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VENDOR INFORMATION SHEET FOR RFP 2107

Vendor Must:

A) Provide all requested information in the space provided next to each numbered question.  The information provided in Sections V1 through V6 will be used for development of the contract;

B) Type or print responses; and

C) Include this Vendor Information Sheet in Tab III of the Technical Proposal.

	V1
	Company Name
	



	V2
	Street Address
	



	V3
	City, State, ZIP
	



	V4
	Telephone Number

	
	Area Code:  
	Number:  
	Extension:  



	V5
	Facsimile Number

	
	Area Code:  
	Number:  
	Extension:  



	V6
	Toll Free Number

	
	Area Code:  
	Number:  
	Extension:  



	V7
	Contact Person for Questions / Contract Negotiations,
including address if different than above

	
	Name:

	
	Title:

	
	Address:

	
	Email Address:



	V8
	Telephone Number for Contact Person

	
	Area Code:  
	Number:  
	Extension:  



	V9
	Facsimile Number for Contact Person

	
	Area Code:  
	Number:  
	Extension:  



	V10
	Name of Individual Authorized to Bind the Organization

	
	Name:
	Title:



	V11
	Signature (Individual must be legally authorized to bind the vendor per NRS 333.337)

	
	Signature:
	Date:
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A Request for Proposal (RFP) process is different from an Invitation to Bid.  The State expects vendors to propose creative, competitive solutions to the agency's stated problem or need, as specified below.  Vendors’ technical exceptions and/or assumptions should be clearly stated in Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Vendors’ cost exceptions and/or assumptions should be clearly stated in Attachment K, Cost Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be considered during the evaluation process; however, vendors must be specific.  Nonspecific exceptions or assumptions may not be considered.  The State reserves the right to limit the Scope of Work prior to award, if deemed in the best interest of the State per NRS 333.350(1).

Prospective vendors are advised to review Nevada’s ethical standards requirements, including but not limited to, NRS 281A and the Governor’s Proclamation, which can be found on the Purchasing Division’s website (http://purchasing.nv.gov). 

[bookmark: _Toc456614733]PROJECT OVERVIEW

The Nevada Department of Health and Human Services (DHHS), Division of Welfare and Supportive Services (DWSS), Child Support Enforcement Program (CSEP) is undergoing a technology modernization initiative to replace the child support portion of the aged Nevada Operations of Multi-Automated Data Systems (NOMADS) application with modern technology.  Nevada CSEP conducted a feasibility study that concluded that a transfer system alternative represents the most appropriate approach to replacing the current child support automated system, which is the child support portion of NOMADS.  The replacement system called the Nevada Child Support Enforcement Automated System (NCSEAS) is a solution based on California’s Child Support Enforcement (CSE) system except for the data warehouse / reporting components which will instead be based on Nevada’s existing data warehouse / reporting component.  The project’s goals are to better satisfy federal and state processing mandates, upgrade aging software architectures, and offset and avoid expensive future maintenance costs.  

The CSEP has set high expectations for the NCSEAS.  The objectives for the modernized system are that the system must effectively interface with external partners, systems, data exchanges, as well as with customers.  It must also be intuitive and user friendly for both beginning and experienced users, and operate in an efficient and cost effective manner.  To achieve these expectations and overcome limitations with the current child support enforcement system, the NCSEAS must be able to adapt to changing business needs and be characterized as maintainable, extensible, flexible, and reliable.

The services to transfer this new system include the entire system development lifecycle from requirements elaboration through implementation and maintenance of the system (including federal certification support) and are described in detail in Section 5, Scope of Work.

The estimated project start date is September 1, 2017.  The CSEP has set the initial timeline to complete the design, development, and testing (including User Acceptance Testing) for the NCSEAS to be forty-two (42) months.  This includes activities to develop the software for the automated system, beginning with understanding the detailed design standards and conventions followed by the software development process.  After completing the development process, the next activities focus on acceptance testing and finalizing training materials.  


GOALS AND OBJECTIVES

Following the accepted testing results and completed training materials, the six (6) month training and rollout phase begins.  The CSEP plans to roll out the NCSEAS to a pilot site first and then to three (3) regions of users.  Users in the pilot site and each of the three (3) rollout groups will receive training on the NCSEAS.  After the training and rollout phase, a twenty-four (24) month maintenance and support phase begins.  During this phase, the Implementation Contractor will stabilize the NCSEAS for maintenance and operation and work to transition the modernized system’s maintenance and operation tasks to State staff.  

A critical element of Nevada’s risk mitigation strategy for the Child Support Enforcement System Replacement Project is to maintain a project management structure that is broad enough to control the full scope of the project and deep enough to control the volume of work that needs to flow through the project in order to remain on schedule. 

The CSEP has determined that the scope and complexity of this project requires other contracted resources to provide the volume of staff needed and expert knowledge needed to successfully manage and implement this modernized automated child support system.  

The Program will utilize supplemental vendor resources to support the NCSEAS project.  In addition to the Implementation Contractor, which is the subject of this RFP, the Program will be procuring the following contractor services:

Project Management Office (PMO)

The PMO contractor will create a PMO for the NCSEAS project and assist the Program in developing and implementing project control plans and structures.  This contractor will assist in monitoring and updating the project management plan and schedule.  This contractor will assist the Program in coordinating between entities and keeping them contributing to the project per the agreement in the project charter.  This contractor will assist the Program in ensuring that other contracted staff stay on schedule or otherwise mitigate project delays. 

Staff Augmentation

Where State staff does not possess the individual skill sets necessary or the availability for supporting the development of the NCSEAS, the Program will procure domain expertise through one or more contracts to augment the state staff assigned to the NCSEAS project.

Independent Verification and Validation (IV&V)

The IV&V contractor will not participate in daily project management or project activities but will review project plans and documentation with an outside perspective.  The Program will require the IV&V contractor to complete a report assessing project plans, documentation, accomplishments, and vulnerabilities.  The IV&V contract will be managed by an agency outside of DHHS, and the IV&V contractor will provide plans, reports of findings, and recommendations directly to the federal Office of Child Support Enforcement (OSCE) at the same time the IV&V contractor submits them to the Program, as specified in 45 CFR 307.15(b)(10)(ii).

Quality Assurance (QA)

The Program will procure the services of a QA contractor before the Implementation Contractor begins work.  This contractor will be independent of the Implementation Contractor and will work with and report to the Program’s Project Management Team to develop a quality management plan, monitor project tasks and activities, and report on deviations from the approved project management plan.  The Program’s staff will work with the QA contractor to ensure that the project conforms to the approved schedule and that deliverables maintain the high quality expected.  The QA contractor will begin work no less than sixty (60) days before the start of the project to establish the Program’s quality assurance standards and processes.

For purposes of this Request for Proposal (RFP), the term Implementation Contractor or Proposer shall refer to the vendor responding to this RFP and the term the Program shall refer to the CSEP.
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The Program will use a range of management processes and procedures to ensure its successful completion.  The PMO contractor will prepare the basic planning documents to govern the conduct of the project including:

Organizational change management plan;
Risk management plan;
Scope management plan;
Project schedule management plan;
Cost management plan;
Staffing management plan;
Communication management plan;
Change control and issue management plan; and
Project control procedures.

The Implementation Contractor is expected to follow these processes and procedures unless otherwise stated.  The project procedures will include the following standard components:

Weekly Project Schedule Reporting and Management

The Implementation Contractor will develop an initial project schedule, including placeholder tasks for the Program Project Management Team as well as the QA contractor.  The schedule will be reviewed and approved according to the Deliverable Approval Plan.  Based on the Implementation Contractor’s approved schedule, the Project Director will work with the project team, including the Implementation Contractor, to finalize a comprehensive schedule as early as possible.  In accordance with the Project Schedule Management Plan, all project participants, including the Implementation Contractor’s project manager, will update the schedule each week with the status of their tasks.

The Program and the Implementation Contractor’s project management teams will meet weekly to review the project schedule and adjust resources as needed to maintain the project schedule and ensure development of a high quality system.  The project’s management staff will discuss, determine, and implement remedial actions, as necessary.

Weekly Project Progress Reporting and Management

Project staff will complete a weekly progress report indicating their accomplishments for the week, their plans for the following week(s), any problems they encountered, and the actions they took to resolve the problems.

The Implementation Contractor will provide this information for each project area (functional, technical, testing, training, and implementation) to the Program’s Project Management Team on a weekly basis.

Monthly Project Progress Reporting and Management

The Program’s Project Management Team will prepare and distribute a monthly status report to internal and external stakeholders including the Steering Committee, the Stakeholders’ Advisory Group, the Technology Advisory Group, the IV&V contractor, and OCSE.

The monthly status report will reflect progress against scheduled tasks, changes in project scope, and a review of project issues and risks.

Members of the Steering Committee will meet quarterly, or more frequently if needed, with the Program’s Project Management Team, along with the Project Director from the Implementation Contractor.  The purpose of the meeting is to review project progress and any issues affecting the project schedule and advise the Program’s Project Management Team on key project decisions.

The Steering Committee will also review the semi-annual IV&V reports and assist in preparing the appropriate responses to report recommendations.

Project Meeting Protocol

The project meeting protocol applies to all formal meetings requiring an agenda.  The Program’s Project Management Team will establish leadership responsibilities so that each meeting will have a designated facilitator (or leader) and a recorder.

Meeting organizers will use agendas to expedite the meetings.  Meeting agendas will indicate topics, presenters, and estimated timeframes for each topic.  The meeting agenda will review outstanding tasks as applicable for recurring meetings.  Each meeting will conclude with a review of new action items.

Minutes will be recorded and distributed to all attendees and other interested parties immediately following the meeting.  Minutes will follow a standard format, including meeting time, place, purpose, attendees, discussion topics, decisions, and action items.
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For the purposes of this RFP, the following acronyms/definitions will be used:

	Acronym
	Definition

	ACH
	Automated Clearing House—an electronic network for financial transactions.


	AEI
	Administrative Enforcement – Interstate


	AIX
	Advanced Interactive eXecutive – an open, standards-based operating system.


	ANSI
	American National Standards Institute


	APD
	Advanced Planning Document


	Assumption
	An idea or belief that something will happen or occur without proof.  An idea or belief taken for granted without proof of occurrence.


	Awarded Vendor
	The organization/individual that is awarded and has an approved contract with the State of Nevada for the services identified in this RFP.


	BI
	Business Intelligence


	BOE
	State of Nevada Board of Examiners


	BOW
	Born Out-of-Wedlock


	BPMS
	Business Process Management System


	BPR
	Business Process Re-Engineering


	BRMS
	Business Rules Management System


	CAP
	Corrective Action Plan


	CASE
	Computer Aided Software Engineering


	CBA
	Cost Benefit Analysis


	CFR
	Code of Federal Regulations


	CHIP
	Children’s Health Insurance Program


	Client/Server
	The client/server model typically defines the relationship between processes running on separate machines.  The server process is a provider of services.  The client is the consumer of the services.  In essence, client/server provides a clean separation of function based on the idea of service.

	CM
	Configuration Management


	CMMI
	Capability Maturity Model Integration


	Confidential Information
	Any information relating to the amount or source of any income, profits, losses, or expenditures of a person, including data relating to cost or price submitted in support of a bid or proposal.  The term does not include the amount of a bid or proposal.  Refer NRS 333.020(5) (b).   


	Contract Approval Date
	The date the State of Nevada Board of Examiners officially approves and accepts all contract language, terms, and conditions as negotiated between the State and the successful vendor.


	Contract Award Date
	The date when vendors are notified that a contract has been successfully negotiated, executed and is awaiting approval of the Board of Examiners.


	Contractor
	The company or organization that has an approved contract with the State of Nevada for services identified in this RFP.  The contractor has full responsibility for coordinating and controlling all aspects of the contract, including support to be provided by any subcontractor(s).  The contractor will be the sole point of contact with the State relative to contract performance.


	COTS
	Commercial Off-the-Shelf Software


	CPU
	Central Processing Unit


	Cross Reference
	A reference from one document/section to another document/section containing related material.


	CSE
	Child Support Enforcement


	CSENet
	Child Support Enforcement Network


	CSEP
	Child Support Enforcement Program


	CSLN
	Child Support Lien Network


	CSPIA
	Child Support Performance and Incentive Act


	CST
	Custodial Parent


	Customer
	Department, Division or Agency of the State of Nevada.


	DBA
	Database Administrator


	DDM
	Data Driven Management


	DEERS
	Defense Enrollment Eligibility Reporting System


	Deliverables
	Project work products throughout the term of the project/contract that may or may not be tied to a payment.


	DETR
	Department of Employment, Training, and Rehabilitation 


	Development Environment
	A computer system, toolset, and methodology used to develop and/or modify and test new software applications.


	DHHS
	Department of Health and Human Services


	Division/Agency
	The Division/Agency requesting services as identified in this RFP.


	DM
	Document Management


	DMV
	Department of Motor Vehicles


	DOR
	Deliverables Observation Review


	DSD
	Detailed System Design


	DWSS
	Division of Welfare and Supportive Services


	EAP
	Energy Assistance Program


	EDI
	Electronic Data Interchange is a standard format for exchanging business data.  The standard is ANSI X12, developed by the Data Interchange Standards Association.  ANSI X12 is either closely coordinated with or is being merged with an international standard, EDIFACT.

	EFT
	Electronic Funds Transfer – an electronic transfer of funds through a national automated clearinghouse directly to a designated account.


	EIN
	Employer Identification Number


	EITS
	Enterprise Information Technology Services Division


	EIWO
	Electronic Income Withholding Order


	Email
	Electronic mail


	EPLN
	Electronic Parent Locator Network – The EPLN has been renamed the Interstate Data Exchange Consortium (IDEC).


	ERD
	Entity Relationship Diagram


	ESB
	Enterprise Service Bus

	ETL
	Extract, Transform, Load


	Evaluation 
Committee
	An independent committee comprised of a majority of State officers or employees established to evaluate and score proposals submitted in response to the RFP pursuant to NRS 333.335.  


	Exception
	A formal objection taken to any statement/requirement identified within the RFP.


	FCR
	Federal Case Registry


	FEIN
	Federal Employer Identification Number


	FIDM
	Financial Institution Data Match


	FIPS
	Federal Information Processing Standard


	Flat File
	A simple data storage schema based on structured files using ASCII, UTF, or other character-based file formats.


	FPLS
	Federal Parent Locator Service


	FTE
	Full Time Equivalent


	FTI
	Federal Tax Information


	Functional Requirements
	A narrative and illustrative definition of business processes independent of any specific technology or architecture.


	GAAP
	Generally Accepted Accounting Principles


	Goods
	The term “goods” as used in this RFP has the meaning ascribed to it in NRS §104.2105(1) and includes, without limitation, “supplies”, “materials”, “equipment”, and “commodities”, as those terms are used in NRS Chapter 333.


	GUI
	Graphical User Interface


	HTTP
	Hypertext Transfer Protocol – A stateless computer-to-computer communication protocol that underlies most web-based applications.


	HTTPS
	Hypertext Transfer Protocol Secure – An encrypted variant of HTTP.


	IDEC
	Interstate Data Exchange Consortium (formerly EPLN)


	IEEE
	Institute of Electrical and Electronics Engineers


	Implementation Contractor
	A vendor responding to this RFP

	INS
	Immigration and Naturalization Services


	Interoperability
	The ability to exchange and use information (usually in a large heterogeneous network made up of several local area networks).  Interoperable systems reflect the ability of software and hardware on multiple machines from multiple vendors to communicate.


	IRS
	Internal Revenue Service


	ITIN
	Individual Taxpayer Identification Number


	IV-A
	Title IV, Part A of the Social Security Act is the public welfare programs.


	IV-D
	Title IV, Part D of the Social Security Act is the child support program.


	IV-E
	Title IV, Part E of the Social Security Act is the child welfare program.


	IVR
	Interactive Voice Response


	IV&V
	Independent Verification and Validation


	IWO
	Income Withholding Order


	JAD
	Joint Application Development


	JEE
	Java Enterprise Edition – the standard in community-driven enterprise software.


	JSON
	JavaScript Object Notation


	Key Personnel
	Vendor staff responsible for oversight of work during the life of the project and for deliverables.


	LAN
	Local Area Network


	LCB
	Legislative Counsel Bureau


	LOI
	Letter of Intent - notification of the State’s intent to award a contract to a vendor, pending successful negotiations; all information remains confidential until the issuance of the formal notice of award.  


	May
	Indicates something that is recommended but not mandatory.  If the vendor fails to provide recommended information, the State may, at its sole option, ask the vendor to provide the information or evaluate the proposal without the information.


	MS
	Microsoft


	MS-FIDM
	Multi-State Financial Institution Data Match


	Must
	Indicates a mandatory requirement.  Failure to meet a mandatory requirement may result in the rejection of a proposal as non-responsive.


	NAC
	Network Access Control (aka Network Admission Control)


	NAC
	Nevada Administrative Code –All applicable NAC documentation may be reviewed via the internet at:  www.leg.state.nv.us.


	NCOA
	National Change of Address


	NCP
	Noncustodial Parent


	NCSEAS
	Nevada Child Support Enforcement Automated System


	NDNH
	National Directory of New Hires


	NIEM
	National Information Exchange Model


	NIST
	National Institute for Standards and Technology


	NMSN
	National Medical Support Notice


	NOA
	Notice of Award – formal notification of the State’s decision to award a contract, pending Board of Examiners’ approval of said contract, any non-confidential information becomes available upon written request.


	NOMADS
	Nevada Operations of Multi-Automated Data Systems


	NPA
	Non-Public Assistance


	NRS
	Nevada Revised Statutes – All applicable NRS documentation may be reviewed via the internet at:  www.leg.state.nv.us.


	NSF
	Non-Sufficient Funds


	OCR
	Optical Character Recognition


	OCSE
	Office of Child Support Enforcement


	OJUR
	Other State Jurisdiction


	OMR
	Optical Mark Recognition


	Open Systems
	Computer systems that provide some combination of interoperability, portability and open software standards.


	OS
	Operating System


	PAA
	Permanently Assigned Arrears


	Pacific Time (PT)
	Unless otherwise stated, all references to time in this RFP and any subsequent contract are understood to be Pacific Time.


	PC
	Personal computer


	PDF
	Portable Document Format


	PHI
	Protected Health Information


	PIER
	Post Implementation Evaluation Review


	PII
	Personally Identifiable Information – any data that could potentially identify a specific individual.


	PIN
	Personal Identification Number


	PMBOK
	Project Management Body of Knowledge – a widely-used project management framework that aligns readily with waterfall-based SDLCs.


	PMO
	Project Management Office


	POC
	Proof of Concept


	Production Environment
	A computer system, communications capability and applications software that facilitates ongoing business operations.  New hardware/software is not introduced into a production environment until it is fully tested and accepted by the State.


	Program
	CSEP


	Proposer
	A vendor responding to this RFP


	Proprietary Information
	Any trade secret or confidential business information that is contained in a bid or proposal submitted on a particular contract.  (Refer to NRS 333.020 (5) (a).


	PRWORA
	Personal Responsibility and Work Opportunity Reconciliation Act


	PT
	Pacific Time


	Public Record
	All books and public records of a governmental entity, the contents of which are not otherwise declared by law to be confidential must be open to inspection by any person and may be fully copied or an abstract or memorandum may be prepared from those public books and public records.  (Refer to NRS 333.333 and NRS 600A.030 [5]).


	QA
	Quality Assurance


	QDRO
	Qualified Domestic Relations Orders


	QUICK
	Query Interstate Cases for Kids


	RDBMS
	Relational Database Management System


	Redacted
	The process of removing confidential or proprietary information from a document prior to release of information to others.


	REST
	Representational State Transfer


	RFP
	Request for Proposal - a written statement which sets forth the requirements and specifications of a contract to be awarded by competitive selection as defined in NRS 333.020(8).


	RPO
	Recovery Point Objectives


	RPP
	Repayment Plan


	RTM
	Requirements Traceability Matrix


	RTO
	Recovery Time Objectives


	SCaDU
	State Collection and Disbursement Unit


	SCC
	Source Code Control

	SDLC
	System Development Life Cycle – A set of processes, roles, and adjectives that allows a team to coordinate on the development of a (usually complex) software system.


	SDNH
	State Directory of New Hires


	SDU
	State Disbursement Unit


	SEIN
	State Employer Identification Number


	SFTP
	Secure File Transfer Protocol


	Shall
	Indicates a mandatory requirement.  Failure to meet a mandatory requirement may result in the rejection of a proposal as non-responsive.


	Should
	Indicates something that is recommended but not mandatory.  If the vendor fails to provide recommended information, the State may, at its sole option, ask the vendor to provide the information or evaluate the proposal without the information.


	SIEM
	Security information and event management (SIEM) is an approach to security management that seeks to provide a holistic view of an organization's information technology (IT) security.  The acronym is pronounced "sim" with a silent ‘e’.  DWSS is currently using Splunk as our SIEM.


	SMS
	Short Message Service – A text-based messaging protocol used widely in mobile computing environments (e.g. mobile phones).


	SNAP
	Supplemental Nutrition Assistance Program – formerly known as Food Stamps.


	SPLS
	State Parent Locator Service


	SSN
	Social Security Number


	State
	The State of Nevada and any agency identified herein.


	Statement of Understanding
	A non-disclosure agreement that each contractor and/or individual must sign prior to starting work on the project.


	Steering Committee
	The Steering Committee is made up of the Director/Administrator of the agency and State, local government and private sector representatives.


	Subcontractor
	Third party, not directly employed by the contractor, who will provide services identified in this RFP.  This does not include third parties who provide support or incidental services to the contractor.


	TANF
	Temporary Assistance to Needy Families


	TIFF
	Tagged Image File Format


	Title XIX
	Title XIX of the Social Security Act is the Medicaid program.


	Trade Secret
	Information, including, without limitation, a formula, pattern, compilation, program, device, method, technique, product, system, process, design, prototype, procedure, computer programming instruction or code that: derives independent economic value, actual or potential, from not being generally known to, and not being readily ascertainable by proper means by the public or any other person who can obtain commercial or economic value from its disclosure or use; and is the subject of efforts that are reasonable under the circumstances to maintain its secrecy.


	UDA
	Unassigned During Assistance Arrears


	UIFSA
	Uniform Interstate Family Support Act


	UML
	Unified Modeling Language


	URA
	UnReimbursed Assistance

	USC
	United States Code


	User
	Department, Division, Agency or County of the State of Nevada.


	Vendor
	Organization/individual submitting a proposal in response to this RFP.


	VPN
	Virtual Private Network


	VSAM
	Virtual Storage Access Method – a file-based database schema.


	Walkthrough
	Oral presentation by the contractor of deliverables and/or work products.


	WAN
	Wide Area Network


	Will
	Indicates a mandatory requirement.  Failure to meet a mandatory requirement may result in the rejection of a proposal as non-responsive.


	XML
	Extensible Markup Language





STATE OBSERVED HOLIDAYS

The State observes the holidays noted in the following table.  Note:  When January 1st, July 4th, November 11th, or December 25th falls on Saturday, the preceding Friday is observed as the legal holiday.  If these days fall on Sunday, the following Monday is the observed holiday.

	Holiday
	Day Observed

	New Year’s Day
	January 1

	Martin Luther King Jr.’s Birthday
	Third Monday in January

	Presidents' Day
	Third Monday in February

	Memorial Day
	Last Monday in May

	Independence Day
	July 4

	Labor Day
	First Monday in September

	Nevada Day
	Last Friday in October

	Veterans' Day
	November 11

	Thanksgiving Day
	Fourth Thursday in November

	Family Day
	Friday following the Fourth Thursday in November

	Christmas Day
	December 25
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The DHHS requires automated computer systems to process CSEP claims related to Nevada’s citizens entitled to child support, including statewide public assistance program recipients.  Currently, the CSEP and the public assistance programs are supported by the NOMADS application.

The NOMADS application is a mainframe based system for which development began in 1992 and the system was certified in 2001.  State and county organizations have created ancillary systems to meet their business needs, resulting in a patchwork architecture and inconsistent functionality.

Nevada recognizes the need for a reliable, effective, and efficient automated statewide system; and it is DWSS’ vision to deliver a single statewide automated system that meets federal certification requirements, uniformly implements State policy and regulations, and meets the business needs of the CSEP.  In 2014, Nevada conducted a feasibility study.  One aspect of the feasibility study was to define functional and technical requirements for a new child support system.  Another aspect of the feasibility study determined that Nevada would replace its automated child support system by developing and implementing a solution based on California’s child support enforcement system except for the data warehouse / reporting component, which will instead be based on Nevada’s existing data warehouse / reporting component.  This new system will accomplish Nevada’s vision.  Toward this end, Nevada is establishing the CSE Replacement Project (the Replacement Project).  Nevada seeks an implementation vendor through this Request for Proposal (RFP) to develop, test, and implement the new system.

For the Replacement Project, the State will provide management and oversight and some staff positions.  In addition to the implementation contract, the State will contract for Quality Assurance (QA) services, a Project Management Office (PMO), and staff augmentation for the Replacement Project.  The State will also contract for an Independent Verification and Validation (IV&V) vendor to provide IV&V services to the federal Office of Child Support Enforcement (OCSE) and to the State regarding the implementation project.  Per federal requirements, the IV&V contract will not be administered by or within DHHS.

[bookmark: _Toc163539158]AGENCY

Department of Health and Human Services (DHHS) – Parent department of DWSS

The designated single State agency for the Child Support Enforcement Program in Nevada is the DHHS.  As the single State agency, the Director of DHHS has the authority to make commitments with the federal government on behalf of Nevada.  The Director is appointed by, and reports to, the Governor.  Within DHHS are the Divisions of Health Care Financing and Policy, Welfare and Supportive Services, Aging and Disability Services, Public and Behavioral Health, and Child and Family Services.

Division of Welfare and Supportive Services (DWSS) 

The DWSS is a division of government within the Nevada Department of Health and Human Services (DHHS).  With an annual budget of approximately two hundred and fifty million ($250 million), the DWSS accounts for the third largest budget within the DHHS.  The DWSS has approximately nineteen hundred (1,900) employees in over twenty (20) locations across the State.  

The mission of the State of Nevada DHHS, DWSS is to provide quality, timely and temporary services enabling Nevada families, the disabled, and elderly to achieve their highest levels of self-sufficiency.

The programs DWSS oversees include:

Child Support Enforcement Program (CSEP);

Temporary Assistance for Needy Families (TANF) Program;

Supplemental Nutrition Assistance Program (SNAP) formerly known as the Food Stamp Program;

Child Care and Development Program;

Employment and Training Programs for TANF and SNAP recipients;

Energy Assistance Program (EAP);

Eligibility for Children’s Health Insurance Program (CHIP); and

Eligibility for Nevada’s Medicaid Program.

For purposes of the CSEP system, the following staffing units, numbers, and locations are applicable:

	DESCRIPTION
	LOCATION
	POSITIONS
	#

	Central Office
	1470 College Parkway, Carson City, NV 89706
	Chief III
SSPS
Quality Control Specialist
Clerical
	1
7
2
5

	Elko Program Area Office – Child Support Enforcement
	1020 Ruby Vista Dr. #101
Elko, NV 89101
	Supervisor
Case Manager
Clerical
	1
3
1

	Nevada Intergovernmental Initiating Office – Child Support Enforcement
	1900 E. Flamingo Rd., Suite 115
Las Vegas, NV 89119
	Field Operations Manager
Quality Control Specialists
Office Manager
FSS II
Supervisor
FSS III
Clerical
	1
2
1
6
2
12
4

	Reno Program Area Office – Child Support Enforcement
	300 E. 2nd St., Ste 1200
Reno, NV 89501
	Office Manager
Supervisor
Case Manager
Clerical
	1
4
36
8

	State Collection and Disbursement Unit
	1470 College Parkway
Carson City, NV 89706
	Chief II
	1

	
State Collection and Disbursement Unit
	1900 E Flamingo Rd.
Suite 115
Las Vegas, NV 89119
	Manager
Management Analyst
Supervisor
Clerical
	1
2
2
9

	Churchill County District Attorney
	165 North Ada St.
Fallon, NV  89406
	Coordinator
Case Manager
Clerical
Attorney
	1
4
1
1

	Clark County District Attorney Family Support Division
	1900 E. Flamingo Rd.,
Suite 100
Las Vegas, NV 89119
	Director
Assistant Director
Unit Administrators
Supervisors
Case Managers
Clerical – Clerks
Financial Office Staff
IT Staff
Attorney
Investigation/Process Server
	1
1
5
30
102
78
3
12
11
9

	Douglas County District Attorney
	1038 Buckeye Road
Minden, NV 89423
	Coordinator
Caseworker
Attorney
	1
3
1

	Elko County District Attorney
	540 Court Street, Second Floor
Elko, NV 89801
	Program Manager
Case Manager
Clerical
Attorney
	1
4
2
1

	Humboldt County District Attorney
	20 E. 5th St.
Winnemucca, NV  89445
	Coordinator
Case Manager
Clerical
Attorney
	1
3
1
1

	Lyon County District Attorney
	31 S. Main St.
Yerington, NV 89447
	Coordinator
Case Manager
Clerical
Attorney
	1
3
1
1

	Mineral County District Attorney
	166 E Street
Hawthorne, NV 89415
	Coordinator
Case Manager
	1
1

	Nye County District Attorney
	101 Radar Road
Tonopah, NV 89049
	Coordinator
Case Manager
	1
5

	Pershing County District Attorney
	535 Western Avenue
Lovelock, NV  89419
	Coordinator
Caseworker
	1
1

	Washoe County District Attorney
	1 South Sierra Street,
4th Floor
Reno, NV 89520
	Program Manager
Assistant Manager
Supervisor
Case Manager
Clerical
Legal Secretary
Training
IT Staff
Attorney
Investigations
	1
1
4
18
2
9
1
3
3
2



[bookmark: _Toc163539160]CURRENT COMPUTING ENVIRONMENT 

	1. DESCRIPTION
	1. NAME

	1. Database Management Systems
	1. DB2 for ZOS 10.1 
1. UDB 9+ for Distributed Environment

	1. Computing Platform
	1. AIX V6.1, 7/Windows 2012/ Z/OS/ESX6, SLES11+

	1. Network 
	1. TCP/IP, WAN, Cisco, F5

	1. Storage
	1. 110 Terabyte	

	1. Application Infrastructure 
	1. JAVA, MVC, J2EE, COBOL, CICS, Enterprise Generation Language (EGL) V8+

	1. Security
	1. Novell Access Gateway 4.x /  E- DIR / IDM, Active Directory

	1. Utilities
	1. Business Objects XIR2
1. Adobe Forms V5+
1. WebSphere Application Server on AIX
1. WebSphere Process Server
1. WebSphere Business Monitor 
1. WebSphere Service Registry & Repository
1. WebSphere Decision Server
1. WebSphere Decision Center
1. WebSphere Enterprise Service Bus
1. WebSphere MQ
1. FileNet P8 Environment

	1. Source Code Management
	1. Perforce

	1. File/Database Access Method
	1. SQL, VSAM

	1. Enterprise Servers
	1. 2 Pureflex
1. 1 IBM Z-series; 
1. 27 Cisco UCS Blade Servers

	1. Printers
	1. Canon, HP, IBM, Ricoh

	1. Reporting
	1. Business Objects/Crystal Reports

	1. Standard Desktop
1. 
	1. 8 - 16 GB Ram
1. Minimum 100 GB drives - Not accessible by users
1. Windows 10  OS (64 Bit)
1. ZEN for desktops (ZCM)
1. Microsoft Office Pro
1. Internet Explorer/Chrome/Firefox
1. Altiris/SEP

	1. Developer Software
	1. WebSphere Integration Developer
1. IBM Integration Designer
1. WebSphere Business Modeler
1. Rational Business Developer
1. WinSqL
1. Toad
1. WebSphere Decision Server Rule Designer
1. WebSphere Decision Server Event Designer
1. Adobe Output Designer



[bookmark: _Toc163539163]PROJECT SOFTWARE 

All software used for project management must be approved by the State.  Current desktop tools utilized by DWSS include:
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]
MS Project Server;
Work Item Tracking Tool;
Bugzilla; 
MS Project;

MS Visio;
MS Office Suite; and
MS SharePoint.

[bookmark: _Toc163539164]DEVELOPMENT SOFTWARE 

In addition to developing specific deliverables, the Program requires that the Implementation Contractor institute and / or support a range of project control mechanisms to ensure the project’s successful completion.  The Program must approve in writing all third-party software products the Implementation Contractor recommends for the project control mechanisms, and the Program must give its approval before the software is put into use.  In order to receive such approval, the Implementation Contractor shall submit a list of the products, the number of licenses that will be procured (if applicable), and a description of how the product will be used.  The State will need eight (8) licenses for staff.  The description must include whether the product is only required for customization / development or whether it would be required for ongoing support / maintenance.  Each product must also have an outline as to its initial and ongoing costs, including (but not limited to) licensing, maintenance, support, run time licensing versus developer licensing, and so on.  

All proposed software used in the design, development, testing, and implementation of the deliverables outlined in this RFP must be approved by the State.

Approval of third-party products is ultimately at the discretion of the Program.  In addition to developing specific deliverables, the Program requires that the Implementation Contractor institute and / or support a range of project control mechanisms to ensure the project’s successful completion.  Project Control Mechanisms will include the following:

Central Project Repository

The PMO contractor will maintain a central project repository using the Program’s SharePoint document management system, which will have version control over all project-related documentation.  All contract and Program project staff will use this application.  The project repository will include a directory of updated specifications for all software objects.  This documentation must address the goals and objectives of each system component, flow of control graphics, functional descriptions, object specifications, database requirements, unit testing scenarios with expected results, and any extraordinary installation requirements.

The Implementation Contractor must use Perforce for managing version control of software objects.  The Implementation Contractor will provide the necessary licenses for appropriate project staff to access Perforce.

Requirements Traceability Matrix

The Implementation Contractor will provide a Requirements Traceability Matrix (RTM) software tool, subject to the Program’s approval of the tool.  The Implementation Contractor will provide the necessary licenses for all project staff to access the RTM tool.

The Implementation Contractor will update the RTM during the course of the project to maintain a clear correlation of the progress towards the established goals and objectives.  The QA Manager will monitor the updates to the RTM to ensure they are consistent with the project’s standards and that the Implementation Contractor is achieving the project’s objectives.

Standardized Functional and Technical Design Templates

The Implementation Contractor’s application development plan deliverable will establish a standardized functional and technical design template project staff will use to assure both thoroughness and completeness of the designs.

Housing the templates in the central project repository with version control will assure a single design view for each component.

The functional and technical design documents will be versioned and secured in the central project repository with update rights established for the responsible design leaders and view rights established for all functional, technical, development, and testing staff.

Source Code Audit Capability

Program, PMO, IV&V, QA personnel, and others as the Program designates must have full access to the current development source code, and must be provisioned with tools allowing such personnel to audit, review, and work with the code in an environment analogous to that of a software developer.

Development Utilities

Development utilities that are developed by the Implementation Contractor during the course of primary system development shall be considered part of the system's code base, and shall be stored in the Perforce repository alongside the deployable system source code.

Development utilities shall also receive at least a minimal level of documentation including the purpose of the utility, environment requirements, prerequisites, and known issues and limitations.  Examples of development utilities include source code generators, code analysis tools, translators, data generation and analysis tools, and similar applications.

Configuration Management Automation Software

The Implementation Contractor will provide configuration management software to assist in the control of software objects and their deployment to the multiple testing and training environments as well as to the production environment.

The Implementation Contractor will provide the necessary licenses for Program and other contracted project staff to access this software.  The State will need 16 additional licenses for deployments.

Data and Object Analysis Software

The Implementation Contractor will provide data and object analysis software to assist in building cross-reference capability to identify where and how system objects use data, what manipulations each object accomplishes, and how the flow of control manages system processes.

The Implementation Contractor will provide the necessary licenses for Program and other contracted project staff to access this software.  (Note:  As the need for such tools differs among different programming environments, it is possible that such a tool is not available or recommended.  If such is the case, Proposers should state in their proposals that the category of tool is not needed, and why.)  The State will need eight (8) licenses.

Defect Tracking Software

The Implementation Contractor will provide defect tracking software to assist in documenting system test plans and tracking defects when identified, assigned to staff for resolution, resolved, and retested.  This software will provide an overview of testing efforts and assist in estimating the remaining effort to achieve compliant software.

The Implementation Contractor will provide the necessary licenses for Program and other contracted project staff to access this software.  The State will need 250 licenses for all test, developer, program and county staff.

Perforce Software

The Implementation Contractor will use Perforce software to manage source code and other software development artifacts during system development and into maintenance and operations. 

Regression Testing Software

The Implementation Contractor will provide regression testing software to provide standardized system wide regression testing.

The Implementation Contractor will provide the necessary licenses for Program and other contracted project staff to access this software.  The State will need 50 licenses for test staff and county staff.

This regression testing capability will reduce the number and magnitude of unexpected and unintended results of system changes.  The Implementation Contractor will use this software to prepare a Personal Responsibility and Work Opportunity Reconciliation Act (PRWORA) test deck regression test capability to assure continued compliance with distribution requirements.

Performance Testing Software

The Implementation Contractor will provide performance testing software to assist in stress testing the application.

The Implementation Contractor will provide the necessary licenses for the Program and other contracted project staff to access this software.  This performance testing capability will assist the efforts to achieve the response time standards.

Performance Monitoring Software

The Implementation Contractor will provide performance monitoring software to routinely analyze resource usage and identify inefficient software.

The Implementation Contractor will provide the necessary licenses for Program and other contracted project staff to access this software.  This performance monitoring capability must be able to identify inefficiencies by object and job.

If the application software is not public domain, the Implementation Contractor must provide a licensing strategy.

The licensing strategy shall include a list of the products, the number of licenses that will be procured (if applicable), and a description of how the product will be used.

The description must include whether the product is only required for customization / development or whether it would be required for ongoing support / maintenance.

Each product must also have an outline as to its initial and ongoing costs (including, but not limited to, licensing, maintenance, support, run time licensing versus developer licensing, and so on).  

[bookmark: _Toc163539165]STATE RESOURCES 

The following paragraphs describe the resources the State has committed to this project.

[bookmark: _Toc163539166]Steering Committee

This team of senior officials will work with, and on behalf of the project in defining overall policy, providing top-level decision making, ensuring availability of key resources and effecting key interdepartmental and contractual relationships.  The Steering Committee provides leadership in promoting support for the project.  Additional roles of the Steering Committee may include:

Review of proposed plans and timetables;

Provide problem resolution if issues cannot be resolved at the project team level;

Provide departmental policy as it relates to the project;

Set priorities;

Propose alternative solutions to problems encountered;

Obtain Legislative and Administrative backing; and

Provide information and involve external parties in project progress, accomplishments, and challenges.

[bookmark: _Toc163539167]Project Sponsor

The Deputy Administrator, Field Operations Support, is the project sponsor.  All project activities will be conducted under the authority of the Project Sponsor.

[bookmark: _Toc163539168]Project Manager

A Project Manager has been appointed to coordinate the activities of all individuals and organizations involved in the project.  The Project Manager will provide on-going daily direction and oversight to the State project staff and the Implementation Contractor and report progress and problems to the Steering Committee.  The Project Manager will coordinate all organizations involved in the project and ensure resource requirements are identified and addressed.  The Project Manager sets priorities when choices of alternatives are required.

[bookmark: _Toc163539169]State Project Staff

The Implementation Contractor will be expected to work closely with the State project staff assigned to this project.

State project staff will be available to attend meetings, interviews; and to assist assigned staff in reviewing functions with the Implementation Contractor.

State project staff will be assigned to the project on an as-needed basis, as determined by project and technical management to represent the various functional and technical areas.

State project staff will report to the Project Manager who will act as a conduit to the Implementation Contractor.
[bookmark: _Toc163539173][bookmark: _Toc180917192]
CSEP PROJECT ACTIVITIES

This section discusses the activities the CSEP will perform and oversee to ensure it effectively guides project staffs’ efforts toward the fulfillment of all objectives and requirements.  The list of project activities includes:

Project Initiation and Management – developing project management plans, updating, and monitoring the project schedule; and status reporting.

Development and Operations Hardware/Software – planning and installing development hardware and software, and planning for operations hardware and software.

System Requirements and Design – defining the technical approach, developing the functional and technical detailed system designs, and evaluating the donor code base.

Development/Modification/Conversion of System Software Code – developing, modifying, and converting child support system software; and installing operations hardware and software.

Data Conversion – planning for the legacy conversion, converting the data, and testing the data conversion.

Testing and Acceptance – testing the hardware and software (e.g., system testing, integration testing, “smoke”, and regression testing; performance and load testing; and user acceptance testing).

Training Staff – training operational readiness, end users, and site support staff.

System Implementation – converting data for rollouts, decommissioning the child support portion of NOMADS (the old system), and rolling out the pilot region and all regions.

Initial Maintenance and Operation – maintaining and operating the system during system warranty.

System Certification – planning and preparing for federal system certification.

Transition for State Maintenance – training state technical and help desk staff for long-term maintenance and operation of the new system.

Project Closeout – planning for project closeout to ensure all artifacts are archived, vendors are released, and accounts are settled.

[bookmark: _Toc456614736]SYSTEM REQUIREMENTS 

[bookmark: _Toc163539174]VENDOR RESPONSE TO SYSTEM REQUIREMENTS

The Implementation Contractor will prepare the RTM deliverable to document each of the baseline requirements, the changes that adjusted or expanded the requirements, the system components that implemented each requirement and the tests that verified them.  The Implementation Contractor will maintain the RTM on an ongoing basis.  The QA contractor will review the RTM on a periodic basis to ensure that all entries conform to project requirements.  The Implementation Contractor will purchase the RTM software tool, subject to the Program’s approval of the tool.  The Program’s staff, the PMO contractor, and the QA contractor will have copies of this tool so they can read and review the RTM.  Functional designs, technical designs, test case development, code construction and unit testing, test execution, and training materials will address all requirements. 

[bookmark: _Toc163539175]COMPUTING PLATFORM

The system should conform to State of Nevada standards for architecture, system development, and operations:

Java / JEE as the programming language and platform;

WebSphere as the application container;

DB2 as the database platform;

AIX and Suse Linux as the operating systems;

PowerVM as the AIX virtualization technology;

VMware as the Intel virtualization technology;

FileNet as the content management system; and

Novell E-Directory as the credential store.

[bookmark: _Toc163539176]FUNCTIONAL REQUIREMENTS

For the functional requirements, see Section 2 of Attachment O, Implementation Vendor Requirements.

TECHNICAL REQUIREMENTS

For the technical requirements, see Section 3 of Attachment O, Implementation Vendor Requirements.

[bookmark: _Toc163539177]PROJECT REQUIREMENTS

For the project requirements, see Section 4 of Attachment O, Implementation Vendor Requirements.

SECURITY STANDARDS

Security standards are included within the technical requirements identified in Section 4.4, Technical Requirements.  In addition, the following security standards / requirements will be included:

System must meet State security standards for transmission of personal information as outlined in NRS 205.4742 and NRS 603A.

Protection of sensitive information will include the following:

Sensitive information in existing legacy applications will encrypt data as is practical.

Confidential Personal Data will be encrypted whenever possible.

Sensitive Data will be encrypted in all newly-developed applications.

All information technology services and systems developed or acquired by agencies shall have documented security specifications that include an analysis of security risks and recommended controls (including access control systems and contingency plans). 

Security requirements shall be developed at the same time system planners define the requirements of the system.  Requirements must permit updating security requirements as new threats/vulnerabilities are identified and/or new technologies implemented.

Security requirements and evaluation/test procedures shall be included in all solicitation documents and/or acquisition specifications.

Systems developed by either internal State or contracted system developers shall not include back doors, or other code that would cause or allow unauthorized access or manipulation of code or data.

Security specifications shall be developed by the system developer for approval by the agency owning the system at appropriate points of the system development or acquisition cycle.

All system development projects must include a documented change control and approval process and must address the security implications of all changes recommended and approved to a particular service or system.  The responsible agency must authorize all changes.

Application systems and information that become obsolete and no longer used must be disposed of by appropriate procedures.  The application and associated information must be preserved, discarded, or destroyed in accordance with Electronic Record and Record Management requirements defined in NRS 239 and NAC 239, Records Management.

Software development projects must comply with State Information Security Consolidated Policy 100, Section 4.7, Software Development and Maintenance and State Standard 131, “Security for System Development.”

Separate development, test, pre-production, and production environments must be established on State systems.

Processes must be documented and implemented to control the transfer of software from a development environment to a production environment.

Development of software and tools must be maintained on computer systems isolated from a production environment.

Access to compilers, editors, and other system utilities must be removed from production systems.

Controls must be established to issue short-term access to development staff to correct problems with production systems, allowing only necessary access.

Security requirements and controls must be identified, incorporated into, and verified throughout the planning, development, and testing phases of all software development projects.  Security staff must be included in all phases of the System Development Lifecycle (SDLC) from the requirement definitions phase through implementation phase.

All connections to the DWSS CSE system shall be through a Network Access Control solution, and all data in transit between remote location and the DWSS CS system shall be encrypted using Federal Information Processing standards (FIPS) 140-2 encryption standards. 

The DWSS CSE system shall support restriction of access to, and disclosure of, the FPLS information to authorized personnel who need to access FPLS information to perform their official duties in connection with the authorized purposes specified in the security agreement.

The DWSS CSE system shall utilize and maintain technological (logical) access controls that limit access to FPLS information and CS program information to only those personnel who are authorized for such access based on their official duties and identified in the records maintained by DWSS.

The DWSS CSE system shall prevent browsing with technical controls that limit access to FPLS information and CSE program information to assigned cases and areas of responsibility.

The DWSS CSE system shall transmit and store all FPLS information in a manner that safeguards the information and prohibits unauthorized access.  DWSS and OCSE shall exchange CSE program information via a mutually approved and secure data transfer method which utilizes FIPS 140-2 encryption standards.

The DWSS CSE system shall transmit and store all CSE program information in a manner that safeguards the information and prohibits unauthorized access.  DWSS shall use appropriate measures when exchanging CS program information among other state CSE agencies.

DWSS shall prohibit remote access to FPLS information, except through the use of a secure and encrypted (FIPS 140-2 compliant) transmission link and using minimum two-factor authentication, as required by the federal Office of Management and Budget Memorandum 06-16 (OMB M-06-16).  DWSS shall control remote access through a limited number of managed access control points.  If DWSS cannot provide two-factor authentication, DWSS shall submit to OCSE a written description of compensating controls, subject to written approval by OCSE prior to allowing remote access.

The DWSS CSE system shall utilize a time-out function for remote access and mobile devices that requires a user to re-authenticate after no more than thirty (30) minutes of inactivity. 

The DWSS CSE system shall generate audit records for FPLS information that, as a minimum, collect data associated with each query transaction to its initiator, capture date and time of system events and types of events.  This functionality should be designed to interface with the current DWSS Splunk implementation.  

The DWSS CSE system shall log each computer readable data extract (secondary store or file with duplicate CSE program information) from any databases holding FPLS information.  This functionality should be designed to interface with the current DWSS Splunk implementation.

The DWSS CSE system shall log each computer readable data extract (secondary store or file with duplicate CSE program information) from any databases holding CSE program information.  This functionality should be designed to interface with the current DWSS Splunk implementation.

The DWSS CSE system shall support erasure of electronic records containing FPLS information and CSE program information when data is no longer required for authorized purposes.  FPLS information and CSE program information in an individual's case file should be safeguarded per the security requirements in this document.  FPLS information and CS program information that is made part of an individual's case file may be retained in the individual's case file based on DWSS’ rules and procedures for case file retention.

The DWSS CSE system shall utilize the existing Network Access Control (NAC) (also known as Network Admission Control) solution in conjunction with a virtual private network (VPN) option to enforce security policy compliance on all state and non-state devices that attempt to gain access to, or use, FPLS information.



[bookmark: _Toc163539179]REQUIREMENTS MATRIX

Refer to Attachment N (Requirements Matrix) and Attachment O (Implementation Vendor Requirements).

Vendor must:

Present the platform requirements for efficient operation of the system.

Review the requirements matrix carefully to insure that the proposed system design addresses all of the requirements.

Tie each data element/function to the vendor’s project plan by task number.

Respond to all of the requirements by properly coding and indicating how the requirement is satisfied.  The proposed costs and project plan must reflect the effort needed to satisfy the requirements.

Identify, for each of the system requirements identified in the requirements matrix, whether it is:

	Condition
	Description

	S – Standard Function
	The proposed system fully satisfies the requirement as stated.  The vendor must explain how the requirement is satisfied by the system.

	W – Workflow or System Configuration Required
	Current functionality of the proposed system exists in the system and can be modified by a system administrator to meet this requirement.

	M – Modification Required
	The proposed system requires a modification to existing functionality to meet this requirement which requires a source code modification.  The system will be modified to satisfy the requirements as stated or in a different format.  The vendor must explain the modifications and include the cost of all modifications above and beyond the base cost in Attachment J, Project Costs.

	F – Planned for Future Release
	This functionality is planned for a future release.  The vendor must explain how the requirement will be satisfied by the system and when the release will be available.

	C – Custom Design and Development
	The proposed system requires new functionality to meet this requirement which requires a source code addition.  The vendor must explain the feature and its value, and include any cost above and beyond the base cost in Attachment J, Project Costs.

	N – Cannot Meet Requirement
	The proposed system will not satisfy the requirement.  The vendor must explain why the requirement cannot be satisfied.

	O – Other Software
	If the requirement is to be satisfied through the use of a separate software package(s), vendors must identify those package(s) and describe how the functionality is integrated into the base system.



Identify whether each requirement is in the firm fixed price included within the cost proposal.

Describe how the proposed system meets the requirements specified within this RFP.
[bookmark: _Toc180917193]
[bookmark: _Toc456614737]SCOPE OF WORK

The scope of work is broken down into tasks, activities, and deliverables.  The tasks and activities within this section are not necessarily listed in the order that they should be completed.  Vendors must reflect within their proposal and preliminary project plan their recommended approach to scheduling and accomplishing all tasks and activities identified within this RFP.

OVERVIEW OF IMPLEMENTATION CONTRACTOR’S SERVICES

The following section defines the Implementation Contractor’s specific scope of responsibility and work within each of the identified project activities.

The Implementation Contractor will provide the following services in support of the NCSEAS Project: 

Conduct Joint Application Design (JAD) sessions to document and elaborate all functional and technical requirements.

Develop detailed functional and technical design documents.

Recommend hardware and software components necessary to support the system’s architecture, including environments necessary for development, testing, training, production, and disaster recovery.

Acquire, install, and configure the hardware and software needed for the development of the NCSEAS.

Support the installation and configuration of hardware and software necessary to run the NCSEAS Application in each of the required environments.

Develop the NCSEAS application software as designed.

Test and support the testing of all aspects of the system.

Develop all required interfaces between the NCSEAS and other systems.

Convert applicable data from the legacy NOMADS.

Develop functional and technical system documentation.

Develop and deliver functional and technical training.

Implement the NCSEAS in a pilot and then rollout the application to all other users in a logically phased implementation.

Support initial system operations.

Provide on-site support of user staff in offices using the NCSEAS.

Warrant the NCSEAS software for twenty-four (24) months following statewide implementation.

Support acquisition of required federal Office of Child Support Enforcement (OCSE) system certification for the NCSEAS.

Provide post-implementation system maintenance support.

Transition the responsibility for maintaining and operating the NCSEAS to the Program.

Provide appropriate and sufficient project management, reporting, and communication to enable the project’s success. 

The goal of this RFP is to select a vendor who can design, build, test, and deploy a new statewide child support system that will significantly advance the work of Nevada’s CSEP and transition the care of this new system to the Program in a way that will allow the system to support the Program for years to come.  The starting point for this project is the existing California system, but the project is not meant to simply recreate these components in the Nevada data center.  Rather, the code of the new system needs to be constructed with the unique goals and attributes of the Nevada child support constituents and stakeholders in mind.  Accordingly, the project to develop and implement the NCSEAS must be a cooperative effort between the Implementation Contractor, the Program, and the staff contracted to assist the Program in this endeavor. 

Accordingly, the Implementation Contractor will be required to develop and attain approval for a series of deliverables that will ensure the project is meeting Program expectations for the new system.  The required services and products for the Implementation Contractor to provide include critical system planning and development components. 

The change control procedure established by the PMO contractor must be used to address requested changes in design and implementation.  Design, development, and testing staff must initiate Change Control Requests when encountering inconsistencies or opportunities for refinement in the application.  The Project Control Manager, together with assigned management staff, will review and make a determination on the change control requests.  This procedure will provide a clearance process for resolving the inconsistencies or incorporating refinements to the systems.  The change control process must document approved changes to the functional and technical designs, test plans, training plans, and other applicable deliverables.

The Program’s Project Management Team will review deliverables and communicate desired changes to the Implementation Contractor in accordance with a Deliverable Approval Plan developed by the PMO contractor.  The Implementation Contractor will modify the deliverables as appropriate.  The Implementation Contractor may proceed on subsequent tasks while awaiting the results of the review.  However, the Implementation Contractor will factor the changes into the subsequent tasks as soon as project staff agree on the changes.  The Implementation Contractor will submit deliverables using the Microsoft Office Suite, including Word, Project, Excel, Visio, Power Point, etc.

PROJECT INITIATION AND MANAGEMENT

Objective

The project initiation and management of the project will be ongoing for the duration of the contract.  

Activities

The Implementation Contractor's project management approach must be consistent with the project planning structures and plans developed by the Project Management Office (PMO) contractor.  These structures and plans will align with the principles of the Project Management Body of Knowledge (PMBOK).  

Each planning document developed by the Implementation Contractor will detail the relevant roles and responsibilities among the Implementation Contractor, Program Management Team, and Quality Assurance (QA) contractor.

Each project planning document will first articulate plan goals, objectives, assumptions, and constraints.  It will then describe the tasks, subtasks, resources, and schedule necessary to accomplish the plan.

Implementation Contractor Project Management Responsibilities include:

Prepare for and lead the project kickoff meeting.

Participate in weekly project status meetings.

Prepare and submit weekly and monthly project status reports.

Participate in and follow project risk, issue, and change procedures.

Develop the initial project schedule and provide required weekly updates to tasks in MicroSoft (MS) Project.

Propose and support changes to the schedule and project management plan as necessary.

Develop and maintain a project management plan for Implementation Contractor activities in conformance with the project management plan developed by the PMO contractor.

Follow established communication procedures with input of all principal project participants.

Create and distribute agendas and record and distribute the minutes of all applicable meetings.

Participate and cooperate in federal audits, reviews, and semi-annual Independent Verification and Validation (IV&V) reviews.

Deliverables

	5.2	PROJECT INITIATION AND MANAGEMENT DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.2.3.1
	Project Management.
	5.2.2.1 through 5.2.2.4
	10



ESTABLISHMENT, MAINTENANCE, AND MANAGEMENT OF THE PROJECT SITE

Objective

This task includes the establishment, maintenance and management of the project site.

Activities 

This task is ongoing for the duration of the project, with the following limitations and conditions:

The project site will begin operations within sixty (60) days of the contract start date.

The project site will remain in full operation until six (6) months prior to completion of the Maintenance and Operations period, at which time the project site will be phased out, with associated Program and remaining contractor staff being transitioned to appropriate State locations.

The timing and logistics of the phase out of the project site will be mutually agreed to by the Implementation Contractor and the Program, in accordance with the project plan, the staffing needs of the project at the time of project site phase out, and the availability of space at appropriate State locations.

Implementation Contractor Responsibilities for the project site include:

Identify a suitable project site within Carson City and negotiate a lease.

Execute the lease as lessee upon contract award and Program approval of the recommended site.

Identify and conditionally secure a suitable alternative site in the event the State does not approve the initial site.

Build out the project facility to include furniture, fixtures, telecommunications, and internet connectivity.

Provide conference rooms, private meeting spaces, and collaboration areas.

Supply all required equipment, to include telephones, PCs and software, copiers, and faxes.

Obtain and maintain necessary certificates of occupancy.  The occupancy permit deliverable provides proof that the Implementation Contractor has secured and prepared the facilities for the project site.

Assure appropriate physical security provisions for the project site.

Assure a professional and comfortable work environment within the project site.

As lessee, maintain an appropriate professional relationship with the facility landlord.

Assure that all expenses associated with the Implementation Contractor’s responsibility in fulfilling this section are handled in a timely and professional manner.

Deliverables

	5.3	ESTABLISHMENT, MAINTENANCE, AND MANAGEMENT OF
THE PROJECT SITE DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.3.1
	Project Site Establishment, Maintenance and Management
	5.3.2.1 through 5.3.2.2
	10



PROJECT SCHEDULE

Objective

The NCSEAS project will use the project schedule to guide, communicate, and coordinate the project efforts of the State and all project contractors.  The project schedule will identify all project components with a description of tasks and subtasks.  The project schedule will identify staffing assignments and schedule for all contractors and State staffs’ activities.  

Activities

Per the standards in the project schedule management plan, the Implementation Contractor will work collaboratively with the Program’s Project Management Team, PMO contractor, and other contractors to build the schedule using the Work Breakdown Structure.  

The Implementation Contractor will decompose tasks into subordinate units associated with the activities of the project, for example:

Project initiation; 

Development and operations hardware and software; 

System requirements and design; 

Development, modification, conversion of system software code; 

Legacy data conversion; 

Testing and accepting the new system; 

Training staff on the new system; 

System implementation; 

Warranty period (initial maintenance and operation); 

System certification; 

Transition maintenance and operation of system to State; and 

Project closeout.

The Implementation Contractor will assign tasks to individuals or project roles for completion.

The Implementation Contractor will periodically update the project schedule with completed work, new tasks, and subtasks as well as an estimation of remaining effort on tasks in progress.  

The Implementation Contractor will coordinate with State staff and staff from other contractors to obtain the status on their activities for the periodic update.

Deliverables

	5.4	PROJECT SCHEDULE DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.4.3.1
	Project Schedule
	5.4.2.1 through 5.4.2.5
	10



PROJECT STATUS REPORTS AND MEETINGS

Objective 

Weekly and monthly project status reports for project stakeholders will document project progress; identify staffing, work plan and schedule adjustments; summarize issues resolved; and review the tasks project staff would address in the upcoming month.





Activities

Weekly Meetings

Throughout the project, the Implementation Contractor's project management team and the Program’s project management team will meet to discuss project status.

Weekly meetings will follow a preset agenda developed by the PMO contractor.  

The Implementation Contractor shall be responsible for producing minutes of these meetings and distributing them within five (5) business days.

Weekly Reports

On each Monday throughout the project, the Implementation Contractor's Project Manager must provide to the Program’s Project Manager a weekly report, describing:

Project status;

The previous week’s activities; and 

Other project updates since the last report.

The proposed format and level of detail for the status reports shall be subject to the Program’s approval.  

The narrative portion of the report must include, at a minimum, the following:

Activities performed during the period by area (e.g., Design, Development, Testing, etc.);

Overall completion status of the project in terms of the approved project work plan;

Plans for activities for the next period;

Deliverable status, with percentage of completion and time ahead or behind schedule for particular tasks;

Problems encountered and proposed / actual resolutions; and

Proposed changes to the project work plan, if any.

Monthly Reports

The Implementation Contractor must also submit a written status report that is due to the Project Control Manager the tenth (10th) working day of each month.  

This document, in a format to be developed by the PMO contractor and approved by the Program, shall be a basic tool for reporting to federal officials and other State officials on funding issues and program matters.  

A complete set of updated and current output from the Implementation Contractor’s project management software, along with the corresponding electronic project plan files, is to be provided with each monthly status report.

Deliverables

	5.5	PROJECT STATUS REPORTS AND MEETINGS DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.5.3.1
	Weekly meetings and minutes
	5.5.2.1
	5

	5.5.3.2
	Weekly reports
	5.5.2.2
	5

	5.5.3.3
	Monthly reports
	5.5.2.3
	5



TECHNICAL APPROACH PLAN

Objective

The Implementation Contractor will prepare and update as required a technical approach plan for the project.

Activities

The technical approach plan will:

Specify hardware and software components for the NCSEAS and their integration. 

Identify requirements and constraints on the modernized system hardware and software as needed to integrate with the existing state infrastructure. 

Specify the physical security for the NCSEAS and the requirements for supplying it with electrical power and other infrastructure supports to the system.

Deliverables

	5.6	TECHNICAL APPROACH PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.6.3.1
	Technical Approach Plan.
	5.6.2.1
	10



BUSINESS CONTINUITY AND DISASTER RECOVERY PLAN

Objective

The Implementation Contractor will prepare and update as required a business continuity and disaster recovery plan for the project.

Activities

The business continuity and disaster recovery plan will:

Set forth the protocols to provide immediate response to and subsequent recovery from any major unplanned business disruption, such as loss of utility service, building evacuation, or a crisis event such as a major fire, flooding, earthquake, etc. 

Provide an overview of the requirements, strategies, and proposed actions necessary to recover mission critical business operations rapidly and effectively following such an event. 

Ensure consistency with Enterprise Information Technology Services (EITS) Division, DHHS, DWSS, and CSEP business continuity and disaster recovery plans.

Identify the hardware, software, data, and communications components needed to provide for alternative site operations for production and development. 

Identify the means for duplicating the system at the alternative site and specify the retention period for all application and operating system components. 

Include the components for planning backups as well as core system design requirements.  

Outline the steps for troubleshooting and replacing / reconfiguring system hardware and software. 

Outline the steps for restoring the system and verifying the use of system backups. 

Outline the conditions under which the project will use the alternative site. 

Define the procedures for testing the alternative site.

Deliverables

	5.7	BUSINESS CONTINUITY AND DISASTER RECOVERY PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.7.3.1
	Business Continuity and Disaster Recovery Plan.
	5.7.2
	10



SYSTEM CAPACITY PLAN

Objective

The Implementation Contractor will prepare and update as required a system capacity plan for the project.

Activities

The system capacity plan will:

Provide an estimate of the system load and specify the necessary performance requirements for operational memory, computing power, and data storage. 

Include estimates for planned growth.

Deliverables

	5.8	SYSTEM CAPACITY PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.8.3.1
	System Capacity Plan.
	5.8.2
	10



DEVELOPMENT HARDWARE AND SOFTWARE PURCHASE PLAN

Objective

The Implementation Contractor will prepare and update as required a development hardware and software purchase plan for the project.

Activities

The development hardware and software purchase plan will: 

Identify the needed hardware, software, and communications components for the various environments needed for the development phase. 

Describe the procurement steps the CSEP will take to authorize and affect the purchase, delivery, and installation of the hardware and software. 

Establish the maintenance arrangements needed to assure continuous operations.

Deliverables

	5.9	DEVELOPMENT HARDWARE AND SOFTWARE PURCHASE PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.9.3.1
	Development Hardware and Software Purchase Plan.
	5.9.2
	10



PRODUCTION HARDWARE AND SOFTWARE CONFIGURATION PLAN

Objective

The Implementation Contractor will prepare and update as required a production hardware and software configuration plan for the project.

Activities

The configuration plan details the specific protocols that will operate the NCSEAS most efficiently in the production environment.  The CSEP technology team in coordination with EITS will provide the infrastructure services (e.g., server, storage, and network).

Deliverables

	5.10	PRODUCTION HARDWARE AND SOFTWARE CONFIGURATION PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.10.3.1
	Production Hardware and Software Configuration Plan.
	5.10.2
	10



DATABASE DEVELOPMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a database development plan for the project.


Activities

The database development plan will:

Establish the standards and methodology for database development, deployment, operations, and maintenance. 

Specify the methodology and rules for determining and documenting entity relationships. 

Describe the procedures for developers to use to identify new database tables and new or revised columns on existing database tables.

Deliverables

	5.11	DATABASE DEVELOPMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.11.3.1
	Database Development Plan.
	5.11.2
	10



APPLICATION DEVELOPMENT PLAN

Objectives

The Implementation Contractor will prepare and update as required an application development plan for the project.

Activities

The application development plan will:

Establish the protocols for designing, developing software, testing software, developing training materials, and preparing for implementation. 

Assign individuals tasks to establish unique responsibility for each unit of work.

Describe the functional and technical design standards and the assignment of staff responsibility to comment on design documents for consistency and completeness. 

Describe the development and unit testing of system objects and the assignment of staff responsibilities to comment on unit testing output for consistency with requirements and for completeness.

Describe the development of user documentation and training material standards and the assignment of staff responsibilities to comment on these documents for consistency and completeness. 

Describe the compilation of system development and operational standards and the assignment of staff responsibilities to comment on the operational procedures for consistency and completeness.

Deliverables

	5.12	APPLICATION DEVELOPMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.12.3.1
	Application Development Plan.
	5.12.2
	20



EASE OF USE MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required an ease of use management plan for the project.

Activities

The ease of use management plan will specify the ease of use principles the Implementation Contractor will use in the application and the protocols to ensure functional design staff apply these principles consistently throughout the application.

Deliverables

	5.13	EASE OF USE MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.13.3.1
	Ease of Use Management Plan.
	5.13.2
	10




DATABASE CONFIGURATION MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a database configuration management plan for the project.

Activities

The database configuration management plan will: 

Address the update of database tables, parameter tables, and software objects across the multiple development, training, testing, and production environments.  

Establish control processes project staff will use in order to migrate the database entities to multiple environments.

Describe the procedures for developers to use to establish parameter tables. 

Register any scripts used as software objects and establish them to be under system configuration control. 

Establish the control process the project staff will use to migrate parameter data to multiple environments.

Describe the procedures developers will use to identify new objects to the system, document the object’s purpose, and support object-naming conventions. 

Establish the control process the project staff will use to migrate software to multiple environments. 

Establish an audit trail to maintain a full history of software objects for each environment. 

Provide for daily and on-demand software migration.  The plan will provide for linking software objects to testing results. 

The Implementation Contractor will identify any software the NCSEAS project needs to develop or applications the NCSEAS project needs to acquire to automate the configuration management process.





Deliverables

	5.14	DATABASE CONFIGURATION MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.14.3.1
	Database Configuration Management Plan.
	5.14.2
	10



DATA GOVERNANCE PLAN

Objective

The Implementation Contractor will prepare and update as required a data governance plan for the project.

Activities

The data governance plan will:

Establish a system of decision rights and accountabilities for information-related processes. 

Document, according to agreed-upon models, who can take what actions with what information and when they can take those actions, under what circumstances, and using what methods.

Deliverables

	5.15	DATA GOVERNANCE PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.15.3.1
	Data Governance Plan.
	5.15.2
	20



RELEASE MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a release management plan for the project.





Activities

The release management plan will:

Describe the procedures for ascertaining that the NCSEAS has met all requirements before its release into the production environment. 

Sequence and schedule the release of the various components of the NCSEAS.  

Describe the procedures for controlling the release of the NCSEAS into the production environment.

Deliverables

	5.16	RELEASE MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.16.3.1
	Release Management Plan.
	5.16.2
	5



DATA CONVERSION MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a data conversion management plan for the project.

Activities

The data conversion management plan will:

Identify the data sources for conversion efforts, including but not limited to the IV‑A, IV‑E, and Title XIX systems. 

Specify the standards and the methodology for extracting data and deriving or otherwise obtaining missing or incomplete data.

Define the tolerance level for nonconvertible cases and the plan to manage to that conversion rate.








Deliverables

	5.17	DATA CONVERSION MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.17.3.1
	Data Conversion Management Plan.
	5.17.2
	20



TESTING MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a testing management plan for the project.

Activities

The testing management plan will:

Identify the protocols to perform integration, performance, regression, and acceptance testing. 

Establish the standards for test case preparation, for performing and documenting testing activities, for identifying and tracking application defects, for prioritizing defects as critical, major, or minor, and for reporting on the number and types of defects and their correction.

Identify tasks to establish a test environment and scripts for the distribution test deck cases and provide for regression testing against the distribution test deck cases.

Identify software to assist in the testing and test result tracking process. 

Identify the protocols to test the hardware and infrastructure configuration.

Deliverables Table

	5.18	TESTING MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.18.3.1
	Testing Management Plan.
	5.18.2
	10



TRAINING MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a training management plan for the project.

Activities

The training management plan will:

Set the training objectives and describe the requisite training activities, schedule for the activities, and resources assigned to the activities. 

Indicate who the Implementation Contractor will train in various system components, what the training scripts will contain, and what format the Implementation Contractor will use. 

Describe how the Implementation Contractor will use computer-based training, what the Implementation Contractor will cover, and how the Implementation Contractor will use classroom training in combination with computer-based training. 

Address the logistics of where and when the training sessions will take place, include a section relating to ongoing training as well as training for new staff, and document the information needed for user staff to attain full use of system functionality.

Deliverables

	5.19	TRAINING MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.19.3.1
	Training Management Plan.
	5.19.2
	10



WEB-BASED TRAINING DEVELOPMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a web-based training development plan for the project.

Activities

The web-based training development plan will describe the steps for the development of a web-based training component to augment classroom training sessions.  Nevada already has a web-based training center.  This plan will utilize the existing platform, tools, etc. where possible.  This plan will also establish the basis for initial and ongoing use of computer and / or web-based training.

Deliverables

	5.20	WEB-BASED TRAINING DEVELOPMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.20.3.1
	Web-Based Training Development Plan.
	5.20.2
	10



SECURITY MANAGEMENT PLAN

Objective

The Implementation Contractor will prepare and update as required a security management plan for the project.

Activities

The security management plan will: 

Provide a comprehensive overview of the approach to system and data security. 

Specify the standards and methodology for securing access to the system, the software, and the data. 

Establish the standards for the security component deliverables.

Deliverables

	5.21	SECURITY MANAGEMENT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.21.3.1
	Security Management Plan.
	5.21.2
	10



OPERATIONS SUPPORT PLAN

Objective

The Implementation Contractor will prepare and update as required an operations support plan for the project.

Activities

The operations support plan will: 

Specify the processes and procedures needed for day-to-day system operations. 

Establish batch job standards and online technical support standards.

Identify the tasks necessary to establish the technical support team for equipment and data communications problem solving. 

[bookmark: _Toc77562039]Identify the tasks necessary to establish the customer support staff needed to triage application problems, manage data correction issues, and prioritize those issues needing immediate attention.

Deliverables

	5.22	OPERATIONS SUPPORT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.22.3.1
	Operations Support Plan.
	5.22.2
	10



MAINTENANCE TRANSITION PLAN

Objective

The Implementation Contractor will prepare and update as required a maintenance transition plan for the project.

Activities

The maintenance transition plan will specify the tasks necessary to turn over system maintenance to the state’s application maintenance team, identifying all the routine tasks and procedures associated with system maintenance.

Deliverables

	5.23	MAINTENANCE TRANSITION PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.23.3.1
	Maintenance Transition Plan.
	5.23.2
	20





WARRANTY SUPPORT PLAN

Objective

The Implementation Contractor will prepare and update as required a warranty support plan for the project.

Activities

This deliverable will identify the Implementation Contractor's approach to providing warranty support for the NCSEAS after statewide implementation.

Deliverables

	5.24	WARRANTY SUPPORT PLAN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.24.3.1
	Warranty Support Plan.
	5.24.2
	5



DEVELOPMENT AND OPERATIONS HARDWARE AND SOFTWARE

Objective

The Program will reimburse the Implementation Contractor for hardware and software the Implementation Contractor purchases for the development effort.  The purchase of development hardware and software will take place through the Implementation Contractor’s agreement with the Program.  However, at the Program’s discretion, it may decide to purchase any or all hardware and software through the state procurement process.  If so, the Program will issue a request for proposals for the hardware and software.  

Activities

The Implementation Contractor will be reimbursed for the following purchased and installed hardware and software:

Authorized development, installation, testing, and training hardware purchases; and

Authorized development, installation, testing, and training software purchases.






Deliverables

	5.25	DEVELOPMENT AND OPERATIONS HARDWARE AND SOFTWARE DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.25.3.1
	Purchased and installed development hardware and software.
	5.25.2
	5



SYSTEM REQUIREMENTS AND DESIGN

Objective

The system requirements and design object is to represent the documentation of key system planning and implementation events.  The review and approval of the functional and technical designs will establish that the Implementation Contractor is building the system to conform to the requirements.  The Program has grouped all requirements into either Functional Requirements or Technical Requirements.  Within these requirement groupings are the following categories:

Activities

Functional Requirements

Case Initiation;
Locate;
Establishment;
Case Management;
Enforcement;
Financial Management;
Reporting;
Customer Service; and
Ease of Use.

Technical Requirements

Core Architecture;
Archive and Purge;
Tiered and Modular Architecture;
Languages;
Performance;
Communications;
System Backup and Recovery;
Database;
Security;

Interfaces;
User Interfaces;
Document Generation and Document Management;
Data Warehouse and Business Intelligence;
Code Quality and Maintainability;
Development Tools;
Automated Referral Processing;
Calendar Management;
Alerts Management; and
Custom Service.

Although the Program has developed an initial set of requirements within these categories, the Implementation Contractor must further specify requirements to a sufficient level of detail to provide the basis for each functional and technical feature of the NCSEAS.  It will not be sufficient to simply document the current functionality of the California transfer system.  The Implementation Contractor will conduct Joint Application Design (JAD) Sessions to confirm and elaborate the requirements with subject matter experts from the Program.  Additional requirements may be discovered in this process and must be addressed in the functional and technical designs and the implemented the NCSEAS system.  Requirements not reasonably anticipated by the Implementation Contractor will be subject to the change control process as applicable.

Requirements Traceability Matrix

The Implementation Contractor will prepare the RTM deliverable to document each of the baseline requirements, the changes that adjusted or expanded the requirements, the system components that implemented each requirement and the tests that verified them.

The Implementation Contractor will maintain the RTM on an ongoing basis.  The QA contractor will review the RTM on a periodic basis to ensure that all entries conform to project requirements.

The Implementation Contractor will purchase the RTM software tool, subject to the Program’s approval of the tool.  The Program’s staff, the PMO contractor, and the QA contractor will have copies of this tool so they can read and review the RTM.  Functional designs, technical designs, test case development, code construction and unit testing, test execution, and training materials will address all requirements. 

Functional Design

The Implementation Contractor will present the functional design for the NCSEAS to the Program’s staff for review.  The Implementation Contractor will revise the design with the advice and consent of the Program’s staff before submission of the final deliverable. 

The Implementation Contractor’s functional design responsibilities include:

Provide proposed schedule and locations for JAD sessions.

Ensure that the contractor’s functional experts are on-site during the JAD sessions.

Conduct JAD sessions and document functional aspects of the design.

Using the baseline requirements as a starting point, specify the functional requirements to a greater level of detail such that the functional requirements provide the basis for each functional feature of the NCSEAS; update the RTM accordingly.

Provide a draft report of each JAD session, including issues addressed and decisions made, to the Project Management Team.

Provide a final report to Project Management Team of each JAD session, incorporating comments and revisions provided by the Program.

Gain the necessary understanding of state processes, requirements, and data.

Define ease of use standards.

Describe the business processes that will exist as a result of the NCSEAS implementation.

Identify any gaps between current and future business processes.

Validate needs through prototyping of forms / screens, menu navigation, and business functions.

Prepare the functional design deliverable(s).

Document issues and decisions in the functional design deliverable(s).

Conduct walk-through of deliverable(s).

Revise deliverable(s) as a result of the review and approval process.

A functional design document will address each of the requirements grouped within the component.  The Implementation Contractor may combine some requirements into a single design in order to reduce repetition.  Each functional design will identify the requirement addressed and articulate the goal and objectives of the requirement.  The functional design will identify and cite the relevant policy and statutory constraints.  The functional design will describe known assumptions and identify issues.  As issues relevant to the requirement are resolved, the Implementation Contractor will document the resolution in the design document.

The functional design will identify the staff roles of system component users and describe the security controls necessary to enable access to authorized users.  The functional design will define the method for documentation of user actions.  The functional design will describe the standard usage of the functions and the interaction between staff and system.  The functional design will provide an overview flow of the usage of the component and will provide a layout for screens, forms, reports, and input and / or output files.

The functional design documents will include sections providing details about the general system design, the detailed system design, system specification, software requirements, the database model, the data dictionary, and use cases.  JAD sessions will provide input for the functional design documents.  The Program’s Project Management Team will schedule JAD sessions as often as needed to ensure that the functional design is well understood and specified.  The Implementation Contractor will update the documents as the participants of the JAD sessions unravel complicated functions to maintain the accuracy of the design. 

The functional design will specify at a minimum:

Data derivation formulae for complex operations

Edit criteria

User alerts

Workflow events and algorithms

Entries to chronology files

Documents to be generated

Screen navigation options

User responses to error messages and alerts

The functional design will identify data initialization and operations necessary at the time of implementation.

Each description of a functional design element will reference the requirement that it implements.  This cross-reference to objectives will establish traceability for development, testing, and training staff.

The Implementation Contractor will present functional design components to the Program’s staff for review.  The Implementation Contractor will revise each section with the advice and consent of the Program’s staff before submission of the full deliverable.  The Implementation Contractor may group functional design presentations in a logical manner for clarity of presentation.

Technical Design

The Implementation Contractor will present technical design sections to the Program staff for review.  The Implementation Contractor will revise each section with the advice and consent of state staff before submission of the full deliverable.  The Implementation Contractor may group technical design presentations in a logical manner for clarity of presentation.

The Implementation Contractor’s technical design responsibilities include:

Provide proposed schedule and locations for technical JAD sessions.

Ensure that the contractor’s functional and technical experts are on-site during the JAD sessions.

Conduct technical JAD sessions as necessary and document technical aspects of the design.

Using the baseline technical requirements as a starting point, specify the technical requirements to a greater level of detail such that the technical requirements provide the basis for each technical feature of the NCSEAS; update the RTM accordingly.

Provide a draft report of each technical JAD session, including issues addressed and decisions made, to the Project Management Team.

Provide a final report to the Project Management Team of each technical JAD session, incorporating comments and revisions provided by the State and Program.

Gain the necessary understanding of state processes, requirements, and data.

Analyze and refine the database design.

Validate needs through prototyping of forms / screens, menu navigation, and business functions.

Prepare the technical design deliverable.

Document issues and decisions in the technical design deliverable.

Conduct walk-through of deliverable.

Revise deliverable as a result of the review and approval process.

A technical design document will address the means for implementing the functional design.  The technical design will identify all the system components necessary for software development and operation.  The technical design will address database components including an entity relationship diagram of the pertinent database tables together with detailed documentation of all system tables and columns.  The technical design will identify and specify all system objects.  The technical design will identify and specify all job control as well as restart and recovery provisions.

The technical design will address, as a minimum, the following aspects of the NCSEAS system:

System architecture, addressing the distinct tiers and major integration points that define the system.

Major subsystems and details about each major subsystem's internal design.

Database design, including an initial entity relationship diagram of the key database tables together with descriptions of all system tables and columns.

Security architecture, including how the system will implement roles-based security, ensure both at-rest and in-transit data security, and if and how the system will segregate and protect more sensitive data (e.g., Personally Identifiable Information (PII), Protected Health Information (PHI), and Federal Tax Information (FTI)).

Key application patterns and technical solutions to implementing those patterns.

Key system objects and services and their responsibilities in the architecture.

Sufficient information to convey the coding specifications to the implementation developer(s).

The Implementation Contractor will present technical design sections to the Program’s technical staff for review.  The Implementation Contractor will revise each section with the advice and consent of Program’s staff before submission of the full deliverable.  The Implementation Contractor may group technical design presentations in a logical manner for clarity of presentation.

Detailed Requirements

Within the functional and technical groupings are a number of requirements.  The Implementation Contractor will review the requirements and ensure their understanding of these requirements.

Additional detail may be added to these requirements when necessary for clarity.

The functional and technical designs will address all requirements.

The Implementation Contractor may combine logical groupings of requirements into a single design deliverable series for clarity and to minimize redundancy.  
[bookmark: OLE_LINK4]



Deliverables

	5.26	SYSTEM REQUIREMENTS AND DESIGN DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.26.3.1
	Functional Requirements/Design
	5.26.2.1
5.26.2.5
	15

	5.26.3.2
	Technical Requirements/Design
	5.26.2.2
5.26.2.6
	15

	5.26.3.3
	Requirements Traceability Matrix
	5.26.2.3
5.26.2.4
	15

	5.26.3.4
	Detailed Design
	5.26.2.7
	15



DEVELOPMENT, MODIFICATION AND CONVERSION OF SYSTEM SOFTWARE CODE

Objective

The objective of this task is the development, modification and conversion of system software code.

Activities

During this activity, the software modules will be created or modified and prepared for system testing.  The system testing activity is where the deliverables for accepting the development, modification, and conversion of the system code will be tracked and accepted.  This is also the activity where the Implementation Contractor will install the purchased operations hardware and software.

The Implementation Contractor shall develop the software and perform unit testing in accordance with the approved Application Development Plan.  The Implementation Contractor must maintain unit-testing results for quality assurance reviews by the Program. 

Implementation Contractor’s development responsibilities include:

Transfer from California, install, and customize Nevada’s NCSEAS software components according to the defined requirements;

Code all new or modified program modules according to the defined requirements;

Create unit test data and test environment;

Design and perform unit testing;

Report unit test results as requested for QA review; and

Provide the new NCSEAS components ready for integration and system and acceptance testing.

Module Inventory

The module inventory will, as a minimum, detail the modules that will be added, those that will need to be modified, and those that meet requirements without being modified.  Modules must conform to system naming standards, and the deliverable must list each module and include a brief description of purpose.  

Environments

The necessary environments for development, testing, and training will be created as part of the construction phase of the project.  The deliverable will include procedures for the creation, maintenance and rebuilds of the environments, and describe controls to maintain the integrity of the data and detail the procedures to recover each environment.  

Unit Test Results

The unit test results will summarize the results of the unit testing.  These results will also include, at a minimum:

The number of conditions tested per module;
Problems encountered and corrections made;
Any outstanding defects; and
An assessment of the defects’ impact.

Deliverable

	5.27	DEVELOPMENT, MODIFICATION AND CONVERSION OF SYSTEM SOFTWARE CODE DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.27.3.1
	Development, Modification and Conversion of System Software
	5.27.2.1
5.27.2.2
5.27.2.3
	30

	5.27.3.2
	Module Inventory
	5.27.2.4
	10

	5.27.3.3
	Development, Testing and Training Environments
	5.27.2.5
	30

	5.27.3.4
	Unit Test Results.
	5.27.2.6
	10



LEGACY DATA CONVERSION

Objective

The objective of this task is for the Implementation Contractor to plan and coordinate all conversion activities.

Activities

The Implementation Contractor must plan and coordinate all conversion activities, including all data currently in the DB2 database to include base, transactional, accounting, and reporting tables as well as all documents stored in the FileNet repository.  The Implementation Contractor must work closely with the Program to formulate data conversion algorithms and develop a detailed data conversion plan to convert the existing computerized data from all legacy systems and subsystems. 

The Implementation Contractor must analyze the impact the conversion will have on the existing State system infrastructure, and must include appropriate remediation in their recommendations and plans.

The Implementation Contractor must develop and test the data conversion and cleanup software.  The State will also test the data conversion and cleanup software.

The Implementation Contractor will be responsible for any required manual data conversion efforts, although automated methods must be used unless otherwise agreed upon by the Program.  Manual efforts are defined as single record efforts.  Automated efforts are defined as the processing of groups of records.

The Implementation Contractor is responsible for developing a functional and technical design for the conversion software, designing and developing the overall conversion plan, including the manual conversion, developing and testing the conversion software, coordinating all conversion activities, developing the control processes to manage any manual conversion efforts, and supporting the Program’s manual conversion as necessary.

Sufficient converted data must be available for development, system test, and acceptance test. 

Data conversion must be integrated with the phased rollout that is planned for the NCSEAS.  Conversion processes and programs must support conversion cohorts that align with the rollout strategies (e.g., office, county, and / or district), as well as account for just-in-time conversion both "in" and "out" to facilitate transmission of cases across converted-system / legacy-system boundaries. 

Implementation Contractor’s conversion responsibilities include:

Develop a comprehensive conversion plan, which must include but not be limited to:

Determine and document the expected conversion impact on existing State infrastructure, including mainframe and servers.

Develop and implement a remediation plan (including the acquisition, installation or implementation of associated hardware and software) to address any adverse impacts the conversion may create for the existing infrastructure.  The estimated costs of such remediation software / hardware must be included in the Proposer’s cost proposal.

Create, maintain, and update documentation associated with the conversion.

Develop Data Conversion specification documents for users and support staff.

Develop Data Conversion schedule.

Develop Data Conversion programs.

Develop Data Conversion materials.

Develop Data Conversion test plan.

Conduct mock conversion(s).

Produce reports of likely duplicate cases and clients, error reports, and conversion efficiency reports for all conversion processes performed.

Develop and run legacy system downloads to feed to the data conversion software.

Develop and test the data conversion software.

Develop and test automated data cleanup software.

Run data conversion software for unit test, system test, acceptance test, and implementation.

Determine, with Program assistance, the legacy Nevada Operations of Multi-Automated Data Systems (NOMADS) system source data fields, and the NCSEAS target data fields for all legacy system data elements.

Identify “missing” data (i.e., data needed by the NCSEAS but unavailable from existing systems).

Recommend procedures for handling missing data, data exceptions, and default values.

Perform manual data cleanup.

Perform any manual data entry.

Perform manual client merges.

Recommend the method to combine multiple client records into one record.

Develop data conversion verification results.

Conversion and Testing Plan

The conversion and testing plan will detail which data elements from NOMADS and any ancillary systems the Program will convert to the NCSEAS.  The plan also needs to map the identifying codes for a data element within NOMADS to the corresponding identifying codes for a data element within the NCSEAS.  The plan then needs to determine which cases in NOMADS the Program should convert to the NCSEAS and what the initial statuses of these cases should be.

The plan needs to set forth a schedule for the conversion and establish the criteria for system conversion readiness.  Finally, the plan needs to establish the testing criteria to determine whether the data elements converted successfully for a given case and whether all cases that the Program intended to convert were converted to the correct case status.

Conversion and Testing Report

The conversion and testing report will detail the tasks accomplished in preparation for the conversion and testing and will document the state of readiness for data to be converted.  Acceptance of this deliverable is necessary for conversion efforts to proceed.

Deliverables

	5.28	LEGACY DATA CONVERSION DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.28.3.1
	Data Conversion
	5.28.2.1 through
5.28.2.8
	30

	5.28.3.2
	Conversion and Testing Plan
	5.28.2.9
	10

	5.28.3.3
	Conversion and Testing Report
	5.28.2.10
	5



TESTING AND ACCEPTING NEW SYSTEM

Objective

There will be many forms of testing to establish that the Implementation Contractor adequately scrutinized components for deficiencies and inconsistencies.  Each form of testing (e.g., system testing, integration testing, “smoke” and regression testing, performance (load) testing, and user acceptance testing) will require test plans.  The test plans will address all requirements.  The test reports will serve to confirm the adequacy of the software’s functionality.  

Activities

Integration, System, and Performance Testing

During the planning phase of the project, the Implementation Contractor shall prepare test plans to address integration, system, and performance testing.  After software development and unit testing, each component of the system must undergo integration and system testing according to the approved testing plans. 

The integration testing addresses the coordination of all system functions to achieve functional objectives.  System testing addresses the coordination of all system capabilities for full functionality and adherence to performance standards.  The Implementation Contractor must provide for the execution of the test plans, identify and correct software defects, and document the system’s full functionality.

Each system module must be subject to integration, system, and performance testing.  One or more test environments must be established, configured with the full NCSEAS, and prepared with test data converted from the legacy systems and interfaces functional to the extent practicable or simulated.  The Implementation Contractor must prepare and conduct a performance test plan employing system and network monitoring software and system load simulation software.  The applicable test plan must include the use of full-size databases, increasing numbers of users, and increasing activity levels.  The system test will continue until performance measures are met under full operational conditions.  System integration and performance testing plans, test cases, test scripts, and test results must be documented and maintained for the Program, the QA contractor and for IV&V review and audit.

This task shall include a complete testing of all interfaces between the new system and all other systems to which the new system will interface to fully achieve all functional and technical objectives.  The project plan and all test plans must fully incorporate this requirement.
[bookmark: _Toc65241577]
Implementation Contractor’s integration, system, and performance testing responsibilities include, as a minimum, the following:

Prepare integration testing plan

Prepare system testing plan

Prepare performance testing Plan

Establish the applicable test environments

Configure the system to the most current production version of all underlying software, tools, and databases, unless the State agrees to an exception 

Configure the system to the most current production version of all enabling interfaces to other supporting systems, unless the State agrees to an exception

Develop applicable test cases

Create and load test case data

Conduct integration and system tests (If appropriate, individual system modules can be tested as readied.  The compatibility of all modules for the entire system must be tested when all modules have been completed.)

Correct problems, repeating testing until expected results are obtained

Conduct performance testing

Identify / correct problems, repeating performance testing

Prepare integration, system and performance test result reports

Acceptance Testing

The NCSEAS must undergo an acceptance test cycle.  All functional aspects of the system, including workflow components, shall be tested pursuant to an acceptance test plan developed by the Testing Manager.  The Implementation Contractor must establish an acceptance testing environment that uses or is equivalent to, the production environment. 

An acceptance test team — composed of Program management and users – will perform the acceptance test.  The acceptance test will evaluate the NCSEAS as an integrated whole.  The acceptance test will include all activities that will take place during the actual implementation.

Acceptance testing will verify the following:

There are no critical and high-priority defects existing in the software

The application software is fully installed and fully functional

Appropriate conversion of legacy data and manual data is complete

Complete and accurate system documentation is present

The effectiveness of training methods and materials

The response time of the system and overall system performance

System hardware, software, and telecommunications performance

System, data, and application security

Accuracy / performance of system interfaces

Acceptance testing will be conducted upon successful completion of the integration, system, and performance testing effort and agreement by the Program’s project management team that the system is ready for acceptance testing.  As problems are discovered they must be evaluated, their impact determined and documented.  Necessary modifications must be made to software, documentation, and training materials consistent with the system design documents and other deliverable acceptance criteria.
[bookmark: _Toc65241580]
Implementation Contractor’s acceptance test responsibilities include:

Establish the application in the acceptance test environment

Supply training needed for acceptance testing

Supply documentation needed for acceptance testing

Provide support during acceptance test in accordance with established service level agreements

Document and correct problems

Create and distribute acceptance test analysis reports

Test Plans

[bookmark: OLE_LINK11]For each functional design, a testing plan will address the means of ensuring that the software has met the objectives of the functional design.  The test plan will specify test cases to examine each functional objective.  The test plan will describe the test conditions and expected results to verify that the NCSEAS components have achieved each functional objective.

The test plan will specify test conditions to verify the functionality of each:

Derivation
Edit
Workflow event
User alert and response
Document generated
Chronology entry
Screen navigation

The Implementation Contractor is responsible for the following test plans:

System Test Plan
Integration Test Plan
Regression Test Plan
Performance Test Plan

Acceptance Test Reports

For each functional design, an acceptance test report will address the testing results.  This report will document the satisfactory results of testing after the Implementation Contractor has remedied the defects.  The acceptance test report will provide a summary of testing results and defect remediation.  The acceptance test report will provide an overview of testing, re-testing, and remediation with the number of defects by priority and timeframes required for remediation.  The acceptance test report will provide for operational readiness documentation with examples of satisfactory results.  The acceptance test report will document any outstanding issues.

The Implementation Contractor is responsible for the following acceptance test reports:

System Acceptance Test Report
Integration Acceptance Test Report
Regression Acceptance Test Report
Performance Acceptance Test Report

Training Materials

The Implementation Contractor is responsible for training Program staff that will perform user acceptance testing.  This includes delivering application training and providing training materials.  

User Acceptance Test Plan Template

The Implementation Contractor is responsible for providing a User Acceptance Test Plan Template.  This template will be provided to the Program to use for creating test scripts, use cases, and test cases.  The Program will perform the user acceptance testing and document the test results.








Deliverables

	5.29	TESTING AND ACCEPTING NEW SYSTEM DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.29.3.1
	Test Plans
	5.29.2.1
5.29.2.3
5.29.2.6
	15

	5.29.3.2
	Acceptance Testing
	5.29.2.2
	10

	5.29.3.3
	Acceptance Test Reports
	5.29.2.4
	5

	5.29.3.4
	Training Materials
	5.29.2.5
	10



TRAINING

Objective

The training materials will incrementally attest to the preparations for implementation and will address all requirements.  Training plans and preparation activities will specify the steps needed to prepare system users, trainers, and managers for the change in day-to-day operations responsibilities as well as the use of the modernized system’s capabilities. 

Activities

The Implementation Contractor shall be responsible for training users and technical staff in all aspects of the new system both from a user and technical perspective.  The training strategy shall be outlined in a training plan that defines training goals, expectation, methods, and schedules.  A training planning session must be held to review the training plan prior to the first actual training session.  The Implementation Contractor shall detail in their proposal a training plan outline and schedule for users of each component of the system.  The Contractor will be training approximately 1,000 staff to include State and County program and technical staff.

Implementation Contractor training responsibilities include: 

Training management plan;

Web-based training development plan;

Functional training materials deliverables (examples below):

Online help;

Training manual (student and instructor versions);

User’s quick reference guides, and

Web-based training content.

Technical training materials (examples below):

Restart and recovery procedures;

Data correction procedures; and 

Configuration procedures.

Trainee testing and evaluative processes:

Prepare and deliver training; and

Provide large-volume reproduction of documentation and materials.

Training Materials

The Implementation Contractor will prepare and finalize the necessary training materials for each functional design at the conclusion of the acceptance testing process.

Preparation of training materials will involve establishing a NCSEAS training environment, setting up the training database, developing training scenarios, and creating the tools for evaluating whether staff has effectively absorbed the functionality and operation of the NCSEAS per the training objectives.

The training materials will be made available online as the user’s manual to supplement Nevada’s policies and procedures.

Training Manual

The Implementation Contractor will develop the training manual for use by training staff in the delivery of training to system users.  The Implementation Contractor will make a trainers’ version and a students’ version of the training manual.

The implementation training deliverables will document the satisfactory completion of the training plan tasks prior to the implementation.



Conduct Training

The Implementation Contractor is responsible for conducting training.  There are several types of training as described below:

Customer Service Support Staff Training

The Implementation Contractor’s training staff will need to deliver training to the Programs 20 customer service support staff.

Technical Support Staff Training

The Implementation Contractor’s training staff will need to deliver training to the Programs 30 technical support staff.

Trainer Training

The Implementation Contractor’s training staff will need to deliver train-the-trainer training to the Programs 10 training staff.

User Training

The Implementation Contractor’s training staff will need to deliver training to the approximately 1,000 Program staff that will be using the system for their day-to-day operations.

Web-Based Training Center

The Implementation Contractor will establish a web-based application for computer based training for users. 

System Training Reports

The Implementation Contractor will prepare a report that documents the satisfactory completion of the training plan tasks for each regional rollout.











Deliverables 

	5.30	TRAINING DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.30.3.1
	Training Materials
	5.30.2.3
	10

	5.30.3.2
	Training Manual
	5.30.2.4
	10

	5.30.3.3
	Training
	5.30.2.1
5.30.2.2
5.30.2.5
	10

	5.30.3.4
	Web-Based Training Center
	5.30.2.6
	10

	5.30.3.5
	System Training Reports
	5.30.2.7
	10



SYSTEM IMPLEMENTATION

Objective

The objective of this task is for the planning, coordinating and implementing the NCSEAS statewide.  This task will prepare the Implementation Contractor, the Program, and its service partners for the implementation of the modernized system.

Activities

The Implementation Contractor is responsible for planning, coordinating, and implementing the NCSEAS statewide.  The Implementation Contractor will use the following principles in designing its implementation approach:

System implementation will be done in a phased approach.  Complete rollout of the NCSEAS is expected to take six (6) months.  Detailed user testing and pilot programs will be used in order to validate functionality and correct deficiencies.

System deficiencies identified in the pilot steps will undergo an assessment and decision making process by the Program and will either be parked for future development or corrected as required. 

The Implementation Contractor will first pilot the system in a larger office with a larger caseload and then complete the implementation via three regional phased deployments. 

Each implementation will address user training, data conversion, and other site readiness issues.  As each site is implemented, specific issues relevant to moving from the current NOMADS to the NCSEAS will be addressed.

The Implementation Contractor must provide system support, help desk support, system maintenance, and corrective actions during the implementation and for the duration of the contract in accordance with established service level agreements.  At the conclusion of the implementation and again at the end of the contract, the Implementation Contractor must certify that the system is fully implemented and operational.  Concurrently, the Implementation Contractor must provide a transfer of knowledge to the State, enabling the State to effectively operate and maintain the system.

The help desk must provide support from 8:00 a.m. to 5:00 p.m. (Pacific Time (PT)) Monday through Friday on State business days.  In addition, the help desk must be available on an on-call basis 24 hours per day in order to support State technical and operational needs.

Implementation and Initialization Plan

The implementation and initialization plan will identify all the sequenced tasks necessary for initializing the new application and assign responsibilities for each task.

The plan will establish an implementation coordination team to coordinate and review the implementation preparations.  The plan will establish the criteria for system implementation readiness.

Implementation and Initialization Report

The implementation and initialization report will detail the tasks accomplished in preparation for implementation and document the system’s state of readiness.  Acceptance of this deliverable is necessary for implementation efforts to proceed.  

Implementation Report

The Implementation Contractor will provide reports documenting the satisfactory implementation of the NCSEAS in the pilot site and for each of the regional rollout groups.

The Implementation Contractor will submit the reports at the conclusion of each rollout and will include lessons learned for the next rollout.

The report will document significant events and data related to the rollout of the NCSEAS to the pilot sites and the regional groups.


Fully Implemented System

At the end of this activity, the Program will have a fully implemented system.

Deliverables 

	5.31	SYSTEM IMPLEMENTATION DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.31.3.1
	System Implementation and Support
	5.31.2.1
Through
5.31.2.3
	10

	5.31.3.2
	Implementation and Initialization Plan
	5.31.2.4
	10

	5.31.3.3
	Implementation and Initialization Report
	5.31.2.5
	10

	5.31.3.4
	Implementation Report
	5.31.2.6
	10

	5.31.3.5
	Fully Implemented System
	5.31.2.7
	30



WARRANTY PERIOD (INITIAL MAINTENANCE AND OPERATION)

Objective

The objective of this task is for the initial maintenance and operation of the system.

Activities

Initial Maintenance and Operation of the System

The Implementation Contractor is responsible for the initial maintenance and operation of the system.  This includes fixing bugs, communicating solutions to end users, and maintaining and updating training materials.

Periodic Help Desk Reports

Periodic help desk reports will indicate the status of help desk requests from the previous month and plan the work for the upcoming month.  The reports will identify the tasks, Implementation Contractor staff assignments, and schedule of work for the upcoming month.  The reports will also describe the status of the work underway and document the tasks completed in the prior month.


Periodic Warranty Support Reports

Periodic warranty support reports will provide for regular status reports of warranty defects and remediation plans and corrections.

Periodic Operations Reports

Periodic operations reports will report the status of operational activities during the previous month and plan the maintenance and operation work for the upcoming month.  The reports will identify the tasks, staff assignments, and schedule of work for the upcoming month; describe the status of the work underway; and document the tasks completed in the prior month.  The reports will identify any unusual circumstances that the Implementation Contractor had to deal with during system operations.

Maintenance Transition Report

This deliverable will document the satisfactory completion of the transition of maintenance to the Program’s maintenance team.  The Implementation Contractor will highlight in the report maintenance issues and any special circumstances its staff encountered and resolved. 

Warranty Completion Report

The warranty completion report will document the satisfactory completion of all software warranty tasks.

Deliverables

	5.32	WARRANTY PERIOD (INITIAL MAINTENANCE AND OPERATION) DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.32.3.1
	Maintenance and System Operation
	5.32.2.1
	5 

	5.32.3.2
	Periodic Help Desk Reports
	5.32.2.2
	5

	5.32.3.3
	Periodic Warranty Support Reports
	5.32.2.3
	5

	5.32.3.4
	Periodic Operations Reports
	5.32.2.4
	5

	5.32.3.5
	Maintenance Transition Report
	5.32.2.5
	5

	5.32.3.6
	Warranty Completion Report
	5.32.2.6
	5



SYSTEM CERTIFICATION

Objective

Federal certification deliverables establish key components and milestones for the federal review and certification of the system’s functionality.

Activities

The Implementation Contractor must support the federal system certification review, through successful certification, with the establishment of a certification environment for demonstration of the systems functionality and with the design, implementation, and installation of all software corrections as needed to bring the system into compliance with federal certification standards.

The Implementation Contractor must assure the implementation of child support distribution logic to conform to the requirements of the Federal Certification Distribution Test Deck.  A special test environment must be established for the federal certification distribution testing process.  This environment must provide for automated test scripting for regular regression testing repetition of the test deck conditions.

The Implementation Contractor must document the conformance of the NCSEAS with the requirements in the Federal Certification Guide by preparing responses and documentation for each requirement. 

The Implementation Contractor must support the federal system certification review with the establishment of a certification environment for demonstration of the system’s functionality, with the preparation of demonstration case data, demonstration of system functionality, and with software corrections as needed to bring the system into compliance with federal certification standards and certification review findings. 

The Implementation Contractor must assure that the NCSEAS delivered is in conformance with federal requirements as may be applicable at the time of certification and is responsible for the design, coding, and implementation of any system modifications required by the federal government to attain such certification.  Implementation Contractor’s system certification support responsibilities include:

Provide federal certification compliance demonstration deliverable

Provide federal certification compliance corrections deliverable

Provide PRWORA distribution test deck documentation deliverable

Provide federal certification compliance narrative documentation deliverable

Devise, program, document, train, test, and implement any required systems modifications required to correct deficiencies cited in the federal certification process that otherwise prevent full federal certification

Federal Certification Compliance Narrative

The federal certification guide narrative will address each certification requirement, identify the system component or components that implement the requirement, describe how the implementation is accomplished, and present screens and reports to support the description.  The narrative will address the PRWORA auxiliary questions, the Family Support Act of 1988, and the Deficit Reduction Act of 2005, and all other federal certification requirements.

PRWORA Test Documentation

The federal test deck documentation will provide test results to verify the system’s compliance with the federal distribution test decks expected results.  The staff testing the NCSEAS will incorporate test deck conditions into the regression testing software so that the federal Office of Child Support Enforcement (OCSE) can verify the system complies with the test deck’s distribution requirements.

Federal Certification Compliance Demonstration

The federal certification compliance demonstration will prepare an environment with test cases to demonstrate successful implementation of each of the federal certification requirements.

Federal Certification Compliance

The federal OCSE certification of the system will be the final verification of the system’s functionality.  The Implementation Contractor warranty will provide for correcting any functional deficiency and for adding any post-implementation enhancements to the NCSEAS, as cited by OCSE in the certification review of the system.






Deliverables 

	5.33	SYSTEM CERTIFICATION DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.33.3.1
	Federal Certification Support
	5.33.2.1
through
5.33.2.5
	5

	5.33.3.2
	Federal Certification Compliance Narrative
	5.33.2.6
	10

	5.33.3.3
	PRWORA Test Documentation
	5.33.2.7
	10

	5.33.3.4
	Federal Certification Compliance Demonstration
	5.33.2.8
	5

	5.33.3.5
	Federal Certification Compliance
	5.33.2.9
	5



TRANSITION MAINTENANCE AND OPERATION OF SYSTEM TO THE STATE

Objective

The objective of this task is to ensure a smooth, uninterrupted transition of the system to the State.  The Implementation Contractor is responsible for training technology staff, help desk staff, and operations staff.

Activities

Knowledge Transfer Plan and Procedures

The knowledge transfer plan will provide for the Implementation Contractor to identify the Program’s parallel project organization, positions, and skills.

The plan will also develop detailed steps to transition knowledge specific to each role on the Program’s maintenance team.

The plan will be in effect throughout the life of the project so that the Implementation Contractor will work with the Program to assure that the Program’s maintenance staff will be able to maintain the modernized system after the warranty period ends.

Maintenance Training

This training deliverable will document the satisfactory completion of maintenance training for a new maintenance team.


Operations Plan

The operations plan will establish the tasks required to prepare for and maintain ongoing operation of the system.  The plan will specify batch jobs as well as the necessary support for online operations.

Operations Transition Plan

The operations transition plan will document the tasks necessary to turn over system operations to the Program’s systems operation team.  The plan will document all the routine tasks and procedures associated with system operation.

Technical Support Procedures

The technical support procedures will be for use by the system operations staff.

The procedures will define the processes for day-to-day operations, the batch schedule, and the restart and recovery procedures.

The procedures will also establish the processes for making software and data corrections and managing fixes.

Finally, the procedures will set the standards for responding to system problems.

Customer Support Procedures

The customer support procedures will be for use by customer support staff assisting the NCSEAS users.

The procedures will define the procedures for managing system problems and issues, including the reporting process, tutelage as needed to assist system users in the correct usage of the system, prioritization for system deficiencies, the use of tools for data correction, and communication of software defects to the technical support team.

Help Desk Management Plan

The help desk management plan will identify the Implementation Contractor’s approach to establishing the infrastructure, staffing, and operation of a NCSEAS help desk to provide users with post-implementation functional and technical support.



Deliverables 

	5.34	TRANSITION MAINTENANCE AND OPERATION OF SYSTEM TO STATE DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.34.3.1
	Knowledge Transfer Plan and Procedures
	5.34.2.1
	5

	5.34.3.2
	Maintenance Training
	5.34.2.2
	5

	5.34.3.3
	Operations Plan
	5.34.2.3
	10

	5.34.3.4
	Operations Transition Plan
	5.34.2.4
	10

	5.34.3.5
	Technical Support Procedures
	5.34.2.5
	10

	5.34.3.6
	Customer Support Procedures
	5.34.2.6
	10

	5.34.3.7
	Help Desk Management Plan
	5.34.2.7
	10



PROJECT CLOSEOUT

Objective

[bookmark: _Toc77562046]The Implementation Contractor will be responsible for a project completion report that includes lessons learned.  The Implementation Contractor will ensure all the most recent plans, design documents, training materials, and manuals are in the central repository.  

Activities

Project Completion Report:

The project completion report will include, as a minimum, lessons learned, confirmation of the knowledge transfer delivery, confirmation that the system software repository is update to date, and confirmation that all project documentation is updated and in the project central repository.  

Deliverables 

	5.35	PROJECT CLOSEOUT DELIVERABLES

	DELIVERABLE NUMBER
	DESCRIPTION OF DELIVERABLE
	ACTIVITY
	STATE'S ESTIMATED
REVIEW TIME
(WORKING DAYS)

	5.35.3.1
	Project Completion Report
	5.35.2
	10



[bookmark: _Toc163539183]VENDOR RESPONSE TO SCOPE OF WORK

Within the proposal, vendors must provide information regarding their approach to meeting the requirements described within Sections 5.1 through 5.35.


If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the percentage of time subcontractor(s) will spend on those tasks.

Vendor's response must be limited to no more than five (5) pages per task not including appendices, samples, and/or exhibits.  

[bookmark: _Toc163539102]DELIVERABLE SUBMISSION AND REVIEW PROCESS

Once the detailed project plan is approved by the State, the following sections detail the process for submission and review of deliverables during the life of the project/contract.

[bookmark: _Toc66244278][bookmark: _Toc163539103]General

The Implementation Contractor must provide one (1) master (both hard and soft copies) of each written deliverable to the appropriate State Project Manager as identified in the contract.

Concurrent with the submission of a draft deliverable, the Implementation Contractor will present a walk-through of the deliverable to the Project Management Team, the QA contractor staff, and other relevant project staff (depending on the subject of the deliverable).  This process will serve to inform all project participants of the substance of each deliverable and will allow potential issues with the deliverables, including inconsistencies with respect to project requirements, to be identified early in the review process.

The Program’s Project Management Team and QA contractor will carefully review all Implementation Contractor deliverables before approval.  The Program’s Project Management Team will commit to reviewing and commenting on draft deliverables timely to assure the quality and consistency of the application and to maintain the project schedule.  Unless otherwise stated in a Deliverables Table, the Project Team will have a minimum of fifteen (15) business days to review and provide comments on an initial draft deliverable and five (5) additional business days to review and provide comments on a final deliverable submission.

Once a deliverable is approved and accepted by the State, the Implementation Contractor must provide an electronic copy.  The State may, at its discretion, waive this requirement for a particular deliverable.

The electronic copy must be provided in software currently utilized by the agency or provided by the Implementation Contractor.

Deliverables will be evaluated by the State utilizing mutually agreed to acceptance/exit criteria.

[bookmark: _Toc66244279][bookmark: _Toc163539104]Deliverable Submission

Prior to development and submission of each contract deliverable, a summary document containing a description of the format and content of each deliverable will be delivered to the State Project Manager for review and approval.  The summary document must contain, at a minimum, the following:

Cover letter;

Table of Contents with a brief description of the content of each section;

Anticipated number of pages; and

Identification of appendices/exhibits.

The summary document must contain an approval/rejection section that can be completed by the State.  The summary document will be returned to the Implementation Contractor within a mutually agreed upon time frame.

Deliverables must be developed by the Implementation Contractor according to the approved format and content of the summary document for each specific deliverable.

At a mutually agreed to meeting, on or before the time of delivery to the State, the Implementation Contractor must provide a walkthrough of each deliverable.

Deliverables must be submitted no later than 5:00 PM, per the approved contract deliverable schedule and must be accompanied by a deliverable sign-off form (refer to Attachment G ~ Project Deliverable Sign-Off Form) with the appropriate sections completed by the Implementation Contractor.

[bookmark: _Toc66244280][bookmark: _Toc163539105]Deliverable Review

General

The State’s review time begins on the next working day following receipt of the deliverable.

The State’s review time will be determined by the approved and accepted detailed project plan and the approved contract.

Unless stated otherwise in a Deliverable Table, the State has up to fifteen (15) working days to determine if a deliverable is complete and ready for review.  Unless otherwise negotiated, this is part of the State’s review time.  

Any subsequent deliverable dependent upon the State’s acceptance of a prior deliverable will not be accepted for review until all issues related to the previous deliverable have been resolved.

Deliverables determined to be incomplete and/or unacceptable for review will be rejected, not considered delivered and returned to the Implementation Contractor.

After review of a deliverable, the State will return to the Implementation Contractor the project deliverable sign-off form with the deliverable submission and review history section completed.

Accepted

If the deliverable is accepted, the original deliverable sign-off form signed by the appropriate State representatives will be returned to the Implementation Contractor.

Once the Implementation Contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer to Section 8, Financial).

Comments/Revisions Requested by the State

If the State has comments and/or revisions to a deliverable, the following will be provided to the Implementation Contractor:

The original deliverable sign-off form with an updated entry to the deliverable submission and review history section.

Attached to the deliverable sign-off form will be a detailed explanation of the revisions to be made and/or a marked up copy of the deliverable.

The State’s first review and return with comments will be completed within the times specified in the contract.

The Implementation Contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance, and/or rejection of the State’s comments.

A meeting to resolve outstanding issues must be completed within three (3) working days after completion of the Implementation Contractor’s review or a mutually agreed upon time frame.

Agreements made during meetings to resolve issues must be documented separately.

Once an agreement is reached regarding changes, the Implementation Contractor must incorporate them into the deliverable for resubmission to the State.

All changes must be easily identifiable by the State.

Resubmission of the deliverable must occur within five (5) working days or a mutually agreed upon time frame of the resolution of any outstanding issues.

The resubmitted deliverable must be accompanied by the original deliverable sign-off form.

This review process continues until all issues have been resolved within a mutually agreed upon time frame.

During the re-review process, the State may only comment on the original exceptions noted.

All other items not originally commented on are considered to be accepted by the State.

Once all revisions have been accepted, the original deliverable sign-off form signed by the appropriate State representatives will be returned to the Implementation Contractor.

The Implementation Contractor must provide one (1) updated and complete master paper copy of each deliverable after approval and acceptance by the State.

Once the Implementation Contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer to Section 8, Financial).

Rejected, Not Considered Delivered

If the State considers a deliverable not ready for review, the following will be returned to the Implementation Contractor:

The original deliverable sign-off form with an updated entry to the deliverable submission and review history section.

The original deliverable and all copies with a written explanation as to why the deliverable is being rejected, not considered delivered.

The Implementation Contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance, and/or rejection of the State’s comments.

A meeting to discuss the State’s position regarding the rejection of the deliverable must be completed within three (3) working days after completion of the Implementation Contractor’s review or a mutually agreed upon time frame.

Resubmission of the deliverable must occur within a mutually agreed upon time frame.

The resubmitted deliverable must be accompanied by the original deliverable sign-off form.

Upon resubmission of the completed deliverable, the State will follow the steps outlined in Section 5.37.3.2, Accepted, or Section 5.37.3.3, Comments/Revisions Requested by the State.

[bookmark: _Toc66244262][bookmark: _Toc163539086]PROJECT KICK OFF MEETING

A project kick off meeting will be held with representatives from the State and the Implementation Contractor after contract approval and prior to work performed.  Items to be covered in the kick off meeting will include, but not be limited to:

Deliverable review process;

Determining format and protocol for project status meetings;

Determining format for project status reports;

Setting the schedule for meetings between representatives from the State and the Implementation Contractor to develop the detailed project plan;

Defining lines of communication and reporting relationships;

Reviewing the project mission;

Pinpointing high-risk or problem areas; and

Issue resolution process.



[bookmark: _Toc456614738]COMPANY BACKGROUND AND REFERENCES

VENDOR INFORMATION

Vendors must provide a company profile in the table format below.

	Question
	Response

	Company name:
	

	Ownership (sole proprietor, partnership, etc.):
	

	State of incorporation:
	

	Date of incorporation:
	

	# of years in business:
	

	List of top officers:
	

	Location of company headquarters:
	

	Location(s) of the company offices:
	

	Location(s) of the office that will provide the services described in this RFP:
	

	Number of employees locally with the expertise to support the requirements identified in this RFP:
	

	Number of employees nationally with the expertise to support the requirements in this RFP:
	

	Location(s) from which employees will be assigned for this project:
	



Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must register with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 80.015.

The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the State of Nevada, Secretary of State’s Office pursuant to NRS76.  Information regarding the Nevada Business License can be located at http://nvsos.gov. 

	Question
	Response

	Nevada Business License Number:
	

	Legal Entity Name:
	



Is “Legal Entity Name” the same name as vendor is doing business as?

	Yes
	
	No
	



If “No”, provide explanation.

Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall be proactive in verification of these requirements prior to proposal submittal.  Proposals that do not contain the requisite licensure may be deemed non-responsive.

Has the vendor ever been engaged under contract by any State of Nevada agency?  

	Yes
	
	No
	



If “Yes”, complete the following table for each State agency for whom the work was performed.  Table can be duplicated for each contract being identified.

	Question
	Response

	Name of State agency:
	

	State agency contact name:
	

	Dates when services were performed:
	

	Type of duties performed:
	

	Total dollar value of the contract:
	



Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its agencies, departments, or divisions?

	Yes
	
	No
	



If “Yes”, please explain when the employee is planning to render services, while on annual leave, compensatory time, or on their own time?

If you employ (a) any person who is a current employee of an agency of the State of Nevada, or (b) any person who has been an employee of an agency of the State of Nevada within the past two (2) years, and if such person will be performing or producing the services which you will be contracted to provide under this contract, you must disclose the identity of each such person in your response to this RFP, and specify the services that each person will be expected to perform.

Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation in which the vendor has been alleged to be liable or held liable in a matter involving a contract with the State of Nevada or any other governmental entity.  Any pending claim or litigation occurring within the past six (6) years which may adversely affect the vendor’s ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP must also be disclosed.

Does any of the above apply to your company?

	Yes
	
	No
	



If “Yes”, please provide the following information.  Table can be duplicated for each issue being identified.

	Question
	Response

	Date of alleged contract failure or breach:
	

	Parties involved:
	

	Description of the contract failure, contract breach, litigation, or investigation, including the products or services involved:
	

	Amount in controversy:
	

	Resolution or current status of the dispute:
	

	If the matter has resulted in a court case:
	Court
	Case Number

	
	
	

	Status of the litigation:
	



Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 2107.  Does your organization currently have or will your organization be able to provide the insurance requirements as specified in Attachment E.

	Yes
	
	No
	



Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be taken into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  

Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the coverages as specified in Attachment E, Insurance Schedule for RFP 2107.

Company background/history and why vendor is qualified to provide the services described in this RFP.  Limit response to no more than five (5) pages.

Length of time vendor has been providing services described in this RFP to the public and/or private sector.  Please provide a brief description.

Financial information and documentation to be included in Part III, Confidential Financial Information of vendor’s response in accordance with Section 12.5, Part III – Confidential Financial. 

Dun and Bradstreet Number 

Federal Tax Identification Number

The last two (2) years and current year interim:

Profit and Loss Statement 
Balance Statement

SUBCONTRACTOR INFORMATION

Does this proposal include the use of subcontractors?

	Yes
	
	No
	



If “Yes”, vendor must:

Identify specific subcontractors and the specific requirements of this RFP for which each proposed subcontractor will perform services.

If any tasks are to be completed by subcontractor(s), vendors must:

Describe the relevant contractual arrangements;

Describe how the work of any subcontractor(s) will be supervised, channels of communication will be maintained and compliance with contract terms assured; and

Describe your previous experience with subcontractor(s).

Vendors must describe the methodology, processes, and tools utilized for:

Selecting and qualifying appropriate subcontractors for the project;

Incorporating the subcontractor's development and testing processes into the vendor's methodologies;

Ensuring subcontractor compliance with the overall performance objectives for the project; and

Ensuring that subcontractor deliverables meet the quality objectives of the project.

Provide the same information for any proposed subcontractors as requested in Section 6.1, Vendor Information.

Business references as specified in Section 6.3, Business References must be provided for any proposed subcontractors.

Provide the same information for any proposed subcontractor staff as specified in Section 6.4, Vendor Staff Skills and Experience Required.

Staff resumes for any proposed subcontractors as specified in Section 6.5, Vendor Staff Resumes.

Vendor shall not allow any subcontractor to commence work until all insurance required of the subcontractor is provided to the vendor.

Vendor must notify the using agency of the intended use of any subcontractors not identified within their original proposal and provide the information originally requested in the RFP in Section 6.2, Subcontractor Information.  The vendor must receive agency approval prior to subcontractor commencing work.

All subcontractor employees assigned to the project must be authorized to work in this country.

BUSINESS REFERENCES

Vendors should provide a minimum of three (3) business references from similar projects performed for private, state, and/or large local government clients within the last seven (7) years.

Business references must show a proven ability of:

Developing, designing, implementing and/or transferring a large scale application with public and/or private sectors;

Developing and executing a comprehensive application test plan;

Developing and implementing a comprehensive training plan;

Experience with comprehensive project management;

Experience with cultural change management;

Experience with managing subcontractors; and

Development and execution of a comprehensive project management plan.

Vendors must provide the following information for every business reference provided by the vendor and/or subcontractor:

The “Company Name” must be the name of the proposing vendor or the vendor’s proposed subcontractor.  


	Reference #:
	

	Company Name:
	

	Identify role company will have for this RFP project
(Check appropriate role below):

	
	VENDOR
	
	SUBCONTRACTOR

	Project Name:
	

	Primary Contact Information

	Name:
	

	Street Address:
	

	City, State, Zip:
	

	Phone, including area code:
	

	Facsimile, including area code:
	

	Email address:
	

	Alternate Contact Information

	Name:
	

	Street Address:
	

	City, State, Zip:
	

	Phone, including area code:
	

	Facsimile, including area code:
	

	Email address:
	

	Project Information

	Brief description of the project/contract and description of services performed:
	

	Original Project/Contract Start Date:
	

	Original Project/Contract End Date:
	

	Original Project/Contract Value:
	

	Final Project/Contract Date:
	

	Was project/contract completed in time originally allotted, and if not, why not?
	

	Was project/contract completed within or under the original budget / cost proposal, and if not, why not?
	



Vendors must also submit Attachment F, Reference Questionnaire to the business references that are identified in Section 6.3.3.  

The company identified as the business references must submit the Reference Questionnaire directly to the Purchasing Division. 

It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division on or before the deadline as specified in Section 10, RFP Timeline for inclusion in the evaluation process.  Reference Questionnaires not received, or not complete, may adversely affect the vendor’s score in the evaluation process.  


The State reserves the right to contact and verify any and all references listed regarding the quality and degree of satisfaction for such performance.

[bookmark: _Toc163539200]VENDOR STAFF SKILLS AND EXPERIENCE REQUIRED 

The vendor shall provide qualified personnel to perform the work necessary to accomplish the tasks defined in the Scope of Work.  The State must approve all awarded vendor resources.  The State reserves the right to require the removal of any member of the awarded vendor's staff from the project.

[bookmark: _Toc163539201]Project Manager Qualifications

The Project Manager assigned by the awarded vendor to the engagement must have:

[bookmark: _Toc303168737][bookmark: _Toc303169991]A minimum of four (4) years of project management experience, within the last ten (10) years, in government or the private sector of which two (2) years’ experience has been in the Child Support Enforcement environment;
[bookmark: _Toc303168738][bookmark: _Toc303169992]
A minimum of three (3) years of experience, within the last ten (10) years, managing systems architecture and development projects;
[bookmark: _Toc303168739][bookmark: _Toc303169993]
A minimum of two (2) years of experience with systems analysis and design;
[bookmark: _Toc303168740][bookmark: _Toc303169994]
A minimum of two (2) years of experience with systems development and implementation in a Service Oriented Architecture (SOA) environment;
[bookmark: _Toc303168741][bookmark: _Toc303169995]
Completed at least two (2) projects within the past five (5) years that involved designing business processes and procedures and developing new systems to support the new business processes; 
[bookmark: _Toc303168742][bookmark: _Toc303169996]
Completed at least one (1) project within the past three (3) years that involved communication and coordination of activities with external stakeholders;
[bookmark: _Toc303168743][bookmark: _Toc303169997]
A minimum of two (2) years of experience using Microsoft Project or similar software; 

Demonstrated knowledge of Title IV, Part D of the Social Security Act; and

Detailed knowledge of the Automated Systems for Child Support Enforcement: A Guide for States 2009.

[bookmark: _Toc163539202]Technical Lead Qualifications

The technical lead assigned by the awarded vendor must have:

A minimum of four (4) years of project management experience, within the last ten (10) years, in government or the private sector of which two (2) years of experience in the Child Support Enforcement environment;

A minimum of three (3) years of experience, within the last ten (10) years, managing systems architecture and development projects;

A minimum of two (2) years of experience with systems analysis and design;

A minimum of two (2) years of experience with systems development and implementation in a Service Oriented Architecture (SOA) environment;

Completed at least two (2) projects within the past five (5) years that involved designing business processes and procedures and developing new systems to support the new business processes; 

Completed at least one (1) project within the past three (3) years that involved communication and coordination of activities with external stakeholders;

A minimum of two (2) years of experience using Microsoft Project or similar software; 

Demonstrated knowledge of Title IV, Part D of the Social Security Act; and

Detailed knowledge of the Automated Systems for Child Support Enforcement: A Guide for States 2009.

[bookmark: _Toc163539203]Implementation Lead Qualifications

The implementation lead assigned by the awarded vendor must have:

[bookmark: _Toc303168758][bookmark: _Toc303170012][bookmark: _Toc163539204]A minimum of two (2) years of Child Support Enforcement IT system implementation experience.  Experience must involve project management of an enterprise-wide architecture, networking, multiple systems integration, hardware and software and managing a technical team and its activities from inception through post implementation on a minimum of one (1) project of similar size and complexity to this project;
[bookmark: _Toc303168759][bookmark: _Toc303170013]
A minimum of three (3) years of experience leading the implementation of new business processes and procedures and new automated systems to support the new business processes;
[bookmark: _Toc303168760][bookmark: _Toc303170014]
A minimum of two (2) years of experience leading the implementation of applications in a SOA environment;
[bookmark: _Toc303168761][bookmark: _Toc303170015]
A minimum of three (3) years of experience performing data cleansing, conversion, and implementation activities for a similar sized project; 
[bookmark: _Toc303168762][bookmark: _Toc303170016]
Completed at least one (1) project within the past three (3) years that involved the procurement, receipt and make ready of computer equipment and software; 
[bookmark: _Toc303168763][bookmark: _Toc303170017]
Completed at least one (1) project within the past three (3) years that involved a phased implementation where systems activities were coordinated between the old and new system environments;
[bookmark: _Toc303168764][bookmark: _Toc303170018]
Demonstrated knowledge of Title IV, Part D of the Social Security Act; and
[bookmark: _Toc303168765][bookmark: _Toc303170019]
Detailed knowledge of the Automated Systems for Child Support Enforcement: A Guide for States 2009.

Individual Team Member Qualifications

Each member of the Implementation Contractor's project team must meet at least one (1) of the qualifications below.  All team members must bring experience in the Child Support Enforcement business and/or technical environment, including a working knowledge of the Automated Systems for Child Support Enforcement: A Guide for States 2009.  In addition, the aggregation of the individual qualifications of the team members must cumulatively meet all of the following requirements.  These requirements are:

[bookmark: _Toc303168782][bookmark: _Toc303170036]Two (2) years of experience within the last five (5) years analyzing and modeling business processes;

[bookmark: _Toc303168783][bookmark: _Toc303170037]Two (2) years of experience within the last five (5) years designing online interfaces using the tools proposed for this project;

[bookmark: _Toc303168784][bookmark: _Toc303170038]Three (3) years of experience within the last five (5) years developing systems in a SOA environment;

[bookmark: _Toc303168785][bookmark: _Toc303170039]Three (3) years of experience within the last five (5) years developing system interfaces;

[bookmark: _Toc303168786][bookmark: _Toc303170040]Completed at least one (1) project within the past three (3) years that involved development of course outlines and materials and organizing and conducting classes to support the implementation of new business processes and systems using the State’s e-learning software Articulate and Camtasia or similar software; and

[bookmark: _Toc303168787][bookmark: _Toc303170041]Completed at least one (1) project in the past three (3) years that involved the development of Tier 1 and Tier 2 Help Desk support processes including the development and implementation of user manuals, scripts, and training using the State’s e-learning software Articulate and Camtasia or similar software. 

[bookmark: _Toc163539205]VENDOR STAFF RESUMES 

A resume must be completed for each proposed individual on the State format provided in Attachment I, Proposed Staff Resume, including identification of key personnel per Section 14.3.19, Key Personnel.

[bookmark: _Toc163539207]PRELIMINARY PROJECT PLAN 

Vendors must submit a preliminary project plan as part of the proposal, including, but not limited to:

Gantt charts that show all proposed project activities;

Planning methodologies;

Milestones;

Task conflicts and/or interdependencies;

Estimated time frame for each task identified in Section 5, Scope of Work; and

Overall estimated time frame from project start to completion for both Implementation Contractor and State activities, including strategies to avoid schedule slippage.

Vendors must provide a written plan addressing the roles and responsibilities and method of communication between the Implementation Contractor and any subcontractor(s).

The preliminary project plan will be incorporated into the contract.  

The first project deliverable is the finalized detailed project plan that must include fixed deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  The contract will be amended to include the State approved detailed project plan.

Vendors must identify all potential risks associated with the project, their proposed plan to mitigate the potential risks and include recommended strategies for managing those risks.

Vendors must provide information on the staff that will be located on-site in Carson City.  If staff will be located at remote locations, vendors must include specific information on plans to accommodate the exchange of information and transfer of technical and procedural knowledge.  The State encourages alternate methods of communication other than in person meetings, such as transmission of documents via email and teleconferencing, as appropriate.

[bookmark: _Toc163539208]PROJECT MANAGEMENT

Vendors must describe the project management methodology and processes utilized for:

Project integration to ensure that the various elements of the project are properly coordinated;

Project scope to ensure that the project includes all the work required and only the work required to complete the project successfully;

Time management to ensure timely completion of the project.  Include defining activities, estimating activity duration, developing and controlling the project schedule;

Management of Implementation Contractor and/or subcontractor issues and resolution process;

Responding to and covering requested changes in the project time frames;

Responding to State generated issues;

Cost management to ensure that the project is completed within the approved budget.  Include resource planning, cost estimating, cost budgeting and cost control;

Resource management to ensure the most effective use of people involved in the project including subcontractors;

Communications management to ensure effective information generation, documentation, storage, transmission and disposal of project information; and

Risk management to ensure that risks are identified, planned for, analyzed, communicated, and acted upon effectively.

[bookmark: _Toc163539209]QUALITY ASSURANCE

Vendors must describe the quality assurance methodology and processes utilized to ensure that the project will satisfy State requirements as outlined in Section 5, Scope of Work of this RFP.

[bookmark: _Toc163539210]METRICS MANAGEMENT 

Vendors must describe the metrics management methodology and processes utilized to satisfy State requirements as outlined in Section 5, Scope of Work of this RFP.  The methodology must include the metrics captured and how they are tracked and measured.

[bookmark: _Toc163539211]DESIGN AND DEVELOPMENT PROCESSES 

Vendors must describe the methodology, processes, and tools utilized for:

Analyzing potential solutions, including identifying alternatives for evaluation in addition to those suggested by the State;

Developing a detailed operational concept of the interaction of the system, the user and the environment that satisfies the operational need;

Identifying the key design issues that must be resolved to support successful development of the system; and

Integrating the disciplines that are essential to system functional requirements definition.

[bookmark: _Toc163539212]CONFIGURATION MANAGEMENT 

Vendors must describe the methodology, processes, and tools utilized for:

Control of changes to requirements, design and code;

Control of interface changes;

Traceability of requirements, design and code;

Tools to help control versions and builds;

Parameters established for regression testing;

Baselines established for tools, change log and modules;

Documentation of the change request process including check in/out, review and regular testing;

Documentation of the change control board and change proposal process; and

Change log that tracks open/closed change requests.

[bookmark: _Toc163539213]PEER REVIEW MANAGEMENT 

Vendors must describe the methodology, processes, and tools utilized for:

Peer reviews conducted for design, code and test cases;

Number of types of people normally involved in peer reviews;

Types of procedures and checklists utilized;

Types of statistics compiled on the type, severity and location of errors; and

How errors are tracked to closure.

TESTING

Vendors must describe the methodology, processes and tools utilized for testing as specified in Section 5, Scope of Work of this RFP including the following:

Procedures for review of test cases;

Number of types of people normally involved in testing;

Types of checklists utilized;

Types of statistics compiled on the type, severity, and location of errors; and

How errors are tracked to closure.

[bookmark: _Toc163539214]PROJECT SOFTWARE TOOLS

Vendors must describe any software tools and equipment resources to be utilized during the course of the project including minimum hardware requirements and compatibility with existing computing resources as described in Section 3.3, Current Computing Environment.

Costs and training associated with the project software tools identified must be included in Attachment J, Project Costs.

[bookmark: _Toc456614739]PROJECT COSTS 

The Cost Schedules to be completed for this RFP are embedded as an Excel spreadsheet in Attachment J, Project Costs.

All proposal terms, including prices, will remain in effect for a minimum of 180 days after the proposal due date.  In the case of the awarded vendor, all proposal terms, including prices, will remain in effect throughout the contract negotiation process.

COST SCHEDULES

The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative and/or overhead expenses.  Each table in the Excel spreadsheet in Attachment J, Project Costs must be completed and detailed backup must be provided for all cost schedules completed. 

Detailed Deliverable Cost Schedules

The schedules have been set up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Development and Data Conversion Environments

Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as follows:

The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Proposers must provide a detailed description and cost for each proposed item.

The State reserves the right not to accept the proposed hardware and/or software.

Costs for specific licenses must be provided.

The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 

Integration, System Test and UAT Environments

Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as follows:

The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Proposers must provide a detailed description and cost for each proposed item.

The State reserves the right not to accept the proposed hardware and/or software.

Costs for specific licenses must be provided.

The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 

Training Environment

Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows:

The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Proposers must provide a detailed description and cost for each proposed item.

The State reserves the right not to accept the proposed hardware and/or software.

Costs for specific licenses must be provided.

The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 

Production Environment

Proposers must identify costs for any hardware and/or software proposed for the Production Environments, as follows:

The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Proposers must provide a detailed description and cost for each proposed item.

The State reserves the right not to accept the proposed hardware and/or software.

Costs for specific licenses must be provided.

The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 

Other Associated Costs

Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the cost schedules for any hardware and/or software proposed, as follows:

The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).  

However, it is ultimately the proposer’s responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs) prior to submitting their cost proposal.

Proposers must provide detailed information for each item identified.

Summary Schedule of Project Costs

Proposers must make sure that all totals from the Detailed Deliverable Cost Schedules, the cost schedules for any hardware and/or software proposed and other associated costs are transferred to Section 7.1.7, Summary Schedule of Project Costs (refer to Attachment J, Project Costs).

Hourly Rate Schedule for Change Orders

Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully implemented system.

Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation.

Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single compilation rate.

Annual Product Licensing and Maintenance Schedule

Proposers must provide a three (3) year fee schedule with the following information:

Listing of each product;
Original project proposed price;
Annual licensing fee, if applicable;
Annual maintenance fee; and
Percentages of the original amount for each fee.
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PAYMENT

Upon review and acceptance by the State, payments for invoices are normally made within 45 – 60 days of receipt, providing all required information, documents and/or attachments have been received.

Pursuant to NRS 227.185 and NRS 333.450, the State shall pay claims for supplies, materials, equipment and services purchased under the provisions of this RFP electronically, unless determined by the State Controller that the electronic payment would cause the payee to suffer undue hardship or extreme inconvenience.

BILLING

There shall be no advance payment for services furnished by a contractor pursuant to the executed contract.

Payment for services shall only be made after completed deliverables are received, reviewed, and accepted in writing by the State.

The vendor must bill the State as outlined in the approved contract and/or deliverable payment schedule.

Each billing must consist of an invoice and a copy of the State-approved deliverable sign-off form.

TIMELINESS OF BILLING

The State is on a fiscal year calendar.  All billings for dates of service prior to July 1 must be submitted to the State no later than the third Friday in July of the same year.  A billing submitted after the third Friday in July, which forces the State to process the billing as a stale claim pursuant to NRS 353.097, will subject the Implementation Contractor to an administrative fee not to exceed $100.00.  This is the estimate of the additional costs to the State for processing the billing as a stale claim and this amount will be deducted from the stale claims payment due the Implementation Contractor.

HOLD BACKS 

The State shall pay all invoiced amounts, less a 15% hold back, following receipt of the invoice and a fully completed project deliverable sign-off form.

The distribution of the hold backs will be negotiated with the Implementation Contractor.

Actual payment of hold backs will be made with the approval of the project Steering Committee.

[bookmark: _Toc456614741]WRITTEN QUESTIONS AND ANSWERS

In lieu of a pre-proposal conference, the Purchasing Division will accept questions and/or comments in writing regarding this RFP as noted below:

FIRST SET OF QUESTIONS AND ANSWERS

The RFP Question Submittal Form is located on the Solicitation Opportunities webpage at http://purchasing.nv.gov.  Select the Solicitation Status, Questions dropdown and then scroll to the RFP number and the “Question” link.

The deadline for submitting questions is as specified in Section 10, RFP Timeline.

All questions and/or comments will be addressed in writing.  An email notification that the amendment has been posted to the Purchasing website will be issued on or about the date specified in Section 10, RFP Timeline.

SECOND SET OF QUESTIONS AND ANSWERS

Additional questions may be submitted by the date and time specified in Section 10, RFP Timeline and according to the process identified in Section 9.1.1 through Section 9.1.3.

[bookmark: _Toc456614742]RFP TIMELINE

The following represents the proposed timeline for this project.  All times stated are Pacific Time (PT).  These dates represent a tentative schedule of events.  The State reserves the right to modify these dates at any time.  The State also reserves the right to forego vendor presentations and select vendor(s) based on the written proposals submitted.

	Task
	Date/Time

	Access to Reference Library
	Upon release of RFP

	Deadline for submitting first set of questions
	 08/09/16 @ 5:00 PM

	Answers posted to website 
	On or about 08/24/16 

	Deadline for submitting second set of questions
	09/06/16 @ 5:00 PM

	Answers posted to website 
	On or about 09/12/16 

	Deadline for submittal of Reference Questionnaires
	No later than 4:30 PM on 09/23/16 

	Deadline for submission and opening of proposals
	No later than 2:00 PM on 09/26/16 

	Evaluation period (approximate time frame)
	09/28/16 – 10/18/16

	Vendor Presentations (approximate time frame)
	11/07/16 – 11/08/16

	Selection of vendor 
	On or about 11/10/16

	Anticipated Legislative and Governor Appropriation Approval
	May 2017

	Anticipated BOE approval
	July 2017

	Estimated contract start date (contingent upon funding and BOE approval)
	09/01/17
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GENERAL INFORMATION

The State has established a reference library containing reference materials describing the current system, applicable regulations, and information pertinent to responding to this RFP.

The information contained in the reference library has been assembled by the State to assist vendors in the preparation of proposals and to ensure that all vendors have equal access to such information.

Vendors are encouraged to review all documentation in the reference library.

While the State has attempted to gather the most accurate information available for the reference library at the time this RFP was released, the State makes no assurances or guarantees that all information and data presented is accurate or complete.

[bookmark: OLE_LINK7]REFERENCE LIBRARY CONTENTS

The reference library contains the following information: 

NOMADS CSE System Maintenance Plan & Modernization Roadmap;

Redacted Implementation Advance Planning Document for Nevada Child Support Enforcement Computer System Application Replacement Project

Nevada Business Process Re-engineering (BPR) To-Be Report/Results;

State Security Standards;

Nevada Child Support Enforcement Application Form; and

High Level Current Environment Summary

Access to Library

Vendors may gain access to the online reference library by contacting the individual identified on Page 1 of this RFP.

[bookmark: _Toc456614744]PROPOSAL SUBMISSION REQUIREMENTS, FORMAT AND CONTENT

GENERAL SUBMISSION REQUIREMENTS 

Vendors’ proposals must be packaged and submitted in counterparts; therefore, vendors must pay close attention to the submission requirements.  Proposals will have a technical response, which may be composed of two (2) parts in the event a vendor determines that a portion of their technical response qualifies as “confidential” as defined within Section 2, Acronyms/Definitions.

If complete responses cannot be provided without referencing confidential information, such confidential information must be provided in accordance with Section 12.3, Part I B – Confidential Technical and Section 12.5, Part III Confidential Financial Information.  Specific references made to the tab, page, section and/or paragraph where the confidential information can be located must be identified on Attachment A, Confidentiality and Certification of Indemnification and comply with the requirements stated in Section 12.6, Confidentiality of Proposals.

The remaining section is the Cost Proposal.  Vendors may submit their proposal broken out into the three (3) sections required, or four (4) sections if confidential technical information is included, in a single box or package for shipping purposes.

The required CDs or Flash Drives must contain information as specified in Section 12.6.4.

Detailed instructions on proposal submission and packaging follows and vendors must submit their proposals as identified in the following sections.  Proposals and CDs or Flash Drives that do not comply with the following requirements may be deemed non-responsive and rejected at the State’s discretion.

All information is to be completed as requested.

Each section within the technical proposal and cost proposal must be separated by clearly marked tabs with the appropriate section number and title as specified.

Although it is a public opening, only the names of the vendors submitting proposals will be announced per NRS 333.335(6).  Technical and cost details about proposals submitted will not be disclosed.  Assistance for handicapped, blind, or hearing-impaired persons who wish to attend the RFP opening is available.  If special arrangements are necessary, please notify the Purchasing Division designee as soon as possible and at least two days in advance of the opening.

If discrepancies are found between two (2) or more copies of the proposal, the master copy will provide the basis for resolving such discrepancies.  If one (1) copy of the proposal is not clearly marked “MASTER,” the State may reject the proposal.  However, the State may at its sole option, select one (1) copy to be used as the master.

For ease of evaluation, the proposal must be presented in a format that corresponds to and references sections outlined within this RFP and must be presented in the same order.  Written responses must be in bold/italics and placed immediately following the applicable RFP question, statement, and/or section.  Exceptions/assumptions to this may be considered during the evaluation process.

Proposals are to be prepared in such a way as to provide a straightforward, concise delineation of capabilities to satisfy the requirements of this RFP.  Expensive bindings, colored displays, promotional materials, etc., are not necessary or desired.  Emphasis should be concentrated on conformance to the RFP instructions, responsiveness to the RFP requirements, and on completeness and clarity of content.

Unnecessarily elaborate responses beyond what is sufficient to present a complete and effective response to this RFP are not desired and may be construed as an indication of the proposer’s lack of environmental and cost consciousness.  Unless specifically requested in this RFP, elaborate artwork, corporate brochures, lengthy narratives, expensive paper, specialized binding, and other extraneous presentation materials are neither necessary nor desired.

The State of Nevada, in its continuing efforts to reduce solid waste and to further recycling efforts requests that proposals, to the extent possible and practical:  

Be submitted on recycled paper;

Not include pages of unnecessary advertising;

Be printed on both sides of each sheet of paper; and

Be contained in re-usable binders or binder clips as opposed to spiral or glued bindings.

For purposes of addressing questions concerning this RFP, the sole contact will be the Purchasing Division as specified on Page 1 of this RFP.  Upon issuance of this RFP, other employees and representatives of the agencies identified in the RFP will not answer questions or otherwise discuss the contents of this RFP with any prospective vendors or their representatives.  Failure to observe this restriction may result in disqualification of any subsequent proposal per NAC 333.155(3).  This restriction does not preclude discussions between affected parties for the purpose of conducting business unrelated to this procurement.

Any vendor who believes proposal requirements or specifications are unnecessarily restrictive or limit competition may submit a request for administrative review, in writing, to the Purchasing Division.  To be considered, a request for review must be received no later than the deadline for submission of questions.

The Purchasing Division shall promptly respond in writing to each written review request, and where appropriate, issue all revisions, substitutions or clarifications through a written amendment to the RFP.

Administrative review of technical or contractual requirements shall include the reason for the request, supported by factual information, and any proposed changes to the requirements.

If a vendor changes any material RFP language, vendor’s response may be deemed non-responsive per NRS 333.311.

PART I A – TECHNICAL PROPOSAL

The technical proposal must include:

One (1) original marked “MASTER”; and
Seven (7) identical copies.

The technical proposal must not include confidential technical information (refer to Section 12.3, Part I B, Confidential Technical) or cost and/or pricing information.  Cost and/or pricing information contained in the technical proposal may cause the proposal to be rejected.

Format and Content

Tab I – Title Page

The title page must include the following:

	Part I A – Technical Proposal

	RFP Title:
	Child Support Enforcement System Replacement

	RFP:
	2107

	Vendor Name:
	

	Address:
	

	Opening Date:
	September 26, 2016

	Opening Time:
	2:00 PM



Tab II – Table of Contents

An accurate and updated table of contents must be provided.

Tab III – Vendor Information Sheet

The vendor information sheet completed with an original signature by an individual authorized to bind the organization must be included in this tab.

Tab IV – State Documents

The State documents tab must include the following:

The signature page from all amendments with an original signature by an individual authorized to bind the organization.

Attachment A – Confidentiality and Certification of Indemnification with an original signature by an individual authorized to bind the organization.

Attachment C – Vendor Certifications with an original signature by an individual authorized to bind the organization.

Attachment L – Certification Regarding Lobbying with an original signature by an individual authorized to bind the organization.

Copies of any vendor licensing agreements and/or hardware and software maintenance agreements.

Copies of applicable certifications and/or licenses.

Tab V - Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP 

Attachment B with an original signature by an individual authorized to bind the organization must be included in this tab.

If the exception and/or assumption require a change in the terms or wording of any section of the RFP, the contract, or any incorporated documents, vendors must provide the specific language that is being proposed on Attachment B.

Only technical exceptions and/or assumptions should be identified on Attachment B. 

The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.  If vendors do not specify any exceptions and/or assumptions in detail at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.

Tab VI – Section 4 – System Requirements

Vendors must place their written response(s) in bold/italics immediately following the applicable RFP question, statement, and/or section.

Tab VII – Section 5 – Scope of Work

Vendors must place their written response(s) in bold/italics immediately following the applicable RFP question, statement, and/or section.

Tab VIII– Section 6 – Company Background and References

Vendors must place their written response(s) in bold/italics immediately following the applicable RFP question, statement, and/or section.  This section must also include the requested information in Section 6.2, Subcontractor Information, if applicable.

Tab IX – Attachment I – Proposed Staff Resume

Vendors must include all proposed staff resumes per Section 6.5, Vendor Staff Resumes in this section.  This section should also include any subcontractor proposed staff resumes, if applicable.

Tab X – Preliminary Project Plan

Vendors must include the preliminary project plan in this section.

Tab XI – Requirements Matrix

Vendors must include their completed requirements matrix (see Attachment N, Requirements Matrix) in this section.

Tab XII – Other Informational Material

Vendors must include any other applicable reference material in this section clearly cross referenced with the proposal.

PART I B – CONFIDENTIAL TECHNICAL PROPOSAL

Vendors only need to submit Part I B if the proposal includes any confidential technical information (Refer to Attachment A, Confidentiality and Certification of Indemnification).

The confidential technical proposal must include:

One (1) original marked “MASTER”; and
Seven (7) identical copies.

Format and Content

Tab I – Title Page

The title page must include the following:

	Part I B – Confidential Technical Proposal

	RFP Title:
	Child Support Enforcement System Replacement

	RFP:
	2107

	Vendor Name:
	

	Address:
	

	Opening Date:
	September 26, 2016

	Opening Time:
	2:00 PM



Tabs – Confidential Technical

Vendors must have tabs in the confidential technical information that cross reference back to the technical proposal, as applicable.

PART II – COST PROPOSAL

The cost proposal must include:

One (1) original marked “MASTER”; and
Seven (7) identical copies.

The cost proposal must not be marked “confidential”.  Only information that is deemed proprietary per NRS 333.020(5)(a) may be marked as “confidential”.

Format and Content

Tab I – Title Page

The title page must include the following:

	Part II – Cost Proposal

	RFP Title:
	Child Support Enforcement System Replacement

	RFP:
	2107

	Vendor Name:
	

	Address:
	

	Opening Date:
	September 26, 2016

	Opening Time:
	2:00 PM



Tab II – Cost Proposal

Cost proposal must be in the format identified in Attachment J, Project Costs. 

Tab III – Attachment K, Cost Proposal Certification of Compliance with Terms and Conditions of RFP

Attachment K with an original signature by an individual authorized to bind the organization must be included in this tab.

In order for any cost exceptions and/or assumptions to be considered, vendors must provide the specific language that is being proposed on Attachment K.  

Only cost exceptions and/or assumptions should be identified on Attachment K.  

Do not restate the technical exceptions and/or assumptions on this form.  

The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.  If vendors do not specify any exceptions and/or assumptions in detail at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.

PART III – CONFIDENTIAL FINANCIAL INFORMATION

The confidential financial information part must include:

One (1) original marked “MASTER”; and
Two (2) identical copies.

Format and Content

Tab I – Title Page

The title page must include the following:

	Part III – Confidential Financial Proposal

	RFP Title:
	Child Support Enforcement System Replacement

	RFP:
	2107

	Vendor Name:
	

	Address:
	

	Opening Date:
	September 26, 2016

	Opening Time:
	2:00 PM



Tab II – Financial Information and Documentation

Vendors must place the information required per Section 6.1.11 in this tab.

CONFIDENTIALITY OF PROPOSALS

As a potential contractor of a public entity, vendors are advised that full disclosure is required by law.

Vendors are required to submit written documentation in accordance with Attachment A, Confidentiality and Certification of Indemnification demonstrating the material within the proposal marked “confidential” conforms to NRS §333.333, which states “Only specific parts of the proposal may be labeled a “trade secret” as defined in NRS §600A.030(5)”.  Not conforming to these requirements will cause your proposal to be deemed non-compliant and will not be accepted by the State of Nevada.

Vendors acknowledge that material not marked as “confidential” will become public record upon contract award.

The required CDs or Flash Drives must contain the following:

One (1) “Master” CD or Flash Drive with an exact duplicate of the technical and cost proposal contents only.  

The electronic files must include all required sections of the technical and cost proposal.  

The CD or Flash Drive must be packaged in a case and clearly labeled as follows:

	Master CD/FD

	RFP No:
	2107

	Vendor Name:
	

	Contents:
	Part IA – Technical Proposal
Part IB – Confidential Technical Proposal
Part II – Cost Proposal



One (1) “Public Records CD/FD” which must include the technical and cost proposal contents to be used for public records requests.  

This CD must not contain any confidential or proprietary information.

All electronic files must be saved in “PDF” format, with one file named Part IA – Technical Proposal and one (1) file named Part II – Cost Proposal.

The CD or Flash Drive must be packaged in a case and clearly labeled as follows:

	Public Records CD/FD

	RFP No:
	2107

	Vendor Name:
	

	Contents:
	Part IA – Technical Proposal for Public Records Request
Part II – Cost Proposal for Public Records Request



The Public Records submitted on the CD or Flash Drive will be posted to the Purchasing Website upon the Notice of Award.

It is the vendor’s responsibility to act in protection of the labeled information and agree to defend and indemnify the State of Nevada for honoring such designation.  

Failure to label any information that is released by the State shall constitute a complete waiver of any and all claims for damages caused by release of said information.

PROPOSAL PACKAGING

[bookmark: OLE_LINK9][bookmark: OLE_LINK10]If the separately sealed technical and cost proposals as well as confidential technical information and financial documentation, marked as required, are enclosed in another container for mailing purposes, the outermost container must fully describe the contents of the package and be clearly marked as follows.

Vendors are encouraged to utilize the copy/paste feature of word processing software to replicate these labels for ease and accuracy of proposal packaging.

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



Proposals must be received at the address referenced below no later than the date and time specified in Section 10, RFP Timeline.  Proposals that do not arrive by proposal opening time and date will not be accepted.  Vendors may submit their proposal any time prior to the above stated deadline.

The State will not be held responsible for proposal envelopes mishandled as a result of the envelope not being properly prepared.  

Email, facsimile, or telephone proposals will NOT be considered; however, at the State’s discretion, the proposal may be submitted all or in part on electronic media, as requested within the RFP document.  Proposal may be modified by email, facsimile, or written notice provided such notice is received prior to the opening of the proposals.

The technical proposal shall be submitted to the State in a sealed package and be clearly marked as follows:

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	COMPONENT:
	PART I A – TECHNICAL PROPOSAL

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



If applicable, confidential technical information shall be submitted to the State in a sealed package and be clearly marked as follows:

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	COMPONENT:
	PART I B – CONFIDENTIAL TECHNICAL PROPOSAL

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



The cost proposal shall be submitted to the State in a sealed package and be clearly marked as follows:

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	COMPONENT:
	PART II – COST PROPOSAL

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



Confidential financial information shall be submitted to the State in a sealed package and be clearly marked as follows:

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	COMPONENT:
	PART III - CONFIDENTIAL FINANCIAL INFORMATION

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



The CDs shall be submitted to the State in a sealed package and be clearly marked as follows:

	Colleen Janes
State of Nevada, Purchasing Division
515 E. Musser Street, Suite 300
Carson City, NV  89701

	RFP:
	2107

	COMPONENT:
	CDs/FDs

	OPENING DATE:
	September 26, 2016

	OPENING TIME:
	2:00 PM

	FOR:
	Child Support Enforcement System Replacement

	VENDOR’S NAME:
	



[bookmark: _Toc456614745]PROPOSAL EVALUATION AND AWARD PROCESS

The information in this section does not need to be returned with the vendor’s proposal.

Proposals shall be consistently evaluated and scored in accordance with NRS 333.335(3) based upon the following criteria:

Demonstrated competence

Experience in performance of comparable engagements

Conformance with the terms of this RFP

Expertise and availability of key personnel

Cost

Presentations

Following the evaluation and scoring process specified above, the State may require vendors to make a presentation of their proposal to the evaluation committee or other State staff, as applicable. 

The State, at its option, may limit participation in vendor presentations to any number of top-scoring vendors.  

The State reserves the right to forego vendor presentations and select vendor based on the written proposals submitted.

Note:  Financial stability will be scored on a pass/fail basis.

Proposals shall be kept confidential until a contract is awarded.

The evaluation committee may also contact the references provided in response to the Section identified as Company Background and References; contact any vendor to clarify any response; contact any current users of a vendor’s services; solicit information from any available source concerning any aspect of a proposal; and seek and review any other information deemed pertinent to the evaluation process.  The evaluation committee shall not be obligated to accept the lowest priced proposal, but shall make an award in the best interests of the State of Nevada per NRS 333.335(5).

Each vendor must include in its proposal a complete disclosure of any alleged significant prior or ongoing contract failures, contract breaches, any civil or criminal litigation or investigations pending which involves the vendor or in which the vendor has been judged guilty or liable.  Failure to comply with the terms of this provision may disqualify any proposal.  The State reserves the right to reject any proposal based upon the vendor’s prior history with the State or with any other party, which documents, without limitation, unsatisfactory performance, adversarial or contentious demeanor, significant failure(s) to meet contract milestones or other contractual failures.  See generally, NRS 333.335.

Clarification discussions may, at the State’s sole option, be conducted with vendors who submit proposals determined to be acceptable and competitive per NAC 333.165.  Vendors shall be accorded fair and equal treatment with respect to any opportunity for discussion and/or written revisions of proposals.  Such revisions may be permitted after submissions and prior to award for the purpose of obtaining best and final offers.  In conducting discussions, there shall be no disclosure of any information derived from proposals submitted by competing vendors.  Any modifications made to the original proposal during the best and final negotiations will be included as part of the contract.

A Notification of Intent to Award shall be issued in accordance with NAC 333.170.  Any award is contingent upon the successful negotiation of final contract terms and upon approval of the Board of Examiners, when required.  Negotiations shall be confidential and not subject to disclosure to competing vendors unless and until an agreement is reached.  If contract negotiations cannot be concluded successfully, the State upon written notice to all vendors may negotiate a contract with the next highest scoring vendor or withdraw the RFP.  

DHHS/DWSS/CSEP believes it has sufficient funds currently available and authorized for expenditure to finance the costs of this project; however, Vendor understands and agrees that this contract is contingent upon appropriations or other expenditures authority sufficient for this contract.

Any contract resulting from this RFP shall not be effective unless and until approved by the Nevada State Board of Examiners (NRS 333.700).

[bookmark: _Toc456614746]TERMS AND CONDITIONS

PROCUREMENT AND PROPOSAL TERMS AND CONDITIONS

The information in this section does not need to be returned with the vendor’s proposal.  However, if vendors have any exceptions and/or assumptions to any of the terms and conditions in this section, they MUST identify in detail their exceptions and/or assumptions on Attachment B, Technical Proposal Certification of Compliance.  In order for any exceptions and/or assumptions to be considered they MUST be documented in Attachment B.  The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.

This procurement is being conducted in accordance with NRS Chapter 333 and NAC Chapter 333.

The State reserves the right to alter, amend, or modify any provisions of this RFP, or to withdraw this RFP, at any time prior to the award of a contract pursuant hereto, if it is in the best interest of the State to do so.  

The State reserves the right to waive informalities and minor irregularities in proposals received.

For ease of responding to the RFP, vendors are encouraged to download the RFP from the Purchasing Division’s website at http://purchasing.nv.gov. 

The failure to separately package and clearly mark Part I B and Part III – which contains confidential information, trade secrets and/or proprietary information, shall constitute a complete waiver of any and all claims for damages caused by release of the information by the State.

The State reserves the right to reject any or all proposals received prior to contract award (NRS 333.350).

The State shall not be obligated to accept the lowest priced proposal, but will make an award in the best interests of the State of Nevada after all factors have been evaluated (NRS 333.335).

Any irregularities or lack of clarity in the RFP should be brought to the Purchasing Division designee’s attention as soon as possible so that corrective addenda may be furnished to prospective vendors.

Proposals must include any and all proposed terms and conditions, including, without limitation, written warranties, maintenance/service agreements, license agreements, and lease purchase agreements.  The omission of these documents renders a proposal non-responsive.

Alterations, modifications, or variations to a proposal may not be considered unless authorized by the RFP or by addendum or amendment.

Proposals which appear unrealistic in the terms of technical commitments, lack of technical competence, or are indicative of failure to comprehend the complexity and risk of this contract, may be rejected.

Proposals from employees of the State of Nevada will be considered in as much as they do not conflict with the State Administrative Manual, NRS Chapter 281, and NRS Chapter 284.

Proposals may be withdrawn by written or facsimile notice received prior to the proposal opening time.  Withdrawals received after the proposal opening time will not be considered except as authorized by NRS 333.350(3).

Prices offered by vendors in their proposals are an irrevocable offer for the term of the contract and any contract extensions.  The awarded vendor agrees to provide the purchased services at the costs, rates, and fees as set forth in their proposal in response to this RFP.  No other costs, rates or fees shall be payable to the awarded vendor for implementation of their proposal.

The State is not liable for any costs incurred by vendors prior to entering into a formal contract.  Costs of developing the proposal or any other such expenses incurred by the vendor in responding to the RFP, are entirely the responsibility of the vendor, and shall not be reimbursed in any manner by the State. 

Proposals submitted per proposal submission requirements become the property of the State, selection or rejection does not affect this right; proposals will be returned only at the State’s option and at the vendor’s request and expense.  The masters of the technical proposal, confidential technical proposal, cost proposal and confidential financial information of each response shall be retained for official files.

The Nevada Attorney General will not render any type of legal opinion regarding this transaction.

Any unsuccessful vendor may file an appeal in strict compliance with NRS 333.370 and Chapter 333 of the Nevada Administrative Code.

CONTRACT TERMS AND CONDITIONS

The information in this section does not need to be returned with the vendor’s proposal.  However, if vendors have any exceptions and/or assumptions to any of the terms and conditions in this section, they MUST identify in detail their exceptions and/or assumptions on Attachment B, Technical Proposal Certification of Compliance.  In order for any exceptions and/or assumptions to be considered they MUST be documented in Attachment B.  The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.

[bookmark: _Toc66244263][bookmark: _Toc163539087]Background Checks

All contractor personnel assigned to the contract must have a background check from the Federal Bureau of Investigation pursuant to NRS 239B.010.  All fingerprints must be forwarded to the Central Repository for Nevada Records of Criminal History for submission to the Federal Bureau of Investigation.

Any employee of the selected vendor, who will require any type of system access, must have a State Background Check (as identified in Section 14.2.1.4 “A” below) before system access will be granted.  The vendor or its employees may be denied access to the premises if they have not been security cleared.

All costs associated with this will be at the contractor’s expense.

The contractor shall provide to the contracting agency’s Human Resource Department or designee the following documents:

A State Background Check for the state the individual claims as their permanent residency.  The contractor can use the following site which has immediate results:  http://www.integrascan.com.  Once the contractor has a copy of their personal background check from their state of record, they will forward those results to the designated State representative who will then forward it to the contracting agency’s Human Resource Department or designee in order to obtain approval for interim system access;

A Civil Applicant Waiver Form, signed by the contractor(s); and

A Prior Arrests and Criminal Conviction Disclosure Form, signed by the contractor(s).

If out-of-state, contractor must provide one (1) completed fingerprint card from a local sheriff’s office (or other law enforcement agency).

In lieu of the out-of-state fingerprint card, contractors can perform LiveScan fingerprinting at the Nevada Department of Public Safety, General Services Division.

Contractor must provide a money order or cashier’s check made payable to the General Services Division at the current rate at time of submission.

In lieu of the above background check and subject to acceptance by the contracting agency’s Human Resource Department or designee, contractor may submit a current active federal authority security clearance (FBI, DoD, NSA) indicating a fingerprint based background check has been completed with no positive findings.

Contractor(s) may not begin work until such time as they have been cleared by the contracting agency’s Human Resource Department or designee.

Positive findings from a background check are reviewed by the contracting agency’s Human Resource Department or designee, in consultation with the State Chief Information Security Officer, and may result in the removal of vendor staff from the project.

The awarded vendor will be the sole point of contract responsibility.  The State will look solely to the awarded vendor for the performance of all contractual obligations which may result from an award based on this RFP, and the awarded vendor shall not be relieved for the non-performance of any or all subcontractors. 

The awarded vendor must maintain, for the duration of its contract, insurance coverages as set forth in the Insurance Schedule of the contract form appended to this RFP.  Work on the contract shall not begin until after the awarded vendor has submitted acceptable evidence of the required insurance coverages.  Failure to maintain any required insurance coverage or acceptable alternative method of insurance will be deemed a breach of contract. 

The State will not be liable for Federal, State, or Local excise taxes per NRS 372.325.

Attachment B and Attachment K of this RFP shall constitute an agreement to all terms and conditions specified in the RFP, except such terms and conditions that the vendor expressly excludes.  Exceptions and assumptions will be taken into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.

The State reserves the right to negotiate final contract terms with any vendor selected per NAC 333.170.  The contract between the parties will consist of the RFP together with any modifications thereto, and the awarded vendor’s proposal, together with any modifications and clarifications thereto that are submitted at the request of the State during the evaluation and negotiation process.  In the event of any conflict or contradiction between or among these documents, the documents shall control in the following order of precedence:  the final executed contract, any modifications and clarifications to the awarded vendor’s proposal, the RFP, and the awarded vendor’s proposal.  Specific exceptions to this general rule may be noted in the final executed contract.

Local governments (as defined in NRS 332.015) are intended third party beneficiaries of any contract resulting from this RFP and any local government may join or use any contract resulting from this RFP subject to all terms and conditions thereof pursuant to NRS 332.195.  The State is not liable for the obligations of any local government which joins or uses any contract resulting from this RFP.

Any person who requests or receives a Federal contract, grant, loan or cooperative agreement shall file with the using agency a certification that the person making the declaration has not made, and will not make, any payment prohibited by subsection (a) of 31 U.S.C. 1352.

Pursuant to NRS Chapter 613 in connection with the performance of work under this contract, the contractor agrees not to unlawfully discriminate against any employee or applicant for employment because of race, creed, color, national origin, sex, sexual orientation or age, including, without limitation, with regard to employment, upgrading, demotion or transfer, recruitment or recruitment advertising, layoff or termination, rates of pay or other forms of compensation, and selection for training, including, without limitation apprenticeship.

The contractor further agrees to insert this provision in all subcontracts, hereunder, except subcontracts for standard commercial supplies or raw materials.

Pursuant to 45 C.F.R 92.42 and 95.616, the CSEP shall have the right of access to any pertinent books, documents, papers, or other records of awarded vendor which are pertinent to the Contract, in order to make audits, examinations, excerpts, and transcripts.  The rights of access must not be limited to the required retention period, but shall last as long as the records are retained.  Records must be retained for three (3) years from the close of the Contract or the end of any litigation, claim, or audit.

PROJECT TERMS AND CONDITIONS

The information in this section does not need to be returned with the vendor’s proposal.  However, if vendors have any exceptions and/or assumptions to any of the terms and conditions in this section, they MUST identify in detail their exceptions and/or assumptions on Attachment B, Technical Proposal Certification of Compliance.  In order for any exceptions and/or assumptions to be considered they MUST be documented in Attachment B.  The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.

[bookmark: _Toc66244260][bookmark: _Toc163539083]Award of Related Contracts

The State may undertake or award supplemental contracts for work related to this project or any portion thereof.  The contractor shall be bound to cooperate fully with such other contractors and the State in all cases.

All subcontractors shall be required to abide by this provision as a condition of the contract between the subcontractor and the prime contractor.

[bookmark: _Toc66244249][bookmark: _Toc163539073]Products and/or Alternatives

The vendor shall not propose an alternative that would require the State to acquire hardware or software or change processes in order to function properly on the vendor’s system unless vendor included a clear description of such proposed alternatives and clearly mark any descriptive material to show the proposed alternative.

An acceptable alternative is one the State considers satisfactory in meeting the requirements of this RFP.

The State, at its sole discretion, will determine if the proposed alternative meets the intent of the original RFP requirement.

[bookmark: _Toc66244253][bookmark: _Toc163539084]State Owned Property

The awarded vendor shall be responsible for the proper custody and care of any State owned property furnished by the State for use in connection with the performance of the contract and will reimburse the State for any loss or damage.

[bookmark: _Toc66244261][bookmark: _Toc163539085]Contractor Space

The contractor will be required to have its project management located in Carson City for the duration of the project.

All communication line costs, contractor computers, workstations, workstation hardware and software and contractor facilities will be the responsibility of the contractor.

The contractor must comply with the State standards for hardware, software, and communication lines.

Contractors must coordinate installation of communication lines with EITS Data Communications.

The contractor must, at its own expense and through its own channels, provide its own basic office supplies, clerical support, facsimile machine, furniture, photocopying, phone service and any other necessary equipment and/or resources for its operations.

If additional space is required, the space selected by the contractor must be mutually agreed upon by the State.  

The State guarantees the contractor access to the job site premises, when appropriate, during reasonable hours and without undue hindrance and/or interference in performing work required under the contract.

[bookmark: _Toc66244264][bookmark: _Toc163539088]Inspection/Acceptance of Work

It is expressly understood and agreed all work done by the contractor shall be subject to inspection and acceptance by the State.

Any progress inspections and approval by the State of any item of work shall not forfeit the right of the State to require the correction of any faulty workmanship or material at any time during the course of the work and warranty period thereafter, although previously approved by oversight.

Nothing contained herein shall relieve the contractor of the responsibility for proper installation and maintenance of the work, materials, and equipment required under the terms of the contract until all work has been completed and accepted by the State.

[bookmark: _Toc66244265][bookmark: _Toc163539089]Completion of Work

Prior to completion of all work, the contractor shall remove from the premises all equipment and materials belonging to the contractor.  Upon completion of the work, the contractor shall leave the site in a clean and neat condition satisfactory to the State.

[bookmark: _Toc66244266][bookmark: _Toc163539090]Periodic Project Reviews

On a periodic basis, the State reserves the right to review the approved project plan and associated deliverables to assess the direction of the project and determine if changes are required.

Changes to the approved project plan and/or associated deliverables may result in a contract amendment.

In the event changes do not include cost, scope or significant schedule modifications, mutually agreed to changes may be documented in memo form and signed by all parties to the contract.

[bookmark: _Toc66244267][bookmark: _Toc163539091]Change Management

Should requirements be identified during system validation, development and/or implementation that change the required work to complete the project and upon receipt of a change order request by the contractor, a written, detailed proposal must be submitted as outlined in Section 14.3.8.2.

Within 15 working days of receipt of a requested change order, the contractor must submit an amended project plan to include:

The scope of work;

Impacts to the schedule for remaining work for implementing the identified change;

Impacts of not approving the change;

Estimated cost of change;

Alternative analysis of all identified solutions to include, but not limited to:

A system impact report;

Resource requirements for both the State and the contractor;

A work plan;

Estimated hours to complete the work;

The estimated cost of each solution; and

A plan for testing the change.

The amended project plan will be prepared at no cost to the State and must detail all impacts to the project.  The contractor must present the project plan to the Steering Committee prior to final acceptance and approval.

The Steering Committee will either accept the proposal or withdraw the request within 15 working days after receiving the proposal.

[bookmark: _Toc66244268][bookmark: _Toc163539092]Issue Resolution

During the term of the contract, issue resolution will be a critical component.  The following process will be adhered to for all issues.

Presentation of Issues

Issues must be presented in writing to the designated Project Manager for each party.

A uniform issues processing form will be developed by the State to record all issues, responses, tracking and dispositions.

A project issues log will be kept by the State.

Issues raised by either party must be accepted, rejected and/or responded to in writing within three (3) working days of presentation or by a mutually agreed upon due date.

Failure to accept, reject and/or respond within the specified time frame will result in deeming the issue presented as accepted and the party presenting the issue may proceed to act as if the issue were actually accepted.

Escalation Process

If no resolution is obtainable by the respective Project Managers, the issue will be escalated to the:

Office of Child Support Enforcement (OCSE) or designee; and

Designated representative for the contractor.

A meeting between the parties will take place within three (3) working days or a mutually agreed upon time frame.

Final resolution of issues will be provided in writing within two (2) working days of the meeting or a mutually agreed upon time frame.

All parties agree to exercise good faith in dispute/issue resolution.

If no resolution is obtainable after the above review, the issue will be escalated to the Steering Committee for the State and the designated representative for the contractor.

A meeting between the parties will take place within three (3) working days of the meeting or a mutually agreed upon time frame.

Final resolution of issues will be provided in writing within two (2) working days of the meeting or a mutually agreed upon time frame.

Proceed with Duties

The State and the contractor agree that during the time the parties are attempting to resolve any dispute in accordance with the provisions of the contract, all parties to the contract shall diligently perform their duties thereunder.


Schedule, Cost and/or Scope Changes

If any issue resolution results in schedule, cost, and/or scope changes, a State BOE contract amendment will be required.

[bookmark: _Toc66244270][bookmark: _Toc163539094]Travel Requirements 

Most design, development and testing activities will occur in Carson City (except those activities mutually agreed to be performed at the contractor’s facility).  

Source Code Ownership

The contractor agrees that in addition to all other rights set forth in this section the State shall have a nonexclusive, royalty-free and irrevocable license to reproduce or otherwise use and authorize others to use all software, procedures, files, and other documentation comprising the Child Support Enforcement System Replacement at any time during the period of the contract and thereafter.
[bookmark: OLE_LINK6][bookmark: OLE_LINK8]
The contractor agrees to deliver such material to the State within 20 business days from receipt of the request by the State.  Such request may be made by the State at any time prior to the expiration of the contract.

The license shall include, but not be limited to:

All Child Support Enforcement System Replacement and supporting programs in the most current version;

All scripts, programs, transaction management or database synchronization software and other system instructions for operating the system in the most current version;

All data files in the most current version;

User and operational manuals and other documentation;

System and program documentation describing the most current version of the system, including the most current versions of source and object code;

Training programs for the State and other designated State staff, their agents, or designated representatives, in the operating and maintenance of the system;

Any and all performance-enhancing operational plans and products, exclusive of equipment; and 

All specialized or specially modified operating system software and specially developed programs, including utilities, software, and documentation used in the operation of the system.

All computer source and executable programs, including development utilities, and all documentation of the installed system enhancements and improvements shall become the exclusive property of the State and may not be copied or removed by the contractor or any employee of the contractor without the express written permission of the State.

Proprietary software proposed for use as an enhancement or within a functional area of the system may require the contractor to give, or otherwise cause to be given, to the State an irrevocable right to use the software as part of the system into perpetuity.

Exemptions may be granted if the proprietary product is proposed with this right in place and is defined with sufficient specificity in the proposal that the State can determine whether to fully accept it as the desired solution.

The contractor shall be required to provide sufficient information regarding the objectives and specifications of any proprietary software to allow it functions to be duplicated by other commercial or public domain products.

The software products (i.e., search engine) must be pre-approved by the State.  The State reserves the right to select such products.

Ongoing upgrades of the application software must be provided through the end of the contract.

Any other specialized software not covered under a public domain license to be integrated into the system must be identified as to its commercial source and the cost must be identified in Attachment J, Project Costs.

The State may, at is option, purchase commercially available software components itself.

Title to all portions of the system must be transferred to the State including portions (e.g., documentation) as they are created, changed, and/or modified.

The contractor must convey to the State, upon request and without limitation, copies of all interim work products, system documentation, operating instructions, procedures, data processing source code and executable programs that are part of the system, whether they are developed by the employees of the contractor or any subcontractor as part of this contract or transferred from another public domain system or contract.

The provision of Section 14.3.11 Source Code Ownership must be incorporated into any subcontract that relates to the development, operation, or maintenance of any component part of the system.

[bookmark: _Toc163539096]Escrow Account

The State may require contractor to establish an escrow account.  The escrow agent chosen for this transaction must be acceptable to the State.

If required, the escrow account must contain the following items:

Two copies of the source code (preferably commented code) including all listing of the lines of programming and any custom developed code for the system for each version of the software on virus-free magnetic media, compiled and ready to be read by a computer;

A complete copy of the executable code including table structures, data structures, system tables and data;

A golden master of the software.

Build scripts;

Any configuration files separate from the build scripts;

Object libraries;

Application Program Interfaces (APIs);

Compilation instructions in written format or recorded on video format;

Complete documentation on all aspects of the system including design documentation, technical documentation and user documentation; and

Names and addresses of key technical employees that a licensee may hire as a subcontractor in the event the contractor ceases to exist.

The escrow deposit materials must be shipped to the escrow agent via a traceable courier or electronically.  Upon receipt of the materials, the escrow agent must verify that the contents of the deposit are in good working order and certify the same to the State.

The escrow agency must store the materials in a media vault with climate control and a gas-based fire extinguishing system.  

Each time the contractor makes a new release or updated version of the software available to customers, that version as described in Section 14.3.12.2 must be deposited with the escrow agent and proof of the deposit must be forwarded to the State. 

In the event that contractor becomes insolvent, subject to receivership, or becomes voluntarily or involuntarily subject to the jurisdiction of the bankruptcy court, or if the contractor fails to provide maintenance and/or support for the product as outlined in the contract, or the contractor discontinues the product, the State will be entitled to access the software source code and related items for use in maintaining the system either by its own staff or by a third party.

Any costs associated with an escrow account must be included in Attachment J, Project Costs.

[bookmark: _Toc66244272][bookmark: _Toc163539097]Ownership of Information and Data

The State shall have unlimited rights to use, disclose or duplicate, for any purpose whatsoever, all information and data developed, derived, documented, installed, improved or furnished by the contractor under this contract.

All files containing any State information are the sole and exclusive property of the State.  The contractor agrees not to use information obtained for any purposes not directly related to this contract without prior written permission from the State.

Contractor agrees to abide by all federal and State confidentiality requirements including, without limitation, providing at Contractor’s expense all notices or other corrective or mitigating measures required by law in the event of a breach of the security of the data for which Contractor is responsible.







[bookmark: _Toc66244273][bookmark: _Toc163539098]Guaranteed Access to Software

The State shall have full and complete access to all source code, documentation, utilities, software tools and other similar items used to develop/install the proposed Child Support Enforcement System Replacement or may be useful in maintaining or enhancing the equipment after it is operating in a production environment.

For any of the above-mentioned items not turned over to the State upon completion of the installation, the contractor must provide a guarantee to the State of uninterrupted future access to, and license to use, those items.  The guarantee must be binding on all agents, successors and assignees of the contractor and subcontractor.

The State reserves the right to consult legal counsel as to the sufficiency of the licensing agreement and guarantee of access offered by the contractor.

Patent or Copyright Infringement

To the extent of any limited liability expressed in the contract, the contractor agrees to indemnify, defend and hold harmless, not excluding the State’s right to participate, the State from any and all claims, actions, damages, liabilities, costs and expenses, including reasonable attorney’s fees and expenses, arising out of any claims of infringement by the contractor of any United State Patent or trade secret, or any copyright, trademark, service mark, trade name or similar proprietary rights conferred by common law or by any law of the United States or any state said to have occurred because of systems provided or work performed by the contractor, and, the contractor shall do what is necessary to render the subject matter non-infringing in order that the State may continue its use without interruption or otherwise reimburse all consideration paid by the State to the contractor.

[bookmark: _Toc66244285][bookmark: _Toc163539109]Contract Restriction

Pursuant to NAC 333.180, if the Division or using agency undertakes a project that requires (A) more than one request for proposals or invitation for bids; and (B) an initial contract for the design of the project, the person who is awarded the initial contract for the design of the project, or any associated subcontractor, may not make a proposal, assist another person in making a proposal, or otherwise materially participate in any subsequent contract related to that project, unless his participation in the subsequent contract is within the scope of the initial contract.
 
Period of Performance

The contract will be effective upon approval by the BOE and through the period of time the system is installed, operational and fully accepted by the State, including the maintenance and warranty period and delivery and acceptance of all project documentation and other associated material.

[bookmark: _Toc66244286][bookmark: _Toc163539110]Right to Publish

All requests for the publication or release of any information pertaining to this RFP and any subsequent contract must be in writing and sent to the State Project Office. 

No announcement concerning the award of a contract as a result of this RFP can be made without prior written approval of the Office of Child Support Enforcement (OCSE) or designee.

As a result of the selection of the contractor to supply the requested services, the State is neither endorsing nor suggesting the contractor is the best or only solution.

The contractor shall not use, in its external advertising, marketing programs, or other promotional efforts, any data, pictures or other representation of any State facility, except with the specific advance written authorization of the Office of Child Support Enforcement (OCSE) or designee.

Throughout the term of the contract, the contractor must secure the written approval of the State per Section 14.3.18.2 prior to the release of any information pertaining to work or activities covered by the contract.

[bookmark: _Toc66244288][bookmark: _Toc163539112]Key Personnel

Key personnel will be incorporated into the contract.  Replacement of key personnel may be accomplished in the following manner:

A representative of the contractor authorized to bind the company will notify the State in writing of the change in key personnel.

The State may accept the change of the key personnel by notifying the contractor in writing.

The signed acceptance will be considered to be an update to the key personnel and will not require a contract amendment.  A copy of the acceptance must be kept in the official contract file.

Replacements to key personnel are bound by all terms and conditions of the contract and any subsequent issue resolutions and other project documentation agreed to by the previous personnel.

If key personnel are replaced, someone with comparable skill and experience level must replace them.

At any time that the contractor provides notice of the permanent removal or resignation of any of the management, supervisory or other key professional personnel and prior to the permanent assignment of replacement staff to the contract, the contractor shall provide a resume and references for a minimum of two (2) individuals qualified for and proposed to replace any vacancies in key personnel, supervisory or management position.

Upon request, the proposed individuals will be made available within five (5) calendar days of such notice for an in-person interview with State staff at no cost to the State.

The State will have the right to accept, reject or request additional candidates within five (5) calendar days of receipt of resumes or interviews with the proposed individuals, whichever comes later.

A written transition plan must be provided to the State prior to approval of any change in key personnel.

The State reserves the right to have any contract or management staff replaced at the sole discretion and as deemed necessary by the State.  

[bookmark: _Toc66244293][bookmark: _Toc163539118]Authorization to Work

Contractor is responsible for ensuring that all employees and/or subcontractors are authorized to work in the United States.

[bookmark: _Toc163539149]System Compliance Warranty

Licensor represents and warrants: (a) that each Product shall be Date Compliant; shall be designed to be used prior to, during, and after the calendar year 2000 A.D.; will operate consistently, predictably and accurately, without interruption or manual intervention, and in accordance with all requirements of this Agreement, including without limitation the Applicable Specifications and the Documentation, during each such time period, and the transitions between them, in relation to dates it encounters or processes; (b) that all date recognition and processing by each Product will include the Four Digit Year Format and will correctly recognize and process the date of February 29, and any related data, during Leap Years; and (c) that all date sorting by each Product that includes a "year category" shall be done based on the Four Digit Year Format.



[bookmark: _Toc456614747]SUBMISSION CHECKLIST

This checklist is provided for vendor’s convenience only and identifies documents that must be submitted with each package in order to be considered responsive.  Any proposals received without these requisite documents may be deemed non-responsive and not considered for contract award. 
	Part I A– Technical Proposal Submission Requirements
	Completed

	Required number of Technical Proposals per submission requirements
	

	Tab I
	Title Page
	

	Tab II
	Table of Contents
	

	Tab III
	Vendor Information Sheet
	

	Tab IV
	State Documents
	

	Tab V
	Attachment B – Technical Proposal Certification of Compliance with Terms and Conditions of RFP
	

	Tab VI
	Section 4 – System Requirements
	

	Tab VII
	Section 5 – Scope of Work
	

	Tab VIII
	Section 6 – Company Background and References
	

	Tab IX
	Attachment I – Proposed Staff Resume(s)
	

	Tab X
	Preliminary Project Plan
	

	Tab XI
	Requirements Matrix
	

	Tab XII
	Other Informational Material
	

	Part I B – Confidential Technical Proposal Submission Requirements
	

	Required number of Confidential Technical Proposals per submission requirements
	

	Tab I
	Title Page
	

	Tabs
	Appropriate tabs and information that cross reference back to the technical proposal
	

	Part II – Cost Proposal Submission Requirements
	

	Required number of Cost Proposals per submission requirements
	

	Tab I
	Title Page
	

	Tab II
	Cost Proposal
	

	Tab III
	Attachment K -  Cost Proposal Certification of Compliance with Terms and Conditions of RFP
	

	Part III – Confidential Financial Information Submission Requirements
	

	Required number of Confidential Financial Proposals per submission requirements
	

	Tab I
	Title Page
	

	Tab II
	Financial Information and Documentation
	

	CDs/FD Required
	

	One (1)
	Master CD/FD with the technical and cost proposal contents only
	

	One (1)
	Public Records CD/FD with the technical and cost proposal contents only
	

	Reference Questionnaire Reminders
	

	Send out Reference Forms for Vendor (with Part A completed)
	

	Send out Reference Forms for proposed Subcontractors (with Part A and Part B completed, if applicable)
	


[bookmark: _Toc456614748]ATTACHMENT A – CONFIDENTIALITY AND CERTIFICATION OF INDEMNIFICATION

Submitted proposals, which are marked “confidential” in their entirety, or those in which a significant portion of the submitted proposal is marked “confidential” will not be accepted by the State of Nevada.  Pursuant to NRS 333.333, only specific parts of the proposal may be labeled a “trade secret” as defined in NRS 600A.030(5).  All proposals are confidential until the contract is awarded; at which time, both successful and unsuccessful vendors’ technical and cost proposals become public information.  

In accordance with the Submittal Instructions of this RFP, vendors are requested to submit confidential information in separate binders marked “Part I B Confidential Technical” and “Part III Confidential Financial”.

The State will not be responsible for any information contained within the proposal.  Should vendors not comply with the labeling and packing requirements, proposals will be released as submitted.  In the event a governing board acts as the final authority, there may be public discussion regarding the submitted proposals that will be in an open meeting format, the proposals will remain confidential. 

By signing below, I understand it is my responsibility as the vendor to act in protection of the labeled information and agree to defend and indemnify the State of Nevada for honoring such designation.  I duly realize failure to so act will constitute a complete waiver and all submitted information will become public information; additionally, failure to label any information that is released by the State shall constitute a complete waiver of any and all claims for damages caused by the release of the information.

This proposal contains Confidential Information, Trade Secrets and/or Proprietary information as defined in Section 2 “ACRONYMS/DEFINITIONS.” 

Please initial the appropriate response in the boxes below and provide the justification for confidential status.

	Part I B – Confidential Technical Information

	YES
	
	NO
	

	Justification for Confidential Status

	



	A Public Records CD/FD has been included for the Technical and Cost Proposal

	YES
	
	NO  (See note below)
	

	Note:  By marking “NO” for Public Record CD/FD included, you are authorizing the State to use the “Master CD/FD” for Public Records requests.



	Part III – Confidential Financial Information

	YES
	
	NO
	

	Justification for Confidential Status

	



	
	

	Company Name
	

	
	
	
	

	Signature
	
	
	

	
	
	
	

	
	
	
	

	Print Name
	
	
	Date


This document must be submitted in Tab IV of vendor’s technical proposal



[bookmark: _Toc199056543][bookmark: _Toc456614749]ATTACHMENT B – TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE
WITH TERMS AND CONDITIONS OF RFP

I have read, understand and agree to comply with all the terms and conditions specified in this Request for Proposal.  

	YES
	
	I agree to comply with the terms and conditions specified in this RFP.




	NO
	
	I do not agree to comply with the terms and conditions specified in this RFP.



If the exception and/or assumption require a change in the terms in any section of the RFP, the contract, or any incorporated documents, vendors must provide the specific language that is being proposed in the tables below.  If vendors do not specify in detail any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  

	
	

	Company Name
	

	
	
	
	

	Signature
	
	
	

	
	
	
	

	
	
	
	

	Print Name
	
	
	Date




Vendors MUST use the following format.  Attach additional sheets if necessary.

EXCEPTION SUMMARY FORM
	EXCEPTION #
	RFP SECTION NUMBER
	RFP 
PAGE NUMBER
	EXCEPTION
(Complete detail regarding exceptions must be identified)

	
	
	
	

	
	
	
	

	
	
	
	




ASSUMPTION SUMMARY FORM
	ASSUMPTION #
	RFP SECTION NUMBER
	RFP 
PAGE NUMBER
	ASSUMPTION
(Complete detail regarding assumptions must be identified)

	
	
	
	

	
	
	
	

	
	
	
	



This document must be submitted in Tab V of vendor’s technical proposal


[bookmark: _Toc456614750]ATTACHMENT C – VENDOR CERTIFICATIONS

Vendor agrees and will comply with the following:

(1) Any and all prices that may be charged under the terms of the contract do not and will not violate any existing federal, State or municipal laws or regulations concerning discrimination and/or price fixing.  The vendor agrees to indemnify, exonerate and hold the State harmless from liability for any such violation now and throughout the term of the contract.

(2) All proposed capabilities can be demonstrated by the vendor.

(3) The price(s) and amount of this proposal have been arrived at independently and without consultation, communication, agreement or disclosure with or to any other contractor, vendor or potential vendor.

(4) All proposal terms, including prices, will remain in effect for a minimum of 180 days after the proposal due date.  In the case of the awarded vendor, all proposal terms, including prices, will remain in effect throughout the contract negotiation process.

(5) No attempt has been made at any time to induce any firm or person to refrain from proposing or to submit a proposal higher than this proposal, or to submit any intentionally high or noncompetitive proposal.  All proposals must be made in good faith and without collusion.

(6) All conditions and provisions of this RFP are deemed to be accepted by the vendor and incorporated by reference in the proposal, except such conditions and provisions that the vendor expressly excludes in the proposal.  Any exclusion must be in writing and included in the proposal at the time of submission.

(7) Each vendor must disclose any existing or potential conflict of interest relative to the performance of the contractual services resulting from this RFP.  Any such relationship that might be perceived or represented as a conflict should be disclosed.  By submitting a proposal in response to this RFP, vendors affirm that they have not given, nor intend to give at any time hereafter, any economic opportunity, future employment, gift, loan, gratuity, special discount, trip, favor, or service to a public servant or any employee or representative of same, in connection with this procurement.  Any attempt to intentionally or unintentionally conceal or obfuscate a conflict of interest will automatically result in the disqualification of a vendor’s proposal.  An award will not be made where a conflict of interest exists.  The State will determine whether a conflict of interest exists and whether it may reflect negatively on the State’s selection of a vendor.  The State reserves the right to disqualify any vendor on the grounds of actual or apparent conflict of interest.

(8) All employees assigned to the project are authorized to work in this country.

(9) The company has a written equal opportunity policy that does not discriminate in employment practices with regard to race, color, national origin, physical condition, creed, religion, age, sex, marital status, sexual orientation, developmental disability or handicap.  

(10) The company has a written policy regarding compliance for maintaining a drug-free workplace.

(11) Vendor understands and acknowledges that the representations within their proposal are material and important, and will be relied on by the State in evaluation of the proposal.  Any vendor misrepresentations shall be treated as fraudulent concealment from the State of the true facts relating to the proposal.

(12) Vendor must certify that any and all subcontractors comply with Sections 7, 8, 9, and 10, above.

(13) The proposal must be signed by the individual(s) legally authorized to bind the vendor per NRS 333.337.

	
	

	Vendor Company Name
	

	
	
	
	

	Vendor Signature
	
	
	

	
	
	
	

	Print Name
	
	
	Date



This document must be submitted in Tab IV of vendor’s technical proposal


[bookmark: _Toc456614751]ATTACHMENT D – CONTRACT FORM


The following State Contract Form is provided as a courtesy to vendors interested in responding to this RFP.  Please review the terms and conditions in this form, as this is the standard contract used by the State for all services of independent contractors.  It is not necessary for vendors to complete the Contract Form with their proposal.

If exceptions and/or assumptions require a change to the Contract Form, vendors must provide the specific language that is being proposed on Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.

Please pay particular attention to the insurance requirements, as specified in Paragraph 16 of the embedded contract and Attachment E, Insurance Schedule for RFP 2107.  







To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.














[bookmark: _Toc456614752]ATTACHMENT E – INSURANCE SCHEDULE FOR RFP 2107


The following Insurance Schedule is provided as a courtesy to vendors interested in responding to this RFP.  Please review the terms and conditions in the Insurance Schedule, as this is the standard insurance schedule used by the State for all services of independent contractors.  

If exceptions and/or assumptions require a change to the Insurance Schedule, vendors must provide the specific language that is being proposed on Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.











To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.










[bookmark: _Toc456614753]ATTACHMENT F – REFERENCE QUESTIONNAIRE


The State of Nevada, as a part of the RFP process, requires proposing vendors to submit business references as required within this document.  The purpose of these references is to document the experience relevant to the scope of work and provide assistance in the evaluation process. 

	INSTRUCTIONS TO PROPOSING VENDOR

	1.
	Proposing vendor or vendor’s proposed subcontractor MUST complete Part A and/or Part B of the Reference Questionnaire.

	2.
	Proposing vendor MUST send the following Reference Questionnaire to EACH business reference listed for completion of Part D, Part E and Part F.

	3.
	Business reference is requested to submit the completed Reference Questionnaire via email or facsimile to:

	State of Nevada, Purchasing Division
	Subject:	RFP 2107
	Attention:	Purchasing Division
	Email:		rfpdocs@admin.nv.gov 
	Fax:		775-684-0188

Please reference the RFP number in the subject line of the email or on the fax.

	4.
	The completed Reference Questionnaire MUST be received no later than 4:30 PM PT, 09/23/16.

	5.
	Business references are NOT to return the Reference Questionnaire to the Proposer (Vendor).

	6.
	In addition to the Reference Questionnaire, the State may contact any and all business references by phone for further clarification, if necessary.

	7.
	Questions regarding the Reference Questionnaire or process should be directed to the individual identified on the RFP cover page.

	8.
	Reference Questionnaires not received, or not complete, may adversely affect the vendor’s score in the evaluation process.






[bookmark: _GoBack]



To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.



[bookmark: _Toc180917206][bookmark: _Toc456614754]ATTACHMENT G – PROJECT DELIVERABLE SIGN-OFF FORM


Deliverables submitted to the State for review per the approved contract deliverable payment schedule must be accompanied by a deliverable sign-off form with the appropriate sections completed by the contractor.

Please refer to Section 5.37, Deliverable Submission and Review Process, for a discussion regarding the use of this form.








To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.







[bookmark: _Toc180917207]
[bookmark: _Toc456614755]ATTACHMENT H – STATEMENT OF UNDERSTANDING



Upon approval of the contract and prior to the start of work, each of the staff assigned by the contractor and/or subcontractor to this project will be required to sign a non-disclosure Statement of Understanding.

All non-disclosure agreements shall be enforced and remain in force throughout the term of the contract and any contract extensions.







To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.








[bookmark: _Toc456614756]ATTACHMENT I – PROPOSED STAFF RESUME



A resume must be completed for all proposed prime contractor staff and proposed subcontractor staff using the State format.











To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.









[bookmark: _Toc456614757]ATTACHMENT J – PROJECT COSTS


The cost for each task/deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative and/or overhead expenses.  Detailed backup must be provided for all cost schedules completed.












To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.





[bookmark: _Toc456614758]ATTACHMENT K – COST PROPOSAL CERTIFICATION OF COMPLIANCE
WITH TERMS AND CONDITIONS OF RFP

I have read, understand and agree to comply with all the terms and conditions specified in this Request for Proposal.  

	YES
	
	I agree to comply with the terms and conditions specified in this RFP.



	NO
	
	I do not agree to comply with the terms and conditions specified in this RFP.



If the exception and/or assumption require a change in the terms in any section of the RFP, the contract, or any incorporated documents, vendors must provide the specific language that is being proposed in the tables below.  If vendors do not specify in detail any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  
Note:  Only cost exceptions and/or assumptions should be identified on this attachment.  Do not restate the technical exceptions and/or assumptions on this attachment.

	
	

	Company Name
	

	
	
	
	

	Signature
	
	
	

	
	
	
	

	
	
	
	

	Print Name
	
	
	Date



Vendors MUST use the following format.  Attach additional sheets if necessary.

EXCEPTION SUMMARY FORM
	EXCEPTION #
	RFP SECTION NUMBER
	RFP 
PAGE NUMBER
	EXCEPTION
(Complete detail regarding exceptions must be identified)

	
	
	
	

	
	
	
	




ASSUMPTION SUMMARY FORM
	ASSUMPTION #
	RFP SECTION NUMBER
	RFP 
PAGE NUMBER
	ASSUMPTION
(Complete detail regarding assumptions must be identified)

	
	
	
	

	
	
	
	



This document must be submitted in Tab III of vendor’s cost proposal.
This form MUST NOT be included in the technical proposal.


[bookmark: _Toc456614759]ATTACHMENT L – CERTIFICATION REGARDING LOBBYING


Certification for Contracts, Grants, Loans, and Cooperative Agreements

The undersigned certifies, to the best of his or her knowledge and belief, that:

(1) No Federal appropriated funds have been paid or will be paid, by or on behalf of the undersigned, to any person for influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with the awarding of any Federal contract, the making of any Federal grant, the making of any Federal loan, the entering into of any cooperative agreement, and the extension, continuation, renewal, amendment, or modification of any Federal contract, grant, loan, or cooperative agreement.

(2)	If any funds other than Federally appropriated funds have been paid or will be paid to any person for influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with this Federal contract, grant, loan, or cooperative agreement, the undersigned shall complete and submit Standard Form-LLL, “Disclosure of Lobbying Activities,” in accordance with its instructions.

(3)	The undersigned shall require that the language of this certification be included in the award documents for all sub awards at all tiers (including subcontracts, sub grants, and contracts under grants, loans, and cooperative agreements) and that all sub recipients shall certify and disclose accordingly.

This certification is a material representation of fact upon which reliance was placed when this transaction was made or entered into.  Submission of this certification is a prerequisite for making or entering into this transaction imposed by section 1352, U.S. Code.  Any person who fails to file the required certification shall be subject to a civil penalty of not less than $10,000 and not more than $100,000 for each such failure.


	By:
	
	
	

	
	Signature of Official Authorized to Sign Application
	
	Date




	For:
	

	
						Vendor Name




	

	Project Title





This document must be submitted in Tab IV of vendor’s technical proposal







[bookmark: _Toc456614760]ATTACHMENT M – FEDERAL LAWS AND AUTHORITIES


The information in this section does not need to be returned with the vendor’s proposal.  Following is a list of Federal Laws and Authorities with which the awarded vendor will be required to comply.

ENVIRONMENTAL:

1. Clean Air Act, 42 USC 1827(h)
2. Clean Air Act, 42 USC 7506(c)
3. Clean Water Act 33 USC 1368
4. Safe Drinking Water Act, Section 1424(e), PL 92-523, as amended
5. Energy Policy and Conservation Act 89 Stat. 87
ECONOMIC:
1. Section 306 of the Clean Air Act and Section 508 of the Clean Water Act, including Executive Order 11738, Administration of the Clean Air Act and the Federal Water Pollution Control Act with Respect to Federal Contracts, Grants or Loans
2. Davis Bacon Act 40 USC 276a to 276a-7
3. Contract Work Hours and Safety Standards Sections 103 and 107 40 USC 327-330
SOCIAL LEGISLATION
1. Age Discrimination Act, PL 94-135
2. Civil Rights Act of 1964, PL 88-352
3. Section 13 of PL 92-500; Prohibition against sex discrimination under the Federal Water Pollution Control Act
4. Executive Order 11246, Equal Employment Opportunity
5. Executive Orders 11625 and 12138, Women’s and Minority Business Enterprise
6. Rehabilitation Act of 1973, PL 93, 112
MISCELLANEOUS AUTHORITY:
1. Executive Order 12549 – Debarment and Suspension
2. Anti-Kickback Law 18 USC 874


[bookmark: _Toc456614761]ATTACHMENT N – REQUIREMENTS MATRIX











To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.





[bookmark: _Toc456614762]ATTACHMENT O – IMPLEMENTATION VENDOR REQUIREMENTS











To open the document, double click on the icon.

If you are unable to access the above inserted file
once you have doubled clicked on the icon,
please contact Nevada State Purchasing at
srvpurch@admin.nv.gov for an emailed copy.
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CONTRACT FOR SERVICES OF INDEPENDENT CONTRACTOR


A Contract Between the State of Nevada


Acting by and Through Its

		Contracting Agency Name



		Address



		City, State, Zip Code



		Contact:




		Phone:


		Fax:




		Email:
 





and


		Vendor Name



		Address



		City, State, Zip Code



		Contact:




		Phone:


		Fax:




		Email:






WHEREAS, NRS 333.700 authorizes elective officers, heads of departments, boards, commissions or institutions to engage, subject to the approval of the Board of Examiners (BOE), services of persons as independent contractors; and

WHEREAS, it is deemed that the service of Contractor is both necessary and in the best interests of the State of Nevada.


NOW, THEREFORE, in consideration of the aforesaid premises, the parties mutually agree as follows:


1. REQUIRED APPROVAL.  This Contract shall not become effective until and unless approved by the Nevada State Board of Examiners.

2. DEFINITIONS.


A. ”State” – means the State of Nevada and any State agency identified herein, its officers, employees and immune contractors as defined in NRS 41.0307.


B. “Independent Contractor” – means a person or entity that performs services and/or provides goods for the State under the terms and conditions set forth in this Contract.


C. “Fiscal Year” – is defined as the period beginning July 1st and ending June 30th of the following year.


D. “Current State Employee” – means a person who is an employee of an agency of the State.


E. “Former State Employee” – means a person who was an employee of any agency of the State at any time within the preceding 24 months.


3. CONTRACT TERM.  This Contract shall be effective as noted below, unless sooner terminated by either party as specified in Section 10, Contract Termination.  Contract is subject to Board of Examiners’ approval (anticipated to be Date).

		Effective from:

		Date

		To:

		Date





4. NOTICE.  Unless otherwise specified, termination shall not be effective until 30 calendar days after a party has served written notice of termination for default, or notice of termination without cause upon the other party.  All notices or other communications required or permitted to be given under this Contract shall be in writing and shall be deemed to have been duly given if delivered personally in hand, by telephonic facsimile with simultaneous regular mail, or mailed certified mail, return receipt requested, posted prepaid on the date posted, and addressed to the other party at the address specified above.

5. INCORPORATED DOCUMENTS.  The parties agree that this Contract, inclusive of the following attachments, specifically describes the scope of work.  This Contract incorporates the following attachments in descending order of constructive precedence:

		ATTACHMENT AA:

		STATE SOLICITATION OR RFP #:**** and AMENDMENT(S) # **



		ATTACHMENT BB:

		INSURANCE SCHEDULE



		ATTACHMENT CC:

		CONTRACTOR’S RESPONSE





A Contractor’s attachment shall not contradict or supersede any State specifications, terms or conditions without written evidence of mutual assent to such change appearing in this Contract.


6. CONSIDERATION.  The parties agree that Contractor will provide the services specified in Section 5, Incorporated Documents at a cost as noted below: 

		$

		per

		





		Total Contract or installments payable at:

		





		Total Contract Not to Exceed:

		$





The State does not agree to reimburse Contractor for expenses unless otherwise specified in the incorporated attachments.  Any intervening end to a biennial appropriation period shall be deemed an automatic renewal (not changing the overall Contract term) or a termination as the result of legislative appropriation may require.

7. ASSENT.  The parties agree that the terms and conditions listed on incorporated attachments of this Contract are also specifically a part of this Contract and are limited only by their respective order of precedence and any limitations specified.


8. BILLING SUBMISSION:  TIMELINESS.  The parties agree that timeliness of billing is of the essence to the Contract and recognize that the State is on a fiscal year.  All billings for dates of service prior to July 1 must be submitted to the state no later than the third Friday in July of the same calendar year.  A billing submitted after the third Friday in July, which forces the State to process the billing as a stale claim pursuant to NRS 353.097, will subject the Contractor to an administrative fee not to exceed one hundred dollars ($100.00).  The parties hereby agree this is a reasonable estimate of the additional costs to the state of processing the billing as a stale claim and that this amount will be deducted from the stale claim payment due to the Contractor.


9. INSPECTION & AUDIT.

A. Books and Records.  Contractor agrees to keep and maintain under generally accepted accounting principles (GAAP) full, true and complete records, contracts, books, and documents as are necessary to fully disclose to the State or United States Government, or their authorized representatives, upon audits or reviews, sufficient information to determine compliance with all State and federal regulations and statutes.


B. Inspection & Audit.  Contractor agrees that the relevant  books, records (written, electronic, computer related or otherwise), including, without limitation, relevant accounting procedures and practices of Contractor or its subcontractors, financial statements and supporting documentation, and documentation related to the work product shall be subject, at any reasonable time, to inspection, examination, review, audit, and copying at any office or location of Contractor where such records may be found, with or without notice by the State Auditor, the relevant State agency or its contracted examiners, the department of Administration, Budget Division, the Nevada State Attorney General’s Office or its Fraud Control Units, the state Legislative Auditor, and with regard to any federal funding, the relevant federal agency, the Comptroller General, the General Accounting Office, the Office of the Inspector General, or any of their authorized representatives.  All subcontracts shall reflect requirements of this Section.


C. Period of Retention.  All books, records, reports, and statements relevant to this Contract must be retained a minimum three (3) years, and for five (5) years if any federal funds are used pursuant to the Contract.  The retention period runs from the date of payment for the relevant goods or services by the state, or from the date of termination of the Contract, whichever is later.  Retention time shall be extended when an audit is schedule or in progress for a period reasonably necessary to complete an audit and/or to complete any administrative and judicial litigation which may ensue.

10. CONTRACT TERMINATION.

A. Termination Without Cause.  Any discretionary or vested right of renewal notwithstanding, this Contract may be terminated upon written notice by mutual consent of both parties, or unilaterally by either party without cause.


B. State Termination for Non-Appropriation.  The continuation of this Contract beyond the current biennium is subject to and contingent upon sufficient funds being appropriated, budgeted, and otherwise made available by the state Legislature and/or federal sources.  The State may terminate this Contract, and Contractor waives any and all claims(s) for damages, effective immediately upon receipt of written notice (or any date specified therein) if for any reason the contracting Agency’s funding from State and/or federal sources is not appropriated or is withdrawn, limited, or impaired.


C. Cause Termination for Default or Breach.  A default or breach may be declared with or without termination.  This Contract may be terminated by either party upon written notice of default or breach to the other party as follows:


1) If Contractor fails to provide or satisfactorily perform any of the conditions, work, deliverables, goods, or services called for by this Contract within the time requirements specified in this Contract or within any granted extension of those time requirements; or

2) If any State, county, city, or federal license, authorization, waiver, permit, qualification or certification required by statute, ordinance, law, or regulation to be held by Contractor to provide the goods or services required by this Contract is for any reason denied, revoked, debarred, excluded, terminated, suspended, lapsed, or not renewed; or

3) If Contractor becomes insolvent, subject to receivership, or becomes voluntarily or involuntarily subject to the jurisdiction of the bankruptcy court; or

4) If the State materially breaches any material duty under this Contract and any such breach impairs Contractor’s ability to perform; or

5) If it is found by the State that any quid pro quo or gratuities in the form of money, services, entertainment, gifts, or otherwise were offered or given by Contractor, or any agent or representative of Contractor, to any officer or employee of the State of Nevada with a view toward securing a contract or securing favorable treatment with respect to awarding, extending, amending, or making any determination with respect to the performing of such contract; or

6) If it is found by the State that Contractor has failed to disclose any material conflict of interest relative to the performance of this Contract.

D. Time to Correct.  Termination upon declared default or breach may be exercised only after service of formal written notice as specified in Section 4, Notice, and the subsequent failure of the defaulting party within fifteen (15) calendar days of receipt of that notice to provide evidence, satisfactory to the aggrieved party, showing that the declared default or breach has been corrected.


E. Winding Up Affairs Upon Termination.  In the event of termination of this Contract for any reason, the parties agree that the provisions of this Section survive termination:


1) The parties shall account for and properly present to each other all claims for fees and expenses and pay those which are undisputed and otherwise not subject to set off under this Contract.  Neither party may withhold performance of winding up provisions solely based on nonpayment of fees or expenses accrued up to the time of termination;

2) Contractor shall satisfactorily complete work in progress at the agreed rate (or a pro rata basis if necessary) if so requested by the Contracting Agency;

3) Contractor shall execute any documents and take any actions necessary to effectuate an assignment of this Contract if so requested by the Contracting Agency;

4) Contractor shall preserve, protect and promptly deliver into State possession all proprietary information in accordance with Section 21, State Ownership of Proprietary Information.


11. REMEDIES.  Except as otherwise provided for by law or this Contract, the rights and remedies of the parties shall not be exclusive and are in addition to any other rights and remedies provided by law or equity, including, without limitation, actual damages, and to a prevailing party reasonable attorneys’ fees and costs.  It is specifically agreed that reasonable attorneys’ fees shall include without limitation one hundred and twenty-five dollars ($125.00) per hour for State-employed attorneys.  The State may set off consideration against any unpaid obligation of Contractor to any State agency in accordance with NRS 353C.190.  In the event that the Contractor voluntarily or involuntarily becomes subject to the jurisdiction of the Bankruptcy Court, the State may set off consideration against any unpaid obligation of Contractor to the State or its agencies, to the extent allowed by bankruptcy law, without regard to whether the procedures of NRS 353C.190 have been utilized.

12. LIMITED LIABILITY.  The State will not waive and intends to assert available NRS Chapter 41 liability limitations in all cases.  Contract liability of both parties shall not be subject to punitive damages.  Liquidated damages shall not apply unless otherwise specified in the incorporated attachments.  Damages for any State breach shall never exceed the amount of funds appropriated for payment under this Contract, but not yet paid to Contractor, for the fiscal year budget in existence at the time of the breach.  Damages for any Contractor breach shall not exceed one hundred and fifty percent (150%) of the Contract maximum “not to exceed” value.  Contractor’s tort liability shall not be limited.


13. FORCE MAJEURE.  Neither party shall be deemed to be in violation of this Contract if it is prevented from performing any of its obligations hereunder due to strikes, failure of public transportation, civil or military authority, act of public enemy, accidents, fires, explosions, or acts of God, including without limitation, earthquakes, floods, winds, or storms.  In such an event the intervening cause must not be through the fault of the party asserting such an excuse, and the excused party is obligated to promptly perform in accordance with the terms of the Contract after the intervening cause ceases.


14. INDEMNIFICATION.  To the fullest extent permitted by law Contractor shall indemnify, hold harmless and defend, not excluding the State’s right to participate, the State from and against all liability, claims, actions, damages, losses, and expenses, including, without limitation, reasonable attorneys’ fees and costs, arising out of any alleged negligent or willful acts or omissions of Contractor, its officers, employees and agents.

15. INDEPENDENT CONTRACTOR.  Contractor is associated with the State only for the purposes and to the extent specified in this Contract, and in respect to performance of the contracted services pursuant to this Contract, Contractor is and shall be an independent contractor and, subject only to the terms of this Contract, shall have the sole right to supervise, manage, operate, control, and direct performance of the details incident to its duties under this Contract.  Nothing contained in this Contract shall be deemed or construed to create a partnership or joint venture, to create relationships of an employer-employee or principal-agent, or to otherwise create any liability for the State whatsoever with respect to the indebtedness, liabilities, and obligations of Contractor or any other party.  Contractor shall be solely responsible for, and the State shall have no obligation with respect to:  (1) withholding of income taxes, FICA or any other taxes or fees; (2) industrial insurance coverage; (3) participation in any group insurance plans available to employees of the State; (4) participation or contributions by either Contractor or the State to the Public Employees Retirement System; (5) accumulation of vacation leave or sick leave; or (6) unemployment compensation coverage provided by the State.  Contractor shall indemnify and hold State harmless from, and defend State against, any and all coverage provided by the State.  Contractor shall indemnify and hold State harmless from, and defend State against, any and all losses, damages, claims, costs, penalties, liabilities, and expenses arising or incurred because of, incident to, or otherwise with respect to any such taxes or fees.  Neither Contractor nor its employees, agents, nor representatives shall be considered employees, agents, or representatives of the State and Contractor shall evaluate the nature of services and the term of the Contract negotiated in order to determine “independent contractor” status, and shall monitor the work, relationship throughout the term of the Contract to ensure that the independent contractor relationship remains as such.  To assist in determining the appropriate status (employee or independent contractor), Contractor represents as follows:

		QUESTION

		CONTRACTOR’S INITIALS



		

		YES

		NO



		1.

		Does the Contracting Agency have the right to require control of when, where and how the independent contractor is to work?

		

		



		2.

		Will the Contracting Agency be providing training to the independent contractor?

		

		



		3.

		Will the Contracting Agency be furnishing the independent contractor with worker’s space, equipment, tools, supplies or travel expenses?

		

		



		4.

		Are any of the workers who assist the independent contractor in performance of his/her duties employees of the State of Nevada?

		

		



		5.

		Does the arrangement with the independent contractor contemplate continuing or recurring work (even if the services are seasonal, part-time, or of short duration)?

		

		



		6.

		Will the State of Nevada incur an employment liability if the independent contractor is terminated for failure to perform?

		

		



		7.

		Is the independent contractor restricted from offering his/her services to the general public while engaged in this work relationship with the State?

		

		





16. INSURANCE SCHEDULE.  Unless expressly waived in writing by the State, Contractor, as an independent contractor and not an employee of the State, must carry policies of insurance and pay all taxes and fees incident hereunto.  Policies shall meet the terms and conditions as specified within this Contract along with the additional limits and provisions as described in Attachment BB, incorporated hereto by attachment.  The State shall have no liability except as specifically provided in the Contract.


The Contractor shall not commence work before:


1) 
Contractor has provided the required evidence of insurance to the Contracting Agency of the State, and

2) 
The State has approved the insurance policies provided by the Contractor.


Prior to approval of the insurance policies by the State shall be a condition precedent to any payment of consideration under this Contract and the State’s approval of any changes to insurance coverage during the course of performance shall constitute an ongoing condition subsequent to this Contract.  Any failure of the State to timely approve shall not constitute a waiver of the condition.


A. Insurance Coverage.  The Contractor shall, at the Contractor’s sole expense, procure, maintain and keep in force for the duration of the Contract insurance conforming to the minimum limits as specified in Attachment BB, incorporated hereto by attachment.  Unless specifically stated herein or otherwise agreed to by the State, the required insurance shall be in effect prior to the commencement of work by the Contractor and shall continue in force as appropriate until:

1) Final acceptance by the State of the completion of this Contract; or


2) Such time as the insurance is no longer required by the State under the terms of this Contract; whichever occurs later.

Any insurance or self-insurance available to the State shall be in excess of and non-contributing with, any insurance required from Contractor.  Contractor’s insurance policies shall apply on a primary basis.  Until such time as the insurance is no longer required by the State, Contractor shall provide the State with renewal or replacement evidence of insurance no less than thirty (30) days before the expiration or replacement of the required insurance.  If at any time during the period when insurance is required by the Contract, an insurer or surety shall fail to comply with the requirements of this Contract, as soon as Contractor has knowledge of any such failure, Contractor shall immediately notify the State and immediately replace such insurance or bond with an insurer meeting the requirements.


B. General Requirements.  


1) Additional Insured:  By endorsement to the general liability insurance policy, the State of Nevada, its officers, employees and immune contractors as defined in NRS 41.0307 shall be named as additional insureds for all liability arising from the Contract.

2) Waiver of Subrogation:  Each insurance policy shall provide for a waiver of subrogation against the State of Nevada, its officers, employees and immune contractors as defined in NRS 41.0307 for losses arising from work/materials/equipment performed or provided by or on behalf of the Contractor.

3) Cross Liability:  All required liability policies shall provide cross-liability coverage as would be achieved under the standard ISO separation of insureds clause.

4) Deductibles and Self-Insured Retentions:  Insurance maintained by Contractor shall apply on a first dollar basis without application of a deductible or self-insured retention unless otherwise specifically agreed to by the State.  Such approval shall not relieve Contractor from the obligation to pay any deductible or self-insured retention.  Any deductible or self-insured retention shall not exceed fifty thousand dollars ($50,000.00) per occurrence, unless otherwise approved by the Risk Management Division.

5) Policy Cancellation:  Except for ten (10) days notice for non-payment of premiums, each insurance policy shall be endorsed to state that without thirty (30) days prior written notice to the State of Nevada, c/o Contracting Agency, the policy shall not be canceled, non-renewed or coverage and/or limits reduced or materially altered, and shall provide that notices required by this Section shall be sent by certified mail to the address shown on page one (1) of this contract.

6) Approved Insurer:  Each insurance policy shall be:

a) Issued by insurance companies authorized to do business in the State of Nevada or eligible surplus lines insurers acceptable to the State and having agents in Nevada upon whom service of process may be made; and

b) Currently rated by A.M. Best as “A-VII” or better.


C. Evidence of Insurance.  


Prior to the start of any work, Contractor must provide the following documents to the contracting State agency:

1) Certificate of Insurance:  The Acord 25 Certificate of Insurance form or a form substantially similar must be submitted to the State to evidence the insurance policies and coverages required of Contractor.  The certificate must name the State of Nevada, its officers, employees and immune contractors as defined in NRS 41.0307 as the certificate holder.  The certificate should be signed by a person authorized by the insurer to bind coverage on its behalf.  The State project/Contract number; description and Contract effective dates shall be noted on the certificate, and upon renewal of the policies listed, Contractor shall furnish the State with replacement certificates as described within Section 16A, Insurance Coverage.

Mail all required insurance documents to the State Contracting Agency identified on Page one of the Contract.


2) Additional Insured Endorsement:  An Additional Insured Endorsement (CG 20 10 11 85 or CG 20 26 11 85), signed by an authorized insurance company representative, must be submitted to the State to evidence the endorsement of the State as an additional insured per Section 16 B, General Requirements.


3) Schedule of Underlying Insurance Policies:  If Umbrella or Excess policy is evidenced to comply with minimum limits, a copy of the underlying Schedule from the Umbrella or Excess insurance policy may be required.


4) Review and Approval:  Documents specified above must be submitted for review and approval by the State prior to the commencement of work by Contractor.  Neither approval by the State nor failure to disapprove the insurance furnished by Contractor shall relieve Contractor of Contractor’s full responsibility to provide the insurance required by this Contract.  Compliance with the insurance requirements of this Contract shall not limit the liability of Contractor or its subcontractors, employees or agents to the State or others, and shall be in addition to and not in lieu of any other remedy available to the State under this Contract or otherwise.  The State reserves the right to request and review a copy of any required insurance policy or endorsement to assure compliance with these requirements.


17. COMPLIANCE WITH LEGAL OBLIGATIONS.  Contractor shall procure and maintain for the duration of this Contact any State, county, city or federal license, authorization, waiver, permit qualification or certification required by statute, ordinance, law, or regulation to be held by Contractor to provide the goods or services required by this Contract.  Contractor will be responsible to pay all taxes, assessments, fees, premiums, permits, and licenses required by law.  Real property and personal property taxes are the responsibility of Contractor in accordance with NRS 361.157 and NRS 361.159.  Contractor agrees to be responsible for payment of any such government obligations not paid by its subcontractors during performance of this Contract.  The State may set-off against consideration due any delinquent government obligation in accordance with NRS 353C.190.

18. WAIVER OF BREACH.  Failure to declare a breach or the actual waiver of any particular breach of the Contract or its material or nonmaterial terms by either party shall not operate as a waiver by such party of any of its rights or remedies as to any other breach.


19. SEVERABILITY.  If any provision contained in this Contract is held to be unenforceable by a court of law or equity, this Contract shall be construed as if such provision did not exist and the non-enforceability of such provision shall not be held to render any other provision or provisions of this Contract unenforceable.


20. ASSIGNMENT/DELEGATION.  To the extent that any assignment of any right under this Contract changes the duty of either party, increases the burden or risk involved, impairs the chances of obtaining the performance of this Contract, attempts to operate as a novation, or includes a waiver or abrogation of any defense to payment by State, such offending portion of the assignment shall be void, and shall be a breach of this Contract.  Contractor shall neither assign, transfer nor delegate any rights, obligations nor duties under this Contract without the prior written consent of the State.

21. STATE OWNERSHIP OF PROPRIETARY INFORMATION.  Any reports, histories, studies, tests, manuals, instructions, photographs, negatives, blue prints, plans, maps, data, system designs, computer code (which is intended to be consideration under the Contract), or any other documents or drawings, prepared or in the course of preparation by Contractor (or its subcontractors) in performance of its obligations under this Contract shall be the exclusive property of the State and all such materials shall be delivered into State possession by Contractor upon completion, termination, or cancellation of this Contract.  Contractor shall not use, willingly allow, or cause to have such materials used for any purpose other than performance of Contractor’s obligations under this Contract without the prior written consent of the State.  Notwithstanding the foregoing, the State shall have no proprietary interest in any materials licensed for use by the State that are subject to patent, trademark, or copyright protection.

22. PUBLIC RECORDS.  Pursuant to NRS 239.010, information or documents received from Contractor may be open to public inspection and copying.  The State has a legal obligation to disclose such information unless a particular record is made confidential by law or a common law balancing of interests.  Contractor may label specific parts of an individual document as a “trade secret” or “confidential” in accordance with NRS 333.333, provided that Contractor thereby agrees to indemnify and defend the State for honoring such a designation.  The failure to so label any document that is released by the State shall constitute a complete waiver of any and all claims for damages caused by any release of the records.

23. CONFIDENTIALITY.  Contractor shall keep confidential all information, in whatever form, produced, prepared, observed or received by Contractor to the extent that such information is confidential by law or otherwise required by this Contract.


24. FEDERAL FUNDING.  In the event federal funds are used for payment of all or part of this Contract:


A. Contractor certifies, by signing this Contract, that neither it nor its principals are presently debarred, suspended, proposed for debarment, declared ineligible or voluntarily excluded from participation in this transaction by any federal department or agency.  This certification is made pursuant to the regulations implementing Executive Order 12549, Debarment and Suspension, 28 C.F.R. pt 67, Section 67.510, as published as pt. VII of the May 26, 1988, Federal Register (pp. 19160-19211), and any relevant program-specific regulations.  This provision shall be required of every subcontractor receiving any payment in whole or in part from federal funds.


B. Contractor and its subcontracts shall comply with all terms, conditions, and requirements of the Americans with Disabilities Act of 1990 (P.L. 101-136), 42 U.S.C. 12101, as amended, and regulations adopted there under contained in 28 C.F.R. 26.101-36.999, inclusive, and any relevant program-specific regulations.

C. Contractor and it subcontractors shall comply with the requirements of the Civil Rights Act of 1964, as amended, the Rehabilitation Act of 1973, P.L. 93-112, as amended, and any relevant program-specific regulations, and shall not discriminate against any employee or offeror for employment because of race, national origin, creed, color, sex, religion, age, disability or handicap condition (including AIDS and AIDS-related conditions.)


25. LOBBYING.  The parties agree, whether expressly prohibited by federal law, or otherwise, that no funding associated with this Contract will be used for any purpose associated with or related to lobbying or influencing or attempting to lobby or influence for any purpose the following:

A. Any federal, State, county or local agency, legislature, commission, council or board;


B. Any federal, State, county or local legislator, commission member, council member, board member, or other elected official; or


C. Any officer or employee of any federal, State, county or local agency; legislature, commission, council or board.


26. WARRANTIES.

A. General Warranty.  Contractor warrants that all services, deliverables, and/or work products under this Contract shall be completed in a workmanlike manner consistent with standards in the trade, profession, or industry, shall conform to or exceed the specifications set forth in the incorporated attachments; and shall be fit for ordinary use, of good quality, with no material defects.


B. System Compliance.  Contractor warrants that any information system application(s) shall not experience abnormally ending and/or invalid and/or incorrect results from the application(s) in the operating and testing of the business of the State.


27. PROPER AUTHORITY.  The parties hereto represent and warrant that the person executing this Contract on behalf of each party has full power and authority to enter into this Contract.  Contractor acknowledges that as required by statute or regulation this Contract is effective only after approval by the State Board of Examiners and only for the period of time specified in the Contract.  Any services performed by Contractor before this Contract is effective or after it ceases to be effective are performed at the sole risk of Contractor.


28. NOTIFICATION OF UTILIZATION OF CURRENT OR FORMER STATE EMPLOYEES.  Contractor has disclosed to the State all persons that the Contractor will utilize to perform services under this Contract who are Current State Employees or Former State Employees.  Contractor will not utilize any of its employees who are Current State Employees or Former State Employees to perform services under this Contract without first notifying the Contracting Agency of the identity of such persons and the services that each such person will perform, and receiving from the Contracting Agency approval for the use of such persons.


29. ASSIGNMENT OF ANTITRUST CLAIMS.  Contractor irrevocably assigns to the State any claim for relief or cause of action which the Contractor now has or which may accrue to the Contractor in the future by reason of any violation of State of Nevada or federal antitrust laws in connection with any goods or services provided to the Contractor for the purpose of carrying out the Contractor’s obligations under this Contract, including, at the State’s option, the right to control any such litigation on such claim for relief or cause of action.  Contractor shall require any subcontractors hired to perform any of Contractor’s obligations under this Contract to irrevocably assign to the State, as third party beneficiary, any right, title or interest that has accrued or which may accrue in the future by reason of any violation of State of Nevada or federal antitrust laws in connection with any goods or services provided to the subcontractor for the purpose of carrying out the subcontractor’s obligations to the Contractor in pursuance of this Contract, including, at the State’s option, the right to control any such litigation on such claim or relief or cause of action.


30. GOVERNING LAW:  JURISDICTION.  This Contract and the rights and obligations of the parties hereto shall be governed by, and construed according to, the laws of the State of Nevada, without giving effect to any principle of conflict-of-law that would require the application of the law of any other jurisdiction.  The parties consent to the exclusive jurisdiction of the First Judicial District Court, Carson City, Nevada for enforcement of this Contract.


31. ENTIRE CONTRACT AND MODIFICATION.  This Contract and its integrated attachment(s) constitute the entire agreement of the parties and as such are intended to be the complete and exclusive statement of the promises, representations, negotiations, discussions, and other agreements that may have been made in connection with the subject matter hereof.  Unless an integrated attachment to this Contract specifically displays a mutual intent to amend a particular part of this Contract, general conflicts in language between any such attachment and this Contract shall be construed consistent with the terms of this Contract.  Unless otherwise expressly authorized by the terms of this Contract, no modification or amendment to this Contract shall be binding upon the parties unless the same is in writing and signed by the respective parties hereto and approved by the Office of the Attorney General and the State Board of Examiners.


IN WITNESS WHEREOF, the parties hereto have caused this Contract to be signed and intend to be legally bound thereby.


		

		

		

		



		Independent Contractor’s Signature

		Date

		

		Independent Contractor’s Title





		

		

		

		



		Signature 

		Date

		

		Title





		

		

		

		



		Signature 

		Date

		

		Title





		

		

		

		



		Signature 

		Date

		

		Title





		

		

		

		APPROVED BY BOARD OF EXAMINERS



		Signature – Board of Examiners

		

		

		





		

		

		On:

		



		

		

		

		Date





		Approved as to form by:

		

		

		



		

		

		On:

		



		Deputy Attorney General for Attorney General

		

		

		Date





Revised:  10/11
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ATTACHMENT E

INSURANCE SCHEDULE


INDEMNIFICATION CLAUSE: 

Contractor shall indemnify, hold harmless and, not excluding the State's right to participate, defend the State, its officers, officials, agents, and employees (hereinafter referred to as “Indemnitee”) from and against all liabilities, claims, actions, damages, losses, and expenses including without limitation reasonable attorneys’ fees and costs, (hereinafter referred to collectively as “claims”) for bodily injury or personal injury including death, or loss or damage to tangible or intangible property caused, or alleged to be caused, in whole or in part, by the negligent or willful acts or omissions of Contractor or any of its owners, officers, directors, agents, employees or subcontractors.  This indemnity includes any claim or amount arising out of or recovered under the Workers’ Compensation Law or arising out of the failure of such contractor to conform to any federal, state or local law, statute, ordinance, rule, regulation or court decree.  It is the specific intention of the parties that the Indemnitee shall, in all instances, except for claims arising solely from the negligent or willful acts or omissions of the Indemnitee, be indemnified by Contractor from and against any and all claims.  It is agreed that Contractor will be responsible for primary loss investigation, defense and judgment costs where this indemnification is applicable.  In consideration of the award of this contract, the Contractor agrees to waive all rights of subrogation against the State, its officers, officials, agents and employees for losses arising from the work performed by the Contractor for the State.


INSURANCE REQUIREMENTS:

Contractor and subcontractors shall procure and maintain until all of their obligations have been discharged, including any warranty periods under this Contract are satisfied, insurance against claims for injury to persons or damage to property which may arise from or in connection with the performance of the work hereunder by the Contractor, his agents, representatives, employees or subcontractors.  


The insurance requirements herein are minimum requirements for this Contract and in no way limit the indemnity covenants contained in this Contract.  The State in no way warrants that the minimum limits contained herein are sufficient to protect the Contractor from liabilities that might arise out of the performance of the work under this contract by the Contractor, his agents, representatives, employees or subcontractors and Contractor is free to purchase additional insurance as may be determined necessary. 


A.
MINIMUM SCOPE AND LIMITS OF INSURANCE:  Contractor shall provide coverage with limits of liability not less than those stated below.  An excess liability policy or umbrella liability policy may be used to meet the minimum liability requirements provided that the coverage is written on a “following form” basis.


1. Commercial General Liability – Occurrence Form


Policy shall include bodily injury, property damage and broad form contractual liability coverage.

· General Aggregate 
$10,000,000

· Products – Completed Operations Aggregate
$10,000,000

· Personal and Advertising Injury
$  5,000,000

· Each Occurrence
$  5,000,000

The policy shall be endorsed to include the following additional insured language: "The State of Nevada shall be named as an additional insured with respect to liability arising out of the activities performed by, or on behalf of the Contractor".

2. Professional Liability (Errors and Omissions Liability)



The policy shall cover professional misconduct or lack of ordinary skill for those positions defined in the Scope of Services of this contract.


Each Claim
WAIVED


Annual Aggregate
WAIVED

In the event that the professional liability insurance required by this Contract is written on a claims-made basis, Contractor warrants that any retroactive date under the policy shall precede the effective date of this Contract; and that either continuous coverage will be maintained or an extended discovery period will be exercised for a period of two (2) years beginning at the time work under this Contract is completed.


3. Automobile Liability 



Bodily Injury and Property Damage for any owned, hired, and non-owned vehicles used in the performance of this Contract.



Combined Single Limit (CSL)
$1,000,000


The policy shall be endorsed to include the following additional insured language: "The State of Nevada shall be named as an additional insured with respect to liability arising out of the activities performed by, or on behalf of the Contractor, including automobiles owned, leased, hired or borrowed by the Contractor".


4. Worker’s Compensation and Employers’ Liability



Workers' Compensation
Statutory



Employers' Liability




Each Accident
$100,000



Disease – Each Employee
$100,000



Disease – Policy Limit
$500,000


a.
Policy shall contain a waiver of subrogation against the State of Nevada.


b.
This requirement shall not apply when a contractor or subcontractor is exempt under N.R.S., AND when such contractor or subcontractor executes the appropriate sole proprietor waiver form.


3. Technology Errors and Omissions Liability 


The policy shall cover professional misconduct or wrongful act for those positions defined in the Scope of Services of this contract.



Each Claim
$4,000,000


Annual Aggregate
$6,000,000

In the event that the professional liability insurance required by this Contract is written on a claims-made basis, Contractor warrants that any retroactive date under the policy shall precede the effective date of this Contract; and that either continuous coverage will be maintained or an extended discovery period will be exercised for a period of two (2) years beginning at the time work under this Contract is completed.


4. Network Security(Cyber) and Privacy Liability 



Cyber Policy Limit
$10,000,000

a. The Contractor shall maintain a cyber-liability insurance policy with liability limits in the amount of $10,000,000 to protect any and all State data the Contractor receives as part of the project covered by this agreement.  If the Contractor contracts with a third-party to host any of the State data the Contractor receives as part of the project covered by this agreement, then the Contractor shall include a requirement for cyber liability insurance as part of the contract between the Contractor and the third-party in so far as records contain any of the State’s data.

b. The Contractor shall include in its contract with any such third-party a provision requiring that the State has the right to audit any and all records of the third party in so far as these records contain any of the State’s data.  The cyber liability insurance shall cover, at a minimum, expenses related to the management of a data breach incident, the investigation, recovery and restoration of lost data, data subject notification, call management, credit checking for data subjects, legal costs, and regulatory fines.  

c. Except as otherwise required by law, Contractor shall provide notice of the incident to the State only.  The State shall then give notice to the person or entity whose data may have been involved, to regulatory agencies, and to other entities as appropriate. This procedure is adopted for the purpose of promoting clarity of reporting and avoiding confusion and double reporting.

d. Notwithstanding any other provision of this agreement, and in addition to any other remedies available to the State under law or equity, the Contractor shall reimburse the State in full for all costs incurred by the State in the investigation and remediation of any data compromise, including but not limited to providing notification to third parties whose data were compromised and to regulatory agencies or other entities as required by law or contract.  The Contractor shall also reimburse the State in full for all costs the State incurs in its offering of 5 years credit monitoring to each person whose data were compromised.  The Contractor shall also pay any and all legal fees, audit costs, fines, and other fees imposed by regulatory agencies or contracting partners as a result of the data compromise.  


5. Fidelity Bond or Crime Insurance



Bond or Policy Limit
$5,000,000

a.  The bond or policy shall include coverage for all directors, officers, agents and employees of the Contractor.

b. The bond or policy shall include coverage for third party fidelity and name the State of Nevada as loss payee.

c. The bond or policy shall include coverage for extended theft and mysterious disappearance.

d. The bond or policy shall not contain a condition requiring an arrest and conviction.

e. Policies shall be endorsed to provide coverage for computer crime/fraud.


6. Performance Security


A Performance Bond for thirty percent (30%) of the total contract amount, including changes, if any.  The Performance Bond amount may be reduced by the State of Nevada upon successful completion, as determined by the State, of each of the sub-projects of the contract.


a.  Security must be in the form of surety bonds, payable to the State of Nevada only.

b. The security shall be deposited with the contracting State agency no later than ten (10) working days following award of the contract to contractor.

c. The Performance Bond is required throughout the term of the contract and any contract extensions for time.

d. Within 180 days of the contractor’s successful execution of all terms and conditions covered within the contract, including the warranty and maintenance periods, and with State and/or federal approval and full acceptance of services and products provided by the contract, the bond and all interest earned, if any, shall be returned to the contractor.


B.
ADDITIONAL INSURANCE REQUIREMENTS:  The policies shall include, or be endorsed to include, the following provisions:


1.
On insurance policies where the State of Nevada is named as an additional insured, the State of Nevada shall be an additional insured to the full limits of liability purchased by the Contractor even if those limits of liability are in excess of those required by this Contract.


2
The Contractor's insurance coverage shall be primary insurance and non-contributory with respect to all other available sources.


C.
NOTICE OF CANCELLATION:  Each insurance policy required by the insurance provisions of this Contract shall provide the required coverage and shall not be suspended, voided or canceled except after thirty (30) days prior written notice has been given to the State, except when cancellation is for non-payment of premium, then ten (10) days prior notice may be given.  Such notice shall be sent directly to:


(State Department Representative's Name and Address).

D.
ACCEPTABILITY OF INSURERS:  Insurance is to be placed with insurers duly licensed or authorized to do business in the state of Nevada and with an “A.M. Best” rating of not less than A- VII.  The State in no way warrants that the above-required minimum insurer rating is sufficient to protect the Contractor from potential insurer insolvency.


E.
VERIFICATION OF COVERAGE:  Contractor shall furnish the State with certificates of insurance (ACORD form or equivalent approved by the State) as required by this Contract.  The certificates for each insurance policy are to be signed by a person authorized by that insurer to bind coverage on its behalf.


All certificates and any required endorsements are to be received and approved by the State before work commences.  Each insurance policy required by this Contract must be in effect at or prior to commencement of work under this Contract and remain in effect for the duration of the project.  Failure to maintain the insurance policies as required by this Contract or to provide evidence of renewal is a material breach of contract.



All certificates required by this Contract shall be sent directly to:


(State Department Representative's Name and Address).


The State project/contract number and project description shall be noted on the certificate of insurance.  The State reserves the right to require complete, certified copies of all insurance policies required by this Contract at any time.  DO NOT SEND CERTIFICATES OF INSURANCE TO THE STATE’S RISK MANAGEMENT DIVISION.


F.
SUBCONTRACTORS:  Contractors’ certificate(s) shall include all subcontractors as additional insureds under its policies or Contractor shall furnish to the State separate certificates and endorsements for each subcontractor.  All coverages for subcontractors shall be subject to the minimum requirements identified above.


G.
APPROVAL:  Any modification or variation from the insurance requirements in this Contract shall be made by the Attorney General’s Office or the Risk Manager, whose decision shall be final.  Such action will not require a formal Contract amendment, but may be made by administrative action.
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		State of Nevada
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		Brian Sandoval



		Department of Administration

		

		Governor



		

		

		



		Purchasing Division

		

		Patrick Cates



		

		

		Director



		515 E. Musser Street, Suite 300


Carson City, NV  89701

		

		



		

		

		Jeffrey Haag



		

		

		Administrator





		BUSINESS REFERENCE’S RESPONSE TO REFERENCE QUESTIONNAIRE FOR



		



		STATE OF NEVADA REQUEST FOR PROPOSAL (RFP) 2107



		



		CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT





		PART A – TO BE COMPLETED BY PROPOSING VENDOR – Please type or print



		Name of Company Submitting Proposal:

		





		PART B – IF APPLICABLE, NAME OF COMPANY ACTING AS SUBCONTRACTOR 


FOR VENDOR IDENTIFIED IN PART A – Please type or print



		Name of Subcontractor:

		





		PART C – BUSINESS REFERENCE INSTRUCTIONS



		1.

		This Reference Questionnaire is being submitted to your organization for completion as a business reference for the company listed in Part A or Part B, above.



		2.

		Business reference is requested to submit the completed Reference Questionnaire via email or facsimile to:



State of Nevada, Purchasing Division


Subject:

RFP 2107


Attention:
Colleen Janes


Email:

rfpdocs@admin.nv.gov  



Fax:

775-684-0188

Please reference the RFP number in the subject line of the email or on the fax.



		3.

		The completed Reference Questionnaire MUST be received no later than 4:30 PM PT on September 23, 2016. 



		4.

		Do NOT return the Reference Questionnaire to the Proposer (Vendor).



		5.

		In addition to the Reference Questionnaire, the State may contact references by phone for further clarification, if necessary.



		6.

		Questions regarding the Reference Questionnaire or process should be directed to the individual identified on the RFP cover page.



		7.

		When contacting the State, please be sure to include the RFP number listed at the top of this page.



		8.

		We request all questions be answered.  If an answer is not known please answer as “U/K”.  If the question is not applicable please answer as “N/A”.



		9.

		If you need additional space to answer a question or provide a comment, please attach additional pages.  If attaching additional pages, please place your company/organization name on each page and reference the RFP # noted at the top of this page.





		PART D – COMPANY PROVIDING REFERENCE – Please type or print

CONFIDENTIAL INFORMATION WHEN COMPLETED



		Company Providing Reference:

		



		Contact Name:

		



		Title:

		



		Contact Telephone:

		



		Contact Email Address:

		





PART E – QUESTIONS:  


		1.  Did this contractor perform any of the following on your project?



		DESCRIPTION 

		YES

		NO



		Planning and Administration?

		

		



		Functional Requirements Development?

		

		



		Business Process Re-engineering?

		

		



		Evaluation of Alternatives?

		

		



		System Development?

		

		



		Data Conversion and Cleansing?

		

		



		Data Modeling?

		

		



		Documentation?

		

		



		Presentations/Legislative Testimony?

		

		



		System Implementation and Maintenance?

		

		



		Cultural Change Management?

		

		



		Testing?

		

		



		Training?

		

		



		If yes, what was their level of involvement?  If no, what services did the contractor perform?








		2.  Was the project completed on time, within your budget, with all required major functionality delivered?

		Yes

		No



		If no, please explain how the final results compared with the initial schedule, budget/contract value, and/or scope.








		3.  What was the primary factor considered in selecting this contractor?








		4.  Who is/was the contractor's key personnel responsible for supervising work and completing deliverables and what were their roles?








		5.  Were there any changes to key personnel during the term of the contract?

		Yes

		No



		If yes, please explain.








		6.  Were there any subcontractors on your project?

		Yes

		No



		If yes, who were the subcontractors?






		If yes, what part of the project did the subcontractor work on?






		What was the ratio of contractor staff to subcontractor staff?



		Overall, how would you rate the subcontractor on a scale of 1 (poor) to 10 (excellent)?

		Rating:





		7.  Were contractually identified deliverables received as scheduled?

		Yes

		No



		If no, please explain.






		What type of problems did you encounter?








RATING SCALE:

Where a rating is requested and using the Rating Scale provided below, rate the following questions by noting the appropriate number for each item.  Please provide any additional comments you feel would be helpful to the State regarding this contractor.


		Category

		Rating



		Poor or Inadequate Performance

		0



		Below Average Performance

		1 – 3



		Average Performance

		4 – 6



		Above Average Performance

		7 – 9



		Excellent Performance

		10





		8.  How would you rate this contractor on the following items using the above rating scale?



		DESCRIPTION 

		RATING

		DESCRIPTION

		RATING



		The Firm

		

		Functional Requirements Development

		



		Project Manager

		

		Management of Subcontractor(s)

		



		Key Personnel

		

		Presentations

		



		Contractor Staff Skills

		

		Legislative Testimony

		



		Communication

		

		JAD Sessions

		



		Organization of Work

		

		Business Process Re-engineering

		



		Quality of Deliverables

		

		Cost Benefit Analysis

		



		Reasonableness of Cost

		

		Evaluation of Alternatives

		



		Timeliness

		

		Quality Assurance

		



		Detailed Project Plan Management

		

		Metrics Management

		



		Contract Amendments

		

		Knowledge Transfer

		



		Cooperation

		

		Understanding of Business Needs

		



		Responsiveness

		

		

		





		9.  Would you contract with this company/organization again?

		Yes

		No



		Please explain.








		10.  Please provide any additional comments you feel would be helpful to the State regarding this contractor.








PART F – GENERAL INFORMATION: 

		1. During what time period did the vendor provide these services for your organization?



		Month/Year:

		

		TO:

		Month/Year:
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Sample Project Deliverable Sign Off Form.doc


SAMPLE PROJECT DELIVERABLE SIGN-OFF


		DELIVERABLE INFORMATION (To be completed by the Contractor)



		CONTRACTOR:

		



		PROJECT NAME:

		



		DELIVERABLE #:

		15.6.3.6



		DELIVERABLE TITLE:

		Data Conversion Report



		DUE DATE PER CONTRACT:

		February 1, 2011





		DELIVERABLE SUBMISSION AND REVIEW HISTORY (To be completed by the State)



		Deliverable Submission #

		Date and Time Received From Contractor

		Date Returned to Contractor

		Notes / Comments



		1

		02/01/11 
4:30 PM

		02/15/11

		Refer to comments attached



		2

		02/22/11

3:00 PM

		03/01/11

		State accepts revisions made, except for attached comments



		3

		03/08/11

1:00 PM

		03/18/11

		All revisions accepted by State



		

		

		

		



		

		

		

		



		

		

		

		





		STATE FINAL APPROVAL AND ACCEPTANCE OF DELIVERABLE



		APPROVED BY:

		SIGNATURE

		DATE



		Agency Project Manager:

		

		



		Agency Business Lead:

		

		



		Quality Assurance, if applicable:

		

		





		Distribution

		Original:
Contractor



		

		Copies:
Project Office



Agency Contract Monitor
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Statement of Understanding.doc
STATEMENT OF UNDERSTANDING


As a contract employee to the State of Nevada, I have an implicit responsibility to safeguard the public trust.  I further affirm to follow all statutes, regulations, policies, standards and procedures governing the confidentiality, integrity and security of information resources prescribed by the State as outlined below.


Information Resources are defined as all computing hardware, software, data files, computer generated hard copy, data facilities, communications, modems, multiplexors, concentrators, power sources and other assets related to computer-based information systems of computer installations.


I will guard against and report to the proper authority any accidental or premeditated disclosure or loss of material such as, but not limited to, confidential data, sensitive information, developmental or operation manuals, encoding systems, activation passwords for teleprocessing, keys or any material entrusted to me when such disclosure or loss could be detrimental to the State of Nevada or citizenry thereof.  I acknowledge responsibility to safeguard computer access privileges that I may be entrusted with (e.g., USERID and PASSWORD) and will not disclose this sensitive information to ANYONE.  I will be responsible for all activity conducted under my user registration.  I understand that the LOGONID and PASSWORD are intended for the sole use of the personnel to whom it is assigned and is not to be loaned to or used by any other individual.


In conformance with customer agency regulations and in the performance of my duties, I will release from the State input documents and report output only to an authorized representative of the owning agency.  Under no circumstances will I allow data owned by one customer agency to be made available to another entity without obtaining the express permission of the owning agency for such disclosure or utilization.


Upon termination of the contract assignment with the State of Nevada, for whatever reason, I agree to respect the confidentiality of all customer agency data, applications and procedures entrusted to me and will submit to an authorized State representative all manuals, files, keys, data, applications and any other State owned relevant materials (this includes, but is not limited to, all copies of the same) pertinent to the performance of my assigned duties and tasks.


Furthermore, I agree that if in the employ of, or under contract with, someone other than the State of Nevada, I will not attempt to implement any application or procedure which is proprietary to the State without the express written permission of the State of Nevada.


I further agree that I will not knowingly engage in any activity for monetary gain or otherwise which may jeopardize the integrity of the State.  I will further aid in the investigation of any individual violating or infringing upon this trust, realizing that such violation may be grounds for dismissal.  I am also aware that I will be subject to warning, suspension or dismissal and/or appropriate legal action for any proven infringements or violations of these security provisions.


The State of Nevada has a Zero Tolerance policy regarding sexual harassment which must be followed by all employees/contractors.  The policy against sexual harassment for the State of Nevada states that all employees have the right to work in an environment free from all forms of discrimination and conduct which can be considered harassing, coercive or disruptive, including sexual harassment.  Any employee/contractor who violates this policy is subject to dismissal/removal from the project.


It is the policy of the State of Nevada to ensure that its employees/contractors do not:  report to work in an impaired condition resulting from the use of alcohol or drugs; consume alcohol while on duty; or unlawfully possess or consume any drugs while on duty, at a work site or on State property.  Any employee/contractor who violates this policy is subject to dismissal/removal from the project.


		NAME (Please Print):

		



		SIGNATURE:

		

		DATE:

		



		COMPANY AFFILIATION:

		



		PROJECT/RFP #:
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Proposed Staff Resume.doc
PROPOSED STAFF RESUME

A resume must be completed for all proposed contractor staff and proposed subcontractor staff.

		COMPANY NAME:

		





		Contractor

		Subcontractor





		Name:

		

		 Key Personnel



		Classification:

		

		# of Years in Classification:

		



		Brief Summary of Experience:

		



		# of Years with Firm:

		



		RELEVANT PROFESSIONAL EXPERIENCE



		Required Information:


MMYYYY to Present:


Vendor Name:


Client Name:


Client Contact Name:


Client Address, Phone Number, Email:


Role in Project:


Details and Duration of Project:


Software/hardware used in engagement:

		



		Required Information:


MMYYYY to MMYYYY:


Vendor Name:


Client Name:


Client Contact Name:


Client Address, Phone Number, Email:


Role in Project:


Details and Duration of Project:


Software/hardware used in engagement:

		



		EDUCATION



		Institution Name:


City:


State:


Degree/Achievement:


Certifications:

		



		

		



		

		



		

		



		

		



		HARDWARE/SOFTWARE SUMMARY (Be Specific)



		Description

		# of Year’s Experience



		Environments:

		

		



		Hardware:

		

		



		Software:

		

		



		Tools:

		

		



		Databases:

		

		



		REFERENCES



		Minimum of three (3) required, including name, title, organization, phone number, fax number and email address
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Cost Proposal Instructions

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		    COST PROPOSAL INSTRUCTIONS

				Contents of the cost proposal must be as follows:

				1.		Tab I - Title Page

						The title page must include the following:

						A.		Cost Proposal for:								Child Support Enforcement System Replacement



						B.		RFP:								2107



						C.		Proposer Information:						Name:

														Address:



						D.		Proposal opening date:								MMDDYY



						E.		Proposal opening time:								2:00 PM



				2.		Tab II - Cost Proposal

						A.		Cost proposal must be in the format identified in Section 7, Project Costs.



						C.		Proposers must provide a CD of their cost proposal within the master cost proposal.



				3.		Tab III - Cost Proposal Certification of Compliance with Terms and Conditions of RFP

						B.		Proposers must include Attachment B-2, Cost Proposal Certification of Compliance with Terms and Conditions of RFP for Section 7, Project Costs within this section. 
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7.1.1 Detailed Del Cost Schs

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT

		7.1  COST SCHEDULES



				The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative and/or overhead expenses.  Detailed backup must be provided for all cost schedules completed.



		7.1.1 Detailed Deliverable Cost Schedule



				The schedules have been set-up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.





		Deliverable Number				Description of Deliverable		Activity Number		Cost



		5.2		Project Initiation and Management



				5.2.3.1		Project Management Plan		5.2.2.4.G

						Subtotal for 5.2 - Project Initiation and Management				$0.00



		5.3		Establishment, Maintenance, and Management of the Project Site



				5.3.1		Obtain certificates of occupancy		5.3.2.2.G

						Subtotal for 5.3 -  Establishment, Maintenance, and Management of the Project Site				$0.00



		5.4		Project Schedule



				5.4.3.1		Project Schedule		5.4.2.1 and 5.4.2.5

						Subtotal for 5.4 - Project Schedule				$0.00



		5.5		Project Status Reports and Meetings



				5.5.3.1		Monthly Reports		5.5.2.3

						Subtotal for 5.5 - Project Status Reports and Meetings 				$0.00



		5.6		Technical Approach Plan



				5.6.3.1		Technical Approach Plan		5.6.2.1

						Subtotal for 5.6 - Technical Approach Plan				$0.00



		5.7		Business Continuity and Disaster Recovery Plan



				5.7.3.1		Business Continuity and Disaster Recovery Plan		5.7.2

						Subtotal for 5.7 - Business Continuity and Disaster Recovery Plan				$0.00



		5.8		System Capacity Plan



				5.8.3.1		System Capacity Plan		5.8.2

						Subtotal for 5.8 - System Capacity Plan				$0.00



		5.9		Development Hardware and Software Purchase Plan



				5.9.3.1		Development Hardware and Software Purchase Plan		5.9.2

						Subtotal for 5.9 - Development Hardware and Software Purchase Plan				$0.00



		5.10		Production Hardware and Software Configuration Plan



				5.10.3.1		Production Hardware and Software Configuration Plan		5.10.2

						Subtotal for 5.10 - Production Hardware and Software Configuration Plan				$0.00



		5.11		Database Development Plan



				5.11.3.1		Database Development Plan		5.11.2

						Subtotal for 5.11 - Database Development Plan				$0.00



		5.12		Application Development Plan



				5.12.3.1		Application Development Plan		5.12.2

						Subtotal for 5.12 - Application Development Plan				$0.00



		5.13		Ease of Use Management Plan



				5.13.3.1		Ease of Use Management Plan		5.13.2

						Subtotal for 5.13 - Ease of Use Management Plan				$0.00



		5.14		Database Configuration Management Plan



				5.14.3.1		Database Configuration Management Plan		5.14.2

						Subtotal for 5.14 - Database Configuration Management Plan				$0.00



		5.15		Data Governance Plan



				5.15.3.1		Data Governance Plan		5.15.2

						Subtotal for 5.15 - Data Governance Plan				$0.00



		5.16		Release Management Plan



				5.16.3.1		Release Management Plan		5.16.2

						Subtotal for 5.16 - Release Management Plan				$0.00



		5.17		Data Conversion Management Plan



				5.17.3.1		Data Conversion Management Plan		5.17.2

						Subtotal for 5.17 - Data Conversion Management Plan				$0.00



		5.18		Testing Management Plan



				5.18.3.1		Testing Management Plan		5.18.2

						Subtotal for 5.18 - Testing Management Plan				$0.00



		5.19		Training Management Plan



				5.19.3.1		Training Management Plan		5.19.2

						Subtotal for 5.19 - Training Management Plan				$0.00



		5.20		Web-Based Training Development Plan



				5.20.3.1		Web-Based Training Development Plan		5.20.2

						Subtotal for 5.20 - Web-Based Training Development Plan				$0.00



		5.21		Security Management Plan



				5.21.3.1		Security Management Plan		5.21.2

						Subtotal for 5.21 - Security Management Plan				$0.00



		5.22		Operations Support Plan



				5.22.3.1		Operations Support Plan		5.22.2

						Subtotal for 5.22 - Operations Support Plan				$0.00



		5.23		Maintenance Transition Plan



				5.23.3.1		Maintenance Transition Plan		5.23.2

						Subtotal for 5.23 - Maintenance Transition Plan				$0.00



		5.24		Warranty Support Plan



				5.24.3.1		Warranty Support Plan		5.24.2

						Subtotal for 5.24 - Warranty Support Plan				$0.00



		5.25		Development and Operations Hardware and Software



				5.25.3.1		Development and Operations Hardware and Software		5.25.2

						Subtotal for 5.25 - Development and Operations Hardware and Software				$0.00



		5.26		System Requirements and Design



				5.26.3.1		Functional Requirements / Design		5.26.2.1 and 5.26.2.5

				5.26.3.2		Technical Requirements / Design		5.26.2.2 and 5.26.2.6

				5.26.3.3		Requirements Traceability Matrix		5.26.2.3 and 5.26.2.4

				5.26.3.4		Detailed Design		5.26.2.7

						Subtotal for 5.26 - System Requirements and Design				$0.00



		5.27		Development, Modification and Conversion of System Software Code



				5.27.3.1		Development, Modification and Conversion of System Software		5.27.2.1 - 5.27.2.3

				5.27.3.2		Module Inventory		5.27.2.4

				5.27.3.3		Development, Testing and Training Environments		5.27.2.5

				5.27.3.4		Unit Test Results		5.27.2.6

						Subtotal for 5.27 - Development, Modification and Conversion of System Software Code				$0.00



		5.28		Legacy Data Conversion



				5.28.3.1		Data Conversion		5.28.2.1 - 5.28.2.8

				5.28.3.2		Conversion and Testing Plan		5.28.2.9

				5.28.3.3		Conversion and Testing Report		5.28.2.10

						Subtotal for 5.28 - Legacy Data Conversion				$0.00



		5.29		Testing and Accepting New System



				5.29.3.1		Test Plans		5.29.2.1, 5.29.2.3, 5.29.2.6

				5.29.3.2		Acceptance Testing		5.29.2.2

				5.29.3.3		Acceptance Test Reports		5.29.2.4

				5.29.3.4		Training Materials		5.29.2.5

						Subtotal for 5.29 - Testing and Accepting New System				$0.00



		5.30		Training



				5.30.3.1		Training Materials		5.30.2.3

				5.30.3.2		Training Manual		5.30.2.4

				5.30.3.3		Training		5.30.2.1, 5.30.2.2, 5.30.2.5

				5.30.3.4		Web-Based Training Center		5.30.2.6

				5.30.3.5		System Training Reports		5.30.2.7

						Subtotal for 5.30 - Training				$0.00



		5.31		System Implementation



				5.31.3.1		System Implementation and Support		5.31.2.1 - 5.31.2.3

				5.31.3.2		Implementation and Initialization Plan		5.31.2.4

				5.31.3.3		Implementation and Initialization Report		5.31.2.5

				5.31.3.4		Implementation Report		5.31.2.6

				5.31.3.5		Fully Implemented System		5.31.2.7

						Subtotal for 5.31 - System Implementation				$0.00



		5.32		Warranty Period (Initial Maintenance and Operation)



				5.32.3.5		Maintenance Transition Report		5.32.2.5

				5.32.3.6		Warranty Completion Report		5.32.2.6

						Subtotal for 5.32 - Warranty Period (Initial Maintenance and Operation)				$0.00



		5.33		System Certification



				5.33.3.1		Federal Certification Support		5.33.2.1 - 5.33.2.5

				5.33.3.2		Federal Certification Compliance Narrative		5.33.2.6

				5.33.3.3		PRWORA Test Documentation		5.33.2.7

				5.33.3.4		Federal Certification Compliance Demonstration		5.33.2.8

				5.33.3.5		Federal Certification Compliance		5.33.2.9

						Subtotal for 5.33 - System Certification				$0.00



		5.34		Transition Maintenance and Operation of System to the State



				5.34.3.1		Knowledge Transfer Plan and Procedures		5.34.2.1

				5.34.3.2		Maintenance Training		5.34.2.2

				5.34.3.3		Operations Plan		5.34.2.3

				5.34.3.4		Operations Transition Plan		5.34.2.4

				5.34.3.5		Technical Support Procedures		5.34.2.5

				5.34.3.6		Customer Support Procedures		5.34.2.6

				5.34.3.7		Help Desk Management Plan		5.34.2.7

						Subtotal for 5.34 - Transition Maintenance and Operation of System to the State				$0.00



		5.35		Project Closeout



				5.35.3.1		Project Completion Report		5.35.2

						Subtotal for 5.35 - Project Closeout				$0.00



		Total Section 7.1.1 Detailed  Deliverable Cost Schedules								$0.00
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7.1.2 Dev-Data Conversion Envir

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.2		Development and Data Conversion Environments

				Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as follows:



		7.1.2.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.2.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.2.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.2.4		Costs for specific licenses must be provided.



		7.1.2.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Development and Data Conversion Environments		Cost

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.2				$0.00
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7.1.3 Inte-System Test-UAT Env

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.3		Integration, System Test and UAT Environments

				Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as follows:



		7.1.3.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.3.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.3.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.3.4		Costs for specific licenses must be provided.



		7.1.3.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Integration, System Test and UAT Environments		Cost

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.3				$0.00
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7.1.4 Training Environment

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.4		Training Environment

				Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows:



		7.1.4.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.4.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.4.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.4.4		Costs for specific licenses must be provided.



		7.1.4.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Training Environment		Cost

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.4				$0.00
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7.1.5 Production Environment

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.5		Production Environment

				Proposers must identify costs for any hardware and/or software proposed for the Production Environment, as follows:



		7.1.5.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.5.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.5.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.5.4		Costs for specific licenses must be provided.



		7.1.5.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Production Environment		Cost

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.5				$0.00
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7.1.6 Other Associated Costs

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.6		Other Associated Costs

				Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the specific cost scheudles for any hardware and/or software proposes, as follows:



		7.1.6.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.6.2		Proposers must provide detailed information for each item identified.

		Item #		Description of Other Associated Costs		Cost

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.5				$0.00
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7.1.7 Summary Schedule of Costs

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.7   Summary Schedule of Project Costs

		          Sub-totals from each of the previous cost schedules must be transferred to the following summary schedule of project costs.







		Deliverable or
Cost Schedule Number		Summary of Total Project Costs		Cost

		5.2		Project Initiation and Management		$0.00

		5.3		Establishment, Maintenance, and Management of the Project Site		$0.00

		5.4		Project Schedule		$0.00

		5.5		Project Status Reports and Meetings		$0.00

		5.6		Technical Approach Plan		$0.00

		5.7		Business Continuity and Disaster Recovery Plan		$0.00

		5.8		System Capacity Plan		$0.00

		5.9		Development Hardware and Software Purchase Plan		$0.00

		5.10		Production Hardware and Software Configuration Plan		$0.00

		5.11		Database Development Plan		$0.00

		5.12		Application Development Plan		$0.00

		5.13		Ease of Use Management Plan		$0.00

		5.14		Database Configuration Management Plan		$0.00

		5.15		Data Governance Plan		$0.00

		5.16		Release Management Plan		$0.00

		5.17		Data Conversion Management Plan		$0.00

		5.18		Testing Management Plan		$0.00

		5.19		Training Management Plan		$0.00

		5.20		Web-Based Training Development Plan		$0.00

		5.21		Security Management Plan		$0.00

		5.22		Operations Support Plan		$0.00

		5.23		Maintenance Transition Plan		$0.00

		5.24		Warranty Support Plan		$0.00

		5.25		Development and Operations Hardware and Software		$0.00

		5.26		System Requirements and Design		$0.00

		5.27		Development, Modification and Conversion of System Software Code		$0.00

		5.28		Legacy Data Conversion		$0.00

		5.29		Testing and Accepting New System		$0.00

		5.30		Training		$0.00

		5.31		System Implementation		$0.00

		5.32		Warranty Period (Initial Maintenance and Operation)		$0.00

		5.33		System Certification		$0.00

		5.34		Transition Maintenance and Operation of System to the State		$0.00

		5.35		Project Closeout		$0.00

				Sub-Total of Project Tasks		$0.00





		7.1.2		Development and Data Conversion Environments		$0.00

		7.1.3		Integration, System Test and UAT Environments		$0.00

		7.1.4		Training Environment		$0.00

		7.1.5		Production Environment		$0.00

				Sub-Total of Proposed Hardware and/or Software		$0.00



		7.1.6		Other Associated Costs		$0.00



				Sub-Total of Other Associated Costs		$0.00





				Total Project Costs		$0.00
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7.1.8 Rate Sch Change Orders

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.8		Hourly Rate Schedule for Change Orders



		7.1.8.1		Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully implemented system.



		7.1.8.2		Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation.



		7.1.8.3		Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single compilation rate.





				Classification Title		Hourly Rate
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7.1.9 Annual Prod Lic-Main Sch

		Request for Proposal 2107 -- CHILD SUPPORT ENFORCEMENT SYSTEM REPLACEMENT



		7.1.19		Annual Product Licensing and Maintenance Schedule



		7.1.9.1		Proposers must provide a three (3) year fee schedule with the following information:  

    -  Listing of each product;
    -  Original project proposed price;
    -  Annual licensing fee, if any;
    -  Annual maintenance fee, if any; and
    -  Percentages of the original amount for each fee.





				A.  Year 1



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12





				B.  Year 2



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12







				C.  Year 3



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12
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		REQUIREMENTS


Refer to Attachment O – Implementation Vendor Requirements

		MEETS REQUIREMENT?

		COMMENTS



		#

		Requirement

		Yes/No

		Description of how the vendor/proposed solution


will meet each requirement.



		     2

		Functional Requirements and Elaborations

		

		



		     2.1

		Case Initiation

		

		



		     2.1.1

		Automated Referral Processing

		

		



		     2.1.2

		Online Pending Referral Function

		

		



		     2.1.3

		Client Databases

		

		



		     2.1.4

		Automatic Case Setup

		

		



		     2.1.5

		Automatic Editing of Referral Data

		

		



		     2.1.6

		Automated Case Record

		

		



		     2.1.7

		Limited Services

		

		



		     2.1.8

		Case Tracking

		

		



		     2.1.9

		Participant Entity Management Capability

		

		



		     2.1.10

		Participant Demographic Data Management

		

		



		     2.1.11

		Participant Status Data Management

		

		



		     2.1.12

		Participant Occupation Data Management

		

		



		     2.1.13

		Participant Interface Number Management

		

		



		     2.1.14

		Participant Address Management

		

		



		     2.1.15

		Participant License Data Management

		

		



		     2.1.16

		Participant Asset Data Management

		

		



		     2.1.17

		Participant Employer Management

		

		



		     2.1.18

		Participant Employment Income Management

		

		



		     2.1.19

		Participant Self-Employment Income Management

		

		



		     2.1.20

		Participant Other Income Management

		

		



		     2.1.21

		Participant Expense Management

		

		



		     2.1.22

		Participant Medical Support Management

		

		



		     2.1.23

		Employer Management

		

		



		     2.1.24

		Non-Public Assistance (NPA) Applications

		

		



		     2.1.25

		Application Form Generation

		

		



		     2.1.26

		IV-A Referrals

		

		



		     2.1.27

		Title XIX Referrals

		

		



		     2.1.28

		IV-E Referrals

		

		



		     2.1.29

		Interstate, Tribal, and International Referrals

		

		



		     2.1.30

		Case Data

		

		



		     2.1.31

		Court Interface

		

		



		     2.1.32

		Intake Case Monitoring

		

		



		     2.1.33

		Case Types

		

		



		     2.1.34

		Assistance Status

		

		



		     2.1.35

		Order Status

		

		



		     2.1.36

		Functional Area Status

		

		



		     2.1.37

		Intergovernmental Status

		

		



		     2.1.38

		Child Welfare IV-E Status

		

		



		     2.1.39

		State Case Registry

		

		



		     2.1.40

		Non IV-D Court Orders

		

		



		     2.1.41

		Federal Case Registry Interface

		

		



		     2.2

		Locate

		

		



		     2.2.1

		Basic Locate Functionality

		

		



		     2.2.2

		Locate Case Monitoring

		

		



		     2.2.3

		Secure Exchange of Data

		

		



		     2.2.4

		Locate Interfaces

		

		



		     2.2.5

		Federal Parent Locator Service (FPLS)

		

		



		     2.2.6

		Locate Workflow

		

		



		     2.2.7

		Quick Locate

		

		



		     2.2.8

		National Directory of New Hires (NDNH)

		

		



		     2.2.9

		Federal Case Registry (FCR)

		

		



		     2.2.10

		Driver and Motor Vehicle Services Division (DMV)

		

		



		     2.2.11

		Department of Wildlife

		

		



		     2.2.12

		Department of Employment, Training and Rehabilitation (DETR)

		

		



		     2.2.13

		Vital Statistics

		

		



		     2.2.14

		Department of Corrections

		

		



		     2.2.15

		Credit Reporting Agencies

		

		



		     2.2.16

		Postal Service

		

		



		     2.2.17

		Nevada Department of Taxation

		

		



		     2.2.18

		State IV-A Agency

		

		



		     2.2.19

		Title XIX Agency

		

		



		     2.2.20

		State Child Welfare (IV-E) Agency

		

		



		     2.2.21

		General Assistance System

		

		



		     2.2.22

		State Directory of New Hires (SDNH)

		

		



		     2.2.23

		Public Utilities

		

		



		     2.2.24

		Financial Institutions

		

		



		     2.2.25

		State Licensing Entities

		

		



		     2.2.26

		Real and Personal Property Ownership Agencies

		

		



		     2.2.27

		Tribal IV-D Programs

		

		



		     2.2.28

		Food Stamps

		

		



		     2.2.29

		Additional Locate Information

		

		



		     2.3

		Establishment

		

		



		     2.3.1

		Paternity Establishment

		

		



		     2.3.2

		Support Establishment

		

		



		     2.3.3

		Medical Support Services

		

		



		     2.3.4

		Legal Process Monitoring

		

		



		     2.3.5

		Paternity Acknowledgement Access

		

		



		     2.3.6

		Multiple Putative Fathers

		

		



		     2.3.7

		Genetic Testing

		

		



		     2.3.8

		Hearing Calendar

		

		



		     2.3.9

		Service of Process

		

		



		     2.3.10

		Guideline Support Calculation

		

		



		     2.3.11

		Hearing Results

		

		



		     2.4

		Case Management

		

		



		     2.4.1

		Data Maintenance

		

		



		     2.4.2

		Third Party Data Maintenance

		

		



		     2.4.3

		Case Management Monitoring

		

		



		     2.4.4

		Case Update Processing

		

		



		     2.4.5

		IV-A Updates

		

		



		     2.4.6

		Title XIX Updates

		

		



		     2.4.7

		Child Welfare (IV-E) Updates

		

		



		     2.4.8

		Case Action History

		

		



		     2.4.9

		Workflow Management

		

		



		     2.4.10

		Alert Management

		

		



		     2.4.11

		Document Management

		

		



		     2.4.12

		Obligation Review and Adjustment

		

		



		     2.4.13

		Case Closure Management

		

		



		     2.4.14

		Intergovernmental Case Management

		

		



		     2.4.15

		Initiating Intergovernmental Case Management

		

		



		     2.4.16

		Responding Intergovernmental Case Management

		

		



		     2.4.17

		Intergovernmental Document Generation

		

		



		     2.4.18

		Federal Information Processing Standard (FIPS) Management

		

		



		     2.4.19

		Tribal Case Management

		

		



		     2.5

		Enforcement

		

		



		     2.5.1

		Account Enforcement Monitoring

		

		



		     2.5.2

		Enforcement Remedy Exemptions

		

		



		     2.5.3

		Income Withholding

		

		



		     2.5.4

		Federal Tax Refund Offset

		

		



		     2.5.5

		Liens

		

		



		     2.5.6

		Bonds

		

		



		     2.5.7

		Unemployment Intercept

		

		



		     2.5.8

		Credit Reporting

		

		



		     2.5.9

		IRS Full Collection Services

		

		



		     2.5.10

		National Medical Support Notice and Medical Enforcement

		

		



		     2.5.11

		License Suspension and Non-renewal

		

		



		     2.5.12

		Contempt and Bench Warrant Processing

		

		



		     2.5.13

		Passport Denial

		

		



		     2.5.14

		Financial Institution Data Match

		

		



		     2.5.15

		Administrative Offset

		

		



		     2.5.16

		Child Support Lien Network and Other Claim Matching

		

		



		     2.5.17

		Federal / State Criminal Non Support Referral Tracking

		

		



		     2.5.18

		Administrative Enforcement-Interstate

		

		



		     2.6

		Financial Management

		

		



		     2.6.1

		Order Entry and Obligation Maintenance

		

		



		     2.6.2

		Future Obligation Setup

		

		



		     2.6.3

		Retroactive Obligation Management

		

		



		     2.6.4

		Debt Types

		

		



		     2.6.5

		Account Charging

		

		



		     2.6.6

		Obligor Billing

		

		



		     2.6.7

		Payment Processing

		

		



		     2.6.8

		Held Collections Management

		

		



		     2.6.9

		Escheatment Management

		

		



		     2.6.10

		Financial Distribution

		

		



		     2.6.11

		Electronic Fund Transfer Management

		

		



		     2.6.12

		Bank Account Reconciliation

		

		



		     2.6.13

		Account Adjustments

		

		



		     2.6.14

		Recovery of Misapplied Payments and NSF Financial Instruments

		

		



		     2.6.15

		Account Audit Capability

		

		



		     2.6.16

		Account Statements and Financial Reports

		

		



		     2.6.17

		IV-A Updates and Notification

		

		



		     2.6.18

		Title XIX and Child Welfare Recovery Account Management

		

		



		     2.6.19

		Statewide Accounting and Fee Management

		

		



		     2.7

		Reporting

		

		



		     2.7.1

		OCSE-34A Reporting

		

		



		     2.7.2

		OCSE-157 Reporting

		

		



		     2.7.3

		OCSE-396A Reporting

		

		



		     2.7.4

		Data Reliability Monitoring and Reporting

		

		



		     2.7.5

		Self-Assessment Sample Selection

		

		



		     2.7.6

		Self-Assessment Analysis Reporting

		

		



		     2.7.7

		Accounting Management Reporting

		

		



		     2.7.8

		Case Management Reporting

		

		



		     2.7.9

		Business Intelligence Reporting

		

		



		     2.7.10

		Data Warehouse

		

		



		     2.7.11

		Management Analysis Reporting

		

		



		     2.7.12

		Ad Hoc Reporting

		

		



		     2.7.13

		Program Compliance Monitoring and Reporting

		

		



		     2.8

		Customer Service

		

		



		     2.8.1

		Interactive Voice Response Unit (IVR) Accessibility

		

		



		     2.8.2

		Website Accessibility

		

		



		     2.8.3

		Interstate Caseworker Web Services (QUICK)

		

		



		     2.8.4

		Employer Website

		

		



		     2.8.5

		Call Center Functionality

		

		



		     2.8.6

		Imaging and Document Generation

		

		



		     2.8.7

		Client Communication Facility

		

		



		     2.9

		Ease of Use

		

		



		     2.9.1

		Screen Standards

		

		



		     2.9.2

		Screen Navigation Standards

		

		



		     2.9.3

		Lists of Values for Data Type Designations

		

		



		     2.9.4

		Data Validation

		

		



		     2.9.5

		Data Exceptions

		

		



		     2.9.6

		Filter and Sort Functionality

		

		



		     2.9.7

		Recall Cases

		

		



		     2.9.8

		Online Help

		

		



		     2.9.9

		Calendar Support for Date Entry

		

		



		     2.9.10

		Case Data Review

		

		



		     2.9.11

		Contact Documentation

		

		



		     2.9.12

		Case and Participant Special Attention Alerts

		

		



		     2.9.13

		Appointment Scheduling

		

		



		     2.9.14

		Specialization Management

		

		



		     2.9.15

		Caseload Assignment

		

		



		     2.9.16

		Parameter File Management

		

		



		     3

		Technical Requirements and Elaborations

		

		



		     3.1

		Core Architecture

		

		



		     3.2

		Archive and Purge

		

		



		     3.3

		Tiered and Modular Architecture

		

		



		     3.4

		Languages

		

		



		     3.5

		Performance

		

		



		     3.6

		Communications

		

		



		     3.7

		System Backup and Recovery

		

		



		     3.8

		Database

		

		



		     3.8.1

		Master Data Management

		

		



		     3.8.2

		Database Management System

		

		



		     3.8.3

		Database Design

		

		



		     3.9

		Security

		

		



		     3.9.1

		Security Standards

		

		



		     3.9.2

		Security Architecture

		

		



		     3.9.3

		Passwords

		

		



		     3.9.4

		IRS Data

		

		



		     3.9.5

		Audit, Logging and Reporting

		

		



		     3.10

		Interfaces

		

		



		     3.10.1

		General

		

		



		     3.10.2

		Interface Architecture

		

		



		     3.11

		User Interface

		

		



		     3.11.1

		User Interface Architecture

		

		



		     3.11.2

		User Interface Standards and Practices

		

		



		     3.11.3

		     508 Compliance

		

		



		     3.12

		Document Generation and Document Management

		

		



		     3.12.1

		Document Generation

		

		



		     3.12.2

		Document Management

		

		



		     3.13

		Data Warehouse and Business Intelligence

		

		



		     3.13.1

		General

		

		



		     3.13.2

		Data Warehouse Architecture

		

		



		     3.13.3

		Business Intelligence

		

		



		     3.14

		Code Quality and Maintainability

		

		



		     3.15

		Development Tools

		

		



		     3.16

		Automated Referral Processing

		

		



		     3.17

		Calendar Management

		

		



		     3.18

		Alerts Management

		

		



		     3.19

		Customer Service

		

		



		     4

		Project Requirements

		

		



		     4.1

		Project Methodology

		

		



		     4.1.1

		Waterfall SDLC

		

		



		     4.1.2

		Waterfall SDLC Experience

		

		



		     4.1.3

		Desired Elaborations on Waterfall SDLC

		

		



		     4.2

		Conversion of Legacy Data

		

		



		     4.2.1

		Sources of Legacy Data

		

		



		     4.2.2

		Legacy Data Background

		

		



		     4.2.3

		Legacy Data and SDLC

		

		



		     4.3

		Current Computing Environment / Reuse
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[bookmark: _Toc440549968]Overview

[bookmark: _Toc351452064][bookmark: _Toc419374010]This document specifies the requirements for the design, development, and implementation of the Nevada Department of Health and Human Services (DHHS), Division of Welfare and Supportive Services (DWSS), Child Support Enforcement Program’s (CSEP) modernized child support enforcement system referred to as Nevada Child Support Enforcement Automated System (NCSEAS).  These requirements are broken down into three categories; functional requirements, technical requirements, and project requirements.  Within the functional and technical requirements are elaborations to requirements based on information gathered during the Business Process Reengineering (BPR) phase and the Data Driven Management (DDM) phase of the project.

Section 2, Functional Requirements and Elaborations, is organized in the following functional areas:

· Case Initiation

· Locate

· Establishment

· Case Management

· Enforcement

· Financial Management

· Reporting

· Customer Service

· Ease of Use

Section 3, Technical Requirements and Elaborations, is organized in the following technical areas:

· Core Architecture

· Archive and Purge

· Tiered and Modular Architecture

· Languages

· Performance

· Communications

· System Backup and Recovery

· Database

· Security

· Interfaces

· User Interface

· Document Generation & Document Management

· Data Warehouse & Business Intelligence

· Code Quality / Maintainability

· Development Tools

· Automated Referral Processing

· Calendar Management

· Alerts Management

· Customer Service

Section 4, Project Requirements, is organized in the following project areas:

· Project Methodology

· Conversion of Legacy Data

· System Performance

· Current Computing Environment / Reuse

Section 5, Appendix A – Documents Used for Elaboration contains the documents that are referenced in the functional and technical elaborations.  Whenever a requirement is elaborated, there is a reference to the document to which the elaboration is associated.  These references include the report, section of the report, specific business process flows and at times specific steps that further inform and support the requirement.  




[bookmark: _Toc440549969][bookmark: _Toc427857598]Functional Requirements and Elaborations

[bookmark: _Toc427857603]This section presents the functional requirements for the future system.  The organization of these requirements generally follows the organization established in Chapter III of the Guide for States.  The functional requirements in this document reflect federal requirements stated in the Guide for States and address Nevada-specific needs identified by Child Support Enforcement Program (CSEP) staff.  

All requirements have a number associated with them; those numbers are in parentheses before the requirement.  While not all requirements were informed and elaborated by the Business Process Reengineering (BPR) results; those that were have the elaborations included after the requirement within the section.  The elaboration also includes the associated requirement number.  Whenever a requirement is elaborated, there is a reference to the document to which the elaboration is associated.  These references include the report, section of the report, specific business process flows and at times specific steps that further inform and support the requirement.  These documents can all be found in the Appendix at the back of this document.  The To-Be results documents are all included in the BPR To-Be report in Section 8 (Appendix B) of that report.

[bookmark: _Toc389832862][bookmark: _Toc440549970]Case Initiation

[bookmark: _Toc389832863][bookmark: _Toc440549971]Automated Referral Processing

(#1) The system must provide automated processing of referrals to and from IV-A, Title XIX, child welfare (IV-E), the court system, and intergovernmental sources. This process must be capable of:  

· (#2) Screening participants and cases to link with existing participants and cases 

· (#3) Adding participants and cases to the database 

· (#4) Transferring referral data from and to the IV-A, Title XIX, or IV-E systems 

· (#5) Storing referrals that cannot be automatically added as cases 

· (#6) Alerting assigned staff regarding missing information 

· (#7) Alerting staff regarding specific conditions associated with the incoming referrals 

· (#8) Generating introductory (e.g., "hello" letter) and appointment letters, as well as petitions  

· (#9) Collecting born of a marriage and paternity status information for each of the children 

Requirement Elaborations:  For requirement #1, this requirement is supported and informed by the TANF-Foster Care Referrals and Intergovernmental Transmittals To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals) and Section 4.1.3 (Intergovernmental Transmittals).  See also the Case Initiation To-Be Results Document for the TANF-Foster Care Referrals and Intergovernmental Transmittals processes.

For requirement #1, the TANF-Foster Care Referrals and Intergovernmental Transmittals To-Be business processes have been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

For requirement #8, when generating the introductory letter, the system must also generate a unique Personal Identification Number (PIN) for the NCP to use when accessing the Interactive Voice Response (IVR) system.  For more detail see the BPR To-Be Report, Section 4.1.4 (Case Assessment).  See also the Case Initiation To-Be Results Document for the Case Assessment process (Step 18 - Generates courtesy contact to NCP).

For requirement #9, this requirement is informed and supported by the Case Assessment To-Be business process; specifically Step 2 (Makes preliminary BOW/Pat determination).  For more detail see the BPR To-Be Report, Section 4.1.4 (Case Assessment).  See also the Case Initiation To-Be Results Document for the Case Assessment process.  

For requirement #9, this information is used for caseload performance for percentage of children with paternity established.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832864][bookmark: _Toc440549972]Online Pending Referral Function

(#10) The system must provide a pending referral or other function to support staff review for the referrals that cannot be automatically added to the system.

[bookmark: _Toc389832865][bookmark: _Toc440549973]Client Databases

(#11) The system must use the client databases to screen case participants and for assigning a person number prior to registering a new participant.

[bookmark: _Toc389832866][bookmark: _Toc440549974]Automatic Case Setup

(#12) For all referrals, the system must provide automatic case setup when case participants can be added or updated without staff intervention.

[bookmark: _Toc389832867][bookmark: _Toc440549975]Automatic Editing of Referral Data

(#13) For all referrals, the system must validate the data and provide action-required and informational alert messages along with online access to the referral data.

Requirement Elaborations:   For requirement #13, this requirement is supported and informed by the TANF-Foster Care Referrals (Steps 2 (Refers case to Child Support Program) and 3 (Pre-screens referral information)) and Intergovernmental Transmittals (Step 4 (Pends CSENet referral until transmittal packet is received) and Step 5 (Pre-screens transmittal information)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals) and Section 4.1.3 (Intergovernmental Transmittals).  See also the Case Initiation To-Be Results Document for the TANF-Foster Care Referrals and Intergovernmental Transmittals processes.

For requirement #13, the TANF-Foster Care Referrals and Intergovernmental Transmittals To-Be business processes have been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage.  Two of the key metrics are "receive referral" and "referral accepted" and are associated with this requirement.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

[bookmark: _Toc389832868][bookmark: _Toc440549976]Automated Case Record

(#14) The system must check for duplicated cases.  

(#15) The system must establish an automated case record for each application / referral.  

(#16) The automated case record must provide a comprehensive and chronological case history of all actions taken, including status changes, whether manual or automated.  

(#17) The system must maintain case history online.  

(#18) The automated case record must include data to allow the system to monitor program time standards effectively.

Requirement Elaborations:  For requirement #16, this information is used to measure caseload characteristics for data driven management. For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

For requirement #18, this requirement is informed by the Case Assessment To-Be business process; specifically Step 19 (Next appropriate action taken; appropriate worker alerted).  For more detail see the BPR To-Be Report, Section 4.1.4 (Case Assessment).  See also the Case Initiation To-Be Results Document for the Case Assessment process.

For requirement #18, information on timeframes is included within the Assessment of Information Needs tables.  This information is for the caseload, process, and staff management perspectives.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832869][bookmark: _Toc440549977]Limited Services

(#19) The system must accommodate and identify cases for recovery of state debt only.

Requirement Elaborations:  This requirement is supported and informed by the Offer in Compromise of State Debt and Case Closure To-Be business processes; specifically Step 4 (Is case appropriate for recovery of state debt); Step 5 (Generates notices); Step 6 (Adjusts arrears); and Step 7 (Go to appropriate enforcement process) of the Case Closure process.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure) and Section 4.5.32 (Offer in Compromise of State Debt.  See also the Enforcement To-Be Results Document for the Offer in Compromise of State Debt process and the Case Management To-Be Results Document for the Case Closure process.

The Offer in Compromise of State Debt and Case Closure To-Be business processes have been associated to the Denominator for Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  The Case Closure To-Be business process has also been associated to the Denominator for IV-D Paternity Establishment Percentage, Support Order Establishment Percentage, and Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc389832870][bookmark: _Toc440549978]Case Tracking

(#20) The system must be able to track families while allowing for the ever-changing circumstances of a child support case (e.g., a child that moves from mom to caretaker to father to state care and back again).

Requirement Elaborations:  This requirement is supported and informed by the Order Follows Child To-Be business process.  Specifically, Step 1 (Identifies new CST with existing child) of this business process includes additional details on the data structures required to more effectively and efficiently fulfill this requirement and Step 9 (Sends notice to parties) indicates that the NCP should be notified of changes.  For more detail see the BPR To-Be Report, Section 4.4.13 (Order Follows Child).  See also the Case Management Results Document for the Order Follows Child process.

[bookmark: _Toc389832871][bookmark: _Toc440549979]Participant Entity Management Capability

(#21) The system must provide automated screening of new participant data to minimize duplicate participant entities. 

(#22) The search criteria must allow for the following data to be used in combination or separately to obtain a list of potential matches:

· name

· date of birth

· gender

· Social Security number (SSN)

· English and / or Spanish surname Soundex

· phone number

· address or portions of an address

· child or children names

(#23) The system must allow the user to select the appropriate match or matches or create a new member.  

(#24) A search for potential matches must be performed before a new participant may be entered to the system.  

(#25) The system must invoke the same screening process described in this section whenever users or interfaces change critical demographic data.  

(#26) The system must support merging participant data when the system identifies duplicates.  

(#27) The system must support separating participant data when reversing inappropriate merges.  

(#28) The system must support linking a single participant to multiple cases with the possibility that the participant may be a custodial parent, noncustodial parent, child, non-parent custodian, or foster care agency in any of the cases.  

(#29) The system must allow for any gender as the custodial party or noncustodial parent.  

(#30) The system must be able to link two noncustodial parents to a child in the custody of the foster care agency or third party caretaker.

[bookmark: _Toc389832872][bookmark: _Toc440549980]Participant Demographic Data Management

(#31) The system must accommodate detailed participant demographic data including, but not limited to: 

· name

· ethnicity 

· gender

· birth date 

· death date 

· SSN

· driver’s license or identification card state and number

· height 

· weight 

· eye color 

· hair color 

· language 

· mother’s name 

· father’s name 

· relatives’ names and relationships 

· current spouse's name

· place of birth (city, state and country)

· date of marriage

· date of divorce

· marital birth status indicator

· paternity established date

· aliases

· maiden name 

· mother’s maiden name 

· other SSN's used by this participant 

· Individual Taxpayer Identification Number (ITIN) 

· scar description

· tattoo description

· health condition

· Immigration and Naturalization Service (INS) number

· education level

(#32) The system must accommodate hyphenated surnames and names with other special characters.  

(#33) The system must accommodate home and work phone number, pager number, cell phone number, and e-mail addresses.  

(#34) The system must accommodate a photographic image.  

(#35) The system must maintain the same demographic data for all case participants, regardless of their gender or role on a case.

[bookmark: _Toc389832873][bookmark: _Toc440549981]Participant Status Data Management

(#36) The system must accommodate collecting detailed participant status data including, but not limited to: 

· SSN verification status

· employment status

· incarceration status

· unemployment benefit status

· location status

· workers compensation claim status

· rehabilitation status

· public assistance status

· military status 

· military benefits status

· Social Security disability claim status

· medical support status

· family violence status

[bookmark: _Toc389832874][bookmark: _Toc440549982]Participant Occupation Data Management

(#37) The system must accommodate collecting detailed occupation information including, but not limited to: 

· trade skills

· union membership

· union address

· self-employment business type

· address

· professional and / or occupational license number

· Employer Identification Number (EIN)

· Federal Employer Identification Number (FEIN)

[bookmark: _Toc389832875][bookmark: _Toc440549983]Participant Interface Number Management

(#38) The system must accommodate tracking the participant and / or case numbers assigned to a participant by other systems including the IV-A, Title XIX, Child Welfare (IV-E), Court, Corrections, and other states.

[bookmark: _Toc389832876][bookmark: _Toc440549984]Participant Address Management

(#39) The system must associate addresses with participants.  

(#40) The system must accommodate parsing address information to establish geographic location data. The parsing of address information is to separate the address into its component parts (e.g., street number, street name, apartment number) to assist in matching addresses to those previously identified.  

(#41) International addresses must be supported.  

(#42) Address fields must be of sufficient size to avoid address truncation.  

(#43) The system must be capable of interfacing with the United States Postal Service to verify addresses.  

(#44) The system must update the verification date and source upon receipt of a positive verification.  

(#45) The system must identify the type of address (e.g., residence, work, mailing, legal, alternative payment, safety address, etc.) and the status of each address (e.g., confirmed good, confirmed bad, pending verification).  

(#46) The system must allow for multiple active addresses of different types concurrently.  

(#47) The system must assess and maintain the status of case participant addresses for all cases associated with the participant.  

(#48) The system must include a field to capture the county in which the address is located.  

(#49) The system must maintain an address history of all reported addresses provided by the various locate interfaces along with the source and date that each address was last reported.  

(#50) The system address interfaces must use the address history to avoid reporting the same information to staff repeatedly or initiating an action to an invalid address.

[bookmark: _Toc389832877]Requirement Elaborations:  For requirement #44, this requirement is supported and informed by the Generic Locate Process - Automated (specifically Step 5 (Was new information received) and Step 7 (Is information on party address OR an employer known to the database)), and the Generic Locate Process - Manual, (specifically Step 9 (Generates verification letter) and Step 10 (Monitors for response)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.2 (Generic Locate Process – Manual).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated and Generic Locate Process – Manual business processes.

For requirement #44, information on locations is included within the Assessment of Information Needs tables.  This information is for the caseload, process, and staff management perspectives.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc440549985]Participant License Data Management

(#51) The system must accommodate maintenance of professional, occupational, driver's, and recreational license data associated with a participant, including:

· license type

· issuing state

· current status

· expiration and renewal data

· critical information regarding the license holder such as 

· date of birth

· SSN

· Address

· phone number

· gender

· ethnicity

· height

· weight

(#52) Participant license data management will include identification cards issued by any state’s motor vehicle licensing agency to people ineligible for driver’s licenses.

[bookmark: _Toc389832878][bookmark: _Toc440549986]Participant Asset Data Management

(#53) The system must accommodate maintenance of real and personal property data associated with a participant including at a minimum 

· real estate

· estates

· automobiles and recreational vehicles

· bank accounts

· stocks

· bonds

· civil suits settlements

· retirement account data

[bookmark: _Toc389832879]Requirement Elaborations:  This requirement is supported and informed by many To-Be enforcement business process for liens on real and personal property and seizure of financial institution funds.  For more detail see the BPR To-Be Report, Section 4.5 (Enforcement).  See also the Enforcement To-Be Results Document for the Financial Institution Data Match, Liens (Satisfaction / Release of Judgment), and Liens (Personal Property) processes.

The Financial Institution Data Match and Liens (Satisfaction / Release of Judgment) To-Be business processes have been associated to the Numerator for Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  The Financial Institution Data Match To-Be business process has also been associated to the Numerator for Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440549987]Participant Employer Management

(#54) The system must associate employers with participants and accommodate linking employment status information to all cases associated with the participant.  

(#55) The system must store the type of employer (e.g., primary, secondary) and the status of each employer (e.g., confirmed good, confirmed bad, pending verification) and the status date.  

(#56) The system must capture the availability of health insurance and the number of hours the participant is scheduled to work.  

(#57) The system must allow for the association of multiple employers with a participant and maintain a history of the employers that have been identified.  

(#58) The system must be capable of identifying the employment status as full-time, part-time, seasonal, or temporary.  

(#59) Each association must identify the source of the employer information.  

(#60) The system must provide employment start and end dates.

Requirement Elaborations:  For requirement #54, this information is used to measure caseload characteristics such as the number of NCPs with employers, unemployed, and with multiple employers.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Need - Caseload Management Perspective).

[bookmark: _Toc389832880][bookmark: _Toc440549988]Participant Employment Income Management

(#61) The system must associate employment income with a specific participant, employer, and time period.  

(#62) The system must provide linkage to all cases associated with the participant.  

(#63) The system must record the source of the employment income information.  

(#64) The system must maintain wage data as provided by the state employment department and by the Federal Case Registry (FCR).  

(#65) The system must support staff update of employment status information.

Requirement Elaborations:  For requirement #63, this requirement is supported and informed by the income withholding processes in the To-Be enforcement processes.  Specifically the steps that involve receipt of money listed below elaborates that the system recognizes the source of the payment.  For more detail see the BPR To-Be Report, Section 4.5.4 (Income Withholding), Section 4.5.7 (EIWO), Section 4.5.9 (Unemployment Withholding), Section 4.5.10 (Social Security Intercept), and Section 4.5.11 (Workers' Compensation).  See also the Enforcement To-Be Results Document for the Income Withholding (Step 10 (Is payment received)), Unemployment Withholding (Step 1.4 (Is payment received)), Social Security Intercept (Step 7 (Is money being received)), Workers' Compensation (Step 10 (Is payment received)), and EIWO (Step 7 (Receives acknowledgments from employers)) processes.

For requirement #63, income withholding is also identified as a key process (including those income withholding processes listed above) associated with the Numerator for current support and arrearage collection percentages.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc389832881][bookmark: _Toc440549989]Participant Self-Employment Income Management

(#66) The system must associate self-employment income with a specific participant, type of business, and time period.  

(#67) The system must provide linkage to all cases associated with the participant.  

(#68) The system must record the source of the self-employment income information.

[bookmark: _Toc389832882][bookmark: _Toc440549990]Participant Other Income Management

(#69) The system must associate other income (e.g., dividends, veteran’s pension, Social Security, retirement, unemployment compensation, worker’s compensation, and medical benefits) with a specific participant, type of income, and time period.  

(#70) The system must provide linkage to all cases associated with the participant.  

(#71) The system must record the source of the participant other income information.

[bookmark: _Toc389832883][bookmark: _Toc440549991]Participant Expense Management

(#72) The system must associate allowed expenses (e.g., child care costs, union dues, mandatory retirement account contributions, alimony, special needs expenses, health care costs, and medical support costs) with a specific participant, type of expense, and time period.  

(#73) The system must provide linkage to all cases associated with the participant.  

(#74) The system must record the source of the expense information.

[bookmark: _Toc389832884][bookmark: _Toc440549992]Participant Medical Support Management

(#75) The system must accommodate orders that require medical support coverage, regardless of whom is ordered to provide the support.  

(#76) The system must associate medical support coverage with a specific participant (i.e., the participant providing coverage and the participant covered) for all order types including contingent medical orders.  

(#77) The system must collect the:

· health insurance carrier

· coverage type

· group number

· policy number

· effective dates

· employer, if the insurance is provided through employment deduction

· policyholder

(#78) The system must allow for multiple policies to be in effect concurrently.  

(#79) The system must maintain the history of prior policies.  

(#80) The system must provide linkage to all cases associated with the participant.  

(#81) The system must record the source of the medical support information.  

(#82) The system must record the policy information and costs.

Requirement Elaborations:  For requirement #75, this requirement is informed and supported by the medical support business processes.  For more detail see the BPR To-Be Report, Section 4.5.1 (Medical Support (NCP / Employer)) and Section 4.5.2 (Medical Support (CST)).  See also the Enforcement To-Be Results Document for the Medical Support (NCP / Employer) and Medical Support (CST) processes.

[bookmark: _Toc389832885][bookmark: _Toc440549993]Employer Management

(#83) The system must interface with the state employment department to establish and maintain an employer table.  

(#84) The system must support merging employer data when a user or the system identifies duplicates.  

(#85) The system must interface with the FCR to maintain the employer table and record of employment for noncustodial parents and custodial parties.  

(#86) The system must maintain the FEIN and State Employer Identification Number (SEIN) and use the employer’s primary name and doing-business-as names for use in employer search.  

(#87) The system must support searching the employer file, associating a selected employer with a noncustodial parent, and scheduling income withholding documents for any noncustodial parent cases with an income withholding provision at the direction of staff.  

(#88) The system must support searching the employer file, associating a selected employer with a custodial party, noncustodial parent, or both and scheduling National Medical Support Notice (NMSN) documents for any cases with a medical support provision at the direction of staff.  

(#89) The system must support multiple addresses per employer and accommodate identifying these addresses with labels such as work sites, administrative offices, and health plan administrators.  

(#90) The system must comply with U.S. Postal Service address specifications.  

(#91) The system must accommodate managing employer contact information including the name, phone number, and e-mail address for various contacts, such as a notification contact, a payroll contact, and a health plan administrator contact.  

(#92) The system must accommodate managing employer status to accommodate mergers, acquisitions, and closures.  

(#93) The system must accommodate listing those noncustodial parents associated with a current income withholding order for a specified employer.

Requirement Elaborations:  For requirement #87, this requirement is supported and informed by the income withholding processes in the To-Be enforcement processes.  For more detail see the BPR To-Be Report, Section 4.5.4 (Income Withholding), Section 4.5.9 (Unemployment Withholding), Section 4.5.10 (Social Security Intercept), and Section 4.5.11 (Workers' Compensation).  See also the Enforcement To-Be Results Document for the Income Withholding, Unemployment Withholding, Social Security Intercept, and Workers' Compensation processes.

For requirement #87, income withholding is also identified as a key process (including those income withholding processes listed above) associated with the Numerator for current support and arrearage collection percentages.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #88, this requirement is informed and supported by the medical support business processes.  For more detail see the BPR To-Be Report, Section 4.5.1 (Medical Support (NCP / Employer)) and Section 4.5.2 (Medical Support (CST)).  See also the Enforcement To-Be Results Document for the Medical Support (NCP / Employer) and Medical Support (CST) processes.

[bookmark: _Toc389832886][bookmark: _Toc440549994]Non-Public Assistance (NPA) Applications

(#94) The system must capture Non-Public Assistance (NPA) application data.  

(#95) The system must identify whether the custodial or noncustodial parent requested the services.

(#96) The system must track and document to the case chronology the request for an application, the provision of the application, and the date of application receipt.  

(#97) The system must accommodate documenting the application fee, the amount paid toward the fee and the date it was received.  

(#98) The system must accommodate accepting applications through a CSEP customer self-service web site.  

(#99) The system must collect and edit all NPA application information and electronically transmit the information to the modernized system as a pending referral.

Requirement Elaborations:  For requirement #94, this requirement is informed and supported by the Non-Public Assistance (NPA) Applications To-Be business process.  For more detail see the BPR To-Be Report, Section 4.1.2 (Non-Public Assistance (NPA) Applications).  See also the Case Initiation To-Be Results Document for the (Non-Public Assistance (NPA) Applications process.

For requirement #94, the Non-Public Assistance (NPA) Applications To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

[bookmark: _Toc389832887][bookmark: _Toc440549995]Application Form Generation

(#100) The system must provide NPA application form generation with data as entered into the system.  

(#101) The system must capture a digital signature.  

(#102) The system must be able to print the completed application with signature and store the document to the imaging system.

[bookmark: _Toc389832888][bookmark: _Toc440549996]IV-A Referrals

(#103) The system must have the capability to process referrals received from the IV-A agency.  

(#104) The system must accept immediate IV-D case establishment from IV-A when the system determines it to be a valid and complete referral.  

(#105) The system must establish whether the referral requires a new case, case participant addition, or a change in case type or status for an existing case.  

(#106) The system must update child data based on the household composition and parentage information provided by IV-A.  

(#107) The system must establish the identifiers used to link the IV-A and child support cases for later updates.  

(#108) The system must automatically record the date the referral was received.  

(#109) The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-2 of the Guide for States.  

(#110) The system must assign child and medical support arrearages per federal distribution regulations.  

(#111) The system must track and report non-cooperation and good cause.  

(#112) The interface between IV-A and IV-D must also contain system functionality to prevent IV-A from changing a paternity code for a child once paternity has been established.  

(#113) The system must import the necessary data to manage Unreimbursed Assistance (URA) balances and a history of reimbursable Temporary Assistance to Needy Families (TANF) benefits at the participant and case level.  

(#114) The system must screen and reject inappropriate referrals from IV-A.

Requirement Elaborations:  For requirement #103, this requirement is supported and informed by the TANF-Foster Care Referrals To-Be business process.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals).  See also the Case Initiation To-Be Results Document for the TANF-Foster Care Referrals process.

For requirement #103, the TANF-Foster Care Referrals To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

For requirement #105, this information is used to measure caseload activity (i.e., number of status changes over time) and caseload characteristics (number of current, former, and never assistance cases).  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

For requirement #113, this requirement is supported and informed by the Excess Unreimbursed Assistance (URA) Payments (specifically Step 1 (System recognizes state retained collections over the assigned arrears)) and Change of Assignment (specifically Step 3 (Adds assistance amount to URA balance, if payee is receiving)) To-Be business processes includes additional information for this requirement.  For more detail see the BPR To-Be Report, Section 4.6.25 (Change of Assignment) and Section 4.6.26 (Excess Unreimbursed Assistance (URA) Payments).  See also the Financials To-Be Results Document for the Excess Unreimbursed Assistance (URA) Payments and Change of Assignment processes.

[bookmark: _Toc389832889][bookmark: _Toc440549997]Title XIX Referrals

(#115) The system must have the capability to accept an immediate referral from the Title XIX Agency.  

(#116) The system must establish whether the referral requires a new case, case participant addition, or a change in case type or status for an existing case.  

(#117) The system must update child data based on the household composition provided by Title XIX.  

(#118) The system must establish the identifiers used to link the Title XIX and child support cases for later updates.

(#119) The system must automatically record the date the referral was received.  

(#120) The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-4 of the Guide for States.  

(#121) The system must assign medical support arrearages per federal distribution regulations.  

(#122) The system must screen and reject inappropriate referrals from Title XIX.

Requirement Elaborations:  For requirement #115, this requirement is generally informed by the TANF-Foster Care Referrals To-Be business process.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals).  See also the Case Initiation To-Be Results Document for the TANF-Foster Care Referrals process.

For requirement #116, this information is used to measure caseload activity (i.e., number of status changes over time) and caseload characteristics (i.e., number of current, former, and never assistance cases).  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc389832890][bookmark: _Toc440549998]IV-E Referrals

(#123) The system must have the capability to accept an immediate referral from the IV-E system.  

(#124) The system must establish whether the referral requires a new case or cases, case participant addition, or a change in case type or status for an existing case. The system must accommodate more than one noncustodial parent.  

(#125) The system must update child data.  

(#126) The system must establish the identifiers used to link the IV-E and child support cases for later updates.  

(#127) The system must automatically record the date the referral was received.  

(#128) The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-3 of the Guide for States.  

(#129) The system must assign child and medical support arrearages per federal distribution regulations.  

(#130) The system must screen and reject inappropriate referrals from IV-E.

Requirement Elaborations:  For requirement #123, this requirement is supported and informed by the TANF-Foster Care Referrals To-Be business process.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals).  See also the Case Initiation To-Be Results Document for the TANF-Foster Care Referrals process.

For requirement #123, the TANF-Foster Care Referrals To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

For requirement #124, this information is used to measure caseload activity (i.e., number of status changes over time) and caseload characteristics (i.e., number of current, former, and never assistance cases).  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc389832891][bookmark: _Toc440549999]Interstate, Tribal, and International Referrals

(#131) The system must have the capability to accept a referral from another state’s, tribe’s, or country’s child support agency.  

(#132) The system must be capable of accepting an electronic referral from the federal Child Support Enforcement Network (CSENet) system or by Uniform Interstate Family Support Act (UIFSA) transmittal.  

(#133) The system must support the staff’s ability to establish whether the referral requires case addition or a change in case type for an existing case.  

(#134) The system must update case data based on the household composition provided by CSENet.  

(#135) The system must establish the identifiers used to link the other jurisdiction and the Nevada child support cases for later updates.  

(#136) These identifiers must include the other jurisdiction's case number, the other jurisdiction's docket number, a contact Federal Information Processing Standard (FIPS), and a name and phone number.  

(#137) The system must provide a payment FIPS and Electronic Fund Transfer (EFT) control information for payment transfer.  

(#138) The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Sections A and D of the Guide for States and CSENet transaction data set.  

(#139) The system must assign child and medical support arrearages per federal distribution regulations.  

(#140) The system must identify the state that has the controlling order.  

(#141) The system must have the capability to process a CSENet reconciliation file and to generate correcting transactions when two state systems have discrepant case data and status.

Requirement Elaborations:  For requirements #131 and 132, these requirements are supported and informed by the Intergovernmental Transmittals To-Be business process.  For more detail see the BPR To-Be Report, Section 4.1.3 (Intergovernmental Transmittals).  See also the Case Initiation To-Be Results Document for the Intergovernmental Transmittals process.

For requirements #131 and 132, the Intergovernmental Transmittals To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

For requirement #140, this requirement is supported and informed by the Inter-State (Foreign Orders) Determination of Controlling Order To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.8 (Inter-State (Foreign Orders) Determination of Controlling Order).  See also the Case Management To-Be Results Document for the Inter-State (Foreign Orders) Determination of Controlling Order process.

[bookmark: _Toc389832892][bookmark: _Toc440550000]Case Data

(#142) The system must support transferring all referral data into the automated case record.  

(#143) The case structure must identify the case participants as custodial party, noncustodial parent, or child.  The term custodial party encompasses parents, non-parent custodians, and caretaker agencies such as Foster Care.  

(#144) The system must control and assign the case number.

[bookmark: _Toc389832893][bookmark: _Toc440550001]Court Interface

(#145) The system must support interfacing with judicial district court case management database to manage synchronization of participant and order information and provide the initial entry of such information without dual data entry.  Additionally, the system must be able to support e-filing requirements of each judicial district.  

(#146) The interface must be able to identify and record orders of modification or subsequent orders relating to child support for the same participants.  

(#147) The system must support docket number, department, and judicial officer assignment.  

(#148) The system must support updating court calendars when hearings are scheduled and rescheduled and location information changes.  

(#149) The system must support recording hearing results.  

(#150) The system must support recording the terms of court orders.  

(#151) The child support system must be able to request and receive electronic copies of orders and documents from the state court systems.  

(#152) The system must be capable of capturing the data for non IV-D and direct pay court orders.

Requirement Elaborations:  For requirement #146, this requirement is supported and informed by the Obligation Review and Adjustment / Modification To-Be business process.  Step 1.1 (Generates 3-year review letter) discusses what is needed to identify a modified order from an enforced order.  For more detail see the BPR To-Be Report, Section 4.4.9 (Obligation Review and Adjustment / Modification).  See also the Case Management Results Document for the Obligation Review and Adjustment / Modification process.

For requirement #146, the Obligation Review and Adjustment / Modification To-Be business process has been associated to the Denominator for Current Support Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage).

For requirement #149, this requirement is informed by many To-Be business processes (e.g., Case Monitoring, Obligation Review and Adjustment / Modification, Judicial Paternity and Support, Mediation / Consent / Stipulation of Support, and Default Paternity and Support.  For more detail see the BPR To-Be Report, Section 4.3.6 (Mediation / Consent / Stipulation of Support), Section 4.3.7 (Judicial Paternity and Support), Section 4.3.8 (Default Paternity and Support), Section 4.4.1 (Case Monitoring), and Section 4.4.9 (Obligation Review and Adjustment / Modification).  See also the Case Management To-Be Results Document for the Case Monitoring and Obligation Review and Adjustment / Modification processes.  See also the Establishment To-Be Results Document for the Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support processes.

For requirement #149, the information gathered from hearings has been identified as additional information needed to monitor the hearing processes.  The type of information is the number of hearings held, the outcome of the hearing, the type of hearing, which parties appeared for the hearing and if any party did not appear, the reason for non-appearance if known.  The information needs table also requests information on the number of contempt actions, etc.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs) and Section 8 (Appendix B:  Performance Management:  Key Processes and Process Metrics).

[bookmark: _Toc389832894][bookmark: _Toc440550002]Intake Case Monitoring

(#153) The system must monitor pending referrals and new cases to generate needed forms, letters, and appointments.  

(#154) The system must ensure compliance with and documentation of the timeframes for case setup.  

(#155) The system must automatically refer the case to the appropriate functional unit at the conclusion of the intake process.

Requirement Elaborations:  For requirement #154, this requirement is supported and informed by the Case Assessment To-Be business process; specifically Step 19 (Next appropriate action taken; appropriate worker alerted).  For more detail see the BPR To-Be Report, Section 4.1.4 (Case Assessment).  See also the Case Initiation To-Be Results Document for the Case Assessment process.

For requirement #154, this information is used to measure business process cycle time to ensure compliance with program performance compared to federally required timeframes.  For more detail see the Data Driven Management Report, Section 6.2.2 (Assessment of Information Needs - Process Management Perspective).

[bookmark: _Toc389832895][bookmark: _Toc440550003]Case Types

(#156) The system must maintain and identify cases by type for purposes of reporting and collection distribution.  The case types to be maintained include at a minimum:

· TANF IV-D

· IV-E Foster Care IV-D (i.e., federal foster care children entitled to IV-E foster care)

· Non-IV-E Foster Care (i.e., non-federal foster care)

· Former Assistance IV-D

· Never Assistance IV-D

· Medicaid Only IV-D

· Arrears Only IV-D

· State-Tribal IV-D

· International IV-D

· Non IV-D

(#157) The system must identify intergovernmental cases.  

(#158) The system must identify non-IV-D cases requesting Federal Parent Locator Service (FPLS) only services (e.g., parental kidnapping cases).  

(#159) For Medicaid Only IV-D cases, the system must capture if the participant only wants services related to securing medical support.  

(#160) In cases where the applicant has indicated medical-only, the system must only initiate medical support services.  

(#161) In cases where the medical-only indicator is not present, the system must initiate all appropriate IV-D services.

Requirement Elaborations:  For requirement #156, this information is used to measure caseload characteristics (i.e., number of current, former, and never assistance cases; number or percentage of interstate / instate cases) in identifying the base health of a caseload.  For more detail see the Data Driven Management Results, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc389832896][bookmark: _Toc440550004]Assistance Status

(#162) The system must maintain and identify cases by assistance status for purposes of federal reporting.  The assistance referenced is public assistance from the TANF or from Child Welfare IV-E assistance.  

(#163) The assistance statuses to be maintained include:

· Current Assistance

· Never Assistance

· Former Assistance

[bookmark: _Toc389832897][bookmark: _Toc440550005]Order Status

(#164) The system must maintain and identify cases by order status for purposes of reporting and collection distribution.  

(#165) The system must maintain and identify cases by order status for purposes of reporting and collection distribution.  The case statuses to be maintained are:

· Active – Case has or can have a current support obligation

· Arrears – Case no longer has an active current obligation but has an arrearage obligation

· Cases with no current support or judgment entered (The enforcement agency is in the process of establishing an order or is enforcing an order for medical coverage only.)

· Deactivated – Case is not subject to system processing

· Closed – Case action has been terminated

· Dismissal - Order has been dismissed

[bookmark: _Toc389832898][bookmark: _Toc440550006]Functional Area Status

(#166) The system must provide an indicator for each case as to the case’s status within its assigned functional area in order to enable pulling and managing cases with specific status values.

[bookmark: _Toc389832899][bookmark: _Toc440550007]Intergovernmental Status

(#167) The system must maintain and identify cases by intergovernmental activity status.  

(#168) The interstate statuses to be maintained are:

· Local (another state agency is not involved)

· Initiating (the custodial party resides in Nevada and another state child support agency is assisting with establishment, enforcement and / or forwarding collections to Nevada)

· Responding (the noncustodial parent resides in Nevada and another state child support agency has requested CSEP assistance)

Requirement Elaborations:  For requirement #167, this requirement is supported and informed by the Intergovernmental Transmittals and Case Assessment (specifically Step 16 (Intergovernmental case)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.1.3 (Intergovernmental Transmittals) and Section 4.1.4 (Case Assessment).  See also the Case Initiation To-Be Results Document for the Intergovernmental Transmittals and Case Assessment processes.

For requirement #167, the Intergovernmental Transmittals To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage) and Section 8.2 (Support Order Establishment Percentage).

For requirement #168, this information is used to measure caseload characteristics for data driven management.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc389832900][bookmark: _Toc440550008]Child Welfare IV-E Status

(#169) The system must maintain and identify Child Welfare IV-E status and store the history of open and close dates.

[bookmark: _Toc389832901][bookmark: _Toc440550009]State Case Registry

(#170) The system must accept and maintain information on non-IV-D orders established or modified in Nevada on or after October 1, 1998, for inclusion with IV-D cases in the State Case Registry for transmission to the FCR.  

(#171) State Case Registry information that must be maintained includes but may not be limited to: 

· name

· SSN

· date of birth

· gender

· participant type

· and participant ID for all case participants

· family violence indicator

· state FIPS code

· case number

· issuing state of order

· case type

(#172) The system must accept updates to the mandatory data elements for non-IV-D cases.  

(#173) The system must accept requests for deletion of non-IV-D orders on the State Case Registry.

[bookmark: _Toc389832902][bookmark: _Toc440550010]Non IV-D Court Orders

(#174) Non-IV-D and income withholding cases are subject to the monthly account management process (e.g., recording and passing the payments to the obligee or payee participant).

[bookmark: _Toc389832903][bookmark: _Toc440550011]Federal Case Registry Interface

(#175) The system must interface with the FCR providing new and updated case and participant data.  

(#176) The system must process all administrative information received from the FCR (e.g., rejections, warnings, SSN verification, or identification results).  

(#177) The system must have the capability to process an FCR reconciliation file.  

(#178) The system must generate correcting transactions when the two databases in an FCR reconciliation have discrepant data.  

(#179) The system must notify the FCR of changes and deletions to the information provided to the FCR.  

(#180) The system must communicate with the FCR via the network provided by the FPLS for this purpose.  

(#181) The system must send referral information to the FCR to register cases and participants, including: 

· participant name

· SSN

· date of birth

· gender

· participant type

· family violence indicator

· case number

· case type

· order indicator

· state FIPS code

(#182) The system must automatically record data received from the FCR in the case record.  

(#183) The system must maintain an audit trail for tracking the FCR status.

[bookmark: _Toc389832904][bookmark: _Toc440550012]Locate

[bookmark: _Toc389832905][bookmark: _Toc440550013]Basic Locate Functionality

(#184) The system must routinely match all noncustodial parents and all custodial parties with address, asset, and employment sources.  

(#185) The system must screen for information previously reported.  

(#186) The system must identify addresses, assets, and employment not previously reported and maintain them along with the source identifier.  

(#187) The system must update previously reported asset information with new balances and / or addresses.  

(#188) The system must use federal and state sources to acquire and verify SSNs.  

(#189) Once an SSN is verified by the Social Security Administration, the system must protect it from update without supervisory approval. 

(#190) The system must maintain a parameter file of available locate sources.  

(#191) The parameter file must be used by locate processes in order to regulate the use of received data according to the source's priority and trustworthiness for each type of data received in order to determine whether to update the current case / person information, notify the case owner, or generate an inquiry.  

(#192) The parameter file must control the length of time before resubmission to the source.  

(#193) Program management staff must have control of the parameter file.

Requirement Elaborations:  For requirement #184, this requirement is supported and informed by the Generic Locate Process - Automated To-Be business process.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated process.

For requirement #188, this requirement is supported and informed by the Generic Locate Process - Automated To-Be business process.  Specifically, Step 4 (Searches automated sources) of this business process includes additional details.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated process.

[bookmark: _Toc389832906][bookmark: _Toc440550014]Locate Case Monitoring

(#194) The system must establish a case locate status and monitor cases in locate status.  

(#195) The system must generate needed locate forms, letters, and appointments.  

(#196) The system must ensure compliance with and documentation of the timeframes for locate efforts.  

(#197) The system must consider a case is in locate status when the noncustodial parent does not have a valid address of any type and does not have a known employer.  

(#198) The system must be capable of utilizing the locate interfaces to locate custodial parties when the custodial party’s whereabouts are unknown and collections cannot be distributed.  

(#199) The system must perform all locate activities while the case is assigned to any functional category (e.g., case initiation, establishment, enforcement).

Requirement Elaborations:  For requirement #196, this requirement is supported and informed by the Generic Locate Process - Automated (specifically Step 2 (Has case been in locate for years)) and Generic Locate Process - Manual (specifically Step 7 (Process ended; case remains in locate)) To-Be business processes.  These steps monitor for closure timeframes.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.2 (Generic Locate Process – Manual).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated and Generic Locate Process – Manual processes.

For requirement #196, this information is used to measure caseload performance (timeframes for location) to ensure compliance with performance compared to federally required timeframes.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

For requirement #197 and #198, this requirement is supported and informed by the Generic Locate Process - Automated (specifically Step 1 (Identifies a case needing location)) and Generic Locate Process - Manual (specifically Step 1 (Identifies case needing location)) To-Be business processes.  These steps provide additional information on identifying cases needing location (for both the noncustodial parent and custodian).  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.2 (Generic Locate Process – Manual).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated and Generic Locate Process – Manual processes.

For requirement #197, this requirement is supported and informed by the table indicating boundaries for the functional areas.  For more detail see the BPR To-Be Report, Section 3.1 (Nevada Child Support Program's "Big Picture").

[bookmark: _Toc389832907][bookmark: _Toc440550015]Secure Exchange of Data

(#200) On a daily basis, the system must have the capability to export all case participants' identification information for use by location service providers.  

(#201) The transfer of locate search data must be compliant with data transmission standards defined in these requirements.

[bookmark: _Toc389832908][bookmark: _Toc440550016]Locate Interfaces

(#202) The system must have automated interfaces with federal, state, intergovernmental, and intrastate sources.  Interfaces must include but not be limited to the sources identified below.  

(#203) If an automated interface cannot be established for a specific source or there is not an electronic means for the worker to access the source, the system must automatically prepare the documents required to submit the case to the source.  

(#204) The system must document the acquisition date and source of the information and use logic in conjunction with the locate source parameter file to either update the current case information, alert the worker, or generate an inquiry as appropriate.  

(#205) If an automated interface cannot be established for a specific source or there is not an electronic means for the worker to access the source, the system must provide an easily accessible means to record in the system all manual attempts to obtain information and the results.  

(#206) The system must facilitate the efficient inactivation of locate records that have been determined to be invalid.

Requirement Elaborations:  For requirement #202, this requirement is supported and informed by the Generic Locate Process - Automated To-Be business process.  Specifically, Step 4 (Searches automated sources) of this business process includes additional details.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated process.

For requirement #203 and #205, this requirement is supported and informed by the Generic Locate Process - Manual To-Be business process.  For more detail see the BPR To-Be Report, Section 4.2.2 (Generic Locate Process – Manual).  See also the Locate To-Be Results Document for the Generic Locate Process – Manual process.

[bookmark: _Toc389832909][bookmark: _Toc440550017]Federal Parent Locator Service (FPLS)

(#207) The system must support daily FPLS submissions and response processing.

Requirement Elaborations:  This requirement is supported and informed by the Intergovernmental / FPLS / SPLS / Quick Locate and the Generic Locate Process - Automated (specifically Step 4 (Searches automated sources)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.4 (Intergovernmental / FPLS / SPLS / Quick Locate).  See also the Locate To-Be Results Document for the Intergovernmental / FPLS / SPLS / Quick Locate and Generic Locate Process – Automated processes.

[bookmark: _Toc389832910][bookmark: _Toc440550018]Locate Workflow

(#208) The system must interface with the FPLS for the purpose of monitoring cases.  

(#209) The system must prompt staff with the next action to be taken as appropriate.  

(#210) The system must monitor new hire, Financial Institution Data Match (FIDM), and other interface data for address leads.  

(#211) The system must alert the worker of address and asset leads, or generate an inquiry as appropriate.

Requirement Elaborations:  For requirement #208, this requirement is supported and informed by the Intergovernmental / FPLS / SPLS / Quick Locate To-Be business process which refers to the Generic Locate Process - Automated.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.4 (Intergovernmental / FPLS/ SPLS / Quick Locate).  See also the Locate To-Be Results Document for the Intergovernmental / FPLS / SPLS / Quick Locate and Generic Locate Process – Automated processes.

[bookmark: _Toc389832911][bookmark: _Toc440550019]Quick Locate

(#212) The system must accommodate and record outgoing quick locate requests, solicit the recipient jurisdiction(s), and generate the form or route the request via CSENet.  

(#213) The system must automatically process and record incoming quick locate requests received from other jurisdictions by means of CSENet and return responses via CSENet without establishing a IV-D case.

Requirement Elaborations:  For requirement #213, this requirement is supported and informed by the Intergovernmental / FPLS / SPLS / Quick Locate To-Be business process.  Specifically, Step 2.1 (Receives CSENet request for locate), Step 2.2 (Performs automated searches), Step 2.3 (Sends response via CSENet), and Step 2.4 (Process ended) of this business process includes additional details.  For more detail see the BPR To-Be Report, Section 4.2.4 (Intergovernmental / FPLS / SPLS / Quick Locate).  See also the Locate To-Be Results Document for the Intergovernmental / FPLS / SPLS / Quick Locate process.

[bookmark: _Toc389832912][bookmark: _Toc440550020]National Directory of New Hires (NDNH)

(#214) The system must process new hire reporting data daily as received from the FCR.  

(#215) The system must protect against redundant and erroneous responses from the NDNH.

Requirement Elaborations:  For requirement #214, this requirement is supported and informed by the New Hire Information To-Be business process.  For more detail see the BPR To-Be Report, Section 4.2.3 (New Hire Information).  See also the Locate To-Be Results Document for the New Hire Information process.

[bookmark: _Toc389832913][bookmark: _Toc440550021]Federal Case Registry (FCR)

(#216) The system must process other record types, such as wage data, unemployment data, and SSN verification, in addition to New Hire as received from the FCR.  

(#217) The system must automatically generate CSENet queries when receiving matching data from the FCR indicating that multiple parties are associated with a Nevada case from a jurisdiction not known to Nevada to be associated with the case.

[bookmark: _Toc389832914][bookmark: _Toc440550022]Driver and Motor Vehicle Services Division (DMV)

(#218) The system must match with the Nevada DMV database to acquire 

· address

· driver's license or state identification number

· next renewal date

· vehicle registration information

· critical information regarding the license holder such as 

· date of birth

· SSN

· Address

· phone number

· gender

· ethnicity

· height

· weight

[bookmark: _Toc389832915][bookmark: _Toc440550023]Department of Wildlife

(#219) The system must match with the Nevada Department of Wildlife database to acquire address and fishing and hunting license and watercraft registration dates including, but not limited to, the license number and next renewal date.

[bookmark: _Toc389832916][bookmark: _Toc440550024]Department of Employment, Training and Rehabilitation (DETR)

(#220) The system must match with the Nevada DETR to obtain employer information, quarterly wage data, and unemployment compensation data.

[bookmark: _Toc389832917][bookmark: _Toc440550025]Vital Statistics

(#221) The system must interface with the Nevada vital statistics system to obtain birth, paternity, marriage, and data about deceased participants.

Requirement Elaborations:  This requirement is supported and informed by both the Born Out of Wedlock Paternity Review process (Step 7 - Is father on the birth certificate) and Deceased NCP / Creditor's Claim process (Step 1 - identifies death of NCP).  For more detail see the BPR To-Be Report, Section 4.3.1 (Born Out Of Wedlock Paternity Review) and Section 4.5.31 (Deceased NCP / Creditor's Claim).  See also the Establishment To-Be Results Document for the Born Out of Wedlock Paternity Review process.  See also the Enforcement To-Be Results Document for the Deceased NCP / Creditor's Claim process.

While the Born Out of Wedlock Paternity Review process is not listed as a key process, it does provide information to support the Determine Petition Contents process that is associated with the Numerator for IV-D Paternity Establishment Percentage.  This information is also identified in the appropriateness of cases in caseload information needs.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective) and Section 8.1 (IV-D Paternity Establishment Percentage).

[bookmark: _Toc389832918][bookmark: _Toc440550026]Department of Corrections

(#222) The system must match with the Nevada department of corrections information system to obtain data including, but not limited to: 

· incarceration data

· potential release dates

· parole data

(#223) The system must document release dates and generate notice of the release automatically to the worker.  

(#224) The system must be capable of interfacing with other existing corrections systems which use standard interfaces (e.g., National Information Exchange Model (NIEM)), such as county jails, federal correctional facilities, immigration and naturalization detention centers and juvenile facilities to obtain incarceration data, potential release dates, and parole data.

[bookmark: _Toc389832919][bookmark: _Toc440550027]Credit Reporting Agencies

(#225) The system must be capable of interfacing with credit reporting agencies to obtain address information.

[bookmark: _Toc389832920][bookmark: _Toc440550028]Postal Service

(#226) The system must be capable of interfacing with the National Change of Address (NCOA) database operated by the United States Postal Service to obtain address information.  

(#227) The system must be capable of interfacing with the United States Postal Service to verify addresses.  

(#228) The system must update the verification date and source upon receipt of a positive verification.

Requirement Elaborations:  For requirement #228, this requirement is supported and informed by the Generic Locate Process - Automated (specifically Step 5 (Was new information received) and Step 7 (Is information on party address OR an employer known to the database)) and the Generic Locate Process - Manual (specifically Step 9 (Generates verification letter) and Step 10 (Monitors for response)) To-Be business processes.  This requirement is also generally informed by the Mail Returned by Post Office To-Be business process.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated), Section 4.2.2 (Generic Locate Process – Manual), and Section 4.2.6 (Mail Returned by Post Office).  See also the Locate To-Be Results for the Generic Locate Process – Automated, Generic Locate Process – Manual, and Mail Returned by Post Office processes.

For requirement #228, information on locations is included within the Assessment of Information Needs tables.  This information is for the caseload, process, and staff management perspectives.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832921][bookmark: _Toc440550029]Nevada Department of Taxation

(#229) The system must match with the Nevada Department of Taxation for address and asset information.

[bookmark: _Toc389832922][bookmark: _Toc440550030]State IV-A Agency

(#230) The system must interface with the IV-A database to obtain address information.

[bookmark: _Toc389832923][bookmark: _Toc440550031]Title XIX Agency

(#231) The system must interface with the Title XIX database to obtain address information.

[bookmark: _Toc389832924][bookmark: _Toc440550032]State Child Welfare (IV-E) Agency

(#232) The system must interface with the IV-E database to obtain address information.

[bookmark: _Toc389832925][bookmark: _Toc440550033]General Assistance System

(#233) The system must support an interface with the General Assistance database to obtain address information.

[bookmark: _Toc389832926][bookmark: _Toc440550034]State Directory of New Hires (SDNH)

(#234) The system must process new hire data for addresses, employers, and terminations of employment as received from the State Directory of New Hires.  

(#235) The system must protect against redundant and erroneous responses from the SDNH.

Requirement Elaborations:  For requirement #234, this requirement is supported and informed by the New Hire Information To-Be business process.  For more detail see the BPR To-Be Report, Section 4.2.3 (New Hire Information).  See also the Locate To-Be Results for the New Hire Information process.

[bookmark: _Toc389832927][bookmark: _Toc440550035]Public Utilities

(#236) The system must be capable of sending electronic requests for information to, and receiving electronic responses from, public and private utilities such as telephone (including cellular) companies, cable franchises, gas companies and electric companies to obtain address information for case participants.

[bookmark: _Toc389832928][bookmark: _Toc440550036]Financial Institutions

(#237) The system must be capable of interfacing with financial institutions, or financial institution vendors, to obtain bank account and address information of noncustodial parents.  

(#238) The financial institution may interface directly or via a vendor.  

(#239) In either case, the entire path of the transfer must be compliant with secure data transmission standards.

Requirement Elaborations:  For requirement #237, this requirement is supported and informed by the Financial Institution Data Match To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.12 (Financial Institution Data Match).  See also the Enforcement To-Be Result Document for the Financial Institution Data Match process.

For requirement #237, the Financial Institution Data Match To-Be business process has been associated with the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and support information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc389832929][bookmark: _Toc440550037]State Licensing Entities

(#240) The system must be capable of interfacing with databases of state and local licensing entities such as the Gaming Control Board, Department of Wildlife, Secretary of State, and Board of Medical Examiners, to obtain professional, occupational, and recreational license information, including: 

· licensing agency

· type of license

· present status of license

· next renewal date

· critical information regarding the license holder such as 

· date of birth

· SSN

· address

· phone number

· gender

· ethnicity

· height

· weight

Requirement Elaborations:  This requirement is supported and informed by the License Suspension and Lien To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.13 (Liens (Satisfaction / Release of Judgment)), Section 4.5.14 (Liens (Personal Property)), and Section 4.5.23 (License Suspension).  See also the Enforcement To-Be Result Document for the License Suspension, Lien (Satisfaction / Release of Judgment), and Lien (Personal Property) processes.

The License Suspension To-Be business process has been associated with the Numerator for  the Current Support Collection Percentage and both the License Suspension and Lien (Satisfaction / Release of Judgment) processes have been associated with the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and support information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc389832930][bookmark: _Toc440550038]Real and Personal Property Ownership Agencies

(#241) The system must be capable of interfacing with real and personal property agencies such as county assessors and the Secretary of State to obtain noncustodial parent property ownership information.

Requirement Elaborations:  This requirement is supported and informed by the Liens To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.13 (Liens (Satisfaction / Release of Judgment)) and Section 4.5.14 (Liens (Personal Property)).  See also the Enforcement To-Be Results Document for the Liens (Satisfaction / Release of Judgment) and Liens (Personal Property) processes.

The Liens (Satisfaction / Release of Judgment) To-Be business process has been associated to the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc389832931][bookmark: _Toc440550039]Tribal IV-D Programs

(#242) The system must be capable of interfacing with any Nevada tribal IV-D system that may be developed to obtain case information such as court orders, payment histories, and case participant demographics (e.g., address information, employment information, age, physical description, etc.).

[bookmark: _Toc389832932][bookmark: _Toc440550040]Food Stamps

(#243) The system must be capable of interfacing with the Food Assistance Program to obtain locate information.

[bookmark: _Toc389832933][bookmark: _Toc440550041]Additional Locate Information

(#244) For all automated interfaces, the system must automatically follow up when the system solicits information but does not receive a response within a reasonable amount of time as determined by the CSEP.  

(#245) The system must accept unsolicited locate information from the FPLS as proactive matches occur.  

(#246) The system must automatically record data received from automated interfaces in the case record.  

(#247) Whenever key data elements are added or changed due to the receipt of new information, the system must immediately resubmit the case to all appropriate automated and manual locate sources, with the exception of FPLS.  

(#248) The system must automatically resubmit all cases in locate functional category to all automated locate sources, with the exception of FPLS, at least quarterly.

[bookmark: _Toc389832934][bookmark: _Toc440550042]Establishment

[bookmark: _Toc389832935][bookmark: _Toc440550043]Paternity Establishment

(#249) The system must automatically track, monitor, and report on the status of paternity establishment (recording the necessary dates to the beneficiary level) and support federal regulations and state laws and procedures for establishing paternity.

Requirement Elaborations:  This requirement is supported and informed by the Born Out of Wedlock Paternity Review To-Be business process.  For more detail see the BPR To-Be Report, Section 4.3.1 (Born Out Of Wedlock Paternity Review).  See also the Establishment To-Be Results Document for the Born Out of Wedlock Paternity Review process.

This information is used to measure caseload performance (% of children with paternity established).  For more detail see the Data Driven Management Results, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc389832936][bookmark: _Toc440550044]Support Establishment

(#250) The system must automatically record, track, and monitor information on obligations, and generate documents to establish support including medical support.

Requirement Elaborations:  This requirement is informed and supported by many To-Be business processes; the establishment processes (Mediation / Consent / Stipulation of Support; Judicial Paternity and Support; and Default Paternity and Support) establish support and the (order entry) records the information.  The case management To-Be processes (Case Monitoring and Obligation Review and Adjustment / Modification) monitor the obligations.  For more detail see the BPR To-Be Report, Section 4.3.6 (Mediation / Consent / Stipulation of Support), Section 4.3.7 (Judicial Paternity and Support), Section 4.3.8 (Default Paternity and Support), Section 4.4.1 (Case Monitoring), and Section 4.4.9 (Obligation Review and Adjustment / Modification).  See also the Establishment To Be Results Document for the Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, Default Paternity and Support, and Order Entry processes.  See also the Case Management To-Be Results Document for the Case Monitoring and Obligation Review and Adjustment / Modification processes.

The Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, Default Paternity and Support, and Order Entry To-Be business processes have been associated to the Numerator for Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  These same processes along with the Obligation Review and Adjustment / Modification To-Be business processes are also associated with the Denominator for the Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.2 (Support Order Establishment Percentage) and Section 8.3 (Current Support Collection Percentage).

[bookmark: _Toc389832937][bookmark: _Toc440550045]Medical Support Services

(#251) The system must accept, maintain, and process information concerning medical support services.  

(#252) The system must automatically identify cases requiring medical support services where there is a high potential for obtaining medical support and automatically generate documents required to petition for the inclusion of medical support provisions in new or modified support orders.  

(#253) The system must automatically generate notices to custodial parties providing information about insurance policies secured for dependent children.  

(#254) The system must interface with the state’s Title XIX system to transfer medical support information, including notifying the Title XIX agency when a medical support provision is included in a support order.

[bookmark: _Toc389832938][bookmark: _Toc440550046]Legal Process Monitoring

(#255) The system must initiate and monitor the judicial establishment processes to ensure that at each step the case is moved forward efficiently.  

(#256) At each step, automatic document generation must occur where appropriate.  

(#257) Monitoring must continue after the referral is forwarded to another state child support agency for action.  

(#258) The system must initiate actions and record and track the timeframes for process steps, ensuring service of process completion within the established regulatory timeframes.  

(#259) The system must initiate actions, record, and track the time from successful service-of-process to obligation establishment or other case outcome, regardless of whether paternity needs to be established, to ensure that the federal expedited process timeframes are met.  

(#260) The system must generate a report showing for at least a year state compliance with the federal expedited process timeframes.  

(#261) The system must support the examination of the case for long-arm or interstate action when one of the parties resides out of state.

Requirement Elaborations:  For requirement #255, this requirement is supported and informed by the following To-Be business processes:  Mediation / Consent / Stipulation of Support; Judicial Paternity and Support; and Default Paternity and Support.  For more detail see the BPR To-Be Report, Section 4.3.6 (Mediation / Consent / Stipulation of Support), Section 4.3.7 (Judicial Paternity and Support), and Section 4.3.8 (Default Paternity and Support).  See also the Establishment To-Be Results Document for the Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support processes.

For requirement #255, the establishment To-Be business processes listed above have been associated to the Numerator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  These same processes have also been associated with the Denominator for the Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), and Section 8.3 (Current Support Collection Percentage).

For requirement #257, this requirement is supported and informed by the NV Initiating Intergovernmental Acknowledgment and Received To-Be business process as well as the NV Initiating - Existing Monitoring process.  For more detail see the BPR To-Be Report, Section 4.4.3 (NV Initiating Intergovernmental Acknowledgment and Received) and Section 4.4.4 (NV Initiating - Existing Monitoring).  See also the Case Management To-Be Results Document for the NV Initiating Intergovernmental Acknowledgment and Received and NV Initiating - Existing Monitoring processes.

For requirement #257, this information is used for process management for efficiency (e.g., average timeframe for OJUR response broken down by OJUR).  For more detail see the Data Driven Management Report, Section 6.2.2 (Assessment of Information Needs - Process Management Perspective).

For requirement #258, this requirement is supported and informed by the Filing the Petition To-Be business process.  For more detail see the BPR To-Be Report, Section 4.3.4 (Filing the Petition).  See also the Establishment To-Be Results Document for the Filing the Petition process.

For requirement #258, the Filing the Petition To-Be business process has been associated to the Numerator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  There are additional information needs identified below these metrics that are also needed for data driven management.  The Filing the Petition To-Be business process has also been associated to the Denominator for the Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), and Section 8.3 (Current Support Collection Percentage).

For requirement #259, this requirement is supported and informed by many of the Establishment and Enforcement To-Be business processes in the area of service of process.  For more detail see the BPR To-Be Report, Section 4.3 (Establishment) and Section 4.5 (Enforcement).  See also the Establishment To-Be Results Document and the Enforcement To-Be Results Document.

For requirement #259, this information is used to measure business process cycle time to ensure compliance with program performance compared to federally required timeframes (e.g., Order Establishment (75% in 6 months / 90% in 12 months).  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832939][bookmark: _Toc440550047]Paternity Acknowledgement Access

(#262) The system must support the access to paternity acknowledgement document images.  

(#263) The system must identify paternities established as the result of an acknowledgement.  

(#264) The system must support matching with the Nevada vital statistics system for paternity acknowledgement information.

Requirement Elaborations:  For requirement #264, this requirement is supported and informed by the Born Out of Wedlock Paternity Review To-Be business process.  See Step 7 (Is father on birth certificate) for specific information on the birth certificates.  For more detail see the BPR To-Be Report, Section 4.3.1 (Born Out Of Wedlock Paternity Review).  See also the Establishment To-Be Results Document for the Born Out Of Wedlock Paternity Review process.

For requirement #264, while the Born Out Of Wedlock Paternity Review To-Be business process is not named as a key process, it does inform the Determine Petition Contents process which has been associated to the Numerator for the IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  Information on number of paternities established, including additional information on genetic testing vs. voluntary acknowledgment is included in the staff management perspective information tables.  For more detail see the Data Driven Management Report, Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective), Section 8.1 (IV-D Paternity Establishment Percentage), and Section 8.2 (Support Order Establishment Percentage).

[bookmark: _Toc389832940][bookmark: _Toc440550048]Multiple Putative Fathers

(#265) The system must support multiple putative fathers for a single child.

Requirement Elaborations:  The requirement is informed by the Multiple Alleged Fathers - No Most Likely Alleged Father To-Be Business Process.  Within that documentation is information on pursuit of all alleged fathers at the same time.  For more detail see the BPR To-Be Report, Section 4.3.2 (Multiple Alleged Fathers - No Most Likely Alleged Father).  See also the Establishment To-Be Results Document for the Multiple Alleged Fathers - No Most Likely Alleged Father process.

[bookmark: _Toc389832941][bookmark: _Toc440550049]Genetic Testing

(#266) The system must support the genetic test scheduling and rescheduling, as well as track genetic testing fees and results.  

(#267) The system must provide appointment scheduling, participant notification, and legal document preparation.

Requirement Elaborations:  For requirement #266 and #267, these requirements are supported and informed by the Genetic Testing To-Be business process.  For more detail see the BPR To-Be Report, Section 4.3.5 (Genetic Testing).  See also the Establishment To- Be Results Document for the Genetic Testing process.

For requirement #266 and #267, the Genetic Testing To-Be business process has been associated to the Numerator for IV-D Paternity Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage).

[bookmark: _Toc389832942][bookmark: _Toc440550050]Hearing Calendar

(#268) The system must support interfacing with courts' systems to accept hearing schedules.  

(#269) The system must provide a hearing calendar for staff preparing cases for hearings.

[bookmark: _Toc389832943][bookmark: _Toc440550051]Service of Process

(#270) The system must track legal documents designated for service of process and personal service.  

(#271) The system must track the assignment of the documents and service attempts (dates, time of day, and location of attempt) and results.  

(#272) The system must accommodate alternative addresses and support location efforts.  

(#273) The system must reactivate the process for service of process when new address information becomes available.

Requirement Elaborations:  For requirement #271, this requirement is supported and informed by many Establishment (specifically Determine Petition Content and Filing the Petition) and Enforcement To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.3 (Establishment), Section 4.3.3 (Determine Petition Contents), Section 4.3.4 (Filing the Petition), and Section 4.5 (Enforcement).  See also the Establishment To- Be Results Document for the Determine Petition Contents and Filing the Petition processes.

For requirement #271, the Determine the Petition Contents and Filing the Petition To-Be business process has been associated to the Numerator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  The Filing the Petition To-Be business process has also been associated with the Denominator for Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), and Section 8.3 (Current Support Collection Percentage).

[bookmark: _Toc389832944][bookmark: _Toc440550052]Guideline Support Calculation

(#274) The system must incorporate Nevada’s approved child support guidelines to calculate the support obligation amount automatically.  

(#275) The system must maintain case data on the application of the guidelines and deviations from the guidelines for the federally required four-year guideline review.  

(#276) At a minimum the guideline data maintained must include the guidelines calculated amount, the amount of any deviation, and the reason for the deviation.

Requirement Elaborations:  For requirement #274, this requirement is supported and informed by the Determine Petition Contents To-Be business process where the initial guideline calculations are completed, but also by the Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support where the amounts are finalized.  For more detail see the BPR To-Be Report, Section 4.3.3 (Determine Petition Contents), Section 4.3.6 (Mediation / Consent / Stipulation of Support), Section 4.3.7 (Judicial Paternity and Support), and Section 4.3.8 (Default Paternity and Support).  See also the Establishment To-Be Results Document for the Determine Petition Contents, Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support processes.

For requirement #274, the Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support To-Be business processes have been associated to the Numerator for Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  The Mediation / Consent / Stipulation of Support, Judicial Paternity and Support, and Default Paternity and Support To-Be business processes have also been associated with the Denominator for the Current Support Collection Percentage.  For more detail see the Data Driven Management Report, Section 8.2 (Support Order Establishment Percentage) and Section 8.3 (Current Support Collection Percentage).

[bookmark: _Toc389832945][bookmark: _Toc440550053]Hearing Results

(#277) The system must accommodate documenting hearing results.  

(#278) When the hearing result indicates a continuance, the system must support rescheduling.  

(#279) When the hearing result indicates a dismissal without prejudice, the system must solicit a date for use in monitoring the case for future action.  

(#280) When the hearing result is a dismissal that would be a basis for case closure, the system must alert the child support case manager and monitor for closure actions.  

(#281) The system must support both an automated and manual process to obtain the terms of the hearing result and then incorporate them into the appropriate document for a judicial signature.  

(#282) The system must maintain the data used to perform the guidelines calculation, including deviations from the guidelines.  

(#283) The system must transfer the terms of the order to the financial account record automatically.  

(#284) The system must initiate a monitoring process to track for a judicial officer’s signature and document receipt.

Requirement Elaborations:  For requirement #277, this requirement is supported and informed by the Judicial Paternity and Support, Initiation of Contempt Action, and Judicial Objection To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.3.7 (Judicial Paternity and Support), Section 4.3.10 (Judicial Objection), and Section 4.5.27 (Initiation of Contempt Action).  See also the Establishment To-Be Results Document for the Judicial Paternity and Support and Judicial Objection processes.  See also the Enforcement To-Be Results Document for the Initiation of Contempt Action process.

For requirement #277, the Judicial Paternity and Support To-Be business process has been associated to the Numerator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage and the Denominator for Current Support Collection Percentage; the Initiation of Contempt Action has been associated with the Numerator for Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included as well as additional information needed.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), Section 8.3 (Current Support Collection Percentage), and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #280, this requirement is supported and informed by the Case Closure To-Be business process.  Specifically, Step 8 (Does case meet closure criteria) of this business process includes additional details on the federal closure criteria citation.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure).  See also the Case Management To-Be Results Document for the Case Closure process.

For requirement #280, the Case Closure To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage, Support Order Establishment Percentage, Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.   For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), Section 8.3 (Current Support Collection Percentage), and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #284, this requirement is supported and informed by the Amended / Corrected Order To-Be business process.  For more detail see the BPR To-Be Report, Section 4.3.9 (Amended / Corrected Order).  See also the Establishment To-Be Results Document for the Amended / Corrected Order process.

[bookmark: _Toc389832946][bookmark: _Toc440550054]Case Management

[bookmark: _Toc389832947][bookmark: _Toc440550055]Data Maintenance

(#285) The system must contain all data necessary to manage each case, to meet all processing requirements, and to meet all reporting requirements.  

(#286) The system must contain all data, for the period prior to conversion of a case, necessary to manage the case currently and prospectively, including data necessary to process or take action on a case and the date of the most recent action that triggered the next appropriate program standards timeframe.  

(#287) Data fields must be an appropriate length to capture the applicable information to minimize the need to truncate the data.  

(#288) For each data element, the system must not require the user to enter or modify the value in more than one location.

Requirement Elaborations:  For requirement #285, this requirement is supported and informed by the Case Management To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4 (Case Management).  See also the Case Management To-Be Results Document.

For requirement #285, this requirement is generally supported and informed by all the Data Driven Management results.  The Data Driven Management results are included in the Data Driven Management Report.  For more detail see the BPR Data Driven Management Report.

[bookmark: _Toc389832948][bookmark: _Toc440550056]Third Party Data Maintenance

(#289) To ensure consistency and “clean” data, the system must include a repository of third party data such as employers, insurance providers, and correctional institutions.  

(#290) Data maintained within the repository must include at a minimum: 

· employer name

· employer FEIN

· employer payroll address and phone number

· whether the employer offers insurance

· employer benefits address and phone number

· insurance provider name

· insurance provider FEIN

· insurance provider address

· correctional institution name

· correctional institution address

· contact information

(#291) International addresses must be supported.  

(#292) The system must be capable of interfacing with the United States Postal Service to verify addresses.  

(#293) The system must update the verification date and source upon receipt of a positive verification.  

(#294) The system must allow for multiple last names and special characters in third party data.  

(#295) The system must support linking records within the third party repository to case participants.

Requirement Elaborations:  For requirement #293, this requirements is supported and informed by the Generic Locate Process - Automated (specifically Step 5 (Was new information received) and Step 7 (Is information on party address OR an employer known to the database)) and the Generic Locate Process - Manual (specifically Step 9 (Generates verification letter) and Step 10 (Monitors for response)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.2.1 (Generic Locate Process – Automated) and Section 4.2.2 (Generic Locate Process – Manual).  See also the Locate To-Be Results Document for the Generic Locate Process – Automated and Generic Locate Process – Manual processes.

For requirement #293, information on locations is included within the Assessment of Information Needs tables.  This information is for the caseload, process, and staff management perspectives.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832949][bookmark: _Toc440550057]Case Management Monitoring

(#296) The system must automatically direct cases to the appropriate case activity from Case Initiation forward.  

(#297) At the conclusion of each function, the system must automatically direct the case to the next appropriate function and initiate appropriate actions.  

(#298) The system must record all case activities, including the date and time the activity occurred, in the automated case record.  

(#299) The activities the system records must include, but may not be limited to: 

· the date a case is moved into a specific function

· the dates and actions taken within the function

· the results of such actions and appropriate dates

· the date of referral to the next appropriate function

(#300) The system must track actions and dates to ensure compliance with required timeframes and federal and state policies.  

(#301) The monitoring algorithms must link a frequency to the condition being monitored since some conditions require daily, monthly, or variable attention.  

(#302) The system must monitor child ages and alert the worker when a child will emancipate within a time period defined by the CSEP.

Requirement Elaborations:  For requirement #296, this requirement is supported and informed by the Case Monitoring To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.1 (Case Monitoring).  See also the Case Management To-Be Results Document for the Case Monitoring process.

For requirement #297, this requirement is supported and informed by the Case Monitoring To-Be business process.  Step 7 (Determines an address or employer needs to be located), Step 9 (Determines paternity or support needs to be established), Step 11 (Determines an order needs to be enforced), Step 13 (Determines money needs to be issues or an audit is needed), and Step 15 (Determines other case management is needed) can be completed in any order based on the facts of the case.  For more detail see the BPR To-Be Report, Section 4.4.1 (Case Monitoring).  See also the Case Management To-Be Results Document for the Case Monitoring process.

For requirement #299, this information is used to measure staff productivity, time on task, and responsiveness to name just a few.  See the Assessment of Information Needs tables for more examples.  For more detail see the Data Driven Management Report, Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective).

For requirement #300, this information is used to measure timeframes, time on task, and responsiveness to name just a few.  See the Assessment of Information Needs tables for more examples.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc389832950][bookmark: _Toc440550058]Case Update Processing

(#303) The system must automatically accept and process case updates and provide information to other programs on a timely basis.  

(#304) The system must perform initial edit / validation checks, including numeric and character checks and cross references, to ensure the accuracy and completeness of fields.  

(#305) The system must update common data elements in all linked case records.  

(#306) The system must have data elements that identify the source of information and an indicator of whether the information has been independently verified.  

(#307) The system must add or remove children from cases.  

(#308) The system must track the associated update of an added or removed child's financial obligations and accounts.

[bookmark: _Toc389832951][bookmark: _Toc440550059]IV-A Updates

(#309) The system must have the capability to interact with the IV-A system on a daily basis to accept updates to the case information and provide updates to the IV-A system.  

(#310) The data exchange must include all the required address, employment, medical support, child removal reasons, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 and F-6 of the Guide for States.  

(#311) The system must communicate and track incidents of client non-cooperation and good cause determinations.  

(#312) The system must establish controls over paternity data to ensure that IV-A does not change the paternity status of a child after IV-D has validated or manipulated a child’s paternity status.  

(#313) The system must establish controls over demographic data to ensure that updates from IV-A do not automatically change case members' data after IV-D has validated or manipulated the demographic data.  

(#314) The system must reassign child and medical support arrearages per federal distribution regulations whenever IV-A assistance ceases.  

(#315) The system must screen and reject inappropriate updates from IV-A.

[bookmark: _Toc389832952]Requirement Elaborations:  For requirement #314, this requirement is supported and informed by the Change of Assignment To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.25 (Change of Assignment).  See also the Financial To-Be Results Document for the Change of Assignment process.

[bookmark: _Toc440550060]Title XIX Updates

(#316) The system must have the capability to interact with the Title XIX system to accept updates to the case information and provide updates to the Title XIX system.  

(#317) The data exchange must include all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 and E-11 of the Guide for States.  

(#318) The system must screen and reject inappropriate updates from Title XIX.  

(#319) The system must reassign medical support arrearages per federal distribution regulations whenever Title XIX assistance ceases.

Requirement Elaborations:  For requirement #319, this requirement is supported and informed by the Change of Assignment To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.25 (Change of Assignment).  See also the Financial To-Be Results Document for the Change of Assignment process.

[bookmark: _Toc389832953][bookmark: _Toc440550061]Child Welfare (IV-E) Updates

(#320) The system must have the capability to interact with the Child Welfare (IV-E) system to accept immediate updates to the case information and provide updates to the IV-E system.  

(#321) The data exchange must include all the required address, employment, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 of the Guide for States. 

(#322) The system must reassign child support and medical support arrearages per federal distribution regulations whenever IV-E and foster care maintenance assistance changes or ceases.  

(#323) The system must screen and reject inappropriate updates from IV-E.

[bookmark: _Toc389832954]Requirement Elaborations:  For requirement #322, this requirement is supported and informed by the Change of Assignment To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.25 (Change of Assignment).  See also the Financial To-Be Results Document for the Change of Assignment process.

[bookmark: _Toc440550062]Case Action History

(#324) The system must update and maintain in the automated case record all information, facts, events, transactions, and actions taken in a case.  

(#325) The system must provide the automatic recording of events and significant data changes to the case action history.  

(#326) The system must accept manually recorded case notes.  

(#327) The system must record the date and time of each event, data change, and manual case note.  

(#328) The system must accommodate differentiating case events by type to provide selective retrieval. Types include but are not limited to:

· Contacts

· Case notes

· Noncustodial parent address changes

· Custodial party address changes

· Noncustodial parent employment changes

· Case type changes

· Obligation changes

· Medical support coverage changes

· Documents

· Court events

· Significant data changes

· Financial adjustments

· Addition or removal of child(ren)

· BOW / Paternity Changes for each child(ren)

· Deleted alerts / ticklers

· Docket number changes

· Financial Institution Data

· CSENET incoming / outgoing

(#329) The system must provide retrieval of case action data by person, type of action, by date in either ascending or descending order as specified by the user, and by data type as specified by the user.  

(#330) The automated case record must maintain a record of documents generated, critical data element changes, all positive locate and asset interface actions, and a monthly summary of interface activities.  

(#331) The system must not accept edits to system initiated actions.  

(#332) The system must allow edits to records on manually initiated actions through the end of the business day during which the data was entered in the system.

[bookmark: _Toc389832955][bookmark: _Toc440550063]Workflow Management

(#333) Whenever possible, the system must automatically initiate the next step in case processing without being prompted by the caseworker.  

(#334) The system must include workflow management functionality that captures all of the steps and “if then” scenarios (i.e., “if this occurs then that should happen”) for each process in the child support lifecycle.  

(#335) The system should support multiple discrete business functions and associated business processes. Users should be able to execute these functions by navigating a reasonable number of logically presented screens.  

(#336) The workflows must consider the specific requirements for instate, interstate, international, and tribal cases, including transmitting and receiving information via the CSENet.  

(#337) The workflows must comply with federal and state policies.  

(#338) Workflow activities will include generating appropriate documents, monitoring for and capturing responses, and alerting the worker when a case needs manual intervention.  

(#339) The system must execute and trigger transactions and / or documents to complete a set of instructions within a workflow immediately whenever possible.  

(#340) When immediate system processing is not feasible, transactions and / or documents must be executed with a single nightly process.  

(#341) The workflow management functionality must include the ability to set and remove exemptions for a participant or case on specific workflows.  

(#342) There must be a single location within the system from which workers will be able to see a snapshot of all active workflows for a case and all exempted workflows for a case.  

(#343) The system must document in the case narrative history the record of all completed system and worker activities within a workflow process.  

(#344) The system must provide the CSEP with the ability to modify workflow parameters as program policies change.  

(#345) The system must provide flexibility for alternative workflows based on criteria such as case characteristics, office size, or other.  

(#346) The workflow system must support multiple methods for work distribution.  

(#347) The system must capture duration for each workflow instance.  

(#348) The system must provide audit capabilities for specific workflow instances and for general workflow steps and logic.

[bookmark: _Toc389832956]Requirement Elaborations:  All these workflow management requirements are generally supported and informed by all the To-Be business processes which also include allowances for office variations (as specified in requirement #345).  For more detail see the BPR To-Be Report, Section 4 (To-Be Process Flows) and Section 8 (Appendix B - To-Be Process Results Documents).  See also the Case Initiation To-Be Results Document, the Locate To-Be Results Document, the Establishment To-Be Results Document, the Enforcement To-Be Results Document, the Case Management To-Be Results Document, the Financials To-Be Results Document, the Customer Service To-Be Results Document, and the Reporting To-Be Results Document.

[bookmark: _Toc440550064]Alert Management

(#349) The system must include an alert management system with both action alerts and informational alerts. Action alerts require a worker to take an action or make an entry on the system.  Informational alerts provide information to the worker but do not require an update to case data (e.g., a newly assigned case or new locate information received).  

(#350) When the system reflects the completion of a required action for a case, the system must mark the alert as completed and automatically remove the alert from the work list.  

(#351) The system must not allow workers to remove or dismiss action alerts manually.  

(#352) Alerts must be stratified to prioritize worker actions.  

(#353) Every alert must contain the information the system needs to navigate to the exact spot the worker needs to resolve or review the alert.  

(#354) Each alert must have a due date designed to ensure compliance with federal timeframes.  

(#355) Alerts that remain unresolved for a defined time period must follow an escalation process, which may include alerting the supervisor at a point that will still allow the supervisor and worker to take corrective action before the end of the federal timeframes.  

(#356) The system must direct alerts based on roles assigned within the system.  

(#357) The system must be able to direct alerts either to a specific person assigned a particular role or to groups of people assigned a role.  

(#358) Alerts can only be resolved by a worker with the role associated with the alert.  

(#359) The system must include edits to prevent alerts from being assigned to a worker if a conflict of interest exists between that worker and the case for which the alert was generated.  

(#360) The system must include the ability to restore alerts cleared in error.  

(#361) The system must present a filtered list of alerts for a case to allow a more concentrated organization of effort.  

(#362) The system must allow authorized users to reassign alerts manually.   

(#363) The system must move case alerts automatically en masse upon case reassignment, caseload rebalancing, or role reassignment.  

(#364) The system must allow workers to view future alerts on individual cases and entire caseloads.  

(#365) The system must allow authorized users to generate reports regarding alerts, including those due in the past as well as those due in the future.  

(#366) The system must provide the CSEP with the ability to add, modify, and delete alerts or alert conditions as program policies change.  

(#367) The system must log alert activities (e.g., responded, ignored, created, deleted) and provide the ability to generate audit reports based on those logs.  

(#368) The system must have the capability of sorting and prioritizing cases needing attention or action by utilizing an evaluation schematic of data present on each case.  This is separate from whether or not an alert is present on a case (assists with case stratification). 

(#369) The system must monitor cases for changing circumstances and cancel or reformulate alerts based on changes in case circumstances.  

(#370) The system must maintain an audit trail for alerts showing how and when they are triggered, how and when they are resolved or canceled and that they have been viewed and by whom.

[bookmark: _Toc389832957]Requirement Elaborations:  For requirement #359, the requirement is supported and generally informed by the Conflict of Interest Case To-Be business process.  Specifically, Step 6 (Reassigns case to another worker or office) of this business process includes additional details in monitoring those cases that are reassigned.  For more detail see the BPR To-Be Report, Section 4.4.16 (Conflict of Interest Case).  See also the Case Management To-Be Results Document for the Conflict of Interest Case process.

For requirement #367, this requirement is supported and informed by the Case Management To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4 (Case Management).  See also the Case Management To-Be Results Document.

For requirement #367 and #370, information for cases worked (touched by workers) is included in the Assessment of Information Needs for staff management, productivity.  For more detail see the Data Driven Management Report, Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective).

For requirement #368, this requirement is generally informed by the data driven management approach as defined in the report, section Case Allocation Strategy. The Case Allocation Strategy discusses the use of case stratification and is tied to this requirement.  However, there are no specific results that can further elaborate this requirement at this time.  For more detail see the Data Driven Management Report, Section 5 (Case Allocation Strategy).

[bookmark: _Toc440550065]Document Management

(#371) The system must be programmed to recognize situations requiring certain documents or notices and then generate the document without caseworker intervention.  

(#372) The system must include or support a single document management system that will provide automated generation of documents as well as maintaining a record of documents previously generated with all associated user and systematic data.  

(#373) The document management system must have a document library that incorporates all batch and online generated documents, including, but not limited to, all federally required intergovernmental documents.  

(#374) The batch documents must be linked to profiles of offices and staff for ease of maintenance of office addresses, staff names, and positions.  

(#375) The system must categorize each document within the areas of case initiation, locate, establishment, enforcement, accounting, intergovernmental, and correspondence.  

(#376) The document library must be easy to maintain when documents are added, changed or no longer used.  

(#377) Authorized users must be capable of performing the maintenance within the document library without assistance from technical staff.  

(#378) When the system does not have sufficient information to complete the document, it must populate as much data as possible and present the incomplete document to the worker for completion.  

(#379) The system must maintain a record of every document generated within the system as part of the case history.  

(#380) Documents must be available for reprinting if necessary. 

(#381) Each document must be capable of including a bar code to allow automated routing of images to workers when the returned document is scanned.  

(#382) The document management system must include an address hierarchy for each document type which defines the recipient(s) (e.g., custodial party, noncustodial parent, or attorney) and the address to which it must be sent (e.g., residential or mailing).  

(#383) In addition to the address hierarchy, each document must have specifications regarding printing (e.g., local or central) and mailing (e.g., regular first class or certified).  

(#384) Documents must be designed to prevent the disclosure of Personally Identifiable Information (PII) in accordance with federal and state policies (such as in cases with domestic violence).  

(#385) The document management system must also accommodate case conditions that may require special processing for documents, such as family violence or threats to the agency.  

(#386) The system must leverage a client communication system and utilize electronic forms of communication when possible and preferred based on client profiles.  

(#387) The system must support both central and local printing of documents.  

(#388) The system must have a displayable audit trail for the entire lifecycle of each document.

[bookmark: _Toc389832958][bookmark: _Toc440550066]Obligation Review and Adjustment

(#389) The system must monitor and identify cases to support the State's review and modification procedures.   

(#390) Whenever possible, the system must automatically initiate the next step in the review and adjustment process without being prompted by the caseworker. The system must automatically: 

· Generate documents and notices

· Accept, edit, and verify information and data from various sources

· Refer cases to automated interfaces with location sources

· Identify and refer cases for FPLS and SPLS submittal

· Flag cases for potential review and adjustment of support obligations

· Direct cases to the next appropriate processing unit once action is completed in a unit

· Take any other actions that the system can initiate automatically

(#391) The system must support the review and adjustment process with linkage to the guideline calculation application and the generation of the appropriate documents.  

(#392) The system must perform case monitoring to ensure that case actions are accomplished within required timeframes.   

(#393) The system must collect income, asset, employment, and health insurance information through automated interfaces.  Provides means for entry and edit of data received (including the input of manually obtained financial information), both from interfaces and financial affidavits received from other sources.   

(#394) The system must be capable of supporting the review and adjustment of support obligations when either party lives out of state or has a tribal child support court order.

[bookmark: _Toc389832959]Requirement Elaborations:  For requirement #389, this requirement is supported and informed by the Obligation Review and Adjustment / Modification To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.9 (Obligation Review and Adjustment / Modification).  See also the Case Management To-Be Results Document for the Obligation Review and Adjustment / Modification process.

For requirement #389, information for cases reviewed and adjusted is included in the Assessment of Information Needs for staff management, productivity.  The Obligation Review and Adjustment / Modification To-Be business process has been associated to the Denominator for Current Support Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective) and Section 8.3 (Current Support Collection Percentage).

For requirement #391, this requirement is supported and informed by the Obligation Review and Adjustment / Modification To-Be business process.  Specifically, Step 1.10 (Reviews case circumstances and gathers information as appropriate) of this business process includes additional details on information that is gathered and use of guidelines.  For more detail see the BPR To-Be Report, Section 4.4.9 (Obligation Review and Adjustment / Modification).  See also the Case Management To-Be Results Document for the Obligation Review and Adjustment / Modification process.

For requirement #391, the Obligation Review and Adjustment / Modification To-Be business process has been associated to the Denominator for Current Support Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage).

[bookmark: _Toc440550067]Case Closure Management

(#395) The system must routinely monitor cases and financial data for potential case closure. 

(#396) When case data suggests closure action, the system must initiate the case closure process or alert the worker to review the case.  

(#397) The system must generate all documents necessary to support the closure process.  

(#398) The system must monitor the pending closure and implement it at the end of the regulatory timeframe unless reversed by staff.    

(#399) The system must prevent the worker from reversing an automated case closure more than twice without supervisory approval.  

(#400) The system must prevent the worker from moving forward with case closure prematurely or inappropriately.  

(#401) The system must provide a simple and effective means to reverse the closure process when new information becomes known.  

(#402) When closure action is deferred, the system must not select the case for closure again until the worker specified number of months has passed. 

(#403) Identifying information on closed cases including, but not limited to, parent and child names, SSNs, and dates of birth, must be retained on the system in an online index, with all case data maintained in an automated format that can be easily retrieved in an automated manner from the archived history file.  

(#404) Closed cases must retain all their data and history.  

(#405) The entire history file of a closed case must be retained in an easily accessible automated manner for at least three years.

[bookmark: _Toc389832960]Requirement Elaborations:  For requirement #395, this requirement is supported and informed by the Case Closure To-Be business process.  Specifically, Step 8 (Does case meet closure criteria) of this business process includes the cite for the federal closure criteria.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure).  See also the Case Management To-Be Results Document for the Case Closure process.

For requirement #395, #397, and #398, the Case Closure To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage, Support Order Establishment Percentage, Current Support Collection Percentage, and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), Section 8.3 (Current Support Collection Percentage), and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #397, this requirement is supported and informed by the Case Closure To-Be business process.  Specifically, Step 13 (Mails 60-day notice) of this business process includes additional details on central print and if the recipient of service requests closure, that no notice is generated.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure).  See also the Case Management To-Be Results Document for the Case Closure process.

For requirement #398, this requirement is supported and informed by the Case Closure To-Be business process.  Specifically, Step 18 (Case closed) of this business process includes additional details on the timeframe for closure.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure).  See also the Case Management To-Be Results Document for the Case Closure process.

[bookmark: _Toc440550068]Intergovernmental Case Management

(#406) The system must support central registry functions to route or electronically transmit correspondence and documents to the appropriate office staff.  

(#407) The system must monitor intergovernmental case and financial data providing automatic updates to other states via CSENet and / or UIFSA notices.  

(#408) The system must provide a history of CSENet and / or UIFSA communications.  

(#409) The system must maintain a history of all the other state agencies that have been contacted electronically regarding a specific case.  

(#410) The system must allow document generation to interact with any of the other state agencies known to have interaction with the case.  

(#411) The system must allow for active intergovernmental actions with multiple states at the same time on a single case.  

(#412) The system must maintain a history of all closed intergovernmental transactions.  

(#413) The system must maintain a history of all other state orders that have been in effect for the case.

[bookmark: _Toc389832961]Requirement Elaborations:  For requirement #407, this requirement is supported and informed by the NV Responding - Existing Monitoring and NV Initiating - Existing Monitoring To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4.4 (NV Initiating - Existing Monitoring) and Section 4.4.5 (NV Responding - Existing Monitoring).  See also the Case Management To-Be Results Document for the NV Responding - Existing Monitoring and NV Initiating - Existing Monitoring processes.

[bookmark: _Toc440550069]Initiating Intergovernmental Case Management

(#414) The system must manage initiating intergovernmental cases.  

(#415) The system must track and record dates to ensure compliance with federal timeframes.  

(#416) The system must document all case activity and provide updates to the responding state and the parent residing in Nevada as required by the federal child support certification criteria defined in Chapter III Section D-9 of the Guide for States.

[bookmark: _Toc389832962]Requirement Elaborations:  For requirement #414 and #415, this requirement is supported and informed by the NV Initiating Intergovernmental Acknowledgment and Received and NV Initiating - Existing Monitoring To-Be business processes and includes some of the federal timeframes.   For more detail see the BPR To-Be Report, Section 4.4.3 (NV Initiating Intergovernmental Acknowledgment and Received) and Section 4.4.4 (NV Initiating - Existing Monitoring).  See also the Case Management To-Be Results Document for the NV Initiating Intergovernmental Acknowledgment and Received and NV Initiating - Existing Monitoring processes.

For requirement #414 and #415, information for initiating intergovernmental cases is included in the Assessment of Information Needs for the caseload management perspective.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc440550070]Responding Intergovernmental Case Management

(#417) The system must manage responding intergovernmental cases.  

(#418) The system must track and record dates to ensure compliance with federal timeframes.  

(#419) The system must document all case activity and provide updates to the initiating state as required by the federal child support certification criteria defined in Chapter III Section D-8 of the Guide for States.

[bookmark: _Toc389832963]Requirement Elaborations:  For requirement #417 and #418, this requirement is supported and informed by the NV Initiating Intergovernmental Acknowledgment and Received and NV Responding - Existing Monitoring To-Be business processes and some of the federal timeframes.  For more detail see the BPR To-Be Report, Section 4.4.3 (NV Initiating Intergovernmental Acknowledgment and Received) and Section 4.4.5 (NV Responding - Existing Monitoring).  See also the Case Management To-Be Results Document for the NV Initiating Intergovernmental Acknowledgment and Received and NV Responding - Existing Monitoring processes.

For requirement #417 and #418, information for responding intergovernmental cases is included in the Assessment of Information Needs for the caseload management perspective.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective).

[bookmark: _Toc440550071]Intergovernmental Document Generation

(#420) The system must be capable of completing, generating, and sending via CSENet and hard copy all federally required intergovernmental documents.  

(#421) Document generation must be completed without worker intervention when possible, including automatically incorporating accurate and current financial records when necessary.

[bookmark: _Toc389832964]Requirement Elaborations:  For requirement #420, this requirement is supported and informed by several processes as the system should be able to automatically process documents.  See the Quick Locate (Outgoing); Intergovernmental / FPLS / SPLS / Quick Locate; NV Initiating Intergovernmental and Acknowledgment Received; NV Initiating - Existing Monitoring; NV Responding - Existing Monitoring; NV Responding Request for Support or Registration; and NV Responding TANF Redirect Request on Assigned Case To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4.3 (NV Initiating Intergovernmental Acknowledgment and Received), Section 4.4.4 (NV Initiating - Existing Monitoring), Section 4.4.5 (NV Responding - Existing Monitoring), Section 4.4.6 (NV Responding Request for Support or Registration), and Section 4.4.7 (NV Responding TANF Redirect Request on Assigned Case).   See also the Locate To-Be Results Document for the Quick Locate (Outgoing) and Intergovernmental / FPLS / SPLS / Quick Locate processes.  See also the Case Management To-Be Results Document for the NV Initiating Intergovernmental and Acknowledgment Received, NV Initiating - Existing Monitoring, NV Responding - Existing Monitoring, NV Responding Request for Support or Registration, and NV Responding TANF Redirect Request on Assigned Case processes.

For requirement #420 and #421, information on process management (category Inputs / Throughputs / Outputs) and staff management (categories of Productivity and Time on Task) informs this requirements.  For more detail see the Data Driven Management Report, Section 6.2.2 (Assessment of Information Needs - Process Management Perspective) and Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective).

For requirement #421, this requirement is supported and informed by the Quick Locate To-Be business process.  Specifically, Step 1.6 (- Sends to other jurisdiction) of this business process includes additional details on sending the request by email if the other jurisdiction does not accept CSENet transaction.  For more detail see the BPR To-Be Report, Section 4.2.5 (Quick Locate (Outgoing)).  See also the Locate To-Be Results Document for the Quick Locate (Outgoing) process.

[bookmark: _Toc440550072]Federal Information Processing Standard (FIPS) Management

(#422) The system must capture and update all federal FIPS information in one central location.  

(#423) Information maintained must include at a minimum: 

· FIPS codes

· names

· addresses

· contact information

· CSENet state agreement functional indicators

· information about special processing needs for processing intergovernmental cases (e.g., documents and copies of statutes needed for paternity or establishment)

[bookmark: _Toc389832965][bookmark: _Toc440550073]Tribal Case Management

(#424) The system must manage responding tribal cases.  

(#425) The system must track and record dates to ensure compliance with federal timeframes.  

(#426) The system must document all case activity and provide updates to the initiating tribe as required by the federal child support certification criteria defined in Chapter III Section D-11 of the Guide for States.  

(#427) The system must manage initiating tribal cases.  

(#428) The system must track and record dates to ensure compliance with federal timeframes.  

(#429) The system must document all case activity and provide updates to the responding tribe and the parent residing in Nevada as required by the federal child support certification criteria defined in Chapter III Section D-12 of the Guide for States.

[bookmark: _Toc389832966][bookmark: _Toc440550074]Enforcement

[bookmark: _Toc389832967][bookmark: _Toc440550075]Account Enforcement Monitoring

(#430) The system must monitor all case accounts for circumstances and conditions requiring enforcement attention.  

(#431) The monitoring routines must monitor multiple accounts for a noncustodial parent individually and as a group regardless of the number of alias SSNs and Individual Taxpayer Identification Numbers (ITINs).  

(#432) The monitoring routines must link a frequency to the monetary or non-monetary order term being monitored since some conditions require daily, weekly, monthly, or variable attention.  

(#433) When monitoring activities require interfaces and those interfaces offer information that is inconsistent and could introduce data integrity errors, the system must present the proper worker with the decision to resolve the conflict.  

(#434) Monitoring routines must allow for due process to operate on the initiation of remedies which in turn require service of process, reviews, and other appeal mechanisms to be part of the workflows.  

(#435) The results of service of process and the conclusion of any review must be documented in the case record.  

(#436) The system must communicate the results of reviews and appeals to the parties and appropriate interested parties in the case.  

(#437) The system must initiate or request worker initiation of enforcement remedies based on parameterized thresholds subject to effective-dated regulations, the constraints of Nevada, tribal, interstate, and international jurisdictions, and the enforcement actions currently underway.  

(#438) The system must also allow an authorized user to initiate enforcement remedies if not prohibited.  

(#439) The system must initiate, restrict, or recall enforcement actions based on case type and status such as former public assistance, non-IV-D, or an application or intergovernmental request for limited services.  

(#440) The system must include or exclude balances for enforcement based on type of arrears, such as spousal arrears, fees, or other states’ interest.  

(#441) The system must assist in determining controlling orders and continuing exclusive jurisdiction.  

(#442) The system must record and follow the terms of controlling orders plus any payment plans and diversion orders in effect.  Examples of payment plans include agreements by the noncustodial parent to certain terms necessary for reinstating a suspended driver's license or occupational license.  An example of a diversion order includes holding a child support obligation in abeyance during a period of incarceration, but resuming enforcement upon release from incarceration.  

(#443) The system must issue documents, such as bills, delinquency notices, and requests for updated employment information according to parameterized business rules.  

(#444) The system must issue modification, suspension, or termination documents upon case closure, suspension, or reinstatement.  

(#445) The system must issue reminders to parties, agencies, and entities after given periods of non-responsiveness, either by hardcopy document, electronic transmission, or outgoing IVR call, and if these fail to trigger action, to initiate escalated enforcement actions.  

(#446) The system must re-execute enforcement remedies according to the business rules of each remedy’s re-eligibility criteria.  

(#447) The system must distribute enforcement-related standardized forms, notices, and documents in accordance with judicial rules on due process and service of process to the parties, their attorneys, and the interested third parties including alternate payees currently active on the case.  

(#448) When due process rules do not dictate the correspondence delivery method, the system must use the contact method / address preferred by the recipient if established before using the default hierarchy.  

(#449) The system must be capable of sharing document images with other jurisdictions or agencies.  

(#450) Written communications to other state child support agencies must use the CSENet transactions when available and UIFSA standardized forms otherwise and must be targeted to the specific jurisdiction required.  

(#451) When monitoring payments for compliance to the various enforcement remedies, the system must recognize the different sources of payment and record in the case history the success or failure of each remedy.

[bookmark: _Toc389832968]Requirement Elaborations:  For requirement #430, this requirement is supported and informed by the Case Monitoring and Reduced Withholding To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4.1 (Case Monitoring) and Section 4.5.8 (Reduced withholding).  See also the Case Management To-Be Results Document for the Case Monitoring process.  See also the Enforcement To-Be Results Document for the Reduced Withholding process.

For requirement #434, this requirement is supported and informed by the Dispute Resolution Process To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.6 (Dispute Resolution Process).  See also the Enforcement To-Be Results Document for the Dispute Resolution Process.

For requirement #441, this requirement is supported and informed by the Inter-State (Foreign Orders) Determination of Controlling Order To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.8 (Inter-State (Foreign Orders) Determination of Controlling Order).  See also the Case Management To-Be Results Document for the Inter-State (Foreign Orders) Determination of Controlling Order process.

For requirement #442, this requirement is supported and informed by the Inactivating Support, Reactivating Support, and License Suspension (Compliance Agreement (RPP)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4.10 (Inactivating Support), Section 4.4.12 (Reactivating Support), and Section 4.5.24 (License Suspension (Compliance Agreement (RPP))).  See also the Case Management To-Be Results Document for the Inactivating Support and Reactivating Support processes.  See also the Enforcement To-Be Results Document for the License Suspension (Compliance Agreement (RPP)) process.

For requirement #443, this requirement is supported and informed by the Credit Reporting, License Suspension and NCP Billing To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.20 (Credit Reporting), Section 4.5.23 (License Suspension), and Section 4.6.22 (NCP Billing).  See also the Enforcement To-Be Results Document for the Credit Reporting and License Suspension processes.  See also the Financials To-Be Results Document for the NCP Billing process.

For requirement #443, the License Suspension To-Be business process has been associated to the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #444, this requirement is supported and informed by the Inactivating Support, Reactivating Support, Case Closure, and Child Support Order Dismissal To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.4.2 (Case Closure), Section 4.4.10 (Inactivating Support), Section 4.4.12 (Reactivating Support), and Section 4.4.1 (Child Support Order Dismissal).  See also the Case Management To-Be Results Document for the Inactivating Support, Reactivating Support, Case Closure, and Child Support Order Dismissal processes.

For requirement #444, the Case Closure To-Be business process has been associated to the Denominator for IV-D Paternity Establishment Percentage, Support Order Establishment Percentage, Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), Section 8.3 (Current Support Collection Percentage), and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #451, this requirement is informed by the process monitoring metrics from the enforcement remedies that receive payments for the Numerator for the current support collection percentage (income withholding, license suspension, financial institution data match, and CSLN and claim matching) and arrearage case collection percentage (federal tax refund offset, financial institution data match, CSLN and claim matching, income withholding, liens (satisfaction / release of judgment and license suspension).  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550076]Enforcement Remedy Exemptions

(#452) The system must provide exemptions from specific enforcement remedies.  

(#453) The system must record the establishment and removal of exemptions to the case chronology.  

(#454) The system must maintain bankruptcy, violence, good cause, incarceration, and deceased parties' information and apply state policy or court order for the suspension or exemption of cases from specific enforcement remedies that are sensitive to this information.

[bookmark: _Toc389832969]Requirement Elaborations:  For requirement #452, this requirement is supported and informed by the Automated Enforcement Exemptions and Statewide Automated Enforcement Exemptions To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.21 (Automated Enforcement Exemptions) and Section 4.5.22 (Statewide Automated Enforcement Exemptions).  See also the Enforcement To-Be Results Document for the Automated Enforcement Exemptions and Statewide Automated Enforcement Exemptions processes.

[bookmark: _Toc440550077]Income Withholding

(#455) The system must accommodate immediate and initiated income withholding.  

(#456) Initiated income withholdings must be initiated when the noncustodial parent obtains employment, becomes delinquent, or fails to abide by agreements holding wage withholding in abeyance.  

(#457) When a new source of income is identified from the new hire interface, the wage data interface, or by child support worker update, the system must generate the appropriate, nationally and tribal accepted, income withholding forms within the given time limits.  

(#458) The system must accommodate the income withholding form variations necessitated by the nature of the income source, including employment, unemployment compensation, worker’s compensation, Qualified Domestic Relations Orders (QDRO), and Social Security and other retirement benefits.  

(#459) The system must permit withholdings from multiple income sources.  

(#460) The system must issue amended or cancellation withholdings when the obligation changes or ceases due to order modifications, payment agreements, dismissals, and case closures.  

(#461) The system must also monitor compliance with the withholding order and issue the appropriate forms and letters when expected payments are not received.  

(#462) The system must electronically issue and transmit income withholding notices to employers and agencies able to accept electronic data or forms.

[bookmark: _Toc389832970]Requirement Elaborations:  For requirement #455 and #461, these requirements are supported and informed by the Income Withholding To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.4 (Income Withholding).  See also the Enforcement To-Be Results Document for the Income Withholding process.

For requirements #455, #457, #458, #460, #461, and #462, the Income Withholding To-Be business process has been associated to the Numerator for Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #457, this requirement is supported and informed by the Income Withholding, Unemployment Withholding, Social Security Intercept, and Workers' Compensation To-Be business processes.  Specifically in the area of adding temporary employers (income sources) systematically to ensure the timeframe for initiating withholding is met.  For more detail see the BPR To-Be Report, Section 4.5.4 (Income Withholding), Section 4.5.9 (Unemployment Withholding), Section 4.5.10 (Social Security Intercept), and Section 4.5.11 (Workers' Compensation).  See also the Enforcement To-Be Results Document for the Income Withholding (Step 4), Unemployment Withholding, Social Security Intercept, and Workers' Compensation (Step 4) processes.

For requirement #458, this requirement is supported and informed by the Income Withholding, Unemployment Withholding, Social Security Intercept, and Workers' Compensation To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.4 (Income Withholding), Section 4.5.9 (Unemployment Withholding), Section 4.5.10 (Social Security Intercept), and Section 4.5.11 (Workers' Compensation).  See also the Enforcement To-Be Results Document for the Income Withholding, Unemployment Withholding, Social Security Intercept, and Workers' Compensation processes.

For requirement #460, this requirement is supported and informed by the Income Withholding (Monitor for Change) and Reduced Withholding To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.5 (Income Withholding (Monitor for Change)) and Section 4.5.8 (Reduced Withholding).  See also the Enforcement To-Be Results Document for the Income Withholding (Monitor for Change) and Reduced Withholding processes. 

For requirement #462, this requirement is supported and informed by the EIWO To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.7 (EIWO).  See also the Enforcement To-Be Results Document for the EIWO process.

[bookmark: _Toc440550078]Federal Tax Refund Offset

(#463) The system must frequently monitor cases for submission to the federal tax offset program using the required case type, exclusion indicators, and arrearage delinquency balance criteria for selection, submittal, update, and removal.

[bookmark: _Toc389832971]Requirement Elaborations:  This requirement is supported and informed by the Federal Tax Refund Offset To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.17 (Federal Tax Refund Offset).  See also the Enforcement To-Be Results Document for the Federal Tax Refund Offset process.

The Federal Tax Refund Offset To-Be business process has been associated to the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550079]Liens

(#464) The system must monitor real and personal property information on file for enforcement action.  

(#465) The system must provide legal document generation of the appropriate documents needed to register and remove liens.  

(#466) For those county clerks that have automated property records, the system must search those property records, retrieve asset information, and record and release liens electronically.

[bookmark: _Toc389832972]Requirement Elaborations:  For requirement #464, this requirement is supported and informed by the Liens (Satisfaction / Release of Judgment) and Liens (Personal Property) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.13 (Liens (Satisfaction / Release of Judgment)) and Section 4.5.14 (Liens (Personal Property)).  See also the Enforcement To-Be Results Document for the Liens (Satisfaction / Release of Judgment) and Liens (Personal Property) processes.

For requirement #464 and #465, the Liens (Satisfaction / Release of Judgment) To-Be business process has been associated to the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

For requirement #465, this requirement is supported and informed by the Liens (Satisfaction / Release of Judgment) To-Be business process.  Specifically, Steps 1.4 (which indicates additional documents may be needed to record the lien), 2.4 and 2.9 (which indicates a legal signature is required to release the lien); and 2.13 (the ability to enter agreements that are made in a way that the system can monitor).  For more detail see the BPR To-Be Report, Section 4.5.13 (Liens (Satisfaction / Release of Judgment)).  See also the Enforcement To-Be Results Document for the Liens (Satisfaction / Release of Judgment) process.  Specifically Step 1.4 (Generates notice to Recorder's Office), Step 2.4 (Generates temporary release of lien), Step 2.9 (Generates release of lien), and Step 2.13 (Enters agreement).

[bookmark: _Toc440550080]Bonds

(#467) The system must have the capacity to support state policy and regulation for the use of performance or security bonds to ensure regular payment of child support obligations.  

(#468) The system must monitor bonds established and request payment from the bondholder when current support is not paid timely by other means.  

(#469) The system must generate the appropriate legal documents needed to register and release bonds.  

(#470) The system must have the capacity to support state policy and regulation for the use of bail intercepts, sometimes called appearance bonds.  

(#471) The system must monitor bail bonds established and request payment from the court as needed.

[bookmark: _Toc389832973][bookmark: _Toc440550081]Unemployment Intercept

(#472) The child support system must interface with the unemployment compensation system to find noncustodial parents with unemployment claims and to place wage assignments on unemployment benefits.  

(#473) The system must generate income-withholding notices to a foreign state’s unemployment office when that state allows income-withholding notices to be sent directly to their unemployment office.  

(#474) The system must generate an interstate transmittal to the foreign state’s child support central registry if the foreign state’s unemployment office will not honor direct child support wage withholding notices.

[bookmark: _Toc389832974]Requirement Elaborations:  For requirement #472, this requirement is supported and informed by the Unemployment Withholding To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.9 (Unemployment Withholding).  See also the Enforcement To-Be Results Document for the Unemployment Withholding process.

For requirement #472, and #473, the income withholding To-Be business process (including unemployment withholding) has been associated to the Numerator for the Current Support Collection Percentage and the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #473, this requirement is supported and informed by the Unemployment Withholding To-Be business process.  Specifically Step 2.5 (Generates IW forms to other jurisdiction's unemployment office) which includes the ability to know if the other jurisdiction accepts direct income withholding for unemployment benefits.  For more detail see the BPR To-Be Report, Section 4.5.9 (Unemployment Withholding).  See also the Enforcement To-Be Results Document for the Unemployment Withholding process.

For requirement #474, this requirement is supported and informed by the Unemployment Withholding To-Be business process.  Specifically Step 2.7 (Generates intergovernmental transmittal to other jurisdiction's central registry) which includes information about system generation of transmittals.  For more detail see the BPR To-Be Report, Section 4.5.9 (Unemployment Withholding).  See also the Enforcement To-Be Results Document for the Unemployment Withholding process.

[bookmark: _Toc440550082]Credit Reporting

(#475) The system must monitor case account balances for selection of delinquent noncustodial parents for credit reporting.  

(#476) The system must provide notification to the delinquent noncustodial parent of the intent to report, the remedy, and appeal options.  

(#477) The system must automatically submit eligible debt and payment information in the required format to participating credit reporting agencies.  

(#478) The system must automatically notify participating credit reporting agencies when the case status or case balance changes.  

(#479) The system must continue credit reporting until case closure, after which one final transaction must be sent to close out the credit reporting record.

[bookmark: _Toc389832975]Requirement Elaborations:  For requirement #475, this requirement is supported and informed by the Credit Reporting To-Be business process.  Specifically Step 1.1 (Monitors for credit reporting eligibility) includes information about arrears threshold.  For more detail see the BPR To-Be Report, Section 4.5.20 (Credit Reporting).  See also the Enforcement To-Be Results Document for the Credit Reporting process.

For requirement #476, this requirement is supported and informed by the Credit Reporting To-Be business process.  Specifically Step 1.3 (Generates notice of intent to report to credit bureau) includes information about when to generate notices.  For more detail see the BPR To-Be Report, Section 4.5.20 (Credit Reporting).  See also the Enforcement To-Be Results Document for the Credit Reporting process.

[bookmark: _Toc440550083]IRS Full Collection Services

(#480) The system must support state policy for the use of IRS full collection services.  

(#481) The system must monitor submittal information and provide updates as required by the federal system certification criteria at Chapter III, Section E-8 of the Guide for States.

[bookmark: _Toc389832976][bookmark: _Toc440550084]National Medical Support Notice and Medical Enforcement

(#482) The system must automatically generate the National Medical Support Notice in accordance with the below requirement for all support orders with a provision for health insurance coverage unless a court or administrative order indicates alternative health care coverage rather than employer-based coverage.          

(#483) The system must, within two business days after entry of employment information in the State Directory of New Hire regarding an employee who is ordered to provide health care coverage in a IV-D case, automatically transfer the National Medical Support Notice to the employer.   

(#484) The system must automatically generate all notices and letters needed to support medical support activities, including enforcement forms and letters when employers / health insurance plan administrators are not in compliance.  

(#485) The system must alert the caseworker when information required to fulfill a medical support order has not been received, and must automatically generate required documents to secure the information.   

(#486) The system must automatically monitor employer, custodial party, and noncustodial parent compliance with ordered medical support provisions and prompt needed caseworker action when there is a failure to comply with such orders.  

(#487) The system must periodically exchange data electronically with the State Title XIX agency to determine if there have been lapses in health insurance coverage.  

(#488) The system must be able to accept information on children eligible for Tricare coverage from the FCR’s match with the Department of Defense’s Defense Enrollment Eligibility Reporting System (DEERS).    

(#489) The system must, at least once, request employers and other groups offering health insurance coverage to notify the IV-D agency of changes and / or lapses in health insurance coverage.

[bookmark: _Toc389832977]Requirement Elaborations:  For requirement #482, this requirement is supported and informed by the Medical Support (NCP / Employer) To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.1 (Medical Support (NCP / Employer)).  See also the Enforcement To-Be Results Document for the Medical Support (NCP / Employer) process.

For requirement #486, this requirement is supported and informed by the Medical Support (NCP / Employer), Medical Support (CST), Medical Cash, and Noncustodial Parent Failure to Appear / Comply To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.1 (Medical Support (NCP / Employer)), Section 4.5.1 (Medical Support (CST)), Section 4.5.3 (Medical Cash), and Section 4.5.28 (Noncustodial Parent Failure to Appear / Comply).  See also the Enforcement To-Be Results Document for the Medical Support (NCP / Employer), Medical Support (CST), Medical Cash, and Noncustodial Parent Failure to Appear / Comply processes.

For requirement #486, the Noncustodial Parent Failure to Appear / Comply To-Be business process has been associated to the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550085]License Suspension and Non-renewal

(#490) The system must accommodate withholding, suspending, or restricting the use of driver's, business, professional, occupational, recreational, or sporting licenses of participants who owe overdue support or, after receiving appropriate notice, fail to comply with subpoenas or warrants relating to paternity or child support proceedings.  

(#491) The system must retrieve professional and recreational license information electronically from automated licensing systems or use data entry for manual licensing agencies to record license information.  

(#492) The system must generate the appropriate legal documents or electronic transactions needed to suspend a license or advise the licensing agency about non-renewal.  

(#493) The system must automatically notify the DMV when driver’s licenses should be suspended.  

(#494) The system must automatically notify DMV, preferably real-time, when a noncustodial parent is eligible for reinstatement of a driver’s license.

[bookmark: _Toc389832978]Requirement Elaborations:  For requirement #490, this requirement is supported and informed by the License Suspension To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.23 (License Suspension).  See also the Enforcement To-Be Results Document for the License Suspension process.

For requirement #490 and #492, the License Suspension To-Be business process has been associated to the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #492, this requirement is supported and informed by the License Suspension and License Suspension (Compliance Agreement (RPP)) To-Be business processes.  Specifically Step 1.2 (Commences negotiation) in License Suspension (Compliance Agreement (RPP)) specifies the system automatically generates the terms of agreement to the NCP.  For more detail see the BPR To-Be Report, Section 4.5.23 (License Suspension) and Section 4.5.24 (License Suspension (Compliance Agreement (RPP))).  See also the Enforcement To-Be Results Document for the License Suspension and License Suspension (Compliance Agreement (RPP)) processes.

[bookmark: _Toc440550086]Contempt and Bench Warrant Processing

(#495) The system must provide tracking of one or more bench warrants for either party of an order.  

(#496) The system must maintain an online listing of parties subject to a bench warrant.  

(#497) The system must routinely monitor cases with outstanding bench warrants and interface with the court system and the jail population system to report and remove a bench warrant when the outstanding conditions for the warrant are resolved.

[bookmark: _Toc389832979]Requirement Elaborations:  For requirement #497, this requirement is supported and informed by the Quash of Bench Warrant To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.29 (Quash of Bench Warrant).  See also the Enforcement To-Be Results Document for the Quash of Bench Warrant process.

[bookmark: _Toc440550087]Passport Denial

(#498) The system must routinely monitor cases for submission to the federal tax offset program for passport denial using the required case type and arrearage balance criteria for selection, submittal, update, and removal.  

(#499) The system must timely generate and record in the case history the appropriate notices related to administrative reviews and appeals.

[bookmark: _Toc389832980]Requirement Elaborations:  For requirement #498, this requirement is supported and informed by the Passport Denial and Release To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.19 (Passport Denial and Release).  See also the Enforcement To-Be Results Document for the Passport Denial and Release process.

For requirement #498, the Passport Denial and Release To-Be business process has been associated to the Numerator for Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550088]Financial Institution Data Match

(#500) The system must actively seek and match financial institution account data from instate and intergovernmental sources, such as the Electronic Parent Locator Network (EPLN) and Multi-State Financial Institution Data Match (MS-FIDM) system, and the FIDM Alliance for enforcement action. [footnoteRef:2]   [2:  The EPLN has been renamed Interstate Data Exchange Consortium (IDEC).] 


(#501) If the financial account and the child support case meet eligibility requirements, the system must generate the appropriate legal documents needed to place a lien on an account and interact with the financial institution regarding account seizure action.

[bookmark: _Toc389832981]Requirement Elaborations:  For requirement #500, this requirement is supported and informed by the Financial Institution Data Match To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.12 (Financial Institution Data Match).  See also the Enforcement To-Be Results Document for the Financial Institution Data Match process.

For requirement #500, the Financial Institution Data Match To-Be business process has been associated to the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550089]Administrative Offset

(#502) The system must routinely monitor cases for submission to the administrative offset program component of the Federal Tax Refund Offset Program using the required case type and arrearage delinquency balance criteria for selection, submittal, update, and removal.

[bookmark: _Toc389832982]Requirement Elaborations:  For requirement #502, this requirement is supported and informed by the Federal Administrative Offset To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.18 (Federal Administrative Offset).  See also the Enforcement To-Be Results Document for the Federal Administrative Offset process.

For requirement #502, the Federal Administrative Offset To-Be business process has been associated to the Numerator for the Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550090]Child Support Lien Network and Other Claim Matching

(#503) The system must routinely monitor cases for submission to the Child Support Lien Network (CSLN) using the required case type and arrearage delinquency balance criteria for selection, submittal, update, and removal.  

(#504) The system must use the proper communication channels to issue system-generated liens against insurance claims and the corresponding forms and transactions to recognize satisfaction either through payment or review.  

(#505) The system must interface with the Social Security Administration to match and intercept disability payments with automatic case narration, appropriate worker alerts, and the production of documents to establish and release liens.  

(#506) The system must interface with the Nevada Unclaimed Property Division for automated intercept of abandoned property claims.

[bookmark: _Toc389832983]Requirement Elaborations:  For requirement #503, this requirement is supported and informed by the CSLN and Claim Matching To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.15 (CSLN and Claim Matching).  See also the Enforcement To-Be Results Document for the CSLN and Claim Matching process.

For requirement #503, the CSLN and Claim Matching To-Be business process has been associated to the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

For requirement #505, this requirement is supported and informed by the Social Security Intercept To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.10 (Social Security Intercept).  See also the Enforcement To-Be Results Document for the Social Security Intercept process.

For requirement #505, the income withholding (including social security intercept) To-Be business process has been associated to the Numerator for the Current Support Collection Percentage and Arrearage Case Collection Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage) and Section 8.4 (Arrearage Case Collection Percentage).

[bookmark: _Toc440550091]Federal / State Criminal Non Support Referral Tracking

(#507) The system must support the documentation of referral for Federal Criminal Non Support.  It must monitor submittal information and provide for reminder alerts as scheduled.

[bookmark: _Toc389832984]Requirement Elaborations:  This requirement is supported and informed by the Criminal Non Support (Federal) and Criminal Non Support (State) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.5.25 (Criminal Non Support (Federal)) and Section 4.5.26 (Criminal Non Support (State)).  See also the Enforcement To-Be Results Document for the Criminal Non Support (Federal) and Criminal Non Support (State) processes.

[bookmark: _Toc440550092]Administrative Enforcement-Interstate

(#508) The system must be able to accept and work Administrative Enforcement-Interstate (AEI) requests (e.g., Income Withholding Order (IWO) issuance for another jurisdiction).  

(#509) The system must be able to initiate AEI requests to other jurisdictions.

Requirement Elaborations:  For requirement #508, this requirement is supported and informed by the Administrative Enforcement of Interstate (AEI) To-Be business process with regard to Nevada law.  For more detail see the BPR To-Be Report, Section 4.5.16 (Administrative Enforcement of Interstate (AEI)).  See also the Enforcement To-Be Results Document for the Administrative Enforcement of Interstate (AEI) process.

For requirement #509, this requirement is supported and informed by the Limited Service Requested (Outgoing) To-Be business process.  For more detail see the BPR To-Be Report, Section 4.5.30 (Limited Service Requested (Outgoing)).  See also the Enforcement To-Be Results Document for the Limited Service Requested (Outgoing) process.

[bookmark: _Toc389832985][bookmark: _Toc440550093]Financial Management

[bookmark: _Toc389832986][bookmark: _Toc440550094]Order Entry and Obligation Maintenance

(#510) The system must monitor for the receipt of court orders.  

(#511) The system must record the terms and conditions of the order, including, but not limited to, the current support obligation, the payment toward arrears obligation, medical support obligation and any fee obligations.    

(#512) The system must record the terms of the medical support provisions of the order.  

(#513) The system must record any judgment amounts.  

(#514) The system must record the legal effective date of the order, the end date of the obligation, payment commencement date and the signed date of the order.  

(#515) The system must record the court-ordered provision for direct payment.  

(#516) The system must maintain a history of all previously established orders.  

(#517) The system must be capable of supporting orders issued by foreign countries by capturing the currency and the exchange rate at the time of the entry of the order.  

(#518) The system must prorate obligation amounts when circumstances require a partial period amount.  

(#519) The system must identify obligations as voluntary, administrative, or court ordered.  

(#520) The system must automatically create obligations and associated accounts and designate to whom they are owed based on recipient and case status data.  

(#521) The system must document child-specific terms within a court order, including the establishment of paternity.  

(#522) The system must record the type of obligation, the date adjusted (if adjusted), the amount of the order, the payment frequency, the arrearage, the method of payment, the payment due date, and the issuing state of the order.

[bookmark: _Toc389832987]Requirement Elaborations:  For requirement #511, this requirement is supported and informed by the Order Entry To-Be business process.  For more detail see the BPR To-Be Report, Section 4.3.11 (Order Entry).  See also the Establishment To-Be Results Document for the Order Entry process.

For requirement #511, the Order Entry To-Be business process has been associated to the Numerator for the IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; and the Denominator for the Current Support Collection Percentage; specification of required process metrics and supporting information are included.  There are many references to orders within the information needs tables (e.g., percentage of cases with an order for caseload performance, number of orders established for staff productivity, and average timeframe for order establishment for staff timeliness.)  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs), Section 8.1 (IV-D Paternity Establishment Percentage), Section 8.2 (Support Order Establishment Percentage), and Section 8.3 (Current Support Collection Percentage).

For requirement #513, this requirement is supported and informed by the Establishing Arrears / Reducing to Judgment To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.14 (Establishing Arrears / Reducing to Judgment).  See also the Case Management To-Be Results Document for the Establishing Arrears / Reducing to Judgment process.

[bookmark: _Toc440550095]Future Obligation Setup

(#523) The system must accommodate future obligation changes as provided for by the court order allowances for custody changes, seasonal or other known employment changes, and other directed changes as specified by the court order.  

(#524) The system must monitor the future obligations daily and update the current obligation on the designated date.

[bookmark: _Toc389832988][bookmark: _Toc440550096]Retroactive Obligation Management

(#525) The system must calculate the amount of the adjustment when new or modified obligations are entered that have a prior period legal effective date.  

(#526) Once approved, the system must update the appropriate case arrearage balances.

[bookmark: _Toc389832989]Requirement Elaborations:  For requirement #525, this requirement is supported and informed by the Resolution of Over-Collection Distributed to Payee (Not a Credit Balance) To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.24 (Resolution of Over-Collection Distributed to Payee (Not a Credit Balance)).  See also the Financial To-Be Results Document for the Resolution of Over-Collection Distributed to Payee (Not a Credit Balance) process.

For requirement #526, this requirement is supported and informed by the Financial Research / Action / Correction / Update To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.27 (Financial Research / Action / Correction / Update).  See also the Financial To-Be Results Document for the Financial Research / Action / Correction / Update process.

[bookmark: _Toc440550097]Debt Types

(#527) The system must provide debt types including, but not limited to:

· Child Support

· Spousal Support (used for IV-D and non IV-D cases where a current child support obligation or child support arrears exists)

· Medical Support

· Cash Medical

· Interest

· Genetic Test Costs

· Other State IV-D Agency Arrearages with Pay-To FIPS

(#528) The debt types must be maintained in a parameter table with distribution priority data clearly established for use in collection processing.  

(#529) The system must be able to automatically segregate and report amounts owed to multiple recipients within a debt type within a case.

Requirement Elaborations:  For requirement #529, this requirement is supported and informed by the Change of Assignment To-Be business process.  Specifically, Step 2 (Updates CST's cases with change in assignment and assigns current support) of this business process includes additional details to more effectively and efficiently fulfill this requirement.  For more detail see the BPR To-Be Report, Section 4.6.5 (Change of Assignment).  See also the Financials To-Be Results Document for the Change of Assignment process.

[bookmark: _Toc389832990][bookmark: _Toc440550098]Account Charging

(#530) The system must monitor and charge accounts daily based on the court order frequency, debt type, account type, and charge date as established with the court order.  

(#531) When determining the obligation amount, the system must prorate the obligation when a change of obligation occurs within the charging period.  

(#532) The system must be capable of charging interest and maintain separate interest balance data.  

(#533) The system must allow for interest to be charged or not charged at the individual docket level.  

(#534) The system must be capable of charging penalties and maintain separate penalty balance data.  

(#535) The system must allow for penalties to be charged or not charged at the individual docket level.  

(#536) The system must allow for automated Cost of Living Adjustments to obligations.

[bookmark: _Toc389832991][bookmark: _Toc440550099]Obligor Billing

(#537) The system must automatically generate billing statements, including the amount of current and past due support, the due date, and the bill generation date.  

(#538) The system-generated bill must support varied payment / collection cycles (e.g., weekly, monthly, etc.).

(#539) The system must be capable of generating obligor bills on demand.  

(#540) The system-generated bill must provide payment identification (e.g., return stubs or coupons supporting various payment frequencies).  

(#541) The system billing statements must include system-generated or caseworker-defined narrative notices / comments to obligors.  

(#542) The system must provide bill suppression upon entry of an allowable reason.  

(#543) The system must provide supervisory-authorized review either prior to or following billing suppression or adjustments.  

(#544) The system must notify the worker of the decision not to suppress or adjust billing.  

(#545) The system must record and display a history log of any billing suppression activity by date and worker.

[bookmark: _Toc389832992]Requirement Elaborations:  For requirement #537, this requirement is supported and informed by the NCP Billing To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.22 (NCP Billing).  See also the Financial To-Be Results Document for the NCP Billing process.

For requirement #538, this requirement is supported and informed by the NCP Billing To-Be business process.  Specifically Step 6 (Prepares and sends coupon statement to NCP; includes account statement periodically) provides some information about distribution method.  For more detail see the BPR To-Be Report, Section 4.6.22 (NCP Billing).  See also the Financial To-Be Results Document for the NCP Billing process.

For requirement #542, this requirement is supported and informed by the NCP Billing To-Be business process.  Specifically Step 2 (Should NCP get a coupon statement) provides some information about exemption reasons.  For more detail see the BPR To-Be Report, Section 4.6.22 (NCP Billing).  See also the Financial To-Be Results Document for the NCP Billing process.

[bookmark: _Toc440550100]Payment Processing

(#546) The system must provide receipt identification, including, but not limited to:

· Collection sources including 

· obligor

· employer

· other state IV-D agency

· Federal Tax Offset intercept

· federal administrative offset

· state tax intercept

· unemployment compensation intercept

· worker’s compensation intercept

· lottery intercept

· bonds

· FIDM

· CSLN account seizure

· bench warrant

· direct payment etc.

· Collection types including 

· check

· money order

· EFT

· cash

· credit card etc.

· Collection date

· Check routing number and account number

· Unique system-assigned receipt number

(#547) The system must support the allocation of obligor payments to individual cases according to state policy.  

(#548) The system must accommodate the receipt of a voluntary payment prior to the establishment of an order.  

(#549) The system must record and track collections associated with a posted bond.  

(#550) The system must be capable of receipting and posting collections through electronic funds transfers for all sources.  

(#551) The system must provide financial controls for posting and balancing all payment transactions.  

(#552) The system must generate documents required to support the deposit of payments / collections to financial institutions.  

(#553) The system must process injured spouse indicators received for collections in the federal tax offset file, and treat those collections as "individual", not subjecting them to the six months non-assistance joint tax hold.  

(#554) The system must accept and process unidentified and / or suspended payments and must support the identification of such payments.  

(#555) The system must include an online-receipting component that will include the entry of payments and issuance of receipts to payers.  

(#556) The system must process and post all payments, including unidentified payments, to the system in a timely manner so that the State meets the two day timeframe for distribution and disbursement of payments.  

(#557) The system must maintain a payment history containing, but not limited to, the following information for each payment: 

· amount of the payment

· date of collection

· method of payment

· date of receipt

· date of disbursement

(#558) The system must provide direct access to internal users to view images of payments processed through SCaDU.

[bookmark: _Toc389832993]Requirement Elaborations:  For requirement #546, the information gathered from receipts has been identified as additional information needed from the Receipting, Posting, and Bank Deposits To-Be business process identified as part of the Numerator for the Current Support Collection Percentage, Arrearage Case Collection Percentage, and CSPIA Cost-Effectiveness Ratio.  The type of information is the method of payment (e.g., EFT, mail, over-the-counter) and the source of the money (e.g., federal tax offset, income withholding, unemployment, NCP's personal check, etc.).  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage), Section 8.4 (Arrearage Case Collection Percentage), and Section 8.5 (CSPIA Cost-Effectiveness Ratio).

For requirement #547, this requirement is supported and informed by the Receipting, Posting, and Bank Deposits To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.3 (Receipting, Posting, and Bank Deposits).  See also the Financial To-Be Results Document for the Receipting, Posting, and Bank Deposits process.

For requirement #547, #555, and #556, the Receipting, Posting, and Bank Deposits To-Be business process has been associated with the Numerator for the Current Support Collection Percentage, Arrearage Case Collection Percentage, and CSPIA Cost-Effectiveness Ratio; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage), Section 8.4 (Arrearage Case Collection Percentage), and Section 8.5 (CSPIA Cost-Effectiveness Ratio).

For requirement #550, this requirement is supported and informed by the ACH / EFT Receipting and Federal Tax Offset Processing To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.1 (ACH / EFT Receipting).  See also the Financials To-Be Results Document for the ACH / EFT Receipting and Federal Tax Offset Processing processes.

For requirement #550 and #553, the Federal Tax Offset Processing To-Be business process has been associated to the Numerator for Arrearage Case Collection Percentage; specification of required process metrics and supporting information needs are included.  For more detail see the Data Driven Management Report, Section 8.4 (Arrearage Case Collection Percentage).

For requirement #553, this requirement is supported and informed by the Federal Tax Offset Processing To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.2 (Federal Tax Offset Processing).  See also the Financial To-Be Results Document for the Federal Tax Offset Processing process.

For requirement #554, this requirement is supported and informed by the Research and Resolution of Unidentified Receipts To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.18 (Research and Resolution of Unidentified Receipts).  See also the Financial To-Be Results Document for the Research and Resolution of Unidentified Receipts process.

For requirement #555, this requirement is supported and informed by the Receipting, Posting, and Bank Deposits To-Be business process.  Step 1(Enters payment posting information online and prints receipt) includes allowing this to be done in local offices.  For more detail see the BPR To-Be Report, Section 4.6.3 (Receipting, Posting, and Bank Deposits).  See also the Financial To-Be Results Document for the Receipting, Posting, and Bank Deposits process.

For requirement #556, this requirement is supported and informed by the Receipting, Posting, and Bank Deposits and Research and Resolution of Unidentified Receipts To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.3 (Receipting, Posting, and Bank Deposits) and Section 4.6.18 (Research and Resolution of Unidentified Receipts).  See also the Financial To-Be Results Document for the Receipting, Posting, and Bank Deposits and Research and Resolution of Unidentified Receipts processes.

[bookmark: _Toc440550101]Held Collections Management

(#559) The system must allow the placement of a hold at the payer, payee, case, or collection source level.  

(#560) The system must be capable of placing an automatic hold and release on designated collection sources while allowing other collections to distribute and disburse without delay.  

(#561) Each held collection must be assigned to a category.  

(#562) The system must report the summary and detail of the held collections.  

(#563) The system must categorize held collections according to the reason for the hold.  Held collections categories must include but are not limited to:

· Obligee bad address

· Obligee deceased

· Disputed arrears

· Obligor bad address

· Obligor deceased

· Future (escrow)

· Held by court order

· Non-Sufficient Funds (NSF) check history

· Unidentified

· Non-assistance joint returns

· Federal tax

· State tax

· Less than $1

· Stop payment on disbursement

· Check cancelled

· Payee incarcerated

· Administrative hold

· Excess tax offset collection

· Change of custody

· Tribal IV-D case

· Closed case

· FIDM payment

· No active order

· Suspend flag set

(#564) The system must provide prompt disposition of held collections with the necessary fiscal controls to provide a clear audit trail for distribution.  

(#565) The system must provide the capability for automatic and manual release of individual items from hold and provide distribution of the released funds.  

(#566) The system must automatically release receipts from certain hold types based on case conditions.  

(#567) The system must have a table to maintain all hold types and attributes, and the table must contain a parameter that indicates whether manual override of each hold type by a specific worker role is allowed.  

(#568) The system must generate a permission letter automatically to the obligor for redirection of excess offset funds when additional obligations exist.  

(#569) The system must allow for changes to the reason for the hold without releasing the hold currently in place while retaining a history of prior hold reason codes.

[bookmark: _Toc389832994]Requirement Elaborations:  For requirement #559, this requirement is supported and informed by the Research and Resolution of Undistributed (Held) Collections To-Be business process.  Also Refunds of Support, Step 2 (Suspends distribution, if appropriate) has additional criteria for when distribution is suspended.  For more detail see the BPR To-Be Report, Section 4.6.5 (Refunds of Support) and Section 4.6.19 (Research and Resolution of Undistributed (Held) Collections).  See also the Financials To-Be Results Document for the Research and Resolution of Undistributed (Held) Collections and Refunds of Support processes.

For requirement #563, this requirement is supported and informed by the Returned Check and Reissuance of Lost / Missing / Stolen Check To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.11 (Returned Check) and Section 4.6.12 (Reissuance of Lost / Missing / Stolen Check).  See also the Financials To-Be Results Document for the Returned Check and Reissuance of Lost / Missing / Stolen Check processes.

For requirement #564, this requirement is supported and informed by the Research and Resolution of Undistributed (Held) Collections To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.19 (Research and Resolution of Undistributed (Held) Collections).  See also the Financials To-Be Results Document for the Research and Resolution of Undistributed (Held) Collections process.

For requirement #566, this requirement is supported and informed by the Disbursement Exceptions To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.7 (Disbursement Exceptions).  See also the Financial To-Be Results Document for the Disbursement Exceptions process.

[bookmark: _Toc440550102]Escheatment Management

(#570) The system must provide identification of items as abandoned property which have been reported for escheatment.  

(#571) This process must be integrated with the OCSE-34A so that escheated funds are reported as undistributable.  

(#572) The system must support an audit trail listing the date and status change of the collection.

[bookmark: _Toc389832995]Requirement Elaborations:  For requirement #570, the requirement is supported and informed by the Resolution of Stale Dated Payments and Escheatment To-Be business process. Step 2.2 (Runs unclaimed property report on the system) talks specifically about timeframe.  For more detail see the BPR To-Be Report, Section 4.6.20 (Resolution of Stale Dated Payments and Escheatment).  See also the Financials To-Be Results Document for the Resolution of Stale Dated Payments and Escheatment process.

For requirement #572, the requirement is supported and informed by the Resolution of Stale Dated Payments and Escheatment To-Be business process. Step 2.4 (Marks all unclaimed instruments just processed as escheated) explains the reason for the audit trail.  The Claim on Escheated Funds To-Be business process also informs and supports this requirement.  For more detail see the BPR To-Be Report, Section 4.6.20 (Resolution of Stale Dated Payments and Escheatment) and Section 4.6.21 (Claim on Escheated Funds).  See also the Financials To-Be Results Document for the Resolution of Stale Dated Payments and Escheatment and Claim on Escheated Funds processes.

[bookmark: _Toc440550103]Financial Distribution

(#573) The system must be able to properly maintain account balances, allocate receipts, and distribute all support collections according to federal requirements.  

(#574) The system must be able to perform and demonstrate all the OCSE test deck distribution scenarios.  

(#575) The system must provide prompt distribution and disbursement of collections as required by federal requirements recording the amount, date of distribution, date of disbursement, and the recipient.  

(#576) The system must provide retroactive distribution when unidentified and misapplied funds are directed to the correct case or account.  

(#577) In order to accomplish retroactive distributions, the system must provide prior TANF assistance status.  

(#578) The system must allocate and distribute collections down to the member / provision (debt type) level according to federal and state regulations.  

(#579) The system must maintain TANF and non-TANF arrearages and distribute collections according to federal and state distribution hierarchy.  

(#580) The system must provide the capability for refunding collections.

[bookmark: _Toc389832996]Requirement Elaborations:  For requirement #573, this requirement is supported and informed by the Disbursement of Support To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.4 (Disbursement of Support).  See also the Financial To-Be Results Document for the Disbursement of Support process.

For requirement #573, the Disbursement of Support To-Be business process has been associated to the Numerator for the Current Support Collection Percentage; Arrearage Case Collection Percentage; and the CSPIA Cost Effectiveness Ratio.  Specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage), Section 8.4 (Arrearage Case Collection Percentage), and Section 8.5 (CSPIA Cost Effectiveness Ratio).

[bookmark: _Toc440550104]Electronic Fund Transfer Management

(#581) The system must provide managing account information to support electronic fund transfer to and from other state agencies, to obligees, and to support automatic withdrawal from participants.  

(#582) The system must support the efficient research, rejection, or recovery of EFT transactions.  

(#583) The system must have a viewable history for all EFT data actions.  

(#584) The system must support stored value card application and the issuance of payments to financial institutions.

[bookmark: _Toc389832997]Requirement Elaborations:  For requirement #581, this requirement is supported and informed by the ACH / EFT Receipting To-Be business process.  Specifically Step 1 (Pulls SFTP file of ACH / EFT Receipts down to system) provides some detail that may inform the new system design.  This requirement is also supported and informed by the Direct Deposit Maintenance To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.1 (ACH / EFT Receipting) and Section 4.6.15 (Direct Deposit Maintenance).  See also the Financial To-Be Results Document for the ACH / EFT Receipting and Direct Deposit Maintenance processes.

For requirement #582, this requirement is supported and informed by the Reversal of EFT To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.16 (Reversal of EFT).  See also the Financial To-Be Results Document for the Reversal of EFT process.

For requirement #584, this requirement is supported and informed by the Issuance of Debit Card, Cancellation of Debit Card, and Electronic Payment Exception Request To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.13 (Issuance of Debit Card), Section 4.6.14 (Cancellation of Debit Card), and Section 4.6.17 (Electronic Payment Exception Request).  See also the Financial To-Be Results Document for the Issuance of Debit Card, Cancellation of Debit Card, and Electronic Payment Exception Request processes.

[bookmark: _Toc440550105]Bank Account Reconciliation

(#585) The system must provide bank account reconciliation of deposits and expenditures.

(#586) The system must provide disbursement status updates for recording cancellations, voided payments, stale dated payments and cashed payments.  

(#587) The system must facilitate the management and re-issuance of lost or stolen checks.  

(#588)The system must automatically trigger a notice to the payee for a disbursement that has been voided or cancelled.  

(#589) The system must provide bank account reconciliation of deposits and system collections posted.  

(#590) The system must provide deposit controls, the management of insufficient funds returns, make-whole accounts when funds are disbursed to the incorrect payee, and the transfer of collections to the disbursement account.  

(#591) The system must create a positive pay file to be sent to the disbursement bank to reduce check cashing errors.

[bookmark: _Toc389832998]Requirement Elaborations:  For requirement #585, the requirement is supported and informed by the Receipt and Disbursement Reconciliation To-Be business process.  Specifically, Step 1 (Alerts reconciler of out-of-balance condition and provides online view of accounts) provides some reporting information.  For more detail see the BPR To-Be Report, Section 4.6.6 (Receipt and Disbursement Reconciliation).  See also the Financials To-Be Results Document for the Receipt and Disbursement Reconciliation process.

For requirement #586, the requirement is supported and informed by the Disbursement Status Reconciliation To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.8 (Disbursement Status Reconciliation).  See also the Financials To-Be Results Document for the Disbursement Status Reconciliation process.

For requirement #587, this requirement is supported and informed by the Reissuance of Lost / Missing / Stolen Check To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.12 (Reissuance of Lost / Missing / Stolen Check).  See also the Financials To-Be Results Document for the Reissuance of Lost / Missing / Stolen Check process.

For requirement #591, this requirement is supported and informed by the Disbursement of Support To-Be business process.  Specifically, Step 4 (Sends positive pay file to SDU bank) of this business process includes additional details to more effectively and efficiently fulfill this requirement.  For more detail see the BPR To-Be Report, Section 4.6.4 (Disbursement of Support).  See also the Financials To-Be Results Document for the Disbursement of Support process. 

For requirement #591, the Disbursement of Support To-Be business process has been associated to the Numerator for the Current Support Collection Percentage; Arrearage Case Collection Percentage; and the CSPIA Cost Effectiveness Ratio.  Specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 8.3 (Current Support Collection Percentage), Section 8.4 (Arrearage Case Collection Percentage), and Section 8.5 (CSPIA Cost Effectiveness Ratio).

[bookmark: _Toc440550106]Account Adjustments

(#592) The system must accommodate the reapplication of funds between accounts and cases.

(#593) The system must provide a detailed audit trail, including the worker performing the adjustment, the movement of funds from one case or account to another and the reasons for each movement.  

(#594) The system must accommodate supervisory approval of adjustments according to state policy.  

(#595) The system must record and report the cases adjusted, the reason for the adjustment, the date, the person making the adjustment, and the supervisor approving the adjustment.  

(#596) The system must be capable of sorting and reporting adjustments by any of the variables above.  

(#597) The system must create a case note documenting that an account or case has been adjusted and the date, reason, and person making the adjustment.  

(#598) The system must be capable of adjusting previously processed payments with supervisory approval and must notify the worker of the decision regarding the requested adjustment.  

(#599) The system must allow for the reversal and reapplication or refund of an entire receipt or a portion of a receipt.  

(#600) The system must adjust the balances and if appropriate, reapply the receipt to another case(s), ensuring that the transaction balances and that a complete audit trail is created.  

(#601) The system must include edits that prevent the adjustment and reapplication or refund of a receipt unless the corresponding entries balance, with supervisory override capability for reasons such as manual federal tax offset adjustments and incorrect amount corrections.  

(#602) The system must automatically adjust, and reapply if necessary, receipts associated with a negative transaction received in the Federal and State tax offset file.  

(#603) The system must have the ability to reissue outstanding legacy system disbursements.  

(#604) The system must have the ability to perform adjustments, refunds, and recoveries of overpayments associated with legacy system receipts.

[bookmark: _Toc389832999]Requirement Elaborations:  For requirement #592, this requirement is supported and informed by the Resolution of Misapplied Payments To-Be business process.  Specifically, Step 7 (Backs out payment and applies it to the correct case on system) of this business process includes additional details to more effectively and efficiently fulfill this requirement.  For more detail see the BPR To-Be Report, Section 4.6.10 (Resolution of Misapplied Payments).  See also the Financials To-Be Results Document for the Resolution of Misapplied Payments process.

For requirement #593, the requirement is supported and informed by the Financial Research / Action / Correction / Update To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.27 (Financial Research / Action / Correction / Update).  See also the Financials To-Be Results Document for the Financial Research / Action / Correction / Update process.

For requirement #594, the requirement is supported and informed by the Refunds of Support and Resolution of Misapplied Payments (specifically Step 6 (Approves request to correct misapplied payment)) To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.6.5 (Refunds of Support) and Section 4.6.10 (Resolution of Misapplied Payments).  See also the Financials To-Be Results Document for the Refunds of Support and Resolution of Misapplied Payments processes.

For requirement #595, the requirement is supported and informed by the Crediting Direct Payments To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.11 (Crediting Direct Payments).  See also the Case Management To-Be Results Document for the Crediting Direct Payments process.

[bookmark: _Toc440550107]Recovery of Misapplied Payments and NSF Financial Instruments

(#605) The system must be capable of supporting the process used to recover disbursements issued (e.g., overpayments) which resulted from a misapplication of payments or a federal tax offset negative adjustment, including the maintenance of recoupment balances, and the issuance of advisory notices to participants.  

(#606) The system must be capable of supporting the process used to recover disbursements associated with remittances processed from financial instruments that are dishonored by a financial institution subsequent to the disbursement (e.g., Non-Sufficient Funds (NSF), closed accounts, etc.).  

(#607) The system must process the file of bank returned transactions and automatically adjust the associated receipts and case balances.  

(#608) The process must include the generation and tracking of all associated correspondence in the recovery process.  

(#609) The system must maintain a complete NSF history for an employer and associate that employer’s NSF status with all obligors and cases for which that employer is a source of income.  

(#610) The system must maintain a complete NSF history for an obligor.

[bookmark: _Toc389833000]Requirement Elaborations:  For requirement #605, the requirement is supported and informed by the Resolution of Misapplied Payments To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.10 (Resolution of Misapplied Payments).  See also the Financials To-Be Results Document for the Resolution of Misapplied Payments process.

For requirement #609, this requirement is supported and informed by the Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts) To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.9 (Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)).  See also the Financial To-Be Results Document for the Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts) process.

[bookmark: _Toc440550108]Account Audit Capability

(#611) The system must provide efficient auditing of account balances and distributions with online and printed reports.  

(#612) The system must automate the creation of audit reports which provide a month-by-month breakdown to the arrears category level.  

(#613) The system must track audit results.

[bookmark: _Toc389833001]Requirement Elaborations:  For requirement #611 and #612, these requirements are supported and informed by the Case Financial Audit To-Be business process.  This includes allowing multiple audit scenarios for attorneys to take to court.  For more detail see the BPR To-Be Report, Section 4.6.23 (Case Financial Audit).  See also the Financial To-Be Results Document for the Case Financial Audit process.

[bookmark: _Toc440550109]Account Statements and Financial Reports

(#614) The system must provide the generation of on-demand obligation history statements for each case for obligations and obligation modifications within a given date range.  

(#615) The system must provide the generation of on-demand account statements for each case for charges, payments, and arrearage balances within a given date range.  

(#616) The system must provide the generation of on-demand disbursement history statements within a given date range for each disbursement recipient associated with a case, or for a case as a whole.  

(#617) The system must allow users to view disbursements at the case level and also rolled up to the disbursement recipient level.  

(#618) The system must be able to produce a formatted, printable payment history with options to include unpaid balances, distribution history, and adjustments.

[bookmark: _Toc389833002][bookmark: _Toc440550110]IV-A Updates and Notification

(#619) The system must accept and process IV-A assistance information for purposes of maintaining the custodial parent URA balance and reporting collections to the IV-A agency.  

(#620) The system must adjust URA balances automatically due to member program status changes.  

(#621) A change in member case type must move arrears balances to the correct arrears bucket (e.g., Permanently Assigned Arrears (PAA), Unassigned During Assistance Arrears (UDA)).  

(#622) Using the IV-A / IV-D automated interface, the IV-D agency must provide the IV-A agency information regarding the amount of monthly support collections received for each IV-A case.  

(#623) The IV-D information to IV-A must include the amount, case number, and date of receipt / collection for each payment.  

(#624) The system must automatically produce a monthly notice of assigned support collections when a collection is received for IV-A and former IV-A custodial parents who continue to receive IV-D services and have outstanding arrearages that have been assigned to the State.  

(#625) The monthly notice must separately list payments collected from each noncustodial parent, if appropriate, and must indicate the amount of current support, the amount of arrearage collected, and the amount of support collected which was disbursed to the family versus what is paid on behalf of the family but retained by the State to reimburse IV-A funds.  

(#626) In lieu of mailing the notice, notice data must be made available to the IVR and CSEP website.

[bookmark: _Toc389833003]Requirement Elaborations:  For requirements #619 and #621, these requirements are supported and informed by the Change of Assignment To-Be business process.  For more detail see the BPR To-Be Report, Section 4.6.25 (Change of Assignment).  See also the Financial To-Be Results Document for the Change of Assignment process.

[bookmark: _Toc440550111]Title XIX and Child Welfare Recovery Account Management

(#627) The system must provide funds transfer of recovery collections to the Title XIX and child welfare agencies, including IV-E and non-IV-E Foster Care.  

(#628) The system must provide monthly accounting, including a narrative documenting any corrective entries, to the child welfare agencies regarding the distribution of the foster care maintenance recovery.

[bookmark: _Toc389833004][bookmark: _Toc440550112]Statewide Accounting and Fee Management

(#629) The system must calculate and / or record fees in the case record.  

(#630) The system must automatically retain from child support payments collected on behalf of individuals receiving IV-D services who have never received public assistance the annual federal fee specified in 42 U.S.C. §654 each federal fiscal year in which at least $500 has been disbursed to the custodian during the federal fiscal year.

[bookmark: _Toc389833005][bookmark: _Toc440550113]Reporting

[bookmark: _Toc389833006][bookmark: _Toc440550114]OCSE-34A Reporting

(#631) The system must maintain an online OCSE-34A report with monthly and quarterly totals; and the system must maintain data necessary to complete the OCSE-34A report.  

(#632) The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.  

(#633) The system must establish an audit history for the report to link each row and column entry with the collection or disbursement data comprising the reported total.  

(#634) The system’s reported collection and disbursement data must reconcile to reports of the same data from other sources, such as the collection and disbursement bank account statement and transaction reports from the state’s financial accounting system.

[bookmark: _Toc389833007]Requirement Elaborations:  For requirement #631, this requirement is supported and informed by the OCSE 34A Report To-Be business process.  This includes maintaining the Foster Care collection amounts.  For more detail see the BPR To-Be Report, Section 4.7.5 (OCSE 34A Report).  See also the Reporting To-Be Results Document for the OCSE 34A Report process.

For requirement #632, the different perspectives of the data are further described in the Data Driven Management report.   For more detail see the Data Driven Management Report, Section 3.2 (Role of Management Levels in Data Driven Management).

[bookmark: _Toc440550115]OCSE-157 Reporting

(#635) The system must maintain an online OCSE-157 report and maintain the data necessary to complete the OCSE-157 report.  

(#636) The report must be generated monthly with cumulative and point in time federal fiscal year year-to-date totals.  

(#637) The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.  

(#638) The system must establish an audit history to link each row and column entry with the case, child, collection, or disbursement data comprising the reported total.  

(#639) The system’s reported collection and disbursement data must reconcile to reports of the same data from other sources, such as the collection and disbursement bank account statement and transaction reports from the state’s financial accounting system.

[bookmark: _Toc389833008]Requirement Elaborations:  For requirement #635, this requirement is supported and informed by the OCSE 157 Report To-Be business process.  For more detail see the BPR To-Be Report, Section 4.7.3 (OCSE 157 Report).  See also the Reporting To-Be Results Document for the OCSE 157 Report process.

For requirement #637, the different perspectives of the data are further described in the Data Driven Management report.  For more detail see the Data Driven Management Report, Section 3.2 (Role of Management Levels in Data Driven Management).

For requirement #639, this requirement is supported and informed by the OCSE 157 Report To-Be business process.  This includes expanding the system to allow inputting the offline data into the system, or possibly interfacing with the other systems housing the offline data to load in to the system for the reconciliation.  For more detail see the BPR To-Be Report, Section 4.7.3 (OCSE 157 Report).  See also the Reporting To-Be Results Document for the OCSE 157 Report process.

[bookmark: _Toc440550116]OCSE-396A Reporting

(#640) The system must support DWSS accounting in creating the OCSE 396A report by maintaining the online data necessary to prorate IV-D and non-IV-D shares of program costs to be reported.  

(#641) The report must establish an audit history to link each reported data field with the case, collection, or disbursement data comprising the reported total.

[bookmark: _Toc389833009]Requirement Elaborations:  For requirement #640, this requirement is supported and informed by the OCSE 396A Report To-Be business process.  This includes tracking program income from fees and debt recovery on the system to feed into the 396A report.  For more detail see the BPR To-Be Report, Section 4.7.6 (OCSE 396A Report).  See also the Reporting To-Be Results Document for the OCSE 396A Report process.

[bookmark: _Toc440550117]Data Reliability Monitoring and Reporting

(#642) The system must retain all information necessary to meet federal audit standards.  

(#643) The system must produce reports designed to sample the universe of cases for data reliability audits and to support quality control reviews.  

(#644) The system must provide error / edit reports for invalid interface data.

[bookmark: _Toc389833010][bookmark: _Toc440550118]Self-Assessment Sample Selection

(#645) The system must contain all the system processing data needed to support the annual self-assessment report, including a log of case action events enabling automated self-assessment analysis.  

(#646) The system must accommodate random sample selection and aggregate the system data associated with the selected sample cases.  

(#647) The system must allow the selection of a sample for a specific office in addition to a statewide sample.

[bookmark: _Toc389833011]Requirement Elaborations:  For requirement #645, this requirement is supported and informed by the Self-Assessment Report To-Be business process.  For more detail see the BPR To-Be Report, Section 4.7.2 (Self-Assessment Report).  See also the Reporting To-Be Results Document for the Self-Assessment Report process.

For requirement #646, this requirement is supported and informed by the Self-Assessment Report To-Be business process.  Specifically Step 2 (Selects random sample of cases for review based on QC online request) discusses the categories for sampling.  For more detail see the BPR To-Be Report, Section 4.7.2 (Self-Assessment Report).  See also the Reporting To-Be Results Document for the Self-Assessment Report process.

[bookmark: _Toc440550119]Self-Assessment Analysis Reporting

(#648) The system must analyze or support the analysis of the extract of the self-assessment sample.  

(#649) The system must compile the extracted data and evaluate them according to the federal self-assessment criteria.  

(#650) The system must generate the required content for the federal self-assessment report.

[bookmark: _Toc389833012]Requirement Elaborations:  For requirement #648, this requirement is supported and informed by the Self-Assessment Report To-Be business process.  For more detail see the BPR To-Be Report, Section 4.7.2 (Self-Assessment Report).  See also the Reporting To-Be Results Document for the Self-Assessment Report process.

[bookmark: _Toc440550120]Accounting Management Reporting

(#651) The system must maintain an online accounting management report with daily, monthly, and federal fiscal year totals for collection, held collections by source, refunds, recoveries, disbursements, cancellations, stale dated disbursements, and escheatment funds.  

(#652) The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.  

(#653) The report must establish an audit history to link each row and column entry with the case, collection, or disbursement data basis.

[bookmark: _Toc389833013]Requirement Elaborations:  For requirement # 651, this requirement is supported and informed by the Accounting Management Reports To-Be business process.  For more detail see the BPR To-Be Report, Section 4.7.4 (Accounting Management Reports).  See also the Reporting To-Be Results Document for the Accounting Management Reports process.

For requirement #652, the different perspectives of data are further described in the Data Driven Management report.  For more detail see the Data Driven Management Report, Section 3.2 (Role of Management Levels in Data Driven Management).

[bookmark: _Toc440550121]Case Management Reporting

(#654) The system must maintain an online, on demand case management report with daily and monthly processing, caseload inventory totals, and status for intake, locate, intergovernmental, obligation establishment, paternity establishment, enforcement actions taken by type, income withholding orders, medical support orders, collections, etc.

(#655) The system must provide the capability to “drill down” to the case, person, and financial transaction level from among a group of cases, persons, or financial transactions meeting a set of criteria.  

(#656) The system must provide online electronic operational reports and work lists of cases requiring review or action by the caseworker or the system.  

(#657) The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.  

(#658) The report must establish an audit history to link each reported element to the cases, children, case actions, collections, or disbursement data comprising the reported element.  

(#659) The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.  

(#660) The system must allow filtering the report by case types and statuses.

[bookmark: _Toc389833014]Requirement Elaborations:  For requirement #654, the information needs are further described in the Data Driven Management report, caseload management information needs.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs, Caseload Management Perspective).

For requirement #655, the information in most areas in the data driven management approach discusses "drilling down" to the state, office, team, and worker level for data need.  For more detail see the Data Driven Management, Section 6.2 (Assessment of Information Needs).

For requirement #657, the different perspectives of data are further described in the Data Driven Management report.  For more detail see the Data Driven Management Report, Section 3.2 (Role of Management Levels in Data Driven Management).

[bookmark: _Toc440550122]Business Intelligence Reporting

(#661) The system must provide on demand access to business intelligence reporting of program and child support case data.  

(#662) The system must allow for querying cases for specific terms or case conditions.  

(#663) The system must provide the capability to “drill down” to the case, person, activity, and financial transaction level from among a group of cases, persons, activities, and financial transactions meeting a set of criteria.  

(#664) The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.  

(#665) The system must provide a tool to query the analysis data and display meaningful information for users from the Data Warehouse or similar facility.  

(#666) Business intelligence must include capabilities for reporting, as is analytics, predictive modeling, advanced analytics, and dashboards.  At a minimum, predictive modeling and advanced analytics must include the ability to query internal case data and external third party data to extract information such as reports on likelihood of payments based on case circumstances and "what if" scenarios. Dashboards must include arrears stratification, driver’s license suspension, medical support orders, paternity established, payment delinquency, cases with support orders, current support collected, cases paying toward arrears, cost effectiveness, and other factors necessary to calculate and monitor federal performance measures.

(#667) The tool must provide the ability to export select reports to common formats for further analysis.  

(#668) The system’s data analysis capability must be integrated with system’s role based security so specific reports and analysis can be made available based on the user’s role as well as to restrict specific data from specific users.  

(#669) The system must support on demand drill-down reports and ad-hoc reports on pre-analyzed data sets.  

(#670) The system must allow ad hoc queries to be saved and rerun.

[bookmark: _Toc389833015]Requirement Elaborations:  All these requirements are generally informed by the data driven management report.  For more detail see the Data Driven Management Report.

For requirement #663, the information in most areas in the data driven management approach discusses "drilling down" to the state, office, team, and worker level for data need.  For more detail see the Data Driven Management, Section 6.2 (Assessment of Information Needs).

For requirement #666, this requirement is generally informed by the data driven management approach as defined in the report, section Case Allocation Strategy.  The Case Allocation Strategy discusses the use of predictive analytics and is tied to this requirement.  However, there are no specific results that can further elaborate this requirement at this time.  For more detail see the Data Driven Management Report, Section 5 (Case Allocation Strategy).

[bookmark: _Toc440550123]Data Warehouse

(#671) The system must update the data warehouse with changes to data elements from the production database on a daily basis.

[bookmark: _Toc389833016][bookmark: _Toc440550124]Management Analysis Reporting

(#672) The system must provide reporting of standard management reports developed for data analysis and workload management, including, but not limited to, backlog identification, workload allocation, and caseload tracking and aging.  

(#673) The system must support the child support program’s performance management approach by providing data needed to calculate performance targets for an upcoming time period and then tracking actual performance levels against those performance targets on at least a monthly basis.  

(#674) The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.

[bookmark: _Toc389833017]Requirement Elaborations:  For requirement #673, this requirement is supported and informed by the Management and Compliance Reports To-Be business process.  For more detail see the BPR To-Be Report, Section 4.7.1 (Management and Compliance Reports).  See also the Reporting To-Be Results Document for the Management and Compliance Reports process.

For requirement #673, the data driven management report has information on the key processes and metrics as well as the process management information needs.  These tables also discuss targets for performance measures at all level (caseload, process, and staff).  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs) and Section 8 (Appendix B - Performance Management:  Key Processes and Process Metrics).  

For requirement #674, the different perspectives of data are further described in the Data Driven Management report.  For more detail see the Data Driven Management Report, Section 3.2 (Role of Management Levels in Data Driven Management).

[bookmark: _Toc440550125]Ad Hoc Reporting

(#675) The system must accommodate ad hoc reporting by designated staff with access to the management-reporting database.  

(#676) The system must provide the capability to “drill down” to the case, person, and financial transaction level from among a group of cases, persons, or financial transactions meeting a set of criteria.  

(#677) The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.

[bookmark: _Toc389833018]Requirement Elaborations:  For requirement #676, the information in most areas in the data driven management approach discusses "drilling down" to the state, office, team, and worker level for data need.  For more detail see the Data Driven Management, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc440550126]Program Compliance Monitoring and Reporting

(#678) The system must permit online “read only” access to program, financial, statistical, timeframe, and other data in the system for entities outside the program that have a legitimate purpose to view the data, such as federal auditors.  

(#679) The system must maintain and generate an online automated event history of all case processing activities performed by or occurring in the system, recording what event occurred and when it occurred.  

(#680) The system must also maintain a listing of case processing activities waiting to be performed.  

(#681) The system must provide the capability to “drill down” to the case, person, activity, and financial transaction level from among a group of cases, persons, activities, or financial transactions meeting a set of criteria.  

(#682) The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.

[bookmark: _Toc389833019]Requirement Elaborations:  For requirement #681, the information in most areas in the data driven management approach discusses "drilling down" to the state, office, team, and worker level for data need.  For more detail see the Data Driven Management, Section 6.2 (Assessment of Information Needs).

[bookmark: _Toc440550127]Customer Service

[bookmark: _Toc389833020][bookmark: _Toc440550128]Interactive Voice Response Unit (IVR) Accessibility

(#683) The system must include an Interactive Voice Response unit (IVR).  

(#684) The system must support the IVR by providing an extract of current financial data to the IVR.  This data shall include, but is not limited to: 

· receipt information

· disbursement information

· amount due

· arrears balances

· payment and disbursement history

(#685) The extract must include data as required by Chapter III Section F-6 (a) of the Guide for States for the Monthly Notice of Collections (TANF statement).  

(#686) The system must provide distinction of data to support customer inquiries made via the IVR and website.  Such additional distinctions include, but are not limited to, differentiation between disbursement recipients, current obligation due versus arrears due, and disbursement methods.  

(#687) The system must support the IVR by providing an extract of case status data to the IVR.  This data shall include, but is not limited to: 

· enforcement activity

· scheduled hearing information

· requests for participant information updates

· notifications

(#688) The system must support the IVR by providing an extract of data to be used by the IVR for outbound dialing campaigns, such as: 

· notification of scheduled hearings or appointments

· late payments

· payments due

· payments received

· disbursements issued

(#689) The system must accept data from the IVR to initiate an electronic payment made by phone.  

(#690) Payments made via the IVR must be automatically processed into the system.  

(#691) The system must automatically trigger document generation as a result of document requests made through the IVR.  Such documents must include, but are not limited to:

· pay histories

· disbursement statements for Section 8 housing

· copies of court orders

· direct deposit forms

(#692) The system must accept data from the IVR to create notifications to CSEP case managers or specialized workers automatically.  These notifications include, but are not limited to: 

· appointment requests

· categorized messages

Requirement Elaborations:  For requirement #683, this requirement is supported and informed by the Interactive Voice Response (IVR) System To-Be business process.  For more detail see the BPR To-Be Report, Section 4.8.1 (Interactive Voice Response (IVR) System).  See also the Customer Service To-Be Results Document for the Interactive Voice Response (IVR) System process.

For requirement #689 and #690, this requirement is supported and informed by the Interactive Voice Response (IVR) System To-Be business process.  Specifically Step 7 (Does caller want to make a payment), Step 8 (Requests information to process payment), and Step 9 (Verifies information) specify making payments.  For more detail see the BPR To-Be Report, Section 4.8.1 (Interactive Voice Response (IVR) System).  See also the Customer Service To-Be Results Document for the Interactive Voice Response (IVR) System process.

For requirement #691, this requirement is supported and informed by the Interactive Voice Response (IVR) System To-Be business process.  Specifically Step 13 (Does caller want a document) and Step 14 (Requests document generation) specify requesting documents.  For more detail see the BPR To-Be Report, Section 4.8.1 (Interactive Voice Response (IVR) System).  See also the Customer Service To-Be Results Document for the Interactive Voice Response (IVR) System process.

[bookmark: _Toc389833021][bookmark: _Toc440550129]Website Accessibility

(#693) The system must incorporate a customer service portal (CSEP Website) or interface with an existing portal where case participants may access their case to view certain information such as pending court dates and payment history, and enter certain information such as update address and contact information.  

(#694) The system must incorporate a customer service portal for mobile devices.  

(#695) The system must support the CSEP website (available, for example, from a home computer, kiosk, or smart phone) by providing an extract of real-time financial data to the website.  This data must include, but is not limited to: 

· receipt information

· disbursement information

· amount due

· arrears balances

· payment and disbursement history

(#696) The extract must include data as required by Chapter III Section F-6 (a) of the Guide for States for the Monthly Notice of Collections (TANF statement).  

(#697) The system must support the CSEP website (available, for example, from a home computer, kiosk, or smart phone) by providing an extract of case status data to the website.  

(#698) This data must include, but is not limited to:

· enforcement activity

· scheduled hearing information

· requests for participant information updates

· notifications

(#699) The system must accept data from the website (available, for example, from a home computer, kiosk, or smart phone) to update the system automatically.  Such data exchanges include, but are not limited to:

· change of address

· change of employment

(#700) The system must accept data from the website to initiate an electronic payment.  

(#701) Payments made via the website must be automatically processed into the system.  

(#702) The system must automatically trigger document generation as a result of document requests made through the website.  Such documents must include, but are not limited to: 

· pay histories

· disbursement statements for Section 8 housing

· copies of court orders

· direct deposit forms

(#703) The system must capture the participant’s foreign language selection and update the system as well as produce document requests in the language captured in the system language preference field.  

(#704) The system must accept data from the website (available, for example, from a home computer, kiosk, or smart phone) to create notifications to CSEP case managers or specialized workers automatically. These notifications include, but are not limited to:

· appointment requests

· categorized messages

(#705) The system must provide a specific set of data that can only be viewed on the website by authorized case managers from other authorized Nevada agencies such as IV-A and Foster Care.

[bookmark: _Toc389833022]Requirement Elaborations:  For requirement #693, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #697, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 18 (Provides information on case) elaborates providing information on cases.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #699, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 19 (Captures information from customer) and Step 20 (Validates and uploads information) provides information on capture and verification.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #700 and #701, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 9 (Does customer want to make a payment), Step 10 (Requests information to process payment), and Step 11 (Verifies information) where the payment can be made.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #702, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 15 (Does customer want a document) and Step 16 (Requests document generation) where the documents are requested and generated.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #703, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 2 (Selects language) indicates the language preferences.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

For requirement #704, this requirement is supported and informed by the Web Customer Service - Parent / Guardian To-Be business process.  Specifically, Step 20 indicates one example of notification to worker.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian process.

[bookmark: _Toc440550130]Interstate Caseworker Web Services (QUICK)

(#706) The system must provide real-time financial and case data to populate the OCSE Query Interstate Cases for Kids (QUICK) web application.  

(#707) QUICK access must include both Nevada's case identifier and the other state’s case identifier.  

(#708) At least one year of financial and case data, if available, must be provided to the OCSE QUICK web server.  

(#709) The system must maintain an audit trail of all other state user inquiries made against Nevada CSEP cases.  

(#710) The audit trail must include the user ID of the inquiring worker and the case ID accessed.

[bookmark: _Toc389833023][bookmark: _Toc440550131]Employer Website

(#711) The system must incorporate or be capable of interfacing with an existing employer portal (employer website).  

(#712) The system must support an employer website by providing an extract of employer, participant and related employment data to the website.  This data shall include, but is not limited to: 

· income withholding amount

· insurance information

· employment status

(#713) The system must accept data from the employer website to update the system automatically.  Such data exchanges include, but are not limited to: 

· employer demographic and address data

· NMSN data

· receipt of EIWO

· employment verifications and terminations

· new hire reporting

(#714) Payments made via the employer website must be automatically processed into the system.

[bookmark: _Toc389833024]Requirement Elaborations:  For requirement #713, this requirement is supported and informed by the Web Customer Service - Employer To-Be business process.  Specifically Step 11 (Captures and uploads updated information), Step 13 (Captures, uploads, and forwards new hire data), Step 16 (Captures and uploads response to notice), Step 21 (Requests information to process payment), and Step 22 (Verifies information) inform about information capturing, uploading, and verification.  For more detail see the BPR To-Be Report, Section 4.8.3 (Web Customer Service – Employer).  See also the Customer Service To-Be Results Document for the Web Customer Service – Employer process.

For requirement #714, this requirement is supported and informed by the Web Customer Service - Employer To-Be business process.  Specifically Step 18 (Does employer want to pay $2.00 fee), Step 19 (Requests information to process payment), Step 20 (Verifies information), Step 21 (Requests information to process payment), and Step 22 (Verifies information) inform about payments that may be made (there are fees and payments).  For more detail see the BPR To-Be Report, Section 4.8.3 (Web Customer Service – Employer).  See also the Customer Service To-Be Results Document for the Web Customer Service – Employer process.

[bookmark: _Toc440550132]Call Center Functionality

(#715) The system must support customer service by providing screens which consolidate key data elements into a single location to respond efficiently to customer inquiries and allow the worker to easily update the case record via these screens.   

(#716) The system must provide screens which access the data supplied to the IVR and website to facilitate call handling.  

(#717) The system must provide data and a secure process for confirmation of a caller's identity.  

(#718) The system must allow the central customer service department or other workers to easily route participant inquiries to case managers.  

(#719) The system must allow a worker to document the nature and attributes of a call and notify a worker of requested action.  

(#720) The system must track routed requests and provide a mechanism to support timely follow-up.

[bookmark: _Toc389833025]Requirement Elaborations:  For requirement #717, this requirement is supported and informed by the Interactive Voice Response (IVR) System To-Be business process.  For more detail see the BPR To-Be Report, Section 4.8.1 (Interactive Voice Response (IVR) System).  See also the Customer Service To-Be Results Document for the Interactive Voice Response (IVR) System process.

For requirement #718, this requirement is supported and informed by the Call Center Calls To-Be business process.  For more detail see the BPR To-Be Report, Section 4.8.7 (Call Center Calls).  See also the Customer Service To-Be Results Document for the Call Center Calls process.

For requirement #720, information for average timeframes for responsiveness are included in the Assessment of Information Needs for staff management, responsiveness.  For more detail see the Data Driven Management Report, Section 6.2.3 (Assessment of Information Needs - Staff Management Perspective).

[bookmark: _Toc440550133]Imaging and Document Generation

(#721) The system must support the imaging, indexing, and routing of all documents received, including case-related emails and faxes, which can be printed and redacted as necessary.  

(#722) A comprehensive imaging component must be integrated into the system, including indexing or sequencing of documents and payments, and associated reporting.  

(#723) The system must provide direct linkage to the imaging system so that workers can access document images immediately from within a case.  

(#724) The system must control access to documents according to security roles and conflict of interest information.  

(#725) The system must produce document requests in the language captured in the system's language preference field for forms available in multiple languages (currently English and Spanish).

[bookmark: _Toc389833026]Requirement Elaborations:  For requirement #721, this requirement is supported and informed by the Mail / Fax To-Be business process.  For more detail see the BPR To-Be Report, Section 4.8.6 (Mail / Fax).  See also the Customer Service To-Be Result Document for the PROC:  Mail / Fax process.

For requirement #724, this requirement is supported and informed by the Conflict of Interest Case To-Be business process.  For more detail see the BPR To-Be Report, Section 4.4.16 (Conflict of Interest Case).  See also the Case Management To-Be Result Document for the Conflict of Interest Case process.

[bookmark: _Toc440550134]Client Communication Facility

(#726) The system must incorporate a client communication facility for sending messages and documents to clients using the communication channels of choice based on a client communication profile.  Communication options include email, texting, telephone (including cellular) and U.S. Postal Service.  

(#727) The client communication facility must include an enrollment management component to create and maintain client communication profiles.  

(#728) The system must accommodate multiple enrollee types such as custodial party, noncustodial parent, and employer.  

(#729) The client communication facility must accommodate client preferences for communication channel based on the type of information being communicated.

[bookmark: _Toc389833027][bookmark: _Toc440550135]Ease of Use

[bookmark: _Toc389833028][bookmark: _Toc440550136]Screen Standards

(#730) The system screens must conform to established standards that include but are not limited to the following:  

· (#731) The system must display identifying metadata (e.g., user ID, environment) regarding the user's session.  

· (#732) Case specific screens must provide standard information regarding the participants and order(s). 

· (#733) The position of identifying data elements must be standard across all screens.  

· (#734) All screens must have a title which identifies its purpose.  

· (#735) All screens must display special alerts.

[bookmark: _Toc389833029][bookmark: _Toc440550137]Screen Navigation Standards

(#736) The system screens must conform to established screen transition standards that include but are not limited to the following:  

· (#737) All screens must display options available to the user in a consistent manner.  

· (#738) The system must allow simple and easily learned keyboard navigation.  

· (#739) The system must not force the user to reenter case or participant information when beginning a new function or navigating to a new screen.

· (#740) The system must provide case and participant selection from search screens that allow the user to select a participant or case and move among screens without entering case or participant identifiers.

· (#741) The search criteria must support lookup by: 

· name or portion of name (regardless of role within a case)

· SSN

· court order number

· case number

· client index number

· IV-A case number

· Title XIX case number

· child welfare (IV-E) case number

· corrections ID number

· etc.

· (#742) The system must have a standard way to navigate between screen elements without using a mouse.  This includes but may not be limited to

· the tab key

· space bar

· arrow keys

· (#743) The system must provide automatic screen transition for the case entry process.

[bookmark: _Toc389833030][bookmark: _Toc440550138]Lists of Values for Data Type Designations

(#744) The system must accommodate staff selection from a list of values for data requiring descriptive designation.  

(#745) The values in selection lists must be of sufficient length and detail to facilitate selection for staff with an understanding of child support case management.  

(#746) Coded database values must not be visible to staff.

[bookmark: _Toc389833031][bookmark: _Toc440550139]Data Validation

(#747) Online editing must provide data validation by rejecting unacceptable values.  

(#748) Data validation must be consistent throughout the system and must follow documented standards.  

(#749) Where appropriate (such as for drop down lists or lists of values), values will be defined on a field-by-field basis within each child support category and maintained in a parameter table that can be modified by users with appropriate access if the need to do so arises.

[bookmark: _Toc389833032][bookmark: _Toc440550140]Data Exceptions

(#750) Online editing must provide warning messages when acceptable values are subject to special conditions.  

(#751) Messages must be fully explanatory and clear.  

(#752) Edit error messages must contain information for the user to act upon to eliminate the problem or point the user to others in the system organization who can provide assistance.  

(#753) Terse, brief, or coded messages are not acceptable.

[bookmark: _Toc389833033][bookmark: _Toc440550141]Filter and Sort Functionality

(#754) The system must include the ability to view data in different ways by providing functionality to filter and sort the data.  

(#755) At a minimum, this functionality must be provided for events, narratives, search results, payments, pending referrals, CSENet communications, and alerts.

[bookmark: _Toc389833034][bookmark: _Toc440550142]Recall Cases

(#756) The system must include functionality that will allow workers to recall recently accessed cases.

[bookmark: _Toc389833035][bookmark: _Toc440550143]Online Help

(#757) The system must provide a brief and clear summary regarding the functionality of each screen within the system.  

(#758) The system must provide brief and clear tool tips to assist users with information about data elements presented on the screen.  

(#759) The system must provide online access to CSEP policy and training manuals.  

(#760) The system must include context sensitive help.  

(#761) In addition to presenting context-specific help, the system must include the capability to navigate the contents of the help system, access help information by way of an index, and search for specific terms within the help system.

[bookmark: _Toc389833036][bookmark: _Toc440550144]Calendar Support for Date Entry

(#762) The system must provide date selection from a calendar.  

(#763) Date defaults must be provided.

[bookmark: _Toc389833037][bookmark: _Toc440550145]Case Data Review

(#764) The system must display current and historical case data in an organized and easily navigated manner.  

(#765) Data categories must include but are not limited to:

· Case participants

· Participant addresses

· Address history

· Participant employment

· Employment history

· Other system identifiers and Personal Identification Numbers (PINs)

· Current legal action status

· Legal action history

· Current case status

· Case status history

· Current assistance status

· Case assistance status history

· Current IV-A status

· Case IV-A status history

· Current IV-E status

· Case IV-E status history

· Current obligation status

· Obligation history

· Current enforcement status

· Enforcement history

· Most recent contact

· Contact history

· Last case document

· Document history

· Most recent payment

· Payment history

· Most recent disbursement

· Disbursement history

· Assets

· Asset history

· Licenses

· License history

· Medical support status

· Medical support history

· Administrative review history

(#766) The Case Data Review function must provide a facility to add notes to the case log without navigating to another screen.

[bookmark: _Toc389833038][bookmark: _Toc440550146]Contact Documentation

(#767) The system must populate / assist in populating case notes based on specific customer service contact activities.  

(#768) The online contact function must provide:

· Routine documentation of interaction with case participants to the case action history log.

· Provision for forwarding the documentation with or without commentary to other CSEP staff and to IV-A, Title XIX, foster care, and contractor staff via e-mail.

· Provision for setting up future messages for the operational report for specific cases and specific staff.

· Provision for expedited follow-up on frequently occurring events that follow on contact with case participants (e.g., review and adjustment, administrative review, document generation, deferral of pending case closures, address changes and verification, employer changes and verification).

[bookmark: _Toc389833039][bookmark: _Toc440550147]Case and Participant Special Attention Alerts

(#769) The system must display special alerts associated with a case or participant. Special alerts may include the need to gather missing critical data elements, the fact that a threat to the agency has been received, or other information deemed important.

[bookmark: _Toc389833040][bookmark: _Toc440550148]Appointment Scheduling

(#770) The system must facilitate scheduling for custodial party and noncustodial parent interviews, genetic testing, and hearings.  

(#771) The system must provide manual scheduling and revisions with the automatic generation of appointment notices as needed.  

(#772) Users must have the ability to make, cancel, and change appointments in their own calendars with the system recording appropriate information in the case or participant tables.

[bookmark: _Toc389833041][bookmark: _Toc440550149]Specialization Management

(#773) The system must establish and maintain specialized staff functions and assignments by office.  

(#774) Authorized local users must be able to maintain assignments of specialized functions to staff.  

(#775) System monitoring and processing logic must use these specialization data to direct alerts and documents to the currently assigned staff for specific processes.

[bookmark: _Toc389833042][bookmark: _Toc440550150]Caseload Assignment

(#776) The system must automatically assign cases to a child support specialist for overall case management.  

(#777) The assignment algorithms must be county and office specific and allow for alphabetic distribution and caseload leveling assignment options.  

(#778) The system must support reassignment of a single case or groups of cases between or within an office upon update of the assignment algorithms or staff responsibilities.  

(#779) The system must also support manual case reassignment of a single case or groups of cases between or within an office.  

(#780) The system must include edits to prevent the assignment of a case to a worker with whom a conflict of interest exists.  

(#781) The system must accommodate an office maintaining ownership of a case while allowing supervisors to assign specific tasks elsewhere (e.g., special collections, modifications).  

(#782) The system must allow a worker to take ownership of all of a participant’s cases.  

(#783) The system must allow case assignments by worker, team, unit, office, multi-office, and county.

Requirement Elaborations:  For all the caseload assignments, these requirements are generally informed by the data driven management approach as defined in the Case Allocation Strategy section of the report. The Case Allocation Strategy discusses the use of predictive analytics case stratification for the purposed of caseload assignment and is tied to this requirement.  However, there are no specific results that can further elaborate this requirement at this time.  For more detail see the Data Driven Management Report, Section 5 (Case Allocation Strategy).

For requirement #780, this requirement is supported and informed by the Conflict of Interest Case To-Be business process.  Specifically, Step 6 (Reassigns case to another worker or office) of this business process includes additional details on assignment when a conflict exists.  For more detail see the BPR To-Be Report, Section 4.4.16 (Conflict of Interest Case).  See also the Case Management To-Be Results Document for the Conflict of Interest Case process.

[bookmark: _Toc389833043][bookmark: _Toc440550151]Parameter File Management

(#784) The system must provide for and utilize system parameter tables to allow program management staff the ability to update the system parameters.  

(#785) These parameters include but are not limited to:

· Workflow processes, steps, and next actions

· Debt types, debt priority, and distribution control

· Interest rate control

· State office specialized manager assignments

· Local office specialized manager assignments

· Genetic test locations

· Conference room locations

· Hearing room locations

· Licensing authority agencies names and addresses

· FIPS code table (which includes EFT authorization data)

· Local office addresses

· Sheriff office addresses

· List of value descriptions

· Attorney names and addresses

· Insurance company names and addresses

· Town clerk addresses (or office that handles recording liens)

· Banks and other financial institutions names and addresses

· County abbreviations and other control information

· County office address and other control information

· County team identification information

· Country abbreviations and reciprocity agreement information

· Disbursement special message text

· Document inventory

· Department of Corrections addresses

· Freeze and seize limits

· Department of Labor local addresses

(#786) The system must track parameter changes by person, date, and parameter changed.




[bookmark: _Toc440550152][bookmark: _Toc419374137]Technical Requirements and Elaborations

This section presents the technical requirements for the future system.  The technical requirements in this document reflect federal requirements stated in the Guide for States and address Nevada-specific needs identified by Child Support Enforcement Program (CSEP) staff.  

All requirements have a number associated with them; those numbers are in parentheses before the requirement.  While not all requirements were informed and elaborated by the Business Process Reengineering (BPR) results; those that were have the elaborations included after the requirement within the section.  The elaboration also includes the associated requirement number.  Whenever a requirement is elaborated, there is a reference to the document to which the elaboration is associated.  These references include the report, section of the report, specific business process flows and at times specific steps that further inform and support the requirement.  These documents can all be found in the Appendix at the back of this document.  The To-Be results documents are all included in the BPR To-Be report in Section 8 (Appendix B) of that report.

[bookmark: _Toc389833045][bookmark: _Toc440550153]Core Architecture

(#1) The system should conform to State of Nevada standards for architecture, system development and operations:

· Java / JEE as the programming language and platform

· WebSphere as the application container

· DB2 as the database platform

· AIX and Linux as the operating systems

· PowerVM as the virtualization technology for the AIX platform

· VMWare as the virtualization technology for the Intel platform (Windows / Linux)

· FileNet as the content management system

· Novell E-Directory as the credential store

(#2) The system must provide mechanisms to make frequently-changing elements of the system accessible to business users and able to be modified without changes to underlying system-level code. For example a BRMS (Business Rules Management System) and / or BPMS (Business Process Management System) to allow key algorithms and workflows to be defined and modified by line-of-business personnel more directly.  

(#3) All system components must be compatible with virtualization technologies such as VMWare and IBM PowerVM.

[bookmark: _Toc389833046][bookmark: _Toc440550154]Archive and Purge

(#4) The system must accommodate automatic archival and purge functionality.  

(#5) The system must control data retention through the use of parameters.  

(#6) The system must accommodate overrides at the participant, case and worker level to prevent data and images from being archived and / or purged.  

(#7) The system must be able to restore case data from the archive.  

(#8) The system must provide an audit trail for archive and purge activity in a log.

[bookmark: _Toc389833047][bookmark: _Toc440550155]Tiered and Modular Architecture

(#9) The system must comprise a tiered architecture for flexibility and maintainability.  At a minimum, the architecture must separate the system into three tiers including, but not limited to, presentation, application, and data.  

(#10) The system must employ an architecture by which the application is independent from the desktop and updates to the desktop are not required when application changes are deployed.  

(#11) The system must be scalable, offering the ability to add capacity by adding infrastructure (e.g., servers) to the data center.  

(#12) The system must embody a service or modular orientation to promote code reuse, standards, and easier maintenance.

[bookmark: _Toc389833048][bookmark: _Toc440550156]Languages

(#13) The primary programming language for the system must be a modern mainstream language.

[bookmark: _Toc389833049][bookmark: _Toc440550157]Performance

(#14) The response time of the system should hold to industry standards and enable worker efficiency on a consistent basis during business hours.  

(#15) Excepting scheduled downtime and unavailability due to batch processing, the system must be capable of delivering 99.9% availability.  

(#16) The system must accommodate performance monitoring tools that automatically analyze resource usage to identify inefficient application components.  

(#17) Required data copy, backup operations or other batch jobs conducted during business hours must not degrade application performance beyond allowed response time standards.  

(#18) If batch processing is needed, the system must have a facility for running batch jobs (daily, weekly, monthly, quarterly, and / or yearly) that can be scheduled, stopped, restarted, and that log their activity.  

(#19) The system must offer at least 18 hours per day for end-user availability.  

(#20) If batch processing is needed, the system must incorporate a status reporting component into each batch job to report the processing statistics associated with the batch job, run times and processing duration, and any error conditions or unexpected terminations.   

(#21) If batch processing is needed, these batch status reports must be available online for system support staff.

[bookmark: _Toc389833050][bookmark: _Toc440550158]Communications

(#22) The system must offer modern communication channels (e.g., Hypertext Transfer Protocol (HTTP / HTTPS), Short Message Service (SMS) and email).  

(#23) The client communication facility must support structured-data client responses to facilitate automated processing of returned data, (e.g., Extensible Markup Language (XML) and JavaScript Object Notation (JSON)).

[bookmark: _Toc389833051][bookmark: _Toc440550159]System Backup and Recovery

(#24) The system configuration must support Child Support Enforcement Program (CSEP) Recovery Point Objectives (RPOs) and Recovery Time Objectives (RTOs) (e.g., 72 hours RTO; end of previous business day RPO).  

(#25) Online processes must reflect transactional concepts and must automatically roll back to a synchronization point to prevent partial completion in the event of system failure.   

(#26) If batch processing is needed, batch processes must include roll back and restart capabilities to maintain data integrity and minimize recovery time in the event of system failure.

[bookmark: _Toc389833052][bookmark: _Toc440550160]Database

[bookmark: _Toc389833053][bookmark: _Toc440550161]Master Data Management

(#27) The system must provide protections for updates to key data structures such as employer, person, case, and address designed to preserve data integrity and protect against data duplication.  "Protections" may range from preventing the user from creating new records unless they have searched first to implementing a system of (human) "gatekeepers" or "data stewards" who are the only workers allowed to create new records.  

(#28) If required, the system must be capable of obtaining key identifiers such as person IDs from an external source, or generating its own key identifiers.  

(#29) The system must offer the capabilities for "sounds like" (SOUNDEX) searches.  

[bookmark: _Toc389833054][bookmark: _Toc440550162]Database Management System

(#30) The system must use a robust, proven, current, and commercially available Relational Database Management System (RDBMS).  

(#31) The system must use capabilities of the RDBMS for transaction control.   

(#32) The RDBMS must provide the ability to encrypt highly sensitive data within the database.  

(#33) The database must be capable of defining fields to support a broad range of characters (e.g., Unicode basic Latin subset, mixed case).  

[bookmark: _Toc389833055][bookmark: _Toc440550163]Database Design

(#34) The system must employ a normalized database design that takes advantage of the capabilities of the RDBMS, including: 

· one-to-many relationships

· many-to-many relationships

· database-controlled transactions and commit points

· proper use of data types and database-enforced constraints to prevent invalid data from being introduced

(#35) The database design must treat the following as first-class data structures, identifiable by a primary key, and contained in a primary database table and related tables: 

· case

· person 

· employer

(#36) The database must not use Personally Identifiable Information (PII) or other potentially sensitive data (e.g., Social Security Numbers (SSNs), Federal Employer Identification Numbers (FEINs)) as primary key values.   

(#37) The database / system must automatically embed User ID and date/time stamp information on every transaction that creates or updates a database record.  

(#38) The database design must provide audit capabilities for any financial balances stored in the database with the capability to reconstruct those balances if necessary.   

(#39) System capabilities must make direct modification of balances using database utilities or other means unnecessary under all circumstances.

[bookmark: _Toc389833056][bookmark: _Toc440550164]Security

[bookmark: _Toc389833057][bookmark: _Toc440550165]Security Standards

(#40) The system must comply with the Division of Welfare and Supportive Services (DWSS) and CSEP security standards, IRS Publication 1075, as well as other applicable State and Federal security regulations.

[bookmark: _Toc389833058][bookmark: _Toc440550166]Security Architecture

(#41) The system must implement security controls in the data access tier in such a way that all access to the data must go through a uniform security layer.   

(#42) The system must provide a single sign-on and authentication scheme with an external user repository for all core system users and partners.   

(#43) The system must control and limit security administration to a small number of security personnel.   

(#44) The system must provide the capability to securely manage access to parameter tables.  

(#45) The system must apply specialized security mechanisms (e.g., applying a “lockout” to sensitive cases or ensuring workers do not access cases they are personally involved in).  

(#46) The system must log access to sensitive data.  

(#47) The system must provide role-based access controls.  

(#48) The system must include the ability to indicate when a worker has a conflict of interest with a case.   

(#49) The system must control access to system data using roles-based security and use automatic sign-off and timeout techniques.   

(#50) The system must detect, record, and lock out unauthorized attempts to gain access to system software and data.  

(#51) The system must be capable of monitoring access and use including both successful and unsuccessful system access.  

(#52) Security must be role based and extend to the functional screen level and limit the user's capability to view and / or update those screens.

[bookmark: _Toc389833059][bookmark: _Toc440550167]Passwords

(#53) The system must adhere to all applicable DWSS, State and Federal security password requirements as specified in Internal Revenue Service (IRS) Publication 1075.

[bookmark: _Toc389833060][bookmark: _Toc440550168]IRS Data

(#54) The system must protect data designated as IRS data from unauthorized inquiries.  

(#55) The system must comply with IRS Publication 1075.

[bookmark: _Toc389833061][bookmark: _Toc440550169]Audit, Logging and Reporting

(#56) For security purposes, the system must be capable of maintaining information on all changes to critical records and / or data fields (e.g., arrearage balance, monthly court-ordered support amounts, SSN, name, family violence indicator, etc.) including identification of the responsible system user / caseworker and date / time of the change.

[bookmark: _Toc389833062][bookmark: _Toc440550170]Interfaces

[bookmark: _Toc389833063][bookmark: _Toc440550171]General

(#57) The system must support all data exchanges with external data partners currently being handled in Nevada Operations of Multi-Automated Data Systems (NOMADS) application.  

(#58) The system must provide an interface with IV-A in compensation for the separation of the IV-A and IV-D systems.

[bookmark: _Toc389833064][bookmark: _Toc440550172]Interface Architecture

(#59) The system must provide the ability to implement web services, including an ability to interact securely, in real-time, with other systems via standard Internet protocols such as Hypertext Transfer Protocol (HTTP/HTTPS), Extensible Markup Language (XML), and Representational State Transfer (REST).  

(#60) The system must incorporate a mechanism such as an Enterprise Service Bus (ESB) to decouple the application layer from communication channels, and to provide data transformation services.  

(#61) The system must support standards based data exchange models (e.g., National Information Exchange Model (NIEM)) and protocols.

Requirement Elaborations:  For requirement #59, this requirement is informed by providing an example as to where web services are utilized.  While this is one example, web services are further utilized throughout other processes as well as specifically in the Customer Service section of the report.  For more detail see the BPR To-Be Report, Section 4.1.2 (Non-Public Assistance (NPA) Applications) and Section 4.8 (Customer Service).  See also the Case Initiation To-Be Results Document for the Non-Public Assistance (NPA) Applications process, and the Customer Service To-Be Results Document.

[bookmark: _Toc389833065][bookmark: _Toc440550173]User Interface

[bookmark: _Toc389833066][bookmark: _Toc440550174]User Interface Architecture

(#62) The system must provide a graphical user interface for user interaction.  The user interface’s application menu must mirror a business flow.

[bookmark: _Toc389833067][bookmark: _Toc440550175]User Interface Standards and Practices

(#63) The system must employ documented user interface standards for consistent presentation to and interaction with users.

[bookmark: _Toc389833068][bookmark: _Toc440550176]Section 508 Compliance

(#64) The system must comply with accessibility standards defined by Section 508 of the Rehabilitation Act of 1973.

[bookmark: _Toc389833069][bookmark: _Toc440550177]Document Generation and Document Management

[bookmark: _Toc389833070][bookmark: _Toc440550178]Document Generation

(#65) The system must provide a document generation tool that supplies a suitable set of features, including:

· (#66) Document templates are separate from system code and can be modified by business users.

· (#67) Document templates can be controlled with versions and effective dates, allowing new versions to exist alongside older versions.  

· (#68) A rich set of document formatting features, including 

· multiple fonts

· laser-quality output

· runtime page layout for dynamic word-wrapping & pagination

· ability to place images

· ability to place tables, headers, and footers

· (#69) Ability to place barcodes and Optical Mark Recognition (OMR) marks.

· (#70) Ability to support batch documents (overnight system-generated documents) and interactive documents.  

· (#71) Ability to store the document in the Document Management (DM) repository, including appropriate metadata such as creation time, creation user, and case ID.

[bookmark: _Toc389833071][bookmark: _Toc440550179]Document Management

(#72) The system must provide a cohesive set of DM features, including:   

· (#73) The DM component must support high-volume operations such as a centralized mailroom scanning, and low-volume activity such as over-the-counter documents.  

· (#74) The DM component must store images for easy retrieval by authorized users.  

· (#75) The DM component must accommodate common document formats including, but not limited, to Tagged Image File Format (TIFF), Portable Document Format (PDF) and doc/docx.   

· (#76) The DM component must support integration with the workflow and document generation mechanisms.   

· (#77) Document indexing must support associations to such entities as person (party), case, and order.  

· (#78) The DM component must have the capability to re-index and remove documents.  

· (#79) The DM component must provide facilities for retention period management.  

· (#80) The DM component must include mechanisms (e.g., Application Program Interfaces (APIs)) for integrating the access to and display of documents in other applications. 

· (#81) The DM component must support replacement of and / or appending to a document or document set.  

· (#82) The DM component must support reading of barcodes as well as reading of key information from incoming documents via Optical Character Recognition (OCR). 

· (#83) The DM component must support full-text indexing of incoming documents via OCR.

· (#84) The DM component must log activity on stored documents, including indexing / re-indexing and physical document manipulations.

[bookmark: _Toc389833072][bookmark: _Toc440550180]Data Warehouse and Business Intelligence

[bookmark: _Toc389833073][bookmark: _Toc440550181]General

(#85) The system must include a data warehouse or comparable facility to support analysis of system data to track program performance and help predict long-term child support program trends: 

· The data warehouse must reuse, to the greatest extent possible, the data warehouse components present in the NOMADS legacy system.

· Data feeds and Extract, Transform, Load (ETL) must be established between the data warehouse and the transactional data store of the Nevada Child Support Enforcement Automated System (NCSEAS) system. 

· Existing reports must be functionally preserved to the extent the data to support the reports are available in the transactional system.  

Requirement Elaborations:  This requirement is supported and informed by the data driven management key processes and the assessment of information needs for caseload, process, and staff management.  For more detail see the Data Driven Management Report, Section 6.2 (Assessment of Information Needs) and Section 8 (Appendix B - Performance Management:  Key Processes and Process Metrics).

[bookmark: _Toc389833074][bookmark: _Toc440550182]Data Warehouse Architecture

(#86) The system must provide and maintain an analysis / reporting data set separate from the system transactional data.  

(#87) The system must provide an automated ETL or similar process that copies specified transactional data to the analysis data set, validates, and provides selected rollup and pre-analysis services on the analysis data.  

(#88) The data warehouse must allow re-creation of queries and reports after-the-fact as if they were being performed at a specified point in time.

[bookmark: _Toc389833075][bookmark: _Toc440550183]Business Intelligence

(#89) The Business Intelligence (BI) component must provide a tool to query the analysis data and display meaningful information for users from the Data Warehouse.  

(#90) The BI component must provide the ability to develop standard reports that can be shared with users and generated for different input parameters (e.g., date range, county, office, worker, etc.) on-demand.  

(#91) The system must have minimal impact on the performance of the production environment in producing standardized and ad hoc reports.

Requirement Elaborations:  For requirement #89 and #90, these requirements are generally informed by the Data Driven Management Report.  This report contains information that is informative to this requirement.  For more detail see the Data Driven Management Report.

[bookmark: _Toc389833076][bookmark: _Toc440550184]Code Quality and Maintainability

(#92) The system source code must include sufficient internal documentation (comments) to explain the purpose of each source code module, any exposed programming interfaces, and explanation of non-obvious aspects of the source code / programming implementation.  

(#93) The system source code must employ consistent naming conventions for data structures (including database objects), variables, modules, classes, and source-code files.  

(#94) The system source code must offer external documentation sufficient to explain the system's architecture, key application patterns / design patterns, and how to perform essential programming tasks such as modifying a user screen, altering a workflow, modifying a report or document template, etc.

[bookmark: _Toc389833077][bookmark: _Toc440550185]Development Tools

(#95) The system must have configuration management features that separate source code from databases, and allow different "builds" to access different databases / instances.  

(#96) The system must allow the application clock to be controlled separately from the server clock in order to test time-based functionality such as financial distribution, order effective-date management, monthly / weekly batch cycles, etc.

[bookmark: _Toc389833078][bookmark: _Toc440550186]Automated Referral Processing

(#97) The system must implement an automated screening process to automatically evaluate referrals from agencies such as IV-A, Title XIX, and Child Welfare.   

Requirement Elaborations:  This requirement is supported and informed by the TANF-Foster Care Referrals and Intergovernmental Transmittals To-Be processes.  For more detail see the BPR To-Be Report, Section 4.1.1 (TANF-Foster Care Referrals) and Section 4.1.3 (Intergovernmental Transmittals).  See also the Case Initiation To-Be Results Document for the TANF -Foster Care Referrals and Intergovernmental Transmittals processes.

This requirement is also supported by the caseload management information needs within the Data Driven Management Report.  The TANF-Foster Care Referrals and Intergovernmental Transmittals To-Be business processes have been associated with the Denominator for IV-D Paternity Establishment Percentage and Support Order Establishment Percentage; specification of required process metrics and supporting information are included.  For more detail see the Data Driven Management Report, Section 6.2.1 (Assessment of Information Needs - Caseload Management Perspective), Section 8.1 (IV-D Paternity Establishment Percentage), and Section 8.2 (Support Order Establishment Percentage).

[bookmark: _Toc389833079][bookmark: _Toc440550187]Calendar Management

(#98) The system must include a calendar-management component that allows for managing individual (e.g., worker) calendars as well as pool-type (e.g., genetic testing) calendars. 

[bookmark: _Toc389833080][bookmark: _Toc440550188]Alerts Management

(#99) The system must include an alerts-management subsystem that allows for informational alerts, action alerts, alert forwarding, and filtering of alerts.  

[bookmark: _Toc389833081][bookmark: _Toc440550189]Customer Service

(#100) The system must support Interactive Voice Response (IVR) interactions.  

(#101) The system must offer a customer service web-based portal to support retrieving basic case information, supplying informational updates, making payments, and other forms of customer interaction.  

(#102) Document generation must support multiple languages.

Requirement Elaborations:  For requirement #100, this requirement is supported and informed by the Interactive Voice Response (IVR) System To-Be business process.  For more detail see the BRP To-Be Report, Section 4.8.1 (Interactive Voice Response (IVR) System).  See also the Customer Service To-Be Results Document for the Interactive Voice Response (IVR) System process.

For requirement #101, this requirement is supported and informed by the Web Customer Service - Parent / Guardian; Web Customer Service - Employer; Web Customer Service - Child Support Professional (NV); Web Customer Service - Child Support Professional (non-NV); and Payment History for Customer To-Be business processes.  For more detail see the BPR To-Be Report, Section 4.8.2 (Web Customer Service - Parent / Guardian), Section 4.8.3 (Web Customer Service – Employer), Section 4.8.4 (Web Customer Service - Child Support Professional (NV)), Section 4.8.5 (Web Customer Service - Child Support Professional (non-NV)), and Section 4.8.8 (Payment History for Customer).  See also the Customer Service To-Be Results Document for the Web Customer Service - Parent / Guardian, Web Customer Service – Employer, Web Customer Service - Child Support Professional (NV), Web Customer Service - Child Support Professional (non-NV), and Payment History for Customer processes.






[bookmark: _Toc440550190][bookmark: _Toc180475769][bookmark: _Toc180484073][bookmark: _Toc419374142]Project Requirements

This section presents the project requirements for the future system.  The project requirements in this document address Nevada-specific needs identified by Child Support Enforcement Program (CSEP) staff.  

[bookmark: _Toc440550191]Project Methodology

[bookmark: _Toc440550192]Waterfall SDLC

(#1) Nevada DWSS follows a Project Management Body of Knowledge (PMBOK)-based waterfall-oriented System Development Life Cycle (SDLC), and requires bidders to do the same.

(#2) Bidders must describe the essential phases of a PMBOK-waterfall project, which description shall include:

· Linkages between phases (i.e., whether one phase is a "hard" precursor to another or some other relationship exists);

· The primary artifacts that flow from earlier phases into later phases;

· How the later phases put these artifacts to use in defining their tasks and executing their work efforts; and

· Any periods of overlap that may be allowed between earlier phases and later ones and, if they exist, describe what artifacts or information sets the later phases make use of if an earlier phase has not delivered its primary artifact yet.

[bookmark: _Toc405367316][bookmark: _Toc440550193]Waterfall SDLC Experience

(#3) Bidders must describe their experience applying PMBOK to waterfall-structured development projects.

[bookmark: _Toc405367317][bookmark: _Toc440550194]Desired Elaborations on Waterfall SDLC

(#4) Bidders must describe beneficial elaborations on the basic PMBOK-waterfall scheme and how they would be put to use in this project.  Examples of beneficial elaborations might include:

· Demonstrations and / or limited-scope hands-on testing of pieces of the system while it is still under development;

· Use of field personnel and other subject-matter-experts to provide feedback on design concepts and working code during design and development phases;

· Use of prototyping to examine and test-fit aspects of the system design before the fully-built system will be available; and

· Testing approaches where largely-complete pieces of the system are fully-tested as soon as they are ready, and re-tested later through automated means or using regression testing, probe-testing, or other forms of retesting.

[bookmark: _Toc405367318][bookmark: _Toc440550195]Conversion of Legacy Data

[bookmark: _Toc405367319][bookmark: _Toc440550196]Sources of Legacy Data

(#5) The vendor must convert designated data from the legacy Nevada Operations of Multi-Automated Data Systems (NOMADS) system and other ancillary data stores as identified by Department of Welfare and Supportive Services (DWSS).

(#6) State DataBase Administrators (DBAs) and Project Managers will identify the authoritative sources to be converted.

[bookmark: _Toc405367320][bookmark: _Toc440550197]Legacy Data Background

(#7) Approximately 245 tables / data sources are expected to be converted from the legacy system (and ancillary systems) to the new system.

(#8) It is estimated that as of December 2014, there were ~600,000 cases in the system that will need to be converted. Further estimates project that ~32,500 cases are added each year.

(#9) The bulk of the to-be-converted data resides in a relational database system.

(#10) Some data may reside in flat files or non-relational database systems (e.g., Virtual Storage Access Method (VSAM)).

[bookmark: _Toc405367321][bookmark: _Toc440550198]Legacy Data and SDLC

(#11) Vendor must analyze data sources and identify the correct mapping to the new system.

(#12) Following analysis, the vendor will recommend pre-conversion data preparation activities needed to properly prepare the source data for automated conversion.

(#13) Vendor will develop automated conversion routines to effect the data conversion to the new system, including all data preparation activities that can be reasonably automated.

(#14) Vendor will develop reports detailing the data that requires manual preparation (clean-up) prior to conversion.

(#15) Vendor will develop tools that assist Nevada staff in performing manual clean-up where required.

(#16) Vendor will develop pre-conversion quality reports that can be run on-demand in order to assess the progress of manual cleanup and the overall "health" of the to-be-converted data.

(#17) Vendor will develop post-conversion quality reports that assess the quality of the converted data once in the new system.

(#18) Vendor will test conversion routines, using post-conversion reports to measure and report out on progress.

(#19) Vendor will further test conversion routines by accessing converted data in the new system through in-development system screens and program modules.

(#20) Vendor will produce regular conversion progress reports that detail the progress of the conversion effort by data source and in aggregate, using pre-conversion quality reports, post-conversion quality reports, and other information source as appropriate to give an accurate account of the completeness of the conversion programming effort.

(#21) Vendor will execute conversion routines for production go-live, using a big-bang or phased approach as appropriate for the conversion and roll-out strategy elected by DWSS.

[bookmark: _Toc405367326][bookmark: _Toc440550199]Current Computing Environment / Reuse

(#22) To the greatest extent possible, the vendor must reuse and integrate with existing infrastructure investments described in Current Computing Environment section of the Request for Proposal (RFP).

(#23) Bidders should identify which existing tools and components they intend to reuse, and describe the intended use.

(#24) Bidders should identify tools and components they would replace with alternate products in the same category, describing why the proposed item is superior to the existing one.




[bookmark: _Toc440550200]Appendix A – Documents Used for Elaboration 

The reports and results documents that were used for elaborating the requirements are included in this section for ease of referral to these documents.  The BPR To-Be Report document includes all the results documents.  

0. [bookmark: _Toc440550201]BPR To-Be Report





0. [bookmark: _Toc440550202]Data Driven Management Report
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[bookmark: _Toc351452063][bookmark: _Toc419374008][bookmark: _Toc425525536]Introduction


Implementing a new program-wide Child Support Enforcement (CSE) system is a significant event in any child support enforcement agency’s history.  Nationally, states replace aging CSE systems about once every 20 years, and Nevada is following this pattern.  Given the prominent role computerized technology plays in providing child support enforcement services within a state and given the rarity in which states replace aged systems, planning for a new CSE system provides a unique opportunity for a state to assess all aspects of its child support program. 


The Nevada child support program is in the process of completing a feasibility study to replace the Nevada CSE system and requesting federal funding for the development and implementation of its replacement.  


Implementing a new system gives the child support program expansive opportunities to reengineer the way it conducts its business and interacts with customers.  The scope of the opportunities include increasing ways to connect with customers, eliminating redundant and duplicative work, automating manual tasks, and updating the roles and responsibilities of child support staff to align better with the new system’s capabilities.  The results of the reengineering reflect the way an organization wants its future to be, which is the basis for calling future processes “To-Be Business Processes”, shorted to “To-Be”.


It is with these opportunities in mind that Nevada’s child support program is completing a Business Process Reengineering (BPR) project to dovetail changes in its business processes with the anticipated changes in a modernized child support case management system, referred to as Nevada Child Support Enforcement Automated System (NCSEAS).  BPR focuses on restructuring the macro-level inter-relationships between business processes, and also between business processes and an organization’s customers and staff.  Child Support Enforcement Program (CSEP), along with its partners from the Division of Welfare and Supportive Services (DWSS) and participating county District Attorney (DA) offices, have devoted staff resources to ensure the BPR project’s future business processes and the anticipated supporting automation serve the whole state.[footnoteRef:2]   [2:  See Section 2.3 for the list of Nevada entities and the use of their names within this report.] 



As a result of this program-wide effort and the dedicated staff devoting the time necessary, the BPR project makes it possible for the child support program to:


a) Identify significant opportunities to improve its program results, both prior to system implementation and during system implementation; and


b) Plan for how best to leverage these opportunities in conjunction with a new system.


This foresight will pay dividends to all of the child support program’s customers and Nevada’s general public for years to come as the changes to business processes and the system will improve the child support program’s effectiveness and efficiency for the long term.


With this BPR project the Nevada child support program is taking full advantage of a critical opportunity to make a comprehensive assessment of its business processes so that the process changes can be incorporated into the design of the new system.  


[bookmark: _Toc425525537][bookmark: _Toc351452064][bookmark: _Toc419374010]Methodology


When DWSS-CSEP Administration organized the BPR project, they created an opportunity for all state-run child support offices and participating local district attorney offices to designate representatives who would participate in the project and provide input into shaping the future business processes.  DWSS-CSEP Administration knew that in order to get high quality input from the offices, the representatives would need to have adequate time to prepare themselves for a series of in-person interviews with MAXIMUS staff who were documenting their input.  Therefore, DWSS-CSEP Administration began the work modifying its future business processes by giving ample lead time for representatives to prepare.  Consequently, the representatives from the offices spent significant amounts of their time analyzing current processes and the MAXIMUS’ versions of future processes.  These analyses included the representatives identifying key steps in each process along with indications of process deficiencies (called “red flags”) that needed to be addressed through engineering, and suggesting ways to further improve the processes. 


Simultaneously, MAXIMUS staff who would be leading the in-person interview sessions spent significant time gaining their own understanding of Nevada’s current business processes.  This was done by using documentation of the current processes (developed in collaboration with Nevada representatives) as the starting point for the development of prospective business processes.  These prospective processes were the starting points for the discussions that took place during the in-person interview sessions.


During the in-person interview sessions, Nevada representatives and MAXIMUS staff again collaborated in developing the final versions of the future business processes.  The significant preparation undertaken and participant time expended by both Nevada representatives and MAXIMUS staff was invaluable in the successful collaboration that resulted in creating the future business processes presented in this document.  


What is more, Nevada representatives spent significant time reviewing and editing the documented results from the interview sessions, which assured that the final version of the documentation reflected their consensus on future program-wide business processes.


[bookmark: _Toc425525538]Report Highlights


By conducting the BPR project in concert with a planning project for a new system, the child support program is reaching beyond the performance gains that can be achieved just with new automation.  This BPR project, coupled with the anticipated new system, offers Nevada many opportunities to rethink how it can best serve its citizens who rely on its child support services. 


Analysis of the BPR’s To-Be Results concluded that these opportunities naturally organize into the following categories:


· Opportunities to continue planning and preparation prior to system implementation.  The groups made recommendations and decisions that are necessary for implementing the reengineered processes.  Implementing these recommendations and decisions program-wide would optimize the benefit of the To-Be processes further.  These recommendations are discussed in Section 3.3, Decisions and Recommendations for Reengineering.


· Opportunities to implement changes prior to system implementation.  During the sessions, participants identified many changes that are not dependent on the implementation of a new system and can be implemented in the near term to benefit the program.  In addition to the program benefits, implementing these changes would provide the staff that worked hard and devoted their time to the BPR project the opportunity to see more immediate results from their efforts.  Keeping those working relationships going continues the exchange of information that resulted in identifying the opportunities discussed in Section 3.4, Pre-Implementation Opportunities.


· Opportunities to integrate business processes with modern technology.  The bulk of the work done through the To-Be phase was to design business processes that, in conjunction with the implementation of a modern child support system, will enhance the casework performed by Nevada staff and the results achieved by the program.  The details of these designs are located in Section 4, To-Be Process Flows.


· Vision for the future.  Nevada understands it must invest beyond modernizing its system and business processes.  Continuing to progress towards implementing a new system involves making changes to other aspects of the program, among them being: 


· Organizational structure


· Caseload and workload distribution across offices


· Allocations of staff within offices


· Roles and responsibilities of staff


· Setting performance expectations for the program as a whole and for the program’s partners


· Contracting and other forms of agreements with program partners


These planning and preparation opportunities are listed in Section 5, Vision for the Future “Big Picture”.


· Next Steps.  In a sense, the end of the BPR project is just the start of the rest of Nevada’s project to implement a new child support system. With this in mind, Nevada should plan on taking “next steps” in the near term to keep the momentum built during the BPR project. The next steps, among several others, include:


· Forming various work groups to plan for the new system’s detailed design sessions, 


· Gaining federal approval for the new system project, 


· Increasing communication to all child support staff in Nevada about the status and plans for the new system project, 


· Modifying policies and procedures


· Procuring a vendor to design, develop, and implement the new system


All of the critical, near-term next steps for Nevada are listed in Section 6.4, Recommended Next Steps.


In summary, MAXIMUS’ analysis concludes that a new program-wide child support system coupled with the improved processes and the broader organizational and program changes outlined in this report is the best approach for Nevada to maximize the benefits achievable from implementing a new program-wide child support system.  This BPR was an essential step in the planning and preparation for the new system; now Nevada must continue to plan, prepare, and follow through on the opportunities identified by this BPR project for the maximum benefit of Nevada and its citizens.



[bookmark: _Toc425525539]Project Background
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[bookmark: _Toc180475745][bookmark: _Toc180484049]Over the past 15 months, Nevada has acted strategically and proactively in defining and progressing across a continuum of initiatives designed to dramatically improve the efficiency and effectiveness of Nevada’s child support program.  The first initiative was a Feasibility Study to assess the options and costs for replacing the Nevada Child Support Enforcement (CSE) system.  The second initiative is this Business Process Reengineering (BPR) project.  In initiating the BPR project, Nevada understood that obtaining the maximum benefit from an investment in improving the timeliness and quality of child support services would require reviewing and reengineering business processes in advance of developing and implementing a new child support enforcement automated system.  Defining the business processes then informs the system design and development effort and ensures that the implemented system supports the child support program’s business practices. 


The BPR project is comprised of the following phases:


As-Is Process Assessment—Assessing and mapping the normalized business processes as they currently are (that is to say, the “As-Is” processes) memorializes the way Nevada’s Child Support Enforcement Program (CSEP) and its participating county District Attorney (DA) partners conduct their business currently in the case initiation, establishment, location, enforcement, case management, financial management, reporting, and customer service functional areas.  This in-depth review enables the Nevada child support program to carry over essential aspects of the business processes to the new system.  It also provides the basis to identify potential improvements that would make the current business processes more effective.


To-Be Process Assessment—Assessing and documenting the To-Be business processes provides a venue for CSEP and its participating county DA partners to determine which potential improvements need to be made to current business processes and how to standardize program-wide processes in order to fully support the functional requirements for the new system.  It also provides a means for Nevada to determine whether to reconfigure a business process and meet the associated functional requirements with an innovative approach.  Ultimately, the To-Be business processes comprise the starting point for elaborating functional and technical requirements and developing the detailed design specifications of the new system, which will take place during the system development and implementation project.


Data Driven Management Assessment—Assessing data driven management provides a venue for CSEP and its participating county DA partners to identify the essential metrics the new system will need to provide, as well as by which means and how frequently, to manage the child support program and staff. 


Functional and Technical System Requirement Elaboration—Utilizing the BPR results to elaborate the related functional and technical requirements provides a venue for CSEP and its participating county DA partners to further specify these requirements in advance of the detailed requirements and design specification sessions for the system development and implementation project.[footnoteRef:3]  [3:  Because they will deepen existing requirements, but not create any new ones, the elaborated requirements do not alter the results of the Feasibility Study Project’s requirements analysis, alternatives analysis, function point analysis, and cost-benefit analysis outcomes.] 



[bookmark: _Toc419374013][bookmark: _Toc423513686][bookmark: _Toc425525541]Deliverable Objective


The objective of the To-Be Report is to provide project background, document the methodology employed to create the content of the report, present all of the material from the To-Be Process results documents, and draw conclusions.  This report contains accompanying narrative to provide context, explain the details of the processes, discuss relationships between processes, and provide recommendations and pre-implementation opportunities.


[bookmark: _Toc425525542][bookmark: _Toc419374014][bookmark: _Toc423513687]Naming Conventions for Nevada Child Support Program Entities and Systems


Nevada has a complex organizational structure for carrying out the federal mandate to administer and operate a statewide child support program, utilizing a variety of state and county entities. As such, the collective names of entities participating in the child support program are important for understanding the content of this report. The following list has the definitions of names to refer to groups of entities collectively:


· Child Support Enforcement Program (CSEP). This name refers to all state government units under the umbrella of the state IV-D director, including central administration, centralized operations, Program Area Offices (PAO), and the Nevada Interstate Initiating Office (NIIO).


· District Attorney (DA) Offices. This name refers to the county district attorney offices that participate in the IV-D program locally, providing staff to work their respective child support caseloads.


· Child support program. This name refers generically to all entities that fall under Nevada’s IV-D umbrella, including both state offices and county offices. This term appears in all lower case letters to convey that it is not a formal title for this general collective reference to state and county IV-D offices.


· Division of Welfare and Supportive Services (DWSS) Administration. This name refers to the umbrella agency overseeing CSEP. In this role DWSS Administration provides administrative oversight to CSEP and is the conduit for accessing state and departmental executives as well as the Legislature. In this role, it also provides financial and accounting support, including operating the State Collection and Disbursement Unit, and information technology and services.


When the report references an entity that is a subset of a collective name, it will name that entity specifically. For instance, “DWSS-CSEP Administration” refers to the central office of the state IV-D director in its administrative capacity. “CSEP local offices” refers to the two PAOs and the NIIO. A reference to all local offices (both state and county local offices) is stated as local CSEP and DA offices.


Nevada also has a complex Child Support Enforcement (CSE) computer system, referred to as NV CSE System. It is comprised of a base mainframe computer application that it shares with Nevada public assistance agencies. This mainframe application is called Nevada Operations of Multi-Automated Data Systems (NOMADS), and the NV CSE System only includes the parts of the mainframe application that are specific to meeting federal child support requirements. 


Since NOMADS’ initial implementation in the late 1990s, Nevada has connected ancillary applications to augment the base system’s functionality. These ancillary applications include:


· Ledgers on the Web (LOTW) to augment financial record keeping and functionality for address updating, referral processing and person searching. 


· Nevada Audit Worksheet Calculator (NAWC) to simplify verification and correction of NV CSE System financial records. 


· Employer Web Services (EWS) to facilitate Web-based interactions with Nevada’s employers.


· ANSRS to obtain Office of Vital Statistics’ birth records and to interface with state data sources for new hires.


· InfoView to use for business intelligence reporting.


· Compass to scan documents, store their images, and incorporate the images into a workflow management system.


As with the collective names of entities, understanding the whole and the parts of the NV CSE System are important for understanding the content of this report.


[bookmark: _Toc425525543]To-Be Methodology


The basic approach of the methodology for the BPR project is to interview the state’s session participants from both CSEP and participating DA offices to:


a) Provide context and perspective on the pros and cons of the current business processes; and


b) Participate in problem-solving exercises to develop an improved approach to conducting the child support program’s business throughout Nevada.


The first step in reengineering the future business environment was to prepare Nevada’s participants to contribute to a series of interview sessions in the various functional areas.  MAXIMUS staff used the final versions of each functional area’s As-Is Results Documents as the basis for the To-Be Interview Guides.  The participants marked up their respective interview guides and documented their analysis of the As-Is processes as part of their To-Be preparation.


MAXIMUS staff then created preparation packets with their own analysis and reengineering of the As-Is business processes and shared the packets with Nevada participants.  The participants used the preparation packets to compare to their interview guide preparation results to identify substantive differences between the two sets of analyses and document the differences.


MAXIMUS staff next conducted To-Be interview sessions with Nevada participants.  At the outset of these sessions, each group designated their respective functional area’s business processes into two tiers.  They took this step to ensure each group focused its discussion on the To-Be processes that returned the greatest reengineering value to Nevada.  For each business process discussed by a group during its session, participants conducted key step analysis; conducted red flag analysis; reengineered business processes; and documented remaining open issues regarding a process.


MAXIMUS staff then documented the results from each session and distributed “results documents” to the Nevada participants.  The participants validated the results and MAXIMUS finalized the To-Be Results Documents for each functional area.  These results documents are incorporated into Appendix B of this To-Be Report.
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MAXIMUS staff led Nevada participants through an exercise to analyze the business processes and identify where red flags indicate potential deficiencies in the processes.  


Examples of red flags included:


· High error rate leads to manually checking for and fixing errors (i.e., check for problems “upstream”).


· Manual “work arounds” of system deficiencies; “tricking” the system (i.e., do not “pave cow paths”). 


· Duplication of effort and / or repetition of effort.


· Delays / Backlogs / Bottlenecks.


· Varying practices in CSEP and DA offices (i.e., potential for misalignment because when cases change offices, the other office feels like it needs to “fix the case” before it can proceed).


· Process creates problems for “downstream” processes (i.e., think holistically, see the “big picture”).


· Failed hand-off to the next process (i.e., ensure the output from a process is the final output or is an input for a subsequent process).  This is the reason why Nevada documented process dependencies in the As-Is Report.


· Reconciliation of an output to a previous output (i.e., there should be only one version of the “truth”).


· Built-in redundancies.  Redundancies are good where the cost of failure is high, but they should be eliminated or automated otherwise.  In child support, when the program is going to deprive a person of their property, redundancies may be appropriate.  Where failure can be reversed at relatively low cost, the program does not need them. 


· Complexity and over-designing or under-designing for the value of the processes' results.  Do not under-design automatic withholding; do not over-design IRS Full Collection.


· Misalignment where a process’ outputs conflict with another process’ outputs.


· Lots of exceptions and special cases in a process.  (Example: reliable versus unreliable locate source–indicates there may be a need for greater segmentation in order to shunt them into their own respective subprocess.)


· Data redundancy and extensive amounts of information exchanged and / or rekeyed (i.e., suggests artificial fragmentation / specialization, or the work is assigned to staff inappropriately).


· Coordinating between two or more workers takes too many steps or phases of a process; coordination failures or high coordination costs (i.e., look to see how to integrate the steps that are being coordinated).


· Delays tied to waiting for approval (i.e., are resources being underutilized or is the approval necessary—is it essentially a redundancy?).


· The customer needing to speak to multiple people within a general area to get an answer or to provide information.


· Redoing work because new information was received late in the process.


Where the participants identified these red flags in a process, the group discussion focused on understanding the root cause of the process deficiency and how the root cause related to the working of child support as a whole.  In a sense, they focused on understanding not just the symptoms but also the underlying source of the symptoms.
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After identifying the root cause of the process deficiency, MAXIMUS assisted the participants with utilizing reengineering tactics to address the identified deficiency.  


The reengineering tactics utilized included:  


· Thinking holistically, which means seeing individual parts (e.g., processes, functional areas) in an integrated whole, particularly when it’s time to coordinate the handoff of an output to the next functional area.


· Integrating delivery of the output, rather than diffuse it across offices or roles (i.e., this is an application of the “touch it once” principle).


· Performing independent tasks in parallel, where possible, rather than sequentially (i.e., this may be a tough one when the factors initiating strings of steps in a process could happen at any point in the process and when they occur is unpredictable).


· Ensuring people / system use the same information source to ensure consistency (e.g., the balance calculation uses the same underlying data to calculate it regardless of where the balance appears).


· Adding value —can Nevada increase the quality or accuracy of the output?
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As important as modern computerized technology is to providing child support services to some of a state’s most vulnerable families, Nevada appreciates that a single solution, including a large-scale technology solution, cannot provide a universal “fix” for the wide range of factors that affect the efficient, effective, and timely delivery of quality child support services.  Given the substantial investment of time and money it takes to plan, build, and implement a new system, Nevada has wisely chosen to assess multiple aspects of the child support program to ensure each one aligns with the overall mission. 


By conducting the Business Process Reengineering (BPR) project in concert with a planning project for a new system, Nevada’s child support program is reaching beyond the performance gains that can be achieved solely with new automation.  This BPR project, coupled with the anticipated new system, has offered Nevada opportunities to rethink how it can best serve its citizens who rely on its child support services.  Nevada staff seized these opportunities throughout the project’s To-Be phase.  This progressive planning combined with the significant accomplishments through the project’s To-Be phase demonstrates Nevada’s willingness and commitment to maximizing opportunities to improve the program for the benefit of the citizens it serves.  Nevada staff showed their commitment by diligently preparing for the interview sessions, actively participating in all sessions, and faithfully representing their viewpoints and interests as they collaborated with colleagues to modify the To-Be processes.


Throughout the As-Is and To-Be phases of Nevada’s business process reengineering project, MAXIMUS has worked with session participants to view business processes holistically and understand how the activities in one business process affect the activities in other processes.  Nevada’s staff welcomed the opportunities to look at their organization and operation holistically, and they have taken advantage of these opportunities.  However, MAXIMUS believes Nevada has additional opportunities to consider holistic approaches as a follow up to (or continuation of) the BPR project.  These are identified within this section as MAXIMUS Recommendations and in Section 5, Vision for the Future “Big Picture”.


The following sections explain the insights that both Nevada’s child support program and MAXIMUS gained from taking a holistic viewpoint.






[bookmark: _Toc425525547]Nevada Child Support Program’s “Big Picture”  


For the To-Be sessions, MAXIMUS staff prepared a “big block” analysis that shows a “Big Picture” view of the inter-relationships of the eight functional areas and the child support program’s interactions with customers and program partners.[footnoteRef:4]  A visual representation of this analysis appears in the figure below. [4:  A “big block” analysis constructs a diagram of the structure of an organization at a macro level.  In the case of Nevada, the analysis shows the inter-relationships between functional areas, customers, and program partners. The purpose of this analysis is to help Nevada staff in each functional area understand how their program functions as a whole so that they consider how a reengineered process in one functional area may affect downstream processes.  Similarly, they can also see whether the problem they are trying to solve is better solved in a preceding functional area.] 



[image: ]


KEY:  Core Process = Processes that produce the outputs customers directly value; EST = Establishment processes; MODS = Modification of orders processes; ENF = Enforcement processes; Collect / Disburse = Payment receipting, distribution, and disbursement processes; Financial Adjs. = Processes making adjustments to amounts owed and paid (these adjustment are not related to fixing an error that the child support program made in processing the payment originally; fixing financial errors occurs in the Financial Controls block).


The essence of this figure shows how a generic child support case flows through the child support program, how the case prompts child support program staff to interact with customers and program partners, and where a given functional area comes to bear upon the case. Arrows show the exchange of information taking place between the big blocks.[footnoteRef:5]  Customer Service should be understood broadly in that any child support program staff who interacts with a customer is engaged in customer service, not just the positions with a customer service title.  [5:  MAXIMUS acknowledges that this diagram does not include all processes.  For instance, it does not include program management and administrative processes.  The diagram’s purpose is to address only the processes in the eight functional areas in order to stay within the scope of the business process reengineering project.] 



MAXIMUS and Nevada participants used the “big block” figure to define boundaries between functional areas.  Although the “big block” figure represents the program holistically, boundaries between functional areas are useful to delineate work responsibilities and to assign accountability to work units (i.e., offices and teams) and individual staff.  The following table shows the definitions of the boundaries between the eight functional areas, defining the boundaries in terms of the beginning and ending processes of the functional area.


			Functional Area


			Beginning Process(es)


			Ending Process





			Case Initiation


			· TANF-Foster Care Referrals


· Non-Public Assistance (NPA) Application


· Intergovernmental Transmittals


			Case Assessment with locate lead for an alleged father or noncustodial parent; (cases without any locate lead with which to work remain in Case Assessment but invoke Locate processes if an alleged father or noncustodial parent is known)





			Locate


			No Boundaries 
(constantly invoked even when a party has a verified address)


			No Boundaries 
(constantly invoked even when a party has a verified address)





			Establishment


			Born Out of Wedlock Paternity Review 
(Case Initiation completed)


			Order Entry 
(entry of the first support order on the system for a case)





			Case Management


			General Case Monitoring processes 
(Case Initiation completed)


			Case Closure





			Enforcement


			Enforcement Monitoring (Establishment completed)


			Ongoing until Case Closure process invoked





			Financials


			· ACH / EFT Receipting


· Receipting, Posting, and Bank Deposits


			Ongoing until Case Closure process invoked





			Reporting


			No Boundaries 
(invoked as needed)


			No Boundaries 
(invoked as needed)





			Customer Service


			No Boundaries 
(invoked as needed)


			No Boundaries 
(invoked as needed)








[bookmark: _Toc425525548]Roles and Responsibilities for Program Staffing Resources


During the To-Be phase of the BPR project, MAXIMUS and Nevada participants compiled a roster of IV-D staff resources in high-level groupings for the purpose of overlaying the groups on the “big block” picture of the program.  This perspective facilitated an analysis of how Nevada uses its staff resources currently and whether resources could be better aligned with core and non-core business processes. The following table lists the IV-D staff resource groupings.  For context, Nevada’s child support program serves both public and non-public assistance cases.  The Public Assistance (PA) caseload includes child support cases for families who either currently receive or formerly received cash assistance. The Non-Public Assistance (NPA) cases include child support cases for families that have applied for child support services or who have received Medicaid, but have never received cash assistance.


			IV-D Staff Resource Groups


			Description


			Role and Responsibilities within Functional Areas





			District Attorney Offices


			County IV-D workers operating in a county that has a contract with DWSS-CSEP Administration


			· Assigned NPA cases in all contracted counties 


· Assigned PA cases in some contracted counties


· Perform core and non-core business processes





			Program Area Offices


			CSEP IV-D workers operating in regional offices in Reno and Elko





			· Assigned NPA cases in counties that do not have District Attorney Offices providing these services


· Assigned PA cases in counties that do not have District Attorney Offices providing these services


· Perform core and non-core business processes





			Nevada Intergovernmental Initiating Office


			CSEP IV-D workers operating in a central office in Las Vegas


			· Assigned NPA and PA cases in Esmeralda County


· Serves intergovernmental NPA and PA cases initiated in Nevada for some offices


· Coordinates services for intergovernmental initiating cases for cases in state IV-D offices


· Performs core and non-core business processes





			State Collection and Disbursement Unit


			DWSS IV-D workers operating in a central office in Las Vegas


			· Serves NPA and PA cases in all counties


· Processes child support payments for all cases in the state


· Performs accounting services for child support payments


· Participates in some payment adjustment processes





			CSEP Central Office


			CSEP IV-D workers operating in central offices in Carson City and Las Vegas


			· Serves NPA and PA cases in all counties


· Performs primarily non-core business processes


· Performs some centralized administrative Enforcement core processes 


· Serves as single point of contact with some program partners


· Throughout the state, coordinates child support services between local offices and program partners 





			Hearing Masters


			Contracted IV-D workers operating in judicial districts


			· Serves NPA and PA cases in all counties


· Provides judicial services for judicial actions within Establishment, Case Management (Modifications), and Enforcement functional areas








[bookmark: _Toc425525549]Staff Resource Responsibility for Caseload Segments


The following table shows the IV-D staff resource group responsible for the caseload segments in each county.  This information was gathered by MAXIMUS for inclusion in this report.  This table is specific to the IV-D staff resource groups that have child support cases assigned to them (i.e., District Attorney (DA) Offices, Program Area Offices (PAO), and the Nevada Intergovernmental Initiating Office (NIIO)).  Intergovernmental initiating cases are cases that Nevada refers to another jurisdiction (typically another state) to take action against an alleged father or noncustodial parent residing in the other jurisdiction.


			County / Office


			Assigned Child Support Services Provider in County





			


			Public 
Assistance Cases 


			Non-Public Assistance Cases


			Intergovernmental Initiating (PA / NPA)





			Churchill County 


			Reno PAO


			Churchill County DA


			NIIO / DA





			Clark County 


			Clark County DA


			Clark County DA


			NIIO / NIIO





			Douglas County 


			Reno PAO


			Douglas County DA


			NIIO / DA





			Elko County 


			Elko PAO


			Elko County DA


			NIIO / DA





			Esmeralda County


			NIIO


			NIIO


			NIIO / NIIO





			Eureka County


			Elko PAO


			Elko PAO


			NIIO / DA





			Humboldt County 


			Humboldt County DA


			Humboldt County DA


			DA / DA





			Lander County


			Elko PAO


			Elko County DA


			NIIO / DA





			Lincoln County


			Elko PAO


			Elko PAO


			NIIO / NIIO





			Lyon County 


			Reno PAO


			Lyon County DA


			NIIO / DA





			Mineral County 


			Mineral County DA


			Mineral County DA


			DA / DA





			Nye County 


			Nye County DA


			Nye County DA


			DA / DA





			Pershing County 


			Pershing County DA


			Pershing County DA


			DA / DA





			Storey County


			Reno PAO


			Reno PAO


			NIIO / NIIO





			Washoe County 


			Reno PAO


			Washoe County DA


			NIIO / DA





			White Pine County


			Elko PAO


			Elko PAO


			NIIO / NIIO





			Carson City


			Reno PAO


			Reno PAO


			NIIO / NIIO





			CSEP—Nevada Intergovernmental Initiating Office 


			 


			 


			NIIO / NIIO





			CSEP—Reno Program Area Office 


			 


			 


			NIIO / NIIO





			CSEP—Elko Program Area Office 


			 


			 


			NIIO / NIIO











Each county’s District Attorney (DA) is an entity within a county that is politically independent from CSEP.  Their primary charge is to serve the citizens within their respective county borders.  DWSS-CSEP Administration contracts with some of the counties’ DAs to provide child support services within their county, and other counties have opted out of the IV-D program completely, turning their cases over to CSEP.  As the data in the table shows, of the counties that have remained in the IV-D program, some counties’ DAs serve both the PA and NPA caseloads in their respective counties while others choose to serve only the NPA caseload. Counties’ DA offices, with the exception of Clark County, have chosen to retain their intergovernmental initiating cases although they have the option to refer these cases to NIIO. Regardless of its caseload composition, the county DA offices utilize business processes from each of the functional areas. 


The cases that are not assigned to county staff default to one of three child support offices operated by CSEP:  Nevada Intergovernmental Initiating Office in Las Vegas, Reno Program Area Office, or Elko Program Area Office.  Whereas the two Program Area Offices work on cases within their regional boundaries, utilizing business processes from each of the functional areas, the NIIO is a hybrid in the sense that: 


· It works intergovernmental initiating cases from around the state, utilizing primarily intergovernmental initiating business processes from the Case Management functional area; and


· It works cases assigned to it from a county in its region, utilizing business processes from each of the functional areas.


[bookmark: _Toc425525550]Re-envisioning the “Big Picture” to Maximize the Benefits of a New System


The new system will be dramatically different from the NV CSE System, automatically directing cases to a business process’ next required activity with minimal manual intervention. 


A natural consequence of a dramatic change in technology is that the effects of the change in technology necessitate dramatic changes in the way the people within the organization and the organization itself interact with the new technology, and this truism applies to Nevada.  The new system Nevada is envisioning will dramatically change the roles and type of work that Nevada’s child support staff perform compared to their interaction with the NV CSE System.  If Nevada staff attempt to perform the same roles and work in the same way as they did on the NV CSE System, they will be limiting the effectiveness of the new system and consequently the benefits that would accrue to Nevada’s families.


MAXIMUS recognizes that the thought of changes to roles and jobs can be unsettling to people and the organization as a whole.  This feeling is natural and understandable.  The challenge is to set forth a path for change that can assuage the variety of feelings about the personal effects of the change.  With the variety in feelings, a single message cannot address all of them.  Perhaps one message is to make an appeal to the sense of purpose that drew staff to the mission of the child support program initially.  Another message is to present the changes in roles and work as an opportunity for personal growth that leads to the betterment of other people.


Although much of the change management work lies ahead and is outside the scope of the BPR Project, MAXIMUS believes Nevada’s BPR project has provided motivators to support the child support program’s future change management efforts.  Specifically, the BPR project has:


· Identified components of the Nevada child support program that have already progressed down a path of change that supports the outcomes of the BPR project and anticipates the functionality of the new system.  The fact that these components of the program have made changes then begs the question, how can the Nevada child support program build upon and expand these changes to other components of the program? 


· Defined boundaries around the changes that can be expected of the Nevada child support program, which acknowledges that some desired changes cannot be made unilaterally by the child support program.  These boundaries may communicate to staff that they are being asked to make changes that are in their control rather than having to overcome perceived “immovable objects”.


The remaining parts of this section elaborate on these two motivators for change and then provide our recommendations for organizational changes that re-envision the “Big Picture” for the Nevada child support program.


[bookmark: _Toc425525551]Existing Components of the Program that Can Support a New “Big Picture”


The Nevada child support program is just like any other organization in that individual offices and staff have made changes in their structure and roles to adapt to the environment around them in order to improve their performance.  This section lists examples of components of the Nevada child support program that have changed and which MAXIMUS believes can serve as precursors to broader changes in the program in anticipation of the new system’s functionality:


· Centralized Services for Secondary Enforcement Remedies.  Staff in the Reno Program Area Office execute the process for the Financial Institution Data Match (FIDM) secondary enforcement remedy on behalf of cases that are not in the Reno office’s caseload.  In fact, the Reno office executes the bulk of Nevada’s FIDM enforcement actions.  The existence of this practice demonstrates it is possible for one office to take a specific, substantive action on a case without taking over full ownership of the case.


· Specialized Locate Services.  The Clark County District Attorney Family Support Division operates a team of staff that specializes in locating the parties on a case and the noncustodial parent’s income sources.  Given that Locate services currently are largely manually driven activities, specialization in Locate services has developed a high level of expertise among these staff.  Although the new system’s automated interfaces will perform the bulk of the Locate work in the future, the child support program will still need access to manual Locate sources.  A team with expertise in using manual Locate services would provide value program-wide for manual Locate sources that can be accessed online.


· Specialized Customer Call Center.  The Clark County District Attorney Family Support Division operates a multi-level customer call center dedicated solely to child support customers.  The multi-level organization of the call center allows the call center’s workers to elevate calls to the appropriate level of expertise to respond to the customer’s circumstances.  The call center is supported by technology common to high-volume customer call centers. This customer call center currently serves only custodians and noncustodial parents with cases in Clark County’s caseload, but it would be possible to direct calls from other local offices to this multi-level call center. 


[bookmark: _Ref425500460][bookmark: _Toc425525552]Guiding Principles for To-Be Business Processes


Without question, complete uniformity in business processes throughout a state employing judicial processes is highly unlikely.  Even so, the more uniform a business process’ next required activities are throughout the state, the more effective and efficient the system can be on behalf of Nevada.  With this notion in mind, MAXIMUS proposed a set of guiding principles during a To-Be interview session for modifying the To-Be business processes.  Nevada session participants customized and adopted these guiding principles to ensure they were appropriate to Nevada’s circumstances.  Adopting these guiding principles was an important factor to the success of the BPR project and assisted in producing improved results and more uniformity.  The guiding principles gave direction to the groups, either as a direct charge (that is, a rule) or as a preferred direction (that is, a recommendation), on how they should modify the To-Be processes within the functional areas assigned to them.  The guiding principles fell into one of two sets: “rules” and “strategic recommendations” which are further detailed below.     


[bookmark: _Ref425500365]Guiding Principles Defined as “Rules”


A rule directed each functional area group to modify business processes to which the rule was applicable.  The group then had the charge to modify a To-Be process according to the direction stated in the rule unless the group agreed a valid exception justified waiving the rule.  The guidance of the rules was limited to their application to the structure of the business processes.  The guidance of the rules did not extend to decisions that involved organizational structures, the allocation of program resources, or policy choices; changes to these items were reserved for the recommendations.  The following list enumerates the rules and the valid exceptions (if any) for waiving the rule the functional area groups followed:


1. Rule:  Build program-wide standardization into processes unless there is an exception.  The purpose of this rule was to bring about greater equity in the treatment of the child support program’s customers throughout the state and greater uniformity in business processes throughout the state to enable greater effectiveness and efficiency of the new system.


Exception Criteria to Waive Rule for a Business Process:


· Judicial District Court Rules require variation from standard process (stands on its own)


· Attorney Discretion requires variation from standard process (stands on its own)


· Variation does not adversely affect:


· Customer or stakeholder (partner)


· Maintains consistent program-wide message 


· Effects of action “does no harm” to the customer or stakeholder


· Effects of action are strictly internal to the child support office 


· Statewide cost-effectiveness relative to program-wide standard practice


· Design and development of system automation





2. Rule:  Remove supervisory approvals and reviews from processes unless there is an exception.  The purpose of this rule was to streamline a business process for greater efficiency of the new system.


Exception Criteria to Waive Rule for a Business Process:


· Federal regulation requires supervisory approval


· Adjustments to previously processed payments


· Bypasses normal data validation and editing routines to override data elements in the system


· Federal regulation requires allowing supervisory review


· Review of decision to close case


· Review of decision to suppress case’s billing statement


· Nevada legal requirements and documents


· Petitions


· Motions


· Nevada “good governance” requirements


· Level of risk exceeds “cost” of the time to review and approve





3. Rule:  Eliminate unnecessary steps from a process that assume the system made a routine error or coordinate between workers.  The purpose of this rule was to streamline a business process for greater efficiency of the new system.


Guiding Principles Defined as “Strategic Recommendations”


A recommendation permitted (but did not require) each functional area group to modify business processes to which the recommendation was applicable.  The factor that made a recommendation different from a rule was that the group had to write a recommendation to accompany the process modification.  The recommendation spoke to changes in organizational structure, allocation of program resources, or policy decisions that needed to be made in order to implement the modified process.  The following list provides the recommendations:


1. Recommendation:  A customer should expect to receive a unified “message” from Nevada about her / his cases without regard to office location unless there is an exception.  The purpose of this recommendation was to bring about greater consistency in how offices interacted with customers, particularly with customers that had cases in multiple offices.  





2. Recommendation:  Centralize tasks when appropriate to do so; decentralize tasks when appropriate to do so.  The purpose of this recommendation was to achieve greater efficiency in operations when possible and greater quality in outputs when possible through specialization.  Another purpose of this recommendation was to clarify who would be accountable for executing a business process.


While the above rules and strategic recommendations improved the processes and provided more uniformity, there may be opportunities to re-evaluate those areas where local differences remain.  The next section discusses recommendations that are tactical in nature, applying more so to the business processes than to overcoming organizational barriers.


[bookmark: _Ref424900256][bookmark: _Toc425525553]Decisions and Recommendations for Reengineering 


The following sections present recommendations and decisions from the To-Be sessions of the business process reengineering project.  Implementing these recommendations and decisions program-wide would optimize the benefit of the To-Be processes further.  The recommendations and decisions are based on the input of session participants in the As-Is and To-Be interview sessions and MAXIMUS’ experiences with other states’ programs.  All recommendations are the participant groups’ recommendations unless otherwise noted as belonging to MAXIMUS. 


A recommendation or decision is categorized as “program-wide” when a recommendation or decision affects multiple functional areas.  The recommendations and decisions are grouped by functional area when the recommendations or decisions apply to multiple business processes within a specific functional area.


In order to implement these decisions and recommendations, additional preparation and planning will be required prior to engaging an implementation vendor and beginning the system implementation requirements and design specification phase.


[bookmark: _Toc425525554]Program-Wide


The broader decisions the participants made for the program are:


Implementing Central Printing and Central Scanning for specific documents.  This decision includes specific caveats to be agreed upon involving level of staffing, scope of work and expectations, and contract issues surrounding the billing of counties for services and how payment is made. 


Recognizing Case Initiation as a bona fide functional area.  Case Initiation will handle the creation or reopening of all cases coming to IV-D, and a case will not move from the Case Initiation functional area until an initial locate record for an alleged father or noncustodial parent has been obtained.  A defined work flow for this functional area would facilitate a more efficient process to build cases, and prevent errors and confusion caused by moving a case out of Case Initiation before it is fully ready.


Assigning manual tasks in all functional areas to roles and then assign roles to people appropriate for their level of responsibilities.  On the new system, security access to perform tasks will be assigned to roles on the system rather than to job titles.  Then managers and supervisors will assign roles to staff.  A staff person (whether DWSS or county staff) will have multiple assigned roles appropriate for his / her level of responsibility.


The broader recommendations for the program are:


Changing the Central Registry Unit into a Central Case Initiation Unit.  This unit would be tasked with setting up cases from other states and from non-public assistance applications received electronically and through CSEP’s central post office box.


Focusing the work of case managers on the steps of the Core Processes that involve customer or stakeholder interactions (MAXIMUS Recommendation).  Efficient allocation of resources involves assigning high-value staff resources to high-value activities.


Reconsidering approach to caseload assignment within offices (MAXIMUS Recommendation).  To limit the need for periodic caseload rebalancing, the system could assign cases to workers based on a number of factors including how many cases are currently assigned to that worker, what kinds of cases are currently assigned, and what kind of case is the new case.    


Changing the data structures so that the structures facilitate the reengineered business processes (MAXIMUS Recommendation).  Better data structures will eliminate updating multiple cases with the same information.


Providing consistent treatment, services, and responses to all customers.  This is more than just customer service.  Consistency allows customers to know what to expect when dealing with the child support program.  An example would be providing a holistic approach to enforcing against a noncustodial parent with multiple cases. 


Presenting a case’s information seamlessly.  Currently, there are various places for information that workers have to utilize (Compass, NV CSE System, etc.) to get the “entire” picture of the case.  System automation should assist with this barrier by maintaining sufficient historical data from the current battery of systems in one system.


[bookmark: _Toc425525555]Case Initiation


Case Initiation begins upon acceptance of a valid referral, application, or intergovernmental transmittal and ends when a successful Locate has been accomplished as part of completing all case assessment activities.  


The broader decisions the participants made for Case Initiation are:


Having a central location handling the receipt of intergovernmental transmittals until the case is built and the Locate process is successful.  This decision is based on keeping the building of a responding intergovernmental case as efficient as possible by eliminating the need to coordinate between the worker that receives the CSENet referral and the worker that will receive the intergovernmental transmittal.


Receiving any further clarifying information regarding the case in the most efficient and electronic way possible (i.e. through emails, texts, Optical Character Recognition (OCR) when scanning documents, and reading barcodes).  This recommendation will allow the system to automate the building the case as much as possible, reducing the need for manual intervention, as well as expediting and facilitating the review of information should any manual intervention be needed.


Receiving the information to create a case electronically, with the goal of significantly reducing paper-based applications, and referrals for services (i.e., referrals and easily processed paper-based intergovernmental transmittals).  This recommendation is based on allowing the system to do as much preprocessing and validating of information as possible, using predefined business rules, before any manual intervention would take place.


The broader recommendations for Case Initiation are: 


· Accepting and processing appropriate referrals that the Medicaid agency may send (MAXIMUS Recommendation).  This recommendation ensures Nevada complies with the federal certification guide even though the child support program does not receive any referrals from the Medical agency currently.


· Directing CSENet referrals to the Central Registry and keeping CSENet cases at the Central Registry until the transmittals and paper work needed to take the next action on a case have been received from the initiating state.   This recommendation will allow the Central Registry to synchronize electronic CSENet referrals with receipt of intergovernmental paperwork in opening a case, preventing any premature case processing from occurring.  The CSENet case would remain at the Central Registry until the information required for the next step has been received and entered on the system. This recommendation does not change or affect the start of the federal timeframe for opening a case after receipt of a CSENet referral. If the Central Registry does not receive the necessary transmittals and paperwork to proceed with the case, the Central Registry follows case closure timeframes and procedures to initiate closure of the incomplete CSENet case. 


· Using CSENet to the greatest effect, especially with states surrounding Nevada.  This recommendation will facilitate the most efficient processing of cases from contiguous states, as these surrounding states are where the bulk of Nevada’s intergovernmental cases originate.


· Expanding the role of the Central Case Initiation Unit to resolve the IV-A and IV-E referrals that the system cannot automatically resolve (MAXIMUS Recommendation).  This would allow one contact for the referring agencies as well as develop specialized knowledge in the actions required to resolve issues with the referrals.


[bookmark: _Toc425525556]Locate


Locate begins when an address or employer needs to be located and continues through the life of the case.


The broader decisions the participants made for Locate are:


Incorporating, into the new system, the ability for the system to temporarily add an employer that is not known to the system.  This information would be forwarded for verification and addition to the database as appropriate while allowing the process to continue without delay.  In the new system it is anticipated this can be designed so as to not pollute the employer database with duplicate and / or unreliable employer data.


Keeping the case with the case manager even while locate work is being performed.  This recommendation allows the case owner to continue to work the case in parallel with locate being performed in an attempt to identify the alleged father’s or noncustodial parent’s unknown address.  The custodian of the case would not contact the Locate worker, but would maintain a single point of contact with the case manager. 


Incorporating, into the new system, the ability to maintain profiles on other jurisdictions within the system.  These profiles allow the system to generate information requests based on the appropriate method (e.g., CSENet transaction, email, or paper transmittal) for that jurisdiction.  


The broader recommendations for Locate are:


· Having centralized specialists for manual locate that would ensure consistent treatment across the state.  This includes specialized knowledge about sources and contacts with specific sources.  This recommendation requires establishing and enforcing service-level agreements between the centralized unit and the offices.  Because automated locate will fulfill the majority of the locate needs, manual locate will be limited to only those cases where automated locate was unsuccessful and case stratification indicates the manual locate effort is justifiable.


· Treating custodians consistently for non-response or non-cooperation situations (MAXIMUS Recommendation).  Currently, counties have varying practices requesting sanctions when custodians are on public assistance and closing cases when custodians are not on public assistance.  An example of a consistent practice would be only asking for locate information from the custodian when it is needed to perform the next required action on the case and then requesting sanctions / closures if that needed information is not provided, which is the intent of the federal non-cooperation regulation.  


[bookmark: _Toc425525557]Establishment


Establishment begins after Case Initiation and continues until an order is established and entered for the case.


The broader decisions the participants made for Establishment are:


· Pursuing all alleged fathers at the same time.  Offices will proceed with the cases as the alleged fathers are located. 


· Working with county Recorder’s Offices that have the ability to interface electronically to register and update liens.  A step in the Order Entry process is filing a lien against real property in the county.  Automatically filing the lien would reduce manual effort for the person setting up the order on the system and the person in the Recorder’s Office who files the lien in the county’s file.


· Gaining access to current birth and paternity records from the Office of Vital Statistics.  Currently information is given based on the original birth certificate, not based on updated birth information (i.e., paternity has been established and a father has been added to the birth records).  This recommendation is based on the need for up-to-date paternity information, starting with birth certificate data, to establish an order for a case.


The broader recommendations for Establishment are:


· Initiating pre-compliance meetings with custodians (MAXIMUS Recommendation).  This recommendation is based on a best practice procedure for offices serving public assistance customers.  The pre-compliance meeting gives the case worker the opportunity to set expectations for the custodian’s participation on the case, gain additional information for moving the case forward, and to answer questions.


· Ensuring offices understand and follow the policy and statute for predictable and consistent use of administrative orders for authorizing genetic testing (MAXIMUS Recommendation).  Currently, counties have varying practices in the use of administrative genetic testing orders.  This recommendation is made in order to identify where similar practices could be standardized program-wide and supported by the system.


· Ensuring offices understand and follow NRS 425 where the Findings and Recommendations become a final order by operation of law (MAXIMUS Recommendation).  This practice further expedites the Establishment process for offices where judges regularly do not sign Hearing Masters’ Findings and Recommendations timely.  Currently, Clark County is the only office making use of this provision.


· Reviewing options for expediting the acceptance of an initial periodic support amount (MAXIMUS Recommendation).  Including an initial periodic support amount in the copy of the petition that is served may allow support to begin more quickly than waiting for the order to be signed.  Payments that are received prior to order establishment are considered the support amount per federal regulations and can be distributed to the custodian.  This allows the custodian to begin receiving support quicker.  


· Establishing guidelines for service based on the types of services that have historically been successful for specific types of cases (MAXIMUS Recommendation).  By establishing guidelines for service based on the type of case (or case circumstances), service can be more successful the first time served.  For instance, for nomadic noncustodial parents with employment, the guidelines may state to first serve at the place of employment.  This would eliminate trying other types of service that are not successful for this type of case.


· Standardizing the next steps after receiving no results from the Genetic Testing process (MAXIMUS Recommendation).  Standardizing processes allows for consistent treatment of the parties involved in the case and allows cases to more smoothly move from one work to another, even across geographical locations.


· Designing the new system to be able to record the terms of the party’s agreement (MAXIMUS Recommendation).  This allows a copy of the agreement to be sent to the other party for their signature / agreement without time-consuming, extra communication from the workers.  This allows consistent treatment of the parties involved in the case regardless of geographical location.


[bookmark: _Toc425525558]Case Management


Case Management begins after Case Initiation and continues for the life of the case.


The broader decisions the participants made for Case Management are:


Sanctioning of the custodian will be done only if information from the custodian is necessary to take the next action on the case.  If the custodian does not provide the required information, then action would be taken against the custodian; for custodians receiving public assistance, sanctions would be requested and for custodians not receiving assistance, case closure process would be followed based on non-cooperation.


Utilizing the existing remedies available to the IV-A agency for recoupment of direct payments if the custodian receiving TANF did not forward the funds to child support as required.  The IV-A agency would be able to reduce the next month’s grant or recoup money based on the money the custodian received directly from the noncustodial parent.  The State share of these recoupments should be transferred to CSEP’s Program Account.


The broader recommendations for Case Management are:


· Standardizing the method for requesting modifications to be in writing (MAXIMUS Recommendation). While there are varying practices in how the requests are made, the request must be made.  Most counties indicated the request for modification must be in writing even though policy does not exclude verbal requests; some require other documentation as well.  


· Establishing standards for delinquency language to be sent to the noncustodial parent.  Currently offices vary in when and how the noncustodial parent is notified of delinquencies.  One approach could be establishing business rules to include this language in the noncustodial parent billing for delinquent noncustodial parents.


· Ensuring offices understand and follow the policy for noncustodial parent’s receipt of TANF outside of Nevada (MAXIMUS Recommendation).  Some counties are inactivating support when the noncustodial parent is on TANF in any state, but others are only inactivating when the noncustodial parent is on TANF in Nevada.  Clarification is needed for all counties to consistently handle cases where the noncustodial parent is on TANF.


· Establishing standard criteria for crediting direct payments where that credit has not been confirmed (MAXIMUS Recommendation).   Currently, counties have varying practices as to when confirmation from the custodian is required before giving credit for direct payments from the noncustodial parent to the custodian.  Standardized criteria on what proof requires custodian’s confirmation would allow consistent and equitable treatment of customers.  


· Separating reviewing and crediting of direct payments (MAXIMUS Recommendation).  Currently, smaller offices have the same person review and authorize direct payments and then do the actual crediting of the payments on the case.  Separation of duties in cash handling is a best practice for financial accounting although there is leeway for offices with few staff working there.


[bookmark: _Toc423513701][bookmark: _Toc425525559]Enforcement


Enforcement begins when the court order needs to be enforced (by either issuing an income withholding order or notice and National Medical Support Notice, enforcing using other methods) and ends when the case closes.


The broader decisions the participants made for Enforcement are:


Standardizing the dispute resolution process for all enforcement remedies.  This recommendation entails using the same dispute resolution process (for those processes using administrative dispute resolution), ensuring all disputes are resolved consistently.


The broader recommendations for Enforcement are:


· Centralizing some of the secondary enforcement remedies that require specialized knowledge and processing.  The remedies that are being recommended for centralization are:  Financial Institution Data Match (which is somewhat centralized now as many counties utilize the same person); Liens (Personal Property); Administrative Enforcement of Interstate (AEI); Federal Tax Refund Offset; Federal Administrative Offset; Passport Denial and Release; Criminal Non Support (Federal); Deceased Noncustodial Parent (NCP) / Creditor’s Claim; and Offer in Compromise of State Debt.  Centralization does not necessarily have to take place in Carson City or Las Vegas.


· Establishing a single point of contact for noncustodial parent level enforcement when a noncustodial parent has multiple cases (MAXIMUS Recommendation).  This recommendation pertains to all enforcement actions and allows actions to be coordinated across all of a noncustodial parent’s cases. 


[bookmark: _Toc425525560]Financials


Financials begin after Case Initiation with setting up arrears balances, if any, processing and tracking both collections and disbursements, making adjustments over the course of the life of the case, as well as arrears and other calculations, and continues for the life of the case.


The broader decisions the participants made for Financials are:


Alerting State Collection and Disbursement Unit (SCaDU) to perform a daily reconciliation of accounts only when the system is unable to complete the reconciliation process for the day. The design of the new system should enable it to reconcile the receipts, allocations, distributions, and disbursements processed on a given day. The system would produce the documentation of the reconciliation and archive it. When the system is unable to complete the reconciliation automatically, then SCaDU accounting staff would complete the reconciliation online so that the system could produce the reconciliation report and archive it. 


Resolving all types of unidentified payments in one workflow. A type of unidentified payment does not require its own resolution workflow. Instead, the new system should direct all types of unidentified payments through the same workflow.  The workflow would prompt or permit the variety of actions that would be needed to resolve the unidentified payment.


Resolving all types of undistributed collections in one workflow. A type of undistributed collection does not require its own resolution workflow. Instead, the new system should direct all types of undistributed collections through the same workflow.  The workflow would prompt or permit the variety of actions that would be needed to resolve the undistributed collections.


· Creating automated interfaces with several banks and vendors so the associated processes can become automatic, for example:


·  Transmitting an electronic file to and from the positive pay bank’s warrant status system.  This recommendation would allow the child support system to cancel the warrant on the positive pay bank’s warrant status system automatically.


· Receiving an electronic file of canceled debit cards from the debit card vendor.  This recommendation would allow the child support system to upload and act upon these canceled cards automatically.


Updating and approving financial adjustments should be handled only by specialized workers / researchers.  This decision recognizes the risks involved when financial adjustments are mishandled, so it mitigates the risk by having only staff familiar with the rules of distribution, assignment of debt, and financial adjustment procedures performing the financial adjustments. It also recognizes the efficiency to be gained by specializing this task. 


The broader recommendations for Financials are:


· Implementing a fee / debt register on the system and accounting for a debt outside the payment process (MAXIMUS recommendation).  This recommendation is based on the need to differentiate child support debts and payments from ancillary debts and payments the child support program must administer. Examples of ancillary debts and payments include recoupments for dishonored and misapplied payments and fees the program charges and collects for its services. 


· Transferring 100% of the escheated collections to the Treasurer.  This recommendation is so that the Treasurer can then send 100% of the payment to the claimant in one check rather than the current practice of the Treasurer fulfilling a portion of the claim and DWSS Administration fulfilling the other portion.


[bookmark: _Toc425525561]Reporting


Reporting is ongoing through the entire life of a case.


There were no broader decisions made by participants for the Reporting functional area.


The broader recommendations for Reporting are:


· Continuing to leverage data warehouse and business intelligence capabilities to query data and produce reports.  The current data warehouse and business intelligence capabilities already provide valuable assistance in producing reports, and these capabilities should be used to produce additional reports. 


[bookmark: _Toc425525562]Customer Service


Customer Service is invoked with contact from or to a customer, but is in effect throughout the entire life of a case.


The broader decisions the participants made for Customer Service are:


Having one program-wide child support specific Interactive Voice Response (IVR) system and one program-wide child support website.  This ensures consistent responses and content for all customers.


Having one program-wide centralized call center.  This decision is based on being able to establish and enforce service-level agreements that include, but are not limited to, levels of staffing, funding methodology, and scope of work.  Counties also articulated a need for flexibility in this call center to allow counties to customize their escalation model (always escalate to case worker versus escalate to level two first) and to indicate “special handling” cases that can bypass the call center process and be connected immediately with the case worker in special circumstances.


The broader recommendations for Customer Service are:


· Capturing more payments through the Interactive Voice Response (IVR) system and the website.  This recommendation involves eliminating the fees associated with making payments and allowing payments to be made outside business hours with minimal or no fees charged.  This recommendation would encourage noncustodial parents and employers to make more payments through the IVR system or the website.


· Determining what information provided through customer service portals must be verified by a secondary source before uploading to the system (MAXIMUS Recommendation).  While all information updated from the custodian, noncustodial parent, and employer can be forwarded to the case workers through workflow mechanisms, this recommendation encourages the child support program to determine which information can be automatically uploaded into the system without worker intervention.  This recommendation would pertain to information captured through both the IVR system and the website.  


· Standardizing timeframe for shredding documents after imaging them (MAXIMUS Recommendation).  The child support program will receive documents with personally identifiable information and protected health information on them and will need to take steps to secure and dispose of these documents after their information is transferred to the system.  This recommendation would only apply to documents that were not originals but may be needed for other actions (e.g., insurance cards to send to the custodian; certified orders received from another jurisdiction; etc.). 


[bookmark: _Ref424900179][bookmark: _Ref424900206][bookmark: _Toc425525563]Pre-Implementation Opportunities


The following sections present opportunities for Nevada to begin using process-improvement or process-standardization ideas from the To-Be sessions before implementing the new system.  These opportunities are initiatives that the Nevada child support program could begin now.  Both the session participants and MAXIMUS staff identified early implementation opportunities.  Some opportunities identified during the sessions are program-wide opportunities.  One such opportunity is to expand on the relationships that were developed between participants during the sessions.  Continuing to nurture and expand on these relationships opens lines of communication between Nevada’s offices, allowing staff to work together to resolve issues that may arise.  Another opportunity is to establish consistent treatment for customers by taking a holistic view of customers and cases.  By taking advantage of these pre-implementation opportunities, these ideas can be validated and refined prior to implementing the new system. 


For the sections below, pre-implementation opportunities are grouped by functional area and business process.  


[bookmark: _Toc425525564]Case Initiation


The following table presents the pre-implementation opportunities for business processes in the Case Initiation functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			TANF-Foster Care Referrals 


			· Give all offices access to the IV-A AMPS system, not for updating, but rather to review the detailed information leading to the IV-D referral.


· Start the coordination and advance planning now for the reengineered design of the federally required interface with Nevada’s IV-A agency.


· Start the coordination and advance planning now for the reengineered design of the federally required interface with Nevada’s IV-E agency.


· Define business rules that would allow IV‑D to return incomplete or inappropriate referrals and to identify referrals that need IV-D review before accepting the referral.





			Non-Public Assistance (NPA) Applications 


			· Create an online application for the public to submit NPA applications electronically.


· Identify best practices in Nevada for using spreadsheets to track when the public requests an application, when the application is sent to the person who asked for it, and when it is returned to the office. Nevada may then adopt and implement the best practices now and in the new system.








[bookmark: _Toc425525565]Locate


[bookmark: Locate_Pre_Imp]The following table presents the pre-implementation opportunities for business processes in the Locate functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			Generic Locate Process – Manual Locate Process


			Centralize the manual locate process.  This would include re-analyzing performance metrics for offices that perform centralized functionality that does not directly impact collections.  Centralizing the manual process allows for specialized locate knowledge and the ability to establish contacts with locate sources without overwhelming those sources.  





			Intergovernmental / FPLS / SPLS / Quick Locate


			Investigate and resolve the problem with receiving CSENet transactions from other states.  Group participants identified the problem is most prominent with the State of Idaho. 








[bookmark: _Toc425525566]Establishment


The following table presents the pre-implementation opportunities for business processes in the Establishment functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			Born Out of Wedlock Paternity Review 


			· Pursue multiple alleged fathers on a case simultaneously.


· Improve interface with Vital Records to receive or review updated birth certificates on line.


· Schedule pre-compliance meetings with custodian in offices besides Clark County.





			Determine Petition Contents 


			Define “successful service” for the various case scenarios requiring service of process and set these definitions as the program-wide standards.





			Filing the Petition 


			Define the program-wide practices surrounding multiple dockets so that Nevada is prepared to define this need for the development vendor.  The new system should only accommodate multiple docket scenarios that are necessary to fulfill a business need rather than accommodating current distribution and disbursement limitations in the NV CSE System.





			Judicial Paternity and Support 


			Investigate whether parties are misusing IV-D services to negotiate a de facto “divorce decree” and take action to stop the practice if it exists.  It is appropriate for Hearing Masters to take circumstances under advisement to render an opinion after the hearing, but these circumstances need to be within the scope of the IV-D program.





			Order Entry


			Develop a state-wide training module for attorneys using local offices’ best practices for training attorneys.








[bookmark: _Toc425525567]Case Management


[bookmark: CM_Pre_Imp]The following table presents the pre-implementation opportunities for business processes in the Case Management functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			Case Monitoring


			Utilize the Case Management Tool (CMT) program-wide at this time.  This tool allows the case workers to apply some stratification to their caseloads.





			Case Closure


			Develop a standard closure checklist.  This tool ensures all necessary actions are taken during the Case Closure process.





			NV Initiating Intergovernmental and Acknowledgment Received


			Treat custodians consistently.  This value means deeming a custodian to be uncooperative only when the custodian does not provide information necessary to move the case forward and standardizing the program’s responses to uncooperative custodians.  An example of standardization is if the custodian does not respond with the necessary information and is receiving TANF, request sanctions.  





			NV Initiating – Existing Monitoring


			Clarify the policy for status requests on initiated cases.  Counties were sending inquiries every 30 days instead of the federal timeframe of 90 days.  Clarifying and communicating this policy will save the counties work and eliminate monthly inquiries to other jurisdictions when quarterly inquiries are appropriate.  





			Obligation Review and Adjustment / Modification


			Determine if reviewing the 3-year review notices before mailing is cost effective.  Currently, some counties have an elaborate and time-consuming process in place to determine whether or not the three-year letters should be mailed.  This practice should be evaluated to determine if the outcome of this review process justifies the time and effort spent on the review.  Conversely, if this evaluation determines that the review is valuable it should be considered for expansion into other counties.





			Crediting Direct Payments


			Consider developing standard requirements for custodian consent when crediting direct payments.  Currently this process allows for significant local variation.  Development of guidelines or policy on when the custodian needs to provide confirmation of the credit would allow consistent and equitable treatment of customers.  








[bookmark: _Toc423513711][bookmark: _Toc425525568]Enforcement


[bookmark: Enf_Pre_Imp]The following table presents the pre-implementation opportunities for business processes in the Enforcement functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			Medical Support (NCP / Employer)


			Clarify policy on duration of timeframes and consulting the attorney.  Currently, varying timeframes are being used.  Policy clarification on the duration of the timeframes and whether the timeframe includes mail time would yield greater consistency. Also, clarify when the attorney should be consulted during this process as there are varying practices for following up with the employers that did not respond to the National Medical Support Notice (NMSN).





			Medical Support (CST)


			Consider a policy clarification that states no further action is needed when the custodian does not respond or does not provide health insurance when ordered to cover.





			Reduced Withholding


			Establish policy to standardize actions for handling credit balances.  Currently, there are varying actions being taken; some offices recoup at 100% as the custodian already received the money; other offices go to court for a decision; and others come to an agreement with the parties.  Standardizing actions will ensure consistent and equitable treatment for all customers.  





			Unemployment Withholding


			Eliminate duplication of effort.  Currently there is duplication of effort as the Central Office sends these notices and the local offices also send notices.  Eliminating this duplication also helps the Department of Employment, Training and Rehabilitation (DETR) receive necessary notices only once.  





			Social Security Intercept


			Stop two-state actions once Social Security intercept is in place.  This reduces work for the responding jurisdiction (with Nevada as the initiating state) and brings the control back to the offices to monitor for continued payments.  





			Financial Institution Data Match


			Centralize this function and develop specialized relationships with the financial institutions.  Since most of the offices are using the same person to do this process currently, this recommendation standardizes the practice program-wide.  Developing specialized relationships with the financial institutions assures cooperation during the process.





			Liens (Satisfaction / Release of Judgment)


			Follow current policy for determining what types of arrears qualify for enforcement by a lien.  Policy states real property liens may be recorded for any type of arrears in any amount. Currently varying practices are used as far as when to record the lien and the threshold for qualifying arrears.  Following current policy ensures equitable and consistent treatment of customers regardless of their geographic location.  





			Liens (Personal Property)


			Centralize this process.  This would allow consistent standards to be applied across the state and allow specialized knowledge to be acquired (e.g., do vehicle liens need to have the title changed, etc.).  Centralization also assists in these actions being taken consistently.





			CSLN and Claim Matching


			Centralize this process.  This would allow specialized knowledge to be acquired (e.g., information available on the CSLN website, process for contacting other entities, etc.).  Centralization also assists in these actions being taken consistently and customers are treated equitably and consistently.





			Credit Reporting


			Develop clear policy on when to set exemptions from credit reporting.  This ensures consistency for workers on when they can ask for exemptions and should reduce the number of PEND flags.





			Automated Enforcement Exemptions


			Establish guidelines on when to set the Family Violence Indicator (FVI) flags and what, if any, documentation is needed to set the flag.  This ensures consistent and equitable treatment and practices across the state.





			License Suspension (Compliance Agreement (RPP))


			Eliminate the notary signature on the Compliance Agreement.  This is not a program requirement and is not currently consistent program-wide.  Removing the notary signature allows the customers to return these agreements without delay and provides consistency program-wide as well as equitable treatment for customers.





			Criminal Non Support (Federal)


			Centralize this process.  This would allow consistent standards to be applied across the state and allow specialized knowledge to be acquired (e.g., what information needs to be gathered to participate in the federal program, etc.).  Centralization also assists in these actions being taken consistently.  





			Deceased NCP / Creditor’s Claim


			Centralize this process.  This would allow specialized knowledge to be acquired (e.g., length of time to wait before inquiring about an estate, etc.).  Centralization also assists in standardizing the level of searches and ensures estates are pursued consistently.





			Offer in Compromise of State Debt


			Centralize this process.  This would allow specialized knowledge to be acquired (e.g., thresholds for when offers will be accepted, etc.).  








[bookmark: _Toc425525569]Financials


The following table presents the pre-implementation opportunities for business processes in the Financials functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			ACH / EFT Receipting 


			· Develop an outreach plan to Nevada’s employer community informing them of the coming changes and inviting their feedback and participation in plans for making the child support system easier for them to work with.  


· Leverage SCaDU’s relationship with its ACH / EFT bank to improve the quality of ACH / EFT records sent to SCaDU by employers.


· Designate a person from SCaDU to be the EFT coordinator for the child support program.  The coordinator would be the liaison to banks and employers and to DWSS system operations staff.





			Receipting, Posting, and Bank Deposits 


			Explore technology options available that would enable NCPs to “self-serve” in making child support check and money order payments in local offices.





			Returned Check 


			Increase the frequency of updating the child support system with warrants’ status.





			Resolution of Stale Dated Payments and Escheatment 


			Study the feasibility of sending 100% of the escheated collections to the Treasurer instead of only the 34% state share.








[bookmark: _Toc425525570]Reporting


The following table presents the pre-implementation opportunities for business processes in the Reporting functional area.  The opportunities are organized by their applicability to a given business process.


			Business Process Name


			Pre-Implementation Opportunities





			OCSE 396A Report


			Explore producing the 396A report through the data warehouse as is currently done for the 157 and 34A reports.








[bookmark: _Toc425525571]Customer Service


There were no business process specific pre-implementation opportunities identified for business processes in the Customer Service functional area.  






[bookmark: _Ref424909134][bookmark: _Ref424909149][bookmark: _Toc425525572]To-Be Process Flows


This section presents the To-Be process flows within the eight functional areas included in this deliverable.  The functional areas are:


1. Case Initiation


2. Locate


3. Establishment


4. Case Management


5. Enforcement


6. Financials


7. Reporting


8. Customer Service


The following sections provide perspective on business processes within each functional area.  The focus of the analysis is on the business process rather than on procedural documentation.  Business process analysis captures key actions that move cases forward in the process and decision points that direct a case to the appropriate activity given its set of circumstances.  (Examples of procedural documentation would be documenting the level of detail for how to enter data in the automated system or into a form.)


[bookmark: _Toc419374016][bookmark: _Toc425525573]Case Initiation 


[bookmark: _Toc419374021][bookmark: _Toc180475753][bookmark: _Toc180484057]This section presents an analysis of the To-Be business processes for the Case Initiation functional area. The business processes are:


1. TANF-Foster Care Referrals 


2. Non-Public Assistance (NPA) Applications  


3. Intergovernmental Transmittals


4. Case Assessment


The purpose of the Case Initiation functional area is to process referrals, applications, and transmittals requesting child support services; set up new child support cases or link to existing ones; and gather the minimum data necessary for the case to proceed to the next appropriate functional area.


The following sections describe the To-Be configurations of the business processes within the Case Initiation functional area.


[bookmark: _Toc416893742][bookmark: _Toc419374017][bookmark: _Toc424116778][bookmark: _Toc425525574]TANF-Foster Care Referrals


The purpose of the Title IV-A (TANF) and Title IV-E (Foster Care) referral process is to facilitate the review and proper disposition of referrals of TANF and Foster Care cases that require child support services. 


Key Activities


The key activities of the TANF-Foster Care Referrals process are:


· Assessing the referral for the possibility of a new or existing IV-D case using available information received in the IV-A or IV-E referral and information that may exist within the system


· Reviewing and analyzing the appropriateness of accepting the case(s) for IV-D processing


· Accepting the referral as a preliminary IV-D case, or rejecting the referral based on the lack of enough information to generate a case or the duplication of an already existing IV‑D case


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.   


			Business Process


			Associated Requirement Identifier





			TANF-Foster Care Referrals


			[bookmark: OLE_LINK4][bookmark: OLE_LINK5]4.1.26, 4.1.27, 4.1.28, 4.1.1, 4.1.2, 4.1.4, 4.1.5, 4.1.6











Reengineering Strategy for Process


The reengineering strategy for this process is to automate the review and acceptance of routine referrals and set aside less routine referrals for manual review and processing.


[bookmark: _Toc416893743][bookmark: _Toc419374018]Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Using additional and improved integration with all sources, either through interfaces or through website interaction.


· Rejecting referrals / applications that are not complete and/or correct.





			Process Adaptation/Streamlining


			Process improvements include:


· Having the System funnel all referrals into the same Automated Referral process.





			Standardization


			The System uses the same general referral processing approach regardless of source.





			Improved Quality


			The System returns incomplete referrals to the agency that sent them.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Conduct advance planning with Nevada’s IV-A and IV-E agencies to prepare for the design of the federally required interface with these agencies. 


· Define business rules that would allow IV-D to return incomplete or inappropriate referrals and to identify referrals that need IV-D review before accepting the referral.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensure policy is consistent with the new interface.  This would entail starting the 20-day clock when the interface pushed the referral to IV-D.  


· Define caseload assignment rules for the new system so that the caseload assignment method accommodates Nevada’s requirement for caseload stratification.


· Ensure the new system meets federal requirement for an automated interface to receive electronic referrals from the Medicaid agency in addition to federal requirements for receiving electronic referrals from the IV-A and IV-E agencies.


[bookmark: _Toc424116779][bookmark: _Toc425525575]Non-Public Assistance (NPA) Applications


[bookmark: _Toc416893744][bookmark: _Toc419374019][bookmark: _Toc424116780]The purpose of the Non-Public Assistance (NPA) Applications process is to facilitate the review and proper disposition of applications for child support services by those customers who do not receive public assistance. 


Key Activities


The key activities of the Non-Public Assistance (NPA) Applications process are:


· Accepting an application from an NPA customer for IV-D services


· Assessing the application for the possibility of a new or existing IV-D case using available information received in the application and information that may exist within the system


· Reviewing and analyzing the appropriateness of accepting the case(s) for IV-D processing


· Accepting the application as a preliminary IV-D case or linking it to an existing case, or returning the application based on the lack of enough information to generate a case


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NPA Application


			4.1.24, 4.1.25, 4.1.4, 4.1.6











Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and remove all duplication of effort.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Using additional and improved website interaction with potential customers.


· Rejecting applications that are incomplete and / or incorrect.


· Notifying the NPA applicant regarding problem(s) with, or rejection of, the submitted application.





			Process Adaptation/Streamlining


			Process improvements include:


· Allowing the public’s electronic submission of application information through an online portal to reduce lag time in processing applications and opening IV-D case(s).





			Standardization


			The System uses the same general application processing approach regardless of the source.





			Improved Quality


			The System returns incomplete applications to the applicant for correction.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Decide if “hard copies” of the application should be made available to the public in the future and how the hard copies would be made available.


· Build an internet IV‑D application portal and / or a front-end application screen to capture the information entered on the application form.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Find best practices from among the offices and standardize a program-wide procedure for tracking and recording the following dates:  when a customer requests an application, when it is sent to the customer, and when the completed application is received by the IV-D agency.


[bookmark: _Toc425525576]Intergovernmental Transmittals


[bookmark: _Toc416893745][bookmark: _Toc419374020]The purpose of the Intergovernmental Transmittals process is to facilitate the creation of cases on the Nevada IV-D system that were transmitted to Nevada from other IV-D jurisdictions.


Key Activities


The key activities of the Intergovernmental Transmittals process are:


· Receiving a IV-D case transmittal from another jurisdiction, either by CSENet, transmittal paperwork, or both


· Merging the CSENet electronic transmittal with the hard-copy transmittal when the packet is received from the other state


· Assessing the transmittal for the possibility of a new or existing IV-D case using available information received in the transmittal and information that may exist within the system


· Reviewing and analyzing the appropriateness of accepting the case(s) for IV-D processing in Nevada


· Accepting the complete transmittal as a preliminary IV-D case or linking it to an existing case, or closing the CSENet case if the other IV-D jurisdiction does not send the information timely to generate a case


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Intergovernmental Transmittal


			4.1.29, 4.1.37











Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and remove all duplication of effort.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Improving the processing of the interface with the intergovernmental transmittals.


· Holding a CSENet case in the Central Registry until it can be synchronized with the transmittal of additional non-electronic information from the intergovernmental jurisdiction.


· Closing CSENet cases that are not complete and / or correct.


· Notifying the intergovernmental jurisdiction regarding problem(s) with, or rejection of, the intergovernmental case transmittal.





			Process Adaptation/Streamlining


			Process improvements include:


· Potentially, directing CSENet transmittal cases to the Central Registry, and assigning case set up responsibilities for all responding intergovernmental cases to Central Registry workers.





			Standardization


			The System uses the same general transmittal processing approach regardless of the source.





			Improved Quality


			The System does not activate CSENet transmittal cases that are not accompanied by the required paper transmittal.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine the protocols to monitor for the receipt of the transmittal paperwork for intergovernmental cases that are in a pending status.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Direct CSENet transmittal cases to the Central Registry, and assign case set up responsibilities for all responding intergovernmental cases to Central Registry workers.


[bookmark: _Toc424116781][bookmark: _Toc425525577]Case Assessment


[bookmark: Paternity]The purpose of the Case Assessment process is to determine and acquire the initial set of information, evidence, and documentation needed for completing the setup of the case on the IV-D system.


Key Activities


The key activities during the Case Assessment process are:


· Determining if there are mitigating factors leading to closing the case (such as a good cause determination, etc.)


· Requesting and verifying additional information from the custodian and / or the noncustodial parent


· Assuring that all information and documentation currently available for a case, including a successful Locate, any existing orders, and paternity status, is recorded in the system


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Case Assessment


			4.1.10, 4.1.17, 4.1.18, 4.1.19, 4.1.20, 4.1.21, 4.1.22, 4.1.1(#8), 4.3.3, 4.6.1











Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Improving the interface with vital statistics in order to do a preliminary assessment of paternity.


· Generating the requests for clarifying information from the custodian or noncustodial parent.


· Attempting the initial Locate of the noncustodial parent.


· If Locate is successful, generating a courtesy contact to the noncustodial parent.





			Process Adaptation/Streamlining


			Process improvements include:


· Attempting Locate automatically without prompting from a case worker.





			Standardization


			The System has a clear boundary for passing cases to the next functional area (i.e., Locate of the alleged father or noncustodial parent has been successful.)





			Improved Quality


			The System will contain a new case in this new functional area until it is either rejected for lack of complete and / or correct information, or it has had a successful Locate performed.  This keeps incomplete cases from causing delays further on in another IV-D process.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc425525578]Locate


[bookmark: _Toc418014973][bookmark: _Toc419374022][bookmark: _Toc419374028]This section presents an analysis of the To-Be business processes for the Locate functional area. The business processes are:


1. Generic Locate Process – Automated 


2. Generic Locate Process – Manual  


3. New Hire Information


4. Intergovernmental / FPLS / SPLS / Quick Locate


5. Quick Locate (Outgoing)


6. Mail Returned By Post Office


The purpose of the Locate functional area is to verify the residence and place of employment of the parties on the case so that the child support case can proceed to other case actions. Enough locate data needs to be obtained so the case can be worked efficiently.  Locate is an ongoing function where workers and the system are constantly monitoring and updating cases with newly found information.


The To-Be approach for Locate is for the case to be kept as the case manager’s responsibility, even when locate tasks are being performed.  This allows location efforts to run simultaneously with any functional area, which overcomes the mechanical limitation of the old system that required a case to move in and out of the Locate functional area.  


The following sections describe the To-Be configurations of the business processes within the Locate functional area.


[bookmark: _Toc423513722][bookmark: _Toc425525579]Generic Locate Process – Automated


[bookmark: _Toc418014974][bookmark: _Toc419374023]The purpose of the Generic Locate Process – Automated process is to automatically search various online sources to obtain new addresses or employer information for both parties on a case, alert workers to the new / changed information, and update the system so the new information can be used for establishment, case management, or enforcement. 


Key Activities


The key activities of the Generic Locate Process – Automated process are:


· Identifying a noncustodial parent with no address and / or employer of record, or a custodian as identified by the worker


· Automatically trolling automated sources for an updated address or new employer information


· Uploading the new address or employer information into the system


· Adding new employers temporarily to the employer database and alerting workers to follow-up on the new employer information to ensure the new employer is permanently added to the employer database as appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Generic Locate Process – Automated


			4.2.1, 4.2.2, 4.2.4(#202)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Removing steps involving workers sending requests to IT to add an employer.  The system should be able to add a new employer temporarily to the employer database and send a follow-up message to the Employer Services Unit to verify the new employer information before making the employer permanent or consolidating the new record for an employer with an existing record for the employer. 


· Ensuring the system refers a case for case closure and for the next appropriate steps in order to entirely automate this process.





			Process Adaptation/Streamlining


			Process improvements include:


· Eliminating wait time for IT to add a new employer to the employer database.  This can be done by the system on a temporary basis followed by manual verification of the record.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Review and potentially update the list of various existing Locate interfaces along with the frequencies of the searches.  


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Design the new IV-A interface in a way to ensure good IV-D information is not overwritten by IV‑A unverified information or inappropriate addresses that may be added (e.g., homeless, etc.).  


[bookmark: _Toc423513723][bookmark: _Toc425525580]Generic Locate Process – Manual


[bookmark: _Toc418014975][bookmark: _Toc419374024]The purpose of the Generic Locate Process – Manual Locate process is to continue the search for viable locate information using manual searches of additional sources for both parties on the case.


Key Activities


The key activities of the Generic Locate Process – Manual Locate process are:


· Requesting information from the custodian


· Manually searching sources, either in parallel while awaiting a response from the custodian, or as a result of the receipt of information from the custodian


· Verifying the information received from a custodian, or from a less than reliable alternate source


· Updating the noncustodial parent record on the system and / or narrating the case about the lack of useful information found


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Generic Locate Process – Manual Locate Process


			4.2.4(#203), 4.2.4(#205)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying the need for manual locate.


· Requesting locate information from the custodian and notifying worker to start manual searches.  These are done in parallel as there is no need to wait for the custodian’s response before beginning these searches.


· Using business rules to identify cases that qualify for sanctions or case closure.


· Generating verification letters and monitoring for response to those letters.





			Process Adaptation/Streamlining


			Process improvements include:


· Allowing the process to end if no valid information was found (or no information at all was found).





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513724][bookmark: _Toc425525581]New Hire Information


[bookmark: _Toc418014976][bookmark: _Toc419374025]The purpose of the New Hire Information process is to automatically match new hire locate information to appropriate case(s) and update the system so the new information can be used for establishment, case management, or enforcement. 


Key Activities


The key activities of the New Hire Information process are:


· Matching new hire information with appropriate noncustodial parent


· Determining if the new hire information contains new employer information for the noncustodial parent


· Adding new employers temporarily to the employer database and alerting workers to follow-up on the new employer information to ensure the new employer is permanently added to the employer database as appropriate


· Updating the noncustodial parent record on the system with new employer of record information if there is no income withholding order in place


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			New Hire Information


			4.2.8, 4.2.22








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Removing steps involving workers sending request to IT to do an employer add.  The system should be able to add temporary employers.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513725][bookmark: _Toc425525582]Intergovernmental / FPLS / SPLS / Quick Locate


[bookmark: _Toc418014977][bookmark: _Toc419374026]The purpose of the Intergovernmental / FPLS / SPLS / Quick Locate process is to respond to Locate inquiries from other jurisdictions and / or to send any new information to any other jurisdiction on a shared case. 


Key Activities


The key activities of the Intergovernmental / FPLS / SPLS / Quick Locate process are:


· Automatically identifying when new information is entered on a shared jurisdiction case and sending that information to the other jurisdiction via CSENet


· Responding to a CSENet request for Locate information by performing an automated search and sending the results of that search to the requestor via CSENet


· Responding to a paper request for Locate information by invoking an automated search and sending the results of that search to the requestor by mail


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Locate Intergovernmental / FPLS / SPLS / “Quick” Locate


			4.2.5, 4.2.6(#208), 4.2.7








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline the process and ensure compliance with federal regulations.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Saving time by dispensing with full case set up.  Federal regulations require Quick Locate to be done without setting up a IV-D case.  In the To-Be process, the steps that called for a case being set up were removed.  The new system will need to be designed without the case being set up.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Research and resolve the issue with receiving CSENet transactions with some states.  This should be checked to see why this is happening and the issue should be resolved prior to implementing the new system.


[bookmark: _Toc423513726][bookmark: _Toc425525583]Quick Locate (Outgoing)


[bookmark: _Toc418014979][bookmark: _Toc419374027]The purpose of the Quick Locate (Outgoing) process is to request information from another jurisdiction, either electronically or manually, then monitor for the other jurisdiction’s fulfillment of the request. 


Key Activities


The key activities of the Quick Locate (Outgoing) process are:


· Identifying a noncustodial parent, possibly in another jurisdiction, with no valid address and/or no valid employer of record


· Requesting Locate information, either electronically or manually, from the other jurisdiction(s)


· Monitoring for a response, either electronic or manual, from the other jurisdiction(s)


· Validating, and possibly updating, the noncustodial parent or employer record with additions/changes to current Locate information if a response is received


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			“Quick” Locate


			4.2.6(#208), 4.2.7








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and standardize the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Determining whether the request can be done via electronic transmission or paper.


· Preparing the locate request.


· Monitoring the request for response.


· Analyzing the information returned, once it is entered, to determine if this is new information or information already known.





			Process Adaptation/Streamlining


			





			Standardization


			The process was standardized for both the paper and electronic requests.  The only difference is the format of the request.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513727][bookmark: _Toc425525584]Mail Returned By Post Office


The purpose of the Mail Returned By Post Office process is to appropriately handle address information (i.e., a new good address or an address merely designated as “bad”) received from the post office via returned mail. 


Key Activities


The key activities of the Mail Returned By Post Office process are:


· Changing the current address on the system when a good address is supplied with the returned mail


· Designating the “bad” address as invalid and unusable on the system when no other address is specified with the returned mail


· Documenting proof of mail to the last known address by possibly scanning the returned envelope and the contents


· Remailing the document to the new address if one is supplied and it is appropriate to use it


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Mail Returned by Post Office 


			4.2.16








 


Reengineering Strategy for Process


This process was not reengineered from the As-Is process as it is already streamlined.  However, the group recommended that bar-coding on outgoing documents would assist with this process when those documents are returned.


Differences Between As-Is and To-Be Models


There are no differences between this process’s As-Is and To-Be models.


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc425525585]Establishment


[bookmark: Customer_Service][bookmark: _Toc419374040]This section presents an analysis of the To-Be business processes for the Establishment functional area. The business processes are:


1. Born Out Of Wedlock Paternity Review


2. Multiple Alleged Fathers – No Mostly Likely Alleged Father	


3. Determine Petition Contents


4. Filing the Petition


5. Genetic Testing


6. Mediation / Consent / Stipulation of Support


7. Judicial Paternity and Support	


8. Default Paternity and Support


9. Amended / Corrected Order


10. Judicial Objection


11. Order Entry


[bookmark: _Toc417502585][bookmark: _Toc419374029][bookmark: _Toc424116790]After Nevada’s child support program has initiated a child support case and determined that the case requires establishment services, the case goes through the Establishment business processes, in which an order of paternity and support is generated and recorded.


If the child’s paternity has previously been resolved, there is no need to involve the various paternity determination processes other than to document the paternity status in the case record.  If not, paternity is established through one or more processes that may involve genetic testing, stipulation of paternity, acknowledgement of paternity, or judicial remedies.  


After resolving paternity, an order of support is established, again using one or more processes that may involve stipulation, or judicial remedies.  The monthly amount of support is calculated based on the income levels of the parents.  An objection to a judicial determination can also be filed, either by parental parties or IV-D itself.  After a legal support order is established, perhaps involving paternity, but always involving the calculation of a periodic support amount to be paid by the noncustodial parent(s), it is recorded in the child support system so case management and enforcement processes can begin.


The following sections describe the To-Be configurations of the business processes within the Establishment functional area.


[bookmark: _Toc425525586]Born Out Of Wedlock Paternity Review


[bookmark: _Toc417502586][bookmark: _Toc419374030]The purpose of the Born Out Of Wedlock Paternity Review process is to conduct the preliminary work to establish paternity, to decide what the IV-D agency should do with regard to any private legal proceedings already ongoing, and to determine if there are other jurisdictions that should become involved with this case.


Key Activities


The key activities of the Born Out Of Wedlock Paternity Review process are:


· Researching and analyzing the paternity status of the case through a series of steps that include determining if the child was born-of-the-marriage, if the father is known, and whether there are multiple alleged fathers


· Determining whether the case needs to be referred to another state for action and, if so, preparing the proper interstate transmittal package


· Determining the next processing step, depending on whether the case needs resolution of multiple alleged fathers, the case is closed or sanctioned if the father is unknown / not disclosed, the case needs to have an intergovernmental referral, the case is coordinated with another pending legal action, the case is held until another legal action is concluded, or the case is passed on to the Determine Petition Contents process


[bookmark: _Toc424116791]Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Born Out of Wedlock Paternity Review


			4.3.1, 4.3.5








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as much of the process as possible and to streamline the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Gaining access to current birth and paternity records from vital statistics.


· Using business rules to identify cases that qualify for sanctions or case closure, as well as automatically determining the next steps for the case.





			Process Adaptation/Streamlining


			Process improvements include:


· Pursuing locate of all of a child’s alleged fathers simultaneously with the new system.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Obtain access to current birth and paternity status of a child on the vital statistics’ system even after the status has changed from the status of the initial record.  ANSRS only provides the initial status of birth and paternity records. It does not give child support workers access to updated birth and paternity records.


· Define the system’s business rules for pursuing multiple alleged fathers simultaneously.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Standardize the use of the federal Paternity Affidavit form and its state equivalent.  This variety will present a challenge during the detailed design phase to automate for the various circumstances of when each form should be used given office preferences.


[bookmark: _Toc425525587]Multiple Alleged Fathers – No Most Likely Alleged Father


[bookmark: _Toc417502587][bookmark: _Toc419374031]The purpose of the Multiple Alleged Fathers – No Most Likely Alleged Father process is to handle a paternity determination in a systematic way for a case where there are multiple alleged fathers.  The research, locate, and paternity analysis could need to be performed multiple times before reaching a decision.


Key Activities


The key activities of the Multiple Alleged Fathers – No Most Likely Alleged Father process are:


· Repeating the process of ruling out alleged fathers until paternity is established


· Performing paternity research and analysis procedures on each candidate selected


· Determining the next appropriate step for the case, once paternity is established, whether this means the case needs to have an intergovernmental referral, the case is coordinated with another pending legal action, the case is held until another legal action is concluded, or the case is passed on to the Determine Petition Contents process


[bookmark: _Toc424116792]Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Multiple Alleged Fathers – No Most Likely Alleged Father


			4.3.6








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated and to streamline the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Gaining access to current birth and paternity records from vital statistics.


· Using business rules to identify cases that qualify for sanctions or case closure, as well as determining the next steps for the case automatically.





			Process Adaptation/Streamlining


			Process improvements include:


· Pursuing locate of all of a child’s alleged fathers simultaneously with the new system.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525588]Determine Petition Contents


[bookmark: _Toc417502588][bookmark: _Toc419374032]The purpose of the Determine Petition Contents process is to prepare a proper establishment petition, including a paternity provision, if required, and including a periodic support amount or guideline percentage, and then assuring that the appropriate parties are successfully served before filing the petition, if required.


Key Activities


The key activities of the Determine Petition Contents process are:


· Preparing the paperwork for the petition


· Determining if a paternity provision is required, and, if so, including it as part of the petition


· Determining the applicable guideline percentage and including in the petition either just the percentage or the calculated periodic support amount with any arrears amount


· Arranging for the appropriate parties to be successfully served, if service before the filing is required


[bookmark: _Toc424116793]Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Determine Petition Contents


			4.3.4, 4.3.10








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps except those involving the petition packet review.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525589]Filing the Petition


[bookmark: _Toc417502589][bookmark: _Toc419374033][bookmark: _Toc424116794]The purpose of the Filing the Petition process is to present a complete and approved petition to the court and receive filing acceptance.  Service of process may occur after filing the petition for some offices.  A party’s response to service may indicate a stipulation, in which case the case is directed to the Mediation / Consent / Stipulation of Support process.  Responses requesting judicial hearing are handled by the Judicial Paternity and Support process.  No response from either party may be handled by the Default Paternity and Support process.


Key Activities


The key activities of the Filing the Petition process are:


· Submitting petition for review and approval from the IV-D approver


· Filing the petition package and receiving acceptance of it from the court


· Arranging for the appropriate parties to be successfully served, if service after the filing is required


· Analyzing responses from served parties, sorting them by responder and stipulation, and routing case to the Mediation / Consent / Stipulation of Support process if stipulation is appropriate, to the Judicial Paternity and Support process if stipulation is not deemed appropriate, and possibly to the Default Paternity and Support process if there were no responses received


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Filing the Petition


			4.3.4, 4.3.9








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline it with as much automated support for manual tasks as possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Define the program-wide practices so that Nevada is prepared to discuss this need with the development vendor.


· Determine legitimate business scenarios in which multiple dockets will be present on a case (as opposed to making multiple dockets to overcome a limitation of the NV CSE System) so that Nevada is prepared to discuss this need with the development vendor.


[bookmark: _Toc425525590]Genetic Testing


[bookmark: _Toc417502590][bookmark: _Toc419374034][bookmark: _Toc424116795]The purpose of the Genetic Testing process is to test genetic specimens of both the alleged father and child to determine the likelihood the alleged father is the biological father.


Key Activities


The key activities of the Genetic Testing process are:


· Preparing the Administrative Order compelling testing, if needed


· Scheduling testing appointments for both the alleged father and the child


· Monitoring that both the alleged father and child keep their appointments


· Receiving and distributing the test results


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Genetic Testing


			4.3.7, 4.3.9








 


Reengineering Strategy for Process


This reengineering strategy for this process is to streamline it with as much automated support for manual tasks as possible and standardize as much as possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			Increased the standardization in how case workers follow up on parties who miss their genetic testing appointments.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Standardize program-wide treatment of parties who miss genetic testing appointments.  


[bookmark: _Toc425525591]Mediation / Consent / Stipulation of Support


[bookmark: _Toc417502591][bookmark: _Toc419374035][bookmark: _Toc424116796]The purpose of the Mediation / Consent / Stipulation of Support process is to expedite the parties’ agreement on a paternity and child support order without requiring court involvement.


Key Activities


The key activities of the Mediation / Consent / Stipulation of Support process are:


· Determining paternity by stipulation or, barring that, through genetic testing that leads to stipulating paternity


· Gaining the parties’ agreement to a periodic support amount


· Finalizing the support order


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Mediation / Consent / Stipulation of Support


			4.3.2








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline it with as much automated support for manual tasks as possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None.


[bookmark: _Toc425525592]Judicial Paternity and Support


[bookmark: _Toc417502592][bookmark: _Toc419374036][bookmark: _Toc424116797]The purpose of the Judicial Paternity and Support process is to use a court’s involvement to gain the parties’ agreement on a paternity and support order.


Key Activities


The key activities of the Judicial Paternity and Support process are:


· Meeting with key parties before a hearing master in court to gather information pertinent to the development of a child support order


· Preparing and / or distributing a Findings and Recommendations decision based on information presented in court


· Finalizing the support order after the parties’ acceptance if there are no objections to the terms of the order


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Judicial Paternity and Support


			4.3.2, 4.3.11








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline it with as much automated support for manual tasks as possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc425525593]Default Paternity and Support


[bookmark: _Toc417502593][bookmark: _Toc419374037][bookmark: _Toc424116798]The purpose of the Default Paternity and Support process is to use a court’s involvement to determine the paternity and support order for parties who did not stipulate to an order or request a judicial hearing.


Key Activities


The key activities of the Default Paternity and Support process are:


· Meeting before a hearing master in court to present information pertinent to the development of a child support order


· Preparing and / or distributing a Findings and Recommendations report based on information presented in court


· Finalizing the support order after the hearing master’s decision if there are no objections to the terms of the order


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Default Paternity and Support


			4.3.2








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and remove all duplication of effort.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Preparing the guidelines calculation of the periodic support amount for the default order.





			Process Adaptation/Streamlining


			Process improvements include:


· Allowing as much of the process to occur outside of a court setting as possible.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525594]Amended / Corrected Order


[bookmark: _Toc417502594][bookmark: _Toc419374038][bookmark: _Toc424116799]The purpose of the Amended / Corrected Order process is to allow for the correction of errors found in an order after the mediation / consent / stipulation or judicial process was completed.


Key Activities


The key activities of the Amended / Corrected Order process are:


· Analyzing the extent of the error and determining what changes or additions are needed


· Determining if this amendment / correction requires a motion to be filed in court (e.g. if the notice period has expired, or office policy requires the filing of a motion)


· Drafting the new / corrected recommendation or order


· Finalizing the support order after acceptance if there are no objections to the terms of the order


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Amended  / Corrected Order


			4.3.11








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline the path of the steps.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Directing the path of a branch of the process to a subsequent step, which eliminated the path looping back to a preceding step.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525595]Judicial Objection


[bookmark: _Toc417502595][bookmark: _Toc419374039][bookmark: _Toc424116800]The purpose of the Judicial Objection process is to facilitate the review and proper disposition of an objection to a child support order brought by one or more parties contesting the originally developed order.


Key Activities


The key activities of the Judicial Objection process are:


· Meeting with key parties before a judge in a court setting to gather information pertinent to redressing the basis of the objection to the child support order


· Preparing and / or distributing a final order, based on information gathered in court


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Judicial Objection


			4.3.11








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline it with as much automated support for manual tasks as possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc425525596]Order Entry


The purpose of the Order Entry process is to enter correct child support order information onto the IV-D system to facilitate tracking and enforcement of the order provisions.  In addition, certain documentation and notices are generated to prompt the start of medical coverage, initiate withholding and collection of periodic payments, and possibly to generate liens.  If a new paternity determination is made, Vital Statistics is notified so that they may update birth certificate information.


Key Activities


The key activities of the Order Entry process are:


· Entering complete and correct order information into the IV-D system


· Generating withholding and medical support notices using the newly entered order information


· Sending certified copies (in some cases raised seal copies) of the order to the parties in the case, and also to appropriate county Recorder offices to facilitate filing of liens


· Sending an electronic certified copy of the order to the vital statistics if paternity is determined so that they may make changes to the associated birth certificate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Order Entry


			4.6.1








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Issuing the withholding and medical support notices without manual prompting.


· Preparing and filing liens, if needed.


· Updating the paternity status and transmitting the new information to the Office of Vital Statistics through an updated interface.





			Process Adaptation/Streamlining


			Process improvements include:


· Sending certified copies of paternity orders to the Office of Vital Statistics through an interface rather than printing, certifying, and mailing hard copies of paternity orders.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525597]Case Management


[bookmark: _Toc419374057][bookmark: Training]This section presents an analysis of the To-Be business processes for the Case Management functional area. The business processes are:


1. Case Monitoring


2. Case Closure


3. NV Initiating Intergovernmental and Acknowledgment Received


4. NV Initiating – Existing Monitoring


5. NV Responding – Existing Monitoring


6. NV Responding Request for Support or Registration


7. NV Responding TANF Redirect Request on Assigned Case


8. Inter-State (Foreign Orders) Determination of Controlling Order


9. Obligation Review and Adjustment / Modification


10. Inactivating Support


11. Crediting Direct Payments


12. Reactivating Support


13. Order Follows Child


14. Establishing Arrears / Reducing to Judgment


15. Child Support Order Dismissal


16. Conflict of Interest Case


The Case Management functional area complements processes in other functional areas.  Case Management processes can sometimes run in parallel with other functional area processes.  An example is Nevada could be processing a TANF redirect request (e.g., the custodian and child are on TANF in another state) and also enforcing the child support order through enforcement processes.  Case monitoring can also direct cases to other functional areas as appropriate (e.g., forwarding for enforcement if no payments are being received and there is an active support order).  


The following sections describe the To-Be configurations of the business processes within the Case Management functional area.


[bookmark: _Toc419181869][bookmark: _Toc419374041][bookmark: _Toc423513741][bookmark: _Toc425525598]Case Monitoring


[bookmark: _Toc419181870][bookmark: _Toc419374042]The purpose of the Case Monitoring process is to monitor cases in order to ensure they are flowing into the appropriate business process that is required for the next steps to be taken. 


Key Activities


The key activities during the Case Monitoring process are:


· Analyzing the case to determine the next appropriate action


· Forwarding to the next appropriate process


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Case Monitoring


			4.4.3








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline the process, standardizing the steps where possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Analyzing the case based on new information entered into the system to determine the next appropriate process.


· Identifying new information based on interfaces and web site capturing information.  





			Process Adaptation/Streamlining


			Process improvements include:


· Checking for closed cases before analyzing the case for next actions.  In this way, the closed cases do not get analyzed or forwarded for next steps.





			Standardization


			The system does the same steps with new information whether received from a person or received electronically from interfaces, etc.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Design the new system to seamlessly present information from other systems that exists outside the new child support system.  


· Improve interfaces, especially with the bigger agencies (Department of Employment, Training and Rehabilitation (DETR) and Department of Motor Vehicles (DMV)) to improve the speed and accuracy of information received.  This will improve workers’ efficiency.


· Design into the new system some of the capabilities of the Clark County Case Management Tool (CMT). 


[bookmark: _Toc423513742][bookmark: _Toc425525599]Case Closure


[bookmark: _Toc419181871][bookmark: _Toc419374043]The purpose of the Case Closure process is to close cases that are either paid in full or cannot be enforced or collected upon.  The closure criteria that are used to determine when it is appropriate to close a case are outlined in the Code of Federal Regulations. 


Key Activities


The key activities during the Case Closure process are:


· Identifying cases for closure


· Ensuring cases meet federal closure criteria


· Mailing the applicant party a Notice of Intent to close the case


· Allowing the applicant party to object to the case closure and provide additional information that may allow the case to remain open


· Closing the case after the appropriate timeframe


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Case Closure


			4.3.11(#280), 4.4.13, 4.5.1(#444), 4.5.3(#460)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline the process, standardizing the steps where possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Determining whether case is appropriate for recovery of state debt.  


· Automating as much as possible of the closure checklist.  The system can do some of these processes or at least start the appropriate processes (e.g., quash a bench warrant).





			Process Adaptation/Streamlining


			Process improvements include:


· Putting the key steps in the appropriate order.  The notice was going out before the decision was made as to whether the case met the federal closure criteria.  This required the notice to be recalled and the closure to be stopped in some cases.


· Eliminating evaluating the notice as the new process does not generate the notice until it has been determined that the case meets criteria.


· Eliminating duplication of effort where the reviewer and worker were both reviewing the case.  The group decided no review was needed during the process, but reviewer could review a report of cases identified for closure.





			Standardization


			A standardized case closure checklist will be developed and used.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Discuss central printing, develop a service-level agreement, and resolve issues relating to sharing the costs of this service.  The 60-day notice that is generated for this process would be generated by the system and fulfilled via central print.  A service-level agreement needs to be developed that would assure the timeliness of printing and mailing.  The issues that need to be resolved are how would these be billed back to the counties; how would the counties pay these amounts; and the list of forms that could be done via central print.   


· Develop standardized case closure checklist indicating which items the system can perform fully and which items need worker intervention to complete.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensure lack of custodian addresses do not inappropriately start the closure process.  Currently workers have implemented an address work-around.  The work-around is that the worker must always remember to add the good address before marking the other address as bad; otherwise the system starts the closure process due to loss of contact.  


· Implement the administrative arrears obligation opportunity that allows 25% of the current support to be added if that amount is greater than the court ordered arrears payment when the children have not emancipated and current support is not being collected.


[bookmark: _Toc423513743][bookmark: _Toc425525600]NV Initiating Intergovernmental and Acknowledgment Received


[bookmark: _Toc419181872][bookmark: _Toc419374044]The purpose of the NV Initiating Intergovernmental and Acknowledgment Received process is to request child support services from another jurisdiction.  The steps in this process start at identifying the need for a referral and include both receiving the acknowledgment and providing any additional information requested. 


Key Activities


The key activities during the NV Initiating Intergovernmental and Acknowledgment Received process are:


· Identifying the need for initiating a referral to another jurisdiction


· Preparing the initiating referral package for the other jurisdiction


· Monitoring for the other jurisdiction to acknowledge receipt of the referral


· Providing additional information as requested from the other jurisdiction


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NV Initiating Intergovernmental – Acknowledgment Received


			4.4.15








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline the process, standardizing the steps where possible.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Generating and monitoring for the custodian’s response when information from the custodian is needed.


· Referring the case for sanctions or case closure if the custodian is not responsive.


· Monitoring for the acknowledgment from the other jurisdiction.





			Process Adaptation/Streamlining


			Process improvements include:


· Reworking the custodian information path to ensure the custodian is only asked for information that is needed to complete the next action.


· Adding steps for the system to send the status update if the acknowledgment was not received.  


· Adding steps to the process requesting additional time to provide requested information to the other jurisdiction.  This process also includes steps to resubmit the case for those times when the other jurisdiction closes the case based on additional information not being received.    





			Standardization


			The system takes standardized action against custodians who are non-responsive to requests.  This ensures consistent and equitable treatment of non-responsive custodians.  While custodians can be asked for information at any time, this relies on only taking action against non-responsive custodians when that information is necessary to proceed with the next action.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensure transmittal forms generate correctly in the new system.


[bookmark: _Toc423513744][bookmark: _Toc425525601]NV Initiating – Existing Monitoring


[bookmark: _Toc419181873][bookmark: _Toc419374045]The purpose of the NV Initiating – Existing Monitoring process is to monitor cases that Nevada initiated with another jurisdiction.  The process monitors existing initiated cases and sends new information to the other jurisdiction.  If there has been no activity within the federally allowed timeframes, this process generates a status request to the other jurisdiction.


Key Activities


The key activities during the NV Initiating – Existing Monitoring process are:


· Identifying new information to send to the other jurisdiction


· Monitoring for information / action from the other jurisdiction and sending a status request if no action taken based on federal timeframes


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NV Initiating – Existing Monitoring


			4.4.15








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  The process was engineered to automate as many steps as possible in the process. 


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Update policy to include the clarification of federal timeframes when another jurisdiction is involved.  There was confusion around the policy that requires action in 30 days and federal requirements that allow the other jurisdiction 90 days in initiating cases.  Clarification is that if the federal timeframe says the other jurisdiction has 90 days and they are within that timeframe, there will be no findings if no action is taken within 30 days.  


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513745][bookmark: _Toc425525602]NV Responding – Existing Monitoring


The purpose of the NV Responding – Existing Monitoring process is to monitor cases that other jurisdictions initiated with Nevada.  The process monitors existing responding cases and sends new information to the other jurisdiction.  If there has been no activity within the federally allowed timeframes, this process generates a status update to the other jurisdiction.


Key Activities


The key activities during the NV Responding – Existing Monitoring process are:


· Identifying new information to send to the other jurisdiction


· Sending a status update based on federal timeframes


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NV Responding – Existing Monitoring


			4.4.16








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  The process was engineered to automate as many steps as possible in the process. 


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513746][bookmark: _Toc425525603]NV Responding Request for Support or Registration


[bookmark: _Toc419181874][bookmark: _Toc419374046]The purpose of the NV Responding Request for Support or Registration process is to register another jurisdiction’s order in Nevada.  While orders are given full faith and credit by other states, the registration process informs the courts that the order exists.  Nevada registers an order for modification and, in some counties, before taking contempt action based on the order. 


Key Activities


The key activities during the NV Responding Request for Support or Registration process are:


· Receiving request for support or registration from another jurisdiction


· Determining if Nevada has continuing exclusive jurisdiction for registration for modification


· Preparing and distributing the registration package


· Monitoring and responding to objections to the registration


· Notifying the other jurisdiction of the results of the registration


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NV Responding Request for Support or Registration


			4.4.16








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring for response from the other jurisdiction.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Review requirements for information gathering and eliminate requirements that are unnecessary or no longer relevant, especially for determinations of modifications.  


[bookmark: _Toc423513747][bookmark: _Toc425525604]NV Responding TANF Redirect Request on Assigned Case


[bookmark: _Toc419181875][bookmark: _Toc419374047]The purpose of the NV Responding TANF Redirect Request on Assigned Case process is to ensure that current child support does not go to the custodian receiving TANF in another jurisdiction.  This means redirecting the current support to the appropriate jurisdiction. 


Key Activities


The key activities during the NV Responding TANF Redirect Request on Assigned Case process are:


· Receiving the request from the other jurisdiction to redirect support


· Updating the system to redirect the current support to the other jurisdiction


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			NV Responding TANF Redirect Request on Assigned Case


			4.4.16








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Requesting missing information once the worker indicates what information is missing.


· Monitoring for receipt of missing information.


· Sending notice to the other jurisdiction if missing information is not received.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Obtain agreement to standardize taxonomy for sending transmittals from the Central Registry.  These transmittals can either be sent electronically after scanning or the paper transmittal can be sent, but these must all be sent by the same method.  Currently that method is sending the paper transmittals.    


[bookmark: _Toc423513748][bookmark: _Toc425525605]Inter-State (Foreign Orders) Determination of Controlling Order


[bookmark: _Toc419181876][bookmark: _Toc419374048]The purpose of the Inter-State (Foreign Orders) Determination of Controlling Order process is to determine which order should be used for determining the amount of support owed.  This includes which order is currently being enforced, collected upon, and modified if needed. 


Key Activities


The key activities during the Inter-State (Foreign Orders) Determination of Controlling Order process are:


· Determining which jurisdiction should do the determination of controlling order


· Determining which order is controlling


· Notifying other jurisdictions about the determination of controlling order


· Resolving any objection to the result of the determination of controlling order


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Inter-State (Foreign Orders) Determination of Controlling Order


			4.1.29(#140), 4.5.1(#441), 4.5.1(#442)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Notifying the parties (including the other jurisdictions) of the determination of controlling order.


· Referring the case to the appropriate enforcement process once the determination if made.





			Process Adaptation/Streamlining


			Process improvements include:


· Monitoring for response from the other jurisdiction when requesting they make the controlling order determination.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513749][bookmark: _Toc425525606]Obligation Review and Adjustment / Modification


[bookmark: _Toc419181877][bookmark: _Toc419374049]The purpose of the Obligation Review and Adjustment / Modification process is to review the amount of the support order to ensure the amount is still appropriate given the parties’ incomes.  This process includes the steps to modify the order if it is determined that a modification is appropriate. 


Key Activities


The key activities during the Obligation Review and Adjustment / Modification process are:


· Generating the three-year review letter informing parties of their rights for review of the order


· Reviewing case circumstances for those cases that requested the review or a review has been deemed appropriate


· Notifying parties of the results of the review


· Preparing paperwork after a modification is deemed appropriate


· Notifying parties of the court action


· Receiving the results from the modification action


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Obligation Review and Adjustment / Modification


			4.4.12








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and remove unnecessary reviews where appropriate.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Determining whether the custodian is on assistance or not.  


· Monitoring for the custodian’s return of financial information for those custodians that are on assistance.


· Determining whether Nevada can take continuing exclusive jurisdiction for modification purposes.  If not, starting the Nevada initiating process.


· Utilizing a central printer to mail the system generated documents that are agreed upon.





			Process Adaptation/Streamlining


			Process improvements include:


· Eliminating review of 3-year letter generated by system as this is an unnecessary step.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513750][bookmark: _Toc425525607]Inactivating Support


[bookmark: _Toc419181878][bookmark: _Toc419374050]The purpose of the Inactivating Support process is to stop charging current support under certain circumstances.  This means that although the order is still appropriate for the long-term, current support should not be charged at present.  This process does not apply to variances that are dealt with during order entry (e.g., those with specific dates for not charging, such as not charging for the months of July and August while child is with noncustodial parent). 


Key Activities


The key activities during the Inactivating Support process are:


· Identifying cases with circumstances that indicate the current support should not be charged (e.g., the noncustodial parent is on TANF)


· Determining that the current support should be inactivated and updating the system accordingly


· Sending amended income withholding notices and notifying parties as appropriate


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Inactivating Support


			4.5.1(#442)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Generating the amended income withholding.


· Notifying the parties of the inactivation of support.


· Taking the next appropriate action.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Discuss options for starting and stopping income withholding quickly for variances.  This may include dealing directly with the employers to ensure the money stops and starts appropriately for limited-time variances (for example 2 months in the summer).  This coordination would prevent collecting too much money before withholding was stopped and prevent accruing arrearages when withholding was started again.  


· Design the system to automatically reactivate the accrual of support when the noncustodial parent is no longer receiving TANF, minimizing delay in reactivating accrual of support.


[bookmark: _Toc423513751][bookmark: _Toc425525608]Crediting Direct Payments


[bookmark: _Toc419181879][bookmark: _Toc419374051]The purpose of the Crediting Direct Payments process is to give the noncustodial parent credit for payments made to the custodian directly. 


Key Activities


The key activities during the Crediting Direct Payments process are:


· Receiving request for credit


· Confirming that credit should be given


· Applying the credit to the account on the system


· Notifying the requestor of the outcome of the request


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Crediting Direct Payments


			4.6.1(#515), 4.6.7(#546)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to improve the quality of the process by ensuring IV-A is notified of direct payments when the custodian is receiving TANF benefits.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			Notification is sent to the IV-A agency if the custodian is receiving TANF benefits and accepted direct payments without turning over the money to the IV-A agency.  This notice allows IV-A to recoup or account for the money that the custodian received directly. 











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Standardize guidelines or policy on what proof does and does not require the custodian to confirm receipt of direct payments.  Currently this process allows for significant local variation with respect to the requirement of contacting the custodian for consent and what actions to take if the custodian does not respond or the custodian does not give consent.  Some counties always require custodian confirmation no matter what proof is provided.  Depending on the proof provided, other counties let the custodian know credit will be given unless they dispute the credit.  In all cases if the parties dispute the credit, the case goes to dispute resolution up to and including court hearing.


[bookmark: _Toc423513752][bookmark: _Toc425525609]Reactivating Support


[bookmark: _Toc419181880][bookmark: _Toc419374052]The purpose of the Reactivating Support process is to reactivate support that has been inactivated.  This means ensuring that the current support is again being charged based on the court order. 


Key Activities


The key activities during the Reactivating Support process are:


· Identifying cases with orders to be reactivated


· Determining if reactivation is appropriate


· Sending amended income withholding notices as appropriate 


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Reactivating Support


			4.5.1(#442), 4.6.1(#518)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate and streamline the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases to reactivate ongoing support.


· Generating amended income withholding notices.


· Notifying the parties as appropriate. 





			Process Adaptation/Streamlining


			Process improvements include:


· Eliminating the steps to update balances as the new system will automatically update balances based on inactivating and reactivating the order.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513753][bookmark: _Toc425525610]Order Follows Child


[bookmark: _Toc419181881][bookmark: _Toc419374053]The purpose of the Order Follows Child process is to allow the order to follow the child if the child moves from one household to another without a change in the noncustodial parent’s status.  This process allows the support to continue without delay or establishing a new support order for the same child. 


Key Activities


The key activities during the Order Follows Child process are:


· Identifying when a child is moved from one case to another


· Determining that the principle of “order follows the child” is applicable to the case scenario


· Modifying the system to point to the appropriate custodian for charging and accrual purposes


· Notifying the parties of the action


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Order Follows Child


			4.1.8








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying the new custodian with existing child.


· Determining if the order was issued by Nevada or another jurisdiction.


· Generating the request for paperwork for the custodian to complete in order for the order to follow the child.


· Monitoring for receipt of the required paperwork.


· Generating notices to the parties about the action.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensure data structures within the new system allow the order to be tied to a child and noncustodial parent to better support this process.  The data structures also need to support having two noncustodial parents if the child does not live with either parent.  The system should be able to aggregate the payments for specific custodians together to be applied to their debit cards, etc.  


· Consider standard court order language, in lieu of the order following the child, to allow the order to be added if the child comes back into the home.  This would decrease the number of modifications that would need to be done.


· Develop a web version of the declaration of custodian.  Parties could update the document on the website and send the completed form via email to avoid mailing delays.


[bookmark: _Toc423513754][bookmark: _Toc425525611]Establishing Arrears / Reducing to Judgment


[bookmark: _Toc419181882][bookmark: _Toc419374054]The purpose of the Establishing Arrears / Reducing to Judgment process is to adjudicate the arrears owed.  This is done in a court process whereby the arrears are established and reduced to a court ordered judgment. 


Key Activities


The key activities during the Establishing Arrears / Reducing to Judgment process are:


· Identifying cases that need to have arrears adjudicated


· Preparing the paperwork to establish the arrears in court


· Notifying the parties of the action to establish arrears


· Receiving the court results from the action


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Establishing Arrears / Reducing to Judgment


			4.6.1








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases needing arrears adjudication.


· Determining whether the request involves a foreign order.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc419181883][bookmark: _Toc419374055][bookmark: _Toc423513755][bookmark: _Toc425525612]Child Support Order Dismissal


[bookmark: _Toc419181884][bookmark: _Toc419374056]The purpose of the Child Support Order Dismissal process is to dismiss a child support order or dismiss the action that was filed in the child support case.  Some counties dismiss the child support order when all children have emancipated and the arrears are paid in full.  Paternity actions are dismissed if the alleged father has been excluded. 


Key Activities


The key activities during the Child Support Order Dismissal process are:


· Identifying cases for order or action dismissal


· Preparing the paperwork for the action or order to be dismissed in court


· Notifying the parties of the court action


· Receiving the results of the court action


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Child Support Order Dismissal


			4.5.1(#444)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases for order / action dismissal.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish easier inter-division processing.  Some counties require the worker to deal with multiple departments (e.g., closure, court, etc.).


[bookmark: _Toc423513756][bookmark: _Toc425525613]Conflict of Interest Case


The purpose of the Conflict of Interest Case process is to ensure workers are not assigned to cases where they may have a conflict of interest and to protect the information gathered on the parties.  Cases are reassigned to other workers, thereby eliminating any conflict.  Information can also be protected by not allowing individuals to access the case (e.g., relatives of one of the parties, etc.).  Conflict of interest is a situation that has the potential to undermine the impartiality of a person because of the possibility of a clash between the person’s self-interest and professional or public interest. 


Key Activities


The key activities during the Conflict of Interest Case process are:


· Identifying cases where potential conflict of interest exists


· Reassigning the case to another worker as appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Conflict of Interest Cases


			4.4.10(#359), 4.8.6(#724), 4.9.15(#780)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to improve quality by ensuring only those cases that need restrictions have the restrictions and these restrictions are lifted when no longer applicable (e.g., the worker leaves employment, etc.).


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			Steps were added to allow the system to monitor changes to the restricted worker.  If that worker changes employment, the system will notify the supervisor to review the restrictions that were applied to determine if these restrictions should remain, be updated, or be removed.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Design any ancillary system (e.g., data warehouse, document imaging, forms generation, etc.) with access to data to use the same restrictions / protections that are being applied to the new system.  This ensures there are not ways around the confidentiality protections.


[bookmark: _Toc425525614]Enforcement


[bookmark: _Toc419096909][bookmark: _Toc419374088]This section presents an analysis of the To-Be business processes for the Enforcement functional area. The business processes are:


1. Medical Support (NCP / Employer)


1. Medical Support (CST)


1. Medical Cash


1. Income Withholding


1. Income Withholding (Monitor for Change)


1. Dispute Resolution Process


1. EIWO


1. Reduced Withholding


1. Unemployment Withholding


1. Social Security Intercept


1. Workers’ Compensation


1. Financial Institution Data Match


1. Liens (Satisfaction / Release of Judgment)


1. Liens (Personal Property)


1. CSLN and Claim Matching


1. Administrative Enforcement of Interstate (AEI)


1. Federal Tax Refund Offset


1. Federal Administrative Offset


1. Passport Denial and Release


1. Credit Reporting


1. Automated Enforcement Exemptions


1. Statewide Automated Enforcement Exemptions


1. License Suspension


1. License Suspension (Compliance Agreement (RPP))


1. Criminal Non Support (Federal)


1. Criminal Non Support (State)


1. Initiation of Contempt Action


1. Noncustodial Parent Failure to Appear / Comply


1. Quash of Bench Warrant


1. Limited Service Requested (Outgoing)


1. Deceased NCP / Creditor’s Claim


1. Offer in Compromise of State Debt


The Enforcement functional area encompasses processes that are used to collect support amounts owed.  Some of these processes utilize the court setting for enforcement, while others are administrative remedies.  The workers generally use enforcement remedies appropriate for the circumstances of the cases.  Multiple remedies often are employed simultaneously (for example, income withholding can be done as the same time as tax offsets).


The following sections describe the To-Be configurations of the business processes within the Enforcement functional area.


[bookmark: _Toc419182180][bookmark: _Toc419374058][bookmark: _Toc423513758][bookmark: _Toc425525615]Medical Support (NCP / Employer)


[bookmark: _Toc419182181][bookmark: _Toc419374059]The purpose of the Medical Support (NCP / Employer) process is to ensure the child is enrolled in health care coverage.  This process details the steps taken when the noncustodial parent is court ordered to provide that health care coverage. 


Key Activities


The key activities during the Medical Support (NCP / Employer) process are:


· Identifying when there is an employer and court ordered health care coverage provision


· Determining whether a noncustodial parent’s employer offers health insurance in which the children can be enrolled


· Enrolling the child in health insurance when it is available at a reasonable cost


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Medical Support (NCP / Employer)


			4.1.22, 4.1.23(#88), 4.5.10








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate monitoring for employer response, standardize the response for employers who do not respond, and improve quality by not sending notices when the employer does not offer health insurance. 


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring for the response from the employer.


· Referring for employer location if the employer is removed and there is not another employer identified.





			Process Adaptation/Streamlining


			





			Standardization


			Standardize program-wide response for employers who do not reply to the IV-D agency.  The system automatically generates a second notice to the non-responsive employer.





			Improved Quality


			The system determines whether the employer offers health insurance coverage to its employees before generating the National Medical Support Notice (NMSN).  Once this information is gathered, the system will know whether to send the NMNS to the employer or not, saving resources when the employer does not offer any coverage.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Establish method to ensure health insurance data is gathered and maintained for employers within the employer database.  Some possible methods to ensure information remains updated are to include making requests through the Employer Web Service (EWS) for employers that are registered; ensuring the employer call center verifies the information at least once a year when talking with an employer; employers that have not had information verified by either means will have a request for updated information sent to them at least annually.


· Clarify policy on the timeframe and duration regarding whether the timeframe includes mail time.  Also recommend the policy be updated to reflect this process and clarify when an attorney needs to be consulted (e.g., prior to court action against a non-responsive employer, etc.).


· Develop guidelines for consistent treatment of noncustodial parents and pursuit of medical cash.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish an electronic interface with employers to gather health care coverage information.


[bookmark: _Toc423513759][bookmark: _Toc425525616]Medical Support (CST)


[bookmark: _Toc419182182][bookmark: _Toc419374060]The purpose of the Medical Support (CST) process is to ensure the child is enrolled in health care coverage when the custodian is court ordered to provide that health care coverage. 


Key Activities


The key activities during the Medical Support (CST) process are:


· Identifying cases where the custodian is court ordered to provide health care coverage


· Determining whether the custodian has enrolled the child in health care coverage


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Medical Support (CST)


			4.1.22, 4.1.23(#88), 4.5.10








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.	


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases where the custodian is required to provide health care coverage for the child.


· Generating the notice to the custodian asking if the child is enrolled in health care coverage.


· Monitoring for response from the custodian.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Clarify policy to allow the worker to not follow-up if the custodian does not respond to the first notice.  Currently workers are taking various actions against non-responsive custodians.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513760][bookmark: _Toc425525617]Medical Cash


[bookmark: _Toc419182183][bookmark: _Toc419374061]The purpose of the Medical Cash process is to ensure the appropriate amount of money is collected to go toward costs of medical coverage.  Typically medical cash is ordered when the noncustodial parent does not have access to health care coverage. 


Key Activities


The key activities during the Medical Cash process are:


· Identifying cases that may need to have medical cash provisions


· Ensuring the amount of medical cash is appropriate


· Collecting the medical cash amounts 


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Medical Cash


			4.1.22, 4.1.23(#88), 4.5.10








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate steps so the system can assist with this process as far as generating notices to the custodian when the order is based on percentage of premium and monitoring for response.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring for payment of medical cash to system. 


· Generating the notice to the custodian to obtain the information necessary to determine the cash medical amount when based on a percentage of the premium. 


· Referring to the income withholding process to actually collect the amount of medical cash.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Develop a standard version of the letter to the custodian requesting the health insurance breakdown.  Currently all counties have their own versions of letters.  


[bookmark: _Toc423513761][bookmark: _Toc425525618]Income Withholding


[bookmark: _Toc419182184][bookmark: _Toc419374062]The purpose of the Income Withholding process is to generate the notice to the noncustodial parent’s employer to withhold support from the noncustodial parent’s income.  The process includes monitoring to ensure the withholding is implemented by the employer. 


Key Activities


The key activities during the Income Withholding process are:


· Generating income withholding notices to employers


· Monitoring to ensure the employer implements the withholding


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Income Withholding


			4.5.3








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases that qualify for income withholding and have new employers added.


· Allowing the system to add employers temporarily to the employer database.  The system would send the information to an assigned entity to be verified and either made permanent or consolidated with an existing employer.  


· Monitoring for initial compliance with the income withholding.





			Process Adaptation/Streamlining


			





			Standardization


			Established standardized dispute resolution process to be followed for all disputes.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Develop a process to maintain the employer data within the employer database so the data is accurate and up to date.  A clean database for employers results in good data that avoids inappropriate notices going out.  The process could include steps that require that anyone talking with an employer verify the information (making sure the verification date is updated at least annually).  It could also include soliciting the verification / update from employers (via Employer Web Services (EWS)) and via mail if not updated in any other way during a designated time period (perhaps annually).


[bookmark: _Toc423513762][bookmark: _Toc425525619]Income Withholding (Monitor for Change)


The purpose of the Income Withholding (Monitor for Change) process is to ensure updated withholding notices are generated as needed.  This ensures the appropriate amount of support is collected. 


Key Activities


The key activities during the Income Withholding (Monitor for Change) process are:


· Identifying cases with income withholding implemented


· Determining the action based on the change in circumstances (e.g., whether a new amount has been added or the obligation ceased)


· Generating the appropriate notice based on case circumstances


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Income Withholding (Monitor for Change)


			4.5.3








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps in this process.  





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513763][bookmark: _Toc425525620]Dispute Resolution Process


[bookmark: _Toc419182186][bookmark: _Toc419374064]The purpose of the Dispute Resolution process is to review and determine the validity of any dispute that arises during the enforcement of child support.  Typically these disputes are from the noncustodial parent.  Funds collected may be held pending the outcome of the review depending on the circumstances of the case and remedy being used. 


Key Activities


The key activities during the Dispute Resolution process are:


· Receiving the noncustodial parent’s dispute of the enforcement remedy


· Ensuring the dispute is resolved, which may require a court hearing


· Taking action based on the outcome of the dispute (e.g., the action could be stopped or the amount being enforced could be updated, etc.)


· Releasing or refunding held collections appropriately based on the outcome of the dispute


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Dispute Resolution Process


			4.5.1 (#434)








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  There were several different dispute resolution processes or steps taken.  This was engineered to standardize the dispute resolution processes that were used in all enforcement remedies and to streamline the dispute resolution process. 


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Streamlining the pre-hearing notice.  Current practice is to send this notice, but the group agreed it was almost always an unnecessary, redundant step and decided to limit the need for the pre-hearing notice to only the limited situations when the noncustodial parent had not been contacted within 10 days.  The group reviewed the policy and determined that if the noncustodial parent is contacted within 10 days, the notice is not needed.  This process utilizes that interpretation of the policy.





			Standardization


			This Dispute Resolution is used as a process for enforcement disputes or a sub-process within other enforcement flows where the noncustodial parent can dispute the remedy / action taken or the amount of arrears owed, etc.  


Flows that use this process for disputes include:  Income Withholding, Reduced Withholding, Financial Institution Data Match, Liens (Personal Property), CSLN and Claim Matching, Federal Tax Refund Offset, Federal Administrative Office, Passport Denial and Release, Credit Reporting and License Suspension.  





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513764][bookmark: _Toc425525621]EIWO


The purpose of the Electronic Income Withholding Order (EIWO) process is to electronically generate the notice to the noncustodial parent’s employer through a single federal interface.  


Key Activities


The key activities during the EIWO process are:


· Informing the Office of Child Support Enforcement (OCSE) of the income withholding orders


· Receiving acknowledgments from the employers that they received the income withholding order information


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			EIWO


			4.5.3, 4.8.4(#713)








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  This was engineered in compliance with the federal requirements and processing of Electronic Income Withholding Orders (EIWO).


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513765][bookmark: _Toc425525622]Reduced Withholding


[bookmark: _Toc419182187][bookmark: _Toc419374065]The purpose of the Reduced Withholding process is to allow reduction of the withholding for certain circumstances.  One circumstance is to reduce the withholding to resolve a credit balance. 


Key Activities


The key activities during the Reduced Withholding process are:


· Reviewing the case to ensure it meets the requirements for reduction of the withholding


· Completing the paperwork necessary for the reduction agreement


· Generating the amended withholding notice


· Monitoring for compliance with the reduction agreement


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Reduced Withholding


			4.5.3








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Generating the amended income withholding notice based on updated information.


· Monitoring for initial compliance to the income withholding.





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process as a sub-process within this process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Develop standard policy or guidelines on how credit balances are handled.  Currently, there are varying actions being taken; some offices recoup at 100% as the custodian already received the money, other offices go to court for a decision, and others come to an agreement with the parties.  


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Discuss order entry and options to improve accuracy.  Workers reported that it is easy to load wrong amount when performing order entry.  There are some options that could be pursued to prevent entry errors:  double entry of data, or Optical Character Recognition (OCR) when imaging the order.  


· Design into the new system the fact that agreed upon reduced amounts should be used until such time as the agreement is done (e.g., the credit balance is absorbed).  Currently, when new employers are added, income withholding orders generate at the full obligation instead of the reduced amount, even though the agreement is still in effect.    


[bookmark: _Toc423513766][bookmark: _Toc425525623]Unemployment Withholding


[bookmark: _Toc419182188][bookmark: _Toc419374066]The purpose of the Unemployment Withholding process is to initiate and monitor the withholding of support from unemployment benefits.  This includes initiating with another jurisdiction if that jurisdiction’s unemployment office does not accept direct income withholding. 


Key Activities


The key activities during the Unemployment Withholding process are:


· Identifying jurisdictions that accept direct income withholding when another jurisdiction is involved


· Generating the income withholding notice if appropriate


· Generating an interstate transmittal if necessary


· Monitoring for compliance with the income withholding


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Unemployment Withholding


			4.5.3, 4.5.7








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within this process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Initiating the income withholding based on identifying the noncustodial parent’s receipt of unemployment benefits.


· Receiving notification of the noncustodial parent’s receipt of unemployment benefits in another state once this information is entered or interfaced.


· Generating the income withholding to the other jurisdiction once information is entered or interfaced.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Design the new system to include the scenario where the noncustodial parent is in a third state for collection of unemployment benefits.  The noncustodial parents could collect benefits in a state in which they were employed, but do not reside.  


[bookmark: _Toc423513767][bookmark: _Toc425525624]Social Security Intercept


[bookmark: _Toc419182189][bookmark: _Toc419374067]The purpose of the Social Security Intercept process is to identify social security monies that might be available to intercept to pay towards support owed.  This process includes steps to stop initiating actions once the social security intercept starts. 


Key Activities


The key activities during the Social Security Intercept process are:


· Identifying social security intercept candidates


· Researching the type of social security being received


· Generating documentation to intercept social security funds


· Stopping the case on the responding jurisdiction’s system once intercept starts


Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Social Security Intercept


			4.5.16(#505)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the key steps are in the appropriate order and automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Determining whether the case qualifies for income withholding depending on the type of social security being received.


· Updating the system with the receipt of social security based on the type of benefits received (e.g., if money can be withheld, social security would be indicated as the income source).  


· Monitoring for initial compliance with the income withholding depending on the type of social security benefits received.


· Notifying the other jurisdiction to close their portion of the case once social security funds are being received.





			Process Adaptation/Streamlining


			Process improvements include:


· Ensuring the key steps are in the appropriate order.  The income withholding was being sent before the social security was approved and the type of benefit determined.  This causes excess paperwork for both the state and the Social Security Administration (SSA).





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Develop business rules for each type of social security benefit.  These rules should include when to send a closure, when to send an income withholding notice, etc.  Once these rules are defined, the system may be able to take some of the next appropriate actions automatically.


· Ensure the system automatically updates the income source depending on the type of benefits received. 


· Upload the social security information from the state services portal into the system when the noncustodial parent is approved for social security benefits. 


[bookmark: _Toc423513768][bookmark: _Toc425525625]Workers’ Compensation


[bookmark: _Toc419182190][bookmark: _Toc419374068]The purpose of the Workers’ Compensation process is to identify workers’ compensation claims that are available for collection.  This process includes generating the income withholding notice and monitoring for initial compliance. 


Key Activities


The key activities during the Workers’ Compensation process are:


· Identifying claim appropriate for collection of support


· Generating withholding notices to start collection


· Monitoring for receipt of withholding collection


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Workers’ Compensation


			4.5.3, 4.5.16(#504)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process including the system being able to add temporary income providers into the employer database.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Matching claims to cases.


· Generating income withholding notices if appropriate.


· Monitoring for initial compliance with the income withholding notices.





			Process Adaptation/Streamlining


			Process improvements include:


· Adding steps for the system to add a temporary workers’ compensation company if the company is not already known to the system.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Upload the workers’ compensation information into the system automatically.  Currently, a listing is created from the State Services Portal.  


· Allow the system the ability to create a temporary record of the workers’ compensation company.  This record would be submitted to an entity to verify and either make the workers’ compensation company a permanent record in the employer database or to consolidate it with an existing company.  This maintains the integrity of the database while allowing the process to continue without delay.


[bookmark: _Toc423513769][bookmark: _Toc425525626]Financial Institution Data Match


[bookmark: _Toc419182191][bookmark: _Toc419374069]The purpose of the Financial Institution Data Match process is to identify delinquent noncustodial parents who have monies in accounts which can be seized and applied toward unpaid support. 


Key Activities


The key activities during the Financial Institution Data Match process are:


· Identifying qualifying noncustodial parents with monies in accounts which can be seized


· Determining whether to proceed to seize the account funds


· Preparing paperwork to seize the funds


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Financial Institution Data Match


			4.5.14








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible in the process in order to improve efficiency and quality and utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Reviewing the case for qualification of FIDM and delinquency notice generation.


· Generating notices to the bank and the noncustodial parent to seize the money.


· Holding money for the appropriate number of days to allow for a dispute to be received and resolved (once received).  


· Monitoring for noncustodial parent’s hearing request. 


· Issuing funds if no hearing is requested.





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process as a sub-process within this process.





			Improved Quality


			Instead of generating a report to be reviewed, the system identifies cases for FIDM.  The system should be able to identify cases and review for delinquency notice generation.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish contact with the institution(s) to determine outcome of seizure attempt and making information easier to obtain.  Having specific contacts within the financial institutions to determine the results of the seizure request establishes relationships with partners and ensures a single point of contact for questions or issues that arise for either Nevada or the financial institutions.  


[bookmark: _Toc423513770][bookmark: _Toc425525627]Liens (Satisfaction / Release of Judgment)


[bookmark: _Toc419182192][bookmark: _Toc419374070]The purpose of the Liens (Satisfaction / Release of Judgment) process is to record a lien against the noncustodial parent’s real property.  This process includes steps to satisfy the lien and release the lien when appropriate. 


Key Activities


The key activities during the Liens (Satisfaction / Release of Judgment) process are:


· Obtaining arrears judgment to be recorded


· Notifying the Recorder’s Office to record the lien


· Determining whether to enter into a payment agreement with the noncustodial parent


· Monitoring for compliance with the agreement


· Determining whether to release the lien or keep it in place


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Liens (Satisfaction / Release of Judgment)


			4.5.5








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying a new order for recording the lien.


· Determining whether arrears qualify for recording the lien.


· Notifying the Recorder’s Office of the lien.


· Monitoring for the noncustodial parent’s payment in full which would result in releasing the lien.


· Releasing the lien when appropriate.


· Monitoring for compliance with the noncustodial parent’s agreement.


· Replacing the lien if the noncustodial parent is not compliant.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513771][bookmark: _Toc425525628]Liens (Personal Property)


[bookmark: _Toc419182193][bookmark: _Toc419374071]The purpose of the Liens (Personal Property) process is to execute and record documents necessary to perfect a lien against an asset owned by the noncustodial parent for delinquent support.  The process also addresses the steps to enforce the lien and secure some or all of the funds from the asset. 


Key Activities


The key activities during the Liens (Personal Property) process are:


· Identifying an asset owned by a delinquent noncustodial parent


· Determining whether to pursue the lien


· Creating and distributing appropriate documentation


· Monitoring for payment from the seized asset


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Liens (Personal Property)


			4.5.5








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process as a sub-process within this process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513772][bookmark: _Toc425525629]CSLN and Claim Matching


[bookmark: _Toc419182194][bookmark: _Toc419374072]The purpose of the Child Support Lien Network (CSLN) and Claim Matching process is to match insurance company claims to noncustodial parents in order to collect child support from their settlements.  The process includes steps for the noncustodial parent to dispute the collection from the claim. 


Key Activities


The key activities during the CSLN and Claim Matching process are:


· Matching noncustodial parent claims for collection of funds


· Implementing income withholding as appropriate


· Resolving disputes from the noncustodial parent


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			CSLN and Claim Matching


			4.5.16








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process, making better use of data matches, and utilize the standard dispute resolution process. 


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Determining whether income withholding is appropriate.


· Generating the appropriate notice to the insurance company.


· Monitoring for initial compliance with the income withholding


· Monitoring arrears level to notify worker of action if or when arrears are below $500.





			Process Adaptation/Streamlining


			Process improvements include:


· Adding steps to update the system with the information from CSLN.  





			Standardization


			This process utilizes the standardized Dispute Resolution process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Monitor the CSLN website functionality for an opportunity to automatically upload the information and update the case.  Currently, the CSLN worker must go into the CSLN website to get the information so automatic updates are not possible at this time.


[bookmark: _Toc423513773][bookmark: _Toc425525630]Administrative Enforcement of Interstate (AEI)


The purpose of the Administrative Enforcement of Interstate (AEI) process is to enable child support agencies to quickly locate and secure assets held by delinquent noncustodial parents in another jurisdiction without opening a full interstate IV-D case with the other jurisdiction.


Key Activities


The key activities during the Administrative Enforcement of Interstate (AEI) process are:


· Receiving the other jurisdiction’s request for seizure of assets in Nevada


· Generating the response to the other jurisdiction


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Administrative Enforcement of Interstate (AEI)


			4.5.18








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment as it did not exist.  The process was engineered to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513774][bookmark: _Toc425525631]Federal Tax Refund Offset


[bookmark: _Toc419182195][bookmark: _Toc419374073]The purpose of the Federal Tax Refund Offset process is to intercept tax refund money owed to noncustodial parents to repay delinquent child support.  The process also addresses disputes of the offset and updates to or removal of the noncustodial parent from the offset file. 


Key Activities


The key activities during the Federal Tax Refund Offset process are:


· Adding delinquent noncustodial parents to the offset file sent to the federal tax authority


· Monitoring the case for payments, updates, and changes


· Resolving any dispute received from the noncustodial parent


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Federal Tax Refund Offset


			4.5.4








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Propose a change in Nevada law to allow interest and penalties to be included in the amount that can be offset.  Currently, the noncustodial parent could get a refund from the offset, but may not be paid in full.  This causes confusion for both the noncustodial parent and the custodian.


[bookmark: _Toc423513775][bookmark: _Toc425525632]Federal Administrative Offset


[bookmark: _Toc419182196][bookmark: _Toc419374074]The purpose of the Federal Administrative Offset process is to intercept and collect monies that would have been paid to the noncustodial parent from a variety of federal sources using an automated interface.  This process includes steps to resolve any dispute raised by the noncustodial parent. 


Key Activities


The key activities during the Federal Administrative Offset process are:


· Identifying cases eligible for administrative offset


· Monitoring the case for payments, updates, and changes


· Resolving any dispute received from the noncustodial parent


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Federal Administrative Offset


			4.5.15








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513776][bookmark: _Toc425525633]Passport Denial and Release


[bookmark: _Toc419182197][bookmark: _Toc419374075]The purpose of the Passport Denial and Release process is to use passport denial as a way to recoup unpaid support by using an automated interface to identify delinquent noncustodial parents who use passports.  This process includes steps to resolve any disputes raised by the noncustodial parent. 


Key Activities


The key activities during the Passport Denial and Release process are:


· Identifying delinquent noncustodial parents who are candidates for passport denial / restriction


· Notifying the noncustodial parent of the intent to deny or restrict a passport


· Resolving any dispute made to using this remedy


· Releasing restrictions as appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Passport Denial and Release


			4.5.13








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Review standards and guidelines for releasing the passport.  Session participants agreed there should be more flexibility to allow the release of a passport when the noncustodial parent is traveling for work and is making all payments ordered by the court (this includes current support and arrearage repayment). 


[bookmark: _Toc423513777][bookmark: _Toc425525634]Credit Reporting


[bookmark: _Toc419182199][bookmark: _Toc419374077]The purpose of the Credit Reporting process is to report the amount of a noncustodial parent’s delinquent support to credit reporting agencies.  The process also includes steps for updating the noncustodial parent’s payment status and removing the delinquency from the credit report upon closure of the child support case. 


Key Activities


The key activities during the Credit Reporting process are:


· Identifying eligible cases


· Sending appropriate documentation / notices


· Sending credit reporting file to the credit bureaus


· Continuing to report until conditions change or the case closes


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Credit Reporting


			4.5.8








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring for the timeframes allowed in the notice of intent to report to the credit bureau.





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the standardized Dispute Resolution process.





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish clear and consistent policy outlining when workers can exempt a noncustodial parent from credit reporting.  


[bookmark: _Toc423513778][bookmark: _Ref424210701][bookmark: _Toc425525635]Automated Enforcement Exemptions


[bookmark: _Toc419182200][bookmark: _Toc419374078]The purpose of the Automated Enforcement Exemptions process is to identify cases where an exemption (such as bankruptcy) prevents the start of new enforcement actions and suspends existing enforcement actions.  This process is critical to allow automated enforcement to start or proceed without manual intervention. 


Key Activities


The key activities during the Automated Enforcement Exemptions process are:


· Identifying the exemption


· Preventing or suspending enforcement remedies


· Monitoring for the removal of exemptions


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Automated Enforcement Exemptions


			4.5.2








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within this process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Deciding if there are existing remedies that should be subject to the new exemption that was added.  


· Monitoring existing exemptions for actions / timeframes which would meet criteria to remove the exemption.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Define the role that can utilize this functionality.  The session participants agreed that there needs to be strict controls for applying exemptions as some will flow across cases and offices.  


· Determine the types of exemptions allowed and develop business rules for each exemption.  The types of exemptions discussed were noncustodial parent on TANF, noncustodial parent incarcerated, and noncustodial parent medical issues (e.g., surgery, terminal illness, etc.).  For those exemptions that apply to multiple cases and in multiple offices, notification should be included in the functionality of setting the exemption.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Design the exemptions to allow an end-date and / or review date to be set.  These can be used for the system to end the exemption or the worker to review the circumstances of the case to determine if the exemption is still needed.  The review date should be able to be reset or extended if the exemption is still needed.


· Develop guidelines on when to set Family Violence Indicator (FVI) flags.  The FVI flag stops information from coming in that may be helpful to the case.  These guidelines can be used when good cause indicators are identified from the IV-A interface.


[bookmark: _Toc423513779][bookmark: _Toc425525636]Statewide Automated Enforcement Exemptions 


The purpose of the Statewide Automated Enforcement Exemptions process is to identify exemptions, at the state or office level, that apply to multiple cases and that would prevent the start of new enforcement action.  This process is critical to allow automated enforcement to start without manual intervention. 


Key Activities


The key activities during the Automated Enforcement Exemptions process are:


· Identifying the exemption


· Preventing new enforcement remedies


· Monitoring for the removal of exemptions


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Automated Enforcement Exemptions


			4.5.2








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment as it did not exist.  The process was engineered to automate as many steps as possible within this process.


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513780][bookmark: _Toc425525637]License Suspension


[bookmark: _Toc419182201][bookmark: _Toc419374079]The purpose of the License Suspension process is to suspend a noncustodial parent’s professional, recreational, or driver’s license as a means to encourage the noncustodial parent to pay delinquent support owed. 


Key Activities


The key activities during the License Suspension process are:


· Determining whether a noncustodial parent has a license subject to suspension


· Sending notices of intent to suspend


· Coordinating with the License Suspension Compliance Agreement process to encourage payment of the delinquency


· Invoking suspension when agreement cannot be reached or the noncustodial parent is not compliant with the repayment agreement


· Monitoring the case as appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			License Suspension 


			4.5.11








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within this process and utilize the standard dispute resolution process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Initiating the inquiry for license information and matching delinquent noncustodial parents.


· Determining if the case meets the delinquency criteria.


· Sending the 34-day due process notice of intent to suspend the noncustodial parent’s license.


· Monitoring for response from the noncustodial parent to the notice of intent to suspend.


· Monitoring for the noncustodial parent to pay in full to avoid the license suspension.


· Monitoring the compliance with agreement to ensure the noncustodial parent complies with the terms.


· Suspending and releasing the license as required within the process.





			Process Adaptation/Streamlining


			





			Standardization


			This process utilizes the Dispute Resolution process as a sub-process within this process.





			Improved Quality


			The delinquency warning step was eliminated from this process as that notice needs to happen before many of the enforcement remedies can be taken.  It was determined that the NCP Billing will have warning language when arrears accrue.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Develop a holistic approach to enforcing against noncustodial parents with multiple cases.  Currently, there are times when one county will go through the process of the suspension, but when the payment comes in based on the agreement, it is split between cases.  Providing a single point of contact for noncustodial parent level enforcement when a noncustodial parent has multiple cases is one method to provide a consistent approach to enforcement in these scenarios.


· Establish better methods of communication.  Currently, the counties are faxing information to some entities (e.g., the Department of Motor Vehicles (DMV)).  Workers also reported delays in processing their requests as these were faxed to the wrong local DMV offices and had to be forwarded to the central DMV office.  Establishing better methods of communication can eliminate delays in processing.


· 


[bookmark: _Toc423513781][bookmark: _Toc425525638]License Suspension (Compliance Agreement (RPP))


[bookmark: _Toc419182202][bookmark: _Toc419374080]The purpose of the License Suspension (Compliance Agreement (RePayment Plan (RPP))) process is to negotiate and implement an agreement for the noncustodial parent to comply with an order to postpone, avoid, or reinstate the suspension of the noncustodial parent’s professional, recreational, or driver’s license. 


Key Activities


The key activities during the License Suspension (Compliance Agreement (RPP)) process are:


· Responding to a request to negotiate an agreement


· Determining whether an agreement can be reached


· Preparing a written document embodying the agreement


· Monitoring the agreement for compliance


· Coordinating with the License Suspension process


· Releasing the license suspension as appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			License Suspension (Compliance Agreement (RPP))


			4.5.11








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Generating the income withholding notice to reflect the agreement that was reached.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish better methods of communication.  Currently, the counties are faxing information to some entities (e.g., the Department of Motor Vehicles (DMV)).  Workers also reported delays in processing their requests as these were faxed to the wrong local DMV offices and had to be forwarded to the central DMV office.  Establishing better methods of communication can eliminate delays in processing.


· Explore opportunities to interface with licensing agencies.  This would allow the system to monitor for criteria and begin the process.  The worker could have the ability to exempt a case from suspension based on the standard exemptions developed in the Automated Enforcement Exemptions process Section 4.5.21 above.


[bookmark: _Toc423513782][bookmark: _Toc425525639]Criminal Non Support (Federal)


[bookmark: _Toc419182203][bookmark: _Toc419374081]The purpose of the Criminal Non Support (Federal) process is to pursue delinquent noncustodial parents through the federal Project Save Our Children (PSOC) remedy.


Key Activities


The key activities during the Criminal Non Support (Federal) process are:


· Identifying cases that qualify for referral to PSOC


· Preparing forms and information for referral to PSOC


· Referring cases to PSOC


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Criminal Non Support (Federal)


			4.5.17








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying a case for prosecution.


· Forwarding the case to Project Save Our Children (PSOC).


· Notifying the office if the case is rejected.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513783][bookmark: _Toc425525640]Criminal Non Support (State)


[bookmark: _Toc419182204][bookmark: _Toc419374082]The purpose of the Criminal Non Support (State) process is to pursue delinquent noncustodial parents through seeking a formal judicial indictment and trial. 


Key Activities


The key activities during the Criminal Non Support (State) process are:


· Identifying cases eligible for state criminal non support


· Preparing the paperwork / documentation


· Ensuring the noncustodial parent is arrested if ordered by the court


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Criminal Non Support (State)


			4.5.17








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying a case for prosecution


· Continuing to monitor for other enforcement if this remedy cannot be used.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513784][bookmark: _Toc425525641]Initiation of Contempt Action


[bookmark: _Toc419182205][bookmark: _Toc419374083]The purpose of the Initiation of Contempt Action process is to identify, review, and prepare cases for formal contempt filing and initiate the filing in court. 


Key Activities


The key activities during the Initiation of Contempt Action process are:


· Identifying cases that qualify for contempt


· Reviewing cases to determine whether to pursue contempt


· Preparing documents for contempt filing


· Serving the noncustodial parent with the contempt filing


· Filing the contempt in court


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Initiating Contempt Action


			4.5.12








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Distributing the paperwork for review.


· Monitoring for successful service of the paperwork.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Establish guidelines or policy regarding what criteria are used to determine what qualifies for contempt.  Currently, offices use varying criteria to qualify cases for contempt.  


· Identify the work that needs to be done to get the forms to correctly generate based on the type of action and the county preference.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513785][bookmark: _Toc425525642]Noncustodial Parent Failure to Appear / Comply


[bookmark: _Toc419182206][bookmark: _Toc419374084]The purpose of the Noncustodial Parent Failure to Appear / Comply process is to secure a bench warrant and arrest a noncustodial parent who fails to appear for a hearing or comply with an order.  This process uses the courts to seek to secure the noncustodial parent’s appearance / compliance. 


Key Activities


The key activities during the Noncustodial Parent Failure to Appear / Comply process are:


· Identifying cases where the noncustodial parent failed to appear or comply


· Preparing bench warrant and arrest paperwork as appropriate


· Monitoring bench warrant for arrest of the noncustodial parent


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Noncustodial Parent Fails to Appear / Comply


			255, 451, 486








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases where the noncustodial parent failed to appear or comply.


· Determining whether a warrant should be quashed and beginning the process to quash the warrant if appropriate.


· Preparing the arrest packet.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Identify the work that needs to be done to get the forms to correctly generate based on the type of action and the county preference.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensure the system is designed to identify the difference between failure to appear and failure to comply.  In some counties (Lyon and Elko PAO), the failure to appear process is done by the court clerks, so those counties would not need to use this process for failure to appear instances.  Those counties would still use the process for failure to comply.


[bookmark: _Toc423513786][bookmark: _Toc425525643]Quash of Bench Warrant


[bookmark: _Toc419182207][bookmark: _Toc419374085]The purpose of the Quash of Bench Warrant process is to stop a bench warrant once it has been issued, but before the noncustodial parent is arrested. 


Key Activities


The key activities during the Quash of Bench Warrant process are:


· Identifying warrants that need to be quashed


· Preparing paperwork to quash the bench warrant


· Notifying law enforcement agencies of quashed bench warrant


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Quash of Bench Warrant


			4.5.12








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Identifying cases with warrants needing quashing.


· Notifying law enforcement when the warrant is quashed.


· Monitoring for the next appropriate action.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513787][bookmark: _Toc425525644]Limited Service Requested (Outgoing)


[bookmark: _Toc419182208][bookmark: _Toc419374086]The purpose of the Limited Service Requested (Outgoing) process is to create and deliver the documents necessary for another jurisdiction to provide limited services.  This could be used to request another jurisdiction to assist with service. 


Key Activities


The key activities during the Limited Service Requested (Outgoing) process are:


· Identifying need for limited assistance from another jurisdiction


· Generating and sending the appropriate documentation to the other jurisdiction


· Receiving the acknowledgment from the other jurisdiction


· Monitoring for a response from the other jurisdiction


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Limited Service Requested (Outgoing)


			4.1.7








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring for the acknowledgment from the other jurisdiction.


· Monitoring for the other jurisdiction’s response to the request.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513788][bookmark: _Toc425525645]Deceased NCP / Creditor’s Claim


[bookmark: _Toc419182209][bookmark: _Toc419374087]The purpose of the Deceased NCP / Creditor’s Claim process is to create and deliver the documents necessary to manage a case after the death of the noncustodial parent and collect arrears through assets and any estate available. 


Key Activities


The key activities during the Deceased NCP / Creditor’s Claim process are:


· Learning of and verifying the noncustodial parent’s death


· Determining if arrears are owed on the case


· Searching for assets owned by the noncustodial parent


· Determining whether to pursue assets for collection of arrears


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Deceased NCP / Creditor’s Claim


			221, 454








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within this process and ensure steps are taken in the appropriate order.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Notifying the custodian of the noncustodial parent’s death as appropriate.


· Determining whether arrears are owed that could mean pursuit of an estate is appropriate.


· Searching for assets and if found, forwarding for review; if not, starting case closure process





			Process Adaptation/Streamlining


			Process improvements include:  


· Rearranging the determination of arrears owed to the beginning of the process to determine if pursuit is appropriate.


· Adding a new step to check for an estate if there are assets available.  This check would be done after a reasonable period of time to allow an estate to be opened in probate court.


· Moving withdrawal from legal action into the Case Closure process, removing this step from this process.  Once the case meets closure, withdrawal from legal actions is appropriate.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine period of time to wait before contacting the probate courts to inquire about an estate.  The probate court may have information on the timeframes by which most estates are opened after the death of a person.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Encourage pursuit of assets from deceased noncustodial parents to repay arrearages owed.  Currently, some counties reported that their District Attorney (DA) would not pursue assets from an estate.  Centralization of this function may resolve some of these issues.


[bookmark: _Toc423513789][bookmark: _Toc425525646]Offer in Compromise of State Debt


The purpose of the Offer in Compromise of State Debt process is to review requests submitted by noncustodial parents to settle the debt owed to the State of Nevada.  This includes steps to review the offer and potentially provide a counter offer. 


Key Activities


The key activities during the Offer in Compromise of State Debt process are:


· Receiving requests from the noncustodial parent


· Submitting the request to Central Office for acceptance, counter-offer, or refusal


· Preparing stipulations to reflect the offer agreement


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Offer in Compromise of State Debt 


			4.1.7 (#19)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Receiving the noncustodial parent’s request for debt compromise.


· Checking to ensure all information is provided by the noncustodial parent and asking for any missing information.


· Sending status responses to the noncustodial parents.


· Submitting the request for debt compromise to Central Office.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Establish settlement standards.  Settlement standards ensure debt compromises are consistent and equitable for all noncustodial parents requesting these compromises.  The standards could be in terms of a percentage of debt that is acceptable based on the period of time the arrears accrued.  For instances, if the debt is X years old, Y% of the arrears paid will be accepted as full payment for the debt.  


[bookmark: _Toc425525647]Financials


[bookmark: _Toc419374125]This section presents an analysis of the To-Be business processes for the Financials functional area. The business processes are:


1. ACH / EFT Receipting


2. Federal Tax Offset Processing


3. Receipting, Posting, and Bank Deposits


4. Disbursement of Support


5. Refunds of Support


6. Receipt and Disbursement Reconciliation


7. Disbursement Exceptions


8. Disbursement Status Reconciliation


9. Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)


10. Resolution of Misapplied Payments


11. Returned Check


12. Reissuance of Lost / Missing / Stolen Check


13. Issuance of Debit Card


14. Cancellation of Debit Card


15. Direct Deposit Maintenance


16. Reversal of EFT


17. Electronic Payment Exception Request


18. Research and Resolution of Unidentified Receipts


19. Research and Resolution of Undistributed (Held) Collections


20. Resolution of Stale Dated Payments and Escheatment


21. Claim on Escheated Funds


22. NCP Billing


23. Case Financial Audit


24. Resolution of Over-Collection Distribution To Payee (Not a Credit Balance)


25. Change of Assignment


26. Excess Unreimbursed Assistance (URA) Payments


27. Financial Research / Action / Correction / Update


The purpose of the Financials functional area is to perform all of the processes for handling cases’ financial accounts and the receipt and disbursement of funds into and out of Nevada child support.  When orders are entered on the system, the system functionality in the Financials functional area calculates child support obligations.  Financial processes track when the payments are received from the noncustodial parents, distribute them to the appropriate case, and disburse the correct amounts to the custodians.  When exception situations occur, such as overpayments or lost checks, Financials processes refund or reissue replacement checks.  All matters relating to the receipt and disbursement of funds, even though they might not directly involve money, such as noncustodial parent billing and setting up the issuance of debit cards on new cases, are within the Financials functional area’s purview.


Nevada has a variety of teams that perform the financial functions.  The local CSEP and DA office’s child support staff do basic financial work such as releasing held collections and performing debt calculations.  Specialized central units coordinate with the local CSEP and DA offices to complete more complicated processes.  The State Collections and Disbursement Unit (SCaDU) receives and processes payments and resolves payment exceptions.


The following sections describe the To-Be configurations of the business processes within the Financials functional area.


[bookmark: _Toc419096910][bookmark: _Toc419374089][bookmark: _Toc424116850][bookmark: _Toc425525648]ACH / EFT Receipting


The purpose of the ACH/EFT Receipting process is to receive and process Electronic Funds Transfer (EFT) payments that have been processed through the national Automated Clearing House (ACH) network.  ACH / EFT Receipting processes posting information and corresponding funds for child support payments from employers, other jurisdictions, and payroll processing companies.


Key Activities


The key activities of the ACH / EFT Receipting process are:


· Receiving, checking and maintaining a daily file of receipts transmitted from Nevada Child Support’s agency bank (removing unidentified or unreadable transactions and checking transmission control totals)


· Forming and balancing batches of receipts to enable release into the system


· Triggering receipting, allocation, and distribution processes in the Child Support system


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			ACH / EFT Receipting


			4.1.29 (#137), 4.6.7 (#546), 4.6.11 (#581, #582, #583), 4.9.16 (#785)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated to improve its efficiency and quality of outputs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Eliminating IT’s involvement in this process.


· Processing unidentified receipts through the Research and Resolution of Unidentified Receipts process.





			Standardization


			





			Improved Quality


			The EFT files received will contain fewer erroneous records and fewer erroneous characters in a record.











[bookmark: _Toc419096911][bookmark: _Toc419374090][bookmark: _Toc424116851]Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Research the bank’s services to large business customers like child support / SCaDU to receive additional support in eliminating erroneous ACH / EFT records and characters in the records.


[bookmark: _Toc425525649]Federal Tax Offset Processing


The purpose of the Federal Tax Offset process is to receive and process tax offset payments from the Internal Revenue Service via the federal Office of Child Support Enforcement. 


Key Activities


The key activities during the Federal Tax Offset process are:


· Reconciling the files to OCSE’s report and to the deposit


· Requesting batch processing from SCaDU


· Reconciling the payment of the offset program’s administrative fees


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Federal Tax Offset Processing


			4.6.7 (#546)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated to improve its efficiency.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Eliminating IT’s involvement in this process.


· Processing unidentified receipts through the Research and Resolution of Unidentified Receipts process.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096912][bookmark: _Toc419374091][bookmark: _Toc424116852][bookmark: _Toc425525650]Receipting, Posting, and Bank Deposits


The purpose of the Receipting, Posting, and Bank Deposits process is to receive, validate, and process payments through SCaDU.  This process also covers in-person payments made to local CSEP and DA offices that then send the posting information to SCaDU.


Key Activities


The key activities during the Receipting, Posting, and Bank Deposits process are:


· Gathering and reconciling batches of payment instruments and supporting documentation


· Identifying the payor and the cases on which to apply the payments


· Processing the batches into the system


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Receipting, Posting, and Bank Deposits


			4.6.7, 4.6.12 (#591)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated to improve its quality of outputs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Allowing online entry of receipt posting information to be read by SCaDU.


· Posting batch totals and allocation information online after SCaDU processes the receipt batches.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			The online entry of posting information for receipts received locally will allow the system to batch and verify receipt totals faster with less chance of error.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc419096913][bookmark: _Toc419374092][bookmark: _Toc424116853][bookmark: _Toc425525651]Disbursement of Support


The purpose of the Disbursement of Support process is to send money to recipients according to the appropriate payment method for that recipient (i.e., direct deposit, debit card or physical check).


Key Activities


The key activities during the Disbursement of Support process are:


· Determining the appropriate payment method


· Creating the payment instrument


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Disbursement of Support


			4.6.10 (#575)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline it with more automated support for manual tasks as much as possible.  


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing more automated support of manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096914][bookmark: _Toc419374093][bookmark: _Toc424116854][bookmark: _Toc425525652]Refunds of Support


The purpose of the Refunds of Support process is to return a payment to the original payor because the payor did not owe the payment to meet a child support debt or obligation.


Key Activities


The key activities during the Refunds of Support process are:


· Identifying a case that needs an amount refunded


· Reconciling the accounts and refunding the money


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Refunds of Support


			4.6.10 (#580)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated to improve its quality of outputs and to standardize its use program-wide.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Providing a workflow for submitting and approving refunds of payments.





			Process Adaptation/Streamlining


			





			Standardization


			All staff use the same workflow for refunding payments without regard to the reason for the refund.





			Improved Quality


			The system coordinates placing and removing suspensions on cases and payments. The child support program will need to develop business rules defining which scenarios would be permissible to allow the system to provide automated support for placing and removing distribution/disbursement holds, particularly for removing holds. 











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine how to coordinate refunds of retained collections and fees with the availability of funds in the Program Account, which is CSEP’s fiscal fund.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Determine whether E-IWO can be implemented in such a way as to reduce the number of payments to be refunded or the dollar amount that would need to be refunded when there is a case with an ongoing overpayment scenario.


[bookmark: _Toc419096915][bookmark: _Toc419374094][bookmark: _Toc424116855][bookmark: _Toc425525653]Receipt and Disbursement Reconciliation


The purpose of the Receipt and Disbursement Reconciliation process is to reconcile money receipted and disbursed in and out of the child support banking accounts as well as transfer of money between child support banking accounts.


Key Activities


The key activities during the Receipt and Disbursement Reconciliation process are:


· Reconciling receipts, deposits, and disbursements of support


· Researching and correcting any unreconciled accounts


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Receipt and Disbursement Reconciliation


			4.6.12








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Making the system self-reconcile to reduce manual involvement in the reconciliation process.  Manual involvement will be relegated to the days when the system is unable to reconcile the amounts automatically. 


· Providing an online view of accounts.


· Allowing account reconcilers to enter correcting adjustments online.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine the conditions under which a manual override of the system’s allocation would be allowed and which type of staff would be in the “reconciler” role.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Create business rules to allow the system to know when an out-of-balance condition exists, so as to alert the reconciler.  


[bookmark: _Toc419096916][bookmark: _Toc419374095][bookmark: _Toc424116856][bookmark: _Toc425525654]Disbursement Exceptions


The purpose of the Disbursement Exceptions process is to manually determine what accounts and arrears categories to credit payments against, or to release a payment for the system to perform the distribution. This process description covers manual distribution overrides only.


Key Activities


The key activities during the Disbursement Exceptions process are:


· Determining the proper balances to credit the payment against based on payment type, instructions, assistance information, and other case data


· Creating the appropriate journal entries to perform the distribution


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Disbursement Exceptions


			4.6.7 (#556), 4.6.8








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process to improve its efficiency.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Presenting a list of disbursement exceptions that can be fixed manually and then disbursed in the regular process.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096917][bookmark: _Toc419374096][bookmark: _Toc424116857][bookmark: _Toc425525655]Disbursement Status Reconciliation


The purpose of the Disbursement Status Reconciliation process is to determine which warrants have been cashed, which are still outstanding, and which have become stale dated.


Key Activities


The key activities during the Disbursement Status Reconciliation process are:


· Updating changes in the warrants’ status


· Researching and correcting any errors


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Disbursement Status Reconciliation


			4.6.12 (#586)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing most of the steps in this process, even receiving the file of status changes directly from the bank, without manual intervention.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Work with positive pay bank to update the file format, if needed, to work with the system. Consider changing the frequency to daily updates from the bank rather than the current weekly report.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Update the warrant status change file more frequently than its current weekly schedule.  


[bookmark: _Toc419096918][bookmark: _Toc419374097][bookmark: _Toc424116858][bookmark: _Toc425525656]Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)


The purpose of the Resolution of Dishonored Payments process is to track and recover funds forfeited by accepting a payment that was subsequently dishonored by the issuing bank.


Key Activities


The key activities during the Resolution of Dishonored Payments process are:


· Re-depositing the payment if appropriate


· Creating a record of a receivable if the payment is not made whole


· Issuing demands to the payor to make the dishonored payment whole


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)


			4.6.12 (#590), 4.6.14 (#606, #607, #608, #609, #610)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the process is fully automated.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps in the process.


· Receiving and processing the file of dishonored checks from the bank.





			Process Adaptation/Streamlining


			Process improvements include:


· Utilizing a fee / debt screen and accounting for the debt outside the regular child support payment receipting process, which keeps accounting of child support payments separate from other types of debts and payments managed by the Nevada child support program.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Develop a message that staff who come in contact with customers can use to explain why a check from an unreliable payor will not be distributed until the check clears.


· Determine a policy of how to define when a redeposited payment is accepted. The standard could be confirmation from the deposit bank or assume a check was successfully redeposited if it was not returned in a set number of days.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096919][bookmark: _Toc419374098][bookmark: _Toc424116859][bookmark: _Toc425525657]Resolution of Misapplied Payments


The purpose of the Resolution of Misapplied Payments process is to remove a payment that was credited to the wrong case, attempt recovery of the funds from the custodian of the incorrect case, and apply it to the correct case.


Key Activities


The key activities during the Resolution of Misapplied Payments process are:


· Researching the payment to determine the correct distribution


· Correcting the distribution through journals entries


· Initiating the Overpayment process when appropriate


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Resolution of Misapplied Payments


			4.6.14 (#605), 4.6.10 (#576)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Providing tools to research which case incorrectly had the payment applied to it.


· Setting up a recovery debt automatically to recoup the overpayment.


· Entering the corrected receipt and distribution records in the cases’ financial records.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096920][bookmark: _Toc419374099][bookmark: _Toc424116860][bookmark: _Toc425525658]Returned Check


The purpose of the Returned Check process is to account for warrants returned to SCaDU from the Post Office as undeliverable and to take appropriate action according to the reason for return.


Key Activities


The key activities during the Returned Check process are:


· Logging and reconciling returned checks


· Determining the reason for return


· Taking appropriate next action according to the reason for return


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Returned Check


			4.6.12 (#588)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Canceling the returned warrants on the warrant registers for SCaDU and the disbursement bank when appropriate


· Reissuing warrants when appropriate.





			Process Adaptation/Streamlining


			Process improvements include:


· Expediting the manual steps of the process with automated support.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Coordinate with the positive pay bank to create an interface with the positive pay bank’s warrant register system to upload the warrants to be canceled on the bank’s warrant register.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096921][bookmark: _Toc419374100][bookmark: _Toc424116861][bookmark: _Toc425525659]Reissuance of Lost / Missing / Stolen Check


The purpose of the Reissuance of Lost / Missing / Stolen Check process is to stop payment on warrants that a recipient has lost, misplaced (gone missing), or was stolen and reissue them. 


Key Activities


The key activities during the Reissuance of Lost / Missing / Stolen Check process are:


· Canceling or stopping the original warrant


· Initiating the new disbursement


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Reissuance of Lost / Missing / Stolen Check


			4.6.12 (#587, #588)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Canceling returned warrants on the warrant registers for SCaDU and the disbursement bank.


· Reissuing warrants.





			Process Adaptation/Streamlining


			Process improvements include:


· Expediting the manual steps of the process with automated support.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine if an online submission of an affidavit for a lost / missing / stolen warrant meets the standard of being notarized.


· Determine whether it can change the requirement for an affidavit of a missing warrant to be notarized to reduce the burden of effort on the customer.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096922][bookmark: _Toc419374101][bookmark: _Toc424116862][bookmark: _Toc425525660]Issuance of Debit Card


The purpose of the Issuance of Debit Card process is to set up a debit card account for the custodian to receive payments electronically.


Key Activities


The key activities during the Issuance of Debit Card process are:


· Determining whether the potential enrollee has a valid exception to prevent enforced enrollment in the debit card program


· Enrolling the custodian for a debit card in the bank’s system


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Issuance of Debit Card


			4.6.11 (#584)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Automating the entire process, up through the contact with the debit card vendor.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096923][bookmark: _Toc419374102][bookmark: _Toc424116863][bookmark: _Toc425525661]Cancellation of Debit Card


The purpose of the Cancellation of Debit Card process is to redirect payments to the custodian by other means when the bank cancels the custodian’s debit card.


Key Activities


The key activities during the Cancellation of Debit Card process are:


· Attempting to enroll custodian in direct deposit


· Setting up disbursement through warrant if electronic disbursement method is not possible


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Cancellation of Debit Card


			4.6.11 (#584)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096924][bookmark: _Toc424116864][bookmark: _Toc425525662]Direct Deposit Maintenance


The purpose of the Direct Deposit Maintenance process is to direct payments electronically to a custodian’s designated checking or savings account.


Key Activities


The key activities during the Direct Deposit Maintenance process are:


· Setting up direct deposit instructions in the system according to information in the application from custodians


· Monitoring for changes in the custodian’s checking or savings account status


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Direct Deposit Maintenance


			4.6.11 (#581, #582, #583), 4.8.1 (#691), 4.8.2 (#702)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps in the process.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Confirm the custodian’s online entry of the bank routing and checking account number’s is sufficient authorization in lieu of providing a canceled check as required currently.


· Determine how the custodian should be allowed to stop direct deposit or to change the direct deposit account.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419374105][bookmark: _Toc419096925][bookmark: _Toc424116865][bookmark: _Toc425525663]Reversal of EFT


The purpose of the Reversal of EFT process is to allow the State Disbursement and Collections Unit to return electronic payments that were received in error.


Key Activities


The key activities during the Reversal of EFT process are:


· Notifying the bank to reverse the EFT


· Updating the batch file containing the reversed EFT payment


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Reversal of EFT


			4.6.11 (#581, #582, #583)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Performing all steps of the task when an EFT payment needs to be reversed.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096926][bookmark: _Toc419374106][bookmark: _Toc424116866][bookmark: _Toc425525664]Electronic Payment Exception Request


The purpose of the Electronic Payment Exception Request process is to allow custodians to opt out of receiving payments through electronic means if they provide a valid reason for why they should receive warrants.


Key Activities


The key activities during the Electronic Payment Exception Request process are:


· Receiving the request


· Coding the system to disburse payments by paper warrant


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Electronic Payment Exception Request


			4.6.11 (#581, #582, #583), 4.8.1 (#691), 4.8.2 (#702)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to make one role responsible for completing the manual tasks.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Reducing multiple roles performing manual tasks to a single manual-task role.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Create a workflow so that the system can track and communicate the decision on whether to grant the exception.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419374107][bookmark: _Toc419096927][bookmark: _Toc424116867][bookmark: _Toc425525665]Research and Resolution of Unidentified Receipts


The purpose of the Research and Resolution of Unidentified Receipts process is to determine the proper resolution of receipts that were not initially identifiable to a payor or a case during the receipting process.


Key Activities


The key activities during the Research and Resolution of Unidentified Receipts process are:


· Researching unidentified receipts


· Identifying, refunding, or taking other action as a result of the research


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Research and Resolution of Unidentified Receipts


			4.6.7 (#554, #556, #558), 4.6.10 (#576)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Organizing unidentified payments on a screen to facilitate research and resolution of the payments.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing tools to expedite research of the payments.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Determine procedures for researching unidentified receipts, including gaining access to views of scanned images of the payment on CDS.  


[bookmark: _Toc419374108][bookmark: _Toc419096928][bookmark: _Toc424116868][bookmark: _Toc425525666]Research and Resolution of Undistributed (Held) Collections


The purpose of the Research and Resolution of Undistributed Collections process is to determine and implement the correct next action to dispose of undistributed, undisbursed, or held payments.


Key Activities


The key activities during the Research and Resolution of Undistributed Collections process are:


· Researching the receipt and its associated case(s) to determine the reason for the suspense


· Taking appropriate action based on the research


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Research and Resolution of Undistributed (Held) Collections


			4.6.8








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Organizing undistributed collections on a screen to facilitate research and resolution of payments.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing tools to expedite research of the payments.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· [bookmark: _Toc419374109][bookmark: _Toc419096929][bookmark: _Toc424116869]Determine which types of undistributed collections should be worked and by which staff.


· Determine who is accountable for resolving undistributed collections and organize staff for how they should be resolved.


[bookmark: _Toc425525667]Resolution of Stale Dated Payments and Escheatment


The purpose of the Resolution of Stale Dated Payments and Escheatment process is to remove undisbursable funds from the child support system and escheat them to the State of Nevada. 


Key Activities


The key activities during the Resolution of Stale Dated Payments and Escheatment process are:


· Identifying the receipts that are stale-dated


· Processing any receipts that can be reissued to a new address


· Identifying the receipts to escheat


· Escheating the receipts


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Resolution of Stale Dated Payments and Escheatment


			4.6.9








 


Reengineering Strategy for Process


The reengineering strategy for this process is to link the resolution of stale-dated warrants to the general resolution process for undistributed collections.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Treating stale-dated warrants through the Research and Resolution of Undistributed Collections process.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Define business rules for when to escheat a stale-dated payment.


· Set a dollar amount threshold for reissuing a stale-dated warrant.


· Set a timeframe for reissuing a stale-dated warrant.


· Determine the number of times to reissue a warrant for a payment that has “gone stale” more than once.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419374110][bookmark: _Toc419096930][bookmark: _Toc424116870][bookmark: _Toc425525668]Claim on Escheated Funds


The purpose of the Claim of Escheated Funds process is to return escheated funds to the legal recipient upon submitting a valid claim.


Key Activities


The key activities during the Claim of Escheated Funds process are:


· Verifying the correctness of the claim


· Reissuing the funds


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Claim on Escheated Funds


			4.6.9








 


Reengineering Strategy for Process


The reengineering strategy for this process is to streamline the number of roles involved in the process and issue the full amount of escheated funds to their owners more timely.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Paying the claim all at once from the state instead of sending one check to the owner for the state share from the Treasurer and then another check for the federal share from DWSS.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Determine procedures for how the system can gather all information about the owner that the Treasurer would need to process a claim.  


[bookmark: _Toc425525669]NCP Billing


The purpose of the NCP Billing process is to print billing coupons for noncustodial parents.


Key Activities


The key activities during the NCP Billing process are:


Determining whether or not to bill the noncustodial parent


· Creating the billing coupon document for the file sent to the printer


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			NCP Billing


			4.6.6








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  The process was engineered to automate as many steps as possible in the process.


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096932][bookmark: _Toc419374112][bookmark: _Toc424116871][bookmark: _Toc425525670]Case Financial Audit


The purpose of the Case Financial Audit process is to confirm account balances for a case on the system or to discover what errors or missing information exist in its financial record.  Workers also use the Case Financial Audit process to correct the errors.


Key Activities


The key activities during the Case Financial Audit process are:


· Gathering the necessary information to perform the audit


· Entering the financial data into an audit tool


· Correcting the case record as appropriate according to the audit results


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Case Financial Audit


			4.6.13, 4.6.15








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process to improve its efficiency.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Providing automated support for performing manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Adapt audit procedures in practice in the offices to limit the number of audits performed in order to reconfirm a case’s financial balance.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Define standards for how only a certain action can be used to correct a given error in the case financial record.  Balance adjustments should be used with extreme discretion, favoring instead the use of payment adjustments to correct payments and updating amounts owed in the support order record to recalculate amounts owed on a case.  


[bookmark: _Toc419374115][bookmark: _Toc419096935][bookmark: _Toc424116874][bookmark: _Toc425525671]Resolution of Over-Collection Distribution to Payee (Not a Credit Balance)


The purpose of the Resolution of Over-Collection Distribution to Payee process is to recover money for the state where a recipient has been overpaid or where a person (or other entity) has been given credit for payments that were incorrectly credited or dishonored. The Resolution of Over-Collection Distribution to Payee process attempts recovery of support that was overpaid to a party.  


Key Activities


The key activities during the Resolution of Over-Collection Distribution to Payee process are:


· Negotiating a repayment agreement


· Monitoring the repayment agreement


Requirements Related to the Process


The following functional requirement applies to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Resolution of Over-Collection Distribution to Payee  (Not a Credit Balance)


			4.6.14 (#605)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Monitoring compliance of the repayment agreement.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine the optimal way to distinguish repayments of debt from payments for child support.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096936][bookmark: _Toc419374116][bookmark: _Toc424116875][bookmark: _Toc425525672]Change of Assignment


The purpose of the Change of Assignment process is to update the assignment of current support and arrears in response to a change in assistance information.  The system performs this process automatically. 


Key Activities


The key activities during the Change of Assignment process are:


· Receiving assignment dates and assistance amounts


· Updating the assigned arrears by adjusting arrears balances


· Updating the unreimbursed assistance balance


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Change of Assignment


			4.6.17








 


Reengineering Strategy for Process


The reengineering strategy for this process is to use automation to make a clearer visual link between the amount of assistance a family received and the calculation of the unreimbursed assistance balance.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			The system organizes a display of the assignment history and the total amount of cash assistance received each month alongside of the total amount of assigned arrears and the total amount of retained collections, and the combination of these amounts determines the unreimbursed assistance balance.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419096937][bookmark: _Toc419374117][bookmark: _Toc424116876][bookmark: _Toc425525673]Excess Unreimbursed Assistance (URA) Payments 


The purpose of the Excess Unreimbursed Assistance Payments process is to unassign assigned arrears that exceed the Unreimbursed Assistance (URA) amount for a case during periods of non-assistance. This process occurs when the system fails to unassign arrears or when retained support exceeds the total amount of assistance received.  Excess retained support must be distributed to the family.


In the As-Is process, Nevada had linked any transaction involving state retained support or state retained fees to the Excess Unreimbursed Assistance Payments process, including refunds of retained support or retained fees to the payor.  Refunds of retained support and retained fees are not unique types of refunds from a program-wide perspective, so they do not require a unique refund process. Therefore, the To-Be’s Refunds of Support process is the appropriate process to use for refunding retained support or retained fees to the payor, and the To-Be’s Excess Unreimbursed Assistance Payments process is reserved only for disbursing excess retained support to the custodian (Exception Request).


Key Activities


The key activities during the Excess Unreimbursed Assistance Payments process are:


· Identifying a case with excess retained collections


· Disbursing the excess retained collections to the custodian


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Excess Unreimbursed Assistance (URA) Payments


			4.6.10 (#577, #579)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process and reduce the number of roles required to approve disbursement of excess retained collections.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Providing an automated workflow for preparing and approving disbursements of excess retained support to the custodian.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing automated support for manual tasks.


· Removing unnecessary approvals before disbursing excess retained support to the custodian.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525674]Financial Research / Action / Correction / Update 


[bookmark: _Toc419374118][bookmark: _Toc424116877]The purpose of the Financial Research / Action / Correction / Update process is to conform the system’s financial record to source documentation.


Key Activities


The key activities during the Financial Research / Action / Correction / Update process are:


· Gathering the necessary information to perform the audit


· Updating the system with the information from source documentation


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Financial Research / Action / Correction / Update


			4.6.13, 4.6.15








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  The process was engineered to automate as many steps as possible in the process and provide a standard method to correct a case’s financial record on the system.


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc425525675]Reporting


This section presents an analysis of the To-Be business processes for the Reporting functional area. The business processes are:


1. Management and Compliance Reports


2. Self-Assessment Report


3. OCSE 157 Report


4. Accounting Management Reports


5. OCSE 34A Report


6. OCSE 396A Report


Business processes in the Reporting functional area serve four primary purposes:


· Ensuring that the child support program entities are accountable to their funding authorities for program results, collections, and expenditures


· Providing management information to the child support program staff to help them improve the program’s effectiveness in delivering services


· Providing customer service


· Facilitating program income management


[bookmark: _Toc425525676][bookmark: _Toc419181454][bookmark: _Toc419374120][bookmark: _Toc424116878]Management and Compliance Reports


The purpose of the Management and Compliance Reports process is to populate the data warehouse with data from nightly (after daily processing is completed) and monthly (taken after end-of-month processing is complete) extracts so that both “canned” and ad hoc reports may be run against the data.   Certain reports are run and distributed on a regular basis, and some reports are available to be run from a list within InfoView.  Power users have access to the database to run their own queries.  The reports are used for a variety of purposes, including verifying that the system is working correctly, identifying children not connected to a docket, and reviewing staff performance.


Key Activities


The key activities of the Management and Compliance Reports process are:


· Performing daily and monthly extracts that populate a data warehouse


· Running “canned” reports that are distributed to staff for a variety of purposes


· Verifying via these reports that the system is working correctly (e.g. checking and / or calculating certain money amounts, case counts, and breakdown of case management by volume)


· Making the data warehouse reporting capability accessible to management, power users and case workers to run their own reports to monitor widely different aspects of the data


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Management and Compliance Reports


			Functional:  4.7.8, 4.7.9, 4.7.10, 4.7.11, 4.7.12, 4.7.13, 


Technical:  5.13








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Distributing reports electronically and governing access and use by the system.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine which reports are run when and how often. 


· Question what expectations are there for real-time data, and how would it be facilitated—through the data warehouse or directly accessed from the system.


· Determine how reports can support case stratification and predictive analytics.


· Determine which reports should be accessible to the public and how to make them available to the public.


· Determine who gets “power user” designation and how the related licenses will be handled.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc425525677]Self-Assessment Report


The purpose of the Self-Assessment Report process is to facilitate Quality Control (QC) evaluations of casework by generating a table from which QC samples are drawn.  Once QC has a set of sample data, they begin the QC process by requesting all information associated with a selected sample case.  They conduct their QC review, reconcile their findings, possibly participate in mediation sessions, and finalize and distribute their self-assessment report.  


Key Activities


The key activities of the Self-Assessment Report process are:


· Selecting a statistically valid sample case or cases from a table generated by the system


· Sending sample(s) to the local office and requesting all documents associated with the sample(s) 


· Evaluating the case data against the self-assessment criteria


· Recording the findings 


· Turning the preliminary findings over to the local office manager


· Reconciling the findings, with the possible inclusion of mediation between QC and local office


· Calculating the self-assessment results


· Finalizing and distributing the report


· Entering the compiled results into the federal self-assessment reporting system


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Self-Assessment Report


			4.7.6








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process to improve its efficiency.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Preparing a list of sample cases.


· Enabling the QC worker to “drill down” into the list to see all pertinent information about the case when a case is chosen.





			Process Adaptation/Streamlining


			Process improvements include:


· Accessing online copies of the needed paperwork so that QC does not have to request it from the local office.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine whether the sample will be drawn from the system directly or from the data warehouse.


· Determine which system should house the self-assessment application.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419181455][bookmark: _Toc419374121][bookmark: _Toc424116879][bookmark: _Toc425525678]OCSE 157 Report


The OCSE 157 report is a federal report that captures information on program performance to be used in incentive calculations.


Key Activities


The key activities of the OCSE 157 Report process are:


· Running an extract at the end of the Federal Fiscal Year (FFY) for OCSE 157 reporting, and the extract is replicated into a data mart that is specifically created for the purpose of the OCSE 157


· Running queries to generate the preliminary OCSE 157 report.  More queries are run to generate the audit lines and the audit universe for the OCSE 157


· Obtaining data for the report from other sources, such as information from the Office of Vital Statistics and a count of full-time equivalent child support positions in Nevada


· Certifying the report for submission to OCSE electronically 


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			OCSE 157 Report


			Functional:  4.7.2, 4.7.4, 


Technical:  5.13








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the key steps are performed in order, automate as many steps as possible within the process, and remove all duplication of effort.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Providing an input screen for entering offline data into the system so that it is included in the extract for the data warehouse.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing automated support for performing manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Check whether OCSE can support having the data warehouse upload the 157 report data into the OLDC reporting application.


· Define archiving retention rules for the stored data sets.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419181456][bookmark: _Toc419374122][bookmark: _Toc424116880][bookmark: _Toc425525679]Accounting Management Reports


The purpose of the Accounting Management Reports process is to create reports used to facilitate reconciliation of the amounts in the system accounts versus in the reports.


Key Activities


The key activities of the Accounting Management Reports process are:


· Generating accounting management reports in the overnight process


· Reconciling amounts in CDS and the system to amounts in the report


· Archiving reports


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			Accounting Management Reports


			4.7.7








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Collecting, maintaining, massaging and presenting all data.


· Allowing corrections online, if needed, to remedy discrepancies.





			Process Adaptation/Streamlining


			Process improvements include:


· Presenting all the needed information online, and accepting any corrections online, as well.  This reduces the need for paper reporting and manual calculation.





			Standardization


			





			Improved Quality


			The accounting management report will run against a static data set so that information in the report can be replicated against the records in the source database.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Determine the best way to “freeze” and then report accounting data. If a batch extract is run and loaded to the data warehouse, then the data warehouse would contain “frozen” data.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419181457][bookmark: _Toc419374123][bookmark: _Toc424116881][bookmark: _Toc425525680]OCSE 34A Report


The OCSE 34A report is a federal report that captures information on the categories of distribution of child support collections made during the quarter.


Key Activities


The key activities of the OCSE 34A Report process are:


· Running extracts of system data to load into the data warehouse and into a specific OCSE 34A data mart.  The data warehouse can be used to track data for comparisons.  The OCSE 34A data extract includes the entire distribution, collection, and warrant files.  These static files are stored for the rest of the quarter


· Running the queries to obtain the OCSE 34A data for the report at the end of each quarter.  This information is being kept in a specific data mart 


· Entering the collection amounts into the OLDC web-enabled reporting system


· Submitting the initial report for the year to OCSE


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			OCSE 34A Report


			Functional:  4.7.1, 4.7.4, 


Technical:  5.13








 


Reengineering Strategy for Process


The reengineering strategy for this process is to automate as many steps as possible within the process.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Providing an input screen for entering offline data into the system so that it is included in the extract for the data warehouse.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing automated support for performing manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Check whether OCSE can support having the data warehouse upload the OCSE 34A report data into the OLDC reporting application.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None  


[bookmark: _Toc419181458][bookmark: _Toc419374124][bookmark: _Toc424116882][bookmark: _Toc425525681]OCSE 396A Report


The purpose of the OCSE 396A Report process is to create a correct and auditable OCSE 396A report to be submitted and accepted by OCSE.


Key Activities


The key activities of the OCSE 396A Report process are:


· Entering preliminary expenditure data into the report (using the DAWN system)


· Gathering more information (a fees report from SCaDU and a number of new cases, hence applications fees, from the system)


· Gathering and verifying data from other sources that were forwarded to the reporting unit


· Preparing work papers to document the data that will appear on the finalized OCSE 396A report


· Creating the actual report and obtaining approval signatures


· Submitting the report to OCSE electronically and reworking until approved by OCSE


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier








			OCSE 396A Report


			Functional:  4.7.3, 4.7.4, 


Technical:  5.13








 


Reengineering Strategy for Process


The reengineering strategy for this process is to ensure the key steps are performed in order, automate as many steps as possible within the process, and remove all duplication of effort.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Coordinating data extracts with State’s DAWN system to accurately capture and report IV-D expenditures.





			Process Adaptation/Streamlining


			Process improvements include:


· Providing automated support for performing manual tasks.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Explore streamlining the counties’ reporting of expenditures and linking their expenditure reporting to the To-Be process for the 396A report.


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Work with OCSE to improve timeliness for the reporting of federal fees.  Determine if the fees could be lagged for three months on the expenditure report to eliminate the concern of the delay. 


[bookmark: _Toc425525682]Customer Service


This section presents an analysis of the To-Be business processes for the Customer Service functional area. The business processes are:


1. Interactive Voice Response (IVR) System


2. Web Customer Service – Parent / Guardian 


3. Web Customer Service – Employer 


4. Web Customer Service – Child Support Professional (NV)


5. Web Customer Service – Child Support Professional (non-NV)


6. Mail / Fax


7. Call Center Calls


8. Payment History for Customer


The purpose of the Customer Service functional area is to develop quality relationships with child support customers (noncustodial parents, custodians, employers, etc.).  Customer Service is performed across the child support program, with a few units and staff who focus primarily on executing the Customer Service processes.


The following sections describe the To-Be configurations of the business processes within the Customer Service functional area.


[bookmark: _Toc419182046][bookmark: _Toc419374126][bookmark: _Toc423513825][bookmark: _Toc425525683]Interactive Voice Response (IVR) System


[bookmark: _Toc419182049][bookmark: _Toc419374129]The purpose of the Interactive Voice Response (IVR) System process is to provide information to callers, provide an electronic method for the noncustodial parent or employers to make payments and direct them to other numbers or websites as appropriate.


Key Activities


The key activities during the Interactive Voice Response (IVR) System process are:


· Navigating the menus to find the information needed


· Providing information to the caller, after verification if case specific information has been requested


· Accepting payments


· Transferring caller to a Customer Service Representative as needed


· Responding to the caller


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Interactive Voice Response (IVR) System


			Functional:  4.8.1, 


Technical:  100








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Allowing callers to make a payment over the phone using credit or debit cards for no charge and without involving child support staff. 


· Producing documents requested by the caller by interfacing with the document generation system.


· Providing a way for callers to leave updated information for the workers.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Ensuring the shortest wait times for callers.  With all calls being funneled into one call center (for the state), there is the possibility for long hold times.  One option to reduce average hold times is to allow callers the option of leaving contact information for a call back.  The state call center does inform the caller of the expected wait time and provides a call back option so that the caller does not have to wait on hold.


· Ensure callers are directed to a centralized call center first.  Currently, customers call counties to bypass state call center and long hold times.  


[bookmark: _Toc423513826][bookmark: _Toc425525684]Web Customer Service – Parent / Guardian 


[bookmark: _Toc419182051][bookmark: _Toc419374131]The purpose of the Web Customer Service – Parent / Guardian process is to provide information to parents or guardians and provide a method for the noncustodial parent to make payments online.   


Key Activities


The key activities during the Web Customer Service – Parent / Guardian process are:


· Being available for the public and parents / guardians to access the website


· Navigating the website to find necessary information


· Providing general information that is available


· Accepting payments


· Allowing the visitor to leave contact information for a response


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Web Customer Service – Parent  / Guardian


			Functional:  4.8.2, 


Technical:  101








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Allowing customers to complete and submit applications online.


· Allowing customers to make a payment online using credit or debit cards free of charge. 


· Providing case specific information to the customer after they have provided the correct authentication.


· Generating documents requested by the customer either to view online or email to the customer.


· Allowing customers to update information online.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513827][bookmark: _Toc425525685]Web Customer Service – Employer


[bookmark: _Toc419182052][bookmark: _Toc419374132]The purpose of the Web Customer Service - Employer process is to provide general information for the employer, provide numbers for the employer to call, and provide links for the employer to make payments or visit the Employer Web Service site. 


Key Activities


The key activities during the Web Customer Service - Employer process are:


· Being available to access information


· Navigating the website to find necessary information (including numbers to call)


· Providing general information that is available (including links to other websites as appropriate)


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Web Customer Service – Employer


			Functional:  4.8.4, 


Technical:  101








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to improve the quality of process outputs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			The full Employer Web Services (EWS) capabilities were added into this flow.  The employers can register, sign-in, view and respond to notices.  The ability to report new hires online was added to allow the employers a “one-stop” place to go to fulfill their requirements for child support.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· Discuss new hire reporting with the Department of Employment, Training and Rehabilitation (DETR) to allow employers to report new hires through the EWS website.  This would require capturing, uploading and forwarding the new hire data to DETR, but allowing the employers to report on the EWS website to do all their reporting in one place.


· Determine if the $2.00 fee could be combined as one transaction and then separated by the system.  


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513828][bookmark: _Toc425525686]Web Customer Service – Child Support Professional (NV)


[bookmark: _Toc419182053][bookmark: _Toc419374133]The purpose of the Web Customer Service – Child Support Professional process is to provide information to other Child Support Professionals within Nevada.


Key Activities


The key activities during the Web Customer Service – Child Support Professional process are:


· Navigating the website to find necessary information


· Providing general information that is available


· Allowing workers to get reports from the secure portal


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Web Customer Service – Child Support Professional


			Functional:  4.8.2, 


Technical:  101








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			A community forum access step was added to the website.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513829][bookmark: _Toc425525687]Web Customer Service – Child Support Professional (non-NV)


The purpose of the Web Customer Service – Child Support Professional process is to provide information to other Child Support Professionals that are not in Nevada. 


Key Activities


The key activities during the Web Customer Service – Child Support Professional process are:


· Navigating the website to find necessary information


· Providing general information that is available


· Allowing workers to get reports from the secure portal


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Web Customer Service – Child Support Professional


			Functional:  4.8.2, 


Technical: 101








 


Reengineering Strategy for Process


This process was not included as part of the As-Is assessment.  The process was engineered to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


Not Applicable


Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513830][bookmark: _Toc425525688]Mail / Fax


[bookmark: _Toc419182054][bookmark: _Toc419374134]The purpose of the Mail / Fax process is to distribute the mail / fax documents that are received.  There are centralized mail locations in Clark County, Reno PAO, Washoe County, Elko DA, Elko PAO, Humboldt County, Lyon County, and NIIO.  The state has a centralized mailing address from which mail is rerouted. 


Key Activities


The key activities during the Mail / Fax process are:


· Receiving mail / faxes that come to the office whether through the US Postal Service or hand delivered by customers


· Sorting the mail / faxes to ensure appropriate delivery


· Scanning the mail / faxes into the imaging system


· Distributing the mail / faxes to the appropriate worker / unit


Requirements Related to the Process


The following functional and technical requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Mail / Fax


			Functional:  4.8.6, 


Technical:  5.12








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize document identifiers on the returned mail that can feed into the system’s automated workflow.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			





			Process Adaptation/Streamlining


			Process improvements include:


· Scanning mail when it comes in to allow utilization of workflow to distribute / route the items appropriately.





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None


[bookmark: _Toc423513831][bookmark: _Toc425525689]Call Center Calls


[bookmark: _Toc419182055][bookmark: _Toc419374135]The purpose of the Call Center Calls process is to receive calls from Employers and / or Customers and respond to those calls.  There are two processes within this process; one for the employers and one for other customers. 


Key Activities


The key activities during the Call Center Calls process are:


· Answering the call from the customer / employer


· Providing forms and information being requested


· Updating information provided during the contact or sending the information to workers who can do the updating


· Resolving calls


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document. All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Call Center Calls


			4.8.5








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Ensuring the IVR system and website have information necessary to assist the callers / visitors.  These systems should be able to handle most of the contacts with only a few going through to the Call Center.  





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			The Call Center has workers to handle elevated calls so the callers can get their questions answered by calling the number once.  The Call Center Customer Service Representatives (CSR) also have update capability in the system to record information callers provide.











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· Consider options for ensuring the Call Center is staffed appropriately with trained, qualified staff.  A new generation of workers is entering the workforce.   This generation is not the long-term workers of previous generations.  While training would need to be addressed, there is an opportunity for Nevada to be more proactive and accept this new generation of workers, instead of being reactive and forcing the new personalities into the old style of working.  Another option could be to outsource the Call Center.


[bookmark: _Toc423513832][bookmark: _Toc425525690]Payment History for Customer


The purpose of the Payment History for Customer process is to provide a history of all the payments made and the balances due.  This history is provided upon request. 


Key Activities


The key activities during the Payment History for Customer process are:


· Receiving the request for a payment history


· Providing payment history information


Requirements Related to the Process


The following functional requirements apply to this business process.  The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix A of this document.  All of the requirements within a family of requirements apply to the business process unless other noted by a specific requirement number within parentheses.


			Business Process


			Associated Requirement Identifier





			Payment History for Customer


			4.8.2(#693, #695)








 


Reengineering Strategy for Process


The reengineering strategy for this process is to utilize modern technology to interface with the new system in order to respond to customer inquiries and needs.


Differences Between As-Is and To-Be Models


The following table documents the differences between this process’s As-Is and To-Be models.


			Improvement Category


			Description of Improvement





			Automation


			Automation improvements include the System:


· Having all the information necessary to produce and generate the payment history.


· Allowing customers to submit requests for a payment history through the website and the IVR system.





			Process Adaptation/Streamlining


			





			Standardization


			





			Improved Quality


			











Parking Lot Items and Open Issues


In order to leverage the improvements in the To-Be process fully, the following parking lot items need to be addressed before or during the design of the System:


· None


In order to leverage the improvements in the To-Be process fully, the following open issues need to be resolved before or during the design of the System:


· None






[bookmark: _Ref424817186][bookmark: _Toc425525691]Vision for the Future “Big Picture”


The purpose of a business process reengineering (BPR) project is to produce dramatic changes in the way an organization structures its business processes, aligning them into a seamless whole.  Not surprisingly, dramatic changes in business processes, coupled with dramatic change in the technology supporting the reengineered business processes, produce concerns and unsettled feelings in many of the staff who will be affected by the changes.  Therefore, it is critical for an organization to be prepared to help its staff adapt to—and even embrace—the changes. 


As planning for Nevada’s new child support system progresses, more and more Nevada child support staff are likely to feel unsettled as they envision potential negative effects from these changes on their future jobs.  In response, the Nevada child support program’s managers should help these staff positively envision their continued role in the To-Be “Big Picture” that Nevada envisions.


The communication that is needed to connect staff to the future “Big Picture” requires a thoughtful, proactive change management strategy before the start of the system implementation project.  Without a timely change management strategy, Nevada management will struggle to allay staffs’ concerns, which in turn likely means Nevada will miss many of the critical planning and preparation opportunities to enhance the effectiveness and quality of child support services provided through the new system.  The next section describes these planning and preparation opportunities and what Nevada can do to pursue them after the BPR project ends.


[bookmark: _Toc425525692]Critical Planning and Preparation to Enhance Effectiveness of New System


The following sections address critical planning and preparation MAXIMUS is recommending for Nevada to consider and pursue after the BPR project to enhance the effectiveness of the new system.  


[bookmark: _Toc425525693]Coordinate the Assignment of Staffs’ To-Be Roles and Responsibilities in all Offices


[bookmark: OLE_LINK3][bookmark: OLE_LINK6]A fundamental principle of business process reengineering is that an organization exists to serve its customers.  Therefore, it should maximize the effort it puts into serving its customers through the core processes and minimize the effort the organization puts towards serving its own needs through non-core processes.  In Nevada, the limitations of the current system have required staff to put significant effort into organizing their work to move cases to the next required action, executing the non-core processes, and rechecking the work produced by the system.  Over the years, the need to overcome these limitations has defined the roles and responsibilities for many staff in the local Child Support Enforcement Program (CSEP) and District Attorney (DA) offices.  Through the BPR, Nevada has taken steps to restructure business processes to align steps in the processes with the roles performing the steps.  The next step in maximizing the benefits derived from the new system is to ensure Nevada’s managers assign the To-Be roles and responsibilities to case management staff as intended by the To-Be processes.  In aligning roles and responsibilities with staff positions, Nevada’s managers may discover that in order to achieve program-wide consistency, they will have to update their staffs’ job descriptions.


[bookmark: _Toc425525694]Continue Expanding Coordination of Services to a Customer


Another fundamental principle of business process reengineering is to view a customer holistically so that an organization is efficient in using its time and the customer’s time to coordinate responses to multiple issues in one setting rather than responding to the issues individually on separate occasions.  The program’s history has been for counties to focus on providing child support services to citizens within its borders.  However, the citizens of the state are mobile and easily move across geographic borders, which has led to many individuals being a party to child support cases in multiple offices.  The tendency in the offices has been to treat a case as “its case” and manage “its case” independently of a party’s cases in other offices.  Through the BPR, Nevada has taken steps to restructure business processes in order to coordinate services the program provides to a customer’s cases in multiple offices.  The next step in coordinating services to the customer is to identify and pursue opportunities to restructure additional business processes in order to coordinate responses to customer’s issues.  In pursuing these opportunities, Nevada’s managers may encounter operational preferences of local CSEP and DA offices and the discretion of their attorneys that discourage pursuing these opportunities.  In response, Nevada’s managers should open a dialogue with the local CSEP and DA offices and attorneys to improve the coordination the program can offer to a customer.


[bookmark: _Toc425525695]Increase Program-Wide Equitable Treatment of Customers


It is also a fundamental principle of business process reengineering to ensure all parts of an organization use the same set of business processes and to restructure the organization to align with the business processes.  Taking these measures ensures more equitable treatment of customers without regards to a customer’s location in the state.  Historically, DA offices have tended to operate autonomously, developing unique business processes to suit the needs and demands of unique local factors.  Local factors have included judicial district court rules, an attorney’s interpretation of a state law or rule, and a local office’s operational preferences. 


Given that many of the child support program’s customers may be interacting with more than one office, customers typically have had to adapt to variations in the program depending on the office working a given case.  Through the BPR, Nevada has taken steps to provide more consistent service levels around the state.  The next step in increasing program-wide equitable treatment of customers is to identify and pursue opportunities to address additional inequities.  In pursuing these opportunities, Nevada’s managers may encounter operational preferences of local offices and the discretion of their attorneys that discourage pursuing these opportunities.  In response, Nevada’s managers should open a dialogue with the local CSEP and DA offices and attorneys to improve equitable treatment of customers throughout the state.


[bookmark: _Toc425525696]Reallocate IV-D Caseload among Child Support Offices


A norm in the national child support program proven over time is that the typical non-public assistance case with both parties living within a state’s borders is comparatively easier to produce desired results in establishment and enforcement than the typical public assistance case or the typical intergovernmental initiating case.[footnoteRef:6]  From a program-wide perspective, this norm has proven true in Nevada as well when viewing program-wide performance measures segmented by type of case, as seen in the following table.  For perspective, the table also provides the national data for the same measures.  [6:  The factors contributing to this constant is that:  1) the non-public assistance caseload typically has a higher rate of dissolution of marriage orders (with paternity resolved and the support amount determined) obtained through the private bar and 2) the economic circumstances of the typical noncustodial parent on a non-public assistance case are more stable than the typical noncustodial parent on a public assistance case.  A case that comes to the IV‑D program with the paternity of the children resolved, a periodic support amount determined, and economic stability for the noncustodial parent is a simpler case to work than a case without these characteristics.  Similarly, cases where both parties are subject to the same state jurisdiction are easier to manage than coordinating case management activities with an out-of-state jurisdiction.] 



			FFY 2014 Nevada
Program-wide Incentive Measure


			Public Assistance Cases


			Non-Public Assistance Cases


			Difference





			Support Order Percentage


			78.8%


			91.2%


			12.6%





			Current Support Collection Percentage


			44.2%


			65.2%


			21.0%





			FFY 2014 National
Program-wide Incentive Measure


			Public Assistance Cases


			Non-Public Assistance Cases


			Difference





			Support Order Percentage


			84.5%


			85.0%


			0.5%





			Current Support Collection Percentage


			52.4%


			70.9%


			18.5%











The reason for presenting this observation is to suggest caseload composition is a factor affecting an office’s overall performance. 


The following table provides details on the percent of Non-Public Assistance (NPA) cases by office and how DA offices and the CSEP have allocated their staffing resources with respect to the number of cases assigned to them as of the end of April 2015.  In addition to the counts of cases and staff, the table also includes the ratios of IV‑D cases to FTEs by office to measure the intensiveness of an office’s staffing resources (i.e., all IV-D staff working in an office including attorneys) relative to the size of its caseload.[footnoteRef:7] [7:  While some jurisdictions use “case manager” for the denominator of a case per worker ratio, MAXIMUS is using the measure of IV-D cases per FTE for each office because FTE counts are more readily available than “case manager” counts. ] 



			Office
(April 2015 Data)


			Percent of NPA Cases


			Total Cases 


			Full-Time Equivalent Staff


			Total Cases per FTE





			Churchill County District Attorney


			100.0%


			 629 


			9


			69.9





			Clark County District Attorney


			54.4%


			 54,035 


			240


			225.1





			Douglas County District Attorney


			99.2%


			 622 


			4.25


			146.4





			Elko County District Attorney


			100.0%


			 1,744 


			8


			218.0





			Humboldt County District Attorney


			70.4%


			 1,039 


			5.25


			197.9





			Lyon County District Attorney


			99.2%


			 1,184 


			5.25


			225.5





			Mineral County District Attorney


			47.0%


			 402 


			2


			201.0





			Nye County District Attorney


			46.7%


			 1,617 


			5


			323.4





			Pershing County District Attorney


			56.6%


			 267 


			3


			89.0





			Washoe County District Attorney


			99.5%


			 7,150 


			39


			183.3





			Reno Program Area Office (PAO)


			15.3%


			 9,815 


			51


			192.5





			Elko Program Area Office (PAO)


			32.1%


			 871 


			7


			124.4





			Program-wide for Offices with mix of PA and NPA Cases (excluding NIIO)


			


			68,046


			313.25


			217.2





			Program-wide for Offices with Few if Any PA Cases*


			


			11,329


			65.5


			173.0





			Nevada Intergovernmental Initiating Office (NIIO)


			38.2%


			 16,467 


			21


			784.1





			National Average (FFY 2014)


			46.3%


			15,123,628


			53,645


			281.9








* “Office with Few if Any PA Cases” is defined as an office with a percentage of NPA cases greater than 95%.





This information is presented as the basis for the MAXIMUS conclusion Nevada may be over-allocating staff resources to its NPA caseload and under-allocating staff resources to its Public Assistance (PA) caseload.  If the premises are true that PA cases are more challenging to manage than NPA cases and that more staff working a caseload produces more results, they beg the question of why the combined cases per FTE ratio for the offices with a mix of PA and NPA cases is so much higher than the combined ratio for the offices that have few if any PA cases. With this thought in mind, MAXIMUS believes Nevada’s managers should seek to determine the proper balance of caseload assignments to its staff resources in order to achieve optimal performance for both its PA and NPA caseloads. The options for addressing this concern are varied, including: 


· Moving a portion of the PA caseload to offices that serve few if any PA cases currently.


· Relocating NPA cases to offices that currently serve a mix of PA and NPA cases.


· Centralizing certain establishment and enforcement functions in an office that would serve qualifying cases from around Nevada.  Although the specialized office performs the centralized functions, the local CSEP or DA office continues its ownership even though it referred the case to the offices specializing in those functions.  


[bookmark: _Toc425525697]Align Counties’ Contracted Performance Expectations with Program-Wide Performance Goals


A hallmark of business process reengineering is to seek dramatic improvement in performance, and the substantial effort that the Nevada child support program has put into this BPR project demonstrates the steps that have been taken already to dramatically improve performance.  The primary indicators of a state’s child support program performance are the federal incentive measures.  


Nevada has made impressive gains in its program performance since 2005. The following table shows the significant improvement Nevada has achieved.


			Incentive Indicators


			FFY 2005


			FFY 2014





			


			Nevada


			National Average


			Nevada


			National Average





			IV-D PEP 


			65.7%


			87.4%


			116.5%


			93.1%





			 National Ranking


			48


			 


			3


			 





			% of Cases with an Order


			62.4%


			75.9%


			85.4%


			84.8%





			National Ranking


			45


			 


			29


			 





			% of Current Support Paid


			45.7%


			59.9%


			59.5%


			64.3%





			National Ranking


			51


			 


			35


			 





			% of Cases Paying on Arrears


			49.6%


			60.0%


			60.1%


			62.9%





			National Ranking


			49


			 


			34


			 





			CSPIA Cost Effectiveness


			 $2.98 


			 $4.58 


			 $4.00 


			 $5.22 





			National Ranking


			46


			 


			41


			 











In considering Nevada’s national rankings for the five federal incentive measures for federal fiscal year 2014, Nevada still has significant opportunities to continue its performance gains, particularly with the cost-effectiveness and collection measures. Its lowest ranking is for the cost-effectiveness ratio (IV-D collections divided by IV-D expenditures).  For this measure, Nevada ranks 41st out of 51 states and the District of Columbia.  Moreover, Nevada’s performance in the current support collection percentage and collections on arrearage cases percentage also lag behind the national medians for these measures.  Roughly, Nevada is at the top of the bottom third of states for these two measures.  The interpretation MAXIMUS gives to this data is that Nevada’s program is not efficient in producing results proportionate to its investments in the program.  Granted, the current system and business processes are responsible for some of the inefficiency, but to optimize performance in the future, Nevada will need to change the basis it uses to set performance expectations for local CSEP and DA offices given the resources they invest in their caseloads.  


Currently, DWSS-CSEP Administration contracts the bulk of the program-wide caseload to the DA offices in the counties, and the contracts contain performance expectations in addition to the terms for compensation.  To reach performance goals as quickly as possible, it will be critical for Nevada to align caseload compositions and contracted performance expectations with counties’ resource allocations.  In other words, the next time DWSS-CSEP Administration renegotiates performance expectations with a county, it should take the county’s unique caseload composition and staffing level into consideration.  In this sense the performance expectations in the contracts should prompt each county to work for the greater good of the program.


Similarly, DWSS-CSEP Administration should set performance expectations for its own local CSEP offices based on caseload composition and staffing levels.  DWSS-CSEP Administration should formalize these performance expectations.


The options for addressing this concern are varied, but all involve revising the formula that allocates child support incentives to the local CSEP and DA offices. For instance, incentives could be allocated based on:


· An office’s annual rate of performance improvement rather than overall performance level.


· Setting a sliding scale for measuring the performance levels based on an office’s ratio of PA to NPA caseload rather than measuring all offices against the scale.


· Guaranteeing a base level of incentives for an office with the opportunity to earn bonus incentives upon meeting performance expectations.


[bookmark: _Toc425525698]MAXIMUS Recommendations for Re-envisioning the “Big Picture”


As MAXIMUS staff facilitated the To-Be sessions, they observed that groups sometimes decided that one of the exceptions to the rule or recommendation (see Section 3.2.2) applied to a business process even though application of the rule or recommendation without the exception would have enabled Nevada to pursue an opportunity benefitting the program as a whole.  In reflecting on the groups’ justifications for the exceptions, MAXIMUS identified apparent organizational barriers that seemed to impede the participants consideration of pursuing the opportunities.  With these observations in mind, MAXIMUS is making the following recommendations to overcome these organizational barriers. 


1. Because all of the recommendations in this report involve organizational change, MAXIMUS believes managing organizational change is critical to moving forward with the recommendations.  Nevada should be proactive in managing the organizational change that is required to overcome barriers to these recommendations and obtain assistance where needed to form and execute an organizational change management plan.  


2. Nevada should pursue policy and process opportunities to increase the overall amount of incentives Nevada earns.


3. Nevada should revisit the formula it uses to allocate incentives to the state and district attorney office and allocate incentives to entities producing shared value for the program even if they are not working a caseload.


4. Nevada should revisit all of the exceptions to standardization of the To-Be processes and look for opportunities to limit local variations and define standards.  By limiting exceptions to the rules, greater standardization can be built into the business processes.  Many exceptions were due to “attorney discretion”.  When revisiting these exceptions, they should be limited to only those items where an attorney, with full knowledge and appreciation of the potential for the reengineered process, directly states a local practice standard would not permit standardization. 


5. As the administrative IV-D agency in Nevada, DWSS-CSEP Administration is the final authority for setting program-wide policies and interpreting policy.  In this role, DWSS-CSEP Administration should seek input from its partners to set standards for service levels and program-wide equity and then implement these standards through contract vehicles.


6. As the administrative IV-D agency in Nevada, DWSS-CSEP Administration should judiciously exercise its “final arbiter” status to set one standard workflow (no variants) for each process that will be built into the new system.  The DWSS-CSEP Administration’s decisions should select the standard workflow that best supports the office (or offices) that drives the program’s overall performance the most.  Even so, the child support program should allow offices’ to create alternate workflows and extensions to the workflows, potentially including manual or “offline” steps, to support their local variation if they choose not to follow the program-wide standard in the system.


7. As the administrative IV-D agency in Nevada, DWSS-CSEP Administration is accountable for the program-wide results of the program, even the results produced by district attorney offices.  Given that DWSS-CSEP Administration’s relationships with the district attorney offices are governed by contracts, DWSS-CSEP Administration should leverage contract renewals with the district attorneys to seek to determine the proper balance of caseload assignments to its staff resources in order to achieve optimal performance for both its PA and NPA caseloads.  This would result in better alignment between contract performance and compensation standards and achieving the Nevada child support program’s strategic goals.  


8. DWSS Administration and DWSS-CSEP Administration should clearly define the value of the services (i.e., policy development, centralized operations, information technology and services, etc.) it provides to the local child support offices and seek fiscal support, both from the State of Nevada and from IV-D incentives, appropriate to the value of the services provided.  DWSS Administration and DWSS-CSEP Administration should in turn enhance the value of the services it provides to the program as a whole.


9. DWSS Administration and DWSS-CSEP Administration should clearly define what their program interests are and continue to initiate dialogues with program partners.  Through these dialogues, DWSS Administration and DWSS-CSEP Administration communicate their own program interests to the partners and gain a better appreciation for the partners’ interests.  The two-stage goal of the continued dialogue is to: a) identify interests common to all parties and gain program-wide consensus on and support for the common interests, and b) build a network of advocates, both internal and external to the Nevada child support program, that speak with a unified voice in support of the common interests. DWSS Administration and DWSS-CSEP Administration should set the example in words and actions as strong advocates for the common interests.


10. Nevada should incorporate the common interests into the child support strategic plan, updating program-wide goals and developing strategies and tactics that involve the commitment of all program partners working towards the goals.


By acting on these recommendations, the Nevada child support program would be able to pursue the additional opportunities described in Section 5.1, thereby enhancing the investments Nevada is making in the BPR project now and will be making in the new system later.






[bookmark: _Toc425525699]Summary


[bookmark: _Toc419374137]The quality of the work and the level of engagement of Nevada’s participants in the To-Be interview sessions were exemplary throughout the business process reengineering project.  Their forethought on how to reengineer the child support program’s business processes has provided Nevada with a solid understanding of the opportunities available to transform the child support program’s delivery of services from an organizational standpoint and from the case level.  Their work also led to the identification of recommendations and open issues that the child support program would need to address either before or during the design and development phase of the new system project.  The lists of recommendations, early implementation opportunities, and open issues will be valuable resources for the child support program to begin effecting change immediately and to lay a solid foundation for the adoption of a new system. Appendix C contains a compilation of the open issues from all processes and all functional areas.


A BPR project necessarily focuses on reengineering processes but also tends to bring to the surface other organizational issues that deserve recognition.  The following sections summarize conclusions coming out of the To-Be phase that were not directly tied to the business processes.


[bookmark: _Toc425525700]New Information Learned by Participating in the To-Be Sessions


Whenever people in an organization participate in a forum that allows and encourages them to exchange information, ideas, and perspectives, inevitably many of the participants take home what they learned and apply it to their daily routine.  This observation has held true for Nevada, as evidenced by the lessons learned in the following list:


· Some offices need better access to computer applications like Compass and Ledgers.  (This item became an action item for DWSS-CSEP Administration.)


· Humboldt County does not have good access to Compass and gets kicked out of Ledgers.  (This item became an action item for DWSS-CSEP Administration.)


· Some participants learned that Nevada staff can access other states’ websites (in addition to QUICK) in order to find information about intergovernmental cases.  (Some states offer “guest passes” for out-of-state workers, allowing them view-only access to a limited number of their systems’ screens.)


· The BPR project’s emphasis on participants needing to come to interview sessions prepared for the discussion has shown that, difficult as it can be to make time available, the preparation multiplies the value of the results produced in the sessions.  While it is difficult, it is possible to set aside time from a work schedule to prepare and this approach to preparation and planning needs to continue as Nevada proceeds with its preparations for the new system.


· Throughout the sessions, participants came to recognize and appreciate that all offices, regardless of size, have best practices from which others can learn.


[bookmark: _Toc425525701]Early Benefits of Business Process Reengineering Project


Although the bulk of the anticipated return on the child support program’s investment in the BPR project will be realized after implementing the new system, some benefits from the project have already begun to accrue to Nevada. These early benefits include:


· The BPR meetings have been an opportunity for staff to make personal connections with colleagues in other offices.


· Similarly, the BPR meetings have given staff an opportunity to reconnect and make connections with other counties.  These connections facilitate asking for help from other counties when they have common or similar issues.


· SCaDU’s managers came to realize opportunities it could pursue now to improve the way it handles exception requests from local CSEP and DA offices, affidavits for lost / stolen warrants, and other types of interactions.  In addition, SCaDU’s managers gave a higher priority to improving its coordination with the State Treasurer on the escheatment process.


· The BPR sessions have been a way to open and broaden lines of communication between offices and between CSEP and district attorney staff.


· The BPR sessions have been a way to share best practices between offices and to learn of best practices other states are using.


· The BPR sessions enabled the participants, many of whom are directly managing caseloads or directly supervising the staff managing the caseloads, to recognize all offices have similar jobs that perform similar kinds of tasks.  They appreciated these similarities even though they understood offices needed to accommodate differences in court practices.


· With participants recognizing similarities in offices, they also came to respect the differences other offices needed to accommodate.


[bookmark: _Toc425525702]Participants’ Outlook on the Future 


At the end of the first To-Be session, MAXIMUS brought all participants together in a joint meeting to reflect on their outlook on the Nevada child support program’s future.  The participants in the interview sessions recognized that they have collectively, and Nevada has in general, put substantial effort into planning for a new system.  The participants spoke of their growing excitement about the opportunities lying ahead for the program and about their use of the new system.  The participants expressed a desire to continue the planning efforts to enable Nevada to better help the state’s most vulnerable families.


At the same time, the participants recognized that pursuing the opportunities lying ahead would lead to changes within the organization.  For instance, the new system’s technology almost certainly will affect all current jobs and roles.  They also acknowledged that changes could be unsettling for people who are proficient and comfortable with their current jobs and roles, perhaps causing them to resist the change.


In anticipating potential resistance, the participants favored recasting the coming changes as a cause to be excited about the future rather than to be unsettled about the future.  They recognized that the work the Nevada child support program must accomplish is not going away, it is simply changing, and the program will continue to need talented people.  Another cause for excitement is that the jobs with the future system will focus on performing high-value tasks rather than the more mundane tasks staff must perform on the NV CSE System currently.  In a sense, the excitement is based on the vision of the system working for staff and the staff working for the customer rather than staff working for the system. 


Finally, the participants concluded going through a change process has positives for staff.  Staff learn new information, ideas, and perspectives.  Thinking of the future causes people to be creative and think “outside the box”.  Finally, staffs’ participation in the change process allows them to be a part of shaping opportunities for their futures.


In summary, the participants recognized the criticality of the work they have performed to date for the BPR project, and they want to continue preparing for a new system in the future.  In addition, participants recognized the change in technology would mean changes in jobs and roles for staff, and they empathized with the concerns some staff may feel about the dramatic changes in business processes and technology.  However, the participants were able to appreciate the excitement and the possibilities a new future would offer the staff, and they encourage their colleagues to focus on the exciting opportunities lying before them.


[bookmark: _Ref425525440][bookmark: _Ref425525441][bookmark: _Ref425525442][bookmark: _Ref425525443][bookmark: _Toc425525703]Recommended Next Steps


During the joint meeting, the participants identified challenges they foresee slowing down and even halting the work for continuing to plan for the new system.  The list of challenges includes:


· Sustaining the momentum to continue planning for the system


· Providing the resources to do the system planning work


· Maintaining the system planning work as a management priority


· Reaching consensus on modifying To-Be processes


· Balancing needs for generic program-wide forms and for forms specific to a local judicial district


· Securing funding for system implementation project


· Finding and defining the best system implementation alternative (i.e., build from scratch, transfer, modernize the NV CSE System) 


Logically, Nevada’s next steps should plan for addressing or otherwise mitigating these challenges.  Moreover, specifying next steps is in keeping with the participants’ sentiments that planning work for the new system should continue.  Therefore, MAXIMUS has compiled a list of recommended next steps (from both Nevada and MAXIMUS) that emerged during the course of the To-Be sessions.  The following list enumerates the next steps:


1. Secure state, county, and vendor staffing resources to lead and perform planning tasks:


a. Project Management


b. Change Management


c. Tasks involving individual next steps (including facilitation of workgroups)


2. Keep the system planning at the forefront of management:


a. Include in the annual update to the strategic plan


b. Update everyone during the quarterly meetings


c. Continue to involve management


d. Inform management of resource utilizations


3. Form workgroups and give them charters to work in the following areas:


a. Predictive analytics / case stratification strategy


b. Review and redesign of Forms templates


c. Data Reporting


d. Imaging Issues


e. Role of Attorneys


f. Definitions of data structures (begin to explore / define the relationships between data elements for the new system’s database to support To-Be processes)


g. Definitions of business rules (begin to explore / define the business rules required to support the To-Be processes)


4. Send Nevada child support staff regular communications to update them on the progress of system planning and system implementation activities.


5. Follow up on the groups’ policy recommendations; review and revise as needed to support reengineering.


6. Follow up on the groups’ recommendations and explore what would be needed to implement the recommendations for centralization or decentralization.


7. Follow up on the group’s recommendations and explore what would be needed to implement recommendations for holistic treatment of all of an NCP’s enforcement cases, including system and data architecture required to support this.


8. Complete the federal Feasibility Study.


9. Complete the Implementation Advance Planning Document to obtain federal funding for the system development project; continue to pursue state funding from the Legislature for the system development project.


10. Complete the Request for Proposals for the system implementation contractor.


11. Continue to prepare for assignments for the BPR project and future projects. 


12. Continue to review the results from project activities.


13. Begin assessment of the readiness of systems and technology that are ancillary to the new system (e.g., IVR system, website).


14. Keep the As-Is and To-Be results up to date as the current environment changes or as the anticipated future environment changes after the completion of the As-Is and To-Be phases of the BPR project.


[bookmark: _Toc425525704]Business Process Reengineering and Change Management


With the business process reengineering project and plans for a new system, some of the child support program’s current work assignments may be reduced or made obsolete.  However, these same changes create opportunities for new work assignments.  MAXIMUS’ experience with other states that have implemented new child support systems using reengineered processes, is that the staff have had just as much, if not more, work to perform.  With the system automating many manual tasks, staff can redirect their efforts toward other manual tasks that may have previously been given a lower priority but are still beneficial to the customer or to the child support program staff.  Also, MAXIMUS’ experience with other states is that new systems create new types of jobs for staff, such as analyzing report data and business intelligence results and applying the lessons learned to implement program enhancements.


Moreover, as a boost to the child support program’s performance in the incentive measures, Nevada can increase the application of staff resources toward the activities that help Nevada’s families, as a result of, and a complement to, the implementation of the new system.


As is true with any type of change, the impact of disruptions to ongoing operations and staff morale will be minimized by carefully planning, communicating, sequencing, and, where appropriate, phasing in the introduction of new technology, business processes, and organizational structures. 









[bookmark: _Toc180475769][bookmark: _Toc180484073][bookmark: _Toc419374142][bookmark: _Toc425525705]Appendix A – Schedule of To-Be Interview Sessions and Participants


[bookmark: _Toc418224240]In May and June 2015, MAXIMUS facilitated a series of To-Be Interview Sessions for the purpose of assessing Nevada child support program’s future business processes and developing the To-Be process results, which are the foundation for this report.  These sessions were organized to assess each of the eight functional areas of the child support program as defined in the federal system certification guide, Automated Systems for Child Support Enforcement.  The schedule for the functional area sessions can be found in the table below, and information on the session attendees can be found in the meeting minutes provided in the sections following the table.


			To-Be Week


			Functional Area


			Session Dates





			1


			Case Initiation and Establishment


			05/18/15 – 05/21/15





			1


			Locate and Enforcement


			05/18/15 – 05/21/15





			2


			Reporting


			06/09/15





			2


			Case Management and Customer Service


			06/15/15 – 06/18/15





			2


			Financials


			06/15/15 – 06/18/15
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			NEVADA FEASIBILITY STUDY


BPR TO-BE ASSESSMENT CASE INITIATION & ESTABLISHMENT INTERVIEW SESSION


MEETING MINUTES


			Date: Monday May 18, 2015 through


Thursday, May 21, 2015





			


			Time: 8:00 am – 5:00 pm PDT





			


			Location: 1900 E Flamingo Rd, 


Las Vegas, NV        


IT Conference Room





			Meeting Facilitator:  Chris Kain





			Attendees:


			Nevada: 


Day 1:  Louise Bush, Kelsey McCann-Navarro, Jasneet Singh, Jodi Sherrod, Julie Levie, Brenda Dial, Cindy Munn, Gloria Maldonado, Debora Baca, Lori Garcia, Pepper Gingras


Day 2:  Louise Bush, Kelsey McCann-Navarro, Jasneet Singh, Jodi Sherrod, Julie Levie, Brenda Dial, Cindy Munn, Gloria Maldonado, Debora Baca, Lori Garcia, Pepper Gingras


Day 3:  Louise Bush, Kelsey McCann-Navarro, Jasneet Singh, Jodi Sherrod, Julie Levie, Brenda Dial, Cindy Munn, Gloria Maldonado, Debora Baca, Lori Garcia, Pepper Gingras


Day 4:  Louise Bush, Kelsey McCann-Navarro, Jasneet Singh, Jodi Sherrod, Julie Levie, Brenda Dial, Cindy Munn, Gloria Maldonado, Debora Baca, Lori Garcia, Pepper Gingras


MAXIMUS: Brian Laatsch, Cathi Blair








Day 1


Summary of Events


· Maximus led an introductory discussion of the To-Be Assessment (see To-Be Introduction presentation):


· Tier A/B Processes


· Process Patterns


· Process Indicators (Key Steps, Red Flags, Under Construction, Parking Lot)


· Assessment Approach


· The group did not make any changes to the tier designations Maximus had assigned to the Case Initiation processes.


· Maximus facilitated the assessment of the following To-Be Case Initiation business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· TANF and Foster Care Referrals


· Nonpublic Assistance Applications


· Intergovernmental Referrals


· Case Assessment


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Case Initiation To-Be Process Results document.


· The group determined that it was not required to show a referral coming to child support from Medicaid. The change with ACA removed the need for these referrals.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Participants requested that all district attorney employees be allowed to view AMPS records to review referral information from IV-A.


2. Clark County office would need to plan for influx of the opening of active cases from backlog of TANF referrals to ensure the paternity data on these cases is reviewed timely.


3. Recommendation: Central Registry should be responsible for getting CSENet referrals linked to their accompanying transmittal paperwork. They perform the case set up, and then the case moves to the appropriate local office for case assessment work.


4. Recommendation: Leverage the similarities between the work of the CR processing CSENet electronic referrals and electronic submission of NPA applications by having the CR resolve pending online applications; perhaps expand ICR into a centralized case setup unit. 


5. Will the “Office 19” business rule apply in the To-Be world where Clark County will send cases to NIIO when the case reopens but had closed at NIIO? Or will the system be able to reopen the case at NIIO automatically?


6. The group began to understand that decisions diamonds on the flow charts would need a set of business rules developed for the system to automate the decision. The prime example in the discussion was business rules for determining acceptable standards for automating case set up of TANF referrals so that most would not need to be reviewed by a worker. Some would go into a “pending referral” that needed human intervention and review.


7. The group gave brief consideration “centralized mail sorting and scanning” as an option. There was the recognition that paper applications mailed to a central location could be processed by the Central Registry that is also processing the Transmittal 1s coming from other states.


Action Items


· None


Parking Lot


· None





Day 2


Summary of Events


· Based on the prior day’s discussions and decisions, MAXIMUS revised the following process flows and brought them to the meeting for a final review.  For this final review, MAXIMUS led a step by step walk through review of each process and the Nevada team provided feedback regarding correctness of the process flow.  As needed, the processes were revised to more accurately reflect Nevada’s To-Be process.  The Nevada team also answered questions and provided additional details regarding the process activities.


· Intergovernmental Referrals


· Case Assessment


· The updated process flow diagrams along with the corresponding activity descriptions, clarifying comments, process barriers and process opportunities are documented in the preliminary (rough draft) Case Initiation To-Be Process Results document


· The group did not make any changes to the tier designations Maximus had assigned to the Establishment processes.


· Maximus facilitated the assessment of the following To-Be Establishment business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Born out of Wedlock Paternity Review


· Determine Petition Contents


· Filing the Petition


· Mediation/Consent/Stipulation of Support


· Judicial Paternity and Support


· Order Entry


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Establishment To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. The group worked through a scenario matrix to understand under what circumstances attorney review of the service packet or petition/NAF for filing was necessary. The results of the analysis are in the following table. The results of scenario in the table apply only to the offices for which the circumstance applied.

[image: ]





2. The group noted that the attorney review was more of a QC review than an approval because they did not sign these documents. Documents requiring their approval typically are for the documents they have to sign, which become the basis for the finalized order. 


Action Items


· None


Parking Lot


· None





Day 3


Summary of Events


· Based on the prior day’s discussions and decisions, MAXIMUS revised the following process flows and brought them to the meeting for a final review.  For this final review, MAXIMUS led a step by step walk through review of each process and the Nevada team provided feedback regarding correctness of the process flow.  As needed, the processes were revised to more accurately reflect Nevada’s To-Be process.  The Nevada team also answered questions and provided additional details regarding the process activities.


· Judicial Objection


· Order Entry


· Mediation/Consent/Stipulation of Support


· Born out of Wedlock Paternity Review


· The updated process flow diagrams along with the corresponding activity descriptions, clarify comments, process barriers and process opportunities are documented in the preliminary (rough draft) Establishment To-Be Process Results document


· Maximus facilitated the assessment of the following To-Be Establishment business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Default Paternity and Support


· Multiple Alleged Fathers—No Most Likely Alleged Father


· Genetic Testing


· Amended/Corrected Order


· Judicial Objection


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Establishment To-Be Process Results document.


· The group supported the formation of a workgroup to help NIIO troubleshoot and problem solve its issues to help the unit become better performing.


· Would NIIO find Clark County’s CMT helpful?


· Could some offices spare staff on a rotating basis to work on a special project to help resolve NIIO’s backlog.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Clarified status of remaining open issues in Case Initiation processes.


2. Throughout the session, the group had questions about how the new system would handle certain situations:


· Tying multiple alleged fathers to one child support case


· Multiple dockets and their relationship to managing distribution


· Person search functions


· Interface with TANF rather than being on the same system with TANF


3. The group was unclear on how forms generation would work on a new system. They were concerned if the new forms module would maintain their current set up of templates and forms generation with FlexiForms.


4. Clark County provided statutory basis for Order upon Consent as NRS 425.384, paragraph 3.


5. Administrative order for genetic testing will continue to be handled as an office option.


6. Maximus attempted to achieve consensus on a unified form that could serve the need for both stipulations and OUCs of providing notice to the other party that one party had agreed to a set of terms for the order. We were not able to come to a consensus that such a form would be useful.


7. The State needs to specify in policy what the initial BOW/Pat indicators should be set at when there is not any information about paternity to enter into the system. These indicators would get updated as Case Assessment progresses, but what should be done in the interim?


8. The group resolved local office variations by citing judicial district and attorney differences. Also, local variations remained where the office preferences did not cause special automated support; the work would be processed manually.


9. The group said state law allows local office variation in the Default Paternity process.


10. The group cited a need to form a Reporting workgroup.


Action Items


· None


Parking Lot


· None





Day 4


Summary of Events


· As the last activity for the session, the group looked beyond the BPR project to identify areas of “next steps” in preparation for the Implementation Project. Following are the results of this brainstorming session:


· Communication to All Staff


· Timeline of the phases of the whole project (Feasibility Study, BPR, Development/Implementation)


· Provide status/results from each phase of the project


· Training Expectations


· When will it happen?


· How will it be done?


· Means of Communication


· BPR participants report up to their supervisors/managers


· BPR participants report in one-on-one conversations with colleagues


· Supervisors share project info in staff meetings


· Staff receive e-mail communications as needed on status/updates of the project


· Create a newsletter (frequency to be determined. Jasneet Singh volunteered to prepare a project newsletter)


· Local supervisors and managers have a responsibility to compile their staff’s questions about the project and get the questions to people who can provide the answers


· The newsletter could then report the answers to the staff


· Produce Youtube videos to provide information


· Create a project protected website, Wiki Page, SharePoint folder to communicate info online


· Align job duties with BPR roles and define roles for the system security purpsoes


· No changes to the job descriptions


· Assess impacts of BPR changes on staff


· Jobs affected


· New opportunities


· Work out a way to methodically follow up on open issues from the BPR sessions.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Clarified status of remaining open issues (all open issues were closed by the group, leaving them as the status quo.)


Action Items


· None


Parking Lot


· None


Prior to closing the meeting, the Case Initiation and Establishment team joined the Enforcement and Locate team for a joint debrief on the week’s assessment session and a discussion on next steps.


· MAXIMUS instructed the group on the to-be session #1 next steps and corresponding schedule deadlines. (see attached To-Be Session #1 Closing presentation)


· Maximus provided an overview the key activities for completing the To-Be phase of the BPR and the BPR project as a whole.


· MAXIMUS led the group in discussion on what “Scares You” and what “Excites You” about the BPR project. The following are some of the comments on this topic from the group.


· What Scares You?


· Chris’ Penmanship & Spelling.


· Are We Missing Things? Discussion: Agreed that some things are probably being missed or are unknown at this time.  These may be big things or little things, but this is an ongoing planning process and the BPR is just one component.  As you identify things that were missed, they can be added.  This needs to be a living ongoing analysis and planning process that needs to become more refined and detailed the closer to NV gets to the actual system implementation.


· How to Keep Going? Discussion: How do we not let this be a point in time with a static outcome? This is related to the living process discussion above.


· Is it all for nothing?  Discussion: Lots of work has gone into this and we do not want this to be all for nothing.  People are getting excited about the future and don’t want to be disappointed.  Some responded that it isn’t all for nothing and in fact learning and benefits are already taking place. Answer: No, it is not all for nothing. We are learning and making changes right now.


· As-Is is Changing. Discussion: The current system and program are not static. There will be system, process, and organization changes over time and will continue to change up to the time the system implementation project begins.  How do we keep the As-Is (and To-Be) up to date? This is related to the living process discussion above.


· Job Security. Discussion: Will all the automation affect my job? For instance, if location is being automated, will I still have a job?  Answer: Yes automation will affect current jobs and roles.  Focus on the opportunity – the work is changing, not going away and the program still needs talented people.


· Change.  Discussion: Yes, change is scary but it can also be exciting.  Change is what will provide the opportunities.  Automation and change will also enable the NV team to focus their effort on critical high value aspects of Child Support Enforcement.


· No Control. Discussion: Some changes, decisions, and authority come from external sources (e.g., legislature, federal, etc.) that we cannot control and have no / limited influence on.


· What Excites You?


· Learning things now. Changes are being made now based on things learned during the sessions.


· Being creative and thinking outside the box.


· Being included / heard / part of the process. Learning so much during the process. This also means being able to influence the decisions.


· Taking what was learned to the future.


· Change. New and exciting and enable us to spend time on other tasks.  It is exciting and needed.


· Opportunity. Ensure people understand that with change, there are future opportunities


· MAXIMUS led the group in discussion on “What Are Your Challenges?”. The following are some of the comments on this topic from the group.


· Consensus on processes


· Forms


· Funding for project


· Defining / Finding the correct solution


· Funding 


· Allowing the changes within the processes without having the funding be the stopping or challenging point


· Flexibility to make changes


· Do not want to create a system that is not flexible, but can not be changed in the future


· Funding / Contractual flexibility


· Lots of work to do


· Resources to do the work


· How are we going to do this?  What steps should we do?  Perhaps get help?  Perhaps talk to other states that are doing this or have done this to give you knowledge and experience


· There may be outside resources that you can acquire to assist with this project (some is already identified within the feasibility study)


· MAXIMUS led the group in discussion on “What Is Next?” The following are some of the comments on this topic from the group.


· Form Work Groups


· Predictive analytics / case stratification


· Forms


· Reporting


· Imaging


· Attorneys


· Policy – Review and Revise as necessary


· Centralization – Follow up on the group’s recommendations and explore what would be needed to implement the recommendations.


· Business rules – Begin to explore / define the business rules required to support the To-Be Processes


· Single Point of Contact for Enforcement (Holistic enforcement at the NCP level rather than case level) - Follow up on the group’s recommendations and explore what would be needed to implement the recommendations, including system and data architecture required to support this.


Action Items


			Action Item


			Person Responsible


			Deadline





			· 


			


			





			· 


			


			





			· 


			


			





			· 


			


			





			· 


			


			





			· 
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			NEVADA FEASIBILITY STUDY


BPR TO-BE ASSESSMENT ENFORCEMENT & LOCATE INTERVIEW SESSION


MEETING MINUTES


			Date: Monday May 18, 2015 through


Thursday, May 21, 2015





			


			Time: 8:00 am – 5:00 pm PDT





			


			Location: 1900 E Flamingo Rd, 


Las Vegas, NV        


IT Conference Room





			Meeting Facilitator:  Chris Kain





			Attendees:


			Nevada: 


Day 1:  Cindy Fisher, Brenda Mahan, Gail Stryde, Mandy Ortiz, Gina Reiboldt, Stephanie Post, Brenda Stinson,  Elizabeth Blondheim, Sandra Uriate, Annette Mansfield, Katy Sullivan, Shane Stanley, Bridget Hill


Day 2:  Cindy Fisher, Brenda Mahan, Gail Stryde, Mandy Ortiz, Gina Reiboldt, Stephanie Post, Sonia Ramirez, Brenda Stinson,  Elizabeth Blondheim, Sandra Uriate, Annette Mansfield, Katy Sullivan, Shane Stanley, Bridget Hill


Day 3: Cindy Fisher, Brenda Mahan, Gail Stryde, Mandy Ortiz, Stephanie Post, Sonia Ramirez, Brenda Stinson, Elizabeth Blondheim, Sandra Uriate, Annette Mansfield, Katy Sullivan, Shane Stanley, Bridget Hill


Day 4:  Cindy Fisher, Brenda Mahan, Gail Stryde, Mandy Ortiz, Stephanie Post, Sonia Ramirez, Brenda Stinson, Sandra Uriate, Annette Mansfield, Katy Sullivan, Shane Stanley, Bridget Hill


MAXIMUS: Chris Kain, Mary Brown








Day 1


Summary of Events


· Maximus led an introductory discussion of the To-Be Assessment concepts and approach (see attached To-Be Introduction presentation). Topics covered include:


· Tier A/B Processes


· Process Patterns


· Process Indicators (Key Steps, Red Flags, Under Construction, Parking Lot)


· Assessment Approach


· Maximus led the group in a review of the proposed Tier A / B process designations.  The NV team adopted the proposed designations with the following changes.


· Enforcement: Medical Support (CST) changed from tier B to A


· Enforcement: Worker’s Compensation changed from tier B to A


· Enforcement: Initiation of Contempt Action changed from tier B to A


· Enforcement: Federal Tax Refund Offset changed from tier A to B


· Locate: New Hire Information changed from tier B to A


· Locate: Mail Returned by Post Office from tier B to A


· Maximus facilitated the assessment of the following To-Be Enforcement business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Medical Support (NCP / Employer)


· Medical Support (CST)


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Enforcement To-Be Process Results document.


Action Items


· Resolve all remaining under construction and process decision items.


Parking Lot


· Medical Support (NCP / Employer) process: Varying timeframes are being used.  Need policy clarification on duration and what this means (e.g., does it includes mail time, etc.).  Also policy needs to be updated to reflect this process and possibly that the attorney does not need to be consulted.


· Medical Support (CST): Variation in Practice that would benefit from consideration of equitable and consistent treatment of customers regardless of their geographic location.  Policy clarification that allows no follow-up if the custodian does not respond.


· See Enforcement To-Be Process Results document for additional Parking Lot items








Day 2


Summary of Events


· Maximus facilitated the assessment of the following To-Be Enforcement business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Income Withholding


· Income Withholding (Monitor For Change)


· Income Withholding (Contest)


· Dispute Resolution (new)


· EIWO


· Unemployment Withholding


· Social Security Intercept


· Workers’ Compensation


· Financial Institution Data Match


· Liens (Satisfaction / Release of Judgment)


· CSLN and Claim Matching


· Administrative Enforcement of Interstate (AEI)


· Automated Enforcement Exemptions


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Enforcement To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. The NV team recommend the following processes be Centralized:


· FIDM


· CSLN


· AEI


2. Decision: The team recognized that several of the enforcement processes contain dispute resolution steps that could be standardized across the enforcement processes. A standard dispute resolution process was created and will be referenced from any enforcement process requiring dispute resolution steps. 


3. Decision: The To-Be Income Withholding (Contest) process is redundant with the Dispute Resolution process and therefore will be removed from the To-Be process list.


Action Items


· NV needs to talk to MAXIMUS about EIWO information and EWS to determine if it was built into EWS or needs to be added.


· Resolve all remaining under construction and process decision items.


Parking Lot


· Dispute Resolution: Pre-hearing notice - Currently it’s mandated to send this notice, but it would be nice to get rid of this step.


· Administrative Enforcement of Interstate (AEI): Policy clarification or guidance needed before process can be created.


· Automated Enforcement Exemptions: Work out business rules and determine what role can utilize this functionality.  Need to have controls for applying exemptions. Also determine the type of exemptions allowed and ensuring those flow across cases or other offices are notifies of the exemptions.  Types of exemptions discussed were NCP TANF, Prison, and Medical.


· See Enforcement To-Be Process Results document for complete set of Parking Lot items





Day 3


Summary of Events


· Maximus facilitated the assessment of the following To-Be Enforcement and Locate business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· License Suspension


· License Suspension (Compliance Agreement)


· Initiation of Contempt Actions


· Noncustodial Parent Failure to Appear / Comply


· Deceased NCP / Creditor’s Claim


· Offer in Compromise of State Debt


· Generic Locate Process – Automated


· Generic Locate Process – Manual


· New Hire Information


· Intergovernmental / FPLS / SPLS / Quick Locate


· Quick Locate (Outgoing)


· Public Utility Data Match


· Mail Returned By Post Office


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Enforcement and Locate To-Be Process Results documents.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Decision: The Public Utility Data Match is one of many automated locate sources for the Generic Locate – Automated process. As a result, the NV team decided to remove it from the To-Be process list and indicate that it would be included in the Automated Locate process.


2. The NV team recommend the following processes be Centralized:


· Deceased NCP / Creditor Claim


· Lien - Personal Property


· Criminal Non Support (Federal)


· Offer in Compromise


· Manual Locate 


3. The NV team recommended that the following work groups be formed to begin the analysis and planning required in these areas to prepare for the future system implementation project


· Reports


· Document Generation & Forms


· Imaging


· Predictive Analytics


· Attorney


Action Items


· In preparation for the To-Be Case Management Session, understand and define the As-Is Delinquency Notice process.  This will Delinquency Notice process will be incorporated into the To-Be Case Management: Case Monitoring process during the To-Be Case Management session.


· Discuss / decide how to keep As-Is and To-Be processes current between the completion of the BPR and the start of the new system implementation project.


· Resolve all remaining under construction and process decision items


Parking Lot


· License Suspension (Compliance Agreement (RPP)): Varying practices in offices that would benefit from consideration of equitable and consistent treatment of customers regardless of their geographic location.  Three counties notarize, but others do not.  This is not a program requirement.  Still need to have a conversation with offices that currently do it.


· Initiation of Contempt Action: Work on getting the system to generate the forms correctly.


· Noncustodial Parent Failure to Appear / Comply: Need to work on getting the system to generate the forms correctly.


· Deceased NCP / Creditor’s Claim: Checking for estate in probate court – need to discuss and determine period of time for contacting about estates.  May need to have system reminders after periods of time.


· Generic Locate Process – Automated: Need to develop rules on when to use automated locate.  Does a custodian get located?  What are the criteria for locating a custodian?  


· When there is money that is undistributed?


· Always?


· Generic Locate Process – Automated: Search Sources - The process description lists the current sources and frequency, this is something that needs to be reviewed and potentially updated for the new system.


· See Enforcement & Locate To-Be Process Results documents for complete set of Parking Lot items





Day 4


Summary of Events


· Maximus facilitated the assessment of the following To-Be Enforcement business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Medical Cash


· Reduced Withholding


· Liens Personal Property


· Federal Tax Refund Offset


· Federal Administrative Offset


· Passport Denial and Release


· Credit Reporting


· Credit Reporting Dispute


· Criminal Non Support (Federal)


· Criminal Non Support (State)


· Quash of Bench Warrant


· Limited Services Request (Outgoing)


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Enforcement To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. The NV team recommend the following processes be Centralized:


· Federal Tax Refund Offset


· Federal Admin Offset


· Passport


2. The NV team recommended that in conjunction with the implementation of their new system NV should consider a holistic approach to enforcement management with a single caseworker point of contact for enforcement at the NCP (not case) level.


3. Decision: The To-Be Credit Reporting process is redundant with the Dispute Resolution process and therefore will be removed from the To-Be process list.


Action Items


· Resolve all remaining under construction and process decision items


Parking Lot


· Medical Cash: Timeframes are needed for monitoring response to generated notice.  There are varying practices across office as what is happening.


· See Enforcement To-Be Process Results document for complete set of Parking Lot items


Prior to closing the meeting, the Case Initiation and Establishment team joined the Enforcement and Locate team for a joint debrief on the week’s assessment session and a discussion on next steps.


· MAXIMUS instructed the group on the to-be session #1 next steps and corresponding schedule deadlines. (see attached To-Be Session #1 Closing presentation)


· Maximus provided an overview the key activities for completing the To-Be phase of the BPR and the BPR project as a whole.


· MAXIMUS led the group in discussion on what “Scares You” and what “Excites You” about the BPR project. The following are some of the comments on this topic from the group.


· What Scares You?


· Chris’ Penmanship & Spelling.


· Are We Missing Things? Discussion: Agreed that some things are probably being missed or are unknown at this time.  These may be big things or little things, but this is an ongoing planning process and the BPR is just one component.  As you identify things that were missed, they can be added.  This needs to be a living ongoing analysis and planning process that needs to become more refined and detailed the closer to NV gets to the actual system implementation.


· How to Keep Going? Discussion: How do we not let this be a point in time with a static outcome? This is related to the living process discussion above.


· Is it all for nothing?  Discussion: Lots of work has gone into this and we do not want this to be all for nothing.  People are getting excited about the future and don’t want to be disappointed.  Some responded that it isn’t all for nothing and in fact learning and benefits are already taking place. Answer: No, it is not all for nothing. We are learning and making changes right now.


· As-Is is Changing. Discussion: The current system and program are not static. There will be system, process, and organization changes over time and will continue to change up to the time the system implementation project begins.  How do we keep the As-Is (and To-Be) up to date? This is related to the living process discussion above.


· Job Security. Discussion: Will all the automation affect my job? For instance, if location is being automated, will I still have a job?  Answer: Yes automation will affect current jobs and roles.  Focus on the opportunity – the work is changing, not going away and the program still needs talented people.


· Change.  Discussion: Yes, change is scary but it can also be exciting.  Change is what will provide the opportunities.  Automation and change will also enable the NV team to focus their effort on critical high value aspects of Child Support Enforcement.


· No Control. Discussion: Some changes, decisions, and authority come from external sources (e.g., legislature, federal, etc.) that we cannot control and have no / limited influence on.


· What Excites You?


· Learning things now. Changes are being made now based on things learned during the sessions.


· Being creative and thinking outside the box.


· Being included / heard / part of the process. Learning so much during the process. This also means being able to influence the decisions.


· Taking what was learned to the future.


· Change. New and exciting and enable us to spend time on other tasks.  It is exciting and needed.


· Opportunity. Ensure people understand that with change, there are future opportunities


· MAXIMUS led the group in discussion on “What Are Your Challenges?”. The following are some of the comments on this topic from the group.


· Consensus on processes


· Forms


· Funding for project


· Defining / Finding the correct solution


· Funding 


· Allowing the changes within the processes without having the funding be the stopping or challenging point


· Flexibility to make changes


· Do not want to create a system that is not flexible, but can not be changed in the future


· Funding / Contractual flexibility


· Lots of work to do


· Resources to do the work


· How are we going to do this?  What steps should we do?  Perhaps get help?  Perhaps talk to other states that are doing this or have done this to give you knowledge and experience


· There may be outside resources that you can acquire to assist with this project (some is already identified within the feasibility study)


· MAXIMUS led the group in discussion on “What Is Next?” The following are some of the comments on this topic from the group.


· Form Work Groups


· Predictive analytics / case stratification


· Forms


· Reporting


· Imaging


· Attorneys


· Policy – Review and Revise as necessary


· Centralization – Follow up on the group’s recommendations and explore what would be needed to implement the recommendations.


· Business rules – Begin to explore / define the business rules required to support the To-Be Processes


· Single Point of Contact for Enforcement (Holistic enforcement at the NCP level rather than case level) - Follow up on the group’s recommendations and explore what would be needed to implement the recommendations, including system and data architecture required to support this.


Action Items


			Action Item


			Person Responsible


			Deadline





			· Resolve all remaining under construction and process decision items.


			NV BPR Enforcement & Locate Team


			





			· NV needs to talk to MAXIMUS about EIWO information and EWS to determine if it was built into EWS or needs to be added.


			Cindy Fisher


			





			· In preparation for the To-Be Case Management Session, understand and define the As-Is Delinquency Notice process.  This will Delinquency Notice process will be incorporated into the To-Be Case Management: Case Monitoring process during the To-Be Case Management session.


			NV BPR Enforcement & Locate Team


			





			· Discuss / decide how to keep As-Is and To-Be processes current between the completion of the BPR and the start of the new system implementation project.


			NV CSEP


			





			· 
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			NEVADA FEASIBILITY STUDY


BPR TO-BE ASSESSMENT REPORTING INTERVIEW SESSION


MEETING MINUTES


			Date: Tuesday June 9, 2015





			


			Time: 9:00 am – 12:00 pm PDT





			


			Conference Bridge: 866-740-1260; 	3141345 access code





Web Conference: www.readytalk.com; 	3141345 access code





			Meeting Facilitator:  Brian Laatsch





			Attendees:


			Nevada: Louise Bush, Cindy D. Fisher, Cathy Kaplan, Marci Boggs, David Castagnola, Brenda Mahan, Sandra Uriarte, Shane Stanley, Lori Garcia, Kelly Carlson, Beth McKiever, Mike Brown, and David Rojas (CGS)


MAXIMUS: Brian Laatsch, Cathi Blair, Chris Kain








Summary of Events


· Maximus facilitated the assessment of the following To-Be Reporting business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Management and Compliance


· Self-Assessment


· OCSE 157


· Accounting Management


· OCSE 34A


· OCSE 396A


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Reporting To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. The question was asked, what is the relationship between reporting business processes, data driven management data, and reporting format? The answer is that business processes for reporting deal with the process of compiling, formatting, and distributing management data; data driven management (the BPR session scheduled for early August) deals with identifying the data management needs in terms of data elements and frequency of access to these data; the formats of the reports deal with the requirements and design of the report files. The group accepted the explanation of the differences.


2. MAXIMUS shared a perspective that a report is a file of formatted point-in-time data made available to the user in a hard copy or electronic format; a dashboard is a file of formatted dynamic, “real-time” data made available through the system. The group accepted the explanation of the distinction.


3. In advance of designing reports with “real-time” data, Nevada should do an offsetting cost analysis for the value of generating reports with “real-time” data.


4. When Nevada considers detailed requirements for the new system’s support of predictive analytics and case stratification, the IV-D program should also specify how reporting and dashboards should work to support predictive analytics and case stratification.





Action Items


· Louise to contact OCSE about possibility of direct upload of federal report data into OCSE’s OLDC application


Parking Lot


· Determine who future “power users” would be and their software licensing needs 


· Determine which reports need to be public facing and how to make the reports available to the public


· Develop retention rules for report archiving


Action Items


			Action Item


			Person Responsible


			Deadline





			· Make initial contact with OCSE about possibility of direct upload of federal report data into OCSE’s OLDC application (opportunity at upcoming regional meeting)


			Louise


			6/11/15





			· 


			


			





			· 


			


			





			· 


			


			





			· 


			


			





			· 
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			NEVADA FEASIBILITY STUDY


BPR TO-BE ASSESSMENT CASE MANAGEMENT & CUSTOMER SERVICE INTERVIEW SESSION


MEETING MINUTES


			Date: Monday June 15, 2015 through


Thursday, June 18, 2015





			


			Time: 8:00 am – 5:00 pm PDT





			


			Location: 1900 E Flamingo Rd, 


Las Vegas, NV        


All Staff Conference Room





			Meeting Facilitator:  Robert Wales





			Attendees:


			Nevada: 


Day 1: Brenda Mahan, Brenda Stinson, Cindy Fisher, Gina Rieboldt, Gitte Kern, Latonia Jones, Tammy Hogan, Sandra Uriarte, Sasha Zurcher, Shane Stanley


Day 2: Brenda Mahan, Brenda Stinson, Cindy Fisher, Gina Rieboldt, Gitte Kern, Latonia Jones, Tammy Hogan, Sandra Uriarte, Sasha Zurcher, Shane Stanley


Day 3: Brenda Mahan, Brenda Stinson, Cindy Fisher, Gina Rieboldt (partial day), Gitte Kern, Latonia Jones, Tammy Hogan, Sandra Uriarte, Sasha Zurcher, Shane Stanley


Day 4: Brenda Mahan, Brenda Stinson, Cindy Fisher, Gitte Kern, Latonia Jones, Tammy Hogan, Sandra Uriarte, Sasha Zurcher, Shane Stanley


MAXIMUS: Robert Wales, Mary Brown








Day 1 (Case Management)


Summary of Events


· Maximus led a brief refresher of the To-Be Assessment (see To-Be Introduction presentation):


· Tier A/B Processes


· Process Patterns


· Process Indicators (Key Steps, Red Flags, Under Construction, Parking Lot)


· Assessment Approach


· When reviewing Tier A/ Tier B, the group elected to promote "Order Follows Child" from a Tier B to a Tier A.


· Maximus facilitated the assessment of the following To-Be business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Case Monitoring


· Case Closure


· NV Initiating Intergovernmental And Acknowledgment Received


· NV Initiating – Existing Monitoring


· NV Responding – Existing Monitoring


· The results of this initial process assessment were captured by MAXIMUS and are documented in the working draft of the Case Management To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Will it be OK to subsume “recovery of state debt” into the closure process? (After streamlining, it had a very small number of steps, which usually would be handled inline instead of as a separate business process. (Resolution:" Yes, it’s OK to remove this as its own process as long as the steps are captured in the case closure process.)


2. 30-day action requirement for initiating cases, or follow the interstate standard which may be 90 days for some action types? (During the discussion, participants from Washoe relayed that they have been adhering to the in-state standard of an action every 30 days, even when the interstate standard for some action types is longer) (Resolution: Clarification was given that while the 30-day action requirement is for in-state cases, if the federal action allows a greater timeframe (e.g., 90 days for the initiating state to respond), then no action is needed within that federally allowed timeframe.  Once that timeframe is passed, then action must be taken.)


Action Items


· None


Parking Lot


· None








Day 2 (Case Management)


Summary of Events


· Maximus facilitated the assessment of the following To-Be business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Obligation Review And Adjustment / Modification


· Crediting Support / Direct Payments


· Establishing Arrears / Reducing To Judgment


· Order Follows Child


· Multiple Dockets


· Recovery Of State Debt


· NV Responding Request For Support Or Registration


· NV Responding TANF Redirect Request On Assigned Case


· Inter-state (foreign Orders) Determination Of Controlling Order


· The results of this initial process assessment were captured by MAXIMUS and are documented in the working Case Management To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the Case Management To-Be Process Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. Does a (NCP or CST) request for modification need to be in writing, or can it be verbal? (Some counties were operating on verbal requests, while others required requests to be in writing.) (Resolution: The review does not have to be requested in writing.  Support enforcement manual 214.  There is no requirement for the request to be in writing; however, many offices require a written request.  A request to withdraw must be in writing. It is appropriate to decline to proceed if the requestor does not submit requested paperwork, which is the basis on which the offices that require written requests usually operate [i.e. they request the financial packet, and decline to proceed if the packet is not returned]. Further, section 213 allows exclusion based on neither of the parties requesting in writing (for non-assistance cases).)


2. Central Scanning (discussion was deferred until Customer Service).


3. Crediting Direct Payments – do the states get credit for direct payments?  (Resolution: The state does not receive credit for direct [NCP to CST] payments in their statistics.)


4. The Multiple Dockets business process was determined to be a work-around and should be resolved with better data structures in the new system; participants agreed to remove this as an individual process.)


Action Items


· None


Parking Lot


· None








Day 3 (Case Management Segment)


Summary of Events


· Maximus facilitated the assessment of the following Case Management To-Be business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Inactivating Support


· Reactivating Support


· Child Support Order Dismissal


· Conflict Of Interest Case


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Case Management To-Be Process Results document.


Questions / Issues / Considerations


1. (none)


Action Items


· None


Parking Lot


· None








Day 3 (Customer Service Segment)


Summary of Events


· Maximus began by laying out the following organization for the Customer Service business process discussion:


· The team will walk through all of the Customer Service business processes (Tier A and B).


· During the discussion, it is expected that some "bigger picture" topics will be identified (e.g. centralized mail scanning, centralized customer service).


· Any such big-picture topics that are identified will be placed on a "circle back" list, and the walkthrough of the business process will continue.


· After all the processes have been walked through, the team will hold a discussion of the identified circle-back items.


· If, after the discussion of the circle-back items is completed, there is a need to revise any of the business processes to reflect group decisions, that will be done prior to publishing the review documents.


· Maximus facilitated the assessment of the following Customer Service To-Be business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· IVR


· IVR – Electronic Payments


· Web Customer Service – Parent / Guardian


· Web Customer Service – NCP Payment


· Web Customer Service – Employer


· Web Customer Service – Public Access


· Web Customer Service – Child Support Professional


· Call Center Calls


· Payment History For Customer


· Mail / Fax


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Customer Service To-Be Process Results document.


· The following circle-back items were identified:


· Central printing: yes or no


· Central mail scanning: yes or no


· One (Child-support-specific) IVR, or continue with current shared-with-other-programs IVR structure?


· Centralized customer service: yes or no


· The identified circle-back items were scheduled for discussion in the following day's session(s).


Questions / Issues / Considerations


1. (none)


Action Items


· None


Parking Lot


· None








Day 4 (Customer Service: Circle-Back Items Discussion)


Summary of Events


· The structure of this session was to discuss the four circle-back big-picture items and attempt to come to consensus about them.


· Central Printing


· The group expressed some concerns about central printing, including:


· Financials / charge-back structure. (will it be fair and transparent and can counties control their usage)


· Control


· Quality


· Rigidity of process


· Maximus acknowledged the concerns, but stated that they felt they were all addressable:


· On financials, Maximus offered no specific insight, but agreed that the structure needs to be fair and transparent and based on metered actual usage as much as possible.


· On the issues of control and quality, Maximus suggested that many states solve such issues by negotiating service level agreements that lay out what "quality" means to the customers (the counties/PAO's) of central print, and have remedies that can be invoked if those agreements are regularly not met.


· On rigidity of process, Maximus suggested that we should not attempt to apply a decision for central print en masse, but rather start out with just a few documents that have some specific characteristics:


· They require no handling or physical signing (facsimile signing, i.e. by applying a signature 'stamp' would still be okay).


· They are relatively high volume


· There is or could be a standard template for the verbiage and format of the forms


· After additional discussion, the group concluded that, implemented in a limited way to start, and following a set of guidelines along the lines of what Maximus laid out (and certainly including the service level agreements), they felt it could be successful and would be able to support it.


· Some participants did make the point that their agreement as noted in the previous bullet should not be taken as eager endorsement of the idea, and that they remained not-entirely-comfortable, and probably would not be fully comfortable until they saw it implemented and working well.


· Central Scanning


· The group discussed Centralized Scanning (as depicted in the "mail / fax" business process: someone opens and scans documents, then distributes documents to appropriate workers, with the documents being shredded at some point in the future).  


· Whatever mail chosen for this would go to some central location.  It would be opened, the case number would be pulled from the document so Compass can identify the documents and routing logic would have to be applied (perhaps by office, then worker, etc.)  


· Bar coding may eliminate the need for the scanning worker to actually type the case number and document type into the system.  


· In today’s world there are many solutions that must be logged into separately.  In the future, there should be a single sign-on and there should be a single look and feel and good integration.


· A Hybrid Centralized Model was discussed.  There may be some items that are sent out that could be centralized (e.g., IWO, NMSN, Postal Verifications, etc.).  This model could be high volume (maybe aligned with batch) where the actual document would not be needed in order to proceed.


· Humboldt mentioned that it seemed like centralization generally might lead to the little counties being eliminated by removing work (and associated FTEs) in small increments. Robert stated that we have no knowledge of anything like that and just moving some work to central scanning doesn’t mean there won’t be stuff to be done in the counties.  


· Cindy pointed out that the Admin may be doing 100% mail today, but in the future may need to only do 50% mail then.  She also stated that if we get more efficient, we may need less people doing the work, but that may be the reality and there may be positions not filled, etc.  Lori stated it was scary as she was unsure that Washoe would have a program in the future if their DA decided against it if too many changes were made and it could not be agreed upon – they may not want to fund something that is not specific to the county.  


· Robert states that he would not say there would not be changes in the number of personnel over time, but that generally states deal with this through attrition policies (rather than reductions in force, and in the net, employment tends to remain about the same and grow over time.


· Tammy from Elko stated that could those positions be diverted to assist with the caseloads as she believes the caseload is increasing.  


· Clark stated that if there was centralized scanning it should be done by child support workers (or extensive proper training in identifying the types of documents) as they had a third party before that did not properly identify documents.  


· Robert stated that training will be a factor when it comes to ensuring the workers have the appropriate knowledge, and he acknowledged that proper training is essential to the success of any centralization effort).


· Shane said that while other counties are efficient and have time to do all their work, the NIIO would support this as it would allow them more “brain” work time instead of shuffling paperwork.


· There needs to be agreed upon service levels when things are centralized.  This includes the timelines when work is being done and the scope of work that will be done as agreed.


· Final wrap-up:  With the stipulation that it is staffed appropriately, service levels are clearly laid out (see following bullets for specifics), the group agreed to support centralized scanning.


· Preconditions:


· Service level agreement that covers:


· Turnaround time on scanning and routing documents (presumed to be 1 business day or possibly day-of-receipt)


· Document destruction policies


· Response time for retrieving and sending pre-destruction hard-copies when ordered by a county


· A small set of documents is identified for piloting the approach


· Timeframes for keeping documents before shredding are laid out (presumed to be 45 to 90 days)


· Ability to view documents or rescan as needed


· Staffing is appropriate to meet SLAs


· Contract issues can be fairly worked out as far as how billing would be determined


· Group discussed that central printing and central scanning are related in that those documents identified for central printing may be the same ones that come back to central scanning.  Robert discussed how that does not necessarily have to be the case (some central-printable documents may not be central-scannable, for instance, if they frequently contain physical artifacts like the NMSN part B [which may include an insurance card enclosure]), but could be the case.  


· One (Child-Support-specific) IVR or multiple IVRs


· There are currently two IVRs (Clark and DWSS)


· The DWSS IVR also supports other programs (IV-A), and that is not ideal


· We are talking about a child-support-specific IVR.


· There is no argument against having a program-wide child support specific IVR.  


· The DWSS IVR still include a placeholder menu option that would kick out to the child support IVR


· Centralized Call Center


· Much of the discussion from central printing and central scanning, was agreed as applying to this issue, including:


· The need for appropriate staffing;


· The need for appropriate training of staff;


· The need for transparent service level agreements with remedies


· A fair and transparent chargeback scheme


· The group also discussed the need for a definable scope of work that lays out what kinds of calls and actions the centralized call center would attempt to handle, and what would be considered "level 2";


· Some counties would prefer there to be an in-the-call-center level 2 escalation, whereas others prefer that if the level 1 rep can't handle the call, it is immediately routed to the case manager (or their office). (Robert agreed this should be technically feasible.)


· The group also discussed, and would like to ensure, that there is flexibility built into the call center. For instance, the ability to flag the case to automatically transfer to the worker because something intricate is going on that the case manager really needs to handle directly.


· It was also pointed out that, in circumstances like an intricate situation that is ongoing, there is nothing to prevent case managers from giving customers their direct numbers.


Questions / Issues / Considerations


1. None


Action Items


· None


Parking Lot


· None





Prior to closing the meeting, the Case Management and Customer Service team joined the Financial team for a joint debrief on the week’s assessment session and a discussion on next steps. Minutes for that session are provided separately.


Action Items


			Action Item


			Person Responsible


			Deadline





			· 


			· 


			· 





			· 


			


			





			· 


			


			





			· 


			


			





			· 


			


			





			· 
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			NEVADA FEASIBILITY STUDY


BPR TO-BE ASSESSMENT FINANCIAL INTERVIEW SESSION


MEETING MINUTES


			Date: Monday June 15, 2015 through


Thursday, June 18, 2015





			


			Time: 8:00 am – 5:00 pm PDT





			


			Location: 1900 E Flamingo Rd, 


Las Vegas, NV        


IT Conference Room





			Meeting Facilitator:   Brian Laatsch





			Attendees:


			Nevada: 


Day 1:  Louise Bush, Marci Boggs, Kelsey McCann-Navarro, Beth McKiever, Julie White, Annette Mansfield, America Gillispie, Kelly Carlson, Cindy Downing, Katy Sullivan; Bridget Hill


Day 2:  Louise Bush, Marci Boggs, Kelsey McCann-Navarro, Beth McKiever, Julie White, Annette Mansfield, America Gillispie, Kelly Carlson, Cindy Downing, Katy Sullivan; Bridget Hill


Day 3:  Louise Bush, Marci Boggs, Kelsey McCann-Navarro, Beth McKiever, Julie White, Annette Mansfield, America Gillispie, Kelly Carlson, Cindy Downing, Katy Sullivan ; Bridget Hill


Day 4:  Louise Bush, Marci Boggs, Kelsey McCann-Navarro, Beth McKiever, Annette Mansfield, America Gillispie, Kelly Carlson, Cindy Downing, Katy Sullivan; Bridget Hill


MAXIMUS: Brian Laatsch, Cathi Blair








Day 1


Summary of Events


· Maximus led an introductory discussion of the To-Be Assessment (see To-Be Introduction presentation):


· Tier A/B Processes


· Process Patterns


· Process Indicators (Key Steps, Red Flags, Under Construction, Parking Lot)


· Assessment Approach


· Maximus facilitated the assessment of the following To-Be Financial business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· ACH/EFT Receipting


· Refunds of Support


· Disbursement Exceptions


· Resolution of Dishonored Payments


· Resolution of Misapplied Payments


· Resolution of Lost/Stolen/Missing Warrants


· Reviewed Financials functional area as divided into three areas: Collecting and Disbursing Support, Financial Controls for Collections/Disbursements, Adjustments to Financial Record (amounts owed and amounts paid)


· Identified payment adjustment subprocess of 1. Identify need for adjustment, 2. Fix financial record to adjust need for adjustment, 3. Approve adjustment, 4. Finalize adjustment. This subprocess can be repeated for each process involving some type of supervisory approval of a change to a distributed payment.


· Assessed relative time spent by offices/staff on work within a functional area



[image: ]





· Assessed relative time spent by offices/staff on similar tasks regardless of which functional area the task is performed for. The participants reported which activities take more of their time and which activities take less. The following table shows how they spend their time in relative terms on a 4-point scale where "1" means requires little time and "4" means requires lots of time. There is a listing of what they think currently are the relative ratings and what they think the future range should be with the new system. These activities are scoped within the Case Management, Enforcement, and Financials functional areas.



			Activity


			Current


			Targeted for Future





			Doc Gen


			1-3


			1





			Incoming Mail (drives work)


			4


			3





			Alerts


			4


			2





			Phone Calls


			2


			1-2





			UDC


			1


			1





			Audits


			3


			1-2





			Case Research


			1


			2





			Taking Enf Actions


			3


			4





			Order Entry


			2


			2











· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Financial To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. None.


Action Items


· Louise is checking with David Castagnola for the source of the requirement that the affidavit for lost/stolen/missing check needs to be notarized. The group wants to recommend dropping the requirement for a notarized signature on the affidavit if it is a choice in CSEP’s control.


Parking Lot


· [bookmark: OLE_LINK1][bookmark: OLE_LINK2]The group needs to find the appropriate process to place the task of reconciling to out-of-state jurisdiction balance reconciliation. (Follow up: This was placed in the new Financial Research/Correction/Update process).


· The group needs to find the appropriate process to place the task of researching misapplied payments.


· The group has concerns about how to convert financial records to the new system. (We followed up on these concerns during Day 3; see the documentation below.)








Day 2


Summary of Events


· The updated process flow diagrams along with the corresponding activity descriptions, clarify comments, process barriers and process opportunities are documented in the preliminary (rough draft) Financial To-Be Process Results document


· Maximus facilitated the assessment of the following To-Be Financial business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Direct Deposit Maintenance


· Research and Resolution of Unidentified Receipts


· Research and Resolution of Undistributed (Held) Collections


· Resolution of Stale Dated Payments and Escheatment


· Case Financial Audit


· Addition of Arrears


· NCP Billing


· Resolution of Over-Collection Distribution to Payee (non-Credit Balance)


· The group created a Financial Research/Correction/Update process that focuses only on credits of owed and paid, not changes to the money itself.


· The group identified the need to create a Payment Adjustment generic process to shunt a generic adjustments to payments to a specific process for that type of adjustment. We will attempt to map this process during the session.


· The group deleted the Overpayment of Support process from Financials because it duplicates the Reduced Withholding process in Enforcement


· The group developed a high level mapping of the relationships between Enforcement, Case Management, and Financial Adjustments.


· The group clarified that excess URA deals only with what is owed to the CST. Retained collections paid by an NCP that exceeded the NCP’s total order amount owed need to be refunded; it is not a URA transaction.


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Financial To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. The following conditions apply to URA balance calculations: retained collections may not exceed the lesser of assigned collections or total assistance paid to the family.


Action Items


· None


Parking Lot


· None








Day 3


Summary of Events


· The updated process flow diagrams along with the corresponding activity descriptions, clarify comments, process barriers and process opportunities are documented in the preliminary (rough draft) Financial To-Be Process Results document


· Maximus facilitated the assessment of the following To-Be Financial business processes.  The assessment encompassed evaluation of the process tier designation, process streamlining, key process steps with necessary conditions, red flags, under construction items, and parking lot items.   


· Excess URA Payments


· Federal Tax Offset Processing


· Receipting, Posting, and Bank Deposits


· Disbursement of Support


· Receipt and Disbursement Reconciliation


· Disbursement Status Reconciliation


· Returned Check


· Issuance of Debit Card


· Cancellation of Debit Card


· Reversal of EFT


· Change of Assignment


· Case Financial Audit


· Addition of Arrears


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Financial To-Be Process Results document.


· The group developed a list of concerns to address in preparation for converting the NV CSE System financial records to a new system. The notes from this discussion are in the inserted document.








Questions  / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. None


Action Items


· None


Parking Lot


· None








Day 4


Summary of Events


· Based on the prior day’s discussions and decisions, MAXIMUS revised the following process flows and brought them to the meeting for a final review.  For this final review, MAXIMUS led a step by step walk through review of each process and the Nevada team provided feedback regarding correctness of the process flow.  As needed, the processes were revised to more accurately reflect Nevada’s To-Be process.  The Nevada team also answered questions and provided additional details regarding the process activities.


· ACH/EFT Receipting


· Federal Tax Offset Processing


· Receipting, Posting, and Bank Deposits


· Disbursement of Support


· Refunds of Support


· Receipt and Disbursement Reconciliation


· Disbursement Status Reconciliation


· Disbursement Exceptions


· Resolution of Dishonored Payments


· Financial Research, Corrections, Updates


· The updated process flow diagrams along with the corresponding activity descriptions, clarify comments, process barriers and process opportunities are documented in the preliminary (rough draft) Financial To-Be Process Results document


· The group took a tour of SCaDU’s facility.


· The results of this initial process assessment were captured by MAXIMUS and are documented in the preliminary (rough draft) Financial To-Be Process Results document.


Questions / Issues / Considerations


During the course of the process assessment activities, the following questions, issues, or considerations were identified and discussed.  These along with other items are included in the To-Be Results document.  However these items were recognized as being significant enough to be included in these minutes as well.


1. None.


Action Items


· None


Parking Lot


· None


Action Items


			Action Item


			Person Responsible


			Deadline





			· Check with David Castagnola for the source of the requirement that the affidavit for lost/stolen/missing check needs to be notarized.


			· Louise


			· 6/19/2015





			· 


			


			





			· 


			


			





			· 


			


			





			· 


			


			















[bookmark: _Toc418224245][bookmark: _Toc419374148][bookmark: _Ref424900657][bookmark: _Ref424900681][bookmark: _Toc425525711]Appendix B — To-Be Process Results Documents


[bookmark: _Toc418224246][bookmark: _Toc419374149]As the primary outcome of the functional area To-Be assessment sessions, To-Be process results documents were developed for each of the functional areas of the child support program as defined in the federal system certification guide.  These results documents are the foundation for this To-Be Report and are included in the following sections for reference.


[bookmark: _Toc423517370][bookmark: _Toc425525712]To-Be Case Initiation Results Document








[bookmark: _Toc425525713][bookmark: _Toc418224247][bookmark: _Toc419374150][bookmark: _Toc423517371]To-Be Locate Results Document








[bookmark: _Toc425525714]To-Be Establishment Results Document








[bookmark: _Toc418224248][bookmark: _Toc419374151][bookmark: _Toc423517372][bookmark: _Toc425525715]To-Be Case Management Results Document








[bookmark: _Toc418224249][bookmark: _Toc419374152][bookmark: _Toc423517373][bookmark: _Toc425525716]To-Be Enforcement Results Document








[bookmark: _Toc418224251][bookmark: _Toc419374154][bookmark: _Toc423517375][bookmark: _Toc425525717]To-Be Financial Results Document








[bookmark: _Toc418224252][bookmark: _Toc419374155][bookmark: _Toc423517376][bookmark: _Toc425525718]To-Be Reporting Results Document








[bookmark: _Toc418224253][bookmark: _Toc419374156][bookmark: _Toc423517377][bookmark: _Toc425525719]To-Be Customer Service Results Document












[bookmark: _Toc425525720]Appendix C — Compilation of Parking Lot Items and Open Issues


During the functional area To-Be assessment sessions, participants identified Parking Lot items and Open Issues that Nevada would need to address in anticipation of a new system.    


In general, Parking Lot items are reminders of tasks needing to be done or decisions needing to be made while designing the new system, such as defining business rules to be developed or holding planning meetings. Open Issues may involve matters that still need to be settled and therefore would require additional effort to resolve, such as getting a definitive interpretation of Nevada policy or federal requirements and researching and refining program-wide best practices before designing them into the new system.    


For ease of reference, these issues and items have been gathered from their separate listings within each related functional area of this report and included in the following document. Open Issues are in one tab of the spreadsheet and Parking Lot items are in a separate tab of the spreadsheet.  The related functional area and business process where they were found are included in each list.





 









[bookmark: _Toc425525721]Appendix D – Functional and Technical Requirements


The files embedded below present the functional and technical system requirements as specified at the time of this report’s publication.  These documents present a point in time view of the system requirements and should not be considered the final system requirements.  It is expected that these requirements will continue to develop and evolve throughout the ongoing planning for the implementation of the Nevada Child Support Enforcement Automated System.  As such, it is appropriate for readers of this report to view the included set of requirements within the context and content of this report.  However, if readers of this report are interested in viewing the most current system requirements, they should contact the Nevada DWSS Project Manager to obtain the most current version.
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Functional Area Min % Max %



Case Initiation 10 15



Location 5 10



Establishment 10 15



Case Management 15 20



Enforcement 25 25



Financial 25 25



Customer Service 15 40



TOTAL 105 150
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Considerations for Converting Financial Records.docx


Considerations for Converting Financial Records to a New System



How much time may lapse between the most recent audit and the conversion date?



Washoe would want to audit the cases they are going to have on the new system, and doing those audits before the conversion.



It is a challenge to try to convert the State/CST splits of assigned arrears.



Some offices have worked out arrangements with the cp or ncp on the amount owed and entered it on the system even though there is no official order justifying it. Need to make sure we are converting the real support amount. 



Consider writing off some state debt to simplify conversion of state/cp assigned arrears



Send the record of payments for closed cases to the court and purge the IV-D records when they meet purge thresholds.



Take orders with adjudicated arrears as the standard.



What information should remain available online?



Payment record/history and who received the payment



Grant history



What information could be archived?



Payment record of “old” payments stored as “zipped” (compressed) data (not as an image) that could be restored fairly quickly as needed for the “old” payments.



TANF info:



Grant amount, grant dates, URA balance; who is the head of household, SSI data for child.



Order Info: 



Need to determine which order is the latest order and then make sure all of the detail info and provisions of the order are carried over. Get CEJ and DCO squared away. This is order information in addition to the financial terms of the order



Child Demographics



Emancipation Data



Disability data



Relationship of the child to the custodial party.








Enforcements Orders



Want to keep track of what enforcement processes are in flight, even if they are orders that do not have adjudicated arrears



Alerts



Convert alerts that workers have set as reminders for themselves for a future action.



Convert information in the Note field in the ELJR screen and other places where staff put contact info of other states’ workers.



Upcoming court dates



Multiple Dockets



Who are the third party payees on a case (other jurisdictions owed payments)



Those who are doing the audits would identify which docket is for which third party payee.
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Application Modernization/Replacement Feasibility Study



TANF-Foster Care Referrals (Tier A)



Rationale:  Frequency of utilization, potential for statewide standardization, and significant manual processes.



				Number



				Process Step



				Description



				As-Is Comments



				To Be Analysis







				1



				Refers case to Child Support Program



				The IV-A program refers a case to IV-D system with information regarding the parties and the IV-A benefits available at the time of referral.



				The IV-D worker works with the IV-A 2906 paperwork, which provides additional information about the parties that the IV-A workers may have learned during their interview process.



				Parking Lot:



The design of a federally required interface with Nevada’s IV‑A agency requires advance planning with that agency.



Policy Issue:



Nevada’s requirements include the federal requirement for an automated interface to receive electronic referrals from the Medicaid agency. The subject matter experts said that this requirement does not apply to Nevada any longer. In compliance with the federal certification guide, IV-D will build an interface to accept and process appropriate referrals from the Medicaid agency. The Medicaid agency’s policy determines appropriate referrals. If the Medicaid agency sends electronic referrals to IV-D in future years, CSEP should update the To-Be process for public assistance referrals to include cases referred by the Medicaid agency.







				2



				Refers case to Child Support Program



				[bookmark: RANGE!E3][bookmark: OLE_LINK2]The Foster Care program uses the Unity system to refer the Foster Care case to the NOMADS system.



				 



				Parking Lot:



The design of a federally required interface with Nevada’s IV‑E agency requires advance planning with that agency.







				3



				Pre-screens referral information



				The system works with information received in order to determine if there is sufficient information to build a viable IV-D case.



				



				Key Step:



This is where the system determines which referrals may be handled automatically.



Necessary Conditions:



· Automated interfaces of referral information



· Good business rules ensuring accurate referrals











				4



				Information sufficient to build or link case? 



				The system assesses the available information to see if it is sufficient to build a IV-D case.

If yes, go to 5
If no, go to 9



				



				Parking Lot:



The design of a federally required interface with Nevada’s IV‑A agency requires advance planning with that agency, including definition of business rules that would allow IV‑D to return incomplete or inappropriate referrals and to identify referrals that need IV-D review before accepting the referral.







				5



				Match to existing case?



				The system assesses the available information and may find an existing case that would match the parties and the roles in the referral.

If yes, go to 6
If no, go to 7



				



				







				6



				Links to case record in system



				The system adds the referral information to an existing IV‑D case that matches the criteria in the referral.



				



				Key Step:



Activates existing IV-D case.



Necessary Conditions:



· Complete referral record



· IV-D case already exists on system for family







				7



				Builds case record in system



				The system uses the referral information to build a IV‑D case record that matches the criteria in the referral.



				



				Key Step:



Creates and activates IV-D case.



Necessary Conditions:



· Complete referral record







				8



				Go to Case Assessment process



				The system proceeds to the Case Assessment process to gather additional information about/from the parties in the case in order to determine the next appropriate action for that case.



				 



				







				9



				Researches/Reconciles information needed to proceed with IV-D case



				The intake worker corrects or adds information to the information available from the referral so that the system can proceed to build, or link to, a IV‑D case, if possible.



				May not have received the paper work with the electronic case referral from IV-A.



If IVA does not complete the custodian or child information correctly, the IVD worker must contact the IVA office for correction as IVA controls the information.



				







				10



				Appropriate to proceed with case?



				Based on a clearly defined set of rules representing what the system needs to activate a IV‑D case, the Intake Worker assesses the available information and makes the decision to proceed with the case or not. 

If yes, go to 4
If no, go to 11



				There are a number of reject reasons such as cases that were sent erroneously; reject cases where participants have the wrong roles.



				







				11



				Case activation terminated



				The system generates a notice of the termination decision to the referring agency.



				If there is an existing case, the Intake Worker has been marking the case as declined if the worker determines the case should not be re-opened. Reasons to decline include but not limited to: NCP still in foreign country in which we do not have reciprocity; cases closing for unable to locate and no new information; good cause closure remains in effect.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Have to wait for system to “catch up” with responses back from interfaces.



				Takes a day off the 20-day timeframe for completing opening the case.



				System automation removes the barrier.







				B2



				IV-A starts clock instead of IV-D



				The IV-A agency’s “posting” of the referral starts their 20-day clock versus when IV-D verifies and accepts case, which is an issue when the referral is delayed in coming to child support.



				Construction Decision – immediate and automatic opening of IV-D cases from TANF referrals meets the 20-day timeframe for activating a case.



Open Issue – need consensus on policy interpretation of the start of the 20-day clock when a referral requires manual review.







				B3



				Lack of case initiation functional area



				The system does not allow a “case initiation” functional area to allow Case Initiation workers to complete the Case Initiation processes before it goes to the next appropriate functional area.



				System automation removes the barrier.







				B4



				Caseload assignment business rules needed



				System needs to apply caseload assignment business rules. Some offices are using the “next man up” method for assigning Case Initiation caseloads. This approach could be applied to all functional areas or groups of functional areas.



				Open Issue – define caseload assignment rules for the new system so that the caseload assignment method accommodates Nevada’s requirement for caseload stratification.







				B5



				System refers cases inappropriately



				System accepts referrals of an open case or a case that was closed up and not meant to be reopened.



				System automation removes the barrier.











				B6



				Keep case in current status when updating an address



				NOMADS is too quick to judge the loss of the address in the middle of an update and pushes the case to closure or out of case initiation unnecessarily



				Design Note – do not move a case toward closure or out of case initiation if the address is just being changed.  Allow the process to complete before next steps are initiated
















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Case initiation workflow



				Set up a case initiation workflow’s business rules and design the system to follow them.



				Open Issue – identify best practices among current case initiation models in the local offices and use them to create procedures for cases moving through the case initiation functional area.







				SI2



				Address hierarchy



				Determine an address hierarchy for system to use.



				Open Issue – sort through which sources of address location hits get automatic preference, which require manual review, and which are automatically rejected; dispose of the rejected hits appropriately.







				SI3



				Employer hierarchy



				Determine an employer hierarchy for system to use.



				Open Issue – sort through which sources of employer address location hits get automatic preference, which require manual review, and which are automatically rejected; dispose of the rejected hits appropriately.
















				Improvement Category



				Description of Improvement







				Automation



				· Build better interfaces for referrals from IV‑A and IV‑E; Add Medicaid Referral on process map if CSEP determines accepting Medicaid referrals automatically is a system certification requirement



· Moved steps 4, 5, 6, 7, and 8 from Worker swim lane to System swim lane, where System processes bulk of referrals, except for much smaller pool of exception processing by Intake Worker



· System generates notice of terminated referral to referring agency when child support terminates the referral







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Automatic application of business rules to referral data sets up cases correctly and identifies cases that need human review.







				Group Recommendation



				







				Pre-Implementation Opportunities



				· Give all offices access to the IV-A AMPS system, not for updating, but rather to review the detailed information leading to the IV-D referral



· The design of a federally required interface with Nevada’s IV-A agency requires advance planning with that agency



· The design of a federally required interface with Nevada’s IV‑E agency requires advance planning with that agency



· Define business rules that would allow IV‑D to return incomplete or inappropriate referrals and to identify referrals that need IV-D review before accepting the referral







				Possible Requirement Elaboration



				· Nevada needs consensus on policy interpretation of whether the requirement for an automated interface with the Medicaid agency should be removed or kept



· Nevada needs consensus on policy interpretation of the start of the 20-day clock when a referral requires manual review







				Miscellaneous Notes



				· Definition of “Case Initiation” determined during strategic session needs to apply to designing the system’s case initiation module.



· Design Note – pending referrals need a screen to tell information about any previous history of the referral (what this referral was rejected for before, etc.)























[bookmark: _Toc412715819][bookmark: _Toc421638074]Non-Public Assistance (NPA) Applications (Tier A)
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Non-Public Assistance (NPA) Applications (Tier A)



Rationale:  Frequency of utilization, potential for statewide standardization, and significant manual processes.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Sends/Walks in paper application



				The customers complete the application by hand. They can send it by mail, fax, as a scanned document via email, or walk it in to the office.



				Hard copies of the application form can be picked up at a local IV-D office or printed from a downloaded copy from the child support Website.



				Construction Decision:



The goal should be to significantly reduce or possibly eliminate the number of paper applications submitted.



Parking Lot:



In what ways should “hard copies” of the application be made available to the public in the future with the new system?    







				2



				Enters application electronically



				The customer enters an application on the IV‑D website portal and submits it electronically, or they come into the office and use a IV‑D machine in reception to enter the application directly into the system.



				 



				Parking Lot:



Need to build an internet IV‑D application portal and/or a front-end application screen to capture the information entered on the form.







				3



				Enters information from application into the system



				If the application is on paper, regardless of how it is sent, including walk-ins, the paper information is entered into a front-end data collection screen directly into the system.



				 



				The goal is to reduce or eliminate the number of paper applications.  Paper may be able to be eliminated if a kiosk is set up within the office for walk-ins and the internet portal is created for entering the application online.







				4



				Pre-screens application information



				The system works with information received in order to determine if there is sufficient information to build/link to a viable IV-D case.



				



				Key Step:



This is where the system determines which applications may be handled automatically.



Necessary Conditions:



· Application information in electronic form







				5



				Information sufficient to build or link case? 



				The system assesses the available information and sees if it is sufficient to build a IV-D case.




If yes, go to 6
If no, go to 10



				Some counties have the Clerk schedule an interview for the Intake Worker with the applicant at the time when the office receives the application. 



				







				6



				Match to existing case?



				The system assesses the available information and may find an existing case that would match the parties and the roles in the application.

If yes, go to 7
If no, go to 8



				Enter information through the APEN process. The “4000” form is the NPA application.



In some counties the Intake worker role on this process is clerical which does the APEN process



				







				7



				Links to case record in system



				The system adds the application information to an existing IV‑D case that matches the criteria in the application.



				



				Key Step:



Activates existing IV-D case.



Necessary Conditions:



· Complete referral record



· IV-D case already exists on system for family







				8



				Builds case record in system



				The system uses the application information to build a IV‑D case record that matches the criteria in the application.



				There are times when the parties are all the same, but the roles have been switched (custodian is now non-custodial parent and vice versa). This is a reversed or partner case and needs to be opened.



				Key Step:



Creates and activates IV-D case.



Necessary Conditions:



· Complete application record







				9



				Go to Case Assessment process



				The system proceeds to the Case Assessment process to gather additional information about/from the parties in the case in order to determine the next appropriate action for that case.



				 



				







				10



				Researches/Reconciles information needed to proceed with IV-D case



				The intake worker corrects or adds information to the information available from the application so that the system can proceed to build, or link to, a IV‑D case, if possible.



				If all the parties in the application have the same roles in an existing case and the case is open, then the application is a duplicate.  



				







				11



				Appropriate to proceed with case?



				Based on a clearly defined set of rules representing what the system needs to activate a IV‑D case, the Intake Worker assesses the available information and makes the decision to proceed with the case or not. 

If yes, go to 5
If no, go to 12



				 



				







				12



				Case activation terminated



				The system generates a notice of the termination decision to the applicant.



				 



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Unable to submit applications on website



				The system does not have the ability to accept the application from the Internet.  They can download the application or fax but they always mail or bring in.



				System automation removes the barrier.











				B2



				Unable to track application time frames



				They keep track of the timeframes manually off of the automated system.  They have to track the application on Excel to record federal time frames.



				Open Issue – find best practices from among the offices for tracking the request to sending out the application to tracking when it was received to putting all the dates into the system.







				B3



				System does not automatically update bankruptcy IWO codes based on available data



				Set default bankruptcy and IWO codes using NCP data already on the system when available.



				System automation removes the barrier.



















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Single screen access for data



				Access data from the screen where the data reside so the worker does not have to go through multiple screens to get to the place the data resides.



				System automation implements the suggestion.







				SI2



				Align data entry fields with source



				Align data entry fields/screens with the order in which the information is presented to the worker.



				System automation implements the suggestion.



















				Improvement Category



				Description of Improvement







				Automation



				· Moved steps 5-12 from Worker swim lane to System swim lane, where System processes bulk of applications, except for much smaller pool of exception processing by Intake Worker



· System generates notice to customer







				Process Adaptation/Streamlining



				The public’s electronic submission of application information through an online portal reduces lag time in processing applications and opening IV-D case.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				When a paper NPA application is returned to a program-wide mailbox, the application should be scanned and processed at a central location before the system alerts the local office that will work the case.







				Pre-Implementation Opportunities



				· Create an online application for the public to submit NPA applications electronically



· Identify best practices for the use of spreadsheets for tracking when the public requests an application, when it is sent to the person who asked for the application, and when it is returned to the office. Nevada may then adopt the best practices now and in the new system







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Design Note – electronically submitted NPA applications would go through a similar automated workflow as public assistance referrals and CSENet transactions that are resolved automatically by the system or require human intervention as needed.



Design Note – reduce or eliminate paper applications via:



· Optical Character Recognition (scanning in the application and the system reading in the information if paper applications must be received)



· Make online kiosks in the office available for the public to submit application



· Emails for additions/changes to application information



· Text messaging for communication
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Intergovernmental Transmittals (Tier A)



Rationale:  Frequency of utilization, potential for statewide standardization, and significant manual processes.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Submits transmittal paperwork



				The other jurisdiction sends hard copies of the intergovernmental transmittal forms and accompanying information to the Nevada Central Registry.



				The other jurisdiction also sends the transmittal paperwork to Nevada’s Central Registry along with the CSENet transaction.



				 







				2



				Sends CSENet case



				The other jurisdiction sends an intergovernmental transmittal electronically, through CSENet, to Nevada requesting assistance with establishing and enforcing a support order.



				Upon receipt of the CSENet transaction, NOMADS opens a IV-D case.



Clark county uses the Case Management Tool (CMT) to identify the CSENET alert so that Intake can be notified to monitor case for the paperwork. 



				







				3



				Enters information into system; scans documents into system



				The Central Registry Worker enters the information from the transmittal packet into the system and then scans the paper documents into the system so they can be sent electronically to the appropriate case intake worker.



				 



				Parking Lot:



Determine the protocols to monitor for the receipt of the transmittal paperwork for intergovernmental cases in a pending status. 



Design Note:



The case information could be available to the Central Registry worker and discrepancies highlighted for the worker to remedy from the paperwork in comparing the information from the CSENet transaction and the information entered from the transmittal packet.



Design Note:



Transmittal paperwork would be scanned at the Central Registry; could optical character recognition work for reading in data from the federal transmittal form?







				4



				Pends CSENet referral until transmittal  packet is received



				In order to process case properly, the CSENet case is held from being sent to a local office until Nevada receives and processes the intergovernmental transmittal packet.



				



				Construction Decision: CSENet referrals will be in a pending status on the system until the Central Registry receives, scans, and processes the transmittal paperwork. Only then will the intergovernmental case be opened on the system.



Parking Lot:  see above.  Pending the CSENet case until the paperwork is received can alleviate many instances of further delay due to a lack of synchronization.







				5



				Pre-screens transmittal information



				The system works with information received in order to determine if there is sufficient information to build/link to a viable IV-D case.



				



				Key Step:



This is where the system determines which transmittals may be handled automatically.



Necessary Conditions:



· Automated interface of transmittal information











				6



				Information sufficient to build or link case? 



				The system assesses the available information and sees if it is sufficient to build a IV-D case.

If yes, go to 7
If no, go to 12



				At this time, if there is not an existing case, the Central Registry will determine if there is enough information to create a case (names of parties and addresses).



				







				7



				Match to existing case?



				The system assesses the available information and may find an existing case that would match the parties and the roles in the transmittal.




If yes, go to 8
If no, go to 9



				



				







				8



				Links to case record in system



				The system adds the transmittal information to an existing IV‑D case that matches the criteria in the transmittal.



				A report exists that counties can run to identify CSENet alerts. 



Clark County uses the CMT system to manage tracking these cases with automated support.



				Key Step:



Activates existing IV-D case.



Necessary Conditions:



· Complete referral record



· IV-D case already exists on system for family







				9



				Builds case record in system



				The system uses the transmittal information to build a IV‑D case record that matches the criteria in the transmittal.



				The system issues an alert that it has opened an intergovernmental case has been opened, but the alert is not distinguished easily as such, and the system does not allow the worker to search for these alerts.



				Key Step:



Creates and activates IV-D case.



Necessary Conditions:



· Complete transmittal record







				10



				Forwards scanned transmittal packet to appropriate office and case worker



				The transmittal paperwork from the other jurisdiction that the worker scanned in at the start of the process is sent to the intake worker.



				 



				







				11



				Go to Case Assessment process



				The system proceeds to the Case Assessment process to gather additional information about/from the parties in the case in order to determine the next appropriate action for that case.



				If the other jurisdiction is non-responsive in sending the information, they would move the case to closure.



				







				12



				Researches/Reconciles information needed to proceed with IV-D case



				The intake worker corrects or adds information to the information available from the transmittal so that the system can proceed to build, or link to, a IV‑D case, if possible.



				



				







				13



				Appropriate to proceed with case?



				Based on a clearly defined set of rules representing what the system needs to activate a IV‑D case, the Intake Worker assesses the available information and makes the decision to proceed with the case or not. 

If yes, go to 6
If no, go to 14



				



				







				14



				Case activation terminated



				The system generates a notice of the termination decision to the other jurisdiction.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				



Disposition







				B1



				Cannot create cases without SSN



				Creates duplicates because system can create cases without SSN.



				System automation removes the barrier.







				B2



				Unable to correctly route information



				Another state may be initiating a case, but the case is in Nevada as enforcement. Therefore, Case Initiation does not get the info because the info is going to enforcement. But Nevada has not loaded the order yet, so enforcement is not looking at it either.



				[bookmark: OLE_LINK1][bookmark: OLE_LINK3]Open Issue –this issue would be dealt with through the system keeping the cases in Central Registry until it receives and processes the transmittal packet and by implementing a Case Initiation functional area.







				B3



				Inconsistent routing of information



				For some counties, all CSENET referrals or applications go to Case Initiation while other counties will forward it to where the case is assigned, and the Case Initiation worker receives phone calls but doesn’t know the facts about the case because they never got the alert.



				Open Issue –this issue would be dealt with through the system keeping the cases in Central Registry until it receives and processes the transmittal packet and by implementing a Case Initiation functional area.







				B4



				Unable to know when information received



				It is difficult for the assigned case worker in the local office to know if or when the accompanying hard copy transmittal has been received in Nevada. The worker has to wait and manually monitor for when the packet is forwarded from NIIC.



				Open Issue –this issue would be dealt with through the system keeping the cases in Central Registry until it receives and processes the transmittal packet and by implementing a Case Initiation functional area.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Only actionable alerts



				They want alerts that they need for action not information alerts that they do not impact the case or need action.



				System automation implements the suggestion.







				SI2



				Correctly direct alerts



				Direct alerts to the correct person/role.



				System automation implements the suggestion.



















				Improvement Category



				Description of Improvement







				Automation



				· Build better interfaces to system from transmittal process



· Moved steps 4-12 from Worker swim lanes to System swim lane, where System processes work the bulk of referrals, except for much smaller pool of exception processing by Intake Worker



· System generates notice to other jurisdiction that the transmittal packet has not been received







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				· Assign case set up responsibilities for all responding intergovernmental cases to Central Registry workers



· Direct CSENet transmittal cases to the Central Registry



· Put CSENet transmittal cases into a pending status until the Central Registry has received and processed the transmittal packet. After processing the transmittal packet, the opened case moves to the office responsible for working the case.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				· CSENet with Idaho, and other abutting states



· Conversion processes for the new system – do not open closed cases
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Case Assessment (Tier A)



Rationale:  Frequency of utilization, potential for statewide standardization, and significant manual processes.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Begins Case Assessment



				The Intake Worker begins the steps necessary to adequately assess the case based on the application, any other documents provided and the system.



				The paternity affidavit may not be provided with the application and may be requested in Step 7 if needed.



				







				2



				Makes preliminary BOW/Pat determinations



				The Intake Worker assesses the birth and paternity status to verify if the child was born out of wedlock (BOW) and if paternity status is at issue. 



The Intake Worker uses the information received on the paternity affidavit and other evidence submitted for paternity to determine birth and paternity status.



				If the parties were married at the time of the child’s birth, the child was born in wedlock and paternity is presumed.



				Key Step:



Determines next step for IV‑D case.







Necessary Conditions:



· As much IV‑D case info as possible



· Verification documents







				3



				Is there good cause?



				The Intake Worker determines if the case has circumstances warranting a good cause determination. 







If yes, go to 4
If no, continue on to 5,6,7,8 group



				The case is also marked for Family Violence when the IV-D worker becomes aware that family violence is an issue for the custodian.



				







				4



				Go to Case Closure process



				The Intake Worker moves the case to the Case Closure process for Good Cause so no notification occurs. 



				Reasons for not requiring an order may include a determination of good cause for the custodian to not cooperate in establishing paternity and support.



				







				5



				Researches for existing orders; enters the ones they find on system



				The Intake Worker determines whether an order is needed, depending on whether an order already exists in or outside of the system.







				The Intake Worker will search for orders in their own county’s court system, COMPASS, QUICK, and other counties’ court systems. In addition the Intake Worker will request copies from other states when out of state orders can be found.



				Key Step:



Determines next step for IV‑D case.







Necessary Conditions:



· As much IV‑D case info as possible







				6



				Verifies case information



				The Intake Worker must Verify Addresses, Employment, and assets if identified as a part of the case assessment.



				Do the whole assessment process even with bad address before it goes to locate. 



NIIO handles the assessment of initiating intergovernmental cases for Clark County and several PAO offices.



				Key Step:



Determines next step for IV‑D case.







Necessary Conditions:



· As much IV‑D case info as possible







				7



				Interviews CST or requests information from CST



				The Intake Worker attempts to obtain information from the custodian with one or more of the following tactics: interviewing the custodian, using phone calls, or setting up an interview in the office. Other counties generate letters requesting information to complete assessment and set a manual date for the reply on a calendar outside the system.



				 In some counties, if the custodian does not respond, the case is reviewed for case closure



				Key Step:



Determines next step for IV‑D case.







Necessary Conditions:



· As much IV‑D case info as possible







				8



				Requests/Obtains information from/about NCP



				The Intake Worker obtains information from the noncustodial parent in writing, through phone interview, or setting up an interview in the office. 



				The Intake Worker also attempts to acquire additional information about the noncustodial parent through interfaces with databases.



				Key Step:



Determines next step for IV‑D case.







Necessary Conditions:



· As much IV‑D case info as possible







				9



				Generates requests for missing/additional information



				The system generates documents and/or searches for additional information.



				



				







				10



				Scans documents and loads into system



				The Intake Worker scans the documents into the system.



Nevada uses the document imaging software known as Compass to capture document images to assist in their Case Management. 



				 



				







				11



				Is the CST receiving CS payments from another state?



				Is the custodian receiving child support payments from another state while receiving public assistance in Nevada?




If yes, go to 12
If no, go to 13



				



				Construction Decision:



This step and related steps were added to reflect actual practice.







				12



				Go to Redirect Payments process



				The system initiates the NV Responding TANF Redirect Request on Assigned Case process to get the payments redirected to Nevada’s State Collection and Disbursement Unit. The Case Assessment process continues upon completion of the Redirect Payments process.



				



				The Redirect Payments process is included in the Case Management functional area.







				13



				Attempts Locate of NCP



				The system uses interfaces with location sources to try to find the current address of the noncustodial parent.



				



				







				14



				Successful Locate?



				Is a valid current address found for the noncustodial parent?







If yes, go to 16
If no, go to 15



				



				Construction Decision:



The group added this step to make it possible to align the process with the definition of the boundaries for the Case Initiation functional area.







				15



				Go to Locate process



				The system directs the case to the Locate process.



				



				







				16



				Intergovernmental case?



				Is this a case with a noncustodial parent in a different jurisdiction?







If yes, go to 17
If no, go to 18



				



				Construction Decision:



This step was moved from early in the process to the end of the process to reflect actual practice.







				17



				Go to NV Initiating Intergovernmental and Acknowledgment Received process



				This system initiates a referral of the case to another jurisdiction for establishment and enforcement actions.



				



				The Initiating Intergovernmental process is included in the Case Management functional area.







				18



				Generates courtesy contact  to NCP



				The Intake Worker sends an introductory courtesy letter to inform the noncustodial parent of the process and actions the noncustodial parent should take to assist in providing accurate information and to set an expectation of the time frames.



				In addition, the NCP is provided a PIN to uniquely identify them when connecting to the voice response system.



				







				19



				Next appropriate action taken; appropriate worker alerted



				The system directs the case to the next appropriate activity based on the information gathered during the Case Assessment process and alerts the appropriate worker when needed.



				· The case goes to Enforcement if the case has a good order entered on the system. If Review and Adjustment is needed, proceed with Review and Adjustment Process in Enforcement.



· The case goes to locate if Locate services are needed. 



· The case goes to Establishment if an order is needed on the case. 



				



















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Inconsistency in intergovernmental procedures



				Counties do not follow unified, statewide, intergovernmental procedures. For instance, not all counties refer their initiating intergovernmental cases to the NIIO.



				The group decided this is not a barrier. Initiating intergovernmental cases would continue to be managed as they are today.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Do not move forward with cases until case initiation complete



				Do not move a case out of case initiation until case initiation is completed. “Case set up” and “case initiation” are the same functional area.



				Open Issue – definition for a case to have completed Case Initiation and move to Establishment or Enforcement is the Case Assessment process has been completed AND the case has a verified location (home or employer) for the noncustodial parent. Definition for a case to have completed Case Initiation and move to active “locate” status is when the Case Assessment process has been completed AND the case does not have a verified location (home or employer) for the noncustodial parent.







				SI2



				Follow unified intergovernmental procedures



				System needs to follow unified, statewide intergovernmental procedures.



				Disregard this item as a suggestion for improvement. Consider forming an Intergovernmental Workgroup as needed to address issues arising from detailed requirements and design sessions.







				SI3



				Auto-generate documents to custodian



				Auto-generated letter and forms to custodian requesting General Testimony and Affidavit of Paternity, when necessary, when an out-of-state address is received for the non-custodial parent.



				System automation implements the suggestion.







				SI4



				Auto-generate UIFSA documents



				Auto-generated UIFSA documents, i.e. Transmittal #1, Uniform Support Petition.



				System automation implements the suggestion.
























				Improvement Category



				Description of Improvement







				Automation



				· Moved steps 1, 10, 11 from Worker swim lane to System swim lane, where System processes decisions that can be made by studying the data



· System generates requests for extra info and notices for the CST and NCP







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc421638077]Functional and Technical Requirements Associated with Case Initiation



Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Case Initiation functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document.  Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				TANF-Foster Care Referrals



				[bookmark: OLE_LINK4][bookmark: OLE_LINK5]4.1.26, 4.1.27, 4.1.28, 4.1.1, 4.1.2, 4.1.4, 4.1.5, 4.1.6







				2



				NPA Application



				4.1.24, 4.1.25, 4.1.4, 4.1.6







				3



				Intergovernmental Transmittal



				4.1.29, 4.1.37







				4



				Case Assessment



				4.1.10, 4.1.17, 4.1.18, 4.1.19, 4.1.20, 4.1.21, 4.1.22, 4.1.1(#8), 4.3.3; 4.6.1
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Case Initiation -Intergovernmental Transmittals
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Generic Locate Process – Automated (Tier A)



Rationale:  Frequency of utilization, and potential for statewide standardization.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				[bookmark: OLE_LINK3][bookmark: OLE_LINK4]Identifies a case needing location



				The system identifies cases where a noncustodial parent does not have a valid address or employer and does automated searches on that noncustodial parent.



The system identifies custodians for location when there is money that is undistributed and no family violence indicated.  



The system also identifies custodians for location when there is an indicator stating location is needed.  This indicator is set by the worker.  When setting the indicator, the system warns the worker if there is family violence indicated.  The worker can acknowledge the warning and continue to place the indicator.



				 



				Key Step:  



This is where the process starts.



Necessary Conditions:



· Information in system to correctly identify when no current employer exists



· Information in system to correctly identify when a party has no current address







				2



				Has case been in locate for years?



				Has the case been in locate for years?



The system automatically closes cases that have been in locate either 3 years (if enough information for automated searches) or 1 year (if automated searches cannot be performed).







If yes, go to 3



If no, go to 4



				 



				







				3



				Go to Case Closure process



				Once the system determines closure based on years in locate is appropriate, this process flows to the Case Closure process.



				 



				







				4



				Searches automated sources



				The system performs automated searches on various sources.  The frequency of the search is dependent on the source of the information.  



NOTE:  Below is the information from the As-Is session about the current interfaces.  This may need to be reviewed and updated.



Some searches are generated at case initiation, others run on set schedules, and most can be generated upon request.



Below is a list of the various interfaces:  The frequency of the search is listed under the source.  



· Bureau of Vital Stats



· case initiation



· upon request



· Department of Employment, Training & Rehabilitation (DETR) 



· case initiation



· set schedule



· upon request



· Department of Motor Vehicles (DMV)



· case initiation



· every 6 months, while in locate, for 3 years



· upon request



· Department of Prisons 



· matches list to noncustodial parents and generates alert



· Defense Manpower Data Center (DMDC)



· included in Federal Case Registry (FCR) 



· upon request



· Federal Case Registry (FCR) which also includes Federal Parent Locator Service (FPLS), Internal Revenue Service (IRS), National Security Agency (NSA), State Directory of New Hires (SDNH), State Verification and Exchange System (SVES) and National Directory of New Hires (NDNH)



· requests 2 days after case goes into locate



· once a year for 3 years while case in locate



· upon request



· National Security Agency (NSA)



· Included in FCR



· upon request



· NUMIDENT –Social Security Administration (SSA)



· case initiation



· resends if noncustodial parent’s Social Security Number (SSN) verification field is “R”



· Sierra Pacific Power 



· at end of month if case is still in locate as well as once a year



· upon request



· State Parent Locator Service (SPLS)



· Via CSENet



· State Verification and Exchange System (SVES) which includes  Social Security Administration (SSA) retirement, survivors, disability, health insurance benefits, federal, state and local correctional facility information  



· Included in FCR



· upon request



If the noncustodial parent has a pseudo SSN, the only interfaces automatically generated the night of case initiation are Bureau of Vital Stats and DMV (and after 20 days, FCR).



FCR query selection submits a query to the FCR to see if any other state has reported a case involving the noncustodial parent or any other participant in the case.



FPLS locate requests where Department of Defense or “all” are requested contain all information on active duty military, military reservists, retired military and retired federal civilian personnel.



Postal verifications are sent as a result of an FPLS interface



				The system does not work for locate process with Southwest Gas. NV Power and Sierra Pacific Power are now called NV Energy and the system does not have an interface with NV Energy.











 



				Key Step: 



This is the process where new locate information may be found by interfacing with various databases.



Necessary Conditions:



· Automated interfaces



· Identifying information of party











Parking Lot:  



While the description lists the current sources and frequency, this is something that needs to be reviewed and potentially updated for the new system.







				5



				Was new information received?



				Was any new information received from the automated searches?



The system recognizes and does not update information that has recently been removed or end dated.







If yes, go to 7



If no, go to 6



				 



				







				6



				Next appropriate step taken



				If there is no information received, the case may be moved to manual locate based on appropriate criteria.



Otherwise, the case continues to run automated searches periodically until either a new address is found or the case meets closure criteria.



				



				







				7



				Is information on party address OR an employer known in the database?



				Is the new information found on a party’s address?  Or is the new information found on an employer that is known in the employer database on the system?



If the information is on an address or an employer already known to the system, the information is updated.  Otherwise, the employer must be added to the system before it can be updated on the case.







If yes, go to 9



If no, go to 8



				There is an ancillary system (PORTAL) that can be used to hold pending addresses.







				







				8



				Adds temporary employer and submits to Employer Services Unit



				If the new information is on an employer that is not already known to in the database, the system adds the employer temporarily and submits the temporary employer information to the Employer Services Unit to confirm and make permanent or consolidate with an existing employer.



				



				Construction Decision:  



Group agreed with the step that allows the system the ability to create a temporary employer.  This would be submitted to the Employer Services Unit to verify and either make the employer permanent or to consolidate the employer with an existing employer.  This maintains the integrity of the database while allowing the process to continue without delay.  







				9



				Updates case



				Updates party’s case or cases with information about an address found or an employer found.



				



				Key Step: 



This is where the system updates the case with new data.



Necessary Conditions:



· New valid address, or



· A new employer who has their information already loaded in the employer database.







				10



				Case moved to next step



				The case is moved to the next step.  The next step in the case is dependent on the case facts.



If the employer was found and there is an order for income withholding, the next step would be to send the income withholding notice even if the address for the noncustodial parent is not known; effort continues to search for the noncustodial parent’s addres.



If there is no order for the case, the next step may be to establish an order.  If there is no income withholding ordered, the next step may be to enforce by another method.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				IV-A Inteface



				There are several items that are barriers associated with the IV-A interface.  The IV-A interface overwrites IV-D addresses with IV-A information that may not be as good as the IV‑D information.  This can cause key processes to stop.  For instances, if the IV-A address shows “homeless”, this overwrites to the IV-D system and stops the automatic closure.  



				System automation provides the opportunity to remove some of these barriers.  The new IV-A interface can be programmed to not overwrite good IV-D addresses and exclude addresses like “homeless”, etc. from updating. 







Open issue – design into new system







				B2



				Employer Updates



				Workers reported that they believe there is a problem with employer information from some interfaces not doing all the updates.  The other issue is that old data is being updated instead of being rejected.



				System automation removes the barrier







				B3



				DETR Interface



				DETR interface information that is old is updating as well as the new information.  Suggestion for improvement is to only update on the new information.  



				Incorporated into Step #5















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Employer / Address Updates



				Generally, the system should reject duplicate or recently removed information when interfacing with sources.



				Incorporated into Step #5
























				Improvement Category



				Description of Improvement







				Automation



				Removed steps involving workers sending request to IT to do an employer add.  The system should be able to handle that. 



Moved go to case closure and next appropriate step taken to the system swim lane as this entire process should be able to be automated.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #8 – Ability for system to add temporary employers and ability for specific users to consolidate employers if duplicate employer records are found (e.g., the temporary is already an existing)







				Miscellaneous Notes



				Step #1 – Requirement 198 says the system must be capable of locating the custodian for undistributed collections.  The group discussed the need to allow the worker to indicate custodians that should be located.  This was added to step 1 along with the undistributed issue.
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Generic Locate Process – Manual Locate Process (Tier A)



Rationale:  Frequency of utilization, potential for statewide standardization, and significant manual processes



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case needing location



				The system identifies a case needing location.  This can happen based on the employer and / or party’s address being invalid (e.g., marked as “bad”, end dated, etc.).  



Sometimes location efforts (including manual searches) may be done to locate the custodian if there is money being held or there is another reason the custodian must be contacted.



The Case Initiation – Case Assessment process requires the intake worker to gather and verify as much information as possible for the noncustodial parent involved with the case.



				Some counties have specialized locate workers who handle this process.



Douglas, Elko, Pershing, Mineral, Humboldt, Lyon and Nye do not havae specialized locate workers, therefore, their case workers handle this process.



				Key Step:  



This step begins this process.



Necessary Conditions:



· Information in system to know when manual location efforts are needed



· Identification of what needs to be located (e.g., NCP, CST or employer).







				2



				Generates request for location information from CST



				The system generates a request to the custodian for any new location information on the noncustodial parent.  



The system recognizes when the last request was made and does not generate requests when one has recently been made.



This step is done in parallel with Step #3 below.



				



				







				3



				Notifies worker to perform manual searches



				The system notifies the locate worker that manual searches are needed.



This step is done in parallel with Step #2 above.



				



				







				4



				Searches manual sources



AND/OR



Verifies CST information



				Manual sources are searched by the locate worker.  This can be done based on automated searches unable to find information or information provided by the custodian needing verification.



Some of the sources that are used are as follows:



· Prison systems



· Sheriff’s office



· Insurance companies



· Websites



· Vinelink



· CLEAR



· Work number equifax



· Vital stats



· Corrections



				There was a lengthy Facebook discussion and while it should not be searched directly, CLEAR and LEXUS/NEXUS do utilize their information in an acceptable way.



The use of the “50-State” check from DMV was also discussed; however, this is to be used only for bench warrant service and not for general location purposes.



Elko DA-It was discussed that SCOPE was another option for locate. Elko is researching this location tool.



				Key Step:  



This is where the manual searches for new data are performed.



Necessary Conditions:



· Workers must have access to the newest and most powerful search tools in order to do their work efficiently.



· Identifying information of party



· Ability to send and receive information through sources efficiently and reliably







				5



				Is a possible location found?



				Is a possible location found from the manual searches?







If yes, go to 8



If no, go to 6



				



				







				6



				Narrates case



				The locate worker narrates the case if there is no possible information found.  This allows the locate worker to know which sources have been checked for information.



				



				







				7



				Process ended; case remains in locate



				If no possible locations are found, the process ends.  The case remains in locate until it meets federal criteria for closure or until information is found that would allow the case to move forward.



				



				







				8



				Is verification needed?



				Is verification of the information needed?



The locate worker will decide if verification of the information is needed depending on the source of the information.  This ensures other processes (such as case closure) are not stopped inappropriately.







If yes, go to 9



If no, go to 15



				



				







				9



				Generates verification letter



				The system is used to generate a verification letter if information is found that needs to be verified.



This allows the information to be verified and the system to be updated once that information is verified.



This verification could be generated to the employer or postal service.



				



				Key Step:  



This is where the system generates verification to determine if the information is reliable or “good”.



Necessary Conditions:



· New, not necessarily reliable, information that needs verifying







				10



				Monitors for response



				The system monitors the verification letter for response.  



				



				







				11



				Is a response received?



				Is a response to the verification letter received?



If there is no response to the verification letter, the system notifies the worker to take the next appropriate step.  If there is a response, the next step is to determine if the information was verified.







If yes, go to 13



If no, go to 12



				



				







				12



				Worker notified; next appropriate action taken



				The system notifies the worker that no response was received.  The worker then takes the next appropriate action.  This action could be calling an employer who did not respond to a verification or requesting another verification if the Post Office did not respond to the first request.



				



				







				13



				Is information verified?



				Is the information received verified?



This determines if the information received earlier has not been verified as valid information.  If so, the system is updated.  If not, the process ends and the case remains in locate until information is found or the case meets federal closure criteria.







If yes, go to 15



If no, go to 14



				



				







				14



				Process ended; case remains in locate



				If the information is not verified, the process ends and the case remains in locate until information is found or the case meets federal closure criteria.



				



				







				15



				Updates system



				The locate worker updates the system when the information is from a source that does not need verification or has been verified.



				



				Key Step:  



This is where the system updates the case with new data.



Necessary Conditions:



· New valid address or a new employer who has their information already loaded on the system.



· Ability in the system to know if information is pending verification or reliable.







				16



				Case is moved to next step



				The case is moved to the next step.  This is dependent on the type of information that is updated and the circumstances of the case.



If an employer is added to the system and an income withholding order exists, the next step will be the income withholding process.



If the employer is added, but the noncustodial parent address is still unknown, the next step could be to continue searching for the address.



				



				







				17



				Did CST respond?



				Did the custodian respond to the request for locate information regarding the noncustodial parent.



The system monitors for response from the custodian.



The custodian could respond that they do not know where the noncustodial parent is located or provide new information.







If yes, go to 18



If no, go to 20



				Elko and Clark do monitor for response.











				







				18



				Did CST provide new information?



				The system monitors for response.  If the custodian provides new information, the locate worker determines if that information needs to be verified.  Many times the locate worker enters that information directly on the system without verification.







If yes, go to 8



If no, go to 19



				



				Construction Decision:  



Needed agreement as to whether there would always be a verification of information that the custodian sent.  This is not the case so re-worked the flow as the custodian information is not always verified.  











				19



				CST monitoring ended; case remains in locate



				If the custodian responded, but did not provide any new information, monitoring of the custodian response is ended and the case remains in locate until information is found or the case meets federal closure criteria.



If the custodian did not respond and the case does not qualify for sanctions or closure, monitoring of the custodian response is ended and the case remainsin locate until information is found or the case meets federal closure criteria.



				



				







				20



				Does case qualify for sanctions (PA case)?



				Does the case qualify for sanctions if the custodian did not respond?



Sanctions may be applied if the custodian is receiving public assistance benefits.



If the case is not a public assistance case and the custodian did not respond, the case is reviewed to determine if closure is approriate







If yes, go to 21



If no, go to 22



				While some counties do not track for a custodian response, some do  and will pursue sanctions if the custodian does not respond.



				







				21



				Sanctions pursued



(office optional)



				Sanctions can be pursued if the custodian does not respond to the request for location information on the noncustodial parent and is receiving public assistance benefits.  The worker would determine whether sanctions should be applied.



				Clark will pursue sanctions if the custodian does not respond.



				Construction Decision:  



Varying practices exist that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group was unable to come to a consensus as to whether the custodian should be sanctioned if they fail to respond to this notice. (Reference 45 C.F.R. 303.11(b)(9), (10), and (11)).  



This variation is an exception to the statewide standardization rule based attorney discretion with regard to pursuing sanctions.







				22



				Does case qualify for closure?



				Does the case qualify for closure?



If the custodian does not respond and is not receiving public assistance, the case may qualify for closure if non-cooperation is deemed and information from the custodian is needed to proceed.



If there is state debt owed, the case may not qualify for closure.







If yes, go to 23



If no, go to 19



				



				







				23



				Go to Case Closure process



				The system refers the case to the Case Closure process if the custodian does not respond to the notice and is not receiving public assistance benefits.



This flows to the Case Closure process once a valid closure reason is identified.



				Elko monitors for custodian response and may close if the custodian does not respond.



				Construction Decision:  



Varying practices exist that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group was able to come to a consensus that the case should qualify for closure if the custodian does not respond to the request for information. (Reference 45 C.F.R. 303.11(b)(9), (10), and (11))
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Centralize manual locate functionality



				There appears to be an opportunity to have a  centralized specialist that will become familiar with all the sources and which ones are the most reliable.



				Group Recommendation to Centralize:  The group cautioned that this would only be successful if changes were made to the contracts and trust was built between the offices and whomever was doing the manual locate.







				SI2



				Consistent treatment for custodians



				Offices are not consistent in their treatment of custodians that do not reply to notices inquiring about the location of noncustodial parents.



				Group decided to allow the local office variation for the determination of pursuing sancations against the custodian in a public assistance case (Step #21) to continue and cited the attorney discretion exception as the justification for the nonstandardization.







The group decided to standardize the action to close the case for lack of custodian response (step #23) in a non-public assistance case.
























				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Identifying needing manual locate



· Requesting locate information from CST & notifying worker to start manual searches (these are done in paralle as no need to wait for CST to begin searches)



· Questions about case qualifying for sanctions or case closure can also be done by system with business rules



· Generation of verification and monitoring for response to those letters







				Process Adaptation/Streamlining



				Moved other boxes to allow for ending process if no valid information was found (or no information at all was found).







				Standardization



				







				Improved Quality



				







				Group Recommendation



				SI1 – Having centralized specialist for manual locate would ensure consistent treatment across the state.  It could also mean specialized knowledge about sources and perhaps contacts with specific sources.  The group agreed on centralization, but cautioned that this is a contract issue.  Also, there are trust issues and people who want control of their cases.  Group recommended this be centralized if contract and trust issues can be resolved.  



Discussion on keeping the case with the case manager and not really going into locate in order for location to be performed.  There are some aspects of the case that can continue (e.g., FIDM, tax refund offset, etc.) even when the noncustodial parent’s address or employer are unknown; keeping the case with the case manager allows a single point of contact and actions even when location is being performed.  Discussion on centralizing location functionality without changing a case to another case manager.  The group agreed with the concept and that there are problems with workers moving cases to locate to get them out of their caseload and vice versa.  However, this is where trust would need to be built with the centralized locate unit and the case managers who are ultimately responsible for the case.







				Pre-Implementation Opportunities



				Centralization discussion and what changes, if any, would be needed to the office contracts.



Re-analyzing performance metrics for offices that perform centralized functionality, but do not directly impact collections.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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New Hire Information (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives new hire information



				The new hire information is reported to the Department of Employment, Training and Rehabilitation (DETR).  



For Nevada, DETR is the also the State Directory of New Hire (SDNH).  The National Directory of New Hire (NDNH) information from the federal Office of Child Support Enforcement (OCSE) goes to the SDNH and comes into the Nevada system.  This information is received electronically.



Employers can also report new hire information through the Employer Web Service (EWS).



				



				







				2



				Matches new hire information to participants



				The system matches new hire information to the participants.



				



				Key Step:  



This is where the system matches new hire info to participants.



Necessary Conditions:  



· Valid ID markers so that matching can be done correctly and efficiently







				3



				Is this new employer information?



				Is this new employer information for the noncustodial parent?



If this is not new employer information, the system continues to monitor for matches.  This includes making sure the information is new and has not already been removed from the system previously.  It would be truly new from the case viewpoint.



If this is new employer information, the system must determine if the employer is known to the system.







If yes, go to 4



If no, go to 2



				



				







				4



				Is employer known to system?



				Is the new employer already known to the system?



If the new employer is already known to the system, the system updates the case with the information.  If the new employer is not known to the system, it must be added before it can be updated to the case.







If yes, go to 6



If no, go to 5



				



				







				5



				Adds temporary employer and submits to Employer Services Unit



				If the employer to be added is not already known to the system, the system adds the employer temporarily and submits the temporary employer information to the Employer Services Unit to confirm and make permanent or consolidate with an existing employer.



				



				Construction Decision:  



Group agreed with the step that allows the system the ability to create a temporary employer.  This would be submitted to the Employer Services Unit to verify and either make the employer permanent or to consolidate the employer with an existing employer.  This maintains the integrity of the database while allowing the process to continue without delay.  







				6



				Updates information 



				The system updates the case with the new employer information.



				 



				Key Step:  



This is where the system records/updates the matches of new hire info to participants.



Necessary Conditions:  



· A true match from the new hire system to a case record







Construction Decision:



If this is new hire information, would an employer verification actually be needed?  Group agreed this was redundant.  Removed sending the employer verification.







				7



				Is there an IW order?



				Is there an income withholding order that exists?



Once a new employer is added to the system, the information is updated to the case.  The system checks to see if there is an income withholding order and goes to the Income Withholding process.



  



If yes, go to 8



If no, go to 9



				



				







				8



				Go to Income Withholding process



				Once the new employer is added and if there is an income withholding order, go to the Income Withholding process.



				 



				







				9



				Process ended



				The new hire process ends.



				 



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Out-dated Employer Print Jobs



				Workers reported that employer verifications and income withholding notices that are generated from print job are late, old, and have out-dated information.  



Washoe reported that if you manually enter the employer, these documents print during the day.  If the employer comes through the interface, the overnight processing generates the documents.  



				System automation removes the barrier







				B2



				EWS Process Behind



				Workers reported that the Employer Web Services (EWS) staff were six days behind and that they have had to wait for weeks for information.  



Central Office reported that there was an issue with Help Desk personnel being out and unable to enter information for a week.  This cause some of the delays the workers were experiencing.



				Resolved















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Removed steps involving workers sending request to IT to do an employer add.  The system should be able to handle that.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #5 – Ability for system to add temporary employers and ability for specific users to consolidate employers if duplicate employer records are found (e.g., the temporary is already an existing)







				Miscellaneous Notes
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Intergovernmental / FPLS / SPLS / Quick Locate (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies new information entered



				The system identifies new information entered on intergovernmental cases.  If the information has been verified, this information is sent to the other jurisdiction.



				Elko DA/PAO indicated they do not use the Intergovernmental Unit service’s as a resource for interstate case’s. 



				







				1.2



				Information sent via CSENet



				The new information is sent to the other jurisdiction via the Child Support Enforcement Network (CSENet).



				



				Key Step:  



This is where the system automatically sends new identifying information to another jurisdiction.



Necessary Conditions:  



· A complete set of rules to let the system know when and how to move the changed data



· Identifying information entered on system







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Receives CSENet request for locate



				The system receives CSENet requests for locate.  This is done entirely by the system.  The system does not set up a IV-D case for quick locate requests.



				



				Key Step:  



This is the starting process for the electronic quick locate process.



Necessary Conditions:



· Ability to electronically receive CSENet requests from other jurisdictions.







				2.2



				Performs automated searches



				The system performs automated searches without a IV-D case being created.  This is done through the automated sources used in the the Generic Locate Process – Automated flow.



				



				Key Step:  



This is where the system searches for new data.



Necessary Conditions:



· Automated interfaces



· Identifying information of party



· Ability to do searches without a IV-D case set up







				2.3



				Sends response via CSENet



				The system sends an automatic response within 14 days.  This response indicates any information that was found during the searches or the fact that no information as found.



				



				Key Step: 



This is the goal – to send a response to the other jurisdiction.



Necessary Conditions:



· Ability to respond to correct jurisdiction via CSENet without a IV-D case being created.







				2.4



				Process ended



				Once the automatic response has been sent, the process ends.  



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				3.1



				Receives paper request



				The Central Registry worker receives a paper request for location from another jurisdiction. 



Paper requests are only used if the other jurisdiction does not have the option of CSENet for location.



Federal requirements dictate that no IV-D case should be created when performing the quick locate process.



The Central Registry worker records the paper request within the system without creating a IV-D case.



				



				Key Step:  



This is the starting process for the paper quick locate request process.



Necessary Conditions:



· Ability to accept paper requests without creating a IV-D case.















				3.2



				Performs automated searches



				The system performs automated searches without a IV-D case being created.  This automated search is performed using the Federal Parent Locator Services (FPLS) sources identified in Generic Locate Process – Automated flow.  



				



				Key Step:  



This is where the system searches for new data.



Necessary Conditions:



· Automated interfaces



· Identifying information of party



· Ability to do searches without a IV-D case set up







				3.3



				Performs automated searches



				The system performs automated searches without a IV-D case being created.  This automated search is performed using the State Parent Locator Services (SPLS) sources identified in Generic Locate Process – Automated flow.



				



				Key Step:  



This is where the system searches for new data.



Necessary Conditions:



· Automated interfaces



· Identifying information of party



· Ability to do searches without a IV-D case set up







				3.4



				Sends response to requesting jurisdiction



				The Central Registry worker sends a response to the requesting jurisdiction.



This response is generated by the system.  The system generates the response within 14 days.  This response indicates any information that was found during the searches or the fact that no information as found. 



The Central Registry worker mails the response to the requesting jurisdiction since that jurisdiction is not able to receive CSENet responses.



				



				Key Step: 



This is the goal – to send a response to the other jurisdiction.



Necessary Conditions:



· Ability to respond to correct jurisdiction without a IV-D case being created.



· System ability to generate a correct response







				3.5



				Process ended



				Once the response has generated and been mailed, the process ends.  



				



				







				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				Fix problem with Idaho and others



				They are not receiving CSENet transactions with some states.  This should be checked to see why this is happening.



				Open Issue – it was not determined whether the problem was within NOMADS or the other state systems.







				SI2



				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Federal regulations require Quick Locate to be done without setting up a IV-D case.  In the To-Be process, the steps that called for a NPLS case being set up were removed.  The new system will need to be designed without the case being set up.







				Group Recommendation



				







				Pre-Implementation Opportunities



				SI1 – Appears to be a problem with receiving CSENet transactions from some states (e.g., Idaho).  Research to determine if NOMADS or other state’s issue.







				Possible Requirement Elaboration



				Steps #2.1 and #3.1 require quick locate without setting up a IV-D case.  Review requirements to determine if elaboration is needed.







				Miscellaneous Notes
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Quick Locate (Outgoing) (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies case for quick locate



				The locate worker identifies the need for a quick locate request that initates the quick locate process.



These are identified by various methods.  While reviewing the history of the noncustodial parent, the locate worker could discover residence or employment in another state.  The custodian can also provide information that the noncustodial parent may be in another state.



				



				







				1.2



				Selects state to request quick locate



				The locate worker selects the state or states from which to request quick locate.  



				



				Key Step:  



This step begins the quick locate process.



Necessary Conditions:



· Potential state(s) of residence for party







				1.3



				Determines type of locate



				The system determines the type of locate needed.  This determination is based on whether the state of the request is set up to accept electronic locate requests.



If the state where the request is being made can accept electronic requests, the request is sent electronically.  If the state where the request is being made cannot accept electronic requests, the request is sent by paper.







If electronic, go to 1.4



If manual, go to 1.5



				



				Key Step:  



This is where the choice of type of locate process is made, whether electronic or manual.



Necessary Conditions:



· Dependable data regarding what other jurisdictions can accept in the system







Construction Decision:



This process requires the system to have a profile on other jurisdictions which allow the system to know whether the jurisdiction accepts electronic CSENet transactions or if manual transmittals are required.  







				1.4



				Generates CSENet transaction



				If the other jurisdiction can accept electronic requests, the system generates the request via CSENet.



				



				Key Step:  



This step sets up the electronic locate request.



Necessary Conditions:



· As much identifying information as possible/required for party



· Information for electronic submission for jurisdiction receiving request







				1.5



				Prepares Locate Data Sheet



				If the other jurisdiction cannot accept electronic requests, the system generates the Locate Data Sheet.  This is a federal form that is used by a IV-D agency for requesting locate information (regarding either parent, employer, wages, or assets) from another state.



The system completes as much of the form as possible.  



				



				Key Step:  



This step sets up the manual locate request.



Necessary Conditions:



· As much identifying information as possible/required for party for completing form



· Addresses for state receiving request







				1.6



				Sends to other jurisdiction



				The system sends the completed request to the jurisdiction from which information is being requested.



This is done either by CSENet or email.  The system generates the email or CSENet transaction.



				



				Construction Decision: 



Ensure agreement with concept of central printer sending system generated information.  



This was changed – it was decided that the paper request should be sent via email to the other jurisdiction if they cannot accept CSENet transactions.







				1.7



				Receives in other jurisdiction



				After the request is sent, the other jurisdiction receives the request.



				



				







				1.8



				Monitors for response



				The system monitors for response for the request made of the other state.



				



				







				1.9



				Is a response received?



				Is a response received from the jurisdiction from which information was requested?



If a response is received, the response is recorded in the Quick Locate Responses flow below.



If a response to the request was not received, the system notifies the locate worker to take the next appropriate action.







If yes, go to 1.10



If no, go to 1.11



				



				Construction Decision:  



Ensure agreement on actions if the other jurisdiction does not respond.  The flow is constructed to have the system resend the document and then generate a notification to the worker to follow-up with the state that did not respond.  



This was changed – instead of the system resending, the worker will take the next appropriate action if no response is received.







				1.10



				Go to Quick Locate Response process below



				If a response is received, the response follows the flow in the Quick Locate Responses below.



				



				







				1.11



				Next appropriate action taken



				If a response to the quick locate request is not received, the locate worker takes the next appropriate action which may be to call the other jurisdiction.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Sends response



				The other state sends a paper response.  This response is based on the manual request made in the Quick Locate Initiation process.



				



				







				2.2



				Enters response in system



				The locate worker enters the response to the quick locate into the system.  This includes entering negative responses.



				



				







				2.3



				Receives response



				The system receives a response from the other state.  This response is based on the electronic request made in the Quick Locate Initiation process.



				



				







				2.4



				Analyzes information



				The system analyzes the information that was received based on the quick locate requests.



				



				







				2.5



				Was new information received?



				Was any new information received from the quick locate requests?



The system recognizes and does not update information that has recently been removed or end dated.   The system updates new information received.







If yes, go to 2.7



If no, go to 2.6



				 



				







				2.6



				Next appropriate step taken; manual locate process



				Other steps may be taken if there is no new information that was received from the quick locate requests.



One step may also be to continue locate through manual sources if these sources have not already been exhausted.  



If other avenues have been exhausted, another step may be to leave the case in locate and allow the automated searches to run periodically until the case meets federal case closure criteria.



				



				







				2.7



				Updates system



				The system updates the case record based upon the new information that was received from the other jurisdictions.



				



				Key Step:  



This is where the system updates the case with new data.



Necessary Conditions:



· New valid address







				2.8



				Case moved to next step



				The case is moved to the next step.  The next step in the case is dependent on the case facts.



If the noncustodial parent address is in another jurisdiction, filing a two-state action may be the next step.



				



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Most of the process was moved to the system swim lane.  The system should be able to decide if the other state can accept electronic transmissions, can monitor for response, and should be able to analyze the information returned once it is entered in the system.







				Process Adaptation/Streamlining



				







				Standardization



				Made the process the same for both the paper and electronic requests.  The only difference is the format of the request.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #1.3:  This process requires the system to have a profile on other jurisdictions which allow the system to know whether the jurisdiction accepts electronic CSENet transactions or if manual transmittals are required.  







				Miscellaneous Notes
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No individual flow needed



Source within Generic Locate Process - Automated flow



































Public Utility Data Match (Tier A)



Rationale:  To-Be Only process
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Mail Returned by Post Office (Tier A)



Rationale:  Frequency of use



				[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives mail returned from Post Office



				The clerical worker receives mail that has been returned from the Post Office.



The Post Office applies a label identifying either a new address or why the piece of mail was returned.



Some offices scan the envelope as soon as it is received while other offices scan the envelope later in the process.  Other offices may not scan the envelope at all.



				



				Key Step:  



Determining what is possible from this returned piece of mail: just a bad address, or a good one too.



Necessary Conditions:



· Readable information from the post office on the envelope







				2



				Is a new address listed?



				Is a new address listed on the returned mail?



The Post Office applies a label identifying either a new address or why the piece of mail was returned.  If there is no new address, the existing address is marked as “bad” or end-dated.  If there is a new address, that information is updated in the system.







If yes, go to 5



If no, go to 3



				



				







				3



				Marks address as bad



				When the clerical worker sees there is no new address, the clerical worker marks the address from which the mail was returned as “bad” or end-dates the address.  



				



				Key Step:  



Marking the old address as invalid.



Necessary Conditions:



· Identifiers in mail that point to a case party







				4



				Next appropriate action taken



				After the address is marked as “bad” or end-dated, the clerical worker will take the next appropriate action. 



Depending on the office, some clerical workers do some searches for a new address.  Another action that may be taken is to shred the paperwork that was received.  



				



				







				5



				Scans envelope



(office optional)



				The clerical worker scans the envelope.  This is office optional as not all counties scan the envelope if there was no new address listed from the Post Office.



Depending on the county, the scanning can take place at difference times within the flow.



While some counties scan only the envelope that contained the returned mail, one county scans the returned documents with the envelope for proof of mailing to the last known address.



				Clark reported their clerical worker does not do anything after step 4 in this flow.



Elko DA reported that their clerical worker will attach the returned sticker to the letter returned and then scan into system.



				Construction Decision:  



Counties have different approaches.  Standardizing processes allows Nevada to take full advantage of workflow and system automation. 



The group discussed the reasons for scanning envelopes / not scanning envelopes and decided to allow the decision to scan or not scan to continue to be made at the local office level. This variation is an exception to the statewide standardization rule based on variation does not adversely affect customer (strictly internal process).



The group recommended that the “To-Be” system should support bar coding on outgoing documents.  







				6



				Updates system with new address



				The clerical worker updates the system with the new address information listed on the return envelope.



				



 



				Key Step:  



This is where the worker updates the case with new data.



Necessary Conditions:



· New address from post office is a validated address







				7



				Does document need to be re-mailed?



				Does the document need to be re-mailed to the recipient?



The clerical worker reviews the documents to determine if they need to be re-mailed to the intended recipient.  The document is not always re-mailed.  If the requirement was to send the document to the last known address, counties can choose not to re-mail the document.



If the document does not need to be re-mailed, the clerical worker disposes of the document.  If the document needs to be re-mailed, the clerical worker re-mails the document to the new address provided on the returned envelope.







If yes, go to 10



If no, go to 8



				 



				







				8



				Disposes of document



				If the document does not need to be re-mailed, the clerical worker disposes of the document.  



				In Elko DA/PAO the document is reviewed by a worker to determine if paper should be shredded.



				







				9



				Case monitored for next appropriate action



				The case is monitored for the next appropriate action.   



				 



				







				10



				Re-mails document to new address



				If the document needs to be re-mailed, the clerical worker re-mails the document to the new address provided on the returned envelope.



				 



				




















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Scanning Issue



				One worker reported that when they scan the envelope, it automatically is done as duplex which inserts blank pages.  The worker then has to delete the blank pages.  Washoe shared how to scan in simplex instead of duplex mode.  



				Resolved during As-Is session with an explanation of how to scan in simplex mode.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				
























				[bookmark: _Toc418782080]Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc420430744]Functional and Technical Requirements Associated with Locate



Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Locate functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document. Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirement are identified by their requirement number in parentheses. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				Generic Locate Process – Automated



				4.2.1, 4.2.2, 4.2.4(#202)







				2



				Generic Locate Process – Manual Locate Process



				4.2.4(#203), 4.2.4(#205)







				3



				New Hire Information



				4.2.8, 4.2.22







				4



				Locate Intergovernmental / FPLS / SPLS / “Quick” Locate



				4.2.5, 4.2.6(#208), 4.2.7







				5



				Public Utility Data Match



				4.2.23







				6



				Mail Returned by Post Office 



				4.2.16
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Locate –Generic Locate Process –Manual  (Tier A)
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Locate –New Hire Information (Tier A)
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Locate –Intergovernmental / FPLS / SPLS / Quick Locate
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Locate –Quick Locate (Outgoing) (Tier B)
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Locate –Mail Returned by Post Office (Tier A)
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BPR To-Be Processes	2	MAXIMUS



Establishment Results Document	v 1.1



Nevada Child Support Enforcement Computer System	submitted 6/11/2015
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Born Out of Wedlock Paternity Review (Tier A)



Rationale: Critical for performance on paternity establishment percentage incentive measure, frequency of use, amount of manual work.



				[bookmark: _Hlk418431915]Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives establishment case with paternity information



				The system receives the case from Case Initiation and begins gathering information for establishing a paternity and/or support order. 



				Nevada uses the federal Paternity Affidavit form or a local version of the federal form to collect birth and paternity status information from the custodian or applicant. The hard copy referral form from the IV-A agency also collects birth and paternity status information from the custodian as part of the TANF application process, but the subject matter experts reported this form infrequently provides useful info or is not always provided. It is not required to get the federal Paternity Affidavit form if paternity is deemed not at issue.



				Construction Decision:



Opportunity for standardization of forms to use to collect paternity information from the custodian was considered but not accepted.



Variation in local practice based on court rules/attorney discretion.



Open Issue:



There is inconsistent use around the state of the federal Paternity Affidavit form and its state equivalent.  This variety will present a challenge during the detailed design phase to automate for the various circumstances of when each form should be used given office preferences.



Key Step: 



Determining a child’s paternity status is the first step in determining the establishment path for that child.



Necessary Condition:



· Case without an order established set up on system 







				2



				Is there already an action pending?



				The establishment worker determines if there is an ongoing legal proceeding involving the parties of the case.







If yes, go to 3
If no, go to 4



				This question allows for the scenario in which the parties have started a private judicial proceeding, such as a divorce decree, before the IV-D agency becomes involved in the case. 



Establishment worker checks family court system in state and “QUICK” for out of state orders.



				







				3



				Determines appropriateness of coordinating with pending action



				The establishment worker decides whether to intervene in the action, let the other action play out, or join the action. The establishment worker may determine to proceed with custodian’s legal action but then it would be necessary to notify the Court of the IV-D action.



				Clark County suspends its Establishment process and lets the existing legal action be completed. The establishment worker or an Attorney typically seeks an appearance in the ongoing legal action or notifies the Court that IV-D is proceeding on its own when there is an assignment for TANF.



Washoe does not typically seek an appearance in the ongoing legal action and the Attorney decides if we will proceed or wait for the pending action.



				







				4



				Was the child born of the marriage?



				Using the birth and paternity information, the system determines if the child was born of the marriage.  

If yes, go to 5
If no, go to 7



				A child born of a marriage is a basis for presumptive paternity. In NRS 125, if the parents are married, the child is the legal heir, which presumes the child’s paternity. Per SEM 400 B, for IV-D program purposes, a child is born out of wedlock if the child’s parents were not married to each other at the time of the child’s birth and have not subsequently married each other, regardless of the marital status of either parent with the respect to another. 



				Key Step: 



Paternity status must be tied to legally recognized documentation.



Necessary Condition:



· Images of Paternity Affidavit or Birth Certificate for child stored on system



· Paternity data entered during Case Assessment process







				5



				Is intergovernmental referral necessary?



				The system determines whether the establishment case needs to be referred to another state for action. An intergovernmental referral is necessary when the noncustodial parent is not subject to the jurisdiction of a Nevada court or legal process.







If yes, go to 6
If no, go to 11



				The system first looks at the physical location of the noncustodial parent and then determines if Nevada has jurisdiction through long-arm jurisdiction.



				







				6



				Intergovernmental referral for establishing support initiated



				The system prepares the proper interstate transmittal forms. With paternity determined, the referral is only for establishing a support order.



				Clark County and some PAO offices send their interstate cases to staff at the NIIO to work their interstate cases.



				Key Step: 



Sends the work for support order establishment to the appropriate jurisdiction.



Necessary Condition: 



· Likely location of alleged father is known







				7



				Is father on the birth certificate?



				The system determines if the child has a legal father based on the information in the child’s birth certificate after 10/1/1997.







If yes, go to 5



If no, go to 8



				Birth certificates are not always available and IV-D cannot mandate a party get one because it costs parents money to procure one.



Child support staff have access to Vital Statistics online database, but the records in this database only reflect the information on the original birth certificate. It does not show updates to the birth certificate. This means that Vital Statistics’ database is not a reliable source of information for child support workers.



				Parking Lot: 



The participants recommended child support staff gain access to current birth and paternity status of a child on Vital Statistics’ system even after the status has changed from the status of the initial record. ANSRS only provides the initial status of birth and paternity records. It does not give child support workers access to update birth and paternity records.



Please see barrier item B2 for more background.







				8



				Is there one known or most likely alleged father?



				The system reviews the application or the paperwork returned by the custodian or applicant to determine If the custodian has identified an alleged father. When no alleged father occurs, the system interviews the custodian to identify the name and location of the alleged father.

If yes, go to 9
if no, go to 12



				To expedite the process it is always best to start with the most likely.
An “interview” could be done over the phone, in person, or through correspondence. Clark county sends out the paperwork during case initiation to have these questions answered earlier in the process.



				







				9



				Is intergovernmental referral necessary?



				The system determines whether the establishment case needs to be referred to another state for action. An intergovernmental referral is necessary when the noncustodial parent is not subject to the jurisdiction of a Nevada court or legal process.




If yes, go to 10
If no, go to 11



				Clark County and some PAO offices send their interstate cases to staff at the NIIO to work their interstate cases.



				







				10



				Intergovernmental referral for establishing paternity and support initiated



				The system prepares an interstate referral packet to send to the state where the alleged father lives.



				The federal forms, General Testimony and Affidavit in Support of Establishing Paternity are required to be sent as part of the interstate transmittal.



				Key Step: 



Sends the work for paternity and support order establishment to the appropriate jurisdiction.



Necessary Condition: 



· Likely location of alleged father is known







				11



				Go to Determine Petition Contents process



				Upon completing the BOW Pat process, the system proceeds to the process for preparing the Paternity Notice and Finding in the Determine Petition Contents process.



				 



				Key Step: 



Sends the work for support order establishment to the next step for local (NV) cases.



Necessary Condition: 



· Likely location of alleged father is known







				12



				Is this a multiple alleged father with none most likely?



				The system determines if the case has multiple alleged fathers, but none is most likely.

If yes, go to 13
If no, go to 14



				 



				







				13



				Go to Multiple Alleged Father – No Most Likely process



				If the case is a multiple alleged father case where none is most likely, the system uses a process to determine which person among the multiple alleged fathers to pursue.



				Some counties open cases for all alleged fathers and proceed with the one whose locate is determined first. 



				With all putative fathers on one case construct in the new system, the group recommended pursuing all putative fathers simultaneously, provided there is not one who is more or most likely the putative father.



Parking Lot: 



Group consensus was reached that all alleged fathers would be pursued at the same time. Offices will proceed with the cases as the alleged fathers are located. Consensus is needed on the system’s business rules for pursuing multiple alleged fathers simultaneously. 







				14



				Interview custodian to identify an alleged father



				If the custodian has not identified an alleged father, the establishment worker interviews the custodian to identify the name of an alleged father.



				An “interview” could be done over the phone, in person, or through correspondence.



				







				15



				Is the father unknown?



				The system assesses during the interview with the custodian or on the application whether an alleged father has been named.




If yes, go to 16
If no, go to 8



				 



				







				16



				Sanction of grant considered; Go to Case Closure Process



				The establishment worker assesses whether to close the case or attempt to sanction the TANF grant to facilitate the custodian’s cooperation. 



				 



				Key Step: 



Resolves case that is not appropriate to pursue.



Necessary Condition: 



· Documentation of good faith attempts to identify the father entered in the system
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Birth certificate issues



				Some of the time the party claims their name is on the birth certificate but when they finally get one, it is not and it changes the case. They cannot sanction for not providing the birth certificate because it costs money.



				Open Issue:



For in-state births, see “Parking Lot” comment for step 7.







				B2



				Vital Statistics’ database records are not updated after the original record is loaded on the database.



				ANSRS is not a source for locating updated paternity records or birth status records, even though Vital Statistics processes and knows about the updates. It is unclear for the SMEs why Vital Statistics does not keep ANSRS records current.



				For in-state births, see “Parking Lot” comment for step 7.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Interface with vital records



				Interface with vital records to receive or review updated birth certificates on line.



				For in-state births, see “Parking Lot” comment for step 7.







				SI2



				Pre-compliance meetings with custodian



				For TANF clients, Clark County IV-D staff participate in a “pre-compliance” conference with the custodian, meeting jointly with the IV-A staff, to obtain paternity information.



				Recommended by MAXIMUS as a best practice procedure for offices serving public assistance clients.



Clark county will continue using pre-compliance meetings.




















				Improvement Category



				Description of Improvement







				Automation



				All steps moved from Establishment Worker swim lane to System swim lane except for steps 2, 3, 14, and 16.







				Process Adaptation/Streamlining



				







				Standardization



				Specify statewide use of federally approved Paternity Affidavit form. The group decided that offices should continue to follow their current practices of using the forms they believe are appropriate for a case’s circumstances.







				Improved Quality



				







				Group Recommendation



				Step #7  -- Gain access to current birth and paternity records from Vital Statistics.



Step #13 – Pursue locate of all of a child’s putative fathers simultaneously with the new system.







				Pre-Implementation Opportunities



				Step #7 – Access to updated birth and paternity status of a child on Vital Statistics’ system.



Step #13 – All offices pursue multiple putative fathers simultaneously.



SI1 - Interface with vital records to receive or review updated birth certificates on line.



SI2 - Pre-compliance meetings with custodian in other offices besides Clark County.







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Open Issue – there is inconsistent use around the state of the federal Paternity Affidavit form and its state equivalent.  This variety will present a challenge during the detailed design phase to automate for the various circumstances of when each form should be used given office preferences.  
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Multiple Alleged Fathers – No Mostly Likely Alleged Father



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Work “Multiple Alleged Father – No Most Likely” scenario



				Based on the analysis from the BOW/Pat Review process, the establishment worker has determined the case has multiple alleged fathers but none is the most likely alleged father.



				Local offices use multiple approaches to pursuing multiple alleged fathers on behalf of the child depending on case circumstances and local practices. Some offices pursue all alleged fathers simultaneously in order to set the petition date at the earliest time possible to maximize the amount of support that can be collected for the family or the TANF assignment. Some offices work multiple alleged fathers one at a time, ruling out one alleged father before beginning to pursue the next one.



				Key Step: 



Resolving the issue of multiple alleged fathers when none are most likely.







Necessary Conditions:



· Identifying information for alleged fathers



· Locate information for alleged fathers











				2



				Does at least one of the alleged fathers have a valid Nevada address?



				The establishment worker reviews location information for the alleged fathers named on the paternity affidavit, which could be on the paternity affidavit or on NOMADS. Verified address of one or more in state is pursued first before out of state alleged fathers.

If yes, go to 3
If no, go to 4



				If there are multiple alleged fathers to pursue, Nevada may pursue paternity actions for alleged fathers who have in state addresses before pursuing alleged fathers with out of state addresses.



				







				3



				Go to Determine Petition Contents process



				With a primary alleged father identified, the establishment worker begins the proceedings to establish paternity and support against the individual.



				 



				Key Step: 



Have resolved the issue of multiple alleged fathers so the establishment function can continue.







Necessary Conditions:



· Identifying information for alleged fathers



· Locate information for alleged fathers



· The primary alleged father has a Nevada address







				4



				Is there at least one of the alleged fathers with a valid address in another state?



				The establishment worker determines if at least one alleged father lives in another state.

If yes, go to 5
If no, go to 7



				If multiple alleged fathers have valid out of state addresses, local office policy dictates the approach the worker will take in pursuing paternity actions against them.



				







				5



				Does Nevada have long arm jurisdiction?



				The establishment worker determines whether Nevada has long-arm jurisdiction over the alleged father living out of state.

If yes, go to 3
If no, go to 6



				When Nevada has long arm jurisdiction over a person who lives out of state, local offices can pursue establishment actions without involving the other state’s IV-D agency.



				







				6



				Request sent to other state to establish paternity



				If Nevada does not have long-arm jurisdiction, the establishment worker prepares an interstate referral to the other state to pursue paternity establishment. 



				When NIIO staff refer a paternity case to another state and the case has multiple alleged fathers, they inform the other state that there are multiple alleged fathers to pursue so that the other state does not pursue a default paternity against him if he does not respond to the paternity action.



				Key Step: 



Sends the work for paternity and support order establishment to the appropriate jurisdiction.



Necessary Condition: 



· Likely location of alleged father is known







				7



				Attempts location of alleged fathers



				The system identifies the in-state alleged fathers first to attempt locate using all known interfaces.







Policy of Nevada to go after all alleged fathers



				 



				Construction Decision:



Pursue all alleged fathers simultaneously.







Key Step: 



Location of an alleged father determines which tribunal has jurisdiction over the alleged father.



Necessary Condition:



· Identifying information of alleged father is entered in the system







				8



				Go to Locate processes



				The BOW/PAT process is on a child level and until an alleged father is determined to be the legal father, paternity will remain at issue. 
Go to the appropriate Locate processes for each alleged father.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple alleged father coordination



				The system does not have the ability to coordinate the pursuit of multiple alleged fathers automatically. Staff, have to set up separate cases for each alleged father and then make manual tracking notes to communicate the relationships between the custodian’s multiple cases.



				System automation removes the barrier.



Design Note:



System automation links multiple person records (including multiple alleged fathers) to the appropriate single case.







				B2



				Notice of non-cooperation generated in error



				When a worker closes a case for another jurisdiction for not participating, the system sends a notice of non-cooperation to the custodian in error.



				System automation removes the barrier.











				B3



				Pursuing multiple alleged fathers



				When one alleged father is excluded, the case is closed, and the worker does not have an easy way to reference to the other alleged fathers’ cases.



				System automation removes the barrier.



Design Note:



System automation links multiple person records (including multiple alleged fathers) to the appropriate single case. The case does not close before all alleged fathers have been disposed of.







				B4



				The system accepts out of date employer addresses for parties.



				When the system finds a “verified” address, it moves the case to the next action automatically, but when it does so with an out of date address, it creates problems for the case by taking actions the case is not ready for yet.



				System automation removes the barrier.























				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Database format that allows multiple alleged fathers



				Create a database record format that allows for multiple alleged fathers to exist on the same case record.



				System requirements and design link multiple person records (including multiple alleged fathers) to the appropriate single case.







				SI2



				Improve selection of employer addresses



				Improve the selection of employer addresses to consider as automatically verified.



				System automation follows defined business rules correctly.























				Improvement Category



				Description of Improvement







				Automation



				All steps moved from Establishment Worker swim lane to System swim lane.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #1 – Group consensus was reached that all alleged fathers would be pursued at the same time. Offices will proceed with the cases as the alleged fathers are located. Attempt to get standardization in how alleged fathers are pursued; with a preference for running locate attempts of multiple alleged fathers in parallel. 







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Determine Petition Contents (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Begins preparation of petition



				The system has determined it is appropriate to pursue an establishment Notice and Finding petition.



				The Notice and Finding is the legal petition Nevada IV-D offices use to initiate a judicial action to establish paternity and support against an individual. 



				Key Step: 



A properly completed petition ensures proper notice of rights and responsibilities has been given to the parties.



Necessary Condition:



· Sufficient information about parties entered on system during Case Assessment process



· Sufficient information about alleged father entered on system during Multiple Alleged Father







				2



				Is paternity provision needed?



				Based on the results from the BOW Paternity Review process and the Multiple Alleged Father—No Most Likely Alleged Father process, the system determines whether to include the paternity establishment provision in the petition.

If yes, go to 3
If no, go to 4



				 



				Key Step: 



Determines the appropriateness of adding a paternity provision to the petition.



Necessary Conditions:



· Status of unresolved paternity recorded on system







				3



				Includes paternity provision in petition



				The system evaluates the case information and generates the appropriate petition.



				The Establishment worker generates the petition appropriate for the information the worker enters into the system.



				







				4



				Determines applicable guideline percentage



				Using the information known about the parties on the case, the system follows Nevada guidelines to determine the appropriate guideline percentage to use for calculating the support amount.



				 



				Key Step: 



Determines appropriate amount of support given the parties financial means.



Necessary Conditions: 



· Guideline table updated in system



· Parties’ income information and deviations entered on the system







				5



				Is NCP’s income known?



				The system determines if the noncustodial parent's actual income has been provided or obtained.







If yes, go to 7
If no, go to 6



				In using guidelines to determine the periodic support amount for an NCP, best evidence of income is the NCP's actual income. If an NCP's actual income is not known, Nevada has procedures for presuming an income level for the NCP.



				Construction Decision:



Standardization to put an initial periodic support amount in the copy of the petition within the service packet was considered and rejected.



In some offices, even if the income is known, they will not enter it in the system until they are ready to produce the recommended order. This practice will continue.



Variation in local practice based on the fact the variation does not cause harm to the NCP.







				6



				Includes applicable guideline percentage in petition



				If the alleged father's or noncustodial parent's actual income is not known or if local office policy prohibits including a periodic support amount in the petition, the system includes only the guidelines percentage that applies to the circumstances of the parties.



				 



				







				7



				Completes guideline calculation and includes support amount in petition



				If the office policy requires including the periodic support amount in the petition, the system completes the guidelines calculation using the actual income and known deviations and enters the periodic support amount and any arrears judgment amount in the system to include in the petition.



				 



				







				8



				Does local office policy option require serving parties before filing petition?



				The system follows the local office policy option on whether to arrange for service of process before filing the petition.

If yes, go to 9
If no, go to 15



				Offices vary on whether to serve the party(ies) before or after filing the petition.
Nevada serves only the defendant when the custodian's decision led to the action. Nevada serves both parties when the noncustodial parent's or alleged father's decision led to the action.



				Construction Decision:



Opportunity for standardizing when to serve the parties was considered but not accepted.



Variation in local practice based on attorney discretion.











				9



				Prints the packet



				The establishment worker prepares the service packet including the Notice and Finding petition and prints it.



				



				Construction Decision:



Added step showing printing of the contents of the service packet.







				10



				Is attorney review required per office policy?



				Is attorney review required per office policy? 



If yes, go to 11
If no, go to 12



				



				Construction Decision:



[bookmark: OLE_LINK7][bookmark: OLE_LINK8]Opportunity for standardizing when the attorney reviews service packet was considered but not accepted.



Variation in local practice based on attorney discretion.







				11



				Attorney reviews packet



				An attorney in the local office reviews the packet.



				



				







				12



				Arranges for parties to be served with documents



				The establishment worker makes arrangements with the office's process server to serve the party(ies) with the packet.



				Some offices have an early intervention process to call the defendants to come to the office to inform them of the upcoming legal actions and to serve them with their due process notices.



				







				13



				Is service successful?



				The system monitors the case for successful service of process on the party(ies).

If yes, go to 15
If no, go to 14



				 



				Key Step: 



Ensures party received service packet or moves to reattempt unsuccessful service.



Necessary Condition:



· Verified location of the party



· Petition and Service Packet generated



· Report from process server agency or provider







Construction Decision :



Standard of successful service could not be standardized for all cases. Two ways to serve: certified restricted and personal. The group agreed the type of service will be handled on a manual case-by-case basis.







				14



				Reattempts locate



				If service is not successful, the system attempts to find a new verified address for the party.



				 



				







				15



				Go to Filing the Petition process



				The system begins the process to file the petition with the appropriate Nevada court.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Office policies vary on what they consider successful service of process.



				The variation in office policy is partly dependent on what prior notices they may have been able to provide to the parties earlier and partly dependent on local court rules. Some offices will accept the signature card for receipt of a certified mailing while other only accept personal service.



				Construction Decision:



Standards for successful service could not be standardized for all cases. Two ways to serve: certified restricted and personal. The group agreed the type of service will be handled on a manual case-by-case basis.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Establish a statewide standard on what is deemed successful service.



				The IV-D state plan requires uniform and equitable treatment of IV-D cases throughout a state. CSEP should consider whether local practices for accepting service meet the intent of “equitable”. Moreover, CSEP may want to set a minimum standard for acceptance of service for all offices. This standard should strike the balance appropriate for Nevada that protects due process rights but allows for the efficient and timely administration of the Program’s services however still adheres to Nevada Statute.



				See disposition of B1.




















				Improvement Category



				Description of Improvement







				Automation



				All steps moved from Establishment Worker swim lane to System swim lane except for those involving petition packet review.







				Process Adaptation/Streamlining



				Add step to show the system or worker generating the petition packet (between steps 9 and 10).



Consider allowing process server vendor to download packets directly rather than by courier. The group determined that this would not be feasible.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #13 – Gain consensus on definition of successful service for the various case scenarios.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Filing the Petition (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Petition prepared for filing



				The Petition Preparer begins the Filing the Petition process.



				The IV-D agency must file a petition with the appropriate Nevada court to initiate a legal process to establish paternity or support.



				







				2



				Reviews petition prior to approval



				The Petition Preparer reviews the draft petition for accuracy and completeness and forwards it to the Petition Approver in the local office.



				The type of position that fills this role may vary across local offices.



				







				3



				Is petition complete?



				The Petition Approver determines if the petition meets the standards the Petition Approver sets for the petition filed.







If yes, go to 4



If no, go to 2



				 



				







				4



				Signs petition



				The Petition Approver signs the petition and returns it to the Petition Preparer.



				The type of position that fills this role may vary across local offices.



				







				5



				Files petition with court



				The Petition Preparer compiles the appropriate forms and cover sheets to include with a filing of the petition in the local court.



				Because of variations in local court rules, petition packet contents vary across local offices.



				Key Step: 



Petitioning the court ensures parties have equitable access to the appropriate tribunal.



Necessary Condition:



· Petition packet complete and approved







				6



				Is petition acceptable?



				The Clerk of Court determines if the petition has been completed correctly and that the petition packet includes all contents required by the local court rule.







If yes, go to 7



If no, go to 2



				 



				







				7



				Was service successful previously?



				Depending on the variation in local office policy options, the party(ies) may have been served before filing the petition.







If yes, go to 11



If no, go to 8



				This step allows for the variation in office policy option of when to serve the party(ies).



				







				8



				Arranges for parties to be served with documents



				The Petition Preparer prepares the service packet including the Notice and Finding petition and makes arrangements with the office's process server to serve the party(ies) with the packet.



				 



				







				9



				Print the petition



				The petition packet is printed



				



				Construction Decision:



The group added a box showing the step for printing a copy of the petition packet for service of process.







				10



				Is service successful?



				The Petition Preparer monitors the case for successful service of process on the party(ies).

If yes, go to 11
If no, go to 10



				 



				Key Step: 



Ensures party received service packet or moves to reattempt unsuccessful service.



Necessary Condition:



· Verified location of the party



· Petition and Service Packet generated



· Report from process server agency or provider



· There should be a trigger on the system to monitor for aging of service attempts







				11



				Reattempt locate



				If service is not successful, the Petition Preparer attempts to find a new verified address for the party.



				 



				







				12



				Does a served party respond to the service packet?



				The establishment worker monitors for the parties' responses to the service of the petition packet. 

If yes, go to 13
If no, go to 15



				The response and non-response of the parties will dictate the appropriate track to complete the legal process.



				Key Step: 



The response of a party dictates the appropriate judicial path to follow.



Necessary Condition:



· Parties were served with accurate information about what actions would be taken against them and their rights and responsibilities







				13



				Is stipulation appropriate?



				The establishment worker determines if the response from at least one of the parties meets the standards for the stipulation process.

If yes, go to 14
If no, go to 17



				The standard for determining if a stipulation is appropriate for the case is primarily that the defendant stipulates to paternity or wants a genetic test for paternity before stipulating to support.



				







				14



				Go to Mediation / Consent / Stipulation process



				The establishment worker begins the Mediation/Consent/Stipulation process.



				Clark County has a legal process that is called "Order Under Consent", which is a variation of the Mediation/Consent/Stipulation process.



				







				15



				Do local procedures lead case to the Default process?



				The establishment worker applies the test of local procedures to determine if the case is appropriate to move to the Default process.

If yes, go to 16
If no, go to 17



				 



				







				16



				Go to Default process



				The establishment worker begins the Default process.



				 



				







				17



				Go to Judicial Paternity and Support process



				The establishment worker begins the Judicial Paternity and Support process.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Local variation in docketing cases



				Some courts require one docket per case, but a few offices allow a reversal of party roles and remain under the same docket.



				New system automation allowing more precise accounting of distribution and disbursement will greatly reduce (but not eliminate) the current needs for multiple dockets in NOMADS.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Adopt statewide practice for docketing cases



				One docket associated with all the cases involving the child would allow consistency with the same judge for a child when circumstances of the custodian changes. This would involve judicial courts to agree.



				Open Issue:



Nevada needs to define the statewide practices so that they are prepared to discuss this need with the development vendor.



Multiple dockets will be present on future cases, so the new system needs to accommodate them. Currently, Nevada largely uses multiple docket numbers as a work around for NOMADS distribution and disbursement limitations. Nevada should make sure that NOMADS distribution limitations do not influence their design decision for the new system. The new system should only accommodate multiple docket scenarios that are created independently of distribution and disbursement limitations.




















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Open Issue:



Nevada needs to define the statewide practices so that they are prepared to discuss this need with the development vendor.



Multiple dockets will be present on future cases, so the new system needs to accommodate them. Currently, Nevada largely uses multiple docket numbers as a work around for NOMADS distribution and disbursement limitations. Nevada should make sure that NOMADS distribution limitations do not influence their design decision for the new system. The new system should only accommodate multiple docket scenarios that are created independently of distribution and disbursement limitations.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Genetic Testing  



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Case proceeds to genetic testing



				The establishment worker initiates the Genetic Testing process.



				Nevada uses genetic tests to exclude a man from the paternity of a child. If the man is not excluded by the genetic test results, he is presumed (by law) to be the father of the child. Even so, a court must make a ruling on the genetic testing results before the man is legally determined to be the child's father.



LabCorp provides contracted genetic testing services for the Nevada child support program.



				







				2



				Does office policy require administrative order for genetic testing?







				An administrative order involves the court and must be signed. Some local courts require this before testing, some not.



If yes, go to 3



If no, go to 4







				



				Construction Decision:



Opportunity for standardizing which case scenarios required an administrative order was considered but not accepted.



Variation in local practice based on court rules.











				3



				Prepare Administrative Order for genetic testing 



				If the local office policy option requires an administrative order for genetic testing, the establishment worker uses the system to prepare the administrative order compelling the party to submit to genetic testing. 



				Some offices' local practice requires the worker to create an administrative order to compel a party to submit to a genetic test, even if the party is willing to submit to genetic testing. Other offices accept voluntary compliance on the part of the party to submit to genetic testing. NRS 425.384 and NRS 425.490 require an order either judicial or administrative to conduct genetic testing and there after get reimbursement for the cost. Also see SEM 413 C, Authorized Genetic Testing. 



				







				4



				Schedules appointments to collect specimen



				The establishment worker schedules appointments online for the alleged father and the child to provide specimen for the genetic test for paternity. The appointment may be for collecting genetic specimen at the local office or at a testing facility.



				If the alleged father appears at the office in person, some offices will collect the specimen from him right then in the office.
When domestic violence or the threat of domestic violence is present for the family, IV-D staff ensure they schedule the alleged father and child for different dates and times.



				Key Step: 



Coordinates schedules of parties to ensure greater voluntary attendance.



Necessary Condition:



· Contact information for both parties is known to the establishment worker







				5



				Does alleged father appear for test?



				The establishment worker monitors for the alleged father's appearance for collecting the genetic specimen. 

If yes, go to 7
If no, go to 6



				 



				







				6



				Reschedule alleged father multiple times; return to requesting process



				The establishment worker takes action to resolve the case given the circumstances of the case



				 



				







				7



				Collect specimen



				Depending on the office’s arrangements and abilities, the establishment worker or LabCorp collects genetic specimen from the alleged father in the local office.



				 



				Key Step: 



Ensuring proper protocols followed to collect evidence for paternity determination.



Necessary Condition:



· Scheduled appointment for alleged father







				8



				Does custodian bring child for genetic test?



				The establishment worker monitors for the custodian and child's appearance for collecting the genetic specimen. 

If yes, go to 10
If no, go to 9



				If the custodian is not the mother of the child, only the child will be tested.



				







				9



				Reschedule multiple times; return to requesting process







				The establishment worker takes action to resolve the case given the circumstances of the case



				Some offices view the custodian’s failure to appear with the child(ren) for the appointment as noncooperation and seek to close the case or sanction the custodian's TANF grant. Other offices move the case to a court and seek the court to compel the custodian to bring the child to a genetic testing appointment.



				







				10



				Collect specimen



				Depending on the office’s arrangements and abilities, the establishment worker or LabCorp collects genetic specimen from the alleged father in the local office.



				 



				Key Step: 



Ensuring proper protocols followed to collect evidence for paternity determination.



Necessary Condition:



· Scheduled appointment with custodian for child







				11



				Conduct genetic test



				LabCorp submits the specimen from both the alleged father and child to the testing procedure and generates the results of the test.



				 



				Key Step: 



Ensuring proper protocols followed to test evidence.



Necessary Condition:



· Evidential specimen collected per protocols from both subjects







				12



				Sends results sent to both parties; continue Establishment activities



				The establishment worker or LabCorp sends the results to the parties. The establishment worker resumes the establishment process from the point where it was suspended for genetic testing.



				 



				Key Step: 



Ensures proper noticing of results to the parties and appropriate tribunal.



Necessary Condition:



· Completed genetic test with results received
















				ID



				Barrier to Efficiency or Effectiveness



				Description







				B1







				



				







				







				



				















				ID



				Suggestions for Improvement



				Description







				SI1







				



				







				







				



				




















				Improvement Category



				Description of Improvement







				Automation



				Use online calendar for scheduling appointments for collecting genetic specimen and linking it to a workflow in the system.







				Process Adaptation/Streamlining



				







				Standardization



				Improve consistency in use of administrative order compelling appearance for genetic testing.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #2 – MAXIMUS recommends Nevada explore the reasons for the difference between local office practices in using the administrative order in order to identify where similar practices could be standardized statewide.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Mediation / Consent / Stipulation of Support (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Served party responded to petition



				The establishment worker received a response from the served party.



				 



				







				2



				Does served party deny paternity?



				The establishment worker reviews the response to see if the served party denies paternity for the child.

If yes, go to 3
If no, go to 13



				 



				Key Step: 



A party exercising due process rights dictates the child support program’s next actions.



Necessary Condition:



· Parties received notice of due process rights







				3



				Is genetic testing appropriate?



				Given the circumstances of the case, the establishment worker determines if genetic testing is appropriate for resolving paternity for the child.

If yes, go to 5
If no, go to 4



				Genetic Testing is not appropriate when paternity is presumed, i.e. when a child is born during a marriage or when a father is listed on the birth certificate after 10/1/1997 unless ordered by the Court. 



				







				4



				Go to Judicial Paternity and Support process



				The establishment worker initiates the Judicial Paternity and Support process.



				 



				







				5



				Go to Genetic Testing process



				The establishment worker initiates the Genetic Testing process.



				This step represents the whole of the detailed Genetic Testing process detailed earlier, which either directed the case to a different path or ended with genetic testing results. 



				







				6



				Did Genetic Testing process yield test results?



				The establishment worker follows up on the outcome of the Genetic Testing process.







If yes, go to 8



If no, go to 7



				 



				







				7



				Case closed or sanctioned or go to Judicial process or Default process



				Given the circumstances of what prevented the Genetic Testing process to end without producing test results, the establishment worker follows policy options to determine the next action to take on the case.



				 



				Construction Decision:



Opportunity for standardizing the next steps after receiving no results from the Genetic Testing process was considered but not accepted.



Variation in local practice based on attorney discretion.











				8



				Do test results exclude the alleged father?



				The establishment worker reviews the testing results from LabCorp, which indicate whether the alleged father was excluded as the likely father of the child.







If yes, go to 9



If no, go to 10



				The strict wording of a genetic test is whether the man is excluded from being the child's father, meaning the child and father's respective DNA coding was more different (in a statistical sense) than what is typically seen in the difference between the DNA of a child and the DNA of the child's biological father.



				







				9



				Dismisses action against defendant and enters exclusion order; case closed



				If the genetic test excludes the man as the father, the establishment worker takes action to dismiss the legal proceeding against the defendant and files an Exclusion Order with the Clerk of Court. The system takes an automated action to begin the case closure process.



				An Exclusion Order is a legal document filed with the court that preserves the record of the genetic testing results that excluded the man as the father of the child.



				







				10



				Does other party stipulate to paternity?



				The establishment worker monitors for the other party to object to the paternity action.

If yes, go to 12
If no, go to 11



				The act of the custodian seeking child support services and naming the man as the father in a sense indicates the custodian's stipulation to paternity.
When the alleged father applies for services, the custodian will also be served with the petition packet, and the custodian may then object to the paternity establishment action.



				







				11



				Go to Judicial Paternity and Support process



				The establishment worker initiates the Judicial Paternity and Support process.



				A party that objects to the paternity provision in the petition declares the intention to take the case to court for a ruling on paternity.



				







				12



				Is a party willing to consent to support?



				The establishment worker notes whether a party indicated a willingness to consent to support.







If yes, go to 13



If no, go to 19



				 



				Key Step: 



The child support program honors the party’s desire to expedite the judicial process.



Necessary Condition:



· Parties received notice of due process rights







				13



				Meets with party and updates system with new data to calculate guidelines



				The establishment worker meets with the party willing to consent to support to obtain updated information about income and deviations. The establishment worker enters the income information and deviations in the system so that the online Guidelines module automatically calculates the periodic support amount.



The establishment worker manually moves the case to the next activity as appropriate for the negotiations with the party(ies).



				In most offices that do stipulations, they are meeting with both parties nearly simultaneously in a quasi-mediation effort.
For Clark County, it is at this point in the process that the worker would calculate the periodic current support and arrears judgment.



				Key Step: 



Ensures proper amount for support calculated based on parties’ circumstances.



Necessary Conditions:



· Original or updated information on parties’ incomes and applicable deviations











				14



				Does local office send CST a copy of proposed order?



				Does local office send the custodian a copy of proposed order? Clark County sends the proposed order under consent to the custodian. Washoe County makes up to two attempts to reach the custodian by telephone to communicate the proposed terms of the stipulated order and to ask the custodian to come to the office to sign the stipulation.



If yes, go to 15
If no, go to 16



				All offices take steps (e.g., mailed notice, in person meeting, etc.) to make the other party aware of the result of the guidelines calculation.



				Construction Decision:



Opportunity for standardizing how Nevada communicates one party’s agreement to the terms of a stipulation/consent order to the other party was considered but not accepted.



Variation in local practice based on attorney discretion.







				15



				Sends proposed order to other party



				The establishment worker sends a copy of the proposed order to the other party.



				



				Key Step: 



Ensures both parties agree to terms of the order outside of a judicial setting.



Necessary Condition:



· Party had received prior notice of the general terms of the order







				16



				Contacts CST by other means



				The establishment worker shares the results of the system’s guidelines calculation with the other party.



				



				Key Step: 



Ensures both parties agree to terms of the order outside of a judicial setting.



Necessary Condition:



· Party had received prior notice of the specific terms of the order







				17



				Does other party accept support amount?



				The establishment worker monitors the timeframe for a response from the other party of accepting the calculated amount.







If yes, go to 16



If no, go to 19



				In most offices, both parties must indicate a willingness to consent to support in order to proceed with a stipulation. Clark County allows "silence is assent" on the part of the custodian in consenting to support because the custodian had been served due process earlier and therefore knows is aware of what is in the petition.



				







				18



				Does local option policy require other party’s signature?



				If the other party stipulates to the support amount, most offices that pursue stipulated orders follow a policy that requires both parties to sign the stipulation, and Clark County only requires the signature of the defendant on the stipulation.

If yes, go to 17
If no, go to 18



				 



				Construction Decision:



Opportunity for standardizing how the other party agrees to a stipulation/consent order was considered but not accepted.



Variation in local practice based on court rules.











				19



				Obtains other party’s signature on the stipulation agreement



				The establishment worker arranges for the other party to sign the stipulation.



				 



				







				20



				Support order finalized; Go to Order Entry process



				The establishment worker begins the work to finalize the order. In Clark County, the IV-D staff prepare the final order in full and file the Notice of Entry. In other offices, the Judge signs the stipulation and the Clerk of Court files the order and mails a copy to the parties. 



				For Clark County, the stipulated order is called "Order upon Consent". The Order upon Consent must be signed by a judge.
Since the parties agreed to the stipulated order, the parties in a sense have waived their right to object to the order. The Stipulation must also be signed by the Judge.



				Key Step: 



Formalizes the parties’ agreement to the terms.



Necessary Condition:



· Both parties agreed to paternity and the terms for support in principle







				21



				Go to Judicial Paternity and Support process



				The establishment worker initiates the Judicial Paternity and Support process.



				 



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Variation in local practices in gaining both parties agreement to a stipulation-like order.



				Silence is assent is attorney preference in Clark County. Every office has a “default” process, whether by paper or in court.



				Open Issue – this variation will remain in practice. Differences in local variation will be managed manually using attorney discretion.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				




















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Judicial Paternity and Support (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Issues Notice of Hearing



				The establishment worker initiates the Judicial Paternity and Support process by issuing a Notice of Hearing to each party.



				The statute underlying the IV-D expedited judicial process is NRS 425. The same statute allows for multiple avenues of outcomes: judicial hearing with defendant present, judicial hearing with no parties present and resulting with a default order, and a stipulation pre-empting a judicial hearing.



				Key Step: 



Ensures parties are aware of their scheduled appearance before a tribunal.



Necessary Condition: 



· Hearing scheduled before judge or hearing master







				2



				Prepares for court hearing



				The establishment worker reviews the facts on the case necessary to draft a recommended order. Some offices schedule the hearing first and then attempt to get the parties to stipulate and cancel the hearing later.



				 



				







				3



				Prepares for court hearing



				The Hearing Master prepares for conducting the hearing.



				 



				







				4



				Conducts  court hearing



				The Hearing Master conducts the court hearing.



				 



				Key Step: 



Ensures equitable treatment of the case’s parties.



Necessary Condition: 



· Parties duly noticed of hearing and appear at scheduled time



· Income information and deviations provided to the court



· Paternity test results (if applicable) provided to the court







				5



				Participates in court hearing



				The establishment worker participates in the court hearing.



				The establishment worker role may be filled by a worker from the office, an attorney, or a combination of both. Each office has different means in which to prepare cases for court. Clark County utilizes Go To Court as a means to prep the case for court.



				Key Step: 



Ensures equitable treatment of the case’s parties.



Necessary Condition: 



· Parties duly noticed of hearing and appear at scheduled time



· Income information and deviations provided to the court



· Paternity test results (if applicable) provided to the court







				6



				Participates in court hearing



				The parties participate in the hearing if they attend.



				 



				Key Step: 



Ensures equitable treatment of the case’s parties.



Necessary Condition: 



· Parties duly noticed of hearing and appear at scheduled time







				7



				Is there a continuance?



				The establishment worker monitors the outcome of the hearing for a continuance issued by the Hearing Master.

If yes, go to 8
If no, go to 9



				The establishment worker role may be filled by a worker from the office, an attorney, or a combination of both



				







				8



				Issues Notice of Hearing



				The establishment worker issues a Notice of Hearing to all parties for when the Court will continue hearing the case.



				The establishment worker role may be filled by a worker from the office, an attorney, or a combination of both



				







				9



				Drafts Master’s Findings and Recommendations and sends to parties



				The establishment worker completes the Master's Findings and Recommendations form on the system and sends copies to the parties. 



				The Findings and Recommendations come from the Master's decision after having weighed the evidence presented at the hearing. The establishment worker role may be filled by a worker from the office, an attorney, or a combination of both.



The Master’s Recommendation is provided to the parties, if present that day, which starts the objection period. If parties are not present, copies are mailed.



				Key Step: 



Provides document to parties of the Court’s decision.



Necessary Condition:



· Appropriate evidence presented at hearing







				10



				Prepares Findings and Recommendations and signs; provides to parties



				The Hearing Master prepares the Findings and Recommendations form and signs it. The Court provides copies of it to the parties.



				It appears to be a court preference on whether the establishment worker or the Hearing Master prepares the Findings and Recommendations results and provides copies to the parties. There is essentially no difference between Findings and Recommendations forms prepared by the establishment worker and Hearing Master.



				Construction Decision:



Opportunity for standardizing who prepares the document was considered but not accepted.



Variation in local practice based on court rules.



Key Step: 



Provides document to parties of the Court’s decision.



Necessary Conditions:



· Parties’ Income information and deviations provided to the court



· Paternity test results (if applicable) provided to the court







				11



				Does either party object to recommendation?



				Either party may object to the Court's decision.

If yes, go to 14
If no, go to 12



				The IV-D agency is a party to the order too. Therefore, the IV-D agency may object to the order too.



				







				12



				Finalizes order



				The establishment worker begins the work to finalize the order. In Clark County, the IV-D staff sends the final order in full and files the Notice of Entry. In other offices, the Clerk of Court finalizes the order. A judge signs the order, and the Clerk of Court enters the order in its records. 



				The Clark County establishment workers send the final order and package it with the required cover materials, including the Notice of Entry. The Clerk of Court secures the Judge's signature and enters the order in its records.



				Key Step: 



Enters the Court’s final decision in the public record.



Necessary Condition:



· Neither party objects to the Masters Findings and Recommendations







				13



				Go to Order Entry process



				The establishment worker initiates the Order Entry process.



				The offices use the Order Entry process to place the terms of the order into the system.



				







				14



				Go to Judicial Objection process



				The party who objects to the order initiates the Judicial Objection process.



				The objecting party is responsible for issuing notices for the objection hearing to the other parties. Some counties if a party submits an objection will assist with initiating the judicial objection process on the party’s behalf.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Generate Master’s Findings and Recommendations at hearing



				Generate orders directly from the hearing to allow parties if present to leave with the order, or mail that day to parties to initiate the objection period.



				Offices already use fill-in templates with the hearing masters to obtain a quick turnaround, but for some cases, the hearing masters take some orders under advisement and decide on the outcome after the hearing.



Next Step: Need to determine when parties are misusing IV-D services to negotiate a de facto “divorce decree” and take action to stop the practice. The concern is that some cases that a Hearing Master may take under advisement are for issues that are not clearly in scope for the IV-D program.







				SI2



				Unsigned order becomes final by operation of law



				A recent change to NRS 425 provides for an order that goes unsigned by a judge after ten days may become a final order through an operation of the law.



				MAXIMUS recommends that more offices make use of the statute’s provision.




















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Offices already use fill-in templates with the hearing masters to obtain a quick turnaround, but for some cases, the hearing masters take some orders under advisement and decide on the outcome after the hearing.



Next Step: Need to determine when parties are misusing IV-D services to negotiate a de facto “divorce decree” and take action to stop the practice. The concern is that some cases that a Hearing Master may take under advisement are for issues that are not clearly in scope for the IV-D program.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Default Paternity and Support (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Initiates process



				The system initiates the process based on updated information the establishment worker had entered into the system previously.



				Default hearings are for cases where neither party has responded to being served with the Notice and Finding petition. The default process is not used for situations with multiple alleged fathers or where the alleged father or noncustodial parent is incarcerated.



				Variation in local practice based on attorney discretion. All counties will proceed with the judicial process but will have their own approaches to how to execute the judicial process.











				2



				Calculates guidelines on evidence available



				The system calculates the periodic support amount based on the guidelines calculation.



				



				







				3



				Prepares Findings and Recommendations and signs



				The Hearing Master conducts the hearing and gathers evidence to prepare Findings and Recommendations.



				



				Key Step: 



Ensures judicial review of evidence.



Necessary Conditions:



· Parties’ Income information and deviations provided to the court



· Paternity test results (if applicable) provided to the court







				4



				Is an approval or review needed?



				Is an approval or review needed? Per local office option, the recommendation needs to be approved or reviewed. 



If yes, go to 5
If no, go to 6



				In some offices, the IV-D attorney participates in the hearing.



Clark County does not hold hearings unless the parties request a hearing. The Clark County establishment worker prepares the Default order, obtains the attorney’s signature on the Affidavit of Default, and mails a copy of the Default order to the non-custodial parent.



				Construction Decision:



Opportunity for standardizing approval/review standards was considered but not accepted.



Variation in local practice based on court rules.











				5



				Approves/Review s recommendation



				The approver/reviewer looks over the document. The approver/reviewer can be an attorney in the office, another case worker, a hearing master, or a judge.



				



				







				6



				Have parties been previously served with the final amount of support?



				



				



				







				7



				Sends copies of Recommendation to Parties



				The establishment worker sends copies of the recommended order to both parties.



				 



				







				8



				Does either party contest the final order?



				Either party may object to the Court's decision.

If yes, go to 9
If no, go to 10



				The parties have 14 days to object to the order, where this objection period allows for the mailing time of the Findings and Recommendations and of the returned objection form.



				







				9



				Go to Judicial Paternity and Support



				The party who objects to the order initiates the Judicial Objection process.



				The packet with the Findings and Recommendations includes an objection form, which the party submits to the Court. The objecting party is then responsible for issuing notices of the hearing to the other parties. 



In Clark County, if the non-custodial parent objects to the default, a hearing will be obtained before the Hearing Master, in effect holding the hearing that the NCP did not attend in step 4.



				







				10



				Finalizes order



				In some offices, the Court begins and completes the work to finalize the order. A judge signs the order, and the Clerk of Court enters the order in its records and sends out the Notices of Entry. 



In other offices, the establishment worker begins the work to finalize the order. In Clark County, the IV-D staff prepare the final order in full and file the Notice of Entry. In other offices, the Clerk of Court finalizes the order. A judge signs the order, and the Clerk of Court enters the order in its records. 



				Clark County's default orders do not require a judge's signature. They make use of the provision in NRS 425 that allows an unsigned order to become a final order by operation of law after ten days even if a judge has not signed it. The Hearing Master is the officer of the court with final signature for Clark County's default orders. Other offices send their orders to the Clerk of Court to obtain a judge's signature.



				Key Step: 



Enters the Court’s final decision in the public record.



Necessary Condition:



· Neither party objects to the Masters Findings and Recommendations







				11



				Go to Order Entry process



				The establishment worker initiates the Order Entry process.



				The offices use the Order Entry process to place the terms of the order into the system.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description







				B1







				



				







				







				



				















				ID



				Suggestions for Improvement



				Description







				SI1







				



				







				







				



				




















				Improvement Category



				Description of Improvement







				Automation



				Moved step 2 (Guidelines Calculation) form Establishment Worker swim lane to System swim lane.







				Process Adaptation/Streamlining



				







				Standardization



				Made the process read more generically by removing reference to “hearing” from steps 1, 3, and 4. Attempt to resolve which role is responsible for completing Step 10.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Amended / Corrected Order (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Becomes aware of clerical error in Master’s Recommendation or support order



				The establishment worker has become aware of a clerical error through order entry, one of the parties raising a question to the establishment worker.



				The Amended Order process is an expedited method to correct clerical errors that do not involve introducing new evidence or involve issues for objection. It is simply correcting a misrepresentation in the order document of the facts that were presented at the hearing. However, one county reported that its judge allows the amended order process as a means to update facts that were presented at the trial (e.g., factoring in a change in a party's income) in addition to the typically understood notion of "clerical error".



				Key Step: 



Ensures the support order properly reflects the circumstances of the parties at the time of the hearing and is free of error.



Necessary Condition: 



· Findings and Recommendation has been prepared or support order is pending finalization







				2



				Has the notice period expired?



				The establishment worker determines if the error has been discovered after the notice period for the final order has expired.

If yes, go to 3
If no, go to 5



				If the objection period has not ended, the order is not "final", so that extends the opportunity to correct the order within the context of an "objection"--an objection to the clerical error. If the notice period has expired, then the order is final, a more formal process is needed to correct the clerical error.



				







				3



				Files appropriate motion to amend the order



				The Amender role files the Motion with the Court to correct the error by the appropriate worker in that county. This may be the Case Manager, the Attorney, or the Clerk. 



In some instances, the Amender updates the Master’s Finding and Recommendation (which serves as the “motion”) and sends it to the Attorney/Hearing Master for approval. The Amender then sends copies to the parties.



				Different courts may require different motions for the same situation. Some call it a motion to correct and some call it a motion to amend. Similarly, some motions may result in a new order while another motion may amend/correct the existing order.



				







				4



				Acts on motion



				The Court files a new order and / or correct the order based on the motion.



				 



				Key Step: 



Ensures judicial oversight of correction to support order.



Necessary Condition:



· Corrected information provided to court







				5



				Determines what is the correct information to put into the order



				The establishment worker determines what is needed to correct the information on the order that is in error.



				Examples of "clerical errors" include: incorrect start date for a judgment, documents containing factual errors that were presented as evidence that the support order amount was based on, judgment amount, incorrect ongoing amount, incorrect calculation of support guideline, incorrect names, incorrect dates



				







				6



				Does local office policy option require filing a motion?



				The establishment worker follows the office's policy option on whether to proceed with amending the order through the appropriate motion.

If yes, go to 3
If no, go to 7



				 



				Construction Decision:



Opportunity for standardizing when a motion is needed was considered but not accepted.



Variation in local practice based on attorney discretion and court rules.











				7



				Drafts amended recommendation / corrected recommendation and sends to parties



				Based on the type of error and when it was discovered, the amender determines what is needed to correct the error.



				Offices have different workers filling the Amender role. The worker may be an establishment worker or an Attorney.



				Key Step: 



Ensures the recommendation or support order reflects the facts of the case.



Necessary Condition: 



· Corrected information has been determined







				8



				Has anyone contested the results?



				The establishment worker monitors if either party has contested the results of the amended/corrected order.

If yes, go to 9
If no, go to 10



				 



				







				9



				Go to next appropriate action



				Some objections are resolved by returning go to the Judicial Paternity and Support process while other objections are resolved through the Judicial Objection process.



				At some level, the nature of the objection dictates the form of resolution. To some extent, the choice is dictated by the court or office policy option.



				Offices use their discretion to direct case to the next appropriate action.







				10



				Is Request for Submission required per local office policy options?



				The establishment worker determines whether to submit a Request for Submission in accordance with the office's policy option or court's preference.

If yes, go to 11
If no, go to 13



				The offices policy option may be dictated by local court preferences.



				Construction Decision:



Opportunity for standardizing use of Request for Submission was considered but not accepted.



Variation in local practice based on court rules.







				11



				Files Request for Submission



				For those offices that are required to file a request for submission, the Legal Worker files a Request for Submission and monitors if either party has contested the Request for Submission. 



				 



				







				12



				Takes action



				The court takes the action it deems correct based on the facts in the case and the circumstances of the order.



				 



				







				13



				Finalizes order preparation



				Based on when In the original process the error was discovered, the establishment worker performs the necessary review to draft the corrected recommended order or to finalize the new order or amended order.



				Amending or correcting an order resets the objection period for the order, even if the original order's objection period had not expired before the error was identified. 



In Washoe, amending an order does not reset the objection period. There is an objection period for the Motion and an objection period for the Request for Submission.



				Key Step: 



Enters the Court’s final decision in the public record.



Necessary Condition:



· Neither party objects to the Masters Findings and Recommendations







				14



				Go to Order Entry process



				The establishment worker initiates the Order Entry process.



				The offices use the Order Entry process to place the terms of the order into the system.



				




















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Attorneys unfamiliar with Family Court



				Attorneys that do not understand Family Court is an education barrier.



				Closed Issue – the group agreed a standard training for attorneys is a good idea, but for now the group does not recommend pursuing standardized training for attorneys because the training local offices currently give to IV-D attorneys is sufficient.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				











[bookmark: _Toc412718852]








				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				The path from step 12 goes to step 13 rather than retracing steps 4 and 8.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Judicial Objection (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Becomes aware of need to be a party in an objection to a Master’s recommendation



				The IV-D objection coordinator becomes aware of an objection to the Hearing Master’s recommended order filed with the court.



				The role of the IV-D objections coordinator may be filled by a IV-D case manager or an attorney.



				







				2



				Prepares for objection hearing



				The IV-D objection coordinator reviews the evidence submitted at trial and the application of the law to that evidence, considering the reason for the objection in light of the facts entered into evidence.



				The IV-D agency is a party to the order too. Therefore, the IV-D agency may object to the order too. Typically, the grounds for the IV-D agency's objection focuses on the Hearing Master's or Judge's misapplication of the law to the case's circumstances.



				Key Step: 



Ensures the time at the objection hearing is well-spent.



Necessary Conditions:



· Court’s final order had been entered in the public record



· A party has filed an objection







				3



				Sets hearing date and time with parties



				The court calls the parties to the objection together to set the hearing date and time.



				 



				Key Step: 



Attempts to ensure all parties are able to attend the hearing.



Necessary Condition:



· A party has filed an objection







				4



				Prepares for hearing



				The Court reviews the evidence submitted at trial and the application of the law to that evidence, considering the reason for the objection in light of the facts entered into evidence.



				 



				







				5



				Does the requesting party appear for hearing?



				The appearance of the objecting party is required in order for the hearing to proceed.

If yes, go to 7
If no, go to 6



				The IV-D objection coordinator represents the IV-D agency's interests at the objection hearing



				







				6



				The objection denied / Hearing rescheduled



				When the requesting party does not appear at the hearing, the judge may deny the objection or in some circumstances may reschedule the hearing in light of the circumstances causing the requesting party to not appear.



				 



				







				7



				Conducts hearing



				The Judge conducts the hearing with the all parties participating.



				 



				Key Step: 



Ensures equitable treatment of the case’s parties.



Necessary Condition: 



· Parties duly noticed of hearing and appear at scheduled time



· Income information and deviations provided to the court



· Paternity test results (if applicable) provided to the court







				8



				Prepares final order to distribute to parties



				Depending on the court's preference, the IV-D objection coordinator or the Judge prepares the final order reflecting the judge's ruling and distributes the final order to the parties.



				 



				Construction Decision:



Opportunity for standardizing who prepares the final order was considered but not accepted.



Variation in local practice based on court rules.



Key Step: 



Enters the objection hearing decision in the public record.



Necessary Condition:



· Arguments presented at hearing of misapplication of the law







				9



				Go to Order Entry process



				The establishment worker initiates the Order Entry process.



				Offices use Order Entry process to place terms of the order into the system.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Lack of monitoring for objection process



				There is no way to monitor the objection process, tracking it through a calendar. They have to physically track it outside the system. Many log the actions on an excel spreadsheet.



				System automation removes the barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Track IV-D court activity on IV-D system



				Record and track IV-D court case activity on the IV-D system.



				System automation removes the barrier.




















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Order Entry (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives and reviews order



				The establishment worker receives new order triggering the start of the process.



				 



				Key Step: 



The terms in the legal document are the terms the child support program enforces against.



Necessary Condition: 



· Finalized order entered in court’s record system







				2



				Enters order



				The establishment worker reviews the order and Verifies the filing date entering all the information correctly per the order.



				Clark County E-file is an electronic version of the order, but everything is manually entered.



				Key Step: 



The terms of the order dictate the actions the child support program will take.



Necessary Condition:



· Receipt of order document from court.







				3



				Generates withholding and medical support notices



				The system generates the withholding and NMSN to the noncustodial parent and / or the Notice requesting medical to the custodian.



				There is no Employer record on Nomads for the custodian to send the NMSN. The establishment worker generates a notice to the custodian requesting medical and enters the returned results of the notice on the system.



				Key Step: 



Begins immediate enforcement of support order.



Necessary Conditions:



· IW provision in support order



· Verified employer and employer’s addresses for income withholding and medical support











				4



				Files lien



				The system sends a certified copy of Judgment to the Recorder office in each county the worker deems appropriate to file a lien.



				See the Lien process in the Enforcement functional area for more details



				Key Step: 



Establishes enforcement mechanism against real property in appropriate counties.



Necessary Conditions:



· Certified copy of Judgment



· Counties with NCP’s real property records are known to the system







				5



				Mails copies of final order to parties



				The reviewer mails filed copies of the order to the parties.



				Nevada may provide both parties with raised-seal, certified copies of the order. If the local court does not provide this service, the establishment worker must request these raised-seal certified hard copies of the order from the Clerk of Court.



				Construction Decision:



The group decided to continue with current practice of obtaining hard copies of the orders from the courts and mailing them to the parties for some offices, and for other offices the courts send copies of the order to the parties.



Key Step: 



Ensures both parties have copies for their legal records.



Necessary Conditions:



· Addresses of parties



· Certified hard copy of support order







				6



				Does order include paternity determination?



				[bookmark: OLE_LINK1]The system determines if the order established paternity for a child.







If yes, go to 10



If no, go to 12



				 



				







				7



				Updates paternity status on system; Forwards copy of order to Vital Statistics



				If the child is born in Nevada, the system forwards a certified copy of the order to Vital Statistics.



The establishment worker goes to step 12.



				Vital Statistics requires a raised-seal, certified copy of the order. The establishment worker must request this raised-seal certified hard copy of the order from the Clerk of Court and then mail it to Vital Statistics after receiving the copy from the Clerk of Court.



				Key Step: 



Ensures state’s official database of birth records is up to date.



Necessary Condition:



· Certified hard copy of support order







				8



				Birth certificate updated



				Vital Statistics updates its record system with the information in the certified copy of the paternity order.



				A verifying copy of the birth certificate is received from Vital Statistics and is scanned into Compass



				







				9



				Take next appropriate action



				With the order entered on the system, the case moves to the next appropriate action, including Enforcement Monitoring.



				 



				




















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Attorneys unfamiliar with Family Court



				Attorneys that do not understand Family Court is an education barrier.



				Construction Decision – no action will be taken to change the current training approach for child support attorneys.  The group decided that this is not a barrier because they determined the local offices’ current training for attorneys is sufficient.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				




















				Improvement Category



				Description of Improvement







				Automation



				All Establishment Worker steps moved to System swim lane except for steps 1, 2, and 5.







				Process Adaptation/Streamlining



				Send certified copies of paternity orders to Vital Statistics through an interface rather than printing, certifying, and mailing hard copies of paternity orders.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Each county should work with their respective recorder’s office to develop an electronic interface to update the lien register, if possible.











				Pre-Implementation Opportunities



				Develop a state-wide training module for attorneys, using local office best practices for training attorneys.







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				A “final order” is an order that has been filed with the court. The order may or may not be signed by a judge, but a judge’s signature is not required for some judicial orders. The “filed date” of the order is the date a Clerk of Court stamps on the order.
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Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Establishment functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document.  Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				Born Out of Wedlock Paternity Review



				4.3.1, 4.3.5







				2



				Multiple Alleged Fathers – No Most Likely Alleged Father



				4.3.6







				3



				Determine Petition Contents



				4.3.4, 4.3.10







				4



				Filing the Petition



				4.3.4, 4.3.9







				5



				Genetic Testing



				4.3.7, 4.3.9







				6



				Mediation / Consent / Stipulation of Support



				4.3.2







				7



				Judicial Paternity and Support



				4.3.2, 4.3.11







				8



				Default Paternity and Support



				4.3.2







				9



				Amended  / Corrected Order



				4.3.11







				10



				Judicial Objection



				4.3.11







				11



				Order Entry



				4.6.1
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Establishment –Multiple Alleged Fathers –No Most Likely Alleged Father
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Establishment –Determine Petition Contents
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7
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Establishment –Filing the Petition
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Establishment –Genetic Testing
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Establishment –Mediation / Consent / Stipulation of Support
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Establishment –Judicial Paternity and Support
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Establishment –Default Paternity and Support
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Establishment –Amended / Corrected Order
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Establishment –Judicial Objection
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Case Monitoring (Tier A)



Rationale:  Frequency of use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives new information



				The worker receives new information.  This could be new information from a front line worker, case worker, or customer service representative.  



				Elko PAO has 1 clerical staff that can resolve some issues.  Reno PAO has clerical and customer service staff that can do some resolution.  Clark and Elko DA have front desk staff that can do some resolution.



				







				2



				Enters information



				The worker enters the new information into the system.



				



				







				3



				Identifies new information



				The system identifies new information.  This new information could be from the website or Interactive Voice Response (IVR) system, or information from interfaces.  New information starts the process of analyzing that information to determine the next appropriate action.



				



				







				4



				Analyzes case to determine next appropriate action



				The system analyzes the information on the case to determine the next appropriate action.  



Depending on the facts of the case, the next action could be to locate an employer or address; establish paternity or support; enforce an order; distribute and disburse money; or other case management (e.g., initiating with another jurisdiction, crediting direct payments, etc.).



 



				Humboldt, Churchill, Reno PAO and Elko DA review all aspects and make sure the case is correct and working as it should when reviewing.  



Washoe runs on schedules.  Mornings are for alerts, phone calls, and undistributed collections.  Afternoons vary, but are scheduled based on the day – Tuesday for audits, Thursday for bench warrants, etc.  While Washoe may not answer the phone in the afternoon, the customers are informed of a 2 day call back time-frame and realize they will get their responses.



NIIO does a variation of this with doing the same tasks on certain days.  The CMT tool helps refine the structure – pulling up the CSENet transactions to prioritize them, etc.  



				Key Step:  



Analyzing the case starts the process of case monitoring.



Necessary Conditions:



· Defined criteria by which to compare data







				5



				Is the case closed?



				Is the case closed?



If the case is closed, the case monitoring process ends.  If the case is not closed, the case monitoring process continues.







If yes, go to 6



If no, go to 7, 9, 11, 13, or 15



				



				







				6



				Process ended



				If the case is closed, the process ends.



				



				







				7



				Determines an address or employer needs to be located



				The system determines an address or employer needs to be located.



Steps 7 through 16 may be done in a different order than pictured.  These actions can be done in combination, separate, or parallel with each other.  For instances an audit may be done in combination with an enforcement action; or crediting direct payments may be done in parallel with locating an employer.  



				



				Key Step:  



Steps 7, 9, 11, 13, and 15 are used in determining the next step and forwarding to the appropriate process.



Necessary Conditions:



· Data necessary to make determinations











				8



				Go to appropriate location process



				Go to the appropriate location process.



				 



				







				9



				Determines paternity or support needs to be established



				The system determines paternity for a child needs to be established, or a child support or medical support order needs to be established.



Steps 7 through 16 may be done in a different order than pictured.  These actions can be done in combination, separate, or parallel with each other.  For instances an audit may be done in combination with an enforcement action; or crediting direct payments may be done in parallel with locating an employer.  



				 



				Key Step:  



Steps 7, 9, 11, 13, and 15 are used in determining the next step and forwarding to the appropriate process.



Necessary Conditions:



· Data necessary to make determinations











				10



				Go to appropriate establishment process



				Go to the appropriate establishment process.



				 



				







				11



				Determines an order needs to be enforced



				The system determines there is an order that needs to be enforced.  This could be for payment in accordance with the order or for providing medical support as ordered.



Steps 7 through 16 may be done in a different order than pictured.  These actions can be done in combination, separate, or parallel with each other.  For instances an audit may be done in combination with an enforcement action; or crediting direct payments may be done in parallel with locating an employer.  



				







				Key Step:  



Steps 7, 9, 11, 13, and 15 are used in determining the next step and forwarding to the appropriate process.



Necessary Conditions:



· Data necessary to make determinations



Construction Decision:



The step that sent the delinquency notice was removed.  There was discussion on whether the delinquency notice was needed or if the NCP Billing process would address the issue of ensuring the noncustodial parent is notified of delinquency and the actions that may be taken against them.  



The group agreed that if the NCP Billing process can include the delinquency language as appropriate (when there is a delinquency), there is no need for this step.  The Case Management facilitators spoke to the Financial facilitators to make sure this would be included in the NCP Billing process.  



The group discussed that if there is income withholding in the order, but the noncustodial parent is not paying or no money is coming from the employer, the billing could start for that noncustodial parent.  The thought was that noncustodial parents that have income withholding being done, did not need to receive monthly bills, but there may be times when the billing should start even if income withholding is ordered, but not being collected. 



This information was provided to the financial team and the concepts have been incorporated in the NCP Billing process.







				12



				Go to appropriate enforcement process



				Go to the appropriate enforcement process.



				



				







				13



				Determines money needs to be issued or an audit is needed



				The system determines that money needs to be issued or refunded or that an audit is needed.



Steps 7 through 16 may be done in a different order than pictured.  These actions can be done in combination, separate, or parallel with each other.  For instances an audit may be done in combination with an enforcement action; or crediting direct payments may be done in parallel with locating an employer.  



				



				Key Step:  



Steps 7, 9, 11, 13, and 15 are used in determining the next step and forwarding to the appropriate process.



Necessary Conditions:



· Data necessary to make determinations







				14



				Go to appropriate financial process



				Go to the appropriate financial process.



				



				







				15



				Determines other case management is needed



				The system determines that other case management is needed.  Other case management includes, but is not limited to, closing a case, initiating with another jurisdiction, or crediting direct payments.



Steps 7 through 16 may be done in a different order than pictured.  These actions can be done in combination, separate, or parallel with each other.  For instances an audit may be done in combination with an enforcement action; or crediting direct payments may be done in parallel with locating an employer.  



				



				Key Step:  



Steps 7, 9, 11, 13, and 15 are used in determining the next step and forwarding to the appropriate process.



Necessary Conditions:



· Data necessary to make determinations











				16



				Go to appropriate case management process



				Go to the appropriate case management process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple systems



				There are many different systems that workers must go into to get the needed information.  (Ledgers on the web, odyssey, etc.)



				[bookmark: OLE_LINK1]System automation removes part of this barrier.  For example NAWC and LOTW will be retired and their functionality will be incorporated into the new system.







Open Issue – automation assists with this barrier if the new system is designed to seamlessly present information from other systems that exist outside the new child support system.







				B2



				Quality of alerts



				The quality and quantity of alerts is not good.  Some alerts come based on older information (e.g., quarterly wages) and requires the workers to do time-consuming research to ensure the information should not be used.  



				System automation removed barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Unified system



				One place to go in to check for general information (such as if there is an order, if there is health insurance, debt owed, etc.) instead of going into all system would improve worker efficiency.



				System automation implements part of this improvement.  For example NAWC and LOTW will be retired and their functionality will be incorporated into the new system.







Open Issue – automation assists with this barrier if the new system is designed to seamlessly present information from other systems that exist outside the new child support system.







				SI2



				Improved interfaces



				Improved interfaces, especially with the bigger agencies (DETR and DMV) would improve efficiency for workers by improving the speed and accuracy of information received.



				Open Issue







				SI3



				Clark Case Management Tool (CMT) used statewide



				The Case Management Tool could be used statewide.  While this was originally only identifying delinquent cases, now it has increased functionality to show other types of cases allowing workers to better manage their caseload and time.



				Open Issue – consideration should be given to incorporating some of the capabilities of CMT into the new system.







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved all but steps 1-2 (identifying and entering new information) to the system swim lane.  Also added the fact that the system can identify new information based on interfaces and web site captures information.  The system can analyze the case and determine which process to go to next).







				Process Adaptation/Streamlining



				Moved step to check for closed case as first part of analyzing as system will check that first and drop it out of the determinations and forward for next step actions.







				Standardization



				







				Improved Quality



				Removed front line inquiry steps as the system monitors for next appropriate process for a case based on new information being received (either from a worker or electronically).







				Group Recommendation



				







				Pre-Implementation Opportunities



				SI3:  The Case Management Tool (CMT) could be utilized statewide at this time.







				Possible Requirement Elaboration



				SI3:  Consider elaborating Case Management requirements to include key Case Management Tool (CMT) functionality.







				Miscellaneous Notes



				







				BPR Accomplishments



				Douglas asked how to zero out the custodian’s balance.  Washoe explained how to zero out balances.  They stated that they will zero out the balance if unverified (for a reopened case, etc.) and that they notify the custodian that the arrears will not be collected until verified.  This encourages the custodian to provide the information / verification that has been requested. 
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Case Closure (Tier A)



Rationale:  Complexity; influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case for closure



				The system identifies cases for closure.  The system automatically sets certain cases for closure. Some of those cases would be the cases that are closing due to being unable to locate the noncustodial parent for either one year (if there is insufficient information for automated searches) or three years (if there is sufficient information for automated searches).



Another situation would be where the social security interface uploaded information that the noncustodial parent died and the system could not find any assets that can be pursued or there are no arrears owed on the case.



				



				







				2



				Identifies case for closure



				The closure worker can also identify cases for closure.  These are identified in the system and start the closure process.



				



				







				3



				Receives recipient of services request for closure



				The closure worker receives a request for closure from the recipient of services.



				



				







				4



				Is case appropriate for recovery of state debt?



				Is the case appropriate for recovery of the state’s debt?



If the custodian’s portion of the child support order is no longer being collected (e.g., child emancipated, custody changes, etc.), the system must determine if the case should be changed to a recovery only case.







If yes, go to 5



If no, go to 8



				



				







				5



				Generates notices



				The system generates the appropriate notices to both the custodian and noncustodial parent.



If another state is involved, notices are generated to that state about the change in status.



				Clark does Notice to Cease to court and letter to the noncustodial parent and custodian.



NIIO generates notice to the other jurisdiction about the change of status to arrears only and sends an updated audit with the notice.



				Construction Decision:  



Varying practices (i.e., generating notices to the noncustodial parent and/or custodian) that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group decided that as long as the system is able to generate the notices, everyone will send notices to both the custodian and noncustodial parent.







				6



				Adjusts arrears



				The system adjusts the custodian’s arrears as appropriate.  



The case is changed to a State Debt only case and the custodian’s arrears are removed from being collected, reported, or enforced.  The custodian’s arrears are retained for information if the case is reopened.



				Some counties remove the custodian’s arrears and some leave the arrears on the case.



				Construction Decision:  



Varying practices (e.g., some wipe off the custodian’s arrears and others do not) that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.  



The group decided that arrears will not be accrued, collected, or reported.  However, information on the outstanding arrears balance will be retained in the system for use if the case is reopened.







				7



				Go to appropriate enforcement process



				Once the case is changed to State Debt Only, the system begins the appropriate enforcement process to collect the state’s arrears.



				



				







				8



				Does case meet closure criteria?



				Does the case meet federal closure criteria?



The federal closure criteria consist of 14 reasons for closure.  They are outlined in 45 C.F.R. §303.11.



The system determines if the case meets federal closure criteria.







If yes, go to 10



If no, go to 9



				



				Key Step:  



In order to begin the closure process, the case must meet federal closure criteria.



Necessary Conditions:



· Location time frames and other federal closure criteria defined in system



· Data necessary to make determination in the system







Construction Decision:



The group decided that the information necessary for the system to analyze the case for closure will be available.  The group also decided that the standard federal closure criteria can be used to identify cases for closure appropriately.







				9



				Go to Case Monitoring process



				If the case is not closed, the case goes back to the Case Monitoring process.



				



				







				10



				Did recipient of services request closure?



				Did the recipient of services request closure?



If the recipient of services requested closure, there is no need for the 60-day notice of intent to close, therefore, no need to wait the 60 days before the closure checklist can be completed.







If yes, go to 17



If no, go to 11



				



				







				11



				Generates 60-day closure notice



				The system generates the notice of intent to close at least 60 days prior to the case being closed.



				







				







				12



				Sets case to pending closure



				The system sets the case to pending closure.  If nothing is done, the case will be closing.



				



				







				13



				Mails 60-day notice



				The Central Printer mails the 60-day notice of intent to close to the recipient of services.  If the recipient of services requested closure, the notice is not generated nor mailed.



If another jurisdiction is involved, the notice would go to that jurisdiction.  If the other jurisdiction utilizes CSENet, the notice will be done via CSENet; otherwise the notice will be done using the transmittal 2.



				



				Key Step:  



Required by federal regulations and notice of intent to close.



Necessary Conditions:



· Recipient of services identified in system



· Recipient of services closure request identified in system



· Recipient of services address or last known address







Construction Decision:



The group decided that Central Print would be supported (under certain conditions – see Parking Lot item below) and specifically the group decided that the notice required for this process would be generated by the system and fulfilled via Central Print.







Parking Lot:



The issues that need to be worked out are how would these be billed back to the counties; how would the counties pay these amounts; and which forms would be done via Central Print.  It was agreed that only those forms that do not need human touch or review would be able to be done via Central Print.  However, not all those forms would be the ones for Central Print.  The list of forms would need to be agreed upon and there would need to be a service-level agreement so the counties could be assured of the timeliness of printing and mailing.







				14



				Did party object within 60-day timeframe?



				Did a party object to the intent to close notice?



The recipient of services or other state jurisdiction is sent the notice of intent to close at least 60 days prior to the case actually closing.  This is done to allow the recipient of services the ability to object or provide sufficient information that may allow the case to remain open.



Sometimes the noncustodial parent will object to the closure and want to keep the case open so they do not have to deal with the custodian directly.







If yes, go to 15



If no, go to 17



				



				Key Step:  



Monitoring federally mandated timeframe is a critical step.



Necessary Conditions:



· Information in system on date notice mailed.







				15



				Reviews objection



				The closure worker reviews the objection to the closure.  



				



				







				16



				Is the objection valid?



				Is the objection to the closure valid?



If the closure is based on lack of information (e.g., noncustodial parent’s address or inability to locate the noncustodial parent) and the custodian or other jurisdiction can supply new information, the closure worker may find the objection valid and stop the closure or reopen the case.







If yes, go to 19



If no, go to 17



				



				







				17



				Completes closure checklist or begins processes



				The system completes items on the closure checklist.  



The system will start the processes, but may not be able to complete the process depending on if the process needs interaction with the workers (or other entities) (e.g., quashing a bench warrant requires a signature, etc.).   The system would notify the worker of any action they need to take.  The system will assist the worker in completing the tasks and monitoring all tasks for completion.



Relevant items on the checklist are stopping actions that may have been taken.  This includes, but is not limited it, the following:



· quashing any bench warrants, 



· adjusting arrears balances, 



· terminating income withholding, 



· releasing any suspended driver’s license, 



· recalling the National Medical Support Notice, and



· notifying the court (e.g., withdrawal of attorney, dismissal of child support order, etc.).



Another item is the ability to un-flag the non-compliance aspect of the case.  



Since some of the items may take a period of time, the system should be able to allow monitoring and recording of the post-closure completion of the checklist without reopening the case to record the actions.



				Reno PAO and Clark release the lien as part of the closure checklist instead of later in the process. 



Every office has their own case closure checklist.  While there is some commonality in these checklists, the checklists are not standardized.



Release of Lien:



Douglas, Clark and Washoe waits until day 60 to process the release of lien.



NIIO must have the other jurisdiction release their liens as appropriate.



Reno PAO releases the lien as part of the closure checklist.



Elko DA does not release the lien unless arrears are paid in full.



Notifying Court:



Washoe does a withdrawal of attorney.



Churchill and Elk DA do a dismissal of the child support order once the child is emancipated and the arrears are paid in full.



				Construction Decision:  



The group decided that the closure checklist will be standardized and that the system will automate checklist items and monitor for completion.



The group also decided to wait until day 61 (unless recipient of services requests closure – see #10) to complete the checklist.  This ensures the case is closed and will not be reopened before the actions are stopped or reversed.







Parking Lot:



A standard closure checklist needs to be developed indicating which items the system can perform fully and which items need worker intervention to complete.







				18



				Case closed 



				The case closes on day 61 after the 60-day timeline was past or immediately if recipient of services requests closure.



				



				Key Step:  



Closing the case is the goal of this process.



Necessary Conditions:



· Party did not object within timeframes or object was invalid entered into system







				19



				Stops closure



				The closure worker enters the valid objection into the system which stops the pending closure.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				System interaction with Social Security



				The system notifies the worker if the noncustodial parent dies.  This is done based on the interface with Social Security.  That information should be directly loaded into the system.  Death of the noncustodial parent can be cause to close a case if there are no assets to pursue.



				Incorporated into Step #1.







				B2



				Clark bench warrant process



				Clark has a very long process to quash a bench warrant.  This delays case closure.







				Resolved – To-Be Quash Bench Warrant process should eliminate delays.







				B3



				NCP applicant issues



				The system could be closing cases inappropriately as there is no way to flag the noncustodial parent application cases.  This means the custodian could request closure on these cases and they would be closed even though the noncustodial parent is the recipient of services.



				Incorporated into Step #14 (Necessary conditions for the key step is to be able to recognize the recipient of services (that is not always the custodian)).







				B4



				Address work-around



				If a custodian’s address is marked bad before a good address is entered, the system automatically starts closure based on loss of contact with the custodian.  The work around is that the worker must always remember to add the good address before marking the other address bad.



				Open Issue – design in new system







				B5



				Automatic closure inappropriately starting



				The system is automatically starting the closure process inappropriately in certain circumstances.  The circumstances identified were when there is no current support and the arrears are less than $500 – even if the case is paying.  The system should leave the case open and the arrears could be paid in full. These cases must be reopened every month until the debt is gone.  NOTE:  Before ledgers on the web, the system was closing these appropriately.  



The other situation is if there is a zero current support order.  Some of these orders are entered as they need to be modified, but the system starts closure inappropriately.



				System automation removes barrier







				B6



				System interaction with IV-A



				If IV-A enters information about the noncustodial parent’s death, but does not code the information as verified, the case will not close.  This means the worker must submit a help-desk ticket to correct the system and get the case to close appropriately.



				System automation removes barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Standardize interpretation of federal criteria



				Currently closure decisions around some of the federal criteria are not standardized (e.g., custodian noncooperation and loss of contact).  There is an opportunity to standardize these criteria to ensure this decision is being performed consistently throughout the state.  Standardizing these criteria will also enable future automation.



				System automation removes this barrier.  







The system will select cases for closure based on standard business rules developed from the federal criteria which will standardize the interpretation.







				SI2



				Standard closure checklist



				Currently everyone has a different version of a closure checklist.  There is an opportunity to standardize these checklists to ensure everyone is taking the appropriate actions at closure.



				Resolved – see Step #18 (Parking Lot)



The checklist is being completed or started by the system.  This will allow standardization or at least a standard listing of what items need to be done.







				SI3



				Automate closure checklist



				Currently all actions on the closure checklist are manual.  The system should know if there was a lien filed that needs to be released.



The system should also track whether there is a bench warrant that needs to be quashed or a license that was suspended that needs to be released.  Many, if not all, of the items on the checklist should be automated.



				Incorporated into Step #18















				Improvement Category



				Description of Improvement







				Automation



				· Moved the question as to whether case is appropriate for recovery of state debt into system column.  



· Moved checklist to system as is could automatically do some stuff or it can start the process for other items (e.g., quash a bench warrant).







				Process Adaptation/Streamlining



				· Put the key steps in the appropriate order.  The notice was going out before the decision as to whether the case met the federal closure criteria; requiring the notice to be recalled and the closure to be stopped in some cases – this step was removed.



· Removed evaluating the notice as not going out until determined case  meets criteria



· Removed is case duplicate as this will be resolved through new system automation



· Removed the worker and reviewer doing analysis of if case should close and put on reviewer to eliminate duplication of effort – group decided that the reviewer did not need to review either.  Group discussed that there would be no reason for review if the system correctly identified cases for closure. It was agreed that this could be done with a report.  It is believed that the report should be able to be either paper or screen.  If an electronic report, the supervisor could drill down into the specifics to ensure the bench warrant was quashed, the lien was released, etc.







				Standardization



				Step #18:  Standard closure checklist will be developed







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #8:  Standardize case closure by utilizing  federal case closure criteria as NV CSE’s statewide standard



Step #18:  Develop standard closure checklist







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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 Combined with Case Closure process (see Steps 5-7)







Recovery of State Debt (Tier A)



Rationale:  Frequency of use



NOTE:  This process has been absorbed by the Case Closure process (see Steps 5 – 7).  This was done based on the non-assistance cases with state arrears, closing the custodian portion and then turning to state arrears only cases.  The cases are then enforced through the enforcement processes.  If the custodian’s TANF closes, the case changes to state arrears only and is then enforced through the enforcement processes as well.  Once these state debt only cases are paid in full (or below $500 and cannot be enforced), they too will go through the closure process.  



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Removing custodian’s arrears



				An audit needs to be done to adjust the buckets.  It would be good to wipe out the custodian’s buckets once it goes to a recovery status.  Some like the idea of keeping the balance available, but no collection or reporting being done on the balance.  This would make sure the reopening is easier and that those arrears are addressed when the case opened.



				Incorporated into Step #6 in the Case Closure process















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Arrears repayment



				If the children did not emancipate and current support is not being collected, there is a possibility that 25% of the current support can be added if that amount is greater than court ordered arrears payment.  This is an administrative arrears obligation opportunity that was reported by Elko PAO SEM 602.2.



In Washoe, if the court ordered an arrears payment, the order must be followed.



				Open Issue







				SI2



				Standardize handling of custodian’s arrears



				Establishing standards on how to handle custodian’s arrears (zero the balance or keep the balance in place, but discontinue collection and reporting) would ensure statewide consistency for these cases and would enable future automation.



				Incorporated into Step #6 in the Case Closure process
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NV Initiating Intergovernmental and Acknowledgment Received (Tier A)	



Rationale:  Frequency of use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies need for initiating referral



				The interstate worker identifies the need for initiating a referral to another jurisdiction.



This could be initiating for enforcement, modification, or redirecting current support based on receipt of TANF by the custodian.



The interstate worker verifies the location of the noncustodial parent in order to initiate the referral in the appropriate jurisdiction.



				











				Key Step:  



Identifying the need for referral is the starting point for the process.



Necessary Conditions:



· Defined criteria for when initiating referral is needed







				2



				Is information from CST needed to complete next step?



				Is any information needed from the custodian to complete the next step?



If the initiating action is modification, income information from the custodian may be needed to file the action.  A paternity affidavit or general testimony may be needed from the custodian for other actions.  Once the determination is made, the system generates the notice.







If yes, go to 3



If no, go to 8



				



				Construction Decision:



The group decided to request information from the custodian only if that information is necessary to proceed.







				3



				Generates request for information to CST



				The system generates the request to the custodian for the information needed to complete the initiating referral.



If initiating a modification, financial information may be needed from the custodian.   If initiating for paternity or establishment, information from the custodian would be needed to complete the paperwork.



If initiating a redirect for current support, there would be no need to contact the custodian.



				



				







				4



				Did CST provide needed information?



				Did the custodian provide the needed information?



The system monitors for the custodian’s response to the request for information.







If yes, go to 8



If no, go to 5



				 



				







				5



				Is CST on public assistance?



				Is the custodian on public assistance?  



If the custodian is on public assistance, sanctions are applied.  If the custodian is not, the case can be closed.







If yes, go to 6



If no, go to 7



				



				Construction Decision: 



The group decided that if information was needed for the next action and the custodian did not provide that information, action would be taken against the custodian.  If the custodian was receiving public assistance, sanctions would be requested and if the custodian was not receiving assistance, the case would go to the case closure process to be closed based on non-cooperation.







				6



				Sanction requested



				If the custodian is receiving public assistance, the interstate worker requests sanctions.



				



				







				7



				Go to Case Closure process



				If the custodian is not receiving public assistance, the interstate worker goes to the Case Closure process to close based on non-cooperation.  



				







				







				8



				Prepares initiating referral package, updates system, and sends to other jurisdiction







				The interstate worker prepares the initiating referral package.  The worker may use the Interstate Referral Guide (IRG) to determine what should be included in the referral package.



The interstate worker updates the system to show the initiated referral and the responding jurisdiction. 



The interstate worker sends the referral to the other jurisdiction.  This is sent based on the other jurisdiction’s requirements (e.g., CSENet, paper or both).



				



				Key Step:  



Preparing the initiating transmittal is the action needed to initiate the action in the other jurisdiction.



Necessary Conditions:



· Paperwork requirements for other jurisdiction is known



· Address of jurisdiction for action is known







				9



				Monitors for acknowledgment



				The system monitors for receipt of the acknowledgment from the other jurisdiction.  



				



				Key Step:  



Receipt of the acknowledgment ensures the other jurisdiction received the request for action.



Necessary Conditions:



· Timeframes for response



· Information in the system as to when the request was submitted to the other jurisdiction







				10



				Was acknowledgment received?



				Was the acknowledgment received from the other jurisdiction?



Federal guidelines indicate the responding state has 10 days from receipt of the referral to send the acknowledgment.  



The system monitors for receipt of the acknowledgment.  







If yes, go to 14



If no, go to 11



				















				







				11



				Sends status request to other jurisdiction



				If no acknowledgment was received from the other jurisdiction, the system generates a status request to the other jurisdiction. 



				







				







				12



				Was acknowledgment received?



				Was the acknowledgment received after the status request was sent?



The system again monitors for response to this second request.







If yes, go to 14



If no, go to 13



				



				







				13



				Next appropriate action taken



				If an acknowledgment was not received after the second attempt, the system would notify the interstate worker to take the next appropriate action.



This action could come in the form of asking for assistance from the Central Registry in getting the other jurisdiction to acknowledgment receipt of the transmittal.  This action could be a phone call to the other jurisdiction.



				NIIO attempts to contact the other jurisdiction twice then refers the case to the Central Registry.  







				







				14



				Is additional information required?



				Is there additional information the other jurisdiction has required / requested on the acknowledgment?



The other state can ask for additional information on the acknowledgment.  If additional information is requested, the interstate worker provides that information.







If yes, go to 15



If no, go to 20



				



				







				15



				Can information be provided within timeframe?



				Can the information be provided within the timeframe requested by the responding jurisdiction?



There are times when the information requested may take additional time to compile and forward.  







If yes, go to 19



If no, go to 16



				 



				Construction Decision:



Discussed barrier (B1) that states internal processes make it hard to ensure there is a timely response to CSENet transactions.  



The group decided that with the To-Be processes, most information should be able to be provided timely, however, there are times when getting the information may take longer.  This flow does represent the process.







				16



				Notifies state of timeframe needed for information 



(within timeframe)



				If information cannot be provided within the timeframe requested, the interstate worker notifies the other jurisdiction of their receipt of the request and the timeframe needed to gather the information.  While the interstate worker provides the timeline when information can be provided and requests the case not be closed, there are times the other jurisdiction will not allow the extended timeframe.



				 



				







				17



				Does state grant extra time?



				Does the responding state grant the additional time needed to gather and forward the requested information?







If yes, go to 19



If no, go to 18



				



				







				18



				Gets additional information







				Even if the other jurisdiction does not allow the extra time, the information would be gathered in order to resubmit the transmittal.  There may be additional information that is needed from the custodian as well.  



				



				







				19



				Provides information



				The interstate worker provides the information requested on the acknowledgment.



				 



				







				20



				Updates system



				The interstate worker updates the system to reflect the responding jurisdiction’s acknowledgment and fact that any additional information requested was provided.



				



				Key Step:  



Goal of the process is for the other jurisdiction to take action.  Receipt of the acknowledgment means other jurisdiction is taking action.



Necessary Conditions:



· Acknowledgment received







				21



				Go to Case Monitoring process



				The case is monitored for additional requested information or incoming payments.  Go to the Case Monitoring process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Internal process delay timely responses



				Internal process, like getting the mail and getting it scanned, make it hard to ensure there is a timely response to CSENet transactions.  



				System automation should remove this barrier.  There may still be delays in responding, but it should not be internal processes with the new To-Be system assistance.







				B2



				Automation for monitoring



				The system does not automatically monitor for the acknowledgement.



				Incorporated into Step #9







				B3



				Transmittal form generation



				Flexi forms do not generate transmittals correctly. 



				Open Issue – include in system design







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automation for monitoring



				The system should automatically monitor for the acknowledgment.



				Incorporated into Step #9







				SI2



				Standardize handling of nonresponsive custodians



				Establishing standards for how to handle nonresponsive custodians (pursue sanctions and /or close cases) would ensure statewide consistency for these cases and would enable future automation.



				Resolved - see Step #5 – the groups agreed that the custodians will only be asked for information that is needed to proceed.  If the information is needed to proceed and the custodian does not respond, the actions taken will be standard statewide.  







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Monitoring for CST response



· Referring for sanctions or case closure



· Monitoring for acknowledgment



· Referring case to case monitoring







				Process Adaptation/Streamlining



				· Moved question about needing information from CST to beginning to streamline the “No” route.



· Added step for the system to send status update if acknowledgment was not received.  If that doesn’t generate acknowledgment, worker takes next step.



· Added step to get information if state does not approve the added timeframe.  At that point it goes to refilling/preparing the transmittal again.







				Standardization



				Treatment of custodians – Making sure they are only asked for information necessary to proceed.  



Standard actions for non-responsive custodians - If they do not respond with the necessary information, sanctions or case closure will be done.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Treatment of custodians – Making sure they are only asked for information necessary to proceed.  



Standard actions for non-responsive custodians - If they do not respond with the necessary information, sanctions or case closure will be done.







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				







				BPR Implemented



				Douglas stopped sending a notice to the CST asking for permission to initiate action.















[bookmark: _Toc422790332]NV Initiating – Existing Monitoring (Tier A)



[image: ]



NV Initiating – Existing Monitoring (Tier A)	



Rationale:  Newly created process



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Monitors existing initiated case



				The system monitors the existing initiated cases.  The system monitors for new information on cases that have been initiated with another jurisdiction. 



The system also monitors existing initiated cases for payment or other actions being taken.  If there has been no action within the last 90 days, the system would begin this flow to ensure a status request is generated.



				



				Key Step:



Monitoring the case is the beginning of this process.



Necessary Conditions:



· Two-state action initiated with another jurisdiction



· Information in the system about the other jurisdiction







Construction Decision:



Group decided this newly created flow was needed.







				2



				Was new information received?



				Was new information received on the case?



The system will distinguish and not send information that was received from the responding state.  New information must be forwarded to the other jurisdiction within 10 days of receipt.







If yes, go to 3



If no, go to 7



				



				







				3



				Can information be sent automatically?



				Can the information be sent automatically?



Some information may need to be reviewed by the interstate worker to determine if the information should be forwarded to the other jurisdiction.  The system can automatically send certain information (e.g., new addresses and employers).







If yes, go to 5



If no, go to 4



				



				Construction Decision:



The group decided there are certain situations where the system can automatically send the new information to the other jurisdiction.  There are other instances where the worker needs to determine if the information should be forwarded to the other jurisdiction.







				4



				Should information be sent to OJUR?



				Should the information be sent to the other jurisdiction?



If the system cannot determine if the information should automatically be sent, the interstate worker makes that determination.







If yes, go to 5



If no, go to 6



				



				







				5



				Sends information to OJUR



				The system sends the new information to the other jurisdiction within 10 days of the receipt of that information.



				



				Key Step:



One of the goals of this process is to ensure the other jurisdiction gets new information.



Necessary Conditions:



· New information was received and recognized by the system



· Address and transmittal method for the other jurisdiction 







				6



				Monitoring continued



				Once the system sends the new information to the other jurisdiction, the monitoring continues.



				



				







				7



				Is status request appropriate?



				Is sending a status request to the other jurisdiction appropriate?



If it has been 90 days since the last contact with the other jurisdiction and no payments are being received, a status request is appropriate.







If yes, go to 9



If no, go to 8



				



				Construction Decision:



The group discussed the policy that requires action in 30 days.  The issue is that according to federal requirements, the other jurisdiction has 90 days in initiating cases.  Cindy looked into this policy to see if it was misinterpreted or needed clarification.



Clarification is that if the federal timeframe says the other jurisdiction has 90 days and they are within that timeframe, there will be no findings if the county does not take an action within 30 days.  If outside that timeframe, there needs to be an action taken.  







Parking Lot:



Update policy to include the clarification of federal timeframes when another jurisdiction is involved. 







				8



				Monitoring continued



				If the status update is not appropriate, the system continues to monitor the case for new information or sending status requests.



				



				







				9



				Sends status request



				The system generates a status request to the other jurisdiction if it has been 90 days with no contact and no payments are being received.



The status request is generated via CSENet or transmittal depending on the method used by the other jurisdiction.



				



				Key Step:



Status updates are how to determine action being taken in the other jurisdiction.



Necessary Conditions:



· Address and method of communication with other jurisdiction



· Initiated case and knowledge if no contact in 90 days







				10



				Did OJUR respond?



				If the other jurisdiction respond to the status request?



The system monitors for response to the status request.  The other jurisdiction has 30 days to respond.







If yes, go to 11



If no, go to 13



				



				







				11



				Evaluates information and updates system



				If the other jurisdiction responds to the status request, the interstate worker evaluates the information and updates the system with the information provided. 



				



				Key Step:



Reporting the outcome of the status request.



Necessary Conditions:



· Other jurisdiction responds to status request



· Ability for the system to capture the response







				12



				Next appropriate action taken or monitoring continued



				Once the information is updated, the interstate worker takes the next appropriate action based on the information provided.  



This action could be closure if circumstances warrant closure.  This action could be to continue monitoring if the case remains initiating.



				



				







				13



				Next appropriate action taken



				The interstate worker takes the next appropriate action if the other jurisdiction does not respond to the status request.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Status requests on initiated cases:  The counties were sending status inquiries every 30 days based on a misunderstanding of the policy for initiated cases.  This was cleared up and should be changed since the initiating state has 90 days to respond.  Clarification is that if the federal timeframe says the other jurisdiction has 90 days and they are within that timeframe, there will be no findings if the county does not take an action within 30 days.  If outside that timeframe, there needs to be an action taken.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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NV Responding – Existing Monitoring (Tier A)	



Rationale:  Newly created process



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Monitors existing responding cases



				The system monitors existing responding cases.  The system is looking for new information that needs to be sent to the other jurisdiction as well as sending updates on status changes or actions taken.



Some of the actions that result in sending updated to the other jurisdiction are income withholding, liens, federal offsets, license suspension, and contempt actions.



				



				Key Step:



Monitoring the case is the beginning of this process.



Necessary Conditions:



· Two-state action initiated with another jurisdiction



· Information in the system about the other jurisdiction







Construction Decision:



The group decided this was a needed process.







				2



				Was new information received?



				Was new information received?



The system will distinguish when that new information is received from the other jurisdiction and will not send that information back to the jurisdiction.







If yes, go to 3



If no, go to 7



				



				







				3



				Can information be sent automatically?



				Can the information be sent automatically by the system?



There may be times when the interstate worker needs to be involved in determining if information should be sent to the other jurisdiction.  Other information can be sent automatically (e.g., address or employer information).







If yes, go to 5



If no, go to 4



				



				Construction Decision:



The group decided there is certain information that can be sent automatically, but other information needs the interstate worker to determine if it should be forwarded to the other jurisdiction.







				4



				Should information be sent to OJUR?



				Should the information be sent to the other jurisdiction?



If the system could not determine whether the information should be sent automatically, the interstate worker is notified to make the determination.







If yes, go to 5



If no, go to 6



				



				







				5



				Sends information to OJUR



				The system sends the information to the other jurisdiction (e.g., new order entered, results or actions taken).







				



				Key Step:



One of the goals of this process is to ensure the other jurisdiction gets new information.



Necessary Conditions:



· New information was received and recognized by the system



· Address and transmittal method for the other jurisdiction







				6



				Monitoring continued



				Once the new information or status update was sent or deemed not appropriate to send, the system continues to monitor the cases.



				



				







				7



				Is status update appropriate?



				Is the status update appropriate?



The status update would be appropriate to inform the other jurisdiction of action taken on the case.  



This may be done on a periodic basis (perhaps once a month) to let the other jurisdiction know what action has been taken in the past month.



If payments are being received, no status update may be needed.







If yes, go to 8



If no, go to 6



				



				







				8



				Sends status update



				The system sends the status update to the other jurisdiction.  The status update would be appropriate to inform the other jurisdiction of action taken on the case.  



The status update can compile the actions taken during the month in order to avoid sending multiple status updates each month.







				



				Key Step:



Status updates are the method to report action being taken for the other jurisdiction.



Necessary Conditions:



· Address and method of communication with other jurisdiction



· Responding case and new information or action was taken
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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NV Responding Request for Support or Registration (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives referral from central registry







				The case worker receives the referral from central registry.  These requests can come via paper referrals and / or CSENet transactions.



				







				Key Step:  



Receiving the referral starts the process.



Necessary Conditions:



· Request is received







				2



				Reviews information provided



				The case worker reviews the information provided by the other jurisdiction to ensure the information needed has been provided.



				 



				







				3



				Is additional information needed?



				Is any additional information needed to move forward with the request for registration?







If yes, go to 4



If no, go to 7



				







				







				4



				Requests information from other jurisdiction



				If any additional information is needed from the other jurisdiction, the case worker requests the information from that jurisdiction.



				



				







				5



				Was information provided?



				Was the information provided by the other jurisdiction as requested?



Federal regulations require the initiating state provide the responding state with any requested additional information within 30 days of receipt of the request.



The system monitors for response of the requested information.







If yes, go to 7



If no, go to 6



				



				







				6



				Next appropriate action taken



				If the information requested was not provided and that information is needed to proceed, the case worker takes the next appropriate action.  



If this is a new case that needs registration for modification, the worker may begin case closure.  If this is an existing case, the worker may continue to enforce, but respond to the other jurisdiction that modification cannot be done without the necessary information.



				



				







				7



				Is registration appropriate?



				Is registration of the order appropriate?



Orders are not always registered for enforcement only.  Clark registers for enforcement only (when doing contempt actions).



Orders will be registered for modification, however, if the amount of the change in support does not meet their required level, they may not proceed with the modification either.



When registering for modification, the worker determines if Nevada can take Continuing Exclusive Jurisdiction (CEJ)?







If yes, go to 10



If no, go to 8



				Clark and Elko DA registers for contempt. 



				Construction Decision:



There are varying practices in registering for enforcement.  



The group decided these varying practices remain in place.



This variation is an exception to the statewide standardization rule based on attorney discretion.  







				8



				Generates response to requesting state



				If registration is not appropriate, the case worker will generate a response to the requesting state.



				



				







				9



				Next appropriate action taken



				If registration is not appropriate, the case is monitored for the next appropriate action.  The next step could be that a different controlling order was found and the case worker is awaiting instructions from the requesting jurisdiction.  The next appropriate action may be to enforce the order without registering the order.



				Clark registers for contempt.  Others register for modification only.



				







				10



				Prepares registration package and distributes



				The case worker prepares the registration package and distributes the package to all appropriate parties.



Distribution of the registration is done in different ways.  Sometimes the case worker does the distribution and sometimes the court does the distribution (depending on the county).



If the case worker does the distribution, it is done in this step.



Steps 10 and 11 can be done in a different order or in parallel depending on the office.







				Washoe, Elko DA, Elko PAO, Douglas, and Humboldt distribution is done by the court.



Clark combines the registration with another action (enforcement or modification) and prepares a service packet that is served by their process servers with the court hearing date.



All others distribution is done by the case worker.



				Key Step:



This is the action taken to register the order.



Necessary Conditions:



· Determination that registration is appropriate







Construction Decision:



There are varying practices in regards to distribution of the registration.  The group decided these varying practices remain in place.



This variation is an exception to the statewide standardization rule based on judicial / attorney discretion. 







				11



				Receives filing and distributes



				The court receives the registration filing.  Some counties e-file with the courts.



Distribution of the registration is done in different ways.  Sometimes the case worker does the distribution and sometimes the court does the distribution (depending on the county).



If the court does the distribution, it is done in this step.



Steps 10 and 11 can be done in a different order or in parallel depending on the office.



				Clark and Washoe e-file with the courts.



				







				12



				Did parties object?



				Did one or both of the parties object to the registration of the order?



The parties have 20 days to object to the registration of the order.



If one of the parties objects, that party may call the county or the court to get the hearing scheduled.  



In most counties, there is only a hearing if one of the parties objects to the registration.







If yes, go to 16



If no, go to 13



				Clark has a hearing for registration as they are combining the registration with another action.



Washoe asks the court to set the objection hearing.  



Elko PAO sends a paper back to the court, but schedules the hearing. 



Elko DA will schedule the hearing if an objection is received. 



				Construction Decision:



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group decided that varying practices are in the “how” things are done, not in “what” is being done.







				13



				Updates system











				The case worker updates the system with the registration information.



If there is no objection, the court clerk files the registration and distributes a copy of the case worker.



Updates to the system may include entering an order of registration, adding tracking notes, or simply narrating the case if the registration is not upheld.



				



				







				14



				Generates transmittal or CSENet



				The case worker generates the transmittal response.  A copy of the registration order or denial order would be mailed to the initiating jurisdiction.



				



				Key Step:



Recording results from the registration.



Necessary Conditions:



· Results from registration are received







				15



				Participates in hearing



				If one of the parties objects to the registration, the attorney or a case worker will appear at the hearing.



				The Elko DA and Elko PAO case worker would attend the hearing; the attorney appearance would be optional.



				







				16



				Schedules and holds hearing



				If one or both of the parties object to the registration, the court schedules and holds a hearing on the order registration.



				



				







				17



				Receives results



				Once the hearing is held, the case worker receives the results and updates the system based on those results.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Gathering information



				For modifications, the worker needs to gather the information necessary to make the determination of the modification if it is not initially provided.  This can be time-consuming.  



				Open Issue







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Monitors for response from other jurisdiction







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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NV Responding TANF Redirect Request on Assigned Case (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives redirect request from Central Registry.















				The case worker receives the request to redirect current support to the other jurisdiction based on the custodian’s receipt of TANF in the other jurisdiction.  This request is received from the Central Registry through the Intergovernmental process.



				











				Key Step:



Receiving the request to redirect current support starts the process.



Necessary Conditions:



· Central Registry sends request to case worker







Construction Decision:



Discussed barrier (B1) regarding hard copy transmittals from Central Registry and if these should be electronically sent.



The group decided that modeling this as paper will still be appropriate if the information is electronic.







				2



				Is additional information needed?



				Is any additional information needed from the other jurisdiction?







If yes, go to 3



If no, go to 7



				







				







				3



				Requests information



				If additional information is needed, the case worker indicates what information is missing and the system generates the request for the missing information from the other jurisdiction.



The request is generated based on the method of communication for that state (e.g., CSENet transaction or transmittal).



				







				







				4



				Was information received?



				Was the additional requested information received?



The system monitors for receipt of the missing information.







If yes, go to 7



If no, go to 5



				



				







				5



				Sends notice to other jurisdiction



				If the additional information requested was not received, the system sends notice to the other jurisdiction that current support will not be redirected as the requested information was not received.



				



				







				6



				Process ended



				If additional information is not received, the process ends.  



				



				







				7



				Updates system to direct current support payments to other jurisdiction



				The case worker updates the system to direct current support payments to the other jurisdiction.    



There may be TANF arrears owed to Nevada as well as the other jurisdiction.



				 



				Key Step:



Redirecting the current support payments are the goal of this process.



Necessary Conditions:



· Complete request received







				8



				Go to Case Monitoring process



				The case is monitored by following the Case Monitoring process.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Hard copy transmittals from Central Registry



				Clark asked if the transmittals could be scanned and come electronically from Central Registry instead of sending the hard-copy transmittals.  This was being done, but was stopped as counties differed on how they wanted to receive the transmittals.  If everyone could agree on a method, including a standard taxonomy, Central Registry can do it.



				Open Issue – see Step #1







Discussed in the future world, information should be scanned.  The issue of certified orders came up with the fact that some are keeping them; others only keep until the action is done, etc.  The group decided that Central Print / Central Scan is a viable option with certain caveats included.  See Miscellaneous Notes below for the discussion on Central Printing / Central Scanning.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Requests information (once worker indicates what is missing)



· Monitors for receipts of information



· If not received, sends notice to other jurisdiction.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Central Printing / Central Scanning Discussion:



The group was advised that Central Scanning means someone opens the mail, scans it into Company, documents are distributed to the appropriate workers, and documents are shredded at some point in the future.  This would be done in a central location.  The mail would be opened to pull the case number from the document as well as to identify the document.  There could be routing logic (e.g., by office, worker, etc.).  Bar coding could be used to eliminate the need for the scanning worker to actually type the case number into the system.  The group discussed a hybrid centralized model where only some documents are done through central printing and scanning.  This could mean the high-volume forms (e.g., aligned with batch processing) and where the actual document would not be needed in order to proceed.  



The group decided that with certain caveats, this is a viable approach.  Some of the caveats are listed below:



· Staffing:  The central print/scan would need to be staffed appropriately to ensure timely mailing of the outgoing information and timely scanning of the incoming information.  The staff would also have to be properly trained in identify documents correctly.



· Contract Issues:  Issues around how the counties are billed for the services and how the payments are made would need to be addressed.



· Service-Level Agreements:  These agreements would include the scope of work and expectations for completion.  The scope of work would include the subset of documents that meet the criteria for central print (high volume, no documents where there would be originals needed), timelines for work to be completed, the period of time documents are kept before being shredded after scanning, and ability to view the actual documents and have them rescanned as needed (prior to shredding).



· Group discussed that central printing and central scanning are related in that those document identified for central printing may be the same ones that come back to central scanning.  Robert discussed that using a double window envelope (one for the return address as well as the “to” address) allows the document to be printed with the appropriate return address (e.g., whether to go back to the central scanning location or back to the county).  







				BPR Accomplishments



				Some counties did not have Compass directly routing to the assigned case worker and thought that it could not be done.  Cindy informed everyone that if you are using the Caseworker Route Profile (workflow), it should automatically select the caseworker that is assigned and route the document appropriately.
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Inter-State (Foreign Orders) Determination of Controlling Order (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Discovers multiple orders in different jurisdictions for the same child and same time periods



















				The interstate worker discovers multiple orders in different jurisdictions for the same child and same time periods.



These are typically discovered when enforcing an order.  One of the parties or another jurisdiction challenges the order as they have another order.  



				Humboldt is setting for hearing at the time of discovery and then gathering information.  



				Key Step:



Discovering the fact that multiple orders exist starts the process.



Necessary Conditions:



· Ability to recognize multiple order situations







				2



				Is Nevada where determination should be made?



				Is Nevada where the determination of controlling order should be made?



If one of the parties still lives where the order originates, NIIO files with that state to make the determination of controlling order.  There are federal guidelines to determine which state makes the determination of controlling order.







If yes, go to 9



If no, go to 3



				



				







				3



				Sends request to other jurisdiction to determine controlling order



				If Nevada is not where the determination of controlling order should be made, the interstate worker sends a request to the other jurisdiction to determine the controlling order.



				



				







				4



				Is response received?



				Is a response received from the other jurisdiction?



The system monitors for a response from the initial request to determine the controlling order.







If yes, go to 7



If no, go to 5



				



				







				5



				Generates second request



				The system generates a second request for a determination of the controlling order if the other jurisdiction does not respond to the initial request.



				



				







				6



				Is response received?



				Is a response received?



The system monitors for a response to the second request.







If yes, go to 7



If no, go to 8



				



				







				7



				Go to Order Entry process



				If the other jurisdiction makes a controlling order determination, the interstate worker follows the Order Entry process to ensure the controlling order is entered.



				



				







				8



				Next appropriate action taken



				If there is no response from the other jurisdiction after the second request, the system notifies the worker to take the next appropriate action.  This action could be to contact the Central Registry to assist with the other jurisdiction.



				



				







				9



				Requests all orders and pay records necessary for determination



				If Nevada is where the determination of controlling order should be made, the interstate worker requests all orders and pay records necessary to make the determination.  These requests can be made to the parties or other jurisdictions.



The orders would be entered into the system to allow the identification of the order online.  However, these orders will not affect the support accrual system or financial system until identified as the controlling order.



				



				







				10



				Reviews all orders to determine which order is controlling



				If all payments records and orders have been received, the attorney reviews the information to determine if a court ruling is necessary or if a controlling order can be identified.







				Clark, Douglas, and Washoe have attorneys which do the review. 



NIIO and Reno PAO would go to their Deputy Attorney General (DAG) to make the determination.



				







				11



				Is a court ruling necessary?



				Is a court ruling necessary?



The attorney determines if the controlling order can be identified or if a court ruling is necessary.







If yes, go to 17



If no, go to 12



				Elko PAO always lets the court decide.







				







				12



				Identifies controlling order



				If a court ruling is not necessary, the attorney identifies the controlling order.  The attorney identifies the controlling order in the system.



				



				Key Step:



Identifying the controlling order is the goal of this process.



Necessary Conditions:



· Matrix of controlling order determination



· Ability to identify the controlling order within the system







				13



				Updates system



				The interstate worker reviews and updates the system based on the controlling order identified by the attorney.  This is the order that will be enforced unless an objection is received.



The interstate determines if there are any adjustments that need to be made or other actions that are needed based on the identified order.  If the controlling order is not the order that was previously entered, arrears balances may need to be adjusted.



				



				







				14



				Notifies parties of determination



				The system notifies the parties of the determination of the controlling order.  This is done based on the interstate worker / attorney indicating the controlling order on the system.



				



				







				15



				Was objection received?



				If no, go to 16



If yes, go to 17



				



				







				16



				Go to appropriate enforcement process



				If there is no objection to the determination of the controlling order, the identified controlling order is enforced through the appropriate enforcement processes.



				



				







				17



				Generates documentation 



				The interstate worker generates the documentation for the attorney’s signature.



				



				Key Step:



Take action to determine controlling order if the matrix does not identify the controlling order or if there is an objection to the determination of controlling order.



Necessary Conditions:



· No controlling order identified or objection to controlling order determination







				18



				Signs paperwork



				The attorney signs the documentation to file for a court ruling to determine the controlling order.



				



				







				19



				Notifies parties



				The interstate worker notifies the parties and distributes the documentation as necessary for the court determination of controlling order.



Steps 19 and 20 could be done in a different order (or in parallel), but are done in this place during this process.  



				



				







				20



				Receives paperwork for determination



				The court receives the paperwork for the determination of controlling order.  The matter is set for hearing.



Steps 19 and 20 could be done in a different order (or in parallel), but are done in this place during this process.  



				Humboldt sets for hearing at the time of discovery.  



				







				21



				Holds hearing



				If the matter is filed in court, it goes to hearing without an objection needed (for those counties that go directly to hearing). 



Otherwise, if there is an objection to the determination made by the attorney, the matter is set for hearing.



				



				







				22



				Updates system



				The interstate worker receives the determination of controlling order from the court and updates the system appropriately.



				 



				Key Step:



Reporting on the results of the controlling order determination.



Necessary Conditions:



· Controlling order identified



· Ability to record the controlling order in the system







				23



				Next appropriate action taken



				Based upon the court ruling, the interstate worker takes the next appropriate action.



This may be to continue case monitoring if the appropriate controlling order is already being enforced.  This may be to go to enforcement with the newly identified controlling order.  The next action may be to do an audit on the balance depending on the controlling order identified.



				











				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Notifies other jurisdiction



· Referral to appropriate enforcement process







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Obligation Review and Adjustment / Modification (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Generates 3-year review letter



				The system automatically generates 3-year review letters to the parties on all cases.  These letters are automatically printed and include requests for financial information if necessary (for custodians on public assistance) or information on what is needed to request a modification (for those custodians not on public assistance).



The system needs to look at the last time the judge set the amount of the order, not just the signed date of the order, when generating the 3-year review letters.  This may be done with an order review date.



The notice needs to include sanction wording for public assistance cases in order to ensure their cooperation with the review.



				



				Key Step:



Required by federal regulations and begins the public assistance review process.



Necessary Conditions:



· System has information to correctly identify orders that need the 3-year review notice generated



· Address information on the parties in the system







				1.2



				Mails letter to parties



				The letters are mailed to the parties from a Central Printer.



				Reno has a version of the 3-year review letter that asks for financial information.



				Construction Decision:



The group decided Central Printer will be mailing system generated standardized notices in accordance with the agreements reached.  See Case Closure, Step #14, Parking Lot item, for full details of the discussion.







				1.3



				Is CST on assistance?



				Is the custodian on assistance?



The system knows if the custodian is on assistance.  If the custodian is on assistance, the process continues, otherwise the process ends until a party requests the review.  







If yes, go to 1.5



If no, go to 1.4



				



				







				1.4



				Process ended until party requests review



				If the custodian is not on assistance, the process ends until one of the parties requests a review.



				



				







				1.5



				Did CST return financial information or otherwise available?



				Did the custodian return the financial information requested as part of the review letter or is the custodian’s financial information otherwise available?



The system monitors for return of the financial information.



The modification worker may be able to find information necessary on the IV-A system.  If so, the modification worker may continue with the process.







If yes, go to 1.7



If no, go to 1.6



				



				







				1.6



				Sanctions requested



				The system notifies the modification worker to request sanctions on the custodian if they do not cooperate with requests for information that cannot be obtained.  



				



				







				1.7



				Receives request for modification



				Once the 3-year review letter is received by the party, that party can request a review for modification.  If the modification worker receives this request, the review process starts.



Requests for modification can be received from the noncustodial parent, custodian, hearing masters, attorneys, or from another jurisdiction on behalf of one of the parties.  



The information needed for the request for review varies depending on office.  Some includes financial information or other written justification.  



				



				Key Step:



Begins the process for custodians not on assistance.



Necessary Conditions:



· Request received from one of the parties 







Construction Decision:



While there are varying practices in the how the requests are made, the request must be made.



Most counties indicated the request for modification must be in writing (some need other documentation as well).  Reno PAO takes the request verbally.  Cindy received a policy clarification that does not indicate the request must be in writing.  



This variation is an exception to the statewide standardization rule based on attorney discretion.







				1.8



				Can NV take or retain CEJ?



				Can Nevada take or retain continuing exclusive jurisdiction?



If Nevada cannot take or retain continuing exclusive jurisdiction, the modification worker would request the other jurisdiction to review for modification.



If Nevada can take or retain continuing exclusive jurisdiction, the modification worker performs the review.







If yes, go to 1.10



If no, go to 1.9



				



				







				1.9



				Go to NV Initiating Intergovernmental and Acknowledgment Received process 



				If Nevada cannot take or retain continuing exclusive jurisdiction, the modification worker would request the other jurisdiction review the order for modification.  This is done by initiating an intergovernmental action via the NV Initiating Intergovernmental and Acknowledgment Received process.



				



				







				1.10



				Reviews case circumstances and gathers information as appropriate



				The modification worker must gather information necessary to determine if a modification is appropriate.  This may include paperwork sent to the parties requesting information.



The information may be needed from the custodian; however, the modification worker would review information kept on the system if information was not returned from the custodian.



The modification may utilize a guidelines calculator to determine if the amount of the support obligation qualifies for modification.



Some of the factors taken into consideration when determining if a modification is appropriate is the 



· age of the youngest child (e.g., if youngest child emancipates within 6 months, there is not enough time to do a modification).



· if there is a custodian request, but the case is in locate, the modification cannot be pursued as there is no ability to notice the noncustodial parent.



The standard criteria is a 20% change in amount, a change in circumstances, or it has been three years since the last review of the order amount.



There should be some logic within this step (and system support) that allows the worker to check the reason for the modification (20% change, change in circumstances, been 3-years since last review, and must go forward by override if one of these situations is not met).



				Clark uses a Review and Adjustment application that must be completed before the process moves forward.







				Key Step:



Performing the action of reviewing the case for modification.  This is the goal of the review and adjustment process.



Necessary Conditions:



· Request for review included financial information on the requesting party



· Ability to gather financial information on the non-requesting party







				1.11



				Is modification appropriate?



				Is a modification appropriate?



A modification is appropriate if the case meets the modification requirements specified above, has been three years since the order was last reviewed by the court, or is requested in a county that automatically forwards these requests for court hearing.







If yes, go to 2.1



If no, go to 1.12



				Humboldt and Churchill have hearings for all requests as their courts believe everyone deserves their day in court if they request one.



 







				







				1.12



				Notifies parties of review results



				The modification worker notifies the parties of the denial of the review.  This denial includes options to disagree with the decision.



				Reno PAO issues a denial if neither party responds to the request to gather information for the review.



				Key Step:



Report on the action taken or outcome of the review.



Necessary Conditions:



· Addresses of the parties on the system



· Results recorded on the system







Construction Decision:



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group decided that if the request for modification is denied, a letter is sent to the parties.  Also, if the modification request is approved, the notice of hearing and/or paperwork is sent to the parties.







				1.13



				Process ended



				If the modification is not appropriate, the process ends.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Begin modification process



				The process begins after the case has been reviewed to determine if modification is appropriate.



Some counties call the parties when beginning the process.



				



				Clark calls the parties to determine if a stipulation is possible.







				2.2



				Is stipulation possible?



				Is a stipulation with the parties possible?



If the worker determines a stipulation is possible, the worker follows the stipulation process.



The stipulation could be requested and done at any time from this point prior to the court hearing.



A modification based on a stipulation does not need to go to a court hearing, the court official signs the stipulation into an order.







If yes, go to 2.3



If no, go to 2.4



				



				







				2.3



				Go to Stipulation process



				If the worker determines a stipulation is possible, the worker goes to the Stipulation process.



The stipulation could be requested and done at any time from this point prior to the court hearing.



				Clark takes the custodian’s silence as consent to the stipulation (order of consent).



				Clark, Elko DA, and Reno PAO do stipulations at this point.







				2.4



				Generates paperwork



				The modification worker generates the paperwork for the modification request.  This could include notice of intent to enforce, notice of hearing, etc.



This paperwork may include guidelines calculations and income / wage information.



For those offices that choose to notice the parties of the approval to go forward with the modification, this is done at this step.



				



				Key Step:



Process action is generating the paperwork for the court to make the determination on the order.



Necessary Conditions:



· Determination that modification is appropriate (or request in those counties that give hearings to anyone who requests one)







				2.5



				Forwards to reviewer for signature



				The modification worker forwards the paperwork to the reviewer for review and signature.



				NIIO goes to court with the attorney.



Elko DA worker signs all the documents.



				







				2.6



				Reviews paperwork



				The reviewer reviews the paperwork for completeness and appropriateness of the action.



				 



				







				2.7



				Is revision needed?



				Is a revision of the paperwork needed?



If a revision is needed, the paperwork is sent back; otherwise the reviewer signs the paperwork.







If yes, go to 2.4



If no, go to 2.8



				 



				







				2.8



				Signs paperwork



				If no revision is needed, the reviewer signs the modification paperwork.



				







				







				2.9



				Notifies parties and sends to court



				The parties are notified of the modification and the action is filed in court.



Steps 2.9 and 2.10 can be done in a different order (or in parallel), but they are done at this point in the process.







				Reno PAO and Washoe have legal or clerical workers that actually do the notification.



Clark does service if the parties have not been served in court before or if a child is being added to the case.  The rule in Clark is that there must be personal service at some point in the life of the case.



				Key Step:



Filing with the court to make the determination.



Necessary Conditions:



· Paperwork completed



· Addresses for parties







				2.10



				Receives paperwork



				The court receives the paperwork.



Steps 2.9 and 2.10 can be done in a different order (or in parallel), but they are done at this point in the process.



				



				







				2.11



				Holds hearing



				The court holds the hearing on the modification if there is no stipulation.



				Attorney or caseworker attends hearing.



				







				2.12



				Receives order



				The modification worker receives the order from the court.



				



				Key Step:



Goal of the modification process is an updated order.



Necessary Conditions:



· Receipt of the order from the court



· Determination by court whether or not to modify the order



· Parties notified of hearing







				2.13



				Go to Order Entry process



				The order goes to the Order Entry process for entry into the system.



				



				







				2.14



				Next appropriate steps taken



				The modification worker takes the next appropriate steps.  This could be ensuring the order is entered into the system and generating an amended income withholding.  



If the case is an interstate responding case, a copy of the order is sent to the other jurisdiction.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Three-year letters are generated in error



				The system does not correctly evaluate all the necessary criteria when determining whether to generate the three-year review letter.  This leads to letters being sent in error.  Some offices have implemented elaborate review processes to determine the validity of the letters prior to mailing.



				System automation removes barrier







Incorporated into Step 1.1







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Determine if review process for three-year letter is needed



				In some counties there is currently an elaborate and time consuming process in place to determine whether or not the three-year letters should be mailed, while in other counties the letters are mailed without review.  This practice should be evaluated to determine if the outcome of this review process justifies the time and effort spent on the review.  Conversely, if this evaluation determines that the review is valuable it should be considered for expansion into other counties.



				System automation implements this improvement.  Incorporated into Step 1.2







Open Issue – for pre-implementation opportunities.







				SI2



				Have the system correctly generate the letters and eliminate the need for manual review



				Modify NOMADS (now) and implement the future system to evaluate the correct criteria and then correctly generate the three-year review letters.



				System automation implements this improvement







Incorporated into Step 1.1







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved Mails letter to Central Printer swim lane



Moved to system swim lane:



· Determination if CST is on assistance



· Monitoring for CST on assistance to return financial information



· Determination as to whether NV can take CEJ.  If not, starts NV Initiating process.







				Process Adaptation/Streamlining



				Streamlined notification as must happen, after notification, then determination of whether to proceed with modification happens.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				SI1:  Determine if reviewing the 3-year review notices is cost effective.







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Step #1.7:  (Under Construction):  What indicates a request?  Clark has an application that must be completed, but not sure what else is used in other counties.  Room for standardization of what must be included.



While there are varying practices in the how the requests are made, the request must be made.  Most counties indicated the request for modification must be in writing (some need other documentation as well).  Reno PAO takes the request verbally.  Cindy received a policy clarification that does not indicate the request must be in writing.  



This varying practice is considered an exception to the standardization rule based on attorney discretion in what is needed for a request.



There was discussion about the statute requirements which do not state that the request is needed in writing, but policy does state it can be excluded if there is no request is writing.  Some counties go on all requests; others deny if there is not a valid reason and send a notice letting the requestor know of their options to go to court on their own, etc.  There should be some logic within this step that allows the worker to check the reason for the modification (20%, change in circumstances, been 3-years since last review, and must go forward by override).
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Inactivating Support (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives information







				The enforcement worker receives information that may require the ongoing support be inactivated.  



The most common reason for inactivation is when the noncustodial parent is receiving TANF.  The system notifies the worker if the noncustodial parent is receiving TANF in Nevada.  If the noncustodial parent is receiving TANF in another state, this information may come from the noncustodial parent or custodian.



Another reason is that the child was taken into foster care custody or no longer residing with the custodian for another reason (custodian died, living with noncustodial parent, etc.).  The enforcement worker is typically informed of these changes by someone calling to report the change (the custodian, the noncustodial parent, or the new guardian/custodian of the child).  The enforcement worker may also notice another case opening with the same child.



Some counties also indicate that they inactivate for incarceration if it is pursuant to an order.  For example if the noncustodial parent is ordered to pay ongoing child support of $100 per month once he or she is released from prison.  In this example, they will inactive the support until the release from prison.  















				Variations in support times are when the order calls for different amounts (or no amounts) being collected at different times.  For instance when the noncustodial parent has the children for two months in the summer.  Whenever these variances are written into the order, they are dealt with through the order entry process and the system monitors the start and stop of the different amounts.  Since these are handled through order entry with the system monitoring and reactivating as necessary, this process deals only with inactivating support orders.



Humboldt never does a variation order, the order amount would be amortized over a year and the order would get modified to an annualized order.



Washoe, Elko DA, and Douglas reported that they inactivate if the noncustodial parent is on TANF in any state.  Reno PAO and Elko PAO only inactive if the noncustodial parent is on TANF in Nevada.



				







				2



				Reviews and verifies information



				The enforcement worker reviews the information received and verifies that information.  If the noncustodial parent is on TANF in another state, the enforcement worker would have to verify with that other state.



During this review process, if the enforcement worker cannot determine whether ongoing support should be inactivated, the enforcement worker may need to take the case to court for a determination.



When the ongoing support is inactivated, the worker indicates a review date and / or a reason for inactivation.  Depending on the reason for inactivation, there may be a periodic request for updated information (e.g., the ability to send a transmittal when the noncustodial parent is on TANF in another state.



				Douglas may take the case to court.  This happens if the enforcement worker cannot make the determination.  The first step would be for the supervisor and / or attorney to be consulted.  It could then be deemed as needing court action.



				







				3



				Is modification needed?



				Is a modification of the order needed?



Some counties do not inactivate orders.  Those counties must go to court to change the terms of the order.  Other counties can inactivate an order without a court ruling.







If yes, go to 4



If no, go to 5



				Clark and Washoe stated they are unable to stop an order without a court ruling.



Washoe will inactivate ongoing support when the noncustodial parent is on TANF.



				







				4



				Go to Obligation Review and Adjustment / Modification process



				If the order needs to be modified, the enforcement worker follows the Obligation Review and Adjustment / Modification process.



				



				







				5



				Should support be inactivated?



				Should the support be inactivated?



If the order does not need to be modified, the enforcement worker would decide if the support should be inactivated.







If yes, go to 7



If no, go to 6



				 



				Key Step:



Begins actual process when determines that support should be inactivated.



Necessary Conditions:



· Request / Information that could result in inactivation of support







Construction Decision:



Varying practices in dealing with noncustodial parents on TANF that are outside of Nevada.  The group did not come to consensus.  While policy states Nevada TANF, the attorneys are not interpreting it that way and feel that if the NCP is on TANF in any state, this is still effective.  



Douglas attorney stated to check with the other state’s law and do what that state indicates as far as inactivating the support or not.



This variation is an exception to the statewide standardization rule based on attorney discretion.







				6



				Process ended and notification sent as appropriate



				If the ongoing support should not be inactivated, this process ends.  Notification is sent to the parties as appropriate.



				Humboldt would notify if it was another jurisdiction. 



NIIO and Douglas would notify the requestor.



				







				7



				Updates system 



				The enforcement worker updates the system to inactive the support.  



				While most offices do the audit process, Clark does not always do this.



				Key Step:



Take action to inactivate support.



Necessary Conditions:



· Information supporting inactivation of support







				8



				Generates amended IW and notifies parties as appropriate



				Once the system is updated, the system generates an amended income withholding notice if there is an income withholding provision.  



The system also notifies the parties of the inactivation of support.  



				 



				Key Step:



Record the result of the process.



Necessary Conditions:



· Address of parties on system



· Information on system as to whether IW provision exists in order 







				9



				Next appropriate action taken



				The system takes the next appropriate action after the ongoing support is inactivated.  This could be monitoring the case, enforcing the arrears obligation, or monitoring for changes in circumstances to the case.



				







				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Income withholding starting and stopping quickly for variances



				The income withholding process does not work quickly enough when there are variances for limited times (for example 2 months in the summer).  By the time the employer stops withholding, too much money was received and by the time the income withholding starts again, there is an arrearage that accrued.  Some counties work around this by dealing with the employers directly to ensure the money stops and starts appropriately.



				Open Issue







				B2



				Notification when noncustodial parent stopped receiving TANF



				The system does not currently notify the workers when the noncustodial parent stops receiving TANF.  This means a delay in reactivating the order.  The system should notify the worker when the noncustodial parent is no longer receiving TANF.    



				Open Issue – design in the new system







				B3



				Current monthly obligation amount 



				System will not always allow the worker to enter the allowed 25% into the Current Monthly Obligation Amount (CMOA).    (Elko DA)



				Open Issue – design in the new system







				B4



				Information is not shared



				The system does not always share the information correctly.  (Elko DA)



				System automation removes this barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Clarification on NCP on TANF outside of Nevada



				Some counties are inactivating support when the noncustodial parent is on TANF in any state, but others are only inactivating when the noncustodial parent is on TANF in Nevada.  Clarification is needed for all counties to consistently handled cases where the noncustodial parent is on TANF in any state.



				Exception to standardization rule based on attorney discretion.







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved generate amended IW and notifies parties to the system swim lane as well as to take the next appropriate action.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Crediting Direct Payments (Tier A)



Rationale:  Potential for standardization



NOTE:  The name of the process was changed for clarification.  The name was Crediting Support / Direct Payments and is now just “Crediting Direct Payments”.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives request for credit







				The case worker receives a request for credit.  While the requests do not need to be in writing, the verification or proof must be in writing.  



An example of a request would be from the noncustodial parent calling to say they paid the custodian directly.



				



				Key Step:



This step begins the process.



Necessary Conditions:



· Request for credit



· Information on system that credit actually exists







				2



				Asks for proof / paperwork as appropriate



				If the request is made verbally, the case worker asks for proof or paperwork that is needed to support the request.



Proof may be in the form of signed, cancelled checks.



				











				







				3



				Is confirmation required?



				Is confirmation of the credit required?



Some counties ask the custodian to confirm the direct payment prior to giving credit.  



Other counties do not require confirmation by the custodian prior to giving credit (or consider no response from the custodian as consent) depending on the proof that was provided.  



If confirmation is required, the case worker requests the custodian confirm that credit.  







If yes, go to 4



If no, go to 11



				Clark, Elko DA, Douglas, and Churchill give notice to the custodian that if they do not respond, credit will be given.



NIIO considers the direct payment a gift if the custodian does not respond.



				Construction Decision:



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group discussed if custodian confirmation is always needed or if there is another way to confirm the payment.  Some counties always require custodian confirmation no matter what proof is provided.  There are times custodian confirmation is required.  Depending on the proof provided, other counties let the custodian know credit will be given unless they dispute the credit.



In all cases if the parties dispute the credit, the case goes to dispute resolution up to and including court hearing.



Group consensus was not reached on custodian confirmation. Variation in local practice will remain based on Attorney discretion.



Standardized guidelines or policy on what proof does not require custodian confirmation would allow consistent and equitable treatment of clients.







				4



				Is credit confirmed?



				Is the credit confirmed if confirmation is needed?







If yes, go to 5



If no, go to 14



				All counties except Clark and Churchill required the custodian to confirm before credit can be made on the case.



				







				5



				Is CST receiving TANF?



				Is the custodian receiving TANF?



Part of receiving TANF is agreeing that child support is paid to the state to reimburse the amount received (up to the amount of TANF received); therefore custodians are not to receive direct payments without turning the payments into the state.







If yes, go to 8



If no, go to 6



				



				







				6



				Is there an overpayment of TANF?



				Is there an overpayment of TANF now that the custodian is no longer receiving TANF?







If yes, go to 7



If no, go to 9



				



				







				7



				Go to Resolution of Over-Collection Distribution to Payee process



				If there is an overpayment, the worker follows the Resolution of Over-Collection Distribution to Payee process.



				



				







				8



				Notifies IV-A of direct payment



				The worker notifies IV-A of the direct payment that was received by the custodian.  



The IV-A agency is notified and can recoup or adjust the next grant amount to include the direct payment.  



The IV-A and / or IV-D agency warn the custodian that further receipt of direct payments may result in sanctions being requested or applied.



				



				Construction Decision:



The IV-A agency already has a method for recoupment of this money; therefore, it is suggested that IV-D allow IV-A to recoup the money.



The group decided this can be done if the custodian is currently on TANF; however, if the custodian is not currently on TANF, the resolution of over-collection distribution to payee process should handle the recoupment for IV-A.







				9



				Is arrears adjudication needed?



				Is arrears adjudication needed?



Depending on the case facts, the case worker may determine that arrears need to be adjudicated.







If yes, go to 10



If no, go to 11



				



				







				10



				Go to Establishing Arrears / Reducing to Judgment process



				If arrears adjudication is needed, the case worker follows the Establishing Arrears / Reducing to Judgment process.



				



				







				11



				Sends request to credit account



				If the custodian confirms that credit should be given or if the custodian response is not required, the case worker sends the request to credit the account to the financial worker.



				



				Key Step:



Goal of process is to credit the account appropriately.



Necessary Conditions:



· Confirmation that the account should be credited







Construction Decision:



Ensure agreement with construction and that the case worker would send the request and the financial worker would actually enter the credit into the system.



The group agreed, but admitted that this may be the same person doing both in smaller offices.







				12



				Receives request for credit



				The financial worker receives the request to credit the account.



				







				







				13



				Go to appropriate financial process



				The financial worker follows the appropriate financial process to apply the credit to the case.



				 



				







				14



				Notifies requestor of denial and right to request hearing



				If the confirmation was needed and not received (the custodian did not confirm or approve the credit), the requestor is notified and advised of their right to request a hearing.



				Most counties only do verbal responses.  



Douglas and Elko DA send a written notice to the noncustodial parent that the custodian did not agree and they need to request a hearing.



				







				15



				Was dispute received?



				Was a dispute of the denial of credit received?



If the noncustodial parent was unable to get credit for direct payments, they have the right to dispute the action.







If yes, go to 16



If no, go to 17



				



				







				16



				Go to Dispute process



				If there is a dispute received, the case worker follows the Dispute process.



				



				







				17



				Go to Case Monitoring process



				If a hearing is not requested, the case goes to the Case Monitoring process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Single entry for direct payments



				Direct payments can be entered two different ways.  The source of the payments is ledgers and if the worker only enters the direct payment on NAWC, it cannot be seen on ledgers.



				Open Issue – design in new system







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automated or workflow for credit memos requests



				Enforcement case managers put notes on desks or send emails asking for credit memos.  Notes can be lost.  This should be automated or supported through workflow so requests are not misplaced.  (Clark)



				Workflow removes barrier







				SI2



				Standardize requirements for contacting custodian and for custodian consent



				Currently this process allows for significant local variation with respect to the requirement of contacting the custodian for consent and what actions to take if the custodian does not respond or the custodian does not give consent.  Consider standardizing the criteria and process, which will facilitate consistent actions and future automation.



				Open Issue  - see notes in Step #3.







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Reactivating Support (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case to reactivate











				The system identifies a case that needs to have the ongoing support reactivated.



This could be based on the noncustodial parent no longer receiving TANF in Nevada.



This could also be done based on the enforcement worker’s entry of a review date when inactivating support.







				Elko PAO signed up for notification when noncustodial parents are released from incarceration.  This is done through VINE – a national database.  The notification happens if the person is moved or released.  This is used to monitor if the support is inactivated based on incarceration; the monitoring assisting in reactivating upon release.



				Key Step:



Identifying a case to reactivate the support is the beginning of this process.



Necessary Conditions:



· Information in the system to know when inactivation period is over



· Information in system as to when NCP is off TANF in NV







				2



				Can system automatically reactivate?



				Can the system automatically reactivate the ongoing support?



The system can automatically reactivate support if the inactivation was based on the noncustodial parent’s receipt of TANF in Nevada.  Once the noncustodial parent goes off TANF, the ongoing support can be reactivated.



There may be other instances when the ongoing support can be reactivated automatically.



When the ongoing support is inactivated, the enforcement worker indicates a review date or, depending on the reason for inactivation, there may be a periodic request for updated information (e.g., the ability to send a transmittal when the noncustodial parent is on TANF in another state).







If yes, go to 3



If no, go to 6



				



				







				3



				Reactivates support



				The system automatically reactivates the ongoing support.



				



				







				4



				Generates amended IW and notifies parties as appropriate



				Once the system is updated, the system generates the amended income withholding and notifies the parties as appropriate.



				



				Key Step:



Reporting the action taken during the process – sending notices based on the actions.



Necessary Conditions:



· Reactivated amount of support in system



· Address of parties in system







Construction Decision:  



Ensures agreement with sending notification to parties.



The group decided this is a best practice and since the system will be generating the notice it is fine.







				5



				Go to Case Monitoring process



				Once the system is update, the system follows the Case Monitoring process.  



				 



				







				6



				Reviews and verifies case information



				The enforcement worker reviews and verifies the case information that the ongoing support should be charged.



				



				







				7



				Does case qualify for reactivation?



				Does the case qualify for reactivation of the ongoing support?



The case qualifies for reactivation if the noncustodial parent is no longer on TANF.







If yes, go to 9



If no, go to 8



				







				







				8



				Process ended



				If the case does not qualify for reactivation of the ongoing support, the process ends.



				



				







				9



				Updates system 



				The enforcement worker updates the system.



Updating the system includes reactivating the ongoing support obligation and narrating the case.



				



				Key Step:



Updating the system is the determination that the support should be reactivated.



Necessary Conditions:



· Decision to reactivate the order
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identifies case to reactive



· Generates amended IW and notifies parties as appropriate 



· Go to Case Monitoring process







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Based on improved quality in the system, I removed the Case Financials to update balances as system should automatically update balances based on inactivating and reactivating the order.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Order Follows Child (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies new CST with existing child



				The system or the worker can identify a new custodian with an existing child that is known to the system.  



The system data structures allow the order to be tied to a child as well as the noncustodial parent responsible for making the payments.  The system should allow the adding and changing of custodians as well as capturing time periods for the custodians.



				Douglas does not use this, they do new orders.



Reno PAO rarely uses this process.



NIIO does this and others do this for a limited time until they can get a new order.



				Construction Decision:



Assumes architecture designed to allow order to be tied to child.  Ensure agreement and may need requirement elaboration.



Discussion on reason for this process and whether better data structures that support cases with noncustodial parents and children being tied together and showing the custodian that could be changed (added) and timeframes for each custodian would be recorded.  Also, there needs to be the ability to have 2 noncustodial parents if the child does not live with either parent.  The system should be able to aggregate the payments for specific custodians together for their JP Morgan cards, etc.  This may require some requirements elaboration.



The group decided to design the process with the above data structures in mind. 







				2



				Is it a Nevada order?



				Is the order for the child an order issued by Nevada?



If the order is a Nevada order, the order can follow the child according to Nevada law.



The system determines the state of the issuing order and therefore can make this determination.







If yes, go to 5



If no, go to 3



				



				Construction Decision:



Assumes state of issuing order is captured in system for foreign order determination.  



Group decided this is needed to be captured as this is currently in NOMADS too.  







				3



				Can order follow child?



				If the order is not a Nevada order, can the order follow the child?



The case worker needs to review the issuing order state’s law to determine if the order can follow the child.







If yes, go to 5



If no, go to 4



				



				







				4



				Go to appropriate establishment or case management process



				If the order cannot follow the child, go to the appropriate establishment or case management process to take the next appropriate action.



				 



				







				5



				Generates request for appropriate paperwork from new CST



				If the order can follow the child, the system generates the request for the appropriate paperwork from the new custodian.  The custodian needs to either have a guardianship order or complete a declaration of custody.



				



				







				6



				Has paperwork been received?



				Has the paperwork been received from the custodian?



The system monitors for return of the paperwork.







If yes, go to 8



If no, go to 7



				



				







				7



				Next appropriate action taken



				If the paperwork has not been received, the system notifies the case worker who reviews the case for the next appropriate action.  



The next appropriate action could be considering sanctions, case closure or establishment.



				



				







				8



				Modifies the system to point to new CST 







				Once the paperwork is received, the system notifies the case worker who modifies the system to point to the new custodian for the ongoing child support.



The old custodian may still be owed arrears.  If the old custodian is deceased (i.e., a deceased date is added), that portion of the arrears may need to be removed from reporting and collection.



				



				Key Step:



Action needed for order to actually follow the child.



Necessary Conditions:



· Identified order that should follow child added to this case



· Amount that should follow this child







				9



				Sends notice to parties



				The system sends notice to the parties that the order changed on the associated case and the original case.



This notice should go to the noncustodial parent, new custodian, and old custodian as appropriate.  If the old custodian is deceased, the notice would not be sent.



The notice should include information for the noncustodial parent (e.g., where the ongoing support amount is being sent, if the amount collected is changed, etc.).



				Elko DA and Elko PAO do not notice on the original case.



				Key Step:



Recording the results of the action – new order on this case.



Necessary Conditions:



· Address of parties on system



· Both original case and associated case are identified on system















				10



				Next appropriate action



				If the other case does not need to close, the case worker takes the next appropriate action.



The next appropriate action may be inactivating ongoing support on that case or decreasing the ongoing support amount if there are still minor children on that case.



Other actions that may be taken are to reduce the arrears to judgment, enforce that case, or monitor for payment.



				 



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Hard to follow the orders



				Currently it is hard to follow the audit trail for when the order was on which case for which child.  



				Open Issue – design in new system







				B2



				Court order language



				If orders had language that would allow the order to be added if the child comes back into the home, instead of the order actually following the child, this would decrease the number of modifications done.



				Open Issue







				







				



				



				



















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				System support for process



				If the order could be attached to child so that the system could recognize that the order is following child, this would better support this process. 



				Open Issue – reengineered flow assumes an architecture that allows the order to be tied to a child.







				SI2



				Web version of declaration



				Having the declaration of custodian available electronically on the website would be helpful.  Parties could update the document on the website and send the completed form via email.



				Open Issue – design is new web services system







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identifies new CST with existing child



· Is it a NV order



· Generates request for paperwork to CST



· Has paperwork been received?



· Moved generating notices to parties to the swim lane







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #1:  May require requirements elaboration to include the data structures necessary for the order to follow the child and add custodians and time periods associated with the custodians.



Step #9 (and other processes):  CAPTURE IN ELABORATED REQUIREMENTS – if the amounts change (being collected or where they are going), the noncustodial parent should be notified.







				Miscellaneous Notes
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Establishing Arrears / Reducing to Judgment (Tier A)



Rationale:  Frequency of use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case needing arrears adjudication



				The system identifies cases needing arrears adjudicated.



While the arrears are reduced to judgment during other processes (modification, enforcement, and establishment), there are times when this process needs to be done (e.g., dispute resolution).



				



				Key Step:



Identifying cases needing arrears adjudication is the start of the process.



Necessary Conditions:



· Ability to identify cases with no arrears judgments on system



· Ability to identify dispute about arrears on system







				2



				Does request involve foreign order?



				Does the request or need to established arrears involve a foreign support order?



The system decides if a foreign order is involved based on the issuing state being recorded in the system.  The system notifies the case worker whether paperwork is needed or the next appropriate action should be taken based on a foreign order.







If yes, go to 3



If no, go to 4



				



				Construction Decision:



Assumed the issuing state of the order would be recorded in the system so the system could identify foreign orders.



The group decided that this information is needed in the system.







				3



				Next appropriate action taken



				If the case involves a foreign order, the case worker may have to initiate with another jurisdiction or register the order for modification.



				



				







				4



				Prepares paperwork 



				The case worker prepares the necessary paperwork (typically a notice and findings).  The case worker also audits the case.  



				



				







				5



				Reviews paperwork



				The reviewer reviews the paperwork to establish arrears / reduce the arrears to judgment.



				 



				







				6



				Is revision needed?



				Is a revision needed to the paperwork?







If yes, go to 4



If no, go to 7



				 



				







				7



				Signs paperwork



				Once the paperwork is completed and appropriate, the reviewer signs the paperwork.



				 



				







				8



				Notifies parties



				The paperwork is distributed to the parties.  Sometimes this is done in the form of a notice of hearing.



Steps 8 and 9 can be done in a different order (or in parallel), but are done at this point in the process.



				







				







				9



				Receives paperwork



				The court receives the paperwork.



Steps 8 and 9 can be done in a different order (or in parallel), but are done at this point in the process.



				 



				







				10



				Is stipulation or default possible?



				Is a stipulation or default order possible?



There are times when a hearing is not necessary as the adjudication can be done by default or stipulation of the parties.  If one of these processes can be done, go to that process; otherwise a hearing is held.



There is a hearing if one of the parties objects to the arrears adjudication or if the county determines there needs to be a hearing.  Normally the hearing is requested by the noncustodial parent.  







If yes, go to 11



If no, go to 12



				



				







				11



				Go to Stipulation or Default process



				There are times when a hearing is not necessary as the adjudication can be done by default or stipulation of the parties.  If one of these processes can be done, go to that process; otherwise a hearing is held.



				



				







				12



				Holds hearing



				The court sets the action for hearing.  The hearing is held and the court issues results from the hearing.



				



				







				13



				Receives court order



				The case worker receives the court order that includes the judgment for arrears.



				If there was no hearing, the caseworker receives the judgment for arrears based on a stipulated order.



				Key Step:



The court order records the result of the process (the judgment).



Necessary Conditions:



· Judgment determined by court







				14



				Go to Order Entry process



				Once the order is received from the court, the order goes to the Order Entry process.



				



				







				15



				Next appropriate action taken



				The case worker takes the next appropriate action.  This action could be to generate an income withholding order if there has been an arrearage repayment added. 



The next appropriate action may be to go to the Case Monitoring process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identifying case needing arrears adjudication



· Does request involve a foreign order







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Obsolete process in To-Be world as work around for handling multiple dockets







Multiple Dockets (Tier A)



Rationale:  Potential for statewide standardization



NOTE:  This process will not be needed in the “To-Be” world as this process was done as the current system did not handle multiple dockets.  The new system will be built with data structures that will handle these situations with an actual process.



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				NOMADS



				The system does not like the order loaded twice and once a docket is added, it cannot be deleted.



				System automation removes barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Data structure for order entry to allow for multiple dockets.  Review to see if requirement elaboration is needed.







				Miscellaneous Notes



				Step #1:  Construction Decision:  Process is work-around for system to have multiple entities being owed arrears.  I think this whole process is a work around and should not be needed if the system is designed correctly (can enter arrears for multiple entities and put the collection order on these arrears buckets).  Or maybe I just don’t fully understand the process.



The group discussed the need for this process.  The current system does not handle multiple dockets correctly.  It was agreed that this process is a work-around due to the system not being able to handle the multiple dockets.  One scenario that was given was that California had the custodian on TANF; the custodian then goes to Oregon and now California wants arrears and Oregon wants ongoing and potential arrears.  There needs to be intelligence and data structures that support multiple dockets that include time periods for TANF accrual.  The correct data structure would allow the system to accommodate this without the need for a process. We may need a requirement elaboration to ensure the data structure allows this functionality.  



The group decided that this process would be obsolete in the “To-Be” world with new system automation and appropriate data structures.
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Child Support Order Dismissal (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies court order / action for dismissal











				The system identifies a case that needs an action dismissed based on exclusion of genetic testing.



The workers can also identify cases that need dismissal of an order or action.  Sometimes, this may be as a result of the closure checklist that this is being started. 



All counties dismiss the paternity action once genetic testing results in the alleged father being excluded.



Other counties may do dismissal of the support order when all children are emancipated and arrears are paid in full.



				Churchill dismissed in the courts when all children have emancipated and the arrears are paid in full.



Humboldt has a hearing on dismissals as the court is the party that dismisses based on genetic testing.



Clark County has dismissals based on court hearings as well.



				Key Step:



Identifying case for order / action dismissal begins the process.



Necessary Conditions:



· Defined criteria for when to dismiss order



· Ability to identify actions that need dismissal in the system







Construction Decision:



Varying practice that would benefit from consistency in order to allow greater automation and / or workflow.



The group decided that the dismissal is a court only process.   This variation is an exception to the statewide standardization rule based on judicial discretion and does not adversely affect customers.







				2



				Reviews and generates paperwork



				The case worker reviews and generates the appropriate paperwork for the court.  



				



				Key Step:



Generating the paperwork is the process to dismiss the action / order.



Necessary Conditions:



· Ability to generate the appropriate paperwork







				3



				Reviews paperwork



				The reviewer reviews the paperwork to ensure it is accurate and complete.  This can be an attorney is some offices; however it can be a legal worker or the case worker in other offices.



				



				







				4



				Does paperwork need revision?



				Does the paperwork need to be revised?



If the paperwork needs to be revised, the reviewer sends it back to the case worker for revision.  The reviewer will get the paperwork back to re-review once it is revised.







If yes, go to 2



If no, go to 5



				



				







				5



				Signs paperwork



				Once the paperwork is approved by the reviewer, the reviewer signs the paperwork.



				



				







				6



				Notifies parties



				Once the paperwork is signed, the case worker notifies the parties.  This can take the form of service in some offices to certified mail in other offices.



Steps 6 and 7 may occur in a different order (or done in parallel), but they are done at this point in the process.



				



				







				7



				Receives and reviews paperwork



				The court receives and reviews the paperwork.  The parties have 10 days to object to the action (13 days if the paperwork was mailed).



Steps 6 and 7 may occur in a different order (or done in parallel), but they are done at this point in the process.



				



				







				8



				Is hearing appropriate?



				Is a hearing on the dismissal appropriate?



In some counties a hearing is not held on a dismissal.  







If yes, go to 10



If no, go to 9



				Churchill does not do hearing.







				







				9



				Is there an objection?



				Is there an objection to the action?



The parties have 10 days to object to the action (13 days if the paperwork was mailed).



If there is an objection, a hearing will be held.







If yes, go to 10



If no, go to 11



				



				







				10



				Holds hearing



				The court holds the hearing and sends results to the parties.



				



				







				11



				Signs paperwork



				The court official signs the paperwork.  



In some counties, if there is no objection to the motion, an order is sent to the court for signature.  



If there was an objection, results are issues based on the hearing.



				



				







				12



				Updates system based on court results



				The case worker updates the system based on the court results.  Sometimes this may mean entering an order; however sometimes this means indicating the exclusion for the child.



				



				Key Step:



Goal of process is to dismiss order or action.  Updating the system records the results of the process.



Necessary Conditions:



· Dismissal action decided



· Received dismissal order from court







				13



				Next appropriate action taken



				The case worker takes the next appropriate action.  That action depends on what was dismissed.  If the dismissal was based on excluding an alleged father, the next action may be to interview the custodian to identify another alleged father.  If the dismissal is based on emancipation for all the children, the process may end.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Easier inter-division processing



				During Clark’s processes, the worker may need to deal with multiple departments (e.g., closure, court, etc.).



				Open Issue







				B2



				Automation for balances



				The worker must manually zero the balance when a case has been dismissed.  The system should have the case automatically zero the balances (Reported for Elko DA)



				Zero balances are handled in case closure.  It’s not in this process flow.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automated tracking for return



				When the worker generates the order and sends the order for signature, the worker must manually track return of the order.  The system should be able to track information.



				Workflow resolves improvement – design in new system.







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identifies case for order / action dismissal







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc422790345]Conflict of Interest Case (Tier B)
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Conflict of Interest Case (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case with personal ties











				This process can start when the assigned worker identifies a case where they have personal ties to one of the parties.



				







				Key Step:



Identifying potential conflict of interest cases is the beginning of the process.



Necessary Conditions:



· Identifying information of the parties on the case







				2



				Informs supervisor of possible conflict of interest



				The assigned worker informs their supervisor of the possible conflict of interest with the specific case.



				 



				







				3



				Receives notification of worker with personal ties



				The supervisor may receive notification of a worker with personal ties.  When IV-A hires new employees, a list is generated to review for ties to cases.



Another way may be if the IV-A worker applies for child support services.   



				



				Key Step:



Identifying potential conflict of interest cases is the beginning of the process.



Necessary Conditions:



· Identifying information of the parties on the case







				4



				Reviews case



				The supervisor reviews the case facts and association of the assigned worker.



Depending on the relationship of the assigned worker to the case participant(s), the case may need to be assigned to someone outside of the office.  For instances, if the assigned worker has a case in the office, that case could be assigned to another county.



				Clark does not assign to another county.  They have 3 people that can work conflict cases.







				







				5



				Should case be reassigned?



				Should the case be reassigned to a different worker?  



The supervisor also determines if the case should be reassigned to a worker in another county or reassigned to a different worker within the county.







If yes, go to 6



If no, go to 8



				Have a conflict flag and confidential flag in the system.  Setting flag is done in step 5 – allows another level of separation.







				







				6



				Reassigns case to another worker or office



				If the case should be reassigned, the supervisor reassigns the case to another worker that does not have a conflict of interest.  



The newly assigned worker can be someone within the same office or it may be someone that is not in the same office depending on the relationship of the parties.



In some offices, there is another worker in the office that has the role of “conflict worker” and the case would be assigned to that worker.  An office can have more than one conflict worker if needed.



Reassignment of the worker is carried across all systems.



The system should accommodate the supervisor designating when the case should not be seen by everyone, reassigned to the office, conflicting worker, etc.  This should be captured in the system and controlled at a high level so not everyone can access that.



The system should also alert the supervisor when the conflicted worker changes (e.g., leaves employment, etc.).



				While other counties may assign cases to workers in a different county based on the relationship of the previously assigned workers, Clark County keeps the cases in their county.  Clark assigns to a “conflict worker”.











				Key Step:



The goal of the process is to reassign if there is a conflict.



Necessary Conditions:



· Ability to change case worker assignment in the system 







Construction Decision:



Incomplete construction.  Updated flow so construction is complete.



The group decided that monitoring the original worker for change in worker so case can be assigned back to county was an appropriate construction.



Once the case is reassigned, the system will monitor for worker changes (e.g., that worker leaves, etc.).  The system will notify the supervisor as to when the worker changes and they would then review the case.







				7



				Monitored for changes to worker



				Once the case is reassigned, the system monitors for changes to the worker that was protected out of the case.



				



				







				8



				Narrates case



				If the case should not be reassigned, the supervisor narrates the case.



				 



				







				9



				Process ended



				Once the case is narrated, the process ends.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Ways around confidentiality



				Even though cases can be coded as confidential in NOMADS, there is no the same protection in other systems so information can still be access inappropriately.  The other systems are (Ledgers on the web, compass, etc.)



				Incorporated into Step #6.







Open Issue – design in new system







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Added step for the system to monitor changes to the protected worker.  If that worker leaves, the system will notify the supervisor to review the restrictions applied.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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[bookmark: _Toc422790346]Functional and Technical Requirements Associated with Case Management



Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Case Management functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document. Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				Case Monitoring



				4.4.3







				2



				Case Closure



				4.3.11(#280), 4.4.13, 4.5.1(#444), 4.5.3(#460)







				3



				Recovery of State Debt



				4.1.7







				4



				NV Initiating Intergovernmental – Acknowledgment Received



				4.4.15







				5



				NV Responding Request for Support or Registration



				4.4.16







				6



				NV Responding TANF Redirect Request on Assigned Case



				4.4.16







				7



				Inter-State (Foreign Orders) Determination of Controlling Order



				4.1.29(#140), 4.5.1(#441), 4.5.1(#442)







				8



				Obligation Review and Adjustment / Modification



				4.4.12







				9



				Inactivating Support



				4.5.1(#442)







				10



				Crediting Support / Direct Payments



				4.6.1(#515), 4.6.7(#546)







				11



				Reactivating Support



				4.5.1(#442), 4.6.1(#518)







				12



				Order Follows Child



				4.1.8







				13



				Establishing Arrears / Reducing to Judgment



				4.6.1







				14



				Multiple Dockets



				4.1.31(#146), 4.4.14(#411)







				15



				Child Support Order Termination



				4.5.1(#444)







				16



				Conflict of Interest Cases



				4.4.10(#359), 4.8.6(#724), 4.9.15(#780)
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Case Management –Case Closure
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NV Initiating –Existing Monitoring (Tier A)
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Case Management –Inter-State (Foreign Orders) Determination of Controlling Order
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Case Management –Inactivating Support
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Case Management –Crediting Direct Payments
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Case Management –Reactivating Support
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Case Management –Order Follows Child
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Case Management –Establishing Arrears /  Reducing to Judgment
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Case Management –Child Support Order Dismissal
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Case Management –Conflict of Interest Case
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Medical Support (NCP / Employer) (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies new employer / new medical provision / employer now offers HI



				This process is triggered by the system detecting that a new employer has been added to the system, a medical provision has been added on a case, or the employer now offers health care coverage based on updates to the coverage information for the employer. 



The system ensures there is no exemption for automated enforcement or that the child is not already enrolled from this employer.



				 



				Key Step:  



Correctly starting the process by identifying new employer or a new medical provision.



Necessary Conditions:



· MS provision exists and is entered into the system



· New employer for NCP located



· Child not already enrolled for this employer



· MS exemptions entered and documented in the system







				2



				Does the employer offer employee coverage?



				Does the employer offer employee coverage?



The system captures whether an employer offers any employee coverage.  This will determine if the National Medical Support Notice (NMSN) should be generated.  This information is updated at least annually with employers either with a request for updated information or via information gathered from EWS.







If yes or unknown, go to 4



If no, go to 3



				



				Parking Lot:  



This step includes ensuring health insurance data is updated whenever possible with the employers.  Need to determine method for this to remain updated.  Some possible methods to ensure information remains updated are to include making requests through EWS for employers that are registered; ensuring Employer Services Unit verifies the information at least once a year when talking with an employer; and any that have not been done in another way, sending a request for updated information at least annually (the notice could also ask them to register with EWS).







  







				3



				Next appropriate action taken



				If the system determines that the employer does not offer employee coverage to their employees, the system notifies the enforcement worker to take the next appropriate action to acquire medical support.



				



				







				4



				Sends NMSN to employer



				The NMSN is automatically generated if the conditions are met for NMSN (e.g., there is a medical provision for the noncustodial parent to provide medical coverage).  



				The Elko DA/PAO indicated that if this is a new employer and the NMSN does not generate, the worker will need to check why. Also, if the noncustodial parent is ordered to provide insurance and insurance information is in the system, the worker needs to determine if the system information is good (or did a worker fail to end date the insurance when noncustodial parent left last job). This should be a red flag to the worker. 



				Key Step:  



The NMSN notifies the employer of their requirement to enroll the child in health coverage.



Necessary Conditions:



· Employer address for health insurance and benefits administrator







				5



				Did employer respond to NMSN?



				Did the employer respond to the NMSN?  



The system monitors for the employers response.  







If yes, go to 10



If no, go to 6



				Churchill and Elko allow 45 days to respond. 



Reno PAO follows policy and the employer has 20 days to respond, the case manager is to follow up 10 days after. (SEM 611.1)



				Parking Lot:  



Varying timeframes are being used.  Recommend policy clarification on duration and what this means (e.g., does it include mail time, etc.).  Also recommend policy be updated to reflect this process and possibly that the attorney does not need to be consulted.







				6



				Generates second notice to employer



				The system generates a second notice to the employer to be sent certified to ensure the employer received the NMSN.  This notice outlines ramifications of not responding to the NMSN.



				



				







				7



				Did employer respond?



				Did the employer respond to the second notice?  



The system monitors for response from the employer.  







If yes, go to 10



If no, go to 8



				 



				







				8



				Generates alert to worker to follow-up



				The system generates an alert for the worker to follow-up on the second request to which the employer did not respond.



				



				







				9



				Next appropriate action taken



				If the employer does not respond to the second request, the enforcement worker is notified to follow-up with appropriate action.



				Elko will enforce against the noncustodial parent.  Washoe and Churchill will not file against the noncustodial parent.



Clark will enforce if the custodian complains.



NIIO will pursue amending the order to include medical cash if no insurance is available.



Reno PAO will send a notice advising of the employer’s non- compliance, if employer and noncustodial parent still fail to comply, Reno PAO DAG is notified.    



Other counties only pursue medical cash if it is built into the order. 



				Construction Decision:  



Varying actions depending on office.  Opportunity for standardization or guidance on what the next steps should be for the worker considered, but not accepted.  Variation in local practice based on attorney discretion.







Parking Lot:



Guidelines for consistent treatment of noncustodial parents and pursuit of medical cash.  











				10



				Is the NCP a current employee?



				Is the noncustodial parent a current employee of the employer?  



In the response to the NMSN, the employer indicates if the noncustodial parent is no longer employed by them.   







If yes, go to 13



If no, go to 11



				



				







				11



				Updates case



				If the noncustodial parent is no longer employed at that employer, the enforcement worker updates the system to reflect that information.  



End-dating the employer automatically end-dates insurance coverage for children based on the coverage from this employer.  



Changes to the children’s insurance coverage also generates a notice to the custodian – both when adding insurance or end-dating insurance.



				If the noncustodial parent is terminated from the employer, the worker must be sure to end date the insurance screen with the date employment ended.  If the insurance screen is complete due to coverage based on the old employer, a new NMSN will not generate.



				







				12



				Location of employer needed



				Once the enforcement worker has updated the case information to reflect that the noncustodial parent is no longer employed there, the system initiates the process to search for a new employer.



				Reno PAO will not refer the case to locate.  If they have a good address for the noncustodial parent, the enforcement worker will conduct the search for employment information including contacting the noncustodial parent.



				







				13



				Does employer offer coverage?



				Does the employer offer employee health insurance coverage? 



For those employers that have not indicated they offer employee health insurance coverage, the system generates the notice.  The employer responds indicating whether or not they offer health insurance coverage to their employees. 







If yes, go to 17



If no, go to 14



				 



				







				14



				Updates case



				The enforcement worker updates the employer database if the employer does not offer employee health insurance coverage.



The enforcement worker updates the case if the noncustodial parent is not eligible for coverage.  If there is a timeframe after which the noncustodial parent would be eligible, that date is indicated in the system so a new NMSN can be generated by the system once the employee is eligible for coverage.



The enforcement worker updates the case to indicate that health insurance coverage is not available at a reasonable cost.  



If the employer has enrolled in EWS, the responses may be uploaded and not need any worker entry. 



				



				







				15



				Case monitored for changes



				The case is monitored for changes.  



If the employer changes, the process starts with the new employer.  



If there is a timeframe after which the noncustodial parent would be eligible, that date is indicated for a new NMSN to be generated by the system.



If the employer coverage changes (e.g., the employer now offers health coverage), the system begins the process by generating a new NMSN.



				



				







				16



				Next appropriate action taken



				If health insurance coverage is not available to the noncustodial parent, the enforcement worker takes the next appropriate action.



				



				







				17



				Is NCP eligible?



				Is the noncustodial parent eligible for the health coverage provided by the employer?



Employer health coverage varies and even those covered varies.  Some employers offer health coverage to only certain classifications of employees.  This step determines if the noncustodial parent is eligible to enroll in the health coverage.







If yes, go to 18



If no, go to 14



				 



				







				18



				Is coverage available at reasonable cost?



				Is the coverage available to the noncustodial parent at a reasonable cost?



An excess of 5% of earnings is deemed not reasonable. 



In most counties, the employer makes this determination.  If the employer calls, the worker assists with the determination.







If yes, go to 19



If no, go to 14



				Douglas and NIIO will look into reasonable cost if the noncustodial parent has not elected coverage.  An excess of 5% of earnings is deemed unreasonable.



Washoe does not do anything beyond this step.  If health coverage is not available at a reasonable cost, the process ends.



All others counties allow the employer to determine if the coverage is available at a reasonable cost.  The employer will check the box on the forms and sign the noncustodial parent up for the coverage.  If the noncustodial parent does not agree, a hearing is held.



				







				19



				Are there multiple plans?



				Does the employer have multiple health coverage plans available? 



If the employer offers multiple plans, one plan is selected for which to enroll the child.







If yes, go to 20



If no, go to 21



				



				Construction Decision:



If there are multiple plans, original To-Be was to send a notice to the custodian to select within a specific timeframe, otherwise the default or lowest cost plan is selected.  System could generate notice and monitor for response.



However, the group decided to have the employer make the choice, which keeps the current practice.  The rationale was to not tie up resources with the national changes in health care.  







				20



				Enrolls child in default plan



				If there are multiple plans, the employer enrolls the child in a plan. 



				



				







				21



				Enters response into the system



				The enforcement worker enters the response from the employer into the system.



If the employer has enrolled in EWS, the responses may be uploaded and not need any worker entry.



				



				Key Step:  



The goal of the process is to get the child enrolled in private health insurance coverage.  The key step requires verification that the employer enrolled the child in the plan.



Necessary Conditions:



· Employer received completed NMSN



· Employer has health insurance available at a reasonable cost







				22



				Child enrolled; CST notified



				The child is enrolled and the custodian is notified and provided insurance cards as appropriate.  The process ends.  



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Systematic alerts to assist with the process



				The system should assist with this process.  There should be alerts when there is no medical provision in order so the worker could pursue modification or notice of intent.  



The system should alert if the employer does not respond to the NMSN.



The system should automatically notify the worker when the order changes.  Workers reported enforcing old orders until the custodian let them know.



				System automation removes the barrier.



· Case monitoring should route cases with no medical provision to establish medical



· System should monitor for response to NMSN – see Step #5



· System generates new notices based on updated information







				B2



				Update Employer Web Services



				Workers felt the employer web services could be updated to capture more information from the employer.



				Incorporated into Step #2







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Electronic interface with employers



				An electronic interface with employers would be helpful.



				Open Issue







				SI2



				Employer database keep health insurance coverage



				The ability to update employer coverage information within the employer database.  If the database showed whether an employer carried coverage, NMSN would only be sent to those that carried coverage. 



				Incorporated into Step #2







				SI3



				Health insurance coverage information updates



				Health insurance information for children should automatically remove the insurance coverage when the employer is end-dated.



The custodian should automatically be notified via a preferred electronic method of communication when health insurance is obtained or terminated for the children.



				Incorporated in Step #11







				SI4



				Standard timeframes for medical support



				There should be standard timeframes and workflow for the NMSN process.  



				Policy clarifications would take care of this – identified above in Step #5







				SI5



				Interface with the court



				An interface with the court to actually be able to pull up a copy of the court order. 



				Out of scope for this project







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved monitoring for response from employer to system swim lane from worker swim lane



· Moved location of employer needed to system swim lane as system should automatically take that step once employer is removed.







				Process Adaptation/Streamlining



				







				Standardization



				Added step for system to automatically generate a second notice to the employer – this helps standardize how non-responsive employers are dealt with.







				Improved Quality



				Moved the determination of whether employer offers health insurance coverage to its employees to the system and before the NMSN.  Once this information is gathered, the system should not waste time and paper generating notices when the employers do not offer any coverage.







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #5:  Varying timeframes are being used.  Recommend policy clarification on duration and what this means (e.g., does it include mail time, etc.).  Also recommend policy update to reflect this process and possibly that the attorney does not need to be consulted.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Medical Support (CST) (Tier A)



Rationale:  Potential for standardization



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case where CST is ordered to provide health coverage



				The system identifies cases where the custodian is ordered to provide health coverage.  







				Most counties states there was no way to identify the older cases, but the new cases and court orders are identified.



				Key Step:  



Identification of cases where CST is ordered to provide.



Necessary Conditions:



· CST’s order to provide health coverage is entered in system







Construction Decision:  



The group discussed the changes in health care and its potential impact on Medical Support.  The group decided the system should initiate the process and send the notification when the custodian is ordered to provide.







				2



				Sends health coverage letter to CST



				The system sends the health coverage letter to the custodian. 



				In Reno PAO this step is performed by order entry workers. 



				Key Step:  



Soliciting information from CST on coverage for child.



Necessary Conditions:



· Address for CST







				3



				Did CST respond?



				Did the custodian respond to the health coverage letter?



The system monitors for response to the letter.







If yes, go to 4



If no, go to 7



				Some counties did not monitor for response from the custodian.  For those that monitor, the enforcement worker sets an alert.



				







				4



				Updates system



				If the custodian responds to the health coverage letter, the enforcement worker updates the system.  The update is either the information that the child is enrolled, or that the child is not enrolled in a plan.



				In Reno PAO, if the child is enrolled in Medicaid, the case is noted; however, PINS is not loaded, only private health insurance is loaded in PINS.



				Key Step:  



Goal of the process.



Necessary Conditions:



· Response from CST with health insurance information updated in the system







				5



				Is child enrolled in a plan?



				Is the child enrolled in a plan?



If the custodian responds to the health coverage letter, the information returned is that the child is either enrolled or not enrolled and the process ends.







If yes, go to 6



If no, go to 8



				 



				







				6



				Child enrolled



				The child is enrolled and the process ends.



				 



				







				7



				Process ended



				The enforcement worker takes no additional action if the custodian does not respond.  The process ends.







				Elko will close case based on non-cooperation if they do not cooperate by responding to the letter.  Elko may not close consistently paying cases.



Douglas will sometimes close if the custodian is not cooperating in other ways, but will not close paying cases.



Washoe does not monitor for custodian response so would not close.



				Parking Lot: 



Variation in Practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.  



A policy clarification is recommended by the group.  This clarification would allow the worker to not follow-up if the custodian did not respond.







				8



				Process ended



				The custodian responded to the health coverage letter, but the child is not enrolled in a plan and the process ends.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				IV-A interface



				The IV-A interface that populated IV-D once the child was eligible for medical was disconnected as it was overwriting good information.



				System automation removes the barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Systematic alerts and tracking



				It would be good if the system can identify and track the process with alerts.



				Build business process workflow into new system.











				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved identifying the case to the system



· Moved generating the notice to the system



· Moved monitoring for response from the custodian to the system







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Step #7:  The group recommends a policy clarification.  This clarification would allow the worker to not follow-up if the custodian did not respond.







				Pre-Implementation Opportunities



				Step #7:  A policy clarification recommended by the group.  This clarification would allow the worker to do nothing if the custodian does not respond or provide health insurance when ordered to cover.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Medical Cash (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Reviews case for medical cash



				The enforcement worker reviews the case for medical cash.  Many times these are brought to the enforcement worker’s attention by the custodian.



				NIIO would ask the other state to enforce.



Elko DA will also send a letter to the enforcing state to enforce. 



RENO PAO indicated that medical cash is a provision loaded during order entry.



				Key Step:



Identifying cases for medical cash is the starting point for this process.



Necessary Conditions:



· Custodian notifying enforcement worker







				2



				Identifies case for medical cash



				The system identifies cases for medical cash.  This is done by the case being entered with the amount of medical cash or that medical cash is based on the percentage of premium.



				



				Key Step:



Identifying cases for medical cash is the starting point for this process.



Necessary Conditions:



· Data on system indicating medical cash in the order



· Terms of order on system







				3



				Did court order specific amount to withhold?



				Did the court order a specific amount of medical cash to withholding?







If yes, go to 4



If no, go to 5



				



				







				4



				Go to Income Withholding process to collect amount



				Go to the Income Withholding process to collect the amount of medical cash that is due.



				



				







				5



				Is order based on percentage of premium?



				Is the order based on a percentage of the custodian’s premium?







If yes, go to 7



If no, go to 6



				Douglas has orders that are based on the percentage of the premium paid by the custodian.  



Clark can sometimes do a stipulation to change the amount of the medical cash.



				







				6



				Next appropriate action taken



				If there is no specific medical cash amount in the order or the order is not based on a percentage of the custodian’s premium, the worker is notified to take the next appropriate action.



In some instances, the enforcement worker may pursue modification of the order to include a provision for medical cash. 



				



				







				7



				Generates notice to CST



				The system generates the notice to the custodian.  This notice is generated on a periodic basis asking for information on the amount of the premium being paid.  The notice requests the coverage breakdown from the employer to know the amount of the premium allocated to the child’s coverage before determining if the case qualifies for a change in amount.  



				



				Key Step:



Generating the notice gathers the appropriate information to determine if the amount of medical cash is appropriate.



Necessary Conditions:



· Address for custodian



· Order based on percentage of custodian’s premium







				8



				Did CST respond?



				Did the custodian respond to the notice?







If yes, go to 10



If no, go to 9



				



				







				9



				Process ended



				If the case does not qualify for a change in the medical cash amount OR the custodian does not respond to the notice that was generated, the process ends.



				



				







				10



				Does case qualify for an amount change?



				Does the case qualify for an amount of medical support change?







If yes, go to 11



If no, go to 9



				Douglas will take steps with written proof from the employer.  They send a letter to the noncustodial parent and an amended withholding notice.



Humboldt orders include the 5% of premiums, but will also include language that the medical cash amount cannot exceed a specified amount.  



Elko also has orders written with medical cash of 5% of the premium.



				Key Step:  



Determining the correct amount of medical cash owed ensures equitable sharing of parent’s health coverage responsibilities for the child.



Necessary Conditions:



· Case qualifies for medical cash











				11



				Updates system



				If the order was written to include a provision that allows the medical cash to be a percentage of the premium paid, the enforcement worker must get the coverage breakdown from the custodian or custodian’s employer.  Once proof of the breakdown is received, the enforcement worker recalculates the amount of medical cash.



				



				Key Step:



Updating the system allows the income withholding process to proceed to collect the new amount of medical cash.



Necessary Conditions:



· Custodian responded with breakdown of coverage



· Premium change increased



· Ability for system to record results of calculations







				12



				Sends notice to parties



				Once the amount of medical cash has been recalculated, the enforcement worker sends a letter to the noncustodial parent.  







				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				System alerts for non-payment



				The system does not generate alerts for non-payment, but it should.  This would allow cases to be monitored without workers setting manual alerts or running listings.



				System automation removes the barrier, specifically case monitoring should refer non-paying cases to the appropriate enforcement action.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				System automatic generation of notices



				The system should automatically generate the letters to the custodian, including the request for the H/I breakdown.  Currently all counties / agencies have their own versions of letters.  



				Incorporated into Step #7







Open Issue – all counties have their own versions of letters.







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved case monitoring for payment of medical cash to system.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				· Added steps to demonstrate the notice to the custodian to obtain the information necessary to review when a percentage of the premium is ordered. 



· Added tie in to the income withholding where the actual collections is done via that process







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Income Withholding (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Meets IW conditions and no exception exists



				The system monitors cases with income withholding provisions and identifies those that meet the conditions to generate an income withholding notice.



If there is a new income withholding provision or new employer, the system identifies the case as meeting the conditions.



The system also ensures there are no exceptions in place that should stop the income withholding process.



				Policy requires that caseworkers get instructions from their attorney on how to proceed upon notice of a bankruptcy filing.  Based on attorney guidance a caseworker can manually configure the system to prevent automatic generation of the income withholding notice. 



				Key Step:  



Ensures appropriate cases referred to this process.



Necessary Conditions:



· Income withholding provision in support order and entered in system



· Income withholding exemptions entered and documented in the system







				2



				Identifies new employer



				The enforcement worker or the system identifies a new employer that needs to be added to the case.



				



				







				3



				Is employer known to system?



				Is the employer to be added already known to the system?



The system needs to determine if the employer is already known to the system to determine the next appropriate step.







If yes, go to 5



If no, go to 4



				



				







				4



				Adds temporary employer and submits to Employer Services Unit



				If the employer to be added is not already known to the system, the system adds the employer temporarily and submits the temporary employer information to the Employer Services Unit to confirm and make permanent or consolidate with an existing employer.



				Elko DA will issue a wage withholding while waiting for employer to be added. Sometimes a request to add an employer can take anywhere from 1-7 days.



				Construction Decision:  



Group agreed with the step that allows the system the ability to create a temporary employer.  This would be submitted to the Employer Services Unit to verify and either make the employer permanent or to consolidate the employer with an existing employer.  This maintains the integrity of the database while allowing the process to continue without delay.  







				5



				Is order for IW in place?



				Is the order for income withholding already?



The system determines if the order currently allows income withholding or if the income withholding provision needs to be added.







If yes, go to 7



If no, go to 6



				



				







				6



				Implements IW if no exceptions



				If the order does not already have the income withholding order, the provision can be implemented.



If there has been a 30-day delinquency, the system notifies the enforcement worker to review for implementation of the income withholding provision.  



The enforcement worker ensures the noncustodial parent was sent notice prior to implementing the income withholding provision.  The delinquency notice is sent as part of the Case Management – Case Monitoring process.    



				Churchill will implement the income withholding if requested in writing by the noncustodial parent.  If the custodian is the requesting party, the worker checks for the delinquency to ensure it meets the conditions before implementing the income withholding.



Humboldt has some orders that have the required language in the order.  



Douglas and Reno PAO send the noncustodial parent notice at case assessment and before implementing the income withholding provision – this includes the right to a hearing wording.  



				







				7



				Generates IW form



(may use EIWO)



				The system generates the income withholding form when the income withholding provision exists and there is an employer.



If there is another state enforcing the order, the system does not generate the income withholding form as the other state is doing income withholding.



The income withholding notice may be done via the EIWO process and not generated as an actual form.



				Reno PAO indicated that the system always generates an income withholding and the case manager needs to manually assess each income withholding printed to determine if it needs to be sent.



				Key Step:  



Provides legal notice to employer to withhold income from NCP.



Necessary Conditions:



· Employer address known on system



· Employer linked to NCP















				8



				Sends IW and imports into document management system



				The system sends the income withholding notice and the notice is imported into the document management system.



				Currently worker intervention is required to import the income withholding into the document management system. An enhancement is being put in place that will import the income withholding automatically. The document, even if it is a bad employer, will import and clean up should be done.



				







				9



				Monitors for initial compliance with IW



				The system monitors for compliance with the initial income withholding notice. 



				



				Key Step:  



Enables making determination of when to take action to enforce employer’s compliance.



Necessary Conditions:



· Income withholding sent and received



· Employer not removed







				10



				Is payment received?



				Is payment received based on the initial income withholding notice?



The system must monitor to ensure the employer is complying with the income withholding order.  If funds are being sent by the employer, the employer is complying with the income withholding. 







If yes, go to 14



If no, go to 11



				 



				







				11



				Generates non-compliance letter to employer



				If the employer does not respond or begin sending money, the system automatically generates a non-compliance letter that goes to the employer indicating the consequences for non-compliance with the income withholding notice.  







				Elko sends the employer a “pay” letter that indicates the consequences.  They may also call the employer.  



NIIO asks the Other Jurisdiction (OJUR) to enforce on their behalf.



Clark will enforce against employers, but most comply when they are informed of the consequences.



				







				12



				Is payment received?



				Is the payment received from the employer?



The system monitors for response to the second notice to the employer.







If yes, go to 14



If no, go to 13



				



				







				13



				Next appropriate action taken



				If the employer does not respond or begin sending money, the system notifies the worker to take the next appropriate action.



Offices will take enforcement action against an employer if they fail to comply with the income withholding order. 



Once notified of noncompliance, other actions that the enforcement worker may take are to call the employer and enforce through the court process.



				



				







				14



				Go to Monitor for Change sub-process



				Go to the Monitor for Change sub-process.  Once the employer is complying with the initial income withholding, the case must be monitored for changes to the case that will affect the income withholding process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Updating employer information



				The workers cannot update NOMADS with employers / employer addresses, thereby causing delays while they are waiting for information to be updated.



				Incorporated into Step #4







				B2



				Out-dated information



				NOMADS allows outdated information when matching with interfaces.  This causes income withholding forms being sent inappropriately.  Manual assessment by a case worker is required to identify erroneous income withholding notices and prevent them from being sent. 



				System automation removes the barrier















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Employer database maintenance



				There needs to be a process (or processes) to maintain the employer data within the employer database so the data is accurate and up to date.



A clean database for employers will result in good data that will help avoid inappropriate notices going out.



				Health Coverage Information was addressed in Medical Support – (NCP/Employer) flow.  







Open Issue for other data and the process to ensure all information is accurate and up to date.  While the policy could be that when someone from Employer Services talks with an employer, they verify the information (and a verification date is added), it could also include soliciting the verification / update from employers (via EWS and via mail if not updated in any other way during a specific period of time (perhaps annually)




















				Improvement Category



				Description of Improvement







				Automation



				· Moved the identification of new employer to the system (this will be done via interfaces)



· Changed submitting request to add employer to the system (and potentially worker) being able to add a temporary employer to start income withholding immediately; the temporary employer information would be submitted to the Employer Services Unit to either make permanent or consolidate with an existing employer to keep the employer database updated and clean



· Moved the entire monitoring for initial compliance to the system







				Process Adaptation/Streamlining



				







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #4:  Ability for system to add temporary employers and ability for specific users to consolidate employers if duplicate employer records are found (e.g., the temporary is already an existing)







				Miscellaneous Notes



				Step #7:  Business rules are needed to ensure income withholding notices generate appropriately.
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Income Withholding (Monitor for Change) (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies cases with IW that need monitoring



				The system identifies cases with income withholding that have a change in circumstances.



				The system monitors all cases for balances and creates alert when arrears are nearly satisfied advising the case manager to inactivate the arrears payment and to send amended income withholding.



				







				2



				Monitors case for changes



				The system monitors the case for changes that result in changes in the income withholding.



				



				Key Step:  



Monitoring for change in order to generate appropriate update / termination notices.



Necessary Conditions:



· Case status up to date on system



· Support order status up to date on system



· Support order amount up to date on system







				3



				Have conditions changed?



				Have any conditions changed that require a change in the income withholding? 







If yes, go to 4



If no, go to 2



				 



				







				4



				Is NCP no longer receiving funds?



				Is the noncustodial parent no longer receiving funds?







If yes, go to 5



If no, go to 6   



				







				







				5



				Next appropriate action taken



				If the noncustodial parent is no longer receiving funds, the system looks to see if the employer was end-dated.  If not, the system notifies the enforcement worker to review and follow-up with the employer as to whether the noncustodial parent is no longer employed with that employer or if there is another reason the funds have stopped.  



If the noncustodial parent is no longer employed with that employer, the system continues to monitor for a new employer to start the Income Withholding process.



				



				







				6



				Has obligation ceased or been suspended?



				Has the obligation ceased or has the obligation been suspended?







If yes, go to 7



If no, go to 8



				



				







				7



				Generates IW termination



				If the obligation is ceased or suspended, the income withholding termination needs to be generated.



The system generates the termination notice if the obligation has ceased, case has closed, or the obligation amount has been reduced to zero. 



				



				Key Step:  



Generating termination notices is critical to ensure withholding stops appropriately.



Necessary Conditions:



· Employer address known on system







				8



				Generates amended IW



				If the noncustodial parent is receiving funds and the obligation has not been ceased or suspended, the obligation has changed.  



The system will automatically generate the amended income withholding once a new order is entered.



				The system also sends amended wage withholding if the arrears or current support obligation is inactivated or the arrears amount is changed or removed.   



				Key Step:  



Generating updated notices is key to ensuring withholding is appropriate.



Necessary Conditions:



· Employer address known on system
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved everything into the system swim lane as the system should be able to monitor this process.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Dispute Resolution Process (Tier A)



Rationale:  Opportunity for standardization



NOTE:  Added Dispute Resolution Process.  This process is being used for all dispute resolutions in enforcement.  This means the Income Withholding (Contest) and Credit Reporting (Dispute) flows have been deleted.  All other enforcement flows tie into this dispute resolution flow where the dispute process is needed.  Flows that use this process for disputes include:  Income Withholding, Reduced Withholding, Financial Institution Data Match, Liens (Personal Property), CSLN and Claim Matching, Federal Tax Refund Offset, Federal Administrative Office, Passport Denial and Release, Credit Reporting and License Suspension.  When this Dispute Resolution Process does not tie directly into the flow, a note is made at the bottom of the flow stating, “Disputes are addressed by the Dispute Resolution process.”



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives NCP dispute



				The worker receives the noncustodial parent’s dispute.  This dispute can be based on any enforcement remedy.  This process can start within another process or as a result of any enforcement action.



				



				Key Step:



Receiving the contest is the first step of the process for the NCP to dispute the action taken.



Necessary Conditions:



· Enforcement remedy started which will be disputed



· NCP contacted worker about dispute



· NCP notified of right to dispute







				2



				Does money need to be held?



				Does the money coming in need to be withheld?



If the dispute is based on mistaken identity, the collections may need to be held.







If yes, go to 3



If no, go to 4



				



				







				3



				Holds collections



				The worker requests that collections be held depending on the reason for the contest.  The main reason to hold collections is in cases of mistaken identity.



				In addition to mistaken identity, enforcement worker may hold monies for an over payment. 



				







				4



				Is pre-hearing notice required?



				Is a pre-hearing notice required?



The system monitors for a contact to the noncustodial parent after the dispute is received.



Policy states a notice must be mailed within 10 days of receiving a request for hearing.  This notice advises of the date, time and location of the pre-hearing meeting.



If the worker contacts the noncustodial parent within 10 days, no notice is required.  This contact can be done by phone.  







If yes, go to 5



If no, go to 6



				



				







				5



				Sends pre-hearing notice



				The system sends the pre-hearing notice if contact with the noncustodial parent is not made within 10 days of the dispute from the noncustodial parent.



				



				Construction Decision:



Current practice is to send this notice, but the group agreed it was almost always an unnecessary, redundant step and decided to limit the need for the pre-hearing notice to only the limited situations when the noncustodial parent had not been contacted within 10 days.  The group reviewed the policy and determined that if the noncustodial parent is contacted within 10 days, the notice is not needed.  This process utilizes that interpretation of the policy.







				6



				Holds informal conference with NCP



				The worker holds an informal conference with the noncustodial parent to attempt to resolve the dispute.



This conference can be done over the phone.



				



				Key Step: 



Informal review of the contest is done in an effort to resolve dispute.



Necessary Conditions:



· Ability to document contest in the system 







				7



				Was resolution reached?



				Was resolution of the dispute reached?







If yes, go to 16



If no, go to 8



				



				







				8



				Is Central Office review required?



				Is Central Office review required?



If no resolution to the dispute can be reached in the informal conference, is a Central Office review required?



Central Office reviews are required for the following remedies:



· Federal Tax Refund Offset



· Federal Administrative Offset



· Passport Denial and Release







If yes, go to 13



If no, go to 9



				



				







				9



				Was hearing requested?



				Was a hearing requested?



If the informal conference does not resolve the dispute and a Central Office review is not required, the noncustodial parent can request a hearing.



The noncustodial parent will need to go to hearing to resolve any of the following issues:  



· Lack of jurisdiction of the issuing court



· Order was obtained by fraud



· Change in custody of the child



· Delinquency is incorrect







If yes, go to 11



If no, go to 10



				



				Key Step:  



Determination of whether NCP requested formal review after informal review did not resolve dispute.



Necessary Conditions:



· Formal review request received from NCP received and entered into the system







				10



				Process ended; remedy remains in place



				The process ends if the informal conference does not resolve the dispute, a Central Office review is not needed, and the noncustodial parent does not request a hearing.  The remedy remains in place.



				



				







				11



				Hold hearing



				If the noncustodial parent requests a hearing, the hearing is held.



				



				Key Step:  



Formal review being done in the hearing.



Necessary Conditions:



· Parties dully noticed of hearing and appear at scheduled time







				12



				Appropriate action taken based on court results; go to Order Entry process



				The worker takes appropriate action based on the court results.



This step depends on what the court decides.  For instance, if the court decides the order was obtained fraudulently, the order may be invalid.



The court issues an order which is entered by following the Order Entry process.



				



				Key Step:  



Results of formal review.



Necessary Conditions:



· Court made findings / results and forwarded to worker



· Ability to record court results into system







				13



				Conducts review



				If Central Office review is required, the review is conducted.



				



				







				14



				Was resolution reached?



				Was a resolution reached during the Central Office review?







If yes, go to 15



If no, go to 9



				



				







				15



				Notifies office of resolution reached



				The office is notified of the results of the Central Office review.  



If the noncustodial parent is still unsatisfied with the results, the noncustodial parent could request a hearing.



				



				







				16



				Releases / Refunds held money as appropriate



				If funds were held, the worker must request the release or refund of these funds as appropriate.  The timeframe for release of funds is dependent upon the reason for the contest and the facts of the case.



				



				







				17



				Was it an error?



				Was the resolution of the dispute based on an error?



If so, corrections are made.







If yes, go to 18



If no, go to 21



				



				







				18



				Corrects error and notifies NCP



				The worker corrects the error and notifies the noncustodial parent of the results.  Example of some errors that may be reported and their remedies are below:



If the noncustodial parent has two employers and both are paying on the same order (also referred to as double-dipping), the worker can resolve this by terminating the withholding with one of the employers.



If the noncustodial parent reports that another jurisdiction is enforcing through withholding with the same order, the worker would resolve the issue by contacting the other jurisdiction to determine who is terminating their withholding.



				



				







				19



				Re-evaluates remedy / action that was disputed; stops / modifies appropriately



				Once the correction is made, the worker re-evaluates the remedy that caused the dispute and takes the appropriate action to stop or modify the action taken based on the corrected circumstances on the case.



				



				







				20



				Process ended



				The dispute process ends.  If the dispute process was entered from a remedy, return to that remedy to continue.



				



				







				21



				Is DLS action?



				Is the dispute resolution based on a driver’s license suspension action?







If yes, go to 22



If no, go to 23



				



				







				22



				Go to License Suspension (Compliance Agreement (RPP)) process



				Resolution to a dispute based on driver’s license suspension is to enter into a Re-Payment Plan (RPP).  This is done based on a process.



Go to the License Suspension (Compliance Agreement (RPP)) process.



				



				







				23



				Is this a stipulation?



				Is the dispute resolution based on a stipulation?







If yes, go to 24



If no, go to 20



				



				







				24



				Follows stipulation process



				The worker follows the stipulation process for the dispute resolution.



				



				







				25



				Go to Order Entry to enter stipulated order



				The worker sends the stipulated order to the Order Entry process for entry into the system.



				



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Action to release monies



				Once order entered, monies should release without worker intervention. 



				Moved this step into system column.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				National employer database



				National database of all employers.



				Out of scope for this project







				SI2



				National child support database



				National database for child support to use.



				Out of scope for this project







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				This is the new Dispute Resolution process which is used as a process for enforcement disputes or a sub-process within other enforcement flows where the noncustodial parent can dispute the remedy / action taken or the amount of arrears owed, etc.  Flows that use this process for disputes include:  Income Withholding, Reduced Withholding, Financial Institution Data Match, Liens (Personal Property), CSLN and Claim Matching, Federal Tax Refund Offset, Federal Administrative Office, Passport Denial and Release, Credit Reporting and License Suspension.  When this Dispute Resolution Process does not tie directly into the flow, a note is made at the bottom of the flow stating, “Disputes are addressed by the Dispute Resolution process.”







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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EIWO (Tier A)



Rationale:  To-Be only process



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Informs OCSE of IWOs from IW process



				The system interface with OCSE in order to provide information on income withholding orders.



The EIWOs are pulled from the states using SFTP or FTP.  The EIWOs are un-batched from the states.







				



				Key Step:  



This is a key step in order to start this process.



Necessary Conditions:



· Income withholding provision entered on system



· Interface with OCSE for submitting income withholdings







				2



				Are there errors in file?



				Are there critical errors in the file?



OCSE validates for errors and returns any critical errors to the state to resolve.







If yes, go to 3



If no, go to 4



				



				







				3



				Reviews error file and corrects information



				The worker receives and reviews the error file.  The worker corrects the information on the system.



				



				







				4



				Sends EIWOs to employers



				OCSE runs matches against the income withholding orders provided and their employer database.  



OCSE sends the appropriate EIWOs to the appropriate employers.



When necessary, EIWOs are transformed into an employer specific file format or PDF.  These EIWOs are batched according to employer.



The EIWOs and acknowledgment PDFs or Excel spreadsheets are pushed to employers using SFTP, FTPS, or FTP with VPN over the internet.



				



				







				5



				Acknowledges EIWO



				Once OCSE sends the information to the employers, the employer acknowledges the EIWO.  



The employers send the acknowledgments back to OCSE to forward to the state.



				



				







				6



				Receives acknowledgments from employer and formats for state



				OCSE receives the acknowledgments back from the employers and formats these for the state.  OCSE sends the formatted acknowledgment file back to the state.



Acknowledgments are pulled from employers via the internet; validated for errors and returned to employers when critical errors exist; and are transformed into a state specific file format.



				



				







				7



				Receives acknowledgments from employers



				The system uploads the acknowledgments form the file sent by OCSE.



Acknowledgments are batched by state.  Acknowledgments are pushed to the states via SFTP or FTP.



				



				Key Step:



This file records the results of the EIWO process.



Necessary Conditions:



· Matches of IW to employers through the OCSE databases



· System uploads the information to the appropriate cases.







				8



				Go back to IW process for monitoring



				The income withholding process is following for monitoring with initial compliance after the notice is sent.



				



				




















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				This is a new process and designed per OCSE specifications.
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Reduced Withholding (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies credit balance based on criteria



				The system identifies a credit balance based on specific criteria.



The system holds excess payments when the monthly obligation is met and the arrears are paid in full.  This helps eliminate credit balances in some cases.  There may still be credit balances that can be recognized by the system.  These may be created when an order is reduced, but not received for a period of time after it is effective.



				



				Key Step:  



Receiving requests for reduced withholding.



Necessary Conditions:



· Information on the system that IW was implemented (funds coming from employer)







Construction Decision:



While the future system functionality eliminates some of the reasons that credit balances exist, there will still be credit balances based on new orders for a reduced amount not being entered and implemented timely.  This process remains necessary.







				2



				Identifies credit balance



				The enforcement worker identifies a case with a credit balance.



				



				Key Step:  



Receiving requests for reduced withholding.



Necessary Conditions:



· Information on the system that IW was implemented (funds coming from employer)







				3



				Receives request for reduced withholding



				The enforcement worker receives a request from the noncustodial parent for reduced income withholding.  



Most of the time this type of reduction is requested based on a credit balance.  



				



				Key Step:  



Receiving requests for reduced withholding.



Necessary Conditions:



· Information on the system that IW was implemented (funds coming from employer)







				4



				Reviews case



				The enforcement worker reviews the case to ensure the case qualifies for income withholding reduction.  One of the things the enforcement worker reviews is the balance on the case.



				



				Key Step:  



Determines if case qualifies for reduction.



Necessary Conditions:



· Valid reason to reduce (e.g., credit balance)







				5



				Does case qualify for reduction?



				Does the case qualify for a reduction of the income withholding? 







If yes, go to 10



If no, go to 6



				Washoe may start refunding or may go to court; the emancipation date of the children is a factor in deciding the action to take. 



Reno PAO, Elko DA, and Lyon contact both parties to see if parties will agree.  If the parties will not agree, the case goes to court.



Clark looks at two months of ongoing support and also the child’s emancipation date when deciding the action to take.



				







				6



				Did NCP dispute decision?



				Did the noncustodial parent dispute the decision?







If yes, go to 8



If no, got to 7



				



				







				7



				Process ended



				If the noncustodial parent does not dispute the decision, the process ends.



				



				







				8



				Go to Dispute Resolution process



				If the noncustodial parent disputes the decision, the Dispute Resolution process is followed.



				



				







				9



				Next action taken based on dispute resolution



				The enforcement worker takes the next action based on the dispute resolution process outcome.  



				



				







				10



				Can agreement be reached?



				Can the noncustodial parent and the enforcement worker reach an agreement?



If the noncustodial parent forgives the credit balance, the enforcement worker has the credit balance removed.



Most offices require that any agreement that the enforcement worker and noncustodial parent reach is written as a stipulation and signed by the court. 







If yes, go to 11



If no, go to 6



				Washoe goes to court or stipulation if there is a credit balance.  Washoe may refund without talking to anyone, go to court, or stipulate.







Clark contacts both parties to implement a 25% reduction in withholding until the credit balance is absorbed.  If either party disagrees, the matter goes to court.  The order cannot be set to zero; therefore, the 25% is used.



Elko DA would agree that this would be a good practice to implement. 



NIIO does deal with credit balances until closer to the emancipation age of the child.  



Elko DA will agree to reduce withholding if the custodian will agree to the lesser amount in support and if there is a credit balance. Otherwise case will go to court. This is workers discretion depending on credit balance.



				Construction Decision:



There are varying actions being taken on how the credit balance is handled.  Some offices recoup at 100% as the custodian already received the money, other offices go to court for a decision, and others come to an agreement with the parties.



The group believes parties need to be contacted or notified of what is going on and that guidelines may be needed.



The group agreed that statewide standardization of actions is necessary as this step does not qualify for an exception under the statewide standardization rule exception criteria.  







Parking Lot:



 The group recognizes the need to standardize and recommends policy be established on this issue. 







				11



				Completes paperwork and sends for signature



				The enforcement worker completes the agreement paper and sends the agreement for signature.  The custodian, noncustodial parent, and judge sign the agreement paperwork.



				Elko DA indicated that they do not perform steps 9 – 12 (document the agreement, get parties to sign, and update the system). Elko DA proceeds directly to requesting the amended income withholding.



Reno PAO indicated that an agreement is noted in NOMADS through contact notes; if necessary a stipulation is sometimes completed if an agreement between the parties is reached.



Clark does not require a judge to sign this agreement.



				







				12



				Did parties sign agreement?



				Did both parties (custodian and noncustodial parent) sign the agreement?







If yes, go to 13



If no, go to10



				



				







				13



				Signs paperwork



				If the custodian and noncustodial parent sign the paperwork, the paperwork is sent to the court for signature.



				 



				







				14



				Go to Order Entry process



				The enforcement worker receives the signed agreement and forwards to the Order Entry process to update the system with the terms of the agreement. 



				Reno PAO indicated that if a stipulation is completed, it must be loaded first through order entry.



				Key Step:



The results of the agreement are entered.



Necessary Conditions:



· Agreement is signed by the parties







				15



				Next appropriate action taken based on signed agreement



				The system takes the next appropriate action based on the signed agreement.



If the signed agreement was for a reduced amount to be withheld, the amended income withholding is generated based on the Income Withholding (Monitor for Change) process. 



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Alerts 



				Workers reported that it is easy to miss alerts that are sent.



Elko DA indicates that alerts are a useful tool as long as they are being monitored. 



				System automation removes the barrier







				B2



				Order entry accuracy



				Workers reported that it is easy to load wrong amount when performing order entry.  Once in place, this is not easy to change and incorrect notices have generally already generated.



If reduced (amended) income withholding is sent at the time of agreement, any employer change in the system or order entry will auto-generate an income withholding for the full ordered obligation. Payments start coming in for the full amount and the credit balance does not get absorbed.



				Open Issue (loading wrong amount when performing order entry).  There are a few options to prevent entry errors:



· double entry of data



· OCR when imaging orders



· Interface with the courts (at least the source would be what we are using)







Open Issue – design into new system the fact that the agreed upon reduced amount should be used when new employers are entered, until such time as the agreement is done (e.g., the credit balance is absorbed).







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				




















				Improvement Category



				Description of Improvement







				Automation



				· Moved generating the amended IW to the system.  This should be done based on the updates to the system.



· Moved the monitoring for initial compliance to the system as the system should be able to do this monitoring.







				Process Adaptation/Streamlining



				







				Standardization



				This process utilizes the Dispute Resolution process as a sub-process within this process.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #10:  There are varying actions being taken on how the credit balance is handled.  Some offices recoup at 100% as the custodian already received the money, other offices go to court for a decision, and others come to an agreement with the parties.  The group believes parties need to be contacted or notified of what is going on and that guidelines may be needed.  The group agreed that statewide standardization of actions is necessary as this step does not qualify for an exception under the statewide standardization rule exception criteria.  The group recognizes the need to standardize and recommends policy be established on this issue.







				Possible Requirement Elaboration



				Step #1:  System holds excess payments when obligation has been met (future collections) and sends the money out at the first of the month.  Review requirements to ensure requirement is sufficient.  







B2:  New employers getting full amount instead of reduced amount in income withholding.   The new system could solve this problem.  This is a possible requirement elaboration opportunity.  It would be beneficial if the new system had some ability to maintain the original amount and the agreed upon amount, and as long as the agreement is in place to continue to use the agreed upon amount in all income withholdings.







				Miscellaneous Notes
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Unemployment Withholding (Tier A) 



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Meets IW conditions and no exception exists



				The system identifies cases that meet the income withholding conditions and no exceptions exist.



				



				







				1.2



				Requests withholding to unemployment office



				The system requests income withholding notice for the Department and Employment, Training and Rehabilitation (DETR).  These notices are electronically transmitted to the DETR office.  















				There is duplication of effort.  These documents are printed in Central Office who mails them.  Clark, NIIO, and Churchill rely on Central Office to send these notices.  The other counties all generate and fax their own notices to DETR.



Reno PAO does one notice that contains all the people for DETR.



Douglas, Churchill, Nye and Mineral do income withholding notices.



All others send one piece of paper per noncustodial parent, but it is not the income withholding notice.  



Elko DA office has a UIB fax in our flexi forms specific to this action. 



				Key Step:  



Ensuring the notification is sent to the unemployment office.



Necessary Conditions:



· Interface with unemployment agency to know NCP if receiving unemployment benefits and to send the income withholding electronically



· IW provision in the order and entered in system







Construction Decision:  



Duplication of effort.  Currently there is duplication of effort as the Central Office sends these notices and the local offices also send notices.  The system is the only entity that should send these notices (electronically) to the DETR office.  Some of the information that could be contained in the interface is beginning withholdings, amended withholdings and termination of withholdings.  The group agreed with this construction decision.







				1.3



				Monitors for compliance with initial IW



				The system monitors for compliance with the initial income withholding.  



				



				Key Step:  



Ensuring IW process is implemented.



Necessary Conditions:



· IW notice generated and sent to unemployment







				1.4



				Is payment received?



				Is payment received from the DETR office?







If yes, go to 1.5



If no, go to 1.6



				 



				







				1.5



				Go to Monitor for Change sub-process



				Go to the Monitor for Change sub-process to monitor for case changes that will affect the income withholding process. 



				 



				







				1.6



				Next appropriate action taken



				If payment is not received, the system notifies the enforcement worker to take the next appropriate action.  This action could be to send another notice or to call the DETR office. 



 If the amount that the DETR office can withhold is low, DETR may not withhold because of the cost of processing.  The DETR office can assess a $3.00 processing fee. 



				 



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Receives notification NCP receiving UIB in other jurisdiction



				The system receives notification that the noncustodial parent is receiving unemployment compensation in another jurisdiction.



				



				







				2.2



				Is case an existing initiated case?



				Is the case an existing two-state (initiated) case?



If so, the other jurisdiction performs income withholding.







If yes, go to 2.3



If no, go to 2.4



				



				







				2.3



				New information sent; process ended



				The information is sent to the other jurisdiction and the process ends as the other jurisdiction performs the income withholding.



				



				







				2.4



				Does other jurisdiction accept direct IW for UIB?



				Does the other jurisdiction accept direct income withholding for unemployment benefits?



The system has the ability to know if the other jurisdiction accepts direct income withholding for unemployment benefits.







If yes, go to 2.5



If no, go to 2.7



				



				







				2.5



				Generates IW forms to other jurisdiction’s unemployment office



				The system generates the income withholding form to the other jurisdiction’s unemployment office.



				 



				Key Step:  



Ensuring the notification is sent to the unemployment office.



Necessary Conditions:



· IW provision in the order and entered in system



· System knows which jurisdictions do direct withholding







				2.6



				Case monitored for compliance



				The system monitors the case for compliance.



Compliance either means the two-state action has been initiated or the other jurisdiction’s unemployment office honors the income withholding notice.



				 



				







				2.7



				Generates intergovernmental transmittal to other jurisdiction’s central registry



				The enforcement worker generates an intergovernmental transmittal to the other jurisdiction’s central registry to start the two-state process.



				



				Key Step:  



Ensuring the notification is sent to get the process starting in another jurisdiction.



Necessary Conditions:



· System knows which jurisdictions do not do direct withholding
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				NCP in third state



				Noncustodial parent could be in a third state for collecting unemployment benefits instead of the state in which they are living.  



				Open Issue – design into new system







				B2



				Intercept issues



				All cases are not included in the intercept since it is at the case level and not at the noncustodial parent level.  That means that if the noncustodial parent has three cases with income withholding, only one could be included in the intercept and therefore only one has the withholding notice sent.  



				System automation removes the barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Actions at NCP level



				Include all the offices when sending the income withholding notice when adding an employer, etc.  The employer is at the noncustodial parent level, but the notices are case level.  Therefore some cases may not have notices issued when the notices should be issues.



				System automation implements the suggestion







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved the entire initiation phase to the system as the system should be able to generate the withholding once the interface identifies the NCP receiving unemployment.



· Moved the notification of NCP receiving UIB in other state to system as once this is entered or interfaced, the system should identify.



· Moved generating the IW to the other jurisdiction to the system as the system should be able to generate once information is entered or interfaced.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #2.4:  The system has the ability to know if the other jurisdiction accepts direct income withholding for unemployment benefits.  This entails having a state profile with this information.  Review requirements to determine if elaboration is needed.







				Miscellaneous Notes
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Social Security Intercept (Tier A)



Rationale:  Influence on incentive measures



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives notification NCP SS approved



				The system receives notification of the noncustodial parent’s social security approval from the interface with social security.  The worker could also receive this information from the custodian.  



				



				Key Step:  



NCP SS approved so should start process



Necessary Conditions:



· SS approval















				2



				Uploads information on SS type



				The system uploads the information on the type of social security benefits for which the noncustodial parent is approved.



The system needs the ability to distinguish which type of social security is being received to determine if income withholding is appropriate.



				



				Construction Decision:  



Updated upload information on social security into the system swim lane as the interface has the capability to determine the type of social security and when the noncustodial parent is approved.







				3



				Does case qualify for IW?



				Does the case qualify for income withholding?



If the noncustodial parent is receiving Supplemental Security Income (SSI), they do not qualify and may close the case if the noncustodial parent is not receiving income from another source.







If yes, go to 5



If no, go to 4



				



				Key Step:  



Determining if the type of SS qualifies for IW.



Necessary Conditions:



· IW provision in order and entered in system



· Ability to determine which type of SS is being received







				4



				Appropriate action taken



				If the case does not qualify for income withholding and the noncustodial parent is receiving SSI, the system notifies the worker to review for next appropriate action.



				Documentation is needed in order to proceed with case closure per policy. There are other avenues for collection if noncustodial parent is receiving SSI. 



				Design Note:  



Develop business rules for each type of Social Security.  These rules should include when to send a closure, when to send an income withholding notice, etc.  Once these rules are done, the system may be able to take some of the next appropriate actions automatically.







				5



				Updates SS as employer



				The system updates social security as the employer on the system as appropriate based on the type of social security benefits. 



				Social security is only added as an employer if the noncustodial parent is collecting SSD benefits, we cannot withhold from SSI benefits. 



				







				6



				Sends IW to SS office



				The system sends the income withholding notice to the social security office based on the type of benefits.



				



				Key Step:  



Sends IW notice which starts the withholding.



Necessary Conditions:



· SS address for IW







				7



				Is money being received?



				Is money being received based on the income withholding notice that was sent?



The system recognizes the source of the payment in order to know if money is being received based on the income withholding to social security.







If yes, go to 9



If no, go to 8



				



				







				8



				Next appropriate action taken



				If money is not being received, the system notifies the worker to take the next appropriate step.  This may be to call the noncustodial parent or contact Social Security.



				



				







				9



				Did NV initiate?



				Did Nevada initiation with another state?







If yes, go to 10



If no, go to 11



				



				 







				10



				Stop initiated part with other jurisdiction



				If money is being received based on the income withholding, the system generates the transmittal to stop the initiated part with the other state to ensure that both states are not enforcing the same order.



				



				Construction Decision:



There was discussion as to whether the two-state action should be stopped.  The group decided this should be stopped to reduce work for the other jurisdiction and bring the control back to the offices.







				11



				Go to Monitor for Change sub-process



				Go to the Monitor for Change sub-process to monitor for case changes that will affect the income withholding process. 



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Employer automatically updated



				It should be added to the employer screen automatically.  Currently they have to add it to the employer screen before the income withholding notice can be sent.  



				Open Issue – design into new system







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Interface updates



				The interface should populate the information onto the case.  



				Open issue – design into new system







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved question of does case qualify for IW to system as system should be able to determine as long as the type of SS is entered online.



· Moved updates SS as employer to system as should be able to do once determined type of SS can be withheld.



· Moved monitor for money to system.



· Moved stopping initiating part to system as system should be able to generate the request to the other jurisdiction.







				Process Adaptation/Streamlining



				Reworked the flow as the key steps seemed to be out of order.  The income withholding was being sent before the social security was approved and the type of benefit determined.  This causes excess paperwork for both the state and SSA.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #10:  There was discussion as to whether the two-state action should be stopped.  The group decided this should be stopped to reduce work for the other jurisdiction and bring the control back to the offices.







				Possible Requirement Elaboration



				Step #7:  The system recognizes the source of the payment in order to know if money is being received based on the income withholding sent to social security.  Review to ensure requirements cover this process assumption.







				Miscellaneous Notes
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Workers’ Compensation (Tier A)



Rationale:  Frequency of use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies claim



				The State Services Portal identifies claims and the information is loaded into the system.



				 



				Construction Decision:



If the interface can create a listing, it should be able to upload information into the system.   The information comes from the State Services Portal.  The group agreed with the construction decision.







				2



				Matches case



				The system matches claims to cases that have income withholding provisions and workers’ compensation companies.    



				



				Key Step:  



When the match is made, the process starts



Necessary Conditions:



· Interface with workers’ compensation company







				3



				Is WC company known to system?



				Is the workers’ compensation company to be added already known to the system?



The system needs to determine if the workers’ compensation company is already known to the system to determine the next appropriate step.







If yes, go to 5



If no, go to 4



				



				







				4



				Adds temporary WC company and submits to Employer Services Unit



				If the workers’ compensation company to be added is not already known to the system, the system adds the workers’ compensation company temporarily and submits the temporary workers’ compensation company information to the Employer Services Unit to confirm and make permanent or consolidate with an existing company.



				



				Construction Decision:  



Group agreed with the step that allows the system the ability to create a temporary workers’ compensation company.  This would be submitted to the Employer Services Unit to verify and either make the workers’ compensation company permanent or to consolidate with an existing company.  This maintains the integrity of the database while allowing the process to continue without delay.







				5



				Updates system



				The system is updated with the workers’ compensation company information.



				



				







				6



				Has withholding notice been sent?



				Has an income withholding notice been sent based on the information from the interface?



The system identifies if the income withholding notice was sent to this workers’ compensation company.







If yes, go to 9



If no, go to 7



				If the worker’s compensation insurance company is not known to the system, a work order is submitted through Nevada Child Support Employer Services Center. 



				







				7



				Requests IW and sends to workers’ compensation company



				The system requests the income withholding notice and sends the notice to the workers’ compensation company. 



				



				Key Step:  



Sends IW notice to start the withholding.



Necessary Conditions:



· IW provision in order and entered in system



· WC company address known







				8



				Implements withholding



				The workers’ compensation company implements the withholding based on the notice.



				



				







				9



				Monitors for initial compliance



				The system monitors for initial compliance with the income withholding notice that was sent to the workers’ compensation company.



				 



				Key Step:  



Monitor for implementation of the IW



Necessary Conditions:



· Notice generated to WC company



· Ability to connect with payment system







				10



				Is payment received?



				Is payment being received from the workers’ compensation company based on the income withholding notice?







If yes, go to 11



If no, go to 12



				



				







				11



				Go to Monitor for Change sub-process



				Go to the Monitor for Change sub-process to monitor for case changes that affect the income withholding process. 



				 



				







				12



				Next appropriate action taken



				If money is not being received, the system notifies the enforcement worker to take the next appropriate action.  That action could be resending the income withholding notice to the workers’ compensation company or calling the company to determine why money is not being received.  



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				No automatic updates of worker’s compensation group







				System should automatically update the employer screen with the correct information from Workers Comp Group



				Incorporated into Step #5







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automation to update system when there is a noncustodial parent receiving benefits. 



				If worker’s compensation groups had to report just like new hire we may be able to get a jump on the process. This would include finding out if they are getting settlement (possibly) so we could get updated judgment etc. 



				Incorporated into Step #5







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				The steps that were taken by the enforcement worker were moved to the system 







				Process Adaptation/Streamlining



				Added steps for system to add a temporary WC company if not already known to the system.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #4:  Ability for system to add temporary workers’ compensation company and ability for specific users to consolidate companies if duplicate company records are found (e.g., the temporary is already an existing)







Step #6:  System has to have information on which company ties to the income withholding notice so it does not send another notice automatically.







				Miscellaneous Notes
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Financial Institution Data Match (Tier A)



Rationale:  Potential for statewide standardization



Group Recommendation:  Centralize 



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case with FIDM



				The system identifies cases that meet the Financial Institution Data Match (FIDM) threshold.  



				Elko DA and Clark do their own.  All others are done by one person in Reno PAO.



Reno PAO will seize if there are adjudicated arrears owed. 



				Key Step:  



Starts the process



Necessary Conditions:



· FIDM data on the system







				2



				Reviews case



				The system reviews the case to ensure that a delinquency notice was sent and the case meets the initial criteria.



				



				Key Step:  



Determines if case qualifies for FIDM.



Necessary Conditions:



· Defined criteria to qualify for FIDM 







				3



				Is additional information / action needed?



				Is any additional information or action needed from the office?







If yes, go to 4



If no, go to 7



				



				







				4



				Requests from office



				The FIDM worker lets the office know if they need to get a judgment or other action before the process continues.  



				



				







				5



				Was information received or action taken?



				Was the additional information received or was the action taken by the office?







If yes, go to 7



If no, go to 6



				



				







				6



				Process ended



				If the additional information is not received or the action is not taken, the process ends.



				 



				







				7



				Does office want to proceed?



				Does the office want to proceed?



The FIDM worker coordinates with the office as to whether the process should continue.  If the noncustodial parent is paying consistently, the office may decide not to proceed.  The FIDM worker also indicates if attorney approval is needed due to a joint or business account.







If yes, go to 8



If no, go to 6



				When performing this for other counties, in the cases of joint account or business account Reno PAO FIDM worker may request approval from assigned case manager before proceeding.  



				







				8



				Seizes money and sends notice to NCP and office if appropriate



				The FIDM worker sends notice to the financial institute to seize the money.  At this time a notice is sent to the noncustodial parent.  The office is also informed if appropriate.  The notice to the noncustodial parent includes their right to request a hearing.



				







				Key Step:  



Seizing and collecting the money.



Necessary Conditions:



· Delinquency (due process) notice sent







				9



				Holds funds for 33 days



				The funds are held for 33 days.  This allows the noncustodial parent time to request a hearing.  The noncustodial parent has 30 days to request a hearing. 



For cases involving other states, funds may be held longer to ensure the noncustodial parent has adequate time to request a hearing.



				Out of state bank seizures generally require additional response time on status of seizure.







				







				10



				Did NCP dispute remedy?



				Did the noncustodial parent dispute the remedy?



If the noncustodial parent disputes the remedy and requests a hearing, the hearing date must be set within 20 days of the request.







If yes, go to 13



If no, go to 11



				The noncustodial parent requesting a hearing is contacted by phone if possible to discuss scope of FIDM hearing. FIDM hearings are very narrow in scope; is there a valid order and is money owed?



				







				11



				Issues funds from UDC



				If the noncustodial parent does not dispute the remedy, the funds are issued from Undistributed Collections.



				 



				Key Step:  



Issuing the seized funds



Necessary Conditions:



· Time for hearing request past with no hearing being requested.



· If hearing results in favorable outcome, funds would also be released in Step 14 below.







				12



				Go to appropriate financial process



				Go to the appropriate financial process for the actual issuance of funds.



				



				







				13



				Go to Dispute Resolution process



				If the noncustodial parent disputes the remedy (e.g., requests a hearing), the Dispute Resolution process is followed.  Once a hearing is requested, the hearing date must be set within 20 days of request.  The court holds the hearing.



				Within 20 days if possible. FIDM hearing is a high priority and delayed scheduling could cause the money to be refunded due to not meeting time frames of hearing request.  



				







				14



				Appropriate action taken based on dispute resolution



				The FIDM worker takes the appropriate action based on the dispute resolution.



				Funds are either disbursed or refunded by assigned case manager.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Contacting financial institutions



				The issue is not having a specific contact within the financial institution to determine the results of the seizure request.  



				Open Issue







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Centralized function







				This lends itself to a centralized functionality and specialized knowledge.



				Open Issue – Group recommended this be centralized.  Most offices use Woody to do this process so it is mostly centralized at this time.







				SI2



				Specific contacts with financial institutions



				Establish contact with the institution(s) to determine outcome of seizure attempt and making information easier to obtain.



				Open Issue







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved reviews case from worker to system



· Moved seizes money (should be done based on letters being generated to bank and NCP and county) to system



· Moved money held money to system



· Moved monitor for NCP hearing request to system



· Moved issues funds if no hearing request to system







				Process Adaptation/Streamlining



				







				Standardization



				This process utilizes the Dispute Resolution process as a sub-process within this process.







				Improved Quality



				Changed generate report to identifies case with FIDM.  System should be able to identify cases and review for delinquency notice generation.







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				SI1:  The group recommended centralization for this functionality. Since most of the offices are using the same person to do this process, it is almost centralized at this time.







B1 and SI2:  Contacts could be established with the financial institutions and agreements made as to the form of contact and single point of contact.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Liens (Satisfaction / Release of Judgment) (Tier A)



Rationale:  Frequently used



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies new order with judgment



				The system identifies a new order with a judgment.    



				



				Key Step:  



Starts the process of recording a lien for the judgment.



Necessary Conditions:



· Order entry includes judgment recorded on the system







				1.2



				Do arrears qualify for recording?



				Do the arrears qualify for recording of a lien?



The system ensures the order includes a judgment that qualifies for recording.







If yes, go to 1.4



If no, go to 1.3



				Clark judgment threshold is $500.



Elko DA will record a lien regardless of the amount.



Reno PAO will record a real property lien whenever a judgment is rendered in a child support enforcement case.



(Per SEM 606, Real Property – no dollar amount NRS 17.150)



				Construction Decision:



Currently varying practices are used as far as when to record the lien and the threshold for recording.  This would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



Policy states record on judgment for real property and no dollar amount threshold.



The group decided to follow current policy for determining if arrears qualify for recording.







				1.3



				Process ended



				If the arrears do not qualify or there are no arrears, the process ends.



				



				







				1.4



				Generates notice to Recorder’s Office



				The system generates the notice to the Recorder’s Office of the lien in the amount of the judgment.



While the system generates the document, the worker attached any additional documents, certified copies, etc. that are needed.



Liens are always placed on the person, not on the property.  



				Washoe and Reno PAO will be automating their process with the Recorder’s office soon.  



Washoe must have a docket number from their county to record the lien. 



Churchill will record under other court docket numbers.



Elko DA will record if arrears have been reduced to judgment and will assist other counties as well. 



				







				1.5



				Records lien



				The Recorder’s Office records the lien. 



				



				Key Step:  



Lien placed for the judgment amount.



Necessary Conditions:



· Notice to record generated







				1.6



				Lien is placed



				The lien is placed. The lien stays in place until it is released.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Receives notification of NCP activity



				The lien worker receives notification if the noncustodial parent goes to purchase a house, sell a house, or refinance.  



				



				Key Step:  



Identifying activity that may lead to payment.



Necessary Conditions:



· Lien is placed



· Recorder’s Office sends notification







				2.2



				Sends demand letter



				The lien worker sends the demand letter to the title company (or other entity) stating the amount that is due.  



				



				







				2.3



				Is a no-money release necessary?



				Is a no-money release necessary?



This may be necessary for a party to refinance their home or in cases of foreclosures.  This is recorded in the system.







If yes, go to 2.4



If no, go to 2.8



				



				







				2.4



				Generates temporary release of lien



				The system generates a temporary release of lien.  This release is only good to close the deal discussed and the lien will be replaced.



While the system generates the paperwork needed, a legal signature is required to release the lien.



Workflow forwards the generated document to the appropriate person for signature.



				



				







				2.5



				Recorder’s Office notified of release



				The Recorder’s Office is notified of the temporary release of lien.



				



				







				2.6



				Monitors to replace lien after specified timeframe



				The system monitors to replace the lien after the specified timeframe is past.



				



				







				2.7



				Recorder’s Office notified to replace lien



				The Recorder’s Office received notification to replace the lien.



				



				







				2.8



				Does NCP pay in full?



				Does the noncustodial parent pay in full?



The system monitors for payment in full from the noncustodial parent.  If the noncustodial parent pays in full, the lien must be released.







If yes, go to 2.9



If no, go to 2.11



				Per SEM 606 liens for arrearages shall be in effect until the judgment is satisfied, case does not have to be paid in full just the adjudicated arrears.  



				Key Step:  



Monitoring for payment in full.



Necessary Conditions:



· Interface with financial system 







				2.9



				Generates release of lien



				If the noncustodial parent pays in full, the system generates the release of lien to the Recorder’s Office.



While the system generates release of lien paperwork, these documents require a legal signature.



Workflow forwards the generated document to the appropriate person for signature.



				



				Key Step:  



Releasing the lien / ending the process.



Necessary Conditions:



· System monitoring for NCP payment in full



· System aware of recorded lien







				2.10



				Recorder’s Office notified of release



				The Recorder’s Office releases the lien.



				



				







				2.11



				Does party stipulate to agreement?



				Does the party (either noncustodial parent or custodian) stipulate to an agreement?



If the noncustodial parent does not pay in full, the noncustodial parent can stipulate to an agreement.



If the custodian wants to have the lien released, the custodian can stipulate to zero arrears or agree to settle the arrears for less.  The noncustodial parent must pay the settled upon amount to release the lien.







If yes, go to 2.13



If no, go to 2.12



				



				







				2.12



				Lien kept in place



				If the noncustodial parent does not agree to stipulate to an agreement, the lien is kept in place.



				



				







				2.13



				Enters agreement



				The lien worker enters into an agreement (which is recorded online).



If the noncustodial parent does not pay in full, the noncustodial parent can stipulate to an agreement.



If the custodian wants to have the lien released, the custodian can stipulate to zero arrears or agree to settle the arrears for less.  The noncustodial parent must pay the settled upon amount to release the lien.







				Washoe will release if paid in full; otherwise they will do stipulation to release for period of time and put back on. This is done at the request of the custodian.  This is usually a home refinance or sale.  Once the sale or refinance is complete a new judgment is recorded. 



Washoe does not negotiate; they document the agreement between the parties.



Elko said they don’t negotiate for the custodian; the custodian would have to waive service and penalties and would do satisfaction of lien and release.



Douglas does satisfaction and release as one document if the custodian is paid in full. 



Washoe and Reno only do the release, but no satisfaction.



				







				2.14



				Monitors for compliance with agreement



				The system monitors for compliance with the stipulated agreement. 



				



				Key Step:  



Monitoring terms of agreement for appropriate generation of result (release / replacement of lien)



Necessary Conditions:



· Terms of agreement entered in system







				2.15



				Is NCP compliant?



				Is the noncustodial parent compliant with all terms of the stipulated agreement?



The system monitors compliance with the agreement.







If yes, go to 2.16



If no, go to 2.12



				



				







				2.16



				Generates notice to Recorder’s Office to release the lien 



				If the noncustodial parent is compliant with the agreement, the system generates notification to the Recorder’s Office to release the lien.  



While the system generates the paperwork, workflow forwards the paperwork for the appropriate legal signature.



				.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Closure process and liens



				During closure process, system does not identify need for release of lien.  It would be good if the closure process flow took the person automatically to release



				Covered in Case Management - Case Closure process







				B2



				County – only recording



				Only recorded in counties at this time; should be recorded at a state level.  Need a combined centralized system.



				Closed Issue:



Discussion that this could be made statewide by electronically sending to all counties whenever there is a judgment in one county.  The group agreed that this is not cost effective to pursue as each county recorder’s office has different paperwork that is required in order to place the liens.  The cost and effort required to file in each county outweighs the possible benefits.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Streamlined method



				Need a way for one action in the various counties to place and release the lien.



				Incorporated into flow







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved the following to system swim lane:



· Identifies new order



· Decision as to whether arrears qualify for recording



· Notifying Recorder’s Office



· Monitoring for NCP paid in full



· Releasing lien



· Monitoring for compliance with agreement



· Replacing lien if NCP is noncompliant







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #1.2:  Current policy could be followed now when placing liens on real property.  This standardization does not need to wait for the new system to be implemented.







				Possible Requirement Elaboration



				Step #2.13:  Ability to enter agreements that are made in a way that the system can monitor the agreement.







				Miscellaneous Notes
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Liens (Personal Property) (Tier B)



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies personal property



				The lien worker identifies the noncustodial parent’s personal property.  Some of the property that is identified is as follows:



· Assets on their person when booked into jail (this is noted on the bookings sheets)



· Vehicles or any other person property



· Casino coins



The lien worker may learn of assets through the custodian, court, or even the noncustodial parent.



				Clark does asset checks using CLEAR system as well as property and business licenses.



Elko DA does not do personal property liens.  











				Key Step:  



Identifying property on which liens can be placed



Necessary Conditions:



· Ability to search for liens online







				2



				Is NCP paying as ordered?



				Is the noncustodial parent paying as ordered?







If yes, go to 3



If no, go to 4



				



				Key Step:  



Monitoring to determine if NCP is paying as ordered



Necessary Conditions:



· Terms of order entered online







				3



				Process ended



				If paying current and arrears, do not seize the assets.   The process ends.



				



				







				4



				Forwards for attorney decision to pursue



				If the noncustodial parent is not paying as ordered, the case is forwarded for attorney decision as to whether to pursue the personal property.



				



				







				5



				Is lien being pursued?



				Is the attorney approving the lien being pursued?







If yes, go to 6



If no, go to 3



				



				







				6



				Prepares paperwork



				The lien worker prepares the paperwork to seize the property.  This is a legal execution form and affidavit.  This along with a check (execution fee) must be sent to the law enforcement officer.



				



				







				7



				Submits paperwork packet to law enforcement



				The lien worker submits the paperwork packet to the law enforcement officer. 



				



				Key Step:  



Paperwork to have property seized.



Necessary Condition:



· Property identified







				8



				Notifies NCP and holds property for 20 days



				The law enforcement officer follows their process.  This process includes notification to the party and holding the property for 20 days to allow for an appeal period.



				



				







				9



				Did NCP dispute remedy?



				Did the noncustodial parent dispute the remedy?







If yes, go to 12



If no, go to 10



				



				







				10



				Forwards property



				If the noncustodial parent did not respond to the notification or dispute the remedy, the law enforcement officer forwards the property to the lien worker.



				



				







				11



				Property seized



				The property is seized.  The property could be sold at auction to repay the amount owed.



				



				







				12



				Go to Dispute Resolution process



				If the noncustodial parent disputes the remedy, the Dispute Resolution process is followed.



				



				







				13



				Appropriate action taken based on dispute resolution



				The lien worker takes appropriate action based on the dispute resolution.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Elko DA does not attach personal property. 



				Elko DA indicates this process would be beneficial to utilize. They have the ability but have never taken the step except 1 time many years ago.  



				Policy / practice decision that does not affect the process or system solution.  Centralization assists in these actions being taken consistently.







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				This process utilizes the Dispute Resolution process as a sub-process within this process.







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  This would allow consistent standards to be applied across the state and allow specialized knowledge to be acquired (e.g., do vehicle liens need to have the title changes?, etc.).







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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CSLN and Claim Matching (Tier A)



Rationale:  Potential for statewide standardization



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Sends file to CSLN



				The system sends information to the Child Support Lien Network (CSLN) on open cases where arrears are overdue or support is owed.



The noncustodial parent must have at least $500 in arrears for one or more children to qualify for CSLN per policy (602.19). 











				Cases certified for federal offset are reported to OCSE for their insurance claims matching process. OCSE matches are processed by CSLN for Nevada. Obligors with at least $500 in arrears are reported to CSLN for matching with insurers that have agreed to CSLN data exchange. CSLN sends an email notification to the enforcing authority’s designated contact when there is a match. NOMADS also generates an alert



Reno PAO and Clark have centralized person doing the process and it appears to be more successful for them. 



There are two kinds of claims; workers comp and personal injury. Personal injury claims are more likely to result in lump sum payments. A different cover letter is sent requesting payout from the settlement.



				







				2



				Emails match information



				CSLN automatically sends information on any match via email.



When matches are identified, CSLN sends email.  The email contains the noncustodial parent’s name and Social Security Number (SSN).  



				Reno PAO receives match from CSLN website.



				







				3



				Receives and researches email



				The CSLN worker receives and researches the email.    



Policy states that worker must review the email and determine the type of claim.  The claim types are insurance other, life insurance, personal injury, or worker’s compensation.



Staff must access the CSLN website to get information necessary for income withholding and more details.



				



				Construction Decision:



There are varying practices in offices and guidelines should be developed so that everyone is treated the same no matter where they live.  The groups agreed to the construction and to recommend centralization which assists in consistency and standardization for handling of CSLN matches.







				4



				Contacts insurance company



				The CSLN worker contacts the insurance company to get additional details on the type of claim, when it may be resolved, etc.  



If the claim is being litigated, it could be years before it is resolved.



				



				







				5



				Updates system



				The CSLN worker updates the system with the information on the CSLN claim and insurance company.  This allows the system to assist with document generation and monitoring.



				



				Key Step:



Updating system with the information on the workers compensation discovery starts the process.



Necessary Conditions:



· Match made for NCP and claim



· System can capture information necessary



· Worker has gathered information to enter







				6



				Is IW appropriate?



				Is income withholding appropriate?  



If the noncustodial parent is currently making ongoing payments, income withholding may not be appropriate.







If yes, go to 8



If no, go to 7



				



				







				7



				Generate lump sum to insurance company & notice to NCP



				The system generates a lump sum income withholding notice to the insurance company and also generates a notice to the noncustodial parent.



				



				Key Step:



This is the action needed to get the funds from the CSLN match.



Necessary Conditions:



· Insurance company address



· Order / lump sum information



· NCP address







				8



				Generates IW & lump sum to insurance company & notice to NCP



				The system generates an income withholding notice along with a lump sum income withholding notice to the insurance company and also generates a notice to the noncustodial parent.



				



				Key Step:



This is the action needed to get the funds from the CSLN match.



Necessary Conditions:



· Insurance company address



· Order / lump sum information



· NCP address







				9



				Monitors for initial compliance with IW



				The system monitors for initial compliance with the income withholding and / or lump sum withholding that was generated.



Since this process can take years, the system would review periodically and notify the worker appropriately.  



				



				







				10



				Did arrears go below $500?



				Did the noncustodial parent’s arrears go below $500?



If so, this action needs to be reviewed to see if the action needs to be stopped or modified.







If yes, go to 11



If no, go to 13



				



				







				11



				Sends notification to CSLN worker



				If the arrears go below the $500 threshold, the system notifies the CSLN worker to review to see if the action needs to be stopped or modified.



If no payments have been received after a period of time, the system notifies the worker to contact the insurance company for a status on the claim.



				



				







				12



				Next appropriate action taken



				If the arrears go below the $500 threshold, the next appropriate action may be to review to see if the action needs to be stopped or modified.



If no payments have been received after a period of time, the next appropriate action may be to contact the insurance company for a status on the claim.



				



				







				13



				Is payment received?



				Is payment being received from the insurance company?







If yes, go to 14



If no, go to 11



				



				







				14



				Go to Monitor for Change sub-process



				 Go to the Monitor for Change sub-process to monitor for case changes that affect the income withholding process. 



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Employer updates



				Should update the employer automatically to be able to send the income withholding automatically.



				Open issue – the CSLN worker must go into the CSLN website to get the information so automatic update is not possible at this time.







				B2



				External system



				The process is hard to automate when it is an external system.



				Streamlined







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Centralization



				May lend itself to a centralized function.  So worked and worked consistently.  Specialized knowledge and consistency with follow-up if can be one worker.



				Group recommended that centralization of this process was appropriate.







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved qualification question to system



· Moved generating the notice to system



· Moved monitors for initial compliance to system



· Moved monitor for payment to system



· Moved case monitoring to system







				Process Adaptation/Streamlining



				Added uploads information to ensure system from CSLN is uploaded.







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  Centralization of this process allows consistency and specialized knowledge with CSLN.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Administrative Enforcement of Interstate (AEI) (Tier A)



Rationale:  To-Be only process



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Sends request for AEI via CSENet



				The other jurisdiction sends a request for administrative enforcement of interstate action via a CSENet transaction.



				



				Parking Lot - Resolved:



The group was unfamiliar with this process and decided they needed to do research on this process before they could review and comment on the process.  The following materials were identified for review (from the OCSE website):



· AT 98-05



· PIQ 98-07



· IM 97-05



· AT 97-10



· Balanced Budget Act in 97 and Act of 98.



· AT 97-19



The group also thought a policy may be appropriate for this process.







Construction Decision:



Construction is based on Nevada law (NRS 425.460(2)(d) that extends the Nevada FIDM laws to out of state child support agencies.  Financial institutions doing business in Nevada are required to honor notices of attachments they receive from out of state child support agencies. 







				1.2



				Other jurisdiction notified of NV laws



				The system automatically generates a response to the other jurisdiction.  This response provides the citation for Nevada law that allows the out of state child support agency to contact the financial institutions directly.  Financial institutions doing business in Nevada are required to honor notices of attachment from out of state child support agencies.



This notification is generated via a CSENet transaction.



				



				Key Step:  



Notifying other jurisdictions that Nevada law allows them to deal directly with the financial institutions doing business in Nevada.



Necessary Conditions:



· System receives request and automatically responds to request with information







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Sends request for AEI via transmittal



				The other jurisdiction sends a request for administrative enforcement of interstate action via a paper transmittal.



				



				Construction Decision:



Construction is based on Nevada law (NRS 425.460(2)(d) that extends the Nevada FIDM laws to out of state child support agencies.  Financial institutions doing business in Nevada are required to honor notices of attachments they receive from out of state child support agencies. 







				2.2



				Indicates request on system



				The Central Registry worker indicates the request and the jurisdiction that made the request within the system.  This is done without creating a case, but allows the system to generate a response.



				



				







				2.3



				Generates response to other jurisdiction



				The system automatically generates a response to the other jurisdiction.  This response provides the citation for Nevada law that allows the out of state child support agency to contact the financial institutions directly.  Financial institutions doing business in Nevada are required to honor notices of attachment from out of state child support agencies.



The notification is generated via a transmittal.



				



				







				2.4



				Other jurisdiction notified of NV laws



				The Central Registry mails the response to the other jurisdiction.  This ends the process.



				



				Key Step:  



Notifying other jurisdictions that Nevada law allows them to deal directly with the financial institutions doing business in Nevada.



Necessary Conditions:



· Ability to indicate request
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Step #1.2:  CSENet transaction for notice to out of state agency when there is no case set up.







				Miscellaneous Notes
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Federal Tax Refund Offset (Tier B)



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies case that meets submission criteria



				The system identifies cases that meet the submission criteria.



				 



				Key Step:  



Starts the process by identifying case that meets criteria.



Necessary Conditions:



· Defined criteria in system for offset







				1.2



				Includes case in tax offset file



				Cases that meet the submission criteria are included in the tax offset file.



				 



				Key Step:  



Including cases in offset file to get offsets



Necessary Conditions:



· Interface with OCSE







				1.3



				Sends written notice to NCP



				OCSE sends written notice to the noncustodial parent.



Regulations allow either the State or OCSE to send the notice.  Nevada has opted to have the notices sent by OCSE.



				



				







				1.4



				File of notices sent to NCPs received from OCSE



				Central Office receives a file of the notices sent by OCSE to the noncustodial parents.



The notices are uploaded into the document management system for worker access.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Monitors case sent for federal offset



				The system monitors cases that were sent for the federal offset program.



				



				Key Step:  



Ensuring conformity with current case situation



Necessary Conditions:



· Ability to determine current balances owed online



· Ability to determine actively referred cases







				2.2



				Does case need to be updated?



				Does the case need to be updated? 



If the balance has reduced or increased, the case needs to be updated.  These are recertified monthly.







If yes, go to 2.3



If no, go to 2.1



				



				







				2.3



				Includes case in update file



				The file includes case updates.  Updates can be either updated arrears or sending a “removal” update to remove the file from the cases. 



				



				







				2.4



				Update file received and processed



				The update file is received and processed by OCSE.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				OCSE generated notices



				Workers wanted to be informed when the notices go out.  It would be nice to get a copy of notice to Compass.  



				Incorporated into Step #1.4







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Law changes



				Change the laws to include interest and penalties as being able to offset.  The noncustodial parent gets a refund, but may not be paid in full.



				Open Issue







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Federal Administrative Offset (Tier B)



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Runs eligibility program against all ordered cases



				The system runs eligibility programs against all ordered cases to determine which ones are eligible.



				



				







				1.2



				Is a match found?



				Is a match found when run against the eligibility programs? 







If yes, go to 1.3



If no, go to 1.1



				



				







				1.3



				Includes case in the administrative offset program



				When a match is found, the case is included in the administrative offset program.



				



				Key Step:  



Case included in file starts process



Necessary Condition:



· Interface with OCSE







				1.4



				Monitors case for a match



				OCSE monitors the cases received for a match in the treasury database. 



				



				







				1.5



				Does a match occur?



				Does OCSE get a match?







If yes, go to 1.6



If no, go to 1.4



				



				







				1.6



				Payment seized, notice sent to NCP, and payment transmitted



				Payment is seized and notice is sent to the noncustodial parent.



Types of payments that can be intercepted include payments to private vendors who perform work for a government agency, federal retirement payments, and relocation and travel reimbursements owed to federal employees.



Some payments that cannot be intercepted through this program include Veterans Affairs (VA) disability benefits, federal student loans, some Social Security payments, Railroad Retirement payments, Black Lung benefits, and payments made under certain programs based on financial need, such as Supplemental Security Income (SSI). 



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Monitors cases sent for federal offset



				The system monitors cases sent to the federal offset program to ensure changes are updated appropriately.



				



				Key Step:  



Ensuring conformity with current case situation



Necessary Conditions:



· Ability to determine current balances owed online



· Ability to determine actively referred cases







				2.2



				Does case need to be updated?



				Does the case need to be updated?







If yes, go to 2.3



If no, go to 2.1



				



				







				2.3



				Includes case in update file



				If the case needs to be updated, the updated information is included in the file sent to OCSE.



				



				







				2.4



				Update file received and processed



				The update file is received by OCSE and processed.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Passport Denial and Release (Tier B)



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies case that qualifies for passport denial



				The system identifies cases that qualify for passport denial.  The arrears must be over $2,500 to qualify and the noncustodial parent could be paying as ordered and still qualify for passport denial.



				Elko has standardized wording in their child support orders to inform noncustodial parents of this process.



				Key Step:  



Identifying cases is the first step in taking this enforcement action.



Necessary Conditions:



· Defined criteria within the system and data to compare to the criteria







				1.2



				Sends notice to NCP and OCSE



				The system sends a notice to the noncustodial parent and notifies OCSE when a case qualifies for passport denial.



				



				Key Step:  



Including appropriate NCPs in file



Necessary Conditions:



· Interface with OCSE



· Address for NCP







				1.3



				Receives notice to restrict passport



				OCSE receives notification to restrict the passport of the noncustodial parent.



				



				







				1.4



				Receives updated notice of action if appropriate



				For ongoing cases, OCSE receives updated notifications of action when appropriate.



				



				







				1.5



				Has a release request been received?



				Has a request to release the noncustodial parent’s passport been received by OCSE?







If yes, go to 1.7



If no, go to 1.6



				



				







				1.6



				Passport restricted / denied after 30 days



				If no request to release the noncustodial parent’s passport was received, the passport is restricted / denied after the 30-day period that allows the noncustodial parent to dispute the action.



				



				Key Step:  



Restricts passport based on debt and no resolution



Necessary Conditions:



· Notice sent to NCP







				1.7



				Passport released



				If a request to release the noncustodial parent’s passport was received, the passport is released.



				



				Key Step:  



Released passport based on payment or other resolution



Necessary Conditions:



· Ability to determine resolution or interface with financials for payments







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Receives request for emergency release



				The offset worker receives the request for an emergency release.  This is electronically sent from the office to Central Office.



				



				Key Step:  



Receiving the emergency release request is the first step in the process for the emergency release review.



Necessary Conditions:



· Notice of passport action sent to NCP



· NCP received notification of rights to contest action







				2.2



				Conducts review



				All requests for emergency release are sent to the Central Office for review.



Central Office can make decisions (exemptions) based on death in the family, medical travel, etc.



Central Office also does an emergency release request if the noncustodial parent is paid in full.



Central Office reviews the case and makes a determination.



				



				Key Step:  



Determining how to handle the dispute and the subsequent actions being taken.



Necessary Conditions:



· NCP contest received and ability to record the contest in system







				2.3



				Does case qualify for passport release?



				Does the case qualify for passport release?







If yes, go to 2.6



If no, go to 2.4



				



				







				2.4



				Updates system and notifies parties



				If the passport does not qualify for release, Central Office notifies the offset worker, noncustodial parent and custodian.  Central Office updates the system.



				



				Key Step:  



Recording results of dispute.



Necessary Conditions:



· Review conducted



· Ability to record the results of the dispute in the system







				2.5



				Restriction continued



				The restriction continues if the case does not qualify for passport release.



				



				







				2.6



				Updates system and notifies parties



				If the case does qualify for passport release, the Central Office sends a delete via the State Services Portal and notifies the offset worker, the custodian, and the noncustodial parent.  Central Office updates the system.



				



				Key Step:  



Recording results of dispute.



Necessary Conditions:



· Review conducted



· Ability to record the results of the dispute in the system







				2.7



				Sends update to OCSE via State Services Portal



				The Central Offices sends the update to OCSE via the State Services Portal.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Review standard  and guidelines for release



				Workers believe there should be more flexibility to allow release when someone is traveling for work or making income withholding payments as ordered including on arrears.  This remedy lends itself to some guidelines to allow more flexibility.  



				Open Issue – centralization may assist with this barrier as there could be guidelines and specialized knowledge.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Enhanced functionality for referrals



				Add system functionality for case managers to transmit requests for administrative reviews or expedited releases to Central Office



				Incorporated into Step #2.1







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				 















[bookmark: _Toc420616987]Credit Reporting (Tier B)



[image: ]



Credit Reporting (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Monitors for credit reporting eligibility



				The system monitors cases for eligibility for credit reporting.  The arrears threshold is $1,000.



				NIIO reports that initiating states should report their own cases to the credit bureau.



				







				1.2



				Is case eligible?



				Is the case eligible for credit reporting? 







If yes, go to 1.3



If no, go to 1.1



				



				Key Step:  



Identifying case on which to apply this remedy starts the process.



Necessary Conditions:



· Defined criteria for remedy



· Data necessary to compare to criteria







				1.3



				Generates notice of intent to report to credit bureau 



ONCE ONLY



				The system generates the notice of intent for the noncustodial parent.  This notice is only generated for those noncustodial parents that have not been previously reported.  



				



				Key Step:  



Provides due process to the NCP.



Necessary Conditions:



· Address for NCP







				1.4



				Has timeframe passed and should case report?



				Has the timeframe for the noncustodial parent to dispute the remedy passed and is the case still eligible to report?







If yes, go to 1.5



If no, go to 1.7



				



				







				1.5



				Includes NCP name in file



				The system includes the noncustodial parent’s name in the file sent to the credit bureau.



				



				Key Step:  



Reporting NCP for remedy



Necessary Conditions:



· Interface with credit bureau







				1.6



				Receives in file from CSEP



				The system sends an updated file to OCSE monthly.  OCSE receives the file and processes the information. 



				



				







				1.7



				Process ended



				Once the file is processed, the process ends.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Identifies cases sent to credit bureau



				The system identifies cases that have previously been sent for credit report.



				



				







				2.2



				Monitors for changes



				The system monitors the identified cases for changes that affect credit reporting.



				



				Key Step:  



Ensuring conformity with case circumstances.



Necessary Conditions:



· Data that case was reported to credit bureau and needs continual monitoring



· Ability to recognize change in circumstances (status, order status, and amount)







				2.3



				Does case qualify for closure?



				Does the case qualify for closure?







If yes, go to 2.4



If no, go to 2.7



				



				







				2.4



				Is closure in 60 days?



				Is case closure happening within the next 60 days?







If yes, go to 2.6



If no, go to 2.5



				



				







				2.5



				Monitors case for closure reporting



				The system automatically monitors the case for closure.  Once the case is actually closed, the credit reporting is stopped.



				



				







				2.6



				Closure reported to credit bureau



				Case closure is reported to the credit bureau in order to stop reporting.



				



				







				2.7



				Compiles NCP payment standing



				The system compiles the noncustodial parent’s payment standing (whether they are a “good” payer or have not paid for a number of months).  This information is sent to the credit bureau monthly.



				



				







				2.8



				Cases reported to credit bureau



				The cases are reported to the credit bureau including their payment standing and whether they are not paying as ordered or are paying.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Policy clarification needed



				Lack of clear policy and consistency.  Need workers to know when they can ask for exemptions from credit reporting.



				Open Issue







				B2



				Ability to stop credit reporting



				There is no monitoring for the PEND flag and there should be as some cases are not being reported.  Workers have the ability to PEND cases indefinitely.



				System automation removes the barrier







				B3



				Formal documentation standards



				Way to formally document the results of the case worker review. This came from the credit reporting dispute discussion.



				Resolved – This is included in the Dispute Resolution process.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved monitoring for timeframes to system swim lane.







				Process Adaptation/Streamlining



				







				Standardization



				Disputes are addressed by the Dispute Resolution process.







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				B1:  Opportunity for clear policy and consistency for workers on when they can ask for exemptions from credit reporting.  This may assist with the number of PEND flags that currently exist.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Automated Enforcement Exemptions (Tier A)



Rationale:  Potential for statewide standardization



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies new exemption



				The authorized worker identifies a new exemption that should stop automated enforcement remedies.  The case worker could also bring the need for an exemption to the authorized worker. 



This exemption will be at the case level.  For example, if the noncustodial parent has a temporary medical condition (e.g., hospital stay), there may be an exemption needed to not enforce against the noncustodial parent until released from the hospital and back to work.







				Currently there is a PEND flag that can be used to stop credit reporting.



When the bankruptcy indicator is flipped it stops cases from certifying for federal offset.



				Key Step:  



Appropriately identifying exemptions is critical.



Necessary Conditions:



· Ability to identify exemptions in the system







Parking Lot:



Group discussed working out business rules and determining what role can utilize this functionality.  It was agreed that there needs to be strict controls for applying exemptions.



Also determine the type of exemptions allowed and ensuring those that flow across cases or other offices are notified of the exemptions.  Types of exemptions discussed were NCP TANF, Prison, and Medical.







				1.2



				Updates system



				The authorized worker updates the system with the exemption.



				 



				







				1.3



				Prevents selected new remedies from starting



				The system prevents the selected new remedies from starting based on the exemption that was added. 



				 



				Key Step:  



Exemptions need to stop automated enforcement remedies appropriately.



Necessary Conditions:



· All enforcement remedies are tied to exemption functionality







				1.4



				Suspends selected remedies



				The system determines whether the selected remedies are in place and takes action to suspend the selected remedies.



This can be done either by the system, the authorized worker, or the case worker or a combination of all.  Workflow can assist with the worker portions of the process.



				 



				Key Step:  



Suspending existing remedies that need to be stopped.



Necessary Conditions:



· Standard criteria for what stops remedies and for what timeframes in the system







				1.5



				Process ended



				The process ends. 



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Monitors existing exemption 



				The system monitors existing exemptions.  This monitoring is based on specific criteria as to when the exemption should be reviewed (timeframes) or if another action was taken that requires reviewing the existing exemption (e.g., a dispute resolution that allows for continuing enforcement, etc.).



The system needs to be able to generate reports on the number of exemptions.



				



				Key Step:  



Determining if existing exemptions remain in place or should be removed.



Necessary Conditions:



· Exemption needs to be in place with criteria for removal within the system















				2.2



				Is automatic removal in place?



				Is an automatic removal of the exemption in place?



The system reviews dates set for removal and removes the exemptions appropriately.







If yes, go to 2.4



If no, go to 2.3



				



				







				2.3



				Determines if removal is appropriate



				If an automatic removal is not in place, the system notifies the authorized worker to review the exemption to determine if the exemption should be removed.  



The authorized worker adds another review date or removal date as needed and the system continues to monitor.



				



				







				2.4



				Should exemption be removed?



				Should the exemption be removal?



If the authorized worker either sets a future review date or enters a removal date.  The system takes the appropriate action.







If yes, go to 2.6



If no, go to 2.5



				



				Design Notes:  



There may need to be an end-date and / or review date to determine when the exemption is reviewed or removed.  When the review date has been reached, the worker reviews and could reset the date for another review.







				2.5



				Keeps exemption in place



				Based on established business rules, the system determines whether the exemption should be removed.  If not, the exemptions are kept in place.



				



				Key Step:  



Keeping existing exemptions in place that should not be stopped.



Necessary Conditions:



· Standard criteria for what keeps exemptions in place in the system







				2.6



				Removes exemption



				Based on established business rules, the system determines whether the exemption should be removed.  If so, the exemptions are removed.



				



				Key Step:  



Removing existing exemptions that need to be stopped.



Necessary Conditions:



· Standard criteria for what stops exemptions and ability to monitor exemptions with timeframes in the system







				2.7



				Process ended



				The process ends.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				FVI Flag



				The FVI flag stops information from coming in that may be helpful to the case.  Good cause indictors come over from IV-A side that set the FVI flag.  There needs to be guidelines on when to set the flags and what is needed to set the flag.  



				System automation removes the barrier of IV-A setting flags.







Open issue as to guidelines on when to set flag.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				· Moved decisions for if there are existing remedies that should be subject to the new exemption to the system.  The system can decide based on a set of business rules.



· Moved the reviewing / monitoring of existing exemptions to the system as the system can monitor for actions / timeframes which would meet criteria to remove the exemptions.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				B1:  There needs to be guidelines on when to set the Family Violence Indicator (FVI) flags and what, if any, documentation is needed to set the flag.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Statewide Automated Enforcement Exemptions (Tier A)



Rationale:  New To-Be process



NOTE:  Added this newly created process.  This process was identified when discussing the Automated Enforcement Exemption process above.  When discussing the exemptions at the case-level, it was stated that exemptions at the state or office level may also be needed.  This process is very similar to the process above with the main differences being the level of exemption and this process not affecting cases that are currently being enforced; this process only stops new enforcement actions from starting.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Identifies new exemption



				The authorized CSEP worker identifies a new exemption that should stop automated enforcement remedies.  



This exemption could be at the state or office level.  



				



				Key Step:  



Appropriately identifying exemptions is critical.



Necessary Conditions:



· Ability to identify exemptions in the system







				1.2



				Updates system



				The authorized CSEP worker updates the system with the exemption.



				 



				







				1.3



				Prevents selected new remedies from starting



				The system prevents the selected new remedies from starting based on the exemption that was added. 



This exemption does not stop existing processes.  Those would be reviewed at a case-by-case level.



				 



				Key Step:  



Exemptions need to stop automated enforcement remedies appropriately.



Necessary Conditions:



· All enforcement remedies are tied to exemption functionality







				1.4



				Process ended



				The process ends. 



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Identifies existing exemption to be removed



				The authorized CSEP worker identifies an existing exemption which needs to be removed.  



The system needs to be able to generate reports on the number of exemptions.



				



				Key Step:  



Determining if existing exemptions remain in place or should be removed.



Necessary Conditions:



· Exemption needs to be in place with criteria for removal within the system







				2.2



				Removes exemption



				The authorized CSEP worker removes the exemption.



				



				Key Step:  



Removing existing exemptions that need to be stopped.



Necessary Conditions:



· Standard criteria for what stops exemptions







				2.3



				Allows selected remedies to start



				The system allows the selected remedy to start with the previously determined criteria.  



				



				







				2.7



				Process ended



				The process ends.



				



				



















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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License Suspension (Tier A)



Rationale:  Frequently used



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Initiates query about license



				Every office does Driver’s License Suspension (DLS).  



The system initiates the query for license information.  This is done if there is no interface with the licensing agency.



				Reno PAO does not send out the auto print letter, but rather sends a document from their “K” drive.



Nevada mainly does DLS, but can suspend recreational and professional licenses as well.  All are done with the same process.



Typically NIIO requests that the other jurisdiction to enforce, so that jurisdiction would do the license suspension action.



				







				2



				Does licensing agency match with an NCP?



				Does the licensing agency match with a noncustodial parent?



The system gets information from the licensing agency.  







If yes, go to 4



If no, go to 3



				Clark DA and Reno PAO submit inquiries for updated information through an electronic interface, not via fax.



				







				3



				Process ended



				If there is no match, the process ends.  If the case does not meet the criteria, the process ends.



				



				







				4



				Does case meet criteria?



				Does the case meet the criteria for driver’s license suspension?



The criteria are $1,000 in arrears and two months delinquency (accumulative through the life of the case).



The system determines if the case meets the criteria for license suspension.







If yes, go to 5



If no, go to 3



				



				Key Step:  



Determining if the case meets the criteria is where the process starts.



Necessary Conditions:



· Interface with DMV for license information







				5



				Sends 34-day notice to NCP at last known address



				The system generates the 34-day notice to the noncustodial parent’s last known address.  



				All counties send the “34-day” notice to the last known address for the noncustodial parent.  Elko indicated they may send it to whatever address is on DMV if the noncustodial parent address is unknown.



				Key Step:  



Sending due-process notice of intent.



Necessary Conditions:



· Location of NCP address















				6



				Did NCP respond in 34 days?



				Did the noncustodial parent respond in 34 days?



The system monitors for response from the noncustodial parent.







If yes, go to 8



If no, go to 7



				



				







				7



				License suspended



				If the noncustodial parent did not respond, the system generates the license suspension.



				Washoe DA confirms suspension criteria are still met before proceeding with the suspension.



				







				8



				Did NCP paid in full?



				Did the noncustodial parent pay in full?



If the noncustodial parent pays in full, the process ends.  Otherwise, the dispute resolution process is followed.  



The system monitors for payment in full.  If this is done, the license is not suspended.  If the noncustodial parent falls into arrears again, the process would have to start over.







If yes, go to 9



If no, go to 10



				



				







				9



				Process ended



				If the noncustodial parent pays in full, the process ends.  If this is done, the license is not suspended.  If the noncustodial parent falls into arrears again, the process would have to start over.



				



				







				10



				Go to Dispute Resolution process



				If the noncustodial parent does not pay in full, the dispute resolution process is followed. 



				



				







				11



				Next appropriate action taken based on dispute resolution



				The enforcement worker takes the next appropriate action based on the dispute resolution.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple cases for NCP



				Since cases are worked separately, when an NCP has multiple cases (in multiple counties) it can be hard to coordinate actions.  There are times when one county will go through the process of the suspension, but when the payment comes in based on the agreement, it is split between cases. 



				Open Issue – include in redesign of new system







The group recommended having a single point of contact for noncustodial parent level enforcement when a noncustodial parent has multiple cases.  This is part of the resolution of this barrier.







				B2



				Obsolete method of communication



				The counties are faxing information.  This method of communication is becoming obsolete.  There must be a better way to communicate with DMV.  



				Open Issue







				B3



				Delays in processing



				Workers are sending requests to their local offices.  These requests then have to go to the office where the system is maintained – this results in delays.



				Open Issue







				B4



				Sub system integration



				The financial system and the enforcement system are not connected so caseworkers have to manually monitor for compliance with regard to payments.



				System automation removes the barrier







				B5



				Various places for information



				There are many difference places that workers have to utilize (Compass, NOMADS, etc.) all have to be accessed to get the “entire” picture or the details needed.



				Open Issue – system automation should assist with this barrier if the new system is designed to seamlessly tie any applications that are kept into the new system.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved the following to the system swim lane:



· initiating query for license information and matching



· Determining if case meets criteria



· Sending 34-day due process (notice of intent)



· Monitoring for response from notice of intent



· Monitoring for NCP payment in full



· Monitoring compliance with agreement



· Suspending & releasing license







				Process Adaptation/Streamlining



				







				Standardization



				This process utilizes the Dispute Resolution process as a sub-process within this process.







				Improved Quality



				Removed the “send warning notice” step from this flow.  That needs to happen before the case is referred to the enforcement process (within the Case Management – Case Monitoring process).







				Group Recommendation



				Single point of contact for noncustodial parent level enforcement when a noncustodial parent has multiple cases.  







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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License Suspension (Compliance Agreement (RPP)) (Tier A)



Rationale:  Frequently used



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Starts sub-process (from Dispute Resolution process)



OR



Receives NCP contact to get release of license



				 The process starts when the noncustodial parent contacts the enforcement worker to get the driver’s license released.



This process can also start based on a dispute from the noncustodial parent.







				



				Key Step:  



NCP requests an agreement is the start of process



Necessary Conditions:



· License suspension process began



· NCP notified of option to come to agreement







				1.2



				Commences negotiation



				The enforcement worker and the noncustodial parent negotiate the payment agreement.  While the enforcement worker cannot negotiate the amount of the current support, the enforcement worker can negotiate lump sum payments toward the arrears and additional ongoing arrears repayment amounts.



Repayment agreements vary from county to county.  Some will release with no lump sum payment, but if any future payments are missed, the license will be re-suspended.  Other offices go for a length of time (2 months of consistent payments) to get their licenses back.  



				Clark does not do a written agreement.



Clark requires a lump sum payment of two months full obligation (all provisions) to get license back OR a minimum of three months full consistent payments without a lump sum payment to get license back. Case manager judgment based on knowledge and history of the case.



Washoe releases license for no lump sum, but will tell the noncustodial parent if they do not pay again, the license will again be suspended. 



				Construction Decision:



Clark agreed to a written agreement if the results of the agreement can be entered into the system and the system automatically generates the notice to the noncustodial parent that contains the agreed upon plan. 







				1.3



				Is an agreement reached?



				Is an agreement between the noncustodial parent and the enforcement worker reached? 







If yes, go to 1.5



If no, go to 1.4



				



				







				1.4



				License is suspended or remains suspended



				If no agreement has been reached, the license is suspended or remains suspended. 



				 



				







				1.5



				Documents agreement in system



				If an agreement is reached, the agreement is documented in the system.



This allows the system the ability to generate the agreement to the noncustodial parent automatically as well as monitor the agreement for compliance. 



				 



				Key Step:  



Documenting the agreement within the system



Necessary Conditions:



· Can reach an agreement



· Ability to enter the terms of the agreement into the system







				1.6



				Generates agreement



				The system automatically generates the notice to the noncustodial parent with the agreement.



				



				Clark agreed to written agreements if the system can perform this step.







				1.7



				Signs agreement and returns



				The enforcement worker and the noncustodial parent sign the agreement.   



				In Douglas, their attorney signs the agreements.



Clark does verbal agreements. 



In Elko DA, Humboldt, and Reno PAO agreement is notarized.



				Construction Decision:  



Varying practices in offices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.  



Three counties notarize, but others do not.  While this is not a program requirement, there are conversations needed with those offices that currently notarize the agreements.



The group determined that a notary signature is not required and decided to standardize the process by removing the notarize agreement step.







				1.8



				Reviews agreement for satisfaction of terms



				Some agreements require the noncustodial parent to make a payment to satisfy the agreement (e.g., a lump sum payment).  Other agreements may require consistent payment for a period of time.



The enforcement worker determines if the agreement has been satisfied. 



				



				







				1.9



				Provides copy to NCP



				The enforcement worker provides a copy of the agreement to the noncustodial parent. 



				



				







				1.10



				Is release appropriate?



				Is release of suspended license appropriate?



Most counties release if the noncustodial parent pays in full.  If the agreement allows release with the promise of future payments, the release can be done.  The noncustodial parent is always told that failure to comply will result in the license again be suspended.



The enforcement worker could release the license if the noncustodial parent needs it to get a job also.







If yes, go to 1.11



If no, go to 1.12



				Clark does not release until the payment is made (or the future money is paid).  



Clark requires proof from the potential employer that the job is guaranteed upon reinstatement of license and the case is closely monitored (manually, by case manager) for income withholding payments.















				Key Step:  



Determining whether to release the license or keep the suspension on the license.



Necessary Conditions:



· Data necessary to monitor the terms of the agreement (connection to financial system)







				1.11



				License released



 (back to Dispute Resolution process)



				If release is appropriate, the enforcement worker releases the lien.  The enforcement worker faxes the release agreement to DMV.  While some noncustodial parents may ask for a letter to take to DMV, the enforcement workers have determined that is not always accepted.



Once the license is released, counties have various standards for re-noticing before doing suspension again.



				Churchill will re-notice if it has been a year with consistent payments.



Clark re-notices the noncustodial parent if suspension is not done in six months.











				







				1.12



				Process ended 



(back to Dispute Resolution process)



				If the license should not be released, the process is ended.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Monitors for compliance



				The system monitors agreements that are entered into the system to ensure the noncustodial parent is compliant with the terms of that agreement.



				



				







				2.2



				Did NCP pay in full?



				Did the noncustodial parent pay in full?



The system monitors for payment in full as this ends this process and if the license was suspended, the license is released.







If yes, go to 2.3



If no, go to 2.4



				



				







				2.3



				Process ended



				If the noncustodial parent pays in full, the process ends.  If the license was previously suspended, the license is released.



If the noncustodial parent goes back into arrears, the process starts again.



				



				







				2.4



				Is NCP compliant with agreement?



				Is the noncustodial parent compliant with the terms of the agreement?



The system monitors for compliance based on the terms entered into the system.







If yes, go to 2.6



If no, go to 2.5



				



				







				2.5



				License suspended



				If the noncustodial parent is not compliant with the terms of the agreement, the license is suspended.



				



				







				2.6



				Monitoring continued



				If the noncustodial parent is compliant with the terms of the agreement and the agreement is for a period of time, the monitoring continues.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Lack of automation



				Nothing in this process is automated.



				Workflow will help with process







				B2



				Out-dated method of communication



				Faxes are used to communicate with DMV – a better method of communication is needed / or a better interface.



				Open Issue – method of communication relies on the other entity being able to handle that method.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Opportunity for automation and consistency / standardization



				If there was interfacing with the licensing agencies, the system could monitor for criteria being met, and the worker has the ability to exempt a case from suspension, this could be standardized.



				Open Issue







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved generates income withholding to reflect agreement to system swim lane.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Step #1.7:  The group determined that notarizing the agreements is not required. Currently three counties notarize, while others do not.  Implementing this standardization decision is not dependent on a new system and therefore can be done immediately..







				Possible Requirement Elaboration



				Step #1.2:  May need requirement elaboration to ensure agreements can be entered into the system in a way that the system can monitor.







				Miscellaneous Notes
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Criminal Non Support (Federal) (Tier B)



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case for prosecution



				The system identifies a case for criminal prosecution.  The criteria are that all state remedies have been exhausted and FPLS locate sources and the arrears are greater than $10,000.



				Elko DA/PAO does not do this process.



				Key Step:  



Starts the process



Necessary Conditions:



· Correlation with other remedies so know when they have failed



· FPLS locate interface



· Arrears information







				2



				Prepares forms / information



				The enforcement worker completes the forms and gathers the information necessary for referral.  



The information is electronically referred to Central Office.



				Clark county attorney screens the case before it goes to Central Office.



				







				3



				Screens case



				Central Office screens the case to ensure the criteria are met.



				



				







				4



				Is additional information needed?



				Is any additional information needed? 







If yes, go to 5



If no, go to 6



				



				







				5



				Provides additional information as needed



				If additional information is needed, the enforcement worker provides the additional information that is needed.



The information is electronically submitted to Central Office.



				



				







				6



				Is case appropriate for PSOC?



				Is the case appropriate for referral to Project Save our Children (PSOC)?




If yes, go to 8



If no, go to 7



				



				







				7



				Office notified of rejection



				If the case does not meet PSOC requirements, the referral is returned and the system notifies the enforcement worker.



				



				







				8



				Sends to PSOC



				If the case meets PSOC locate requirements, the system submits the referral to OCSE PSOC Locate Analyst.



				



				Key Step:  



Referral to program



Necessary Conditions:



· Correctly identified case



· Interface with PSOC







				9



				Is case accepted?



				Is the case accepted by PSOC?







If yes, go to 10



If no, go to 11



				



				







				10



				Action taken, state notified of results



				PSOC Locate Analyst returns locate results to the Central Office PSOC Coordinator who forwards to the enforcement worker.



				



				







				11



				Forwards rejection to office



				The system forwards information (the rejection) received from PSOC.



				



				







				12



				Receives notice case is not accepted



				Central Office forwards information received from PSOC.



				



				







				13



				Can case be remedied?



				Can the case be remedied and resent to PSOC?







If yes, go to 5



If no, go to 14



				



				







				14



				Process ended



				The process ended.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Manual referral process 



				Manual forms used for case managers to refer to Central Office.



				Incorporated into Steps #2, and 5.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Provide ability to refer electronically



				Create system functionality for caseworker to electronically refer case to PSOC Coordinator.



				Incorporated into Steps #2, and 5.







				







				



				



					
























				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identification of case for prosecution



· Forward to PSOC



· Notification to county that case was rejected







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  This process can be centralized with specialized knowledge and consistency being applied.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Criminal Non Support (State) (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case for prosecution



				The system identifies case for prosecution.



				Douglas, Pershing, Lyon, Churchill, Mineral, Nye and Humboldt do Criminal Non Support (State).



				Key Step:  



Starts the process



Necessary Conditions:



· Defined criteria for prosecution within the system







				2



				Prepares file for review



				The enforcement worker prepares a file for review.



				



				







				3



				Screens case



				The prosecuting attorney reviews the file to decide if criminal prosecution can be done.



				 



				







				4



				Is case accepted?



				Is the case accepted for state criminal non-support? 







If yes, go to 6



If no, go to 5



				



				







				5



				Case monitored for enforcement options



				If the case is not accepted, the system monitors the case for other enforcement options.



				



				







				6



				Prepares case for charging



				If the case is accepted, the prosecuting attorney prepares the case for charging.



				



				Key Step:  



Gathering documentation for the court to decide to take action against the NCP.



Necessary Conditions:



· Meets the criteria for prosecution







				7



				Is warrant signed by court?



				Is a warrant signed by the court? 







If yes, go to 8



If no, go to 5



				



				







				8



				Arrests NCP



				The law enforcement officer arrests the noncustodial parent. 



				 



				







				9



				Assists as needed



				The enforcement worker assists with the prosecution as needed. 



				



				







				10



				Holds hearing



				The court holds the hearing once the noncustodial parent is arrested.



				



				







				11



				Next appropriate action taken based on court results



				The enforcement worker takes the next appropriate action based on the court results.



				



				Key Steps:  



Results of action taken.



Necessary Conditions:



· Court made findings / results and forwarded to worker



· Ability to record court results into system
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved into swim lane



· Identification of case



· Monitoring for other enforcement if this cannot be used







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Initiation of Contempt Action (Tier A)



Rationale:  Frequency of Use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Searches for cases qualifying for contempt



				The system searches for cases that qualify for contempt action.  Qualifications for contempt include location; other remedies have been done; driver’s license suspension was done; and the ability to pay.  



				



				Parking Lot:



Varying criteria are used to qualify cases for contempt.  This process requires guidelines / policy in order to establish business rules which the system will select the qualifying cases.







				2



				Reviews case



				The enforcement worker reviews the case, including the living situation of the noncustodial parent.



				



				







				3



				Should contempt proceed?



				Should the contempt proceed?



The enforcement worker determines whether the contempt action should proceed.







If yes, go to 5



If no, go to 4



				Churchill and Washoe have legal workers that perform some of these steps.







				Key Step:  



Starts when determined case qualified for contempt



Necessary Conditions:



· Criteria known



· Data available in the system to determine if case meets criteria







				4



				Process ended



				If the case does not qualify for contempt, the process ends.



				



				







				5



				Prepares file



				The enforcement worker prepares the file.  Some counties prepare an order of intent and show cause.  



				Reno PAO has 2-3 people that prepare the files.







				







				6



				Generates and prepares proper forms



				The system generates and prepares the forms.



				



				Parking Lot: 



There is work that is needed in order to get the system to generate the forms correctly based on the action and the county preference.







				7



				Distributes for review



				The system distributes the file for review to the appropriate reviewer.  



				



				







				8



				Reviews forms



				The reviewer reviews the forms that have been prepared.  The reviewer can be an attorney or supervisor.



				



				







				9



				Are revisions needed?



				Are revisions needed?







If yes, go to 5



If no, go to 10



				



				







				10



				Sends to Court



				The enforcement worker ensures there is a docket obtained before the contempt action is sent to court.



Steps 10, 11, and 12 are done in a different order based on the county.



				



				Key Step:  



Files action in court



Necessary Conditions:



· Paperwork complete







				11



				Receives information



				While some may be done in a little different order depending on the county, by this time a docket is obtained and a court date is set.



Steps 10, 11, and 12 are done in a different order based on the county.



				



				







				12



				Prepares service packet for NCP



				The enforcement worker prepares the service packet to have the noncustodial parent served.  



Steps 10, 11, and 12 are done in a different order based on the county.



				Douglas and Elko DA served by certified, return receipt.  If not signed for, they will send to constable for service.



Most others use outside servers.



				







				13



				Is service successful?



				Is service successful?



The system monitors for successful service.  If service is unsuccessful, the process servers hold onto the packet and try again.  







If yes, go to 15



If no, go to 14



				In Reno PAO the DAG will continue to attempt service and communicate with the assigned case manager until service is successful.



				Key Step:  



Service must be done before contempt can be heard.



Necessary Conditions:



· Location known for NCP for service



· Ability for system to know if service is successful







				14



				Case reviewed for next action



				If service is not successful, the system notifies the enforcement worker who determines what should be done next.



				



				







				15



				Holds hearing



				Once the packet is served, the hearing is held.



				



				Key Step:  



Determination of contempt



Necessary Conditions:



· Service must be successful







				16



				Appropriate action taken based on court results; go to Order Entry process



				The enforcement worker takes the appropriate action based on the court results.



The court issues a new order that is entered via the Order Entry process.



				



				Key Step:  



Result of the remedy



Necessary Conditions:



· Court made findings / results and forwarded to worker



· Ability to record results into system
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Guidelines for determining contempt



				The cases in multiple offices may be treated differently as not everyone uses the same criteria for qualifying.  Every case will benefit from collections as money is split even if not all the cases moved forward through this process.



				Open Issue – the group recommended a single point of responsibility for enforcing against noncustodial parents with multiple cases.   This assists with consistency for the noncustodial parent but does not solve the entire issue.







Step #1 indicates a parking lot item to establish guidelines / policy regarding what criteria are used to qualify a case for contempt.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane



· Distributes paperwork for review



· Monitors for successful service







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Recommendation pertains to all enforcement actions:  Single point of responsibility for noncustodial parent enforcement allowing actions to be taken across all of a noncustodial parent’s cases.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Noncustodial Parent Failure to Appear / Comply (Tier A)



Rationale:  Frequently used



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies cases where NCP failed to appear or comply



				The system identifies cases where the noncustodial parent fails to appear or comply.



For failure to appear, the order would indicate the noncustodial parent failed to appear so the difference can be identified.







				Clark does not do issue bench warrant if the obligor fails to comply, just if the fail to appear.



Washoe does the bench warrant after OSC (Order to Show Cause) or HDS (Hearing to Determine Sanctions).



				Key Step:  



Starts the process



Necessary Conditions:



· System knowledge of when NCP should appear and what needs to do as well as knowledge of when NCP failed to appear or comply.







Design Note:  



The system must identify the difference between failure to appear and failure to comply.  In some counties (Lyon and Elko PAO), the failure to appear process is done by the court clerks, so those counties would not need to use this process for failure to appear instances.  Those counties would still use the process for failure to comply.  







				2



				Prepares paperwork



				The system generates the initial paperwork.  



				Reno PAO – Deputy Attorney General (DAG) prepares paperwork. 



Clark – Investigations clerk prepares the paperwork



Douglas does not have a compliance issue as the judge automatically sets a court hearing.



				Parking Lot: 



Work is needed to ensure the system generates the forms correctly.







				3



				Reviews paperwork



				The attorney reviews the paperwork.



				



				







				4



				Is revision needed?



				Is a revision needed?







If yes, go to 5



If no, go to 2



				



				







				5



				Signs and is forwarded to court



				Once the paperwork is complete, the attorney signs the paperwork and it is forwarded to the court.



				In Elko DA the enforcement worker signs.



				Key Step:  



File enforcement action in court to take the action against the NCP.



Necessary Conditions:



· Paperwork completed







				6



				Receives, reviews and signs warrant



				The court receives, reviews, and signs the warrant.



				



				







				7



				Should warrant be quashed?



				Should the bench warrant be quashed?



The system monitors for situations that would require quashing the bench warrant (e.g., case closure).







If yes, go to 8



If no, go to 9



				Clark – if warrant has amount and it is paid in full, the warrant is recalled from jail and gets a quash date.



				







				8



				Go to Quash Bench Warrant process



				If the bench warrant should be quashed, the system starts the Quash Bench Warrant process.



				



				







				9



				Generates arrest packet



				The system generates the arrest packet.  



				The preparer varies by counties: 
Clark – clerks in investigation;



Reno PAO - DAG office.  Douglas does not have a packet; the judge signs and it’s dropped off at the sheriff’s office.



Elko – Court Master prepares bench warrant, but must be signed by district judge and served on parties.



				







				10



				Notifies law enforcement of warrant



				Law enforcement is notified of the warrant by the arrest packet.



				



				







				11



				NCP taken into custody



				The law enforcement officer takes the noncustodial parent into custody.



				



				Key Step:  



NCP taken into custody to appear / comply.  Goal of process



Necessary Conditions:



· Court determination favorable



· Law enforcement notified to enforce warrant



· NCP location known  
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Alert at case closure



				Workers don’t know the warrant exists when the case closes.



				Case closure workflow automates portions of the case closure checklist – this is one of the items that could be automated to begin the quash warrant process.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to system swim lane:



· Identifies case where NCP failed to appear / comply



· Should warrant be quashed determination and to begin the process if it should be quashed.



· Prepares arrest packet







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Quash of Bench Warrant (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies warrant needing to be quashed



				The system identifies warrants that need to be quashed.  Closed cases where a warrant exists need to be quashed.  If the case is being transferred to another county within the state, the warrant needs to be quashed as well.











				Clark – If noncustodial parent pays amount issued on warrant, they will recall the warrant so that the noncustodial parent cannot be picked up.  The court then sets a date for the quash hearing.  If the noncustodial parent still does not appear, the warrant is active and the noncustodial parent can be picked up.



Washoe – if warrant is issued, the noncustodial parent is arrested and can pay the bail to the jail (who then sends to the county).  If the noncustodial parent pays $1,000 to county before that, it does not stop the warrant.  They can spend the night and appear in court the next day.    



Churchill and Pershing do not have bail out options either.  



Lyon – will quash if the noncustodial parent pays in full (no arrears owed).



				Key Step:  



Starts the process



Necessary Conditions:



· Ties to case closure and case assignments which will help identify criteria that may meet quashing



· Ability to identify when there is an outstanding warrant in the system







				2



				Notifies law enforcement to remove from system



				The enforcement worker notifies law enforcement to remove the warrant from the system.  This may be done with a phone call to ensure the noncustodial parent will not be picked up while the paperwork is being developed.  



				



				Construction Decision:  



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location. 



The group agreed to standardize this step for all to do.







				3



				Completes paperwork to quash bench warrant



				The enforcement worker completes the paperwork to quash the bench warrant.  



				Reno PAO – DAG completes paperwork



				







				4



				Reviews paperwork



				The attorney reviews the paperwork.



				



				







				5



				Is revision required?



				Is revision required?







If yes, go to 3



If no, go to 6



				



				







				6



				Signs paperwork and is forwarded to court



				Once all revisions are done, the attorney signs the paperwork and it is then forwarded to the court.



				



				Key Step:  



Action taken in court to quash order.



Necessary Conditions:



· Paperwork completed







				7



				Receives, reviews, and signs paperwork to quash warrant



				The court receives, reviews, and signs the paperwork to quash the bench warrant.



				



				







				8



				Documents quash of bench warrant



				The enforcement worker documents the quashed bench warrant.



				



				Key Step:  



Record the action taken – goal of the process.



Necessary Conditions:



· Correctly identified warrant needing to be quashed



· Ability to document quash of warrant in the system







				9



				Mails copies to parties 



				The system mails copies of the quash to the parties.  



The system knows the parties involved in the case (e.g., when the case is state debt only, the custodian is not notified, etc.).



				



				Construction Decision:  



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group agreed to standardize this step in the process.







				10



				Notifies law enforcement



				The system notifies law enforcement of the quash so the noncustodial parent is not picked up.



				



				







				11



				Next appropriate action taken



				The system monitors for the next appropriate action if any is required.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Identifying case with warrant needing quashing



· Notification of law enforcement – system should be able to generate notice



· Monitor for next appropriate action – if any (case is not closed)







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Limited Service Requested (Outgoing) (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies need for limited assistance from other jurisdiction



				The interstate worker identifies the need for limited assistance from another jurisdiction.















				Churchill has used this for service.



Elko has used for withholding unemployment benefits in a state that does not honor direct income withholding.



Most counties do not use this; they will start a two-state action.



				Key Step:  



Starts the process



Necessary Condition:



· Criteria for using limited service requests in the system







				2



				Prepares and sends limited service request



				The interstate worker prepares the limited service request.



				 



				Key Step:  



Taking the action to begin the limited service action.



Necessary Conditions:



· Case met criteria for limited service request



· Completed paperwork







				3



				Receives request



				The other jurisdiction receives the request.



				 



				







				4



				Is request approved?



				Does the other jurisdiction approve the request? 



The system monitors for response from the other jurisdiction.  This response should be in the form of an acknowledgment.







If yes, go to 6



If no, go to 5



				 



				







				5



				Next appropriate action taken



				If the limited services request is not approved, the interstate worker may need to start to a two-state case.



				 



				







				6



				Receives acknowledgement



				The system monitors for receipt of the acknowledgement.  



If the acknowledgement is not received, the system notifies the interstate worker to follow up with the other state or may resend the request.



				



				Key Step:  



Indicates other jurisdiction received request and is taking action.



Necessary Condition:



· Ability for system to know when acknowledgment is received.







				7



				Case monitored for other jurisdiction’s response



				The interstate worker monitors for response from the other jurisdiction.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1







				



				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Monitoring for acknowledgment (other jurisdiction acceptance)



· Monitoring for other jurisdiction response







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Deceased NCP / Creditor’s Claim (Tier A)



Rationale:  Potential for statewide standardization



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies death of NCP



				The system identifies the death of the noncustodial parent through the SSA interface and / or vital statistics.



				



				Key Step:  



Starts the process



Necessary Conditions:



· Correct notifications



Interfaces (for system to identify some)







				2



				Learns of NCP’s death



				The estate worker learns of the noncustodial parent’s death.  This can be through the custodian, obituaries, and coroner’s office.  







				



				Key Step:  



Starts the process



Necessary Conditions:



· Correct notifications



· Interfaces (for system to identify some)







				3



				Verifies information



				The estate worker verifies the information.  Verification can be in the form of obtaining the death certificate or some other proof (e.g., news reports).



				



				







				4



				Updates system



				The estate worker updates the system.  The estate worker updates the system which automatically notifies IV-A of the noncustodial parent’s death.



				



				







				5



				Are arrears owed?



				Are arrears owed?



The system determines if arrears are owed.  If there are no arrears owed, there would be no reason to pursue assets or a creditor’s claim.







If yes, go to 7 / 8



If no, go to 6



				



				







				6



				Go to Case Closure process



				If there are no arrears owed, the system goes to the Case Closure process.



				



				







				7



				Contacts CST



				The estate worker contacts the custodian.  This is done to notify the custodian and determine if there may be assets available.  This step is done in parallel with Step #8.  



				Clark – does this step.











				Construction Decision:  



Varying practices that would benefit from consideration of equitable and consistent treatment of clients regardless of their geographic location.



The group agreed to standardize this step within this process.







				8



				Performs search for assets



				The system performs searches for assets.  The estate worker may also search sources that may not have system interfaces for the system to search (such as the assessor’s office and unclaimed property).   



This is done in parallel with Step #7.  



				Clark uses CLEAR to search for assets.



Churchill, Reno PAO and Clark check the assessor’s office for assets.



NIIO contacts the other jurisdiction for asset information.



				Key Step:  



Identifying assets that can be pursued



Necessary Conditions:



· Interfaces for asset location







Construction Decision:  



Varying practices as far as the level of search for assets.  The group recommended centralizing this process which resolves this issue.  If the recommendation that this process be centralized is not accepted, guidelines will be needed to standardize this process statewide.







				9



				Are assets located?



				Are any assets located?







If yes, go to 10



If no, go to 11



				



				







				10



				Does asset meet criteria for pursuit?



				Does the asset identified meet the criteria for pursuit?



The decision could be made by either the estate worker or by an attorney.







If yes, go to 12



If no, go to 11



				



				Key Step:  



Determine whether to pursue results or simply close the case.



Necessary Conditions:



· Assets located and entered in the system



· Debt owed







Construction Decision:  



Varying practices as to whether to pursue would benefit from consideration of equitable and consistent treatment of clients regardless of their geographical location.



The group recommended centralizing this process which resolves this issue.  If the recommendation that this process be centralized is not accepted, guidelines will be needed to standardize this process statewide.







				11



				Go to Case Closure process



				If there are no arrears owed, the system goes to the Case Closure process.



				



				







				12



				Checks for estate in probate court after determined period of time



				The system generates request to check for estate opened in probate court.  This would be done after a determined period of time to allow for the estate to be open before checking for such estate.



				



				Parking Lot:  



New step added to process – need to discuss and determine period of time for contacting probate courts about estates.  May need to have system reminders after specific periods of time.







				13



				Appropriate action taken



				If assets are going to be pursued, the estate worker takes the next appropriate action.



				



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				IV-A information overrides



				IV-A is able to fill in date of death, but cannot automatically close and does not necessarily have valid information.



				System automation removes the barrier







				B2



				Unwilling to pursue



				Some counties reported that their DAs would not go after assets.  



				Open Issue – may be resolved with centralization of process.







				B3



				Automation



				The system should support the monitoring.  The system should, after a period of time, remind the worker to look for assets.  If the search for an estate is done to soon, there will not be an estate filed yet.  This could also help counties perform the same level of work in this area.



				Some of these are addressed in the process above.  System monitors, searches for assets and notifies worker if found.  







Some of these should be designed as part of workflow.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Notify TANF of deceased obligor



				TANF is not currently automatically notified of a deceased obligor, but that would be a good thing to do.



				Incorporated into Step #4







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Notification to CST



· Withdraw from current legal actions if appropriate



· Determination if arrears are owed



· Searches for assets and if found, forwarding for review; if not, starting case closure process







				Process Adaptation/Streamlining



				Rearranged a few steps.  



· Put the question of arrears after notification to CST as pursuit would only be needed if there were arrears owed



· New step to check for an estate if there are assets found.  If no assets, there may not be an estate opened in probate.



· Moved withdraw from legal action to before closure as do not want to do that until forwarding for closure (and it still says if appropriate so may not do that and forward to closure until legal action is done if it’s establishing paternity).







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Centralize this process; this ensures standardization in level of search and pursuit of estates as well as specialized knowledge about probate courts and estate filings.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  Centralizing this process could standardize the levels of searches and pursuit of estates. 







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc420617000]Offer in Compromise of State Debt (Tier A)



[image: ]



Offer in Compromise of State Debt (Tier A)



Rationale:  Overly complex



Group Recommendation:  Centralize



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives NCP request



				The noncustodial parent requests an offer in compromise of state debt.  This can be done by the noncustodial parent completing the offer online.  The settlement worker may also receive the request.



				Clark reported that their worker will sometimes solicit a request.



Elko DA does not use this process.



				Key Step:  



Starts process



Necessary Conditions:



· Forms available online



· Written forms can be scanned and read into the system







				2



				Enters into system



				The settlement worker enters the offer into the system.



				



				







				3



				Was all information received?



				Was all information received from the noncustodial parent?



There is a specific form (Offer in Compromise) and information that must accompany the request.  The system ensures all information is completed.







If yes, go to 7



If no, go to 4



				



				







				4



				Sends letter to NCP for missing information



				The system sends a letter to the noncustodial parent requesting the missing information.  



				



				







				5



				Did NCP provide?



				Did the noncustodial parent provide the missing information?



The system monitors for missing information. 







If yes, go to 7



If no, go to 6



				



				







				6



				Process ended



				If information is not provided, the process ends.



				



				







				7



				Sends status response to NCP



				The system sends the required status response to the noncustodial parent indicating the state of the application.



				



				







				8



				Submits request to Central Office



				Once all information is received, the system electronically submits the request to Central Office.  



				



				







				9



				Reviews documentation



				The documentation is reviewed by Central Office.



				



				Key Step:  



Determination of whether the offer is accepted or a counter-offer will be made.



Necessary Conditions:



· Receive NCP offer and ability to enter into the system



· State arrears owed by NCP in the system







				10



				Is offer accepted?



				Is the noncustodial parent’s offer accepted by Central Office?







If yes, go to 14



If no, go to 11



				



				







				11



				Is counter offer issued?



				Is a counter offer going to be issued to the noncustodial parent?



Central Office makes a determination if they are going to issue a counter offer or just reject the offer.  







If yes, go to 12



If no, go to 13



				



				







				12



				Is counter offer accepted?



				Is the counter offer accepted by the noncustodial parent?







If yes, go to 14



If no, go to 13



				



				







				13



				Process ended; NCP and settlement worker notified



				If the offer is not accepted and no counter offer is issued OR if the counter offer is not accepted, the process ends.  Central Office notifies the settlement worker and the noncustodial parent of the decision.  



				



				







				14



				Notifies NCP and settlement worker of offer



				If the offer or counter offer (if made) is accepted, Central Offices notifies the noncustodial parent and the settlement worker of the decision and offer.  



				



				Key Step:  



Notification that the offer was accepted.



Necessary Conditions:



· Central Office accepted the offer and acceptance entered into the system







				15



				Receives notification of review results



				The settlement worker receives notification from Central Office of the review results.  This notification includes what offer was accepted; the original offer or subsequent counter offer.



				Clark has the stipulation signed by a judge.



				







				16



				Follows stipulation process



				The settlement worker follows the stipulation process with the terms of the accepted offer.  This process includes drawing up the stipulation which must be signed by the noncustodial parent, settlement worker, and forwarded to the court for signature.



				



				







				17



				Stipulation documented and go to Order Entry process



				The stipulation is documented and the results are entered via the Order Entry process.



				



				
























				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				No automation for process



				There is no automation for this process.  The noncustodial parent should have the ability to request and complete the forms online.



				Incorporated into Step #1







				B2



				Settlement standards



				Workers requested the ability to have various standards; if the debt is X years old so XX% will be acceptable.  This allows standard that do not have to come to the Central Office.



				Open Issue – may be resolved based on centralizing this process.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1







				



				



				







				







				



				



				
























				Improvement Category



				Description of Improvement







				Automation



				Moved to swim lane:



· Receiving NCP request



· Checking to ensure all information provided and asking for missing information



· Sending status response to NCP



· Submitting to Central Office







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Centralize this process.







				Pre-Implementation Opportunities



				Implement the group’s recommendation to centralize this process.  







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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[bookmark: _Toc420617001]Functional and Technical Requirements Associated with Enforcement



Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Enforcement functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document.  Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				Medical Support (NCP / Employer)



				4.1.22, 4.1.23(#88), 4.5.10







				2



				Medical Support (CST)



				4.1.22, 4.1.23(#88), 4.5.10







				3



				Medical Cash



				4.1.22, 4.1.23(#88), 4.5.10







				4



				Income Withholding



				4.5.3







				5



				Income Withholding (Monitor for Change)



				4.5.3







				6



				Income Withholding (Contest)



				4.5.3







				7



				EIWO



				4.5.3, 4.8.4(#713)







				8



				Reduced Withholding



				4.5.3







				9



				Unemployment Withholding



				4.5.3, 4.5.7







				10



				Social Security Intercept



				4.5.16(#505)







				11



				Workers’ Compensation



				4.5.3, 4.5.16(#504)







				12



				Financial Institution Data Match



				4.5.14







				13



				Liens (Satisfaction / Release of Judgment)



				4.5.5







				14



				Liens (Personal Property)



				4.5.5







				15



				CSLN and Claim Matching



				4.5.16







				16



				Administrative Enforcement of Interstate (AEI)



				4.5.18







				17



				Federal Tax Refund Offset



				4.5.4







				18



				Federal Administrative Offset



				4.5.15







				19



				Passport Denial and Release



				4.5.13







				20



				Credit Reporting



				4.5.8







				21



				Credit Reporting (Dispute)



				4.5.8







				22



				Automated Enforcement Exemptions



				4.5.2







				23



				License Suspension 



				4.5.11







				24



				License Suspension (Compliance Agreement)



				4.5.11







				25



				Criminal Non Support (Federal)



				4.5.17







				26



				Criminal Non Support (State)



				4.5.17







				27



				Initiating Contempt Action



				4.5.12







				28



				Noncustodial Parent Fails to Appear / Comply



				255, 451, 486







				29



				Quash of Bench Warrant



				4.5.12







				30



				Limited Service Requested (Outgoing)



				4.1.7







				31



				Deceased NCP / Creditor’s Claim



				221, 454







				32



				Offer in Compromise of State Debt 



				19
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Enforcement –Medical Support (NCP / Employer) (Tier A)




System Enforcement Worker Employer




T




o




-




B




e




 




P




r




o




c




e




s




s




21




Enters response into 




the system




1




Identifies new 




employer / new 




medical provision / 




employer now offers 




HI




4




Sends NMSN to 




employer




5




Did employer 




respond to 




NMSN?




16




Next appropriate 




action taken




7




Did employer 




respond?




10




Is the NCP a 




current 




employee?




No




Yes




11




Updates case




13




Does employer 




offer coverage?




17




Is NCP eligible?




14




Updates case




18




Is coverage 




available at 




reasonable cost?




19




Are there 




multiple plans?




No




Yes




No




Yes




No




No




Yes




22




Child enrolled; CST 




notified




No




20




Enrolls child in 




default plan




Yes




Yes




9




Next appropriate 




action taken




12




Location of 




employer needed




6




Generates second 




notice to employer




2




Does the 




employer offer 




employee 




coverage?




Yes / Unknown




3




Next appropriate 




action taken




No




8




Generates alert to 




worker to follow-up




No




Yes




15




Case monitored for 




changes
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Enforcement –Medical Support (CST) (Tier A)




Enforcement Worker System
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1




Identifies case 




where CST is 




ordered to provide 




health coverage




2




Sends health 




coverage letter to 




CST




5




Is child enrolled 




in a plan?




8




Process ended




Yes




No




6




Child enrolled




4




Updates system




3




Did CST 




respond?




Yes




7




Process ended




No
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Enforcement –Medical Cash (Tier B)




Enforcement Worker System




T




o




-




B




e
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s




2




Identifies case for 




medical cash




1




Reviews case for 




medical cash




10




Does case 




qualify for an 




amount change?




No




12




Sends notice to 




parties




Yes




3




Did court order 




specific amount 




to withhold?




4




Go to Income 




Withholding process 




to collect amount 




Yes




5




Is order based 




on percentage of 




premium?




No




7




Generates notice to 




CST




Yes




8




Did CST 




respond?




Yes




9




Process ended




No




6




Next appropriate 




action taken




No




11




Updates system
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Enforcement –Income Withholding (Tier A)




System Enforcement Worker




T
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Disputes are addressed by the Dispute Resolution process




1




Meets IW conditions 




and no exception 




exists




2




Identifies new 




employer




7




Generates IW form 




(may use EIWO)




8




Sends IW and 




imports into 




document 




management system




9




Monitors for initial 




compliance with IW




10




Is payment 




received?




Yes




13




Next appropriate 




action taken




No




3




Is employer 




known to 




system?




4




Adds temporary 




employer and 




submits to Employer 




Services Unit




No




5




Is order for IW in 




place?




6




Implements IW if no 




exceptions.




No




14




Go to Monitor for 




Change sub-process




Yes




Yes




2




Identifies new 




employer




11




Generates non-




compliance letter to 




employer




12




Is payment 




received?




No




Yes
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Enforcement –Income Withholding (Monitor for Change)




System




T




o




-




B




e




 




P
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c
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s
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3




Have conditions 




changed?




Yes




8




Generates amended 




IW




7




Generates IW 




termination




5




Next appropriate 




action taken




1




Identifies cases with 




IW that need 




monitoring




No




2




Monitors case for 




changes




4




Is NCP no longer 




receiving funds?




6




Has obligation 




ceased or been 




suspended?




Yes




No




Yes




No
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Enforcement –Dispute Resolution Process




Worker Central Office Court System




T
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1




Receives NCP 




dispute




4




Is pre-hearing 




notice required?




5




Sends pre-hearing 




notice




6




Holds informal 




conference with 




NCP




7




Was resolution 




reached?




Yes




No




8




Is Central Office 




review required?




17




Was it an error?




Yes




18




Corrects error and 




notifies NCP




Yes




21




Is DLS action?




No




22




Go to License 




Suspension 




(Compliance 




Agreement (RPP)) 




process




Yes




24




Follows stipulation 




process




No




No




13




Conducts review




Yes




11




Holds hearing




No




23




Is this a 




stipulation?




Yes




20




Process ended




14




Was resolution 




reached?




No




Yes




12




Appropriate action 




taken based on 




court results; go to 




Order Entry process




2




Does money 




need to be held?




3




Holds collections




Yes




No




9




Was hearing 




requested?




Yes




10




Process ended; 




remedy remains in 




place




No




19




Re-evaluates 




remedy / action that 




was disputed; 




stops / modifies 




appropriately




15




Notifies office of 




resolution reached




16




Releases / Refunds 




held money as 




appropriate




25




Go to Order Entry to 




enter stipulated 




order




No
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Enforcement –EIWO (Tier A)




Employer OCSE System Worker
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1




Informs OCSE of 




IWOs from IW 




process




4




Sends EIWOs to 




employers




5




Acknowledges EIWO




7




Receives 




acknowledgments 




from employers




8




Go back to IW 




process for 




monitoring




2




Are there errors 




in file?




3




Reviews error file 




and corrects 




information




Yes




No




6




Receives 




acknowledgments 




from employer and 




formats for state
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Enforcement –Reduced Withholding (Tier B)




Enforcement Worker Court System
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3




Receives request for 




reduced withholding




4




Reviews case




5




Does case 




qualify for 




reduction?




No




11




Completes 




paperwork and 




sends for signature




13




Signs paperwork




10




Can agreement 




be reached?




Yes




No




Yes




14




Go to Order Entry 




process




12




Did parties sign 




agreement?




Yes




No




2




Identifies credit 




balance




1




Identifies credit 




balance based on 




criteria




15




Next appropriate 




action taken based 




on signed 




agreement




6




Did NCP dispute 




decision?




7




Process ended




8




Go to Dispute 




Resolution process




9




Next action taken 




based on dispute 




resolution




No




Yes
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Enforcement –Unemployment Withholding (Tier A)




Enforcement Worker System
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1.1




Meets IW conditions 




and no exception 




exists




1.2




Requests 




withholding to 




unemployment 




office




1.3




Monitors for 




compliance with 




initial IW




1.4




Is payment 




received?




Yes




1.5




Go to Monitor for 




Change sub-process




No




2.5




Generates IW forms 




to other 




jurisdiction’s 




unemployment 




office




2.6




Case monitored for 




compliance




2.7




Generates 




intergovernmental 




transmittal to other 




jurisdiction’s central 




registry




1.6




Next appropriate 




action taken




2.2




Is case an 




existing initiated 




case?




2.3




Process ended




2.1




Receives notification 




NCP receiving UIB in 




other jurisdiction




Yes




2.4




Does other 




jurisdiction 




accept direct IW 




for UIB?




No




Yes




No
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Enforcement –Social Security Intercept (Tier A)




System Enforcement Worker




T




o




-




B




e




 




P




r




o




c




e




s




s




5




Updates SS as 




employer




6




Sends IW to SS 




office




Yes




3




Does case 




qualify for IW?




No




4




Appropriate action 




taken




1




Receives notification 




NCP SS approved




7




Is money being 




received?




9




Did NV initiate?




8




Next appropriate 




action taken




10




Stops initiated part 




with other 




jurisdiction




No




Yes




Yes




No




11




Go to Monitor for 




Change sub-process




2




Uploads information 




on SS type




1




Receives notification 




NCP SS approved
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Enforcement -Workers’ Compensation (Tier A)




State Services Portal




Workers’ 




Compensation 




Company




System
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1




Identifies claim




2




Matches to case




6




Has withholding 




notice been 




sent?




7




Requests IW and 




sends to workers’ 




compensation 




company




8




Implements 




withholding




9




Monitors for initial 




compliance




Yes




No




10




Is payment 




received?




12




Next appropriate 




action taken




No




11




Go to Monitor for 




Change sub-process




Yes




3




Is WC company 




known to 




system?




4




Adds temporary WC 




company and 




submits to 




Employers Services 




Unit




No




Yes




5




Updates system
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Enforcement –Financial Institution Data Match (Tier A)




FIDM Worker System
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1




Identifies case with 




FIDM




2




Reviews case




9




Holds funds for 33 




days




No




12




Go to appropriate 




financial process




7




Does office want 




to proceed?




6




Process ended




No




Yes




8




Seizes money and 




sends notice to NCP 




and office if 




appropriate




11




Issues funds from 




UDC




3




Is additional 




information / 




action needed?




4




Requests from office




5




Was information 




received or 




action taken?




Yes




Yes




No




No




10




Did NCP dispute 




remedy?




13




Go to Dispute 




Resolution process




Yes




14




Appropriate action 




taken based on 




dispute resolution
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Enforcement –Liens (Satisfaction / Release of Judgment) (Tier A)




Recorder’s Office Lien Worker System
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1.1




Identifies new order 




with judgment




1.2




Do arrears 




qualify for 




recording?




1.4




Generates notice to 




Recorder’s Office




1.5




Records lien




1.3 




Process ended




2.9




Generates release of 




lien




No




Yes




No




2.11




Does party 




stipulate to 




agreement?




2.8




Does NCP pay in 




full?




No




1.6




Lien is placed




2.1




Receives notification 




of NCP activity




Yes




2.10




Recorder’s Office 




notified of release




2.12




Lien kept in place




2.13




Enters agreement 




2.14




Monitors for 




compliance with 




agreement




2.15




Is NCP 




compliant?




Yes No




2.16




Generates notice to 




Recorder’s Office to 




release the lien




Yes




2.3




Is a no-money 




release 




necessary?




2.4




Generates 




temporary release 




of lien




Yes




No




2.5




Recorder’s Office 




notified of release




2.6




Monitors to replace 




lien after specified 




timeframe




2.7




Recorder’s Office 




notified to replace 




lien




2.2




Sends demand letter
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Enforcement –Lien (Personal Property) (Tier B)




Lien Worker Attorney Law Enforcement
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1




Identifies personal 




property




2




Is NCP paying as 




ordered?




3




Process ended




Yes




4




Forwards for 




attorney decision to 




pursue




No




5




Is lien being 




pursued?




No




6




Prepares paperwork




Yes




7




Submits paperwork 




packet to law 




enforcement




8




Notifies NCP and 




holds property for 




20 days




9




Did NCP dispute 




remedy?




10




Forwards property 




No




Yes




11




Property seized




12




Go to Dispute 




Resolution process




13




Appropriate action 




taken based on 




dispute resolution
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Enforcement –CSLN and Claim Matching (Tier A)




CSLN Worker System CSLN
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Disputes are addressed by the Dispute Resolution process




1




Sends file to CSLN




2




Emails match 




information




8




Generates IW & 




lump sum to 




insurance company 




& notice to NCP




9




Monitors for initial 




compliance with IW




13




Is payment 




received?




14




Go to Monitor for 




Change sub-process




Yes No




5




Updates system




3




Receives and 




researches email




Yes




4




Contacts insurance 




company




6




Is IW 




appropriate?




7




Generate lump sum 




to insurance 




company & notice to 




NCP




No




11




Sends notification to 




CSLN worker




10




Did arrears go 




below $500?




No




Yes




12




Next appropriate 




action taken
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Enforcement –Administrative Enforcement of Interstate (AEI) (Tier A)




Other Jurisdiction System Central Registry
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1.2




Other jurisdiction 




notified of NV laws 




via CSENet




1.1




Sends request for 




AEI via CSENet




2.1




Sends request for 




AEI via transmittal




2.2




Indicates request on 




system




2.4




Other jurisdiction 




notified of NV laws 




via transmittal




2.3




Generates response 




to other jurisdiction








image17.emf



Enforcement –Federal Tax Refund Offset (Tier B)




System OCSE Central Office
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Disputes are addressed by the Dispute Resolution process




1.1




Identifies case that 




meets submission 




criteria




1.2




Includes case in tax 




offset file




1.3




Sends written notice 




to NCP




2.2




Does case need 




to be updated?




2.3




Includes case in 




update file




Yes




No




1.4




File of notices sent 




to NCPs received 




from OCSE




2.1




Monitors cases sent 




for federal offset




2.4




Update file received 




and processed
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Enforcement –Federal Administrative Offset (Tier B)




OCSE System




Department of 




Treasury
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Disputes are addressed by the Dispute Resolution process




1.1




Runs eligibility 




program against all 




ordered cases




1.2




Is a match 




found?




1.3




Includes case in the 




administrative offset 




program




No




Yes




1.4




Monitors case for a 




match




1.5




Does a match 




occur?




No




2.2




Does case need 




to be updated?




2.3




Includes case in 




update file




Yes




No




2.1




Monitors cases sent 




for federal offset




2.4




Update file received 




and processed




1.6




Payment seized, 




notice sent to NCP, 




and payment 




transmitted




Yes
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Enforcement –Passport Denial and Release (Tier B)




Offset Worker System OCSE Central Office
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Disputes are addressed by the Dispute Resolution process




1.1




Identifies case that 




qualifies for 




passport denial




1.2




Sends notice to NCP 




and OCSE




1.3




Receives notice to 




restrict passport




1.5




Has a release 




request been 




received?




1.6




Passport restricted / 




denied after 30 days




2.3




Does case 




quality for 




passport 




release?




No




2.6




Updates system and 




notifies parties




Yes




1.7




Passport released




Yes




2.4




Updates system and 




notifies parties




No




2.2




Conducts review




2.1




Receives request for 




emergency release




2.5




Restriction 




continued




1.4




Receives updated 




notice of action if 




appropriate




2.7




Sends update to 




OCSE via State 




Services Portal
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Enforcement –Credit Reporting (Tier B)




System Credit Bureau
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Disputes are addressed by the Dispute Resolution process




1.1




Monitors for credit 




reporting eligibility




1.2




Is case eligible?




1.3




Generates notice of 




intent to report to 




credit bureau 




ONCE ONLY




No Yes




1.6




Receives in file from 




CSEP




2.2




Monitors for 




changes




2.3




Does case 




qualify for 




closure?




2.4




Is closure in 60 




days?




2.6




Closure reported to 




credit bureau




Yes




Yes




No




2.5




Monitors case for 




closure reporting




1.7




Process ended




2.1




Identifies cases sent 




to credit bureau




No




1.4




Has timeframe 




passed and 




should case 




report?




Yes




No




1.5




Includes NCP name 




in file




2.8




Cases reported to 




credit bureau




2.7




Compiles NCP 




payment standing
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Enforcement –Automated Enforcement Exemptions (Tier A)




System Authorized Worker
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1.1




Identifies new 




exemption




1.2




Updates system




1.3




Prevents selected 




new remedies from 




starting




1.4




Suspends selected 




remedies




2.4




Should 




exemption be 




removed?




1.5




Process ended




2.1




Monitors existing 




exemption 




2.5




Keeps exemption in 




place




2.6




Removes exemption




No




Yes




2.7




Process ended




1.4




Suspends selected 




remedies




2.2




Is automatic 




removal in 




place?




Yes




2.3




Determines if 




removal is 




appropriate




No








image22.emf



Enforcement –Statewide Automated Enforcement 




Exemptions (Tier A)




System




Authorized CSEP 




Worker
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1.1




Identifies new 




exemption




1.2




Updates system




1.3




Prevents selected 




new remedies from 




starting




1.4




Process ended




2.1




Identifies existing 




exemption to be 




removed 




2.2




Removes exemption




2.3




Process ended




2.3




Allows selected 




remedies to start
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Enforcement –License Suspension (Tier A)




System




Enforcement 




Worker




T




o




-




B




e




 




P




r




o




c




e




s




s




1




Initiates query about 




license




2




Does licensing 




agency match 




with an NCP?




4




Does case meet 




criteria?




Yes




5




Sends 34-day notice 




to NCP at last known 




address




Yes




3




Process ended




No




No




6




Did NCP respond 




in 34 days?




Yes




7




License suspended




No




8




Did NCP pay in 




full?




9




Process ended




Yes




10




Go to Dispute 




Resolution process




No




11




Next appropriate 




action taken based 




on dispute 




resolution
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Enforcement –License Suspension (Compliance Agreement (RPP)) (Tier A)




Enforcement Worker NCP System
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1.1




Starts sub-process 




(from Dispute 




Resolution process) 




OR




Receives NCP 




contact to get 




release of license




1.2




Commences 




negotiation 




1.3




Is an agreement 




reached?




1.4




License is suspended 




or remains 




suspended




1.5




Documents 




agreement in 




system




No




Yes




1.7




Signs agreement 




and returns




1.8




Reviews agreement 




for satisfaction of 




terms




1.9




Provides copy to 




NCP




1.12




Process ended 




(back to Dispute 




Resolution process)




1.10




Is release 




appropriate?




No




1.11




License released 




(back to Dispute 




Resolution process)




Yes




2.1




Monitors for 




compliance




2.4




Is NCP compliant 




with agreement?




2.6




Monitoring 




continued




2.5




License suspended




Yes




No




2.2




Did NCP pay in 




full?




No




2.3




Process ended




Yes




1.6




Generates 




agreement








image25.emf



Enforcement –Criminal Non Support (Federal) (Tier B)




PSOC Enforcement Worker Central Office System
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1




Identifies case for 




prosecution




2




Prepares forms / 




information




3




Screens case




6




Is case 




appropriate for 




PSOC?




7




Office notified of 




rejection




No




8




Sends to PSOC




Yes




9




Is case 




accepted?




4




Is additional 




information 




needed?




No




5




Provides additional 




information as 




needed




Yes




10




Action taken, state 




notified of results




Yes




12




Receives notice case 




is not accepted




No




13




Can case be 




remedied?




14




Process ended




No




Yes




11




Forwards rejection 




to office
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Enforcement –Criminal Non Support (State)




Prosecuting Attorney Enforcement Worker Court Law Enforcement System
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1




Identifies case for 




prosecution




2




Prepares file for 




review




3




Screens case




4




Is case 




accepted?




5




Case monitored for 




enforcement 




options




6




Prepares case for 




charging




No




Yes




8




Arrests NCP 




9




Assists as needed




10




Holds hearing




11




Next appropriate 




action taken based 




on court results




7




Is warrant signed 




by court?




No




Yes
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Enforcement –Initiation of Contempt Action (Tier A)




Court Enforcement Worker Reviewer System
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6




Generates and 




prepares proper 




forms




7




Distributes for 




review




11




Receives 




information




8




Reviews forms




9




Are revisions 




needed?




10




Sends to Court




12




Prepares service 




packet for NCP




14




Case reviewed for 




next action




No




Yes




No




Yes




1




Searches for cases 




qualifying for 




contempt




2




Reviews case




3




Should contempt 




proceed?




4




Process ended




No




Yes




5




Prepares file




13




Is service 




successful?




Yes




15




Holds hearing




16




Appropriate action 




taken based on 




court results; go to 




Order Entry process
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Enforcement –NCP Failure to Appear / Comply (Tier A)




Attorney Court Law Enforcement System
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1




Identifies cases 




where NCP failed to 




appear or comply




2




Prepares  paperwork




3




Reviews paperwork




4




Is revision 




needed?




5




Signs and is 




forwarded to court




6




Receives, reviews 




and signs warrant




9




Generates arrest 




packet




11




NCP taken into 




custody




No




Yes




7




Should warrant 




be quashed?




No




8




Go to Quash Bench 




Warrant process




Yes




10




Notifies law 




enforcement of 




warrant
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Enforcement –Quash of Bench Warrant (Tier B)




Court Enforcement Worker Attorney System
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1




Identifies warrant 




needing to be 




quashed




3




Completes 




paperwork to quash 




bench warrant




4




Reviews paperwork




5




Is revision 




required?




6




Signs paperwork and 




is forwarded to 




court




7




Receives, reviews, 




and signs paperwork 




to quash warrant




Yes




No




8




Documents quash of 




bench warrant




10




Notifies law 




enforcement




9




Mails copies to 




parties




11




Next appropriate 




action taken




2




Notifies law 




enforcement to 




remove from system
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Enforcement –Limited Service Requested (Outgoing)




Other Jurisdiction Interstate Worker System
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1




Identifies need for 




limited assistance 




from other 




jurisdiction




2




Prepares and sends 




limited service 




request




3




Receives request




4




Is request 




approved?




5




Next appropriate 




action taken




No




6




Receives 




acknowledgement




7




Case monitored for 




other jurisdiction’s 




response




Yes
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Enforcement –Deceased NCP / Creditor’s Claim (Tier A)




Estate Worker System
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8




Performs search for 




assets




12




Checks for estate in 




probate court after 




determined period 




of time




2




Learns of NCP’s 




death




3




Verifies information 




7




Contacts CST 




11




Go to Case Closure 




process




9




Are assets 




located?




10




Does asset meet 




criteria for 




pursuit?




No




Yes




No




13




Appropriate action 




taken




Yes




8




Performs search for 




assets




1




Identifies death of 




NCP




5




Are arrears 




owed?




4




Updates system




No Yes




6




Go to Case Closure 




process
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Enforcement –Offer in Compromise of State Debt (Tier A)




Settlement Worker Central Office System
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1




Receives NCP 




request




3




Was all 




information 




received?




4




Sends letter to NCP 




for missing 




information




5




Did NCP 




provide?




6




Process ended




7




Sends status 




response to NCP




No




No




Yes




Yes




8




Submits request to 




Central Office




9




Reviews 




documentation




10




Is offer 




accepted?




15




Receives notification 




of review results




12




Is counter offer 




accepted?




13




Process ended; NCP 




and settlement 




worker notified




17




Stipulation 




documented and go 




to Order Entry 




process




No




Yes




No Yes




11




Is counter offer 




issued?




Yes




No




14




Notifies NCP and 




settlement worker 




of offer




1




Receives NCP 




request 




2




Enters into system




16




Follows stipulation 




process
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ACH / EFT Receipting (Tier A)



Rationale:  complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Pulls SFTP file of ACH/EFT Receipts down to system







				The system downloads the ACH/EFT files from a secure file transfer protocol site (SFTP) to a network server. Entities sending ACH/EFT files may use either the CTX or CCD+ format for their files. SCaDU finds files using the CCD+ format easier to use with its case-based record layout. Additionally: 



· The “new system” could be an opportunity to encourage more  employers to use the preferred format



· The “new system” could be an opportunity to encourage more self-employed noncustodial parents to use automatic withdrawals from their checking accounts 



· The system could automatically invoke the job to pull the EFTs down to the system as an input file



				ACH/EFT files come directly from Wells Fargo. Numerous entities of each type send ACH/EFT files containing information about child support payments and funds: employers, other jurisdictions, and payroll processing companies. 



				Key Step:



Receives receipts



Necessary Conditions:



· Available current file of EFT receipts in ACH format most appropriate for each payor











				2



				Removes unreadable or nonsensical records from file







				The system generates an error report of all those transactions that cannot be “tolerated” by the system: i.e., those that are not full ACH transaction sets, etc.  The system separates them from the remaining valid transactions for special handling by a designated role in SCaDU.



The ACH system is strict enough that the bank that handles this file for Nevada may be able to help with resolving the more egregious of invalid EFT transactions, namely bad data or missing transaction types.



				



				Construction Decision:



The system must deal with file records that have more problematic errors than relatively straightforward “unidentified” errors. For instance, the system needs to review the records for nonsensical dollar amounts, “gibberish” characters in the record, format problems, etc.







				3



				Allocates and distributes payments



				The system allocates the payments to the cases and distributes the payments to the cases’ accounts. The balance of the ACH file received will be valid payments that need not be held up in the error resolution process. 



				SCaDU needs to correct all the errors in the file before closing and approving the batch.



				Key Step:



Moves payments to the correct cases and accounts



Necessary Conditions:



· The ACH/EFT file is free of improper record formats and nonsensical information in the records.



Process Decision Made:



Instead of delaying the processing of the batch file to reverse unidentified ACH/EFT payments, the system will process all payments in the “scrubbed” file and direct any unidentified ACH/EFT payments to the process for resolving unidentified payments.







				4



				Go to Disbursement process; go to Research and Resolution of Unidentified Receipts process



				The system initiates the disbursement process.



The system feeds any unidentified payments to the Research and Resolution of Unidentified Receipts process.



				For some payments, the circumstances may be such that the system may not be able to allocate, distribute, or disburse a collection. Nevada has other Financial processes to deal with these circumstances and allow proper resolution of the collection. 



NOTE: SCaDU prefers CCD+ format when they have the employer send in payments because this format is case-based.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				End-of-record indicator issue



				CCD+ records do not always have the proper end-of-records indicator (/); this is a missing delimiter.



				Working with the ACH/EFT bank to improve the quality of the file resolves the barrier.







				B2



				People search issue



				NOMADS is difficult to use to search for people to do research on.



				System automation resolves the barrier.







				B3



				Employer phone numbers are not being added to the NOMADS screen



				They use EWS to get the employer’s phone number. When they add the employer to NOMADS, they are not getting the phone number loaded.



				System automation resolves the barrier.







				B4



				Alternate SSN issue



				Cannot use alternate SSNs to process payments rather than just primary SSN.



				System automation makes it easier to work out a resolution to alternate SSNs for a payor or may eliminate the issue all together.







				B5



				Employers mix up identifying information for EFT payments.



				EFT payments are posted to the wrong case because of inaccurate information provided by employers in the EFT file they send to SCaDU.



				System automation helps identify and resolve the errors.







				B6



				CTX format is not user friendly



				CTX format is difficult to use because one record can wrap around the row of the file.



				System automation resolves the barrier.







				B7



				When SCaDU receives the EFT posting file, information is not always on the same day that SCaDU receives the EFT money file



				Current “work around” is to delete payments (about 3 to 5 per batch) from the EFT file because the money is already in the bank deposit; Vendor doing online/telephone receipting sends data that should not have been included. Similar for trying to handle bank rejects, they are in the bank and are double counted on the posting side.



				System automation removes the barrier.







				B8



				Employer not providing needed information



				Employers do not provide enough information in the posting file to correctly identify the person or case.



				System automation helps identify and resolve the errors.







				B9



				NOMADS does not store NCP other names and SSNs



				NCPs use different names and pseudo SSNs at work, and NOMADS doesn’t have the different names and pseudo SSNs.



				System automation removes the barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Integrate online payments



				Integrate online payments into the SCaDU in the preferred CCD+ format.



				System automation implements the suggestion.







				SI2



				Partial employer searches



				The system should allow workers to look up partial employer names, like in EWS.



				System automation implements the suggestion.







				SI3



				Better batch resolution



				Auto-delete entries from the batch; create a maintenance table screen to deal with them rather than programmer time to hard code fixes to the errors.



				System automation implements the suggestion.







				SI4



				Reconcile pseudo SSNs with potential valid SSNs



				Need to fix the pseudo SSNs on cases when a potential valid SSN comes through SCaDU, so that they can then get the connection made and the payment processed correctly. There is a report coming from the Help Desk to the field to fix these pseudo SSNs.



				System automation implements the suggestion.
















				Improvement Category



				Description of Improvement







				Automation



				The entire process is automated.







				Process Adaptation/Streamlining



				· There is no need to depend on IT for this process.



· Unidentified transactions will be sent and processed through the Unidentified Process.







				Standardization



				The EFT files received may be standardized for all employers.







				Improved Quality



				The quality of the EFT files received will be greatly improved.







				Group Recommendation



				







				Pre-Implementation Opportunities



				· An outreach to the employers may be a good thing:  “We are changing our system and we need you to send us some test files again”.  “We only accept a certain format for EFT now”.  “Can we help you improve your transmissions?”



· Also, perhaps NV can meet with the bank about EFT traffic.  They may have some suggestions about how to handle outreach or what they can do for you as your agent.



· Consider designating a person from SCaDU to be the EFT coordinator for the child support program.  There will be new employers and your bank sometimes has questions, and the EFT coordinator would be the contact for them.  Preferably, Nevada would want to resolve ACH/EFT file issues at the SCaDU rather than having to involve IT staff to fix records in the file.







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				The Reverse EFT process itself may no longer be needed as it is.  The system can be designed to create a reversing transaction back to the bank in most cases







				Miscellaneous Notes about overview of Financials



				3 kinds of financial processes:  collection processes, control processes, and adjustment processes, 



Separate adjustment processes:  NAWC, Ledgers on the Web, NOMADS, etc.



JP Morgan is giving way to Chase for debit card business



Can we come up with a simplified process to deal with payment changes.  There could be similarities in the way that we handle the basics:



Whoever sees it either can or cannot fix it – who has responsibility?



Researching a fix



Fix AND then approve the fix – 2 people



What is involved in fixing this problem?  Needs to be streamlined? (Into UDC?)



Monitoring the process?  (Used to be Help Desk)



Who is approving?
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Federal Tax Offset Processing (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives OCSE file of offsets and checks control totals



				The system receives the posting file and the funds file for the OCSE Offset Program. The system processes the batch, including managing the control totals. File records in improper formats are very rare.



				



				Key Step:



Receives offsets



Necessary Conditions:



· Available current file of offsets either pushed on a regular basis from the bank, or pulled when notified of the existence of file



· File is complete and control totals are matching report



Construction Decision: 
SCaDU confirms control totals for posting and payment files.







				2



				Runs allocation and distribution programs



				The system processes the receipts, allocates them to cases, and then distributes the collections appropriately.







				For some payments, the circumstances may be such that the system may not be able to allocate, distribute, or disburse a collection. Nevada has other Financial processes to deal with these circumstances and allow proper resolution of the collection.



				Key Step:



The money collected is spread to the appropriate cases



Necessary Conditions:



· The ACH/EFT file is free of improper record formats and nonsensical information in the records.



Process Decision Made:



Unidentified federal tax offset payments are very rare and in Nevada have become practically nonexistent. However, if a federal tax offset payment cannot be identified to a case, it should be worked through the regular unidentified payment process. The unidentified payment process will be automated and all unidentified payments will be available for reference and disposition online.  The invalid offsets will be resolved using the same functionality as the unidentified payment process.







				3



				Deducts fees from payments and records fees in system



				The system deducts and records the fees owed by the nonpublic assistance custodian for the offset.



The fees deducted by the system must match the control total from OCSE's federal offset letter.



				SCaDU needs to correct all the errors in the file before closing and approving the batch.



				Key Step:



The money collected is spread to the appropriate cases



Necessary Conditions:



· Each offset must contain data to point to a case







				4



				Go to Disbursement process



				The system initiates the disbursement process.



				SCaDU reconciles that the fees deducted by the system match the control total from OCSE's federal offset letter.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Disposition







				B1



				The system is unable to read through the spaces in the file



				A common issue with the file is extra spaces, which cause additional time and resources to correct the file for processing.



				Automation resolves the barrier.







				B2



				IT Operations staff have the task to verify financial information in posting files



				It appears to be a mismatch of skills and accountabilities to put the responsibility of confirming the match between control totals on IT staff.



				Automation removes the barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				
















				Improvement Category



				Description of Improvement







				Automation



				The entire process is automated.







				Process Adaptation/Streamlining



				There is no need to depend on IT for this process.



Unidentified transactions will be sent and processed through the Unidentified Process.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				See comments in the EFT chapter.
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Receipting, Posting, and Bank Deposits (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Enters payment posting information online and prints receipt



				Local offices take payments over the counter on an exception basis. Payments must be in the form of money orders, but some offices accept cash; no personal checks.



Payment information will be entered into the system and a receipt will be generated for the payment



				Some counties are only allowed to accept money orders; some take cash. This process has a lot of variation across the state where some offices do not take payments at all and other offices take a variety of payment methods. The local offices hand write receipts and send a scanned copy to SCaDU for indexing information on the case.



				Key Step:



Receives collections



Necessary Conditions:



· Must be a valid form of payment accompanied by valid case identifying information



Group Consensus:



Local variation has been allowed in accepting/not accepting payments locally and will continue. Local variation has been allowed in depositing payments locally or forwarding payments to SCaDU for depositing and will continue.  This may be a non-issue per SCaDU if local offices could be equipped to offer NCPs access to the online payment process system.  (SCaDU is moving its online payment processing business to a new merchant processor that provides a 1-day settlement service level agreement, and this change could be an opportunity to place this technology in the local child support offices.)







Requirements Elaboration:



Local offices enter receipt posting information into the system and possibly print out receipt for payor from the system. 







				2



				Deposits payments



				SCaDU’s policy is that these payments should be deposited locally and the posting information sent to SCaDU. The local offices should not mail the payments to SCaDU.



				Some counties are only allowed to accept money orders; some take cash. This process has a lot of variation across the state where some offices do not take payments at all and other offices take a variety of payment methods. The local offices hand write receipts and send a scanned copy to SCaDU for indexing information on the case.



				







				3



				Receives payments 



				SCaDU accepts physical payment instruments over the counter at its office.



NOTE: This step is outside the scope of the system modernization project.



				Washoe feels it is in a bind that it cannot take a payment at all. Their DA says "no payments" cashed at the courthouse; and then SCaDU says it cannot accept checks mailed to SCaDU by a local office.



Some counties do not have a Wells Fargo branch, so they are allowed to mail the checks they take in to SCaDU



				Key Step:



Receives collections



Necessary Conditions:



· Must be a valid form of payment accompanied by valid case identifying information







				4



				Processes payments



				SCaDU processes all the payments received over the counter



NOTE: This step is outside the scope of the system modernization project.



				This is not a standard process across the offices. Offices may fax, e-mail scanned documents, or mail documents.  







SCaDU batches, scans, indexes, and posts payments received over the counter the following day.  This delay allows SCaDU to manage staff's time on task allocation.



				







				5



				Deposits payments



				SCaDU deposits all payments received over the counter



NOTE: This step is outside the scope of the system modernization project.



				The list of batches has the batch detail, batch summaries, and a list of rejected receipts.







Both noncustodial parents and employers may submit child support checks that have nonsufficient funds.



				







				6



				Process ended



				Once SCaDU has processed and deposited all the money received in a day, its role in the process ends.



				SCaDU uses a safe to secure payments that have been removed from the processing stream.  



Scanned into Compass to be worked by a specialist.



				







				7



				Receives exported batch total and posting information



				The system receives the information about daily collections from SCaDU’s payment processing system.



				Sorts into batches; uses 10-key calculator adding up the amounts of the payments. The list of batches has the batch detail, batch summaries, and a list of rejected receipts. The batches are created of no more than 55 receipts broken into batches of like-kind receipt types.



Local payments are their own batches, and there may be multiple batches.



				Key Step:



Receives collection information and can update the system with the correct figures for the day



Necessary Conditions:



· The payment information must be entered into the system either through an interface or a data entry screen







				8



				Runs allocation and distribution programs



				The system processes the receipts, allocates them to cases, and then distributes the collections appropriately.







				Pulls payment instrument from the processing stream and scanned in Compass to be worked by specialist (go to Resolve Dishonored Payments process).



Scanning the payment into Compass creates a monitored workflow for the resolving the payment.



				







				9



				Go to Disbursement process



				The system moves on to disbursing the collections.



				Scanning the payment into Compass creates a monitored workflow for the resolving the payment.



For some payments, the circumstances may be such that the system may not be able to allocate, distribute, or disburse a collection. Nevada has other Financial processes to deal with these circumstances and allow proper resolution of the collection.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Returning child support payments



				One office’s local procedures do not allow it to accept payment over the counter or accept check payments and mail to SCaDU.   Offices are not allowed to mail payments to SCaDU that they receive directly, so they return them to the sender.  



				Status quo will remain in place. The group no longer views these circumstances as a barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Banks as payment receipter



				Leverage banks as a location to accept child support payments.



				Open issue – set aside time to do some research into the bank’s services to large business customers like SCaDU.







				SI2



				Online payments



				Softgate is a subcontractor of online payment vendor to get “payment stores” set up to receive NCP’s payments.



				Open issue – use this time to interview vendors and see if options are available that are better than the current vendor.







				SI3



				Receipting screen for local offices



				Create a receipting screen for the local offices to enter the information; Use a kiosk in the offices for people to enter their payment.



				Automation will implement this suggestion.
















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				More of this process will be done on the new system.  







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				· Perhaps form a IV-D/SCaDU work group to look at payment processing procedures.  The goal here is to standardize program-wide what Nevada does to receive and deposit payments locally. What can IV-D require as a user of the SCaDU – what procedures can be developed to have the same processing statewide?



· Develop and implement procedures to accept and process NCP’s payments in the local office. Use the technology of new merchant processor of online payments to facilitate these transactions.







				Possible Requirement Elaboration



				Local offices enter receipt posting information and possibly print out receipt for payor.







				Miscellaneous Notes



				Some offices feel they are in a bind when they cannot process a payment.  Customer service suffers if payments are turned away without a plan for easing the process of mailing the payments into SCaDU (perhaps some pre-addressed envelopes available at the local office for a customer to use to mail their payment?)  
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Disbursement of Support (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies funds ready to be disbursed for a case / payee



				The system identifies the funds available for disbursement for a case or a payee.



				



				Key Step:



Receives information about daily disbursements to be made



Necessary Conditions:



· The status of money collected and distributed to a case or person must reflect that it is available for disbursement







				2



				Are electronic payments active for the case?



				The system identifies payments that will be disbursed electronically and those that will be disbursed by a warrant.

If yes, go to 3
If no, go to 4



				Some state agencies need a check from transferred payments, some agencies accept electronic transfer.



				







				3



				Payment disbursed electronically



				The system includes the payment in the file for disbursing payments electronically.



				



				







				4



				Sends positive pay file to SDU bank



				The system prepares the file of warrant amounts and sends it to the positive pay bank.



				This communication alerts Wells Fargo how much money to transfer into the positive pay account and to help identify potential fraud by tracking check amount to check number.



				Key Step:



The money is moved from the state to the bank to cover the full amount for warrants produced that day



Necessary Conditions:



· The format of the file and the protocols for getting this information to the bank must be identified and followed precisely



· The system must receive the information that the file is at the bank with the correct control totals







				5



				Prepares file of payment and recipient information to print and issue warrants



				The system prepares the file of payment and recipient name and address information that will be sent to the State Controller to print and mail the child support warrants.



				



				Key Step:



Warrant information is collected and formatted to expedite the printing process



Necessary Conditions:



· The recipient must have a valid address on file







				6



				Warrants printed



				The State Controller’s office prints the warrants per the information in the posting file and sends them to the recipients.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple cases to disburse to multiple states



				The IV-D System needs to allow arrears to be disbursed to multiple states from the same case so users do not need to effectively create two cases in order to get the disbursements to go to the correct states.



				Automation will remove this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				The system should have electronic interfaces with all state agencies for disbursements



				Foster care and Medicaid are examples of state agencies that cause the system to have to cut a check within its own state to transfer retained funds to those programs.



				Automation will implement this suggestion if the other agencies have the capability to accept an electronic payment.
















				Improvement Category



				Description of Improvement







				Automation



				The entire disbursement process is automated.



Foster Care, Medicaid, and IV-A should have interfaces for transmitting check amounts.



They are also sending reporting figures for OCSE, so the interface must be multi-use.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Refunds of Support (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies case that needs a payment refunded



				The refunder identifies case appearing to need a payment refunded.



NOTE: The scenarios prompting the need for a refund could be for the refund of retained support, over-collected support, overpaid support, fees collected in error, and others. The process of refunding support (or a fee) should follow the same steps of a single process rather than creating separate refund processes for the individual circumstances that prompt the need for a refund.



				The Case Worker may come across a case circumstance for a refund through the course of casework, going through a distribution or disbursement error report.



				Key Step:



Identification of a possible refund situation.



Necessary Conditions:



· The system has business rules defined that can highlight such conditions, preferably before distribution occurs



· Designated worker gets report of payments needing refund review







				2



				Suspends distribution, if appropriate



				When needed, the refunder suspends future distribution of payment(s).  



				Staff suspend distribution of payments during this time to prevent additional funds potentially going to a party in error. 



				Requirement Elaborations:



The refunder may not have to suspend distribution in the new system if the refundable portion is designated as such during the Refund process.



When distribution is suspended, it may need to be done:



· By case



· By payment



· By company



· By NCP



· By just the “next” payment



· A combination of criteria







				3



				Determines to whom to refund



				The refunder determines the appropriate person to receive the refund.



				



				







				4



				Processes refund of money



				The refunder prepares the refund and sends it for approval



				



				Key Step:



Takes action to refund payment



Necessary Conditions:



· The recipient of refund must have a valid address on file







				5



				Removes suspension, if appropriate



				If the refunder had suspended distribution on the case earlier, the refunder may remove that suspension now.



				The workflow for the refund is outside of the system. Staff identifying refunds may use paper documents or e-mails to communicate the refund information to the Approver. 



				Requirement Elaboration:



The system may handle the timing of removal of a more involved suspension automatically.



(See Step 2 for related information.)







				6



				Refund approved



				The Approver makes the appropriate changes in the system's financial records to allow the system to refund the money to the appropriate party.



				The Approver uses LOTW to prepare the refund.



				Group Recommendations:



· Refunds arising from regular casework would be initiated and approved locally.



· Refunds arising from special circumstances and unidentified payments would be initiated and approved centrally.



Parking Lot:



Need to determine how to coordinate refunds of retained collections and fees with the availability of funds in the Program Account, which is CSEP’s fiscal fund.




















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Identifying employer information



				Unidentified information from employers adds delays and time.



				Automation will facilitate more timely resolution of this barrier.







				B2



				Combining refunds



				Combine refunding of multiple payments into one check.



				Automation will remove this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				E-IWO



				E-IWO would expedite and allow easier coordination of changes to the income withholding order and decrease the need for creating a refund.



				Open Issue – determine whether E-IWO can be implemented in such a way as to reduce the number of payments to be refunded or the dollar amount that would need to be refunded  when there is a case with an ongoing overpayment scenario. 
















				Improvement Category



				Description of Improvement







				Automation



				The system provides a workflow for submitting and approving refunds of payments.







				Process Adaptation/Streamlining



				The process model includes only steps for refunding payments.







				Standardization



				All staff would be using the same workflow for refunding payments.







				Improved Quality



				The system coordinates placing and removing suspensions on cases and payments. The child support program will need to develop business rules defining which scenarios would be permissible to allow the system to provide automated support for placing and removing distribution/disbursement holds, particularly for removing holds. 







				Group Recommendation



				· Refunds arising from regular casework would be initiated and approved locally.



· Refunds arising from special circumstances would be initiated and approved centrally.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				· The refunder may not have to suspend distribution in the new system if the refundable portion is designated as such during the Refund process.



· The system may handle the timing of removal of a more involved suspension automatically.



· When distribution is suspended, it may need to be done:



· By case



· By payment



· By company



· By NCP



· By just the “next” payment



· A combination of criteria











				Miscellaneous Notes



				Some refunds are tied to a delay of order entry















[bookmark: _Toc426578716]Receipt and Disbursement Reconciliation (Tier B)



[image: ]







Receipt and Disbursement Reconciliation (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Alerts reconciler of out-of-balance condition and provides online view of accounts



				The system provides online reports of payments posted, allocated, distributed, and disbursed to be used in reconciliation process.



				A single job stream produces for the system produces about 20 reports SCaDU uses for daily reconciliation.



				Key Step:



A systematic way of alerting a worker that a case needs reconciling



Necessary Conditions:



· The worker must have a valid case number and an idea of what the complaint is



Process Decision Made:



Although the system would produce an accounting report for every business day, the system would alert SCaDU to take action only when amounts do not reconcile.







				2



				Reviews transactions and allocations online for specified timeframes



				The reconciler researches the reports to identify what is causing the amount not to reconcile.



				



				Key Step:



The system allows for an online look at all the transactions to an account within a specified timeframe



Necessary Conditions:



· The system must keep detailed records of all transactions that affect the balance of the account



· The system provides accurate accounting management reports







				3



				Researches to identify and correct errors



				The reconciler researches the cause of and solution to the may need to look outside the system for a missing payment or a record of a transaction that shows on the system but not to the requestor.



				An under or over allocation occurs when the disbursement does not equal the amount of the child support payment



				Process Decision Made:



The reconciler uses the reengineered accounting management reports to research the problem and solution. 







				4



				Makes online allocation adjustments



				Based on the results of the research, the reconciler adjusts the receipts and disbursements to reflect the reconciled balance.



				



				Key Step:



The online process allows for adjusting transactions to help reconcile the account



Necessary Conditions:



· These adjusting transactions must have an immediate influence on the account so that their impact can be measured on the way to reconciliation



· The adjusting transactions must be recorded so that they can be archived after reconciliation



· Frozen data for the reconciliations



Parking Lot:



Need to determine the conditions under which a manual override of the system’s allocation would be allowed and which type of staff would be in the “reconciler” role.







				5



				Do amounts reconcile?



				The results from the online adjustment process are constantly updated until amounts are reconciled.

If yes, go to 6
If no, go to 3



				SCaDU submits a help desk ticket for IT to fix over/under allocations corrected if they cannot correct it on LOTW.



				







				6



				Documents adjusting transactions in  financial record



				If any adjustments were used to reconcile the account, the system will add these to the case record.



				



				







				7



				Process ended



				No further action is needed when the amounts are reconciled.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Duplicate warrants



				The current system allows there to be duplicate warrants for the same collection amount.



				Automation will drastically reduce the risk of this scenario occurring.







				B2



				Finding duplicate warrants



				Have to manually find duplicate warrants.



				Automation will remove this barrier.







				B3



				Multiple reports for daily reconciliation



				23 reports are used by SCaDU in the daily reconciliation process of NOMADS.



				Reengineering of the Accounting Management reports will remove this barrier. (See the To-Be Reporting Results Document.)







				B4



				Over / under allocations require help desk ticket for fix



				Help desk ticket to get over/under allocations corrected if they cannot correct it on LOTW.



				Automation will streamline this process, removing the need for a help desk ticket to reconcile the amounts.







				B5



				Manual Over/Under Allocation query



				SCaDU has to run a query manually against NOMADs to troubleshoot a day’s receipts not reconciling.



				Automation will remove this barrier. (See the To-Be Reporting Results Document.)















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				System automation for error handling



				Automating the system to handle the reasons why the reports are coming out wrong.



				Automation will implement this suggestion.
















				Improvement Category



				Description of Improvement







				Automation



				The system does much more of the reconciliation. 



System provides an online view of accounts.



Also allows online correcting adjustments by the reconciler.







				Process Adaptation/Streamlining



				Business rules are created to allow the system to know when an out-of-balance condition exists, so as to alert the reconciler.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Should discuss the conditions under which a manual override of the system’s allocation would be allowed and which type of staff would be in the “reconciler” role.
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Disbursement Exceptions (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies disbursements that cannot be done automatically



				The system identifies payments that it is unable to release to the party to whom the payment is owed.



				



				Key Step:



The online process gathers all occurrences of exceptions and presents them to the worker.



Necessary Conditions:



· The payment exceptions must be identified in such a way that the system can select them for the online report



· The online report must have a way of drilling down to each specific disbursement



Parking Lot:



The system can identify these disbursements, but someone must be able to work them.  Need to determine which type of staff would be in the “payment adjuster” role.







				2



				Prepares online report of exceptions



				The system prepares a report of the disbursement exceptions for the Report Worker to work through.



				The system also includes undisbursed payments in the report that are required to be undisbursed by policy.



				







				3



				Uses online facility to view and fix each disbursement exception



				The payment adjuster reviews the records listed online and fixes those that can be corrected.



				



				Key Step:



The online process allows for needed adjustments to facilitate a proposed fix for those disbursements that can be corrected.



Necessary Conditions:



· Each correction is recorded and awaits final correction of recipient information







				4



				Can recipient’s information be corrected?



				The payment adjuster determines if the case’s circumstances would require updating the recipient’s information.







If yes, go to 5



If no, go to 7



				



				







				5



				Updates case with corrected information



				The system updates the case with new or corrected information that the payment adjuster entered or the system found through automated interfaces, which would allow the system to disburse the payment.



				Examples of corrected information can be a new verified address for the recipient and a mismatch of which other jurisdiction to disburse the payment to.



				Key Step:



The online process implements the change to recipient information.



Necessary Conditions:



· Since this process is working from an online list of disbursement exceptions,  all of the fixes are made one-by-one, but the process must know when all fixes are complete so the regular daily disbursement process can be performed 







				6



				Funds disbursed appropriately



				The system uses the new information entered to disburse the money appropriately.



				



				







				7



				Money remains held



				The money remains undisbursed until such time the system again identifies it for the report.



				It is appropriate in some circumstances for the money to remain undisbursed, such as when a federal tax offset owed to a nonpublic assistance custodian is held pending the filing of an “injured spouse” claim from the noncustodial parent’s spouse.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				The report contains payments that should not be on the report 



				Federal regulations require NPA federal tax offsets to be held for 6-months before disbursement unless the injured spouse claim form is received and processed before then.



				Automation will prevent payments that are legitimately in hold from being presented as a task to be completed until such time it is appropriate to release the payment manually.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				
















				Improvement Category



				Description of Improvement







				Automation



				Automation will improve the efficiency of this process greatly.



The system can present a list of needed disbursements that can be fixed and then disbursed in the regular process.







				Process Adaptation/Streamlining



				There are parts of this process more automated than they have been.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc426578718]Disbursement Status Reconciliation (Tier B)



[image: ]







Disbursement Status Reconciliation (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Sends file of warrants’ status changes



				On a weekly basis, the positive pay bank sends the system a file of changes in warrants’ statuses.



				Wells Fargo is the disbursement bank for the Nevada child support program.



				Key Step:



The bank pushes the list electronically to the system weekly



Necessary Conditions:



· The system needs the information sent in a systematic format with certain data included



· The system needs to know when a new file is available, so it doesn’t process an old file



Parking Lot:



Work with positive pay bank to update the file format, if needed, to work with the system. Consider changing the frequency to daily updates from the bank rather than the current weekly report.







				2



				Processes file



				The system processes the file.



				



				Key Step:



The system processes the warrant statuses on the new list



Necessary Conditions:



· There must be a mutually agreed upon system of status codes so that the system can mark the appropriate new status on a warrant record







				3



				Updates warrant records with status changes



				The system updates its internal warrant register with the information in the file.



				NOMADS initially sets a warrant’s status as “issued”. As time moves on and the warrant is cashed, voided, or “stale dated”, NOMADS updates the register’s record appropriately.



				Key Step:



The system updates each warrant with a status and a date of status change



Necessary Conditions:



· The date of original issuance must be there at the time the warrant is produced.  Stale dated warrants are not coded from the bank as such but can become a status on a warrant if a rule is developed to make that happen after a certain amount of time.   







				4



				Process ended



				The weekly process ends after the system is updated. The process is repeated the following week.



				Nevada disburses the vast majority its child support payments electronically through debit cards, EFT, and direct deposit media. When Nevada issues a warrant, the purpose is to reimburse the entity that submitted the payment initially.



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Send a Crystal report



				The positive pay bank sends the file in an updated format.



				Automation will improve this process.
























				Improvement Category



				Description of Improvement







				Automation



				The system will do most of this process, even receiving the file of status changes directly from the bank, without manual intervention.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				A new set of warrant statuses should be determined to facilitate the automated changes and the system knowledge of exactly where this warrant is in the life cycle.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				















[bookmark: _Toc426578719]Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts) (Tier A)



[image: ]







Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts) (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives notice of dishonored payment



				The system receives notice electronically of a dishonored payment from the financial institution holding the account against which the payment was drafted. 



				Primary examples of dishonored payments are returned items for nonsufficient funds and bank returned items, where the payor’s bank account had been closed.



				Key Step:



The system identifies a dishonored payment



Necessary Conditions:



· An electronic notification is received by the system in a prearranged format, with data it can use to pinpoint the warrant in its records







				2



				Re-deposits check



				The system electronically sends notice to bank to redeposit the check.  This process may be able to occur within the bank itself because of a standing order to do so from Nevada, if the dishonored payment is not the result of a closed account. 



				In Nevada, payors who make payments their banks dishonor typically are noncustodial parents and employers.



				







				3



				Is this the NCP’s first or the payor’s second dishonored payment?







				The system checks if the payor previously remitted a payment that was subsequently dishonored. 







If yes, go to 4



If no, go to 6



				



				







				4



				Sets flag on system to delay distribution and disbursement of specific payors in the future



				The system sets a flag to delay the payor’s future payments from being processed or disbursed before positive confirmation that the bank honored the payment.



				If a payment taken by a county office is dishonoredns and Distribution System.ures.ining the referral. be required of them to and directives:
led correctly on the syst, SCaDU puts a distribution hold on the case in NOMADS. If it is a dishonored payment through the SDU, then they can flag it on the Collections and Distribution System.



				Parking Lot:



The step of delaying the distribution of a likely NSF payment is a common practice in SDUs around the nation. One office wants a legal justification that would assure Nevada that OCSE or a custodian could not “ding” CSEP and counties if SCaDU takes steps to protect itself from being defrauded by a payor who has passed multiple bad checks through SCaDU previously. 







				5



				Inform NCP of circumstances and responsibilities



				Generate a notification to the NCP of the circumstances of the dishonored payment, since they are responsible for the payment even if the dishonored payment came from their employer withholding.



				



				







				6



				Was the payment successfully redeposited?



				The system receives transmission from the bank with this information.







If yes, go to 9



If no, go to 7



				



				Parking Lot:



Nevada needs to determine a policy of how to define when a redeposited payment is accepted. The standard could be confirmation from the deposit bank or assume a check was successfully redeposited if it was not returned in a set number of days.







				7



				Sends notice to payor demanding to make the payment whole



				The system creates a notice that is sent to the payor demanding that the payment be made whole.



				



				Key Step:



Informs payor of reimbursement payment is owed



Necessary Conditions:



· The system must have the wording and placement of information to generate a notice



· The payor must have a valid address on file







				8



				Does payor make the payment whole?



				The system waits a specified number of days for notification from the bank that the payment has been made whole.







If yes, go to 9



If no, go to 10



				



				







				9



				Process ended; Releases payment funds, if needed



				When the payment is redeposited or made whole by the payor, the process ends, and the system is updated with result.







If a hold flag has been entered, the “made whole” status received from the bank triggers the system to allow the funds to be processed and disbursed.



				



				







				10



				Sends second notice to payor demanding to make the payment whole



				The system creates a second notice that is sent to the payor demanding that the payment be made whole.



				



				Key Step:



Informs payor of reimbursement payment is owed



Necessary Conditions:



· The system must have the wording and placement of information to generate a notice



· The payor must have a valid address on file







				11



				Does payor make the payment whole?



				The system waits a specified number of days for notification from the bank that the payment has been made whole.







If yes, go to 9



If no, go to 12



				



				







				12



				Sends third notice to payor demanding to make the payment whole



				The system creates a third notice that is sent to the payor demanding that the payment be made whole.



				



				Key Step:



Informs payor of reimbursement payment is owed



Necessary Conditions:



· The system must have the wording and placement of information to generate a notice



· The payor must have a valid address on file







				13



				Does payor make the payment whole?



				The system waits a specified number of days for notification from the bank that the payment has been made whole.







If yes, go to 9



If no, go to 14



				



				







				14



				Case sent to Controller, who forwards debt to collection agency



				When the payor does not make the payment whole after the third notice, the system reports the case to the State Controller, who in turn refers the debt to a contracted collection agency.



				The State Controller forwards the debt to a third party collection agency to recover funds for the dishonored payment.



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Tracking recovery debts



				Track all recovery debts on the system rather than offline files.



				Automation will improve this process.
















				Improvement Category



				Description of Improvement







				Automation



				The entire process is fully automated, including receiving the file of dishonored checks from the bank.







				Process Adaptation/Streamlining



				Implementation of a fee/debt screen and accounting for the debt outside the payment process, so as not to involve the CST and not involving distribution already performed on a payment.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				No alert is needed for this process – status change or system generated narrative.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				May be some overall approval needed.



Also, may have a delayed hold, or no confirmation of clearing.  



Major benefit: we are not disturbing the case (NCP or CST).
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Resolution of Misapplied Payments (Tier A)



Rationale:  significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Misapplied payment identified



				The payment resolver identifies a possible misapplied payment.



				Awareness of the misapplied payment typically comes from the intended recipient contacting the Case Worker to ask if an expected payment had come in on the case.



				Key Step:



The actual identification of a misapplied payment is critical to the resolution of the error



Necessary Conditions:



· Beyond a manual notification of a missing payment, the system may only be able to show a divergence from expectations: a report of no payment on a consistently paid-up case, a payment made to a long-delinquent case, or a change in amount of payment made.







				2



				Is the error caused by the employer’s inaccurate information submitted?



				The payment resolver determines if this is the result of inaccurate information from the employer.







If yes, go to 3



If no, go to 5



				This can be done by any office or SCaDU worker who finds it.



				







				3



				Notifies employer of Nevada’s policy



				The system generates a notice to employer that explains Nevada’s policy.



The employer may come back with a valid reason for the disconnect, and SCaDU researches the issue further.



				When an employer provides inaccurate information and SCaDU applies the payment as instructed, Nevada’s policy is that the employer forfeits the money.



				







				4



				Process ends



				The process ends. 



				



				







				5



				Enters correct case info into online form



				The payment resolver uses the screen developed for misapplied payment fixes to enter appropriate data prior to the approval process.



				



				







				6



				Approves request to correct misapplied payment



				The approver reviews and approves the correction.



				



				







				7



				Backs out payment and applies it to the correct case on system



				The system backs out the original application of the payment and applies the payment to the correct case.



				If it did not distribute to the correct case, then the SCaDU has IT fix it in hard code.



				Key Step:



The system knows how to back out and reapply a payment



Necessary Conditions:



· The system must keep meticulous records of where the payment amounts were distributed, allocated, and disbursed, so that if a backout is necessary, all the amounts are pulled back correctly before it is applied again elsewhere.



· The system must track the new credit amounts created due to the misapplication for recoupment purposes.







				8



				Distributes and disburses payment



				The system distributes and disburses the payment to the correct case.



				The system disburses the payment even if the payment has not been recouped. The recoupment cannot occur from future current support payments and must be recouped from a separate payment or overpayment in the future.



				Key Step:



The system applies the payment anew, but uses a document generator to notify family of overpayment condition.



Necessary Conditions:



· The system must have the wording and placement of information to generate a notice for the recoupment



· The system must be able to activate and monitor a recoupment process, if needed







				9



				Was incorrect distribution disbursed to family?



				The system checks if the misapplied payment had been distributed to the other family.







If yes, go to 10



If no, go to 11



				



				







				10



				Go to Resolution of Over-Collection Distributed to Payee process



				The system initiates the Resolution of Over-Collection Distributed to Payee process, the process Nevada uses to recoup erroneous disbursements.



				



				







				11



				Process ended



				The process ends.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Ability to research misapplied payments



				Case workers cannot research all misapplied payments on their own and it is difficult for them to get direct information to do their own research.



				Automation will enhance workers’ ability to research cases with misapplied payments.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Tracking recovery debts



				Track all recovery debts on the system rather than offline files.



				Automation will improve this process.















				Improvement Category



				Description of Improvement







				Automation



				Automated research tools will greatly improve this process.



The “fix” is also going to be automated.  The Payment Resolver should just need to designate the error case and the correct case – the system should be doing the rest.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Scanning the image of the check and allowing the Payment Resolver to view that online is a big boost to helping the Payment Resolver to research where the money goes.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Returned Check (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives returned warrant



				The payment resolver receives a check returned as unable-to-deliver by the postal or delivery service.



				These checks are normally a refund to an NCP since the default for the custodian is a debit card.



The return address on mailed warrants is the SCaDU mail room



				Key Step:



The Payment Resolver receives notification of returned (undelivered) check.



Necessary Condition:



· The post office or delivery service must be notified to return all undeliverable warrants to the mailroom







				2



				Was warrant damaged?



				The payment resolver inspects the returned warrant for damage.







If yes, go to 3



If no, go to 7



				



				







				3



				Voids warrant on system



				The payment resolver voids the warrant on the system.



				Later, CSEP cancels the warrant on the positive pay bank’s warrant register system.



				







				4



				Backs out payment and holds funds on system



				The system backs out the payment and puts the funds on hold so that the money can be redisbursed in a new warrant.



				



				







				5



				Is the address on the damaged envelope still verified?



				The payment resolver determines if the address on the damaged envelope is still usable.



If yes, go to 6



If no, go to 13



				



				







				6



				Reissues funds on new warrant and mails to same address



				The system reissues the funds with a new warrant using the same verified address that the initial warrant was sent to.



				



				Key Step:



The system resends the payment to the family.



Necessary Conditions:



· Original warrant was voided



· Payee has a verified address on the system







				7



				Is there a new verified address in system?



				A new address may have been verified since the date the warrant was initially issued.







If yes, go to 10



If no, go to 8



				



				







				8



				Did USPS provide a new address?



				Worker determines if the address came from the US Postal Service, which would be considered a verified address.







If yes, go to 9



If no, go to 11



				SCaDU puts the check in a new envelope with the new address for the payee.



				Process Decision Made:



The Postal Service’s new address for the payee will continue to be considered automatically verified unless a different address has been verified by a source higher in the address hierarchy.







				9



				Updates system with new address



				The payment resolver enters the new address in the system.



				



				







				10



				Mails warrant to new address



				The payment resolver places the unopened envelope with the returned warrant into a larger envelope and mails it to the new address for the payee.



				



				Key Step:



The system resends the payment to the family.



Necessary Condition:



· The warrant was returned undamaged







				11



				Voids warrant on system



				The payment resolver voids the warrant on the child support system.



				



				







				12



				Backs out payment and holds funds on system



				The system backs out the distribution, allocation, and disbursement transactions from the case and moves it to a “hold” status.



				



				







				13



				Produces online report of voided warrants 



				The system makes listing of all cases and payments that were voided during the week



				



				







				14



				Cancels warrants on Positive Pay Bank’s system



				The payment resolver uses the online report to authorize cancelling the warrants on the Positive Pay Bank’s system.



				Cancelling a check is more streamlined and cost-effective than voiding a check.



				Key Step:



Secures funds on voided warrants.



Necessary Condition:



· Warrant voided on child support system



Parking Lot:



Nevada needs to coordinate with the positive pay bank to create an interface with the positive pay bank’s warrant register system to upload the warrants to be canceled.







				15



				Process ended



				The payment remains in hold until it is released by a worker through the UDC resolution process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple systems



				Have to log in to multiple systems to research location.



				Automation will remove this barrier.







				B2



				SCaDU ability to locate



				SCaDU is running its own Locate unit



				Improved locate interfaces and processes will eliminate the need for SCaDU to do its own separate locate attempts.







				B3



				Postal address issue



				Yellow sticker addresses are not good addresses



				Improved locate interfaces will lessen the effect of this barrier.







				B4



				Bad address data



				Systems’ addresses are not good



				Improved locate interfaces will lessen the effect of this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Digital check repository



				Digital repository of checks for reporting functionality; find an easier way to manage the process and connections to Accounting to report and update voided checks.



				Automation will implement this suggestion.







				SI2



				More frequent updates of voided warrants from the child support system



				Consider preparing a daily or even “real time” report of voided warrants. The Reissued Warrants process would use the same functionality.



				Automation will enable more frequent updates of voided warrants.







				SI3



				Automated interface with positive pay bank



				Enable real time updates of the positive pay bank’s warrant register system.



				Recommendation: 



Work with the positive pay bank to create an automated interface with its warrant status system so that the child support system is able to cancel the warrant on the positive pay bank’s warrant status system automatically.















				Improvement Category



				Description of Improvement







				Automation



				Although the Payment Resolver is involved in this process, the system will be handling all it can, from automatically receiving notice of NSFs to backing out the payments and reissuing a new warrants.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Create an automated interface with the positive pay bank’s warrant status system so that the child support system’s online report.







				Pre-Implementation Opportunities



				Consider working out some of these processes with the bank before the new system is implemented.  There are files that can begin to be sent back and forth automatically, without having to have the system use them, just receive them on a timelier basis.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Reissuance of Lost / Missing / Stolen Check (Tier A)



Rationale:  complexity, potential for statewide standardization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives request for reissuance of warrant



				Either the payment resolver or the system receives a request to reissue a warrant. 



The payment resolver enters the request in the system, which sends out the affidavit.



				A payee may request a reissuance of a payment because the payment is lost, missing, or stolen.



				Key Step:



The payee alerts Nevada that the warrant has not been received. 



Necessary Conditions:



· A warrant was issued to the payee



· A client communicates with Nevada about the problem



Recommendation:



The customer service portal allows users to request a warrant to be reissued.



Parking Lot:



Nevada needs to determine if an online submission of an affidavit for a lost/missing/stolen warrant meets the standard of being notarized.







				2



				Provides affidavit to requesting party



				The system uses a document generator to provide an affidavit to the party who requested the warrant to be reissued.



				The affidavit minimizes the occurrence of the recipient attempting to defraud the State. 



				







				3



				Affidavit returned?



				The requesting party may return the affidavit to the IV‑D mailroom.  The system will wait a prescribed amount of time before stopping the process and deleting the request.







If yes, go to 5



If no, go to 4



				The instructions on the form say to return it to DWSS Accounting, but some requesting parties complete the form immediately at the office.



				







				4



				Process ended



				Without a returned affidavit, the payment resolver cannot take further action.



				



				







				5



				Is the affidavit complete and notarized?



				The payment resolver checks the affidavit for completeness.







If yes, go to 6



If no, go to 3



				Many offices have case workers that are Notary Publics who can notarize affidavits submitted at the office.



				Parking Lot:



Nevada needs to determine whether it can change the requirement for an affidavit of a missing warrant to be notarized to reduce the burden of effort on the customer.



Construction Decision:



This process remains a manual process because of lack of volume of warrants Nevada issues. 







				6



				Has warrant been cashed?



				The payment resolver checks the positive pay bank’s warrant register to verify the status of the warrant







If yes, go to 7



If no, go to 8



				



				







				7



				Referred to I&R for Forgery / Fraud research



				The system refers the matter to the Department’s Investigations and Recovery unit to research and take the appropriate investigative and legal actions to determine if a crime had been committed.



				



				







				8



				Voids warrant on system



				The payment resolver marks the warrant as void on the system.



				



				







				9



				Backs out payment and holds funds on system



				Immediately upon the entry of the voided warrant, the system adjusts the disbursement status of the payment to a “hold” status.



				



				







				10



				Cancels warrant on Positive Pay Bank’s system



				Immediately after voiding the warrant on the system, the payment resolver cancels the original warrant on the positive pay bank’s warrant register system.



				Cancelling a check is more streamlined and cost-effective than voiding a check.



				Key Step:



The warrant is canceled on the positive pay bank’s system.



Necessary Conditions:



· Original warrant is voided on the child support system



· Method of communication with bank to allow the cancellation to be requested and performed on positive pay bank’s warrant register system







				11



				Approves payment reissuance



				The reissuance action must be approved. 



				



				







				12



				Reissues payment



				Upon approval, the system reissues a warrant to the person owed the payment.



				



				Key Step:



A warrant is sent to the payee owed the payment.



Necessary Conditions:



· Original warrant is voided on the child support system



· Original warrant canceled on positive pay bank’s warrant register system







				13



				Process ended



				With the warrant reissued, the process ends.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Cumbersome process



				Cumbersome process, too many hands touching it.



				Streamlining the process reduces the number of persons involved in the process.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Workflow



				Reengineer workflow using COMPASS.



				Automated workflow support from the system will greatly improve this process.
















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				The system will be able to be used as a tool of the Payment Resolver to help expedite the process.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Since the process will remain a manual one, certain steps can be re-engineered to expedite things before the new system comes in.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Issuance of Debit Card (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Determines first payment for custodian ready for disbursement



				The system determines that the custodian will receive her/his first child support payment that has been processed through SCaDU.



				By default, Nevada disburses payment through a debit card.



				Key Step:



The system looks for first time cases. 



Necessary Conditions:



· An indicator of first debit card is set by distribution job







				2



				Is there an exception to doing debit card disbursement?



				The system checks if a disbursement alternative has been approved.







If yes, go to 3



If no, go to 4



				



				







				3



				Issued through other means



				The system issues the payment through means other than a debit card, such as direct deposit or warrant.



				A recipient may request receiving payments through direct deposit to his/her account or request to receive the payment by warrant.



				







				4



				Sends enrollment file to debit card vendor



				The system sends the debit card vendor a file with enrollment information of the custodians who need to receive a debit card for their first payment.



				



				







				5



				Sends debit card to custodian with payment loaded to account



				The debit card vendor sends the debit card to the custodian with the first payment loaded in the account.



				The Vendor sends the debit card to the custodian through the mail.



				Key Step:



The custodian receives the means to access the child support payments.



Necessary Conditions:



· The noncustodial parent has remitted a payment through SCaDU



· SCaDU includes the payment in the debit card file







				6



				Process ended



				The process ends when the custodian has received the debit card and activates it.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				
















				Improvement Category



				Description of Improvement







				Automation



				This process is now completely automated, up through the contact with the debit card vendor.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Cancellation of Debit Card (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives notice that bank has canceled CST’s debit card



				The system receives a file electronically from the Debit Card Vendor listing the custodian’s identifying information whose debit card accounts they canceled.



				The Debit Card Vendor may cancel a custodian’s debit card account if the custodian has not used the card during 12 consecutive months.



				Key Step:



The debit card vendor informs CSEP the custodian’s debit card is canceled.



Necessary Conditions:



· The system needs to set up protocols with the debit card vendor or bank



Recommendation:



The debit card vendor sends an electronic file of canceled debit cards that the child support system is able to upload.







				2



				Sends payments by warrant



				The system changes the method of disbursement to issuing warrants.



				CSEP Central Office requests the Case Worker to communicate with the custodian to set up another disbursement option on every cancellation.



				[bookmark: OLE_LINK3][bookmark: OLE_LINK4]Process Decision Made:



Instead of halting disbursements altogether, send disbursements using warrants to a verified address until some other electronic method can be authorized.







				3



				Sends notice of cancellation of debit card along with direct deposit enrollment form



				The system sends a notice of EBT card cancellation, along with the direct deposit enrollment form, to the custodian.



				



				Key Step:



Informs custodian of the change in disbursement of payments



Necessary Conditions:



· Debit card vendor has informed CSEP of canceled debit card



· Verified mailing address for custodian







				4



				Process ended



				The process comes to an end, and the next step is the custodian returning the direct deposit enrollment form.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automate process



				Find a way to remove the Case Worker all together from this process.



				Automation removes all manual involvement with this process.















				Improvement Category



				Description of Improvement







				Automation



				Process is completely automated.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				The debit card vendor sends an electronic file of canceled debit cards that the child support system is able to upload and process.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				If paper checks are indicated, then the CST can receive payments while the direct deposit process is moving slowly.  The one reason that is cited for cancellation of debit cards is if the custodian has not used the card during 12 consecutive months”, so the number of paper checks will be relatively small.
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Direct Deposit Maintenance (Tier A)



Rationale: Significant changes made to the design of the process for a key disbursement process, complexity



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives paper application



				The direct deposit maintainer receives the custodian’s hard copy application for enrollment in direct deposit of child support disbursements.



				The receipt of the application can occur through the mail, by fax, or by e-mail with a scanned application as an attachment.



				Key Step:



Custodian makes intention known of preference for direct deposit.







Necessary Condition:



· Custodian has a justified reason for using direct deposit of child support payments rather than a debit card







				2



				Reviews application



				The direct deposit maintainer reviews the application for completeness.



				



				







				3



				Are there errors or missing information?



				Are there errors or missing information?



The direct deposit maintainer checks the application for missing information.







If yes, go to 4



If no, go to 5



				



				







				4



				Notifies applicant to complete and resubmit application



				The direct deposit maintainer asks the applicant to complete the missing information and resubmit the form.



				If the applicant does not return the form, the process ends.



				







				5



				Double-enters the account information



				The direct deposit maintainer enters the account information twice to minimize the chance for data entry errors.



				



				







				6



				Receives online application



				The system receives the custodian’s online application for enrollment in direct deposit of child support disbursements.



				The receipt of the application can occur through the mail, by fax, or by e-mail with a scanned application as an attachment.



				Key Step:



Custodian makes intention known of preference for direct deposit.



 Necessary Condition:



· Custodian has a justified reason for using direct deposit of child support payments rather than a debit card



Recommendation:



Custodians prepare an online request for direct deposit where they would provide the bank routing and checking account numbers.



Parking Lot:



Nevada needs to confirm the custodian’s online entry of the bank routing and checking account number’s is sufficient authorization in lieu of providing a canceled check as required currently.







				7



				Submits prenote test



				The system sets up a test ACH transaction and submits it to verify the accuracy of the bank account information provided.



				



				







				8



				Was test successful?



				Was the test successful?







If yes, go to 10



If no, go to 9



				



				







				9



				Notifies applicant to correct or resubmit application



				The system generates a notice to the custodian that the direct deposit information provided in the application was not correct and requests resubmission.



				



				







				10



				Disburses payments through direct deposit



				The system disburses payments to the custodian’s bank account through direct deposit.



				



				Key Step:



The custodian receives child support payments.



Necessary Conditions:



· Payment processed through SCaDU



· Prenote test validated account information at the custodian’s bank







				11



				Was deposit rejected?



				The system monitors if the account is closed or if a direct deposit payment is otherwise rejected.







If yes, go to 12



If no, go to 10



				



				







				12



				Payment issued to party by other means



				If direct deposit does not work for disbursing support to the custodian, the system issues the payment by debit card or warrant.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automate action



				System should be able to flip the flag for them.



				Automation will implement this suggestion.















				Improvement Category



				Description of Improvement







				Automation



				Almost everything is automated, except NV maintains a paper copy of the Direct Deposit Request Form.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Custodians prepare an online request for direct deposit where they would provide the bank routing and checking account numbers.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				How should the process be designed to allow a custodian to stop direct deposit or to change the direct deposit account?



Self-service maintenance through portal or online document to print?
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Reversal of EFT (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Initiates reversal of EFT



				From the ACH/EFT process, SCaDU identified the need to reverse an EFT transaction.



				



				Key Step:



Receives a reversal request



Necessary Conditions:



· A transaction with invalid ID information or bad amounts



Construction Decision:



By working EFT payments that will be reversed as part of the unidentified payment process (see ACH/EFT Receipting process), the system payment resolver can indicate through the system’s unidentified payment resolution screen that the EFT payment needs to be reversed. This action will then initiate the Reversal of EFT process. 







				2



				Notifies banking partner to reverse EFT



				The system requests the banking partner who facilitated the EFT transaction to reverse the EFT that caused the problem.



				SCaDU moves to the next step upon confirmation from the banking partner that the reversal is in process.



				Key Step:



The system communicates to the bank directly



Necessary Conditions:



· An identification of the EFT transaction in question



Construction Decision:



ACH/EFT errors would be loaded to a maintenance screen and resolved by a worker as part of the ACH/EFT process. The r







				3



				Notifies payor



				If the address of the payor is known on the system, the system informs the payor that the EFT is being reversed.



				Typically, this payor involved with this situation is an employer.



				







				4



				Process ended



				The process comes to an end.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				















				Improvement Category



				Description of Improvement







				Automation



				This will now be handled entirely by the system.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Electronic Payment Exception Request (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives exception request form from CST



				The exception request processor or system receives the custodian’s request for exception from electronic payment of support. The system receives the application online through the customer portal



				Custodians may request an exception from debit card disbursement because of physical hardship or other reason for CSEP Central Office to consider. 



The form is available online, and the custodian can pick up a copy of the form at a local office.



				Key Step:



Receives an exception form.



Necessary Conditions:



· Custodian believes there is a valid reason to receive disbursements from a source other than a debit card











				2



				Does the CST qualify for an exception from the debit card?



				CSEP Central Office determines if the reason supplied would qualify the custodian for the exception.







If yes, go to 3



If no, go to 4



				



				







				3



				Enter electronic disbursement exception on system



				CSEP Central Office indicates on the system that support will be disbursed by a medium other than the debit card.



				



				Key Step:



Authorizes disbursement by a means other than a debit card.



Necessary Conditions:



· Exception request processor has accepted the justification







				4



				Outcome communicated to CST



				The Case Worker lets the custodian know about CSEP’s decision on the exception.



				Central Office handles the paperwork, but the Case Worker does the communication



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				The process involves only one role to complete it rather than two roles.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				This process should be specialized where a dedicated staff person processes the requests.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Research and Resolution of Unidentified Receipts (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Encounters need to research unidentified receipt



				CDS payment resolver works unidentified payments from the Collection and Disbursement System.



				Case worker or SCaDU can come across this.



SCaDU makes every effort to identify the payment during the receipting process.  However, if identification cannot be made and the receipt is marked as unidentified, it may not be IDed until a party to the case notifies the caseworker of a missing payment.  



During the nightly Collection and Disbursement (CDS) system reconciliation, a report titled “Posted to Unidentified” is printed.  This displays all payments received but that could not be IDed that day. This report is worked the following morning.  These payments also appear on a report of Held payments generated weekly from NOMADS. An attempt is made to ID them before they hit the weekly report.  If no case is found, the employer is contacted for more information on their employee (the NCP).  If not intended for NV, the payment is refunded to the employer. 



				







				2



				Researches receipt while it is in CDS



				The CDS payment resolver researches the unidentified receipts that have not been uploaded to the child support system.



				



				







				3



				Is case identified?



				Is the receipt identified to a case?



If yes, go to 4



If no, go to 5



				



				







				4



				Updates system with identifying information for payment



				The system payment resolver enters new identifying information on the system. The system uses that information to process the receipt.



				If the case worker needs to see an image of the receipt, they have to ask for a help desk ticket to get the image.



As an alternative, SCaDU may just call the employer and get clarification, write correction on check and send it through.



				Key Step:



System can accept new information and can use this information for the appropriate receipt.



Necessary Conditions:



· An application that allows viewing of the problem receipt and drilling down to other info  



· Entry point for new information



A scan of the unidentified instrument is helpful.  







				5



				Continue with receipting process as unidentified payment



				The CDS payment resolver assigns the receipt to a “dummy case” so that the payment may be uploaded to the child support system.



				



				







				6



				Payment resides as unidentified on system



				The system assigns the unidentified payment to the “dummy case”.



				



				







				7



				Works online listing of unidentified receipts recorded on system



				The system payment resolver routinely checks an online listing of unidentified payments on the system.



				



				Key Step:



The online process gathers all unidentified payments in an online list of what data there is on each one



Necessary Conditions:



· Since this process is working from an online list of disbursement exceptions, fixes are made one by one and then accepted a single receipt at a time.



· A way to key in on those receipts that remain unidentified so the list can be built and a way to tag receipts ok to process after the fix



Construction Decision:



The system payment resolver role would be filled by any position responsible for resolving unidentified payments on “dummy cases”.







				8



				Researches receipt on system



				The worker or researcher can research unidentified payments using tools on the system and other sources to identify payments.



				UDC payments unidentified to a case get the “Office 44”. There is an “Office 99” designation for payments not identified to a payor. Unidentified payments are all assigned a 444444444 case ID in our system.  The SCaDU office has been given the Office 99 designation.



				Parking Lot:



Organize “dummy cases” for grouping unidentified payments to make designated work units accountable for resolving unidentified payments.



Determine procedures for researching unidentified receipts, including views of scanned images of the payment on CDS.







				9



				Is case identified?



				Worker determines if the payment can be identified to a case.







If yes, go to 10



If no, go to 13



				



				







				10



				Updates system with identifying information for payment



				The system payment resolver enters new identifying information on the system. The system uses that information to process the receipt.



				If the case worker needs to see an image of the receipt, they have to ask for a help desk ticket to get the image.



As an alternative, SCaDU may just call the employer and get clarification, write correction on check and send it through.



				Key Step:



System can accept new information and can use this information for the appropriate receipt.



Necessary Conditions:



· An application that allows viewing of the problem receipt and drilling down to other info  



· Entry point for new information



· A scan of the unidentified instrument is helpful.  







				11



				Allocates, distributes, and disburses payment



				The system uses the identifying information to allocate the receipt to the correct case(s), distribute the payment to the correct case account(s), and disburses the payment to the correct payee(s).



				



				Key Step:



The custodian receives child support payments.



Necessary Condition:



· Payment has been identified to the correct case







				12



				Process ended



				The process ends with the disbursement of the payment.



				



				







				13



				Go to Escheatment process



				Payments that remain unidentified on the system for 12 months or more are escheated to the State Treasurer’s office.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Cannot proactively work



				No one is set up to proactively work these, and the system does not support this anyway.



				Automation will support the worker.



Recommendation:
Continue to make SCaDU responsible for identifying unidentified receipts on both CDS and the child support system.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Release of unidentified payments



				Allow case workers to release all unidentified payments upon completing the research and updating the system with new information. 



				Automation will support this.







				SI2



				Accessing CDS scanned images



				Allow case worker’s access to CDS system’s scanned images.



				Automation will support this.
















				Improvement Category



				Description of Improvement







				Automation



				Automation will greatly support the research needed to resolve these.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				Continue to make SCaDU responsible for identifying unidentified receipts on both CDS and the child support system.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Would be helpful if images of the unidentified payments were scanned.  Maybe all checks/payments received in any office could be scanned upon receipt and associated with the case record.  Would be helpful not only with unidentified, but also with accounting for batches, etc.







				Miscellaneous Notes



				Several types of errors that have not previously been thought of as part of unidentified will be added to the online list:  invalid EFTs, etc.
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Research and Resolution of Undistributed (Held) Collections (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Presents list of undistributed items



				The system provides a real time list of undistributed collections to the appropriate payment resolver.



				The system presents a screen of undistributed collections in their caseload. Although it functions as a report, this listing is kept up to date on a frequent basis throughout the day.



				Key Step:



Alerts workers to the need to work undistributed collections



Necessary Conditions:



· Since this process is working from an online list of undistributed collections, fixes are made one by one and then accepted a single collection at a time.



· A way to key in on those collections that remain undistributed so the list can be built and a way to tag collections ok to process after the fix



Parking Lot:



Determine who is accountable for resolving undistributed collections and organize staff for how they should be resolved.



Determine which types of undistributed collections should be worked and by which staff.



The online list should be sortable and filterable:



· By Status



· By Reason



· By Office



· By Worker



· By County



· By a combination of characteristics







				2



				Is money distributable for item?



				The Case Worker evaluates whether the payment is in fact purposely held for distribution or disbursement.







If yes, go to 3



If no, go to 7



				



				







				3



				Should it be refunded?



				The Case Worker determines if the payment should be refunded in order to resolve the undistributed collection.







If yes, go to 4



If no, go to 5



				Examples of this type include future support and suspended distributions.



				







				4



				Go to Refunds of Support process



				The payment resolver initiates the Refund process.



				



				In this scenario, the Refunds of Support process is executed and the process comes back to handle the next undistributed transaction in the list







				5



				Updates the case record 



				The system is updated with the address changes, balance updates, corrected application, etc., as appropriate for the case’s circumstances.



				



				Key Step:



System has a way to accept new information and a switch to begin using this information at the appropriate time.



Necessary Conditions:



· An application that allows viewing of the problem collection and drilling down to other info  



· Entry point for new information



· A scan of the unidentified collection is helpful.  







				6



				Distributes and disburses receipt amount as appropriate



				The system distributes the amount as appropriate to the changes made at the correct time.



				



				







				7



				Are there more undistributed collections on the system’s listing?



				The payment resolver continues working through the list.







If yes, go to 1



If no, go to 8



				



				







				8



				Process ended



				The process for reviewing undistributed collections repeats each day for the payment resolver.



				



				











			



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				NCP cases in multiple offices



				Case is assigned to office no longer; NCP’s cases are in multiple offices.



				Enforcement process decisions determined the resolution of this barrier.







				B2



				Payment decisions due to enforcing cases differently



				Deciding what can be done with payments when offices are enforcing the NCP cases differently.



				Enforcement process decisions determined the resolution of this barrier.







				B3



				Too many payments to current



				Too many payments being released to current month’s balances.



				Automation will manage the occurrence of this scenario better to have less negative impact on the caseload.







				B4



				Access to release funds



				Need to have access to release funds.



				Better automated support will enable the appropriate staff to release funds.







				B5



				Creating undistributed collections



				The system creates too many undistributed collection payments.



				Automation will reduce the number of undistributed collections.







				B6



				Payments fixes through help desk



				The use of Help Desk to get payments fixed is onerous and delays distribution.



				A streamlined process removes the involvement of the Help Desk.







				B7



				Not meeting 2-day timeframe



				Not meeting federal 2-day timeframe for disbursement.



				Automation will enable quicker resolution of undistributed collections.







				B8



				Streamline updating alternative SSNs



				Streamline process to update alternate SSNs.



				Automation will remove this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automate payday cycles



				System handles credit balance situations automatically for the ebbs and flows of payday cycles and periodic accrual.



				Automation will implement this suggestion.







				SI2



				UDC assignments



				UDC given to only the worker with the open case even if there is UDC on a closed case that is not one of the same worker’s cases.



				Open issue – determine which types of undistributed collections should be worked and by which staff.







				SI3



				UDC for NCP cases



				One worker/office is doing the UDC for all of an NCP’s cases.



				Open issue – determine who is accountable for resolving undistributed collections and organize staff for how they should be resolved.







				SI4



				Monies post in month received



				All monies post to the month in which they are received.



				Automation can implement this suggestion















				Improvement Category



				Description of Improvement







				Automation



				Automation will greatly help this process.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Resolution of Stale Dated Payments and Escheatment (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.2



				Becomes aware of stale-dated disbursements online







				An online report list is generated by the system of undisbursed and primarily stale-dated payments.



(This process has taken SCaDU 4 to 6 months to get through the list in the past.)



				“Stale Dated” disbursements are warrant-issued payments that went uncashed during the 180 days allowed for redemption.



NOTE:  Clark County has a process similar to the one SCaDU follows in that it is a pre-escheatment process.  Supervisors receive a report (pre-escheatment) that allows them to review cases and release or refund monies before they are sent to Unclaimed Property.  



				Key Step:



The online process gathers all stale-dated disbursements in an online list, allowing drilldown to any data there is on each one.



Necessary Conditions:



· Since this process is working from an online list of disbursed collections, fixes are made one by one and then accepted a single disbursement at a time.



· A way to key in on those collections that remain undisbursed and stale-dated so the list can be built, and a way to tag disbursements ok to reissue after the fix







				1.2



				Is it appropriate to reissue?



				The system determines, through a set of business rules, whether it is appropriate to reissue this instrument.







If yes, go to 1.3



If no, go to 1.4



				In some situations, case workers may find it appropriate to refund the payment if the case circumstances dictate it.



				Parking Lot:



Nevada needs business rules for when to escheat a stale-dated payment:



Dollar amount threshold for reissuing 



Timeframe for reissuing a warrant



How many times to reissue a payment returned as stale dated more than once 







				1.3



				Sets up reissue to payee through Disbursement process



				The system sets up the disbursement to be picked up in the daily disbursement process and reissued to the custodian.



				



				Key Step:



The system has been informed that this distribution is being reissued.



Necessary Conditions:



· There must be a valid address for this distribution to be reissued.  The system will not allow reissue unless this is true.







				1.4



				Are there stale‑dated disbursements over a year old?



				Escheatment can take place if there are disbursements over the stale-date threshold.



The criteria for when an item can be escheated and for when the escheatment process actually runs can be determined by IV-D according to established policy.







If yes, go to 2.1



If no, go to 1.2



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Begin Escheatment process



				The system Escheatment process is triggered by criteria set up by IV-D according to policy.



Escheatment can be done on other instruments besides stale-dated disbursements, such as unidentified payments that qualify for stale-dating.



				



				







				2.2



				Runs unclaimed property report on the system



				The system runs a report to identify those instruments that have been uncashed or unidentified for over a year, despite SCaDU’s due diligence to disburse the payment or identify the unidentified payment.



				In the background, NOMADS shows in its financial record the payment has been sent to the Treasurer.



				Key Step:



Once the Escheatment process begins, the Unclaimed Property report is run by the system.



Necessary Conditions:



· The system must have the ability to discern those stale-dated instruments that should be on the report, whether just undisbursed are being considered, or unidentified, or both.







				2.3



				Transfers the whole amount of escheated funds to the Treasurer



				The system transfers the amount of abandoned funds electronically to the Treasurer.



				Escheated funds have to be counted as program income. As such, Nevada has to share 66% of the funds with OCSE. The state share of the escheated funds goes to the State Treasurer.



				Key Step:



Move unclaimed funds to the Treasurer



Necessary Conditions:



· An electronic connection for transferring money must be defined to the system, along with a system of controls for this connection.



Recommendation:
100% of the escheated collections should be transferred to the Treasurer so that the Treasurer can send 100% of the payment to the claimant in one check.







				2.4



				Marks all unclaimed instruments just processed as escheated



				The system must mark all instruments that have been escheated so that they will not show up on any stale-dated reports, etc.  The instruments must be marked also to allow an auditor to rerun a report of escheated funds.



				



				







				2.5



				Sends report  to Unclaimed Property Division



				The system will send the report of Escheated funds to the Unclaimed Property Division listing the payments included in the money file.



				



				







				2.6



				State Treasurer’s Unclaimed Property process followed



				At this point in the process, the Treasurer’s process dictates resolution of escheated funds.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Missing stale dated checks



				The batch process that sweeps the file of stale dated checks misses some every year. The system still has checks that have never been included in the escheatment file prior to 2010.



				Automation will remove this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				Treats stale-dated warrants through the unidentified payment process.







				Standardization



				







				Improved Quality



				The claimant receives one check from the Treasurer for the full amount of the unclaimed funds rather than 34% from the Treasurer and 66% from DWSS.







				Group Recommendation



				100% of the escheated collections should be transferred to the Treasurer so that the Treasurer can send 100% of the payment to the claimant in one check.







				Pre-Implementation Opportunities



				Send 100% of the escheated funds to the Treasurer.







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Claim on Escheated Funds (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives request for escheated funds



				Claimants can make a request to reclaim abandoned funds, and the State Treasurer receives the requests.



				



				Key Step:



Claimant informs Treasurer of escheated property



Necessary Conditions:



· An communication method that allows the Treasurer’s office to know when a claim has been made (currently a paper form)







				2



				Sends out the full escheatment amount to the claimant



				Provided the claim form is completed correctly, the State Treasurer refunds the full escheated amount to the claimant.



				



				Key Step:



Treasurer responds to claimant



Necessary Conditions:



· The claimant must have a valid address on file







				3



				Provides refund information 



				The State Treasurer alerts DWSS Accounting that a claim has been made.



				



				







				4



				Updates program income amount for OCSE 396A report



				Adjust the cost accounting in the OCSE 396A Report to subtract the program income.



				



				Key Step:



DWSS adjusts program income reported to OCSE



Necessary Conditions:



· A cost accounting transaction system should be available electronically keep track of this money.







				5



				Process ended



				No further action is needed.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Percentage of unclaimed on separate checks



				34% and 66% shares of the unclaimed funds are on separate checks.



				Change in procedure will solve this problem.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Treasurer information



				Provide all information to Treasurer up front.



				Open issue – determine procedures for how the system can gather all information about the owner the Treasurer would need to process a claim.







				SI2



				Combining checks



				Take the customer view on combining into one check.



				System will implement this.















				Improvement Category



				Description of Improvement







				Automation



				No substantial automation







				Process Adaptation/Streamlining



				The claim will be paid all at once from the state, instead of sending one check for the state share from the Treasurer and then another check for the federal share from DWSS.







				Standardization



				







				Improved Quality



				The claimant receives one check from the Treasurer for the full amount of the unclaimed funds rather than 34% from the Treasurer and 66% from DWSS.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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NCP Billing (Tier A)



Rationale:  To-Be only process



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Begins NCP Billing process



				NCP Billing will be both a scheduled process and an on-demand process for a forced billing of a particular NCP by a case worker. 



				



				







				2



				Should NCP get a coupon statement?



				The system will determine if this particular NCP has reason to receive a coupon statement.



Some reasons to skip statement:



· NCP has exemption indicator



· NCP has wages garnished



· NCP on an initiating case



· NCP has already paid



· NCP has no valid address



A reason to bill:



· NCP exemption overridden (override only possible for certain exemption reasons)







If yes, go to 4



If no, go to 3



				



				Key Step:



The system decides whether the NCP fits the criteria for getting a coupon statement (bill).



Necessary Conditions:



· There is an exemption indicator in each case for the NCP that is set if the NCP is exempt from billing, as well as an override indicator for forcing a bill to an NCP on a one-time or continuing basis.



· There are criteria that make an NCP eligible or not eligible to be billed as a default.  These default criteria can be overridden by setting an indicator. 







				3



				Sends an account statement



				If the criteria are not enough to send the NCP a coupon statement (bill), then they should get an account statement on a regular basis that shows the number and amounts of payments made in the period.



				



				







				4



				Does NCP have multiple cases to bill?



				The processing of NCP billing keeps an NCP’s cases together and the system can determine that an NCP has multiple cases to bill.







If yes, go to 5



If no, go to 6



				



				







				5



				Combines into one bill with separate case line amounts and a total amount



				The NCP’s case amounts are listed separately on the same bill for one NCP.



				



				







				6



				Prepares and sends coupon statement to NCP; includes account statement periodically



				The system prepares the NCP coupon statement (bill) and sends it out by an appropriate method.



This may include paper bills mailed to NCPs, and emailed bills sent to other NCPs online, depending on the individual NCP’s chosen method (one method per NCP). Periodically, CSEP also sends the NCP an account statement that shows the number and amounts of payments made in the period.



				



				Key Step:



The system prepares the NCP coupon statement and sends it out by an appropriate method.



Necessary Conditions:



· There must be a valid mailing address or email address for the NCP, depending on their chosen method to get their bill







				7



				Archives bill for display online



				The system keeps a version of the bill for display to record the fact that the NCP was billed and what the bill looked like (amount, etc.)



				



				







				8



				End process



				The NCP billing process for a single NCP ends here.



If the system is preparing bills for the month, then the billing process will continue with the next NCP.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				



				



				















				Improvement Category



				Description of Improvement







				Automation



				Process is entirely automated.







				Process Adaptation/Streamlining



				This is a new process.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Case Financial Audit (Tier A)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives audit request



				The financial auditor receives a request to perform an audit. 



The financial auditor may receive an audit request from a variety of sources and for a variety of purposes. Child support attorneys need audits on cases before taking a balance to the court for a judgment against noncustodial parents. Parties on a case can request an audit.



				A case financial audit is the practice of determining the amount of support owed and the amount of support paid on a case, and doing so independently of the system’s calculation of the same amounts. The audit uses the source documents for the case’s support order(s) and payment histories to determine the amounts.



				Key Step:



A request for a financial audit of the case is received.



Necessary Conditions:



· A scenario on a case meets the criteria for prompting an audit







				2



				Gathers and reviews all orders



				The financial auditor gathers and reviews all support orders for the case or party.



				



				Key Step:



The auditor is able to gather all of the order information on the system into a cohesive picture for the audit



Necessary Conditions:



· The system must support the archiving of all relevant information in case of an audit







				3



				Gathers and reviews assistance / grant history



				The financial auditor gathers data for assistance the custodian received and for when the custodian received the assistance.



				 



				Key Step:



The auditor is able to gather all of the assistance information on the system into a cohesive picture for the audit



Necessary Conditions:



· The system must support the archiving of all relevant information in case of an audit







				4



				Gathers and reviews payment history and additional information from parties and affidavits



				The financial auditor gathers all payment history data and any additional information.



				



				Key Step:



The auditor is able to gather all of the receipt information on the system into a cohesive picture for the audit



Necessary Conditions:



· The system must support the archiving of all relevant information in case of an audit







				5



				Determines if voluntary payments made



				The financial auditor gathers all voluntary payments and includes them in the audit.



Voluntary payments occur before the order takes effect, or before the order is received and entered in the system.



				Voluntary payments are handled on NAWC



				Key Step:



The auditor is able to gather all of the voluntary payment activity on the system into a cohesive picture for the audit



Necessary Conditions:



· The system must support the archiving of all relevant information in case of an audit







				6



				Reviews audit results



				Upon completing the gathering of data, the financial auditor reviews the audit results.



				The child support workers do not intervene if the payments do not stop when the case is paid in full and the child has emancipated.



				Regarding the As-Is comment for this step, whether a child support worker does not intervene is dependent on individual case circumstances. It is not an absolute. In some instances where an audit finds the NCP has overpaid an order for a child who has emancipated, the child support worker would take action an over-collection to get back money sent to the CST so it could be refunded to the NCP.







				7



				Prints a detailed financial report, if appropriate



				The system prints a detailed report of the audit results.



				



				







				8



				Go to Financial Research / Action / Correction / Update



				Goes to the Financial Research/Action/Correction/Update process if there are changes that need to be made to the amount owed, the amount paid or the account balances



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Work arounds due to system flaws



				System flaws cause workers to take steps to prevent the system from taking the wrong course of action or use other system functionality to counteract a an error the system made in automated case processing (i.e. take steps or invoke processes that would not need to occur if the system was doing the right things).



				Consistent treatment of automated additions of amounts owed and paid will greatly reduce, if not eliminate, the need for work arounds.







				B2



				Nevada Automated Worksheet Calculator



				Need to be able to do audits for SSD pres and posts and for Medicaid.



				Automation will enable an audit for this purpose.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Multiple potential audit scenarios



				New system needs to allow multiple audit scenarios for attorneys to take to court.



				Requirement Elaboration
















				Improvement Category



				Description of Improvement







				Automation



				Slightly more automated.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				New system needs to allow multiple audit scenarios for attorneys to take to court.







				Miscellaneous Notes
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This flow has been deleted. The functionality of this process now exists in Case Financial Audit process of the Financials functional area.
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This flow has been deleted. It duplicated the Reduced Withholding process of the Enforcement functional area.
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Resolution of Over-Collection Distribution to Payee (Tier A) (not a credit balance)



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Begins the resolution of over-collection to payee



				The system may signal an over-collection situation upon completing an audit.



An over-collection may occur because of an adjustment or modification that reduces arrears or support after it has already been paid.



				 SCaDU identifies system over allocations during our daily reconciliation process.  



				Key Step:



A case has an over-collection situation for a payee.



Necessary Conditions:



· The system should have a screen that can be requested that will show all cases that have this circumstance, whether they have an audit or not







				2



				Will State pursue collection?



				The payment resolver determines if the circumstances on the case warrant the attempt to recover the over-collection from the custodian.







If yes, go to 3



If no, go to 8



				 



				







				3



				Sends notice to overpaid party



				The system sends a notice to alert the party who received the overpayment that the child support program will be requesting repayment of the overpayment.



				 



				







				4



				Attempts to negotiate repayment agreement



				The payment resolver attempts to work out terms of how the custodian will repay the over-collection.



				The repayment may be a lump sum or a series of smaller payments. A series of smaller payments may be managed by reducing the amount that would be disbursed to the custodian.



				







				5



				Sets up system to monitor for and redirect payments per the agreement



				The system monitors for compliance with the repayment agreement.



				 



				Key Step:



The system is set to monitor for compliance with the repayment agreement.



Necessary Conditions:



· The system should have monitoring capability that is flexible enough to accept many different agreement stipulations (e.g. lump sum or a series of payments with dates or garnishing payouts until repayment is complete)



Construction Decision:



The new system needs a module to track fees and costs separate from the child support payment tracking module. 



Parking Lot:



Nevada needs to determine the optimal way for it to distinguish repayments of debt from child support payments.







				6



				Is the repayment agreement being honored?



				Is the repayment agreement being honored?







If yes, go to 8



If no, go to 7



				 



				







				7



				Refers to Controller for debt collection



				The payment resolver refers the case to the State Controller who has a debt collection contract for debts owed to the state.



				



				







				8



				Process ended



				No further action required.



				



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Incorrect distribution



				There have been numerous code changes that have caused the system not to distribute money correctly.  



				Automation will remove this barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				System must distribute money correctly



				If the system distributes money to the correct cases and accounts, the number of over-payments will be decreased. 



				Automation will implement this suggestion.
















				Improvement Category



				Description of Improvement







				Automation



				There is much more automation added to this process.







				Process Adaptation/Streamlining



				Resolution of this debt will be negotiated by the Payment Resolver, but the system handles almost all else, including compliance with the repayment agreement.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Process needs to apply to more than just the CST.
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Change of Assignment (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Identifies change in assistance



				The system batch process takes in assistance changes from IV-A, IV-E, and Title XIX



				



				Key Step:



The system will identify a change in assistance status and make the necessary changes in assignment for the case.



Necessary Conditions:



· The system should be able to interface with IV-A and realize when a case has gone on or off assistance



· There should be a regular interface with IV-A to keep assistance status changes timely. 







				2



				Updates CST’s cases with change in assignment and assigns current support



				The system updates the custodian’s case record and person profile with the change in assignment and assigns the current support to the state.



				



				Key Step:



The system will identify a change in assistance status and make the necessary changes in assignment for the case.



Necessary Conditions:



· The system should be able to interface with IV-A and realize when a case has gone on or off assistance



· There should be a regular interface with IV-A to keep assistance status changes timely. 







				3



				Adds assistance amount to URA balance, if payee is receiving



				The system adds the amount of assistance the payee received to the unreimbursed assistance balance.



				



				







				4



				Makes changes to assigned arrears based on new assignment



				The system changes the assigned arrears to reflect the current participation status in the assistance program.



				Some arrears balances may be switched to the state’s assignment or removed from the state’s assignment per the options Nevada has chosen from the federal policy options.



				Key Step:



The system will identify a change in assistance status and make the necessary changes in arrears for the case.



Necessary Conditions:



· The system should be able to interface with IV-A and realize when a case has gone on or off assistance



· There should be a regular interface with IV-A to keep assistance status changes timely. 







				5



				Makes changes to URA balance based on retained collection



				The system updates the unreimbursed assistance balance when a payment is retained per the assignment.



				



				







				6



				Case monitored for appropriate action



				The system continues to monitor the case and the unreimbursed assistance balance.



				If the system determines more support has been retained than the assistance paid out, the case goes to the Excess URA Payments process.



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				















				Improvement Category



				Description of Improvement







				Automation



				Process is completely automated.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Unreimbursed assistance is the lesser of retained support or assistance received for a custodian that assigned support to the state when receiving assistance.
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Excess Unreimbursed Assistance (URA) Payments (Exception Requests) (Tier A) 



Rationale:  influence on incentive measures, complexity, potential for statewide standardization, frequency of utilization, significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				System recognizes state retained collections over the assigned arrears 







				The system has business rules developed for the scenario when retained support needs to be moved to the custodian’s account on the case and disbursed to the custodian.



NOTE: When retained support or when a fee collected for the state needs to refunded to the payor, the exceptions that initiate the return of the funds to the payor will be handled through the Refunds of Support process in the Financials functional area. 



				



				Key Step:



Initiates process to transfer excess retained support from the State to the custodian.



Necessary Conditions:



· The State has retained more collections than permitted for reimbursing the cash assistance given to the custodian (the excess retained collections are owed to the custodian)







				2



				Prepares for issuance of excess URA to CST



				The system has business rules developed that allow it to process this excess condition in the correct way.



				



				







				3



				Reviews request and supporting documentation



				The Specialized Researcher reviews for approval the system plan for handling the excess URA in this case..



				The Case Worker may consult with the Approver to make sure the exception request is complete.



				







				4



				Is the request approved?



				Is the requested approved?







If yes, go to 6



If no, go to 5



				 



				







				5



				Reason for denial documented



				No action taken on the case, other than documenting the situation and reason for rejecting the approval.



				 



				







				6



				Issues payment, makes adjustments, and recalculates balances



				Once the approval is given, the system implements its plan to fix the URA balances and associated calculations.



				 



				















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Cumbersome process



				



				Automation would help this process, as would a streamlining with regard to approvals.  New process implements this recommendation.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				















				Improvement Category



				Description of Improvement







				Automation



				This process is almost all system-based, except for the approval.







				Process Adaptation/Streamlining



				The system is handling what it can, with a researcher reviewing documentation.



The cumbersome approvals have been eliminated.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				URA updates and approvals should be handled only by specialized workers/researchers familiar with distribution and assigned support.







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Nevada considers “unreimbursed assistance” to mean only “retained support”. The group discussed the federal definition of “unreimbursed assistance” as it solely pertains to the amount of assigned support on all of a custodian’s child support cases that the state retains up to the amount of the assigned support or the amount of assistance the custodian’s family received, whichever is less.
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Financial Research / Action / Correction / Update (Tier A)



Rationale:  To-Be only process



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Becomes aware of changed financial circumstances



				The case worker takes appropriate action to realign a case’s financial record upon becoming aware of a change to the case’s financial circumstances that the system is unable to process through. The reasons that would prompt financial research, an action, a correction, or an update are too many to list individually, but the more common reasons are:



· A new order has been entered on a case, and the system is unable to build the financials on the case automatically



· The case worker becomes aware of an error in the financial record through the course of an audit or normal case work



· New information about the amount owed comes to the case worker’s attention



				



				Key Step:



The case worker becomes aware of financial issues in this case (out-of-balance, missing payments, etc.)



Necessary Conditions:



· The system should have business rules to help identify financial anomalies







				2



				Reconciles to other jurisdictions



				The case worker uses all of the information that was received from the other jurisdiction, plus special research, to make adjustments that balances Nevada’s accounts with the other jurisdiction.



				



				Key Step:



The case worker is able to gather all of the account information on the system into a cohesive picture to illuminate the fixes needed.



Necessary Conditions:



· The system must contain screens to facilitate the “fixing” of financial problems online







				3



				Adjusts the amount owed



				The case worker uses all of the information available on the system, plus special research, to make adjustments to fix the amount owed.



Examples of case scenarios that require adjusting the amount of support owed include:



· Child out of the home or other changed circumstances.



· Emancipation date changes/errors



· COLA changes



				 



				Key Step:



The case worker is able to gather all of the account information on the system into a cohesive picture to illuminate the fixes needed.



Necessary Conditions:



· The system must contain screens to facilitate the “fixing” of financial problems online











				4



				Adjusts the amount paid



				The case worker uses all of the information available on the system, plus special research, to make adjustments to fix the amount paid.



Examples of case scenarios that require adjusting the amount of support paid include:



· Credit for payments the noncustodial parent paid directly to the custodian



· Credit for payments the “other jurisdiction” gave to the noncustodial parent



· Credit for federal tax offset payments collected by the “other jurisdiction”



				 



				Key Step:



The case worker is able to gather all of the account information on the system into a cohesive picture to illuminate the fixes needed.



Necessary Conditions:



· The system must contain screens to facilitate the “fixing” of financial problems online











				5



				Adjusts the balance



				The case worker uses all of the information available on the system, plus special research, to make adjustments to fix the balance amount, primarily at the “mini-bucket” level within a case.



				 



				Key Step:



The case worker is able to gather all of the account information on the system into a cohesive picture to illuminate the fixes needed.



Necessary Conditions:



· The system must contain screens to facilitate the “fixing” of financial problems online







				6



				Creates and stores version of pre-adjustment balances



				The system takes a picture of the account before making the changes, so that it may generate a “BEFORE” picture.



				 



				Key Step:



The system collects all the previous balances before making a fix, in order to generate a report of what the account looked like before the adjustment was made.  This is labeled with a version identifier.



Necessary Conditions:



· The system must support this versioning capability with an archiving system and a versioning scheme.







				7



				Recalculates balances



				The system applies the adjustments entered by the case worker and updates the balances accordingly.



				



				Key Step:



The system makes all the appropriate changes to accounting to implement the requested fixes.



Necessary Conditions:



· The system must have the appropriate business rules built in to know how to make the calculations as requested
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				Prints a detailed financial report, if appropriate



				If the case worker requests it, the system prints the detailed report of the adjusted balances.



				



				







				9



				Process ended



				The process comes to an end.



				



				















[bookmark: _Toc426578741]Functional and Technical Requirements Associated with Financials



Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Financials functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document.  Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses.



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				ACH / EFT Receipting



				4.1.29 (137), 4.6.7 (546), 4.6.11 (581, 582, 583), 4.9.16 (785)







				2



				Federal Tax Offset Processing



				4.6.7 (546)







				3



				Receipting, Posting, and Bank Deposits



				4.6.7, 4.6.12 (591)







				4



				Disbursement of Support



				4.6.10 (575)







				5



				Refunds of Support



				4.6.10 (580)







				6



				Receipt and Disbursement Reconciliation



				4.6.12







				7



				Disbursement Exceptions



				4.6.7 (556), 4.6.8, 







				8



				Disbursement Status Reconciliation



				4.6.12 (586)







				9



				Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)



				4.6.12 (590), 4.6.14 (606, 607, 608, 609, 610), 







				10



				Resolution of Misapplied Payments



				4.6.14 (605), 4.6.10 (576)







				11



				Returned Check



				4.6.12 (588)







				12



				Reissuance of Lost / Missing / Stolen Check



				4.6.12 (587, 588)







				13



				Issuance of Debit Card



				4.6.11 (584)







				14



				Cancellation of Debit Card



				4.6.11 (584)







				15



				Direct Deposit Maintenance



				4.6.11 (581, 582, 583), 4.8.1 (691), 4.8.2 (702)







				16



				Reversal of EFT



				4.6.11 (581, 582, 583)







				17



				Electronic Payment Exception Request



				4.6.11 (581, 582, 583), 4.8.1 (691), 4.8.2 (702)







				18



				Research and Resolution of Unidentified Receipts



				4.6.7 (554, 556, 558), 4.6.10 (576)







				19



				Research and Resolution of Undistributed (Held) Collections



				4.6.8







				20



				Resolution of Stale Dated Payments and Escheatment



				4.6.9







				21



				Claim on Escheated Funds



				4.6.9







				22



				NCP Billing



				4.6.6







				23



				Case Financial Audit



				4.6.13, 4.6.15







				24



				Addition of Arrears



				4.6.3 (526)







				25



				Overpayment of Support



				4.6.3







				26



				Resolution of Over-Collection Distribution to Payee



				4.6.14 (605)







				27



				Change of Assignment



				4.6.17







				28



				Excess Unreimbursed Assistance (URA) Payments



				4.6.10 (577, 579)
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Management and Compliance Reports (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Runs extract program monthly



				The system runs extracts that populate the data warehouse.



A monthly extract is a copy of the production environment at the end of the month.



				



				







				2



				Runs extract program nightly



				The system also runs an extract that populates the data warehouse nightly (includes a copy of the production database).



				Clark utilizes the same source data; they get a replicated copy of the database every night.  



				







				3



				Pulls data into data warehouse



				The extracts from the system are loaded into the data warehouse.  There are verifications that ensure the number of records extracted matches the number of records loaded into the data warehouse.



				



				Key Step:



Data are extracted for reporting use.







Necessary Conditions:



· Critical report data and metrics have been identified and maintained on the system



· Timely extractions have been performed







				4



				Updates queries against data



				The data warehouse queries against data extracted from the system.  







				About 30% of the reports are reporting on data from the nightly extract and the other 70% of reports are from the monthly extracts, so workers are looking at last month’s data.



The reports are updated after the extracts are run.  There are canned monthly reports and canned daily reports that are updated once the extract is loaded.



				Parking Lot: 



Nevada needs to determine which reports are run when and how often. 



What expectations are there for real-time data, and how would it be facilitated—through the data warehouse or directly accessed from the system.











				5



				Reports are distributed electronically



				Once the reports are generated (i.e., canned reports through the data warehouse, queries by power users, or printed reports directly from the system) they are ready for the worker to utilize. Reports need to be available to internal and external users (including clients and the public) as defined by their access rights.



The interface is a website that has a list of reports at different levels and depending on what data you need, you go specifically to that report.  



Most reports are pre-populated and you look at the data; however, some can be refreshed.



				



				Parking Lot:



Nevada needs to determine how reports can support case stratification and predictive analytics.



Nevada needs to determine which reports should be accessible to the public and how to make them available to the public.







				6



				Receives request for report or determines a report is needed



				There are power users that have access to the data warehouse to create their own queries.  These reports are available in a public area where others can use the report.



There are a limited number of licenses and training is required before workers can do their own queries.



				Some rural offices do not have their own person who does queries.  Those offices usually have someone in another office that will create reports for other offices if they need something other than a canned report.



				Parking Lot:



Nevada needs to determine who gets “power user” designation and how will the related licenses will be handled.







				7



				Runs queries against data



				Once the power user creates the report, they will run it against data in the data warehouse.



				



				Key Step:



Queries can be run against extracted data.







Necessary Conditions:



· Critical report data and metrics are now in the query database, based on timely extractions







				8



				Verifies report



				The power user will verify the report to ensure it captures what was needed.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Offices may not have the same access to “Power User” status







				Had been determined during the roll out of which offices would use the Power User status. All offices still have access to the reports.



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Revisit who has Power User status in all of the offices



				This suggestion also involves the decision on providing the software licenses for them.
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				Improvement Category



				Description of Improvement







				Automation



				Once the reports are created and verified, they are distributed electronically and access and use can be governed by the system.  







				Process Adaptation/Streamlining



				If access is granted by the system based on role and/or location, there is no reason to follow the report down the access chain and monitor access and use manually.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Determine how the system provides access to real time data







				Miscellaneous Notes
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Self-Assessment Report (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Maintains caseload for sampling



				The system generates a table from which the sample of cases is pulled.  This table allows the Quality Control (QC) Unit to choose data by element (closed, open, locate, paternity, etc.) so that the sample includes all expected values.



				



				Parking Lot:



Need to determine whether the sample will be drawn from the system directly or from the data warehouse. Similarly, need to determine which system should house the self-assessment application.







				2



				Selects random sample of cases for review based on QC online request



				Once the table is generated, the random sample is selected using a methodology to draw a statistically valid sample.  Valid samples are selected for the state and some for each office based on the caseload size.



The categories for samples are for Establishment, Enforcement, Expedited Process, Medical Support, Review and Adjustment, Distribution, Case Closure and Interstate.



				



				Key Step:



Cases are chosen as a random sample from the full caseload using criteria of QC’s choosing.







Necessary Conditions:



· Data repository maintains the entire caseload from which the sample is chosen



· QC must be able to select the criteria that the system will use from a screen on the system







				3



				Puts sample data into online format



				The system prepares the sample online.



				



				







				4



				Selects case from sample online



				The system selects a case from the online sample list for assessment.  



				



				







				5



				Evaluates online case data against self-assessment criteria



				The system evaluates the case data against the self-assessment criteria.



				Washoe, Elko PAO, and Clark do monthly reviews independently of the state’s self-assessment federal requirement.



				Key Step:



Develops the data for determining the self-assessment results.



Necessary Conditions



· All data and supporting documents must be available online for review by QC







				6



				Is the data sufficient for online evaluation?



				The system determines if there is sufficient available data online for the evaluation to be done without manual intervention.







If yes, go to 8



If no, go to 7



				



				







				7



				Manually reviews the case and records finding



				There is not enough data online to conduct a solely system evaluation, so the case is manually reviewed and the finding entered online.



				



				







				8



				Records finding into system



				The quality control review findings are recorded by the system.



				The ME system was designed for IV-A; therefore, it is not conducive to entering the IV-D results.



				







				9



				Is there another case to review?



				Is there another case in the sample to review?



The system will continue to review each case (repeating steps 4-8) until all cases are reviewed.







If yes, go to 4



If no, go to 10



				 



				







				10



				Marks findings online for manager review



				The system finalizes the review and turns the preliminary findings over to the county office manager.



				



				Key Step:



The system marks the case as reviewed and presents the findings online for manager review.



Necessary Conditions:



· The system must contain a narrative screen to handle online entry of concerns and recommendations by QC







				11



				Reviews and comments on findings online



				The county office manager reviews each case and must either agree or disagree with the findings.



				



				







				12



				Reconciles findings online



				Once the office reviews and agrees or disagrees with the findings, the QC Unit reconciles the findings.  This may mean the State mediates between the QC findings and the office comments.  Mediating can happen with conference calls, letters or other methods of communication.



During reconciliation, the finding is either kept or let go and the report is finalized.  



				



				







				13



				Calculates self-assessment results



				Once all the cases are reviewed, the system calculates the self-assessment compliance percentage results.



				



				







				14



				Final report prepared and distributed



				The QC Unit reads the final self-assessment results from the system, analyzes the results, and writes the document to report the self-assessment finding for the Office of Child Support Enforcement. 



The self-assessment measures for each office are sent to those offices; the compiled data are entered into the federal self-assessment reporting system.



If there is an issue that CSEP or the local office has identified, there may be a procedural change implemented, training provided, or other corrective action plans implemented as needed.



				



				Key Step:



The QC Unit uses the final online results online to write the final report, which includes the Unit’s analysis of the results.



Necessary Conditions:



· All verified finding must be entered online so the system can do its calculations
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Selecting sample is cumbersome



				Cumbersome to sort through the system prints to come up with a valid sample list.  



				System automation removes the barrier.







				B2



				ME system is cumbersome



				There are many things wrong with the ME system that is being used.  It is time consuming for manual input; it is hard to change the questions; a finding cannot be lifted once entered; and the way it validates and enters errors is terrible.  It is not designed for the IV-D system.



				System automation removes the barrier.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automatically create a sample



				Ideally, the sample would be created automatically.



				System automation will improve this process.







				SI2



				Self-assessment application serves as tool for data reliability audits



				Use the self-assessment application as a possible tool to for Nevada to conduct its own data reliability audits



				System automation will improve this process.















				Improvement Category



				Description of Improvement







				Automation



				The sample data is prepared and listed on the system.  When a case is chosen, the QC worker can drill down into the list to see all pertinent information about the case.



The system of QC will more appropriately fill the need for IV-D QC.







				Process Adaptation/Streamlining



				Copies of all the needed paperwork will already be online, so QC does not have to request it from the county.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Determine where the self-assessment application will reside, on the system or in a data mart with a business intelligence layer.







				Miscellaneous Notes
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OCSE 157 Report (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Obtains data from other sources and loads into system



				The reporting unit obtains data from other sources and enters the data into the system.  Some of the information gathered is from Office of Vital Statistics for the statewide PEP.  



The reporting unit also needs to contact each county to find out the number of full-time equivalent (FTE) positions at the end of the federal fiscal year.  The reporting unit also finds out the number of FTE for the state in addition to contracted employees.  



				The OCSE 157 report is a federal report that captures information on program performance to be used in incentive calculations.



				







				2



				Runs extract at end of FFY



				The system runs an extract at the end of the Federal Fiscal Year (FFY) for the OCSE 157 reporting.







				The OCSE 157 report is a federal report that captures information on program performance to be used in incentive calculations.



				







				3



				Replicates NCSEAS at FFY into 157 data mart



				At the end of the federal fiscal year, the system extract is replicated into a data mart that is specifically created for the purpose of the OCSE 157.



				



				







				4



				Generates preliminary 157 report for viewing online



				The system uses the data it contains to populate an electronic 157 report online.



				



				Key Step:



The report is generated and populated with as much data as is available to the system at the time.



Necessary Conditions:



· Critical report data have been identified and maintained on the system



· The report calculations, algorithms, and format have been defined to the system, so as to generate a report online







				5



				Generates audit lines and universe



				The system runs More queries to generate the audit lines and the audit universe for the OCSE 157.



The audit lines indicate which cases go into which lines of the OCSE 157 report.  The audit universe is the entire subset of data and this is what auditors will use to evaluate data reliability.



				Along with generating the report and audit files, the IT department also audits their internal processes to ensure the record counts match the report and ensure the data are consistent with what is expected.



				







				6



				Reviews report online



				The reporting unit makes the first review of the data in the report.



				



				







				7



				Approves and certifies report online



				When approver has given a second review of the report, the approver approves and certifies the report for the in-state records.



				



				







				8



				Submits 157 report to OCSE



				The approver submits the report to the federal Office of Child Support Enforcement using its OLDC utility.



				



				Key Step:



The report figures are either printed and sent in report format, or, ideally, sent electronically to the OCSE.



Necessary Conditions:



· Critical report data have been identified, maintained, and accepted into the system



· The report calculations, algorithms, and format have been defined to the system, so as to generate a report for submission to OCSE



Parking Lot:



Nevada can check whether OCSE can support having the data warehouse upload the 157 report data into the OLDC reporting application.







				9



				Is it necessary to submit a revised report?



				Is it necessary to submit a revised report?



States have 90 days from the end of the quarter to submit revised reports.  The state monitors any issues that occur and, if needed, they resubmit the report before December 31st.







If yes, go to 10



If no, go to 11



				



				







				10



				Completes and submits revision



				The reporting unit uses the system to complete the revision online.



				Since the data are frozen, there are rarely times that the information is resubmitted.  



If there were a problem with NOMADS data, the frozen data would have to have the same scripts run against it as was run in the NOMADS system to fix the issue.  This would fix both the source data and the frozen data.



				







				11



				Process ended and report extracts maintained for data reliability



				Once the report is submitted (and the revised report resubmitted, if necessary), the process ends.  The report extracts are maintained for data reliability purposes. 



A backup of the audit universe and specific files, if needed, will be maintained in a secure archive.  A copy of the report itself may also be kept in a secure network directory.



				 



				Parking Lot:



Need to define archiving retention rules for the stored data sets.  







				12



				Runs validation report once audit cases known



				When the cases are identified by OCSE for audit, a validation report is run for those case IDs.  The report shows exactly which lines the cases appear on and the dollar amounts associated with the cases.



This is then passed on for internal audit of the cases.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Automatically capture all data



				It would be good to capture the data that Cathy has to capture manually (vital statistics information for statewide PEP; also should be able to capture a snapshot of the FTEs from the system).  



				System automation will improve this process.







				SI2



				Automatically upload report into the OLDC system



				Ideally, the report coming out of the data warehouse could be automatically uploaded into the OLDC. 



				System automation will improve this process.















				Improvement Category



				Description of Improvement







				Automation



				The system can generate the preliminary 157 report online.



The generated report can also be viewed online as the report is built.



Ideally, the report can be submitted electronically to the OCSE.







				Process Adaptation/Streamlining



				Since the system now handles the bulk of the work involved in generating the report, including allowing entry of additional information at the source, the reporting unit can start the process and guide it, instead of manually performing much of the work. 







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Expand on inputting offline data into the system, or possibly interfacing with the other systems housing the offline data to load the data into the IV-D system.







				Miscellaneous Notes
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Accounting Management Reports (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Compiles data for reporting



				The system collects and calculates the data from the system overnight.



The system may freeze this data into an area where the reports can be reproduced, and possibly archived to be used as part of future reports.



				There is no snapshot of the data, so these reports cannot be reproduced and subsequent reports may affect previous reports allowing summary reports to be incorrect.



				Key Step:



Data is compiled on the system for reporting use.



Necessary Conditions:



· Critical report data and metrics have been identified and maintained on the system



· Timely compilations have been performed







				2



				Makes accounting information available online



				The system formats the data into a series of screens to allow online access based on security roles.



				







				Parking Lot:



Nevada needs to determine the best way to “freeze” and report accounting data. If a batch extract is run and loaded to the data warehouse, then the data warehouse would contain “frozen” data.







				3



				Runs over / under allocation query against the system



				The system runs this report to identify over and under allocated payments on a daily basis.



				



				







				4



				Views accounting information online



				SCaDU uses the online accounting reports.



				



				Key Step:



The report data has been formatted in such a way as to facilitate the checking of accounting amounts, and possible fixing of discrepancies.



Necessary Conditions:



· Critical report data have been identified, maintained, and accepted into the system



· The report calculations, algorithms, and format have been defined to the system







				5



				Reconciles queries and accounts online



				SCaDU follows its reconciliation procedures, using the data from the online accounting reports. Reconciliation procedures include reconciliation of child support collections, disbursements, fee and debt collections, and adjustments. The reconciliation process also includes researching and fixing problems with over and under allocations of disbursements.







  











				There is a lot of manual manipulation based on over / under allocations.  This happens when amounts are split.  If a split results in ½ cent, the system rounds up, but that means that the disbursement report may be inaccurate.   



Sometimes there are bad splits that result in the receipt being changed to a higher amount when the money is split.  For instance, if a $100 is split between two cases ($50 on each case), the receipt is changed to show $110. 



				







				6



				Organizes data in reporting format



				The system organizes data in the reporting format that is required / requested.  After the data are reconciled, the system puts the information from the system reports into other report formats for archival purposes.  Some of the data they track and report are numbered and amount of checks issued, EFT transactions, deposits, ACH transactions, vendor payments, disbursements to other agencies (e.g., Medicaid and DCFS), amount of retained collections, and fees.



				



				







				7



				Does monthly calculations



				The system does monthly calculations on certain data (retained fees are tracked and roll forward into a monthly amount which is reported on the OCSE 34A report).



				



				







				8



				Makes reports available online



				Once the reports are reconciled, organized, and calculated, the reports are available online, based on security roles and county access.



				



				Key Step:



Data is presented online in report format.



Necessary Conditions:



· Critical report data and metrics have been identified, maintained, and compiled on the system



· Certain discrepancies, if found, have been remedied



· A system of security roles has been defined to allow secure access to reports



· Report formats have been defined to the system
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Running against moving data



				Because the reports are running against moving data, subsequent reports may not reconcile to previous reports as the data likely have changed by the time the subsequent report is run.  



				System automation will improve this process.







				B2



				Unable to reconcile easily



				SCaDU is unable to get a snapshot of the data at the time of the report, so they cannot reconcile accounting errors that may be identified.



				System automation will improve this process.







				B3



				Duplicate checks



				SCaDU mentioned that the current system has a problem with duplicate checks.  They may not even be notified about them and recognize the problem only after they have been disbursed.  



				System automation will improve this process.







				B4



				Erroneous splits of receipts between cases



				Sometimes there are bad splits that result in the receipt being changed to a higher amount when the money is split.  For instance, if a $100 is split between two cases ($50 on each case), the receipt is changed to show $110.



				The system will be able to calculate splits, etc., using a new and improved set of algorithms that will reduce or eliminate the resulting bad data.  However, if there are any residual inaccuracies, they can be fixed using the online tools available.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Run data from data warehouse



				Data are available at the snapshot level on the data warehouse.  Working against a snapshot of the data would improve the process of reconciling and the ability to review errors.



				System automation will eliminate the need for using a second system for accounting.















				Improvement Category



				Description of Improvement







				Automation



				All data will be collected, maintained, massaged and presented by the system.



Corrections will be allowed online, if needed, to remedy discrepancies.







				Process Adaptation/Streamlining



				The system will present all the needed information online, and accept any corrections online, as well.  This reduces the need for paper reporting and manual calculation.







				Standardization



				All the counties will have access to the resulting reports, online and immediate.







				Improved Quality



				New and better algorithms will reduce the need for corrections of the data.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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OCSE 34A Report (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Runs report extracts to get data from system



				The system runs the report extracts to get a snapshot of the system.



				



				Key Step:



Data is gathered in the system quarterly and during the year for reporting use.



Necessary Conditions:



· Critical report data have been identified and maintained on the system







				2



				Loads data into data warehouse



				The extracted information is loaded into the data warehouse.  This gets loaded in two different ways.  It gets loaded into the data warehouse and into a specific OCSE 34A data mart.  The data warehouse can be used to track data for comparisons.  The OCSE 34A data extract includes the entire distribution, collection, and warrant files.  These static files are stored for the rest of the quarter.



				



				







				3



				Runs queries for OCSE 34A data



				At the end of the quarter, the business intelligence tool is used to run the queries to obtain the OCSE 34A data for the report.  This information is being kept in a specific data mart.



				



				







				4



				Generates preliminary 34A report for viewing online



				The system will use the data it has to formulate a 34A report online.



				



				Key Step:



The report is generated and populated with as much data as is available to the system at the time.



Necessary Conditions:



· Critical report data have been identified and maintained on the system



· The report calculations, algorithms, and format have been defined to the system, so as to generate a report online



Parking Lot:



Nevada can check whether OCSE can support having the data warehouse upload the 157 report data into the OLDC reporting application.







				5



				Reviews report online



				The CSEP reporting unit reviews the report for missing data and verifies the report data against source data.



				



				







				6



				Approves and certifies report online



				When the numbers are verified, the approver certifies the report online prior to submitting it.



Approver does a QC of the data entry.



				



				







				7



				Submits 34A report to OCSE



				The report is submitted to the federal Office of Child Support Enforcement using its OLDC utility



				



				Key Step:



The report figures are either printed and sent in report format, or, ideally, sent electronically to the OCSE.



Necessary Conditions:



· Critical report data have been identified, maintained, and accepted into the system



· The report calculations, algorithms, and format have been defined to the system, so as to generate a report for submission to OCSE







				8



				Is it necessary to submit a revised report?



				Is it necessary to submit a revised report?







If yes, go to 9



If no, go to 10



				



				







				9



				Updates data warehouse with revised data



				The reporting unit uses the data warehouse to complete the revision online.



				



				







				10



				Process ended and 34A report data maintained for data reliability



				Once the report is submitted (and the revised report resubmitted, if necessary), the process ends.  The report extracts are maintained for data reliability purposes.



Data warehouse



				 



				















				



ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Rounding issues



				Rounding between the OLDC and PDF report is not the same.  This means the totals can be off by around $2.00 with all the calculations across rows and down columns.



				Problem resides in the OLDC system; acknowledge existence and source of the rounding error.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Reconciliation / verification



				Add some reconciliation / verifications for this process.



				System automation will improve this process.







				SI2



				Reporting foster care collections appropriately



				The OCSE 34A report must report the amount of retained collections from the system that was sent to the foster care agency rather than having the foster care agency telling CSEP the amount that should be reported.



				System automation will improve this process.















				Improvement Category



				Description of Improvement







				Automation



				The system can generate the preliminary 34A report online.



The generated report can also be viewed online as the report is built.



Ideally, the report can be submitted electronically to the OCSE.







				Process Adaptation/Streamlining



				The reporting unit will not have as much manual work to do if all the data is kept on the system and the report is generated by the system.  There is also the possibility that critical amounts can be added directly into the system.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				Foster Care collection amounts come from the IV-D system.







				Miscellaneous Notes
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OCSE 396A Report (Tier A)



Rationale: Critical for performance on support order percentage incentive measure, frequency of use, amount of manual work.



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Uploads expenditure report into data repository



				The counties report their expenditure data to DWSS Accounting.



This may be done on a regular and more frequent basis than quarterly and not necessarily connected with the imminent generation of the report.



				The DAWN system is the State of Nevada’s Data Warehouse of Nevada (DAWN) system, a repository for the state’s accounting transactions.



				Parking Lot:



Nevada needs to explore streamlining the counties’ reporting of expenditures and linking their expenditure reporting to the To-Be process for the 396A report.







				2



				Uploads program income and expenditure adjustments



				DWSS Accounting adjusts DAWN’s records based on changes to IV-D program income and expenditures that would not be otherwise loaded into DAWN.



				



				







				3



				Uploads case data and fees income into data repository



				The system uploads an extract of the case data and fee income data into the IV-D data warehouse.



				



				







				4



				Produces quarterly extract



				DAWN runs a query to produce the draft quarterly report and exports it to the IV-D data warehouse.



				



				







				5



				Produces draft quarterly report



				The IV-D data warehouse generates the initial copy of the report for review.



				



				Key Step:



Places data into approved reporting format.



Necessary Conditions:



· Critical report data and metrics have been identified and maintained on the system



· Timely compilations have been performed



· Timely entry of other needed information is monitored and facilitated by system applications







				6



				Reviews draft report



				The reporting worker checks to see that the report is complete.  If not, more entries are solicited.  



The system presents the report data in the proper format online so that it may be checked efficiently.  It also does any calculations needed and checks others.



				



				







				7



				Approves draft report



				The approver signs the report.  Upper management reviews the report and ensures the income and expenditures reported are correct.







				



				







				8



				Submits report and work papers to OCSE



				The reporting worker then submits the initial report to OCSE.



The reporting worker submits the work papers to OCSE that accompany the initial report, as well.



				This information goes to the Regional Administrator of OCSE’s Region IX office.



				Key Step:



The report figures are either printed and sent in report format, or, ideally, sent electronically to the OCSE.  Paperwork may follow. 



Necessary Conditions:



· Critical report data have been identified, maintained, and accepted into the system



· The report calculations, algorithms, and format have been defined to the system, so as to generate a report for submission to OCSE







				9



				Reviews report and auxiliary information



				The OCSE fiscal analyst reviews the report and auxiliary information submitted.



				 



				







				10



				Is further documentation needed?



				Is further documentation needed in order for the report to be accepted by OCSE?



If there is anything that is a difference of more than 5%, the difference has to be explained to OCSE.  Either the explanation has to be provided or the figures must fall within a certain tolerance level.







If yes, go to 11



If no, go to 12



				While the audit trail is kept, MAXIMUS did not document specific information on whether it was kept on a disc or other method.



				







				11



				Provides further validation of the report



				If the report needs further validation / documentation, the reporting worker provides that further documentation to OCSE.



				 



				







				12



				Is it necessary to submit a revised report?



				Is it necessary to submit a revised report based on the additional information requested by OCSE?







If yes, go to 13



If no, go to 14



				 



				







				13



				Enters revisions online



				The reporting worker completes and submits a revised report as needed.  



States have 90 days from the end of the quarter to submit revised reports.



				 



				







				14



				Process ended and report data  maintained for data reliability







				Once the report is submitted (and the revised report submitted if one is necessary), the process ends.  The report extracts and documentation submitted are maintained for data reliability purposes.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Data collection



				Collecting all the data is time consuming.



				System automation will improve this process.







				B2



				Federal fees collection



				Getting the federal fees is untimely.  These fees are generated three days before the report is due.  This does not leave a lot of time for routing for approval.



				Open Issues – work with OCSE to improve timeliness for the reporting of federal fees. Determine if the fees could be lagged a quarter on the expenditure report to eliminate the concern of the delay.















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Federal fees



				The federal fees could be pre-populated into the reporting system for the state that is logging into the system (OLDC system).



				Open Issues – work with OCSE to improve timeliness for the reporting of federal fees. Determine if the fees could be lagged a quarter on the expenditure report to eliminate the concern of the delay.















				Improvement Category



				Description of Improvement







				Automation



				Automation will allow the collection and checking of amounts entered to be more efficient and timely.







				Process Adaptation/Streamlining



				The reporting unit will not have as much manual work to do if some of the data is kept on the system and the report is generated by the system.  There is also the possibility that critical amounts can be added directly into the system in a more timely way.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				Explore producing the 396A report through the data warehouse just as it does for the 157 and 34A reports.







				Possible Requirement Elaboration



				Specify how program income from fees and debt recovery will be tracked on the system to feed into the 396A report.







				Miscellaneous Notes
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Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Reporting functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document. Unless otherwise noted, all of the requirements within a family apply to the business process. 



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				Management and Compliance Reports



				Functional 4.7.8, 4.7.9, 4.7.10, 4.7.11, 4.7.12, 4.7.13, Technical 5.13







				2



				Self-Assessment Report



				Functional 4.7.6







				3



				OCSE 157 Report



				Functional 4.7.2, 4.7.4, Technical 5.13







				4



				Accounting Management Reports



				Functional 4.7.7







				5



				OCSE 34A Report



				Functional 4.7.1, 4.7.4, Technical 5.13







				6



				OCSE 396A Report



				Functional 4.7.3, 4.7.4, Technical 5.13
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IVR (Tier A)



Rationale:  Frequency of use



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Calls IVR



				The caller calls the Interactive Voice Response (IVR) system.  



				There are two VRU systems (Clark County and the state systems), but these systems are not connected.  The numbers are available on the Clark website or the state website.  The state VRU is not specific to child support.



				Key Step:



A caller calling into the IVR begins the process.



Necessary Conditions:



· Number for caller to call



· Phone lines into the IVR



· IVR picks up the call







Construction Decision:



Ensure agreement with assumption of one statewide IVR system to ensure standardization and consistency for callers.



The group discussed this assumption.  It was clarified that it would be an IVR that is specific to child support only.  The DWSS IVR would kick calls to the child support IVR as necessary. 



The group decided that there will be one statewide child support specific IVR.







				2



				Selects language



				The caller selects their language choice.  Currently the choices are English and Spanish.



				



				Construction Decision:



Clarify some conditions assumed by process decision steps.



Currently the caller can select either English or Spanish.  Is the intent that all information in the IVR be available in both English and Spanish?



The group confirmed that all information in the IVR should be available in both English and Spanish.







				3



				Navigates menus



				The caller navigates the menus.  Steps 4, 7, and 10 could be done in any order, depending on the choices made when navigating the menus.



				



				







				4



				Does caller want general information?



				Does the caller want general information about child support?



If so, the caller will get the general information from the IVR.







If yes, go to 5



If no, go to 7



				



				







				5



				Provides information to caller



				If the caller wants general information about child support, the caller navigates the menus until reaching the information they want; the caller then listens to the information provided.



				



				Key Step:



Providing general information is one of the goals of an IVR.  This helps reduce the number of calls to workers.



Necessary Conditions:



· Menus allow navigation to information



· Information is update and accurate online







				6



				Option to continue navigation or end call provided



				The caller is provided the option of navigating further in the IVR or can end the call.



If the caller has already been authorized, the caller does not need to be re-authorized to get additional case specific information or make additional payments when continuing navigation.



				



				







				7



				Does caller want to make a payment?



				Does the caller want to make a payment?



If so, the IVR requests information to process the payment and verifies that information.







If yes, go to 8



If no, go to 10



				



				







				8



				Requests information to process payment



				The IVR requests the information necessary to process the payment.  Some of the information needed for processing the payment is the case on which to apply the payment, method of payment, credit/debit card numbers.  The caller will enter the pound sign (#) to indicate when entry of the numbers is complete.



				



				Construction Decision:



The goal is for the state system to not have fees associated with payments being made through child support systems or offices.



The group decided that fees can be avoided with the IVR capturing the payment information at any time and the payment processing can be done utilizing existing methods (e.g., SCaDU processes these the next business day).    







				9



				Verifies information



				The IVR verifies that the information entered is accurate (e.g., able to identify the case, etc.).  This information is then used to process the payment within the new IV-D system.



				



				Key Step:



Verifying information provided to process payments is a critical step to processing the payments.  This helps reduce the number of calls to workers.



Necessary Conditions:



· IVR can identify information captured for verification and validation



· Caller can provide necessary information







				10



				Does caller want case specific information?



				Does the caller want case specific information?



If so, the caller must provide information to be able to access the case specific information (e.g., authentication).  







If yes, go to 11



If no, go to 19



				



				







				11



				Asks for caller authentication



				If the caller wants case specific information, the IVR asks for authentication information (e.g., their Social Security Number (SSN) and Personal Identification Number (PIN)).  These are required before case specific information can be obtained.



				



				







				12



				Is caller authentication accepted?



				Is the caller authentication accepted?



The IVR does a check to ensure the authentication information is valid in the system before allowing the caller access to case specific information.   



The system can provide an option for re-entering the authentication information before transferring to a customer service representative.







If yes, go to 13



If no, go to 20



				



				







				13



				Does caller want a document?



				Does the caller want a document?



The IVR generates a request to the document generation system for the requested document.







If yes, go to 14



If no, go to 15



				



				







				14



				Requests document generation



				The IVR requests the document be generated.  



Some of the documents that may be requested are pay histories, disbursement statements for Section 8 housing, copies of court orders, and direct deposit forms.



These documents are sent based on the customer preferred method of communication (e.g., email or mail).



				



				Key Step:



Requesting the document which the caller wants to be generated fulfills this request.  This helps reduce the number of calls to workers.



Necessary Conditions:



· IVR can capture information necessary to generate appropriate document request



· IVR can interface with document generation







				15



				Does caller want to update information?



				Does the caller want to update case information?



The IVR captures the information from the caller.  This could be captured via talk to text.  







If yes, go to 17



If no, go to 16



				



				







				16



				Provides information on case



				Based on the authentication information (e.g., Social Security Number and Personal Identification Number) provided, the caller is recognized as either a noncustodial parent or custodian.  This allows information to be given based on the type of caller.  While some of the authentication could be person specific (e.g., Social Security Number), another portion of the authentication needs to be case specific (e.g., the Personal Identification Number) allowing the noncustodial parent to access a specific case if they are known in multiple cases.



Some of the information that can be provided includes the following:



· financial data (e.g., receipt information, disbursement information, amount due, arrears balances, and payment and disbursement history)



· status data (e.g., enforcement activity, scheduled hearing information, requests for participant information updates, and notifications)



				



				Key Step:



Providing case specific information to the caller is another goal of the project.  This helps reduce the number of calls to workers.



Necessary Conditions:



· interface with the system for current information to be extracted to the IVR



· ability to distinguish type of caller (e.g., NCP, CST) to provide appropriate information







				17



				Captures information from caller



				If the caller wants to update information, the IVR captures the information.  



				



				Construction Decision:



Ensure agreement about whether the information will be “untrusted” and need verification.



The group decided that the information should be uploaded into workflows that can be forwarded to a worker.  The worker will either verify the information or not depending on the case situations (e.g., if the custodian address is not good and the custodian gives a new address, it would not need to be verified, etc.).







				18



				Information received from caller and updated as appropriate



				The call center receives the information from the IVR and updates the system as appropriate.



				



				Construction Decision:



Determine if the call center must check the IVR for information or if the IVR generates notifications to the call center.  



The group decided that the information should be sent to the workers.  The worker will not have to go to the IVR to get the information captured.  







				19



				Selects to talk with a person



				The caller can select to talk with a customer service representative.



				



				







				20



				Transfers to CSR



				The IVR transfers the caller to a customer service representative in the call center.  



				If the state system identifies a Washoe county client, the call is transferred to Washoe; otherwise the call is transferred to the state call center.



Clark County calls are transferred to the Clark County call center.



				Key Step:



Transferring to the CSR allows the caller to get information or help which is another goal of the project.



Necessary Conditions:



· caller request to speak to a CSR



· CSR representatives available for calls







				21



				Go to Call Center Calls process



				Go to the Call Center Calls process.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Non interactive



				The Voice Response Unit does not allow clients to interact (e.g., update their own addresses, etc.)



				System automation removes this barrier







				B2



				Long hold times



				All calls being funneled into one call center (for the state) created long hold times.  The state made progress on this by allowing callers the option of leaving information for a call back.  The state call center has a requirement of not allowing calls to hold for long periods of time.



For the state call center, all IV-A offices are tied into the call center; they use scripts for child support calls and do not veer off those scripts.  Child support has 3-4 full-time equivalent positions through the call center.  Sometimes the state call center has 70-80 full-time equivalent positions answering calls.



The state call center does inform the caller of the expected wait time and provides a call back option so that the caller does not have to wait on hold.



				Open Issue







				B3



				Clients call counties to bypass state call center



				Clients do not utilize the state call center.  They call the counties and then need to be referred to other offices.  Douglas and Humboldt do not have automated systems so that is why they may get callers that need to be transferred – they want to talk to a person.  They refer the caller appropriate, but do not give answers.  



				Open Issue







				B4



				Generic email addresses for counties and offices



				Elko PAO wants a generic email address so workers can email out without giving the clients their personal email addresses.  Clark County has a generic email address that can be used by customer service.  Elko PAO, Reno PAO, NIIO, (all state offices) do have generic email (their clerks are monitoring these and the state customer service representatives are sending the emails to the generic addresses).



				Resolved during sessions.







				B5



				State customer service representatives are not dedicated to the child support enforcement program and do not have the specific knowledge required to provide typical tier one services



				The state call center is a shared Department of Welfare and Supportive Services (DWSS) call center, requiring customer service representatives to be generally knowledgeable of many programs and systems.  This limits their ability to be child support enforcement program experts and to perform as tier one customer service representatives for the Nevada Child Support Enforcement Program (CSEP).



Because the call center customer service representatives are required to service multiple programs utilizing multiple systems, they do not possess the program knowledge and system knowledge necessary to do more than provide answers to limited questions, provide access to general program information, and then route calls to child support offices / workers.  The result of this is that the majority of calls requiring child support service must be escalated to the local office.



Additionally, when the new child support system is implemented it may become a barrier for the general state call center; will the DWSS customer service representatives have access to the new system, and will they be capable of using the new system?



				New Call Center approach will remove this barrier.  



The new approach is to have a dedicated child support only call center.  This future call center would require fully-trained staff and operate under reasonable service-level agreements.







				B6



				State child support Voice Response Unit (VRU) is part of a larger DWSS VRU.



				Child support clients have to navigate the general DWSS voice response unit menu before entering the child support menus.



				System automation removes barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				· Change language on “does caller want information to make payments”, to does caller want to make a payment to allow for callers to enter information from their phones to make payments with credit / debit cards.  This includes added a “verifies information” step to ensure the information provided is adequate for processing the payment.  (Step #9) based on requirement # 689 and #690.



· Added does caller want a document as requirements indicate IVR should interface with document generation to produce documents requested



· Provided way for caller to leave updated information for the workers.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				CONVERSATION TOPIC:  Requirement 688 is about outbound dialing campaigns, I did not show this in this flow… It seems like just a function – not really an entire business process.  #688 says: The system must support the IVR by providing an extract of data to be used by the IVR for outbound dialing campaigns, such as notification of scheduled hearings or appointments, late payments, payments due, payments received, and disbursements issued.



Covered and agreed that this would not appear in the business flows.
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Combined with



IVR flow above







IVR – Electronic Payments (Tier A)



Rationale:  Combined with IVR above



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Fee for making payments



				The hours of operations are limited for making payments over the phone without a fee; the fee is a barrier to making payments over the phone. 



				Resolved with the new IVR’s ability to accept payments without a fee.







				B2



				Not enough staff



				During business hours, there are only 2 people available to assist payors in making payments over the phone.  



				Resolved with the ability of the IVR to accept payments.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Hire additional staff and increase phone lines at SCaDU.



				Elko DA suggested that the State hire additional staff and increase the available phone lines to assist clients in making payments over the phone.



				No longer needed with the IVR’s ability to accept payments.







				







				



				



				



















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Combined with



Web Customer Service – Parent / Guardian flow below



















Web Customer Service – Public Access (Tier B)



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				



				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				



				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Web Customer Service – Parent / Guardian (Tier A)



Rationale:  Potential for statewide standardization



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Visits website



				 The customer visits the website.



				There are websites available through the State and Clark, Douglas and Washoe counties.







				Key Step:



A customer visiting the website begins the process.



Necessary Conditions:



· Valid website



· Ability to access the website







Construction Decision:



Ensure agreement with one statewide website for standardization and consistency for customers.



The group agreed that one statewide child support website would be made for consistency (that links to county websites appropriately as there are specific employee numbers and directions that are on some of those websites).







				2



				Selects language



				The customer selects their preferred language; either English or Spanish.



				



				Construction Decision:



Clarify some conditions for process decision steps.



Is the intent that all information on the website be available in both English and Spanish?



The group confirmed the intent is for the website to be available in both English and Spanish.  







				3



				Navigates website



				The customer navigates the website to obtain information that is available on the website.



Steps 3, 6, 8, and 11 could be done in any order, depending on the choices made when navigating the website.



				



				







				4



				Does customer want general information?



				Does the customer want general information?







If yes, go to 5



If no, go to 7



				



				







				5



				Provides general information



				If the customer wants general information, the customer would navigate the website and get the information.



				On the state website, there are frequently asked questions, contact information for the county offices, caseload statistics, and the child support manual.







				Key Step:



Providing general information is one of the goals of the website.  This helps reduce the number of calls to workers.



Necessary Conditions:



· Menus allow navigation to information



· Information is update and accurate online







				6



				Options to continue navigation or leave website provided



				The customer has options to continue navigation to other areas within the website or leave the website.



If the customer has already been authenticated, the customer does not need to be re-authenticated to get additional case specific information or make additional payments when continuing navigation.



				



				







				7



				Does customer want to apply for services?



				Does the customer want to apply for child support services?







If yes, go to 8



If no, go to 9



				



				







				8



				Completes & submits application online



				The customer completes and submits the application online.  The application has required fields and the website notifies the customer to complete the required fields.



The application would be submitted to an individual to review before the case is created.  SB-12 from the 2013 session discusses signatures and the NRS site.



				



				Key Step:



Allowing applications to be completed and submitted online is one of the goals of the process.



Necessary Conditions:



· Customer wants to apply



· Application forms are available online



· Website allows forms to be completed and submitted online







				9



				Does customer want to make a payment?



				Does the parent want to make a child support payment?







If yes, go to 10



If no, go to 12



				Clark County’s website links back to the state website for online payment information.



				







				10



				Requests information to process payment



				The website solicits the information necessary to process a payment online.  There are required fields that must be completed in order to submit a payment.  



Some of the information needed for processing the payment is the case on which to apply the payment, method of payment, credit/debit card numbers.  



				



				







				11



				Verifies information



				The website verifies the information that was entered is accurate (e.g., able to identify the case, etc.). This information is then used to process the payment within the new IV-D system.



				



				Key Step:



Verifying information provided to process payments is a critical step to processing the payments.  This helps reduce the number of calls to workers.



Necessary Conditions:



· website can identify information captured for verification and validation



· customer can provide necessary information







				12



				Does customer want case specific information?



				Does the customer want to access case specific information?



If so, the customer must provide information to be able to access the case specific information (e.g., authentication information).  







If yes, go to 13



If no, go to 21



				



				







				13



				Asks for customer authentication



				If the customer wants case specific information, the website asks for authentication (e.g., their Social Security Number (SSN) and Personal Identification Number (PIN)).  These are required before case specific information can be obtained.



				



				







				14



				Is customer authentication accepted?



				Is the customer authentication accepted?



The website does a check to ensure the authentication information is valid in the system before allowing the customer access to case specific information.  



The website can provide an option for re-entering the authentication information before transferring to a customer service representative.







If yes, go to 15



If no, go to 22



				



				







				15



				Does customer want a document?



				Does the customer want a document?



The website generates a request to the document generation system for the requested document.







If yes, go to 16



If no, go to 17



				



				







				16



				Requests document generation



				The website requests the document be generated.  



Some of the documents that may be requested are pay histories, disbursement statements for Section 8 housing, copies of court orders, and direct deposit forms.



The customer receives their document by their preferred method of communication (e.g., email, view, or mail).



				Clark provides a larger set of county specific forms via the web.



				Key Step:



Requesting the document which the customer wants to be generated fulfills this request.  This helps reduce the number of calls to workers.



Necessary Conditions:



· website can capture information necessary to generate appropriate document request



· website can interface with document generation



· website can display an image of the document that was requested







				17



				Does customer want to update information?



				Does the customer want to update case information?



The website captures the information from the customer.  







If yes, go to 19



If no, go to 18



				



				







				18



				Provides information on case



				Based on the authentication information (e.g., Social Security Number and Personal Identification Number) provided, the customer is recognized as either a noncustodial parent or custodian.  This allows information to be given based on the type of customer.  While some of the authentication could be person specific (e.g., the Social Security Number), another portion of the authentication needs to be case specific (e.g., the Personal Identification Number) allowing the noncustodial parent to access a specific case if they are known in multiple cases.



Some of the information that can be provided includes the following:



· financial data (e.g., receipt information, disbursement information, amount due, arrears balances, and payment and disbursement history), 



· status data (e.g., enforcement activity, scheduled hearing information, requests for participant information updates, and notifications)



				



				Key Step:



Providing case specific information to the customer is another goal of the project.  This helps reduce the number of calls to workers.



Necessary Conditions:



· interface with the system for current information to be extracted to the website



· ability to distinguish type of customer (e.g., NCP, CST) to provide appropriate information.







				19



				Captures information from customer



				If the customer wants to update information, the website captures the information.  



				



				







				20



				Validates and uploads information



				The website validated the information to ensure valid entry and uploads the information to the system.  



				



				Key Step:



Uploading new information is a key step in this process.



Necessary Conditions:



· ability for customer to enter information



· ability for system to determine entry of valid data



· ability to capture data entered







Construction Decision:



Need to determine if the information is to be uploaded as pending and needs verification or if it will be uploaded automatically.



The group decided the information should be uploaded into workflows that can be forwarded to a worker.  The worker will either verify the information or not depending on the case situations (e.g., if the custodian address is not good and the custodian gives a new address, it would not need to be verified, etc.).







				21



				Selects to contact a person



				The customer can select to contact a person.  While there will not be a live chat option, the customer can send a question or information to the customer service representative via online.  



The system will capture the information / question and send it on to the customer service representative.



				Clark does not allow the email to be sent.



Douglas has hyperlinks for sending emails directly to the case workers.



				Construction Decision:



Need clarification on the type of contact wanted for website visitors.



The group decided there will be no Live Chat.  As for methods of contact – the IVR number will be available on the website and the customer will have the option to send an email-ish contact to the customer service representative for response.







				22



				Refers to CSR



				The website refers the customer to the customer service representative.



				This is done for the state website and for Douglas.



				Key Step:



Referring to the CSR allows the customer to get information or help which is another goal of the project.



Necessary Conditions:



· customer selects to contact a CSR



· CSR available for contact



· website ability to capture contact questions and send to CSR







				23



				Go to Call Center Calls process



				Go to the Call Center Calls process for how the calls are handled once transferred to the call center.



				



				




















				
ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				· Added ability to complete & submit application online



· Added ability to make payment online



· Added ability to get case specific information from website



· Added ability to generate document online



· Added ability to update information online







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Combined public flow and payment flow within this flow







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Combined with



Web Customer Service – Parent / Guardian flow above







Web Customer Service – NCP Payment (Tier A)



Rationale:  Potential for statewide standardization



				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Web Customer Service – Employer (Tier A)



Rationale:  Potential for statewide standardization



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Visits website



				The employer visits the website.



				



				Key Step:



Visiting the website starts the process.



Necessary Conditions:



· Website available for child support professionals



· Valid website address







				2



				Navigates website



				The employer navigates the website.



Steps 3, 6, 7, and 17 could be done in any order, depending on the choices made when navigating the website.



				



				







				3



				Does employer want general information?



				Does the employer want general information?







If yes, go to 4



If no, go to 6



				



				







				4



				Provides general information



				The website provides the employer with general information.  The type of information the employer can obtain is information on new hire reporting, income withholding, and information on the Department of Employment, Training and Rehabilitation (DETR).  The employer can go to the DETR website to report new hires or report new hires on this website.



				Currently the employer can only get PDF documents from the website.  There is a pilot project that allows employers to receive and respond to forms (national medical support notices, employment verifications, and income withholding notices) online.



				Key Step:



Providing general information is one of the goals of this process.



Necessary Conditions:



· Information available for employer



· Menu navigation to information







				5



				Options to continue navigation or leave website provided



				The employer has options to continue navigation to other areas within the website or leave the website.



If the employer has already signed in, the employer does not need to sign-in again to get additional information or make additional payments when continuing navigation.



				



				







				6



				Does employer want to update information, report new hires, or view notices?



				Does the employer want to update their demographic information, report newly hired employees, or view and respond to notices?







If yes, go to 7



If no, go to 17



				



				







				7



				Is employer registered?



				Is the employer already registered on the website?



If the employer wants to update their demographics, report new hires, or view and respond to notices, the employer must be registered on the website.







If yes, go to 9



If no, go to 8



				



				







				8



				Registers online



				If the employer wants to update their demographics, report new hires, or view and respond to notices on the website, they must register.



				



				







				9



				Signs-in



				If the employer is already registered, the employer can update their demographics, report new hires, or view and respond to notices on the website by first signing into the website.



Signing-in is done by entering authentication information.  The website verifies the employer authentication information.  Once verified, the employer can update information, report newly hired employees, and respond to notices.



Steps 10, 12, and 14 could be done in any order, depending on the choices made when navigating the website.



				



				







				10



				Does employer want to update demographics?



				Does the employer want to update their demographic information?



Some of the demographic information may be address information and contact information.







If yes, go to 11



If no, go to 12



				



				







				11



				Captures and uploads updated information 



				The website captures the updated information.  This information is uploaded into the system with the employer indicated as the source of the information.



				



				Key Step:



Capturing updated employer demographics is one of the goals of this process.



Necessary Conditions:



· Current employer information



· Ability to capture and upload the information







				12



				Does employer want to report new hires?



				Does the employer want to report their newly hired employees?



The website has the ability to capture the new hire information.  







If yes, go to 13



If no, go to 14



				



				Parking Lot:



Discussions with DETR need to take place in order to ensure capturing, uploading and forwarding the new hire data is acceptable.







				13



				Captures, uploads, and forwards new hire data



				The website captures the new hire information from the employer.  This information is uploaded into the system.  This information is also forwarded to DETR.



				



				Key Step:



Capturing new hire information from the employer is one of the goals of this process.



Necessary Conditions:



· Current employer information



· Ability to capture and upload the information







				14



				Does employer want to view notices?



				Does the employer want to view notices?



The employer can view and respond to notices.







If yes, go to 15



If no, go to 17



				



				







				15



				Selects notice to view



				The employer selects the notice to view.  The website brings up the notice.  The employer can respond to the notice or simply close the view and select a different notice.



				



				







				16



				Captures and uploads response to notice



				If the employer responds to a notice, the website captures and uploads the response to the notice.  This response depends on the type of notice.  



Some information that the website may capture is the termination of the noncustodial parent as an employee or employment verification information.



				



				Key Step:



Capturing responses to notices is one of the goals of this process.



Necessary Conditions:



· Current employer information to know what notices are available to the employer



· Ability to view notices on the website



· Ability to capture and upload the information







				17



				Does employer want to make a payment?



				Does the employer want to make a payment?







If yes, go to 18



If no, go to 23



				



				Construction Decision:



Ensure agreement with ability for employer to make payment via the website.



The group decided this is desirable.







				18



				Does employer want to pay $2.00 fee?



				Does the employer want to pay their $2.00 per withholding fee?



The employer has the option of paying the $2.00 per withholding fee on the website as well as making the ordered withholding payments.







If yes, go to 21



If no, go to 19



				



				Construction Decision:



Is it possible for the employer to add the $2.00 per employer to the payment being made and have that separated out once the information is gathered.



The group was unable to determine this as there are other entities involved.  



While the goal is for the employer to be able to make the payments all on one website, it is not known if these can be combined; therefore, they are currently depicted as separate payments.







Parking Lot:



Determine if the $2.00 fee could be combined as one transaction and then separated by the system.  Depending on the outcome, this process may need to be revised.







				19



				Requests information to process payment



				The website requests information to process the payment from the employer.  Some of the information needed for processing is case on which to apply payment, method of payment, and credit/debit card numbers.



				



				







				20



				Verifies information



				The website verifies the information that was submitted.  This information is then used to process the payment within the new IV-D system.



				



				Key Step:



Verifying information provided to process payments is a critical step to processing the payments.  This helps reduce the number of calls to workers.



Necessary Conditions:



· website can identify information captured for verification and validation



· employer can provide necessary information







				21



				Requests information to process payment



				The website requests information to process the payment from the employer.  Some of the information needed for processing is case on which to apply payment, method of payment, and credit/debit card numbers.



				



				







				22



				Verifies information



				The website verifies the information that was submitted.  This information is then forwarded to the State Treasury Office for processing.



				



				Key Step:



Verifying information provided to process payments is a critical step to processing the payments.  This helps reduce the number of calls to workers.



Necessary Conditions:



· website can identify information captured for verification and validation



· employer can provide necessary information







				23



				Selects to contact a person



				The employer can select to contact a person.



The system will utilize the same methods that currently exist for the employer to contact an EWS customer service representative.



				



				Construction Decision:



Discuss method of communication and contact.



The group decided the same methods as currently exist will be used in the future.







				24



				Refers to EWS CSR



				The website refers the employer to a EWS customer service representative.



				



				







				25



				Go to Call Center Calls process



				If the employer wants to contact a person, the website connects the employer to the Call Center.  



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Allow new hire reporting through EWS for employers



				Linking new hire reporting through the Employer Web Service (EWS) to the Department of Employment, Training and Rehabilitation (DETR) would benefit the employers as they would only have one place to do all their reporting.



				Open issue







				







				



				



				



















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Added full EWS capability into the flow (ability to register, sign-in, view and respond to notices).



Added New Hire reporting ability into the flow.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Web Customer Service – Child Support Professional (NV) (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Visits website



				The Nevada child support professional visits the website.



				



				Key Step:



Visiting the website starts the process.



Necessary Conditions:



· Website available for child support professionals



· Valid website address







				2



				Navigates website



				The Nevada child support professional navigates the website.



Steps 3, 6, and 8 could be done in any order, depending on the choices made when navigating the website.



				



				







				3



				Does worker want general information?



				Does the Nevada child support professional want general information?







If yes, go to 4



If no, go to 6



				



				







				4



				Provides general information



				The website provides the Nevada child support professional with general information.  This information is static information (e.g., task guides, alerts, training material, policy, statutes, links to other resources, the child support manual, etc.).  This information is managed by a specific user or set of users.



				Clark also accesses information from the DWSS website.  



				Key Step:



Providing information is one of the goals of this process.



Necessary Conditions:



· Information available for child support professionals



· Menus navigate to the information







				5



				Options to continue navigation or leaves website provided



				The Nevada child support professional has the option to continue navigating the website or leave the website.



				



				







				6



				Does worker want to go to community forums?



				Does the Nevada child support professional want to go to any of the community forums?







If yes, go to 7



If no, go to 8



				



				







				7



				Accesses community forums



				The Nevada child support professional accesses the community forums.  The Nevada child support professional can add content or edit content within these forums depending on the format of the content (e.g., wiki or other forum software).



The content can be discussions on certain topics, best practices, etc.



				



				Key Step:



Providing a forum for group discussions or knowledge transfer is one of the goals of this process.



Necessary Conditions:



· Information available for child support professionals



· Ability for workers to view and edit/add to content







				8



				Does worker want reports?



				Does the Nevada child support professional want reports?







If yes, go to 9



If no, go to 10



				



				







				9



				Provides report for worker



				The Nevada child support professional can access reports.  



While some reports may be stored in a different location, the Nevada child support professional would see a standard front-end.  



				One example is the report of deceased people.



				Key Step:



Providing reports to worker is one of the goals of this process.



Necessary Conditions:



· Reports available through secure website



· Worker wants reports







				10



				Process ended



				Once the Nevada child support professional is done navigating the website, the process ends.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				Added community forum access to the website.







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				CONVERSATION:  



Items mentioned like Wiki, discussion forums, best practices, bulletin board, etc.  There would be content that would be for the webmaster only to change (policy uploaded, the child support manual, etc.), there would also be content that the Nevada workers would be able to edit and add (community forum type information).



Some of the additional content that may be used as part of the webmaster content are training calendars / documents / IM / PT / and things from secure portal some of which currently exist on the intranet.



Whatever is being added, the webmaster (or a moderator) should always be able to remove inappropriate content.   
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Web Customer Service – Child Support Professional (not NV) (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Visits website



				The other state’s child support professional visits the website.



				



				Key Step:



Visiting the website starts the process.



Necessary Conditions:



· Website available for child support professionals



· Valid website address







				2



				Signs In



				The other state’s child support professional signs into the website.  These sign-in authentications are given by Nevada.



				



				







				3



				Navigates website



				The other state’s child support professional navigates the website.



Steps 4, 7, 9, and 11 could be done in any order, depending on the choices made when navigating the website.



				



				







				4



				Does worker want general information?



				Does the other state’s child support professional want general information?







If yes, go to 5



If no, go to 7



				



				







				5



				Provides general information



				The website provides the other state’s child support professional with general information.  



This information may be the same information or a portion of the information that is available to the Nevada child support professionals.



				Clark also accesses information from the DWSS website.  



				Key Step:



Providing information is one of the goals of this process.



Necessary Conditions:



· Information available for child support professionals



· Menus navigate to the information







				6



				Options to continue navigation or leaves website provided



				The other state’s child support professional has the option to continue navigating the website or leave the website.



				



				







				7



				Does worker want to access community forums?



				Does the other state’s child support professional want to access any of the available community forums?







If yes, go to 8



If no, go to 9



				



				







				8



				Accesses community forums



				The other state’s child support professional accesses the available community forums.



This information may be the same information or a portion of the information that is available to the Nevada child support professionals.



				



				Key Step:



Providing access to community forums is one of the goals of this process.



Necessary Conditions:



· Forums available for child support professionals







				9



				Does worker want reports?



				Does the other state’s child support professional want reports?







If yes, go to 10



If no, go to 11



				



				







				10



				Provides report for worker



				The other state’s child support professional is provided reports on case demographics.  



This information may be the same information or a portion of the information that is available to the Nevada child support professionals.



				One example is the report of deceased people.



				Key Step:



Providing reports to worker is one of the goals of this process.



Necessary Conditions:



· Reports available through secure website



· Worker wants reports







				11



				Does worker want case information?



				Does the other state’s child support professional want case information?







If yes, go to 12



If no, go to 13



				



				







				12



				Provides case summary information



				The case summary information is provided to the other state’s child support professional.  



This gives the other state’s child support professional the ability to view case summary information (e.g., date of next review, action being taken, payments, location information, etc.).  This also allows the other state’s child support professional to view case documents (e.g., court orders, correspondence to parties, etc.).



				



				Key Step:



Providing case summary information to worker is one of the goals of this process.



Necessary Conditions:



· Case information is available in a way that can be understood by other state’s workers



· Authentication is valid







				13



				Process ended



				Once the other state’s child support professional is done navigating the website, the process ends.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				







				



				







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				CONVERSATION:  



The conversation from the above flow (Nevada Child Support Professionals) is valid for this flow as well, but there may be less information that is available.  That is dependent on the type of information that is uploaded onto the website.  Here is the summary of that information as well:



Items mentioned like Wiki, discussion forums, best practices, bulletin board, etc.  There would be content that would be for the webmaster only to change (policy uploaded, the child support manual, etc.), there would also be content that the Nevada workers would be able to edit and add (community forum type information).



Some of the additional content that may be used as part of the webmaster content are training calendars / documents / IM / PT / and things from secure portal some of which currently exist on the intranet.



Whatever is being added, the webmaster (or a moderator) should always be able to remove inappropriate content. 







The conversation below is based on the other state’s child support professional:



They can have access to the generic information (NRS – policy), 



They can have access to a subset of the case data so they can view their cases and perhaps make notes on the cases.  This should include a payment history (perhaps a one page case summary that can link to the payment history).



There may be other information (best practices and manuals) that they can have access to as well. 
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Mail / Fax (Tier B)



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives mail



				The mail worker receives incoming mail.  This can come in the form of mail, in person mail, or email.



The mail may also be date-stamped at the time of receipt.



				Washoe and Clark have mail rooms.  



The following counties have centralized mail locations (Clark, Reno, Washoe, Elko DA, Elko PAO, Humboldt, Lyon, NIIO)



The state has a centralized mailing address from which mail is rerouted.



				Key Step:



Receiving the mail is the start of this process.



Necessary Conditions:



· Mail must be sent in







				2



				Scans mail



				The mail worker scans the information into the imaging system. 



The scanned documents are linked to cases.



Once information is scanned, the documents are shredded after a period of time.  The only exception is if the document is an original and may be needed in a subsequent action.







 



				Douglas does not scan at this point, but the mail gets scanned after it is distributed.



Washoe scans the mail, makes track notes that mail arrived, and uses Compass tasks for the distribution of the mail; most of the mail gets shredded.



				Key Step:



Scanning the mail allows the mail to be available and accessed by workers.



Necessary Conditions:



· Imaging system available



· Scanning equipment available



· Indexing protocol







				3



				Mail distributed based on workflow



				The scanned documents are distributed via workflow.



				



				Key Step:



Distributing the mail is the goal of this process.



Necessary Conditions:



· Workflow identified for mail types







				4



				Receives fax



				The mail worker reviews the incoming fax.  Since faxes are already electronic, these can be saved directly into the imaging system without scanning.



				



				Key Step:



Receiving the fax is one of the starting points of this process.



Necessary Conditions:



· Fax must be sent



· Ability to electronically receive fax to avoid scanning
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				



Updating workflow



				Currently the Compass documents go to the worker that is assigned to the case.  The new workflow should allow a non-programmer to update the workflow so updates do not take a tremendous amount of time.



				System automation removes barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















				Improvement Category



				Description of Improvement







				Automation



				







				Process Adaptation/Streamlining



				Changes so that mail is scanned when it comes in, then workflow distributes / routes as appropriate.







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes



				Most of the documents get shredded after scanning.  If it’s a new application and cannot be linked to a case that the time of scanning, this information is saved until the information can be linked to a case in the imaging system.



Certified orders are handled differently as these documents may actually be needed, especially in interstate filings.   These documents are retained (in some counties only until the action is taken) and can be retrieved when needed.



There is a delay in shredding the documents.  Although there is no standard timeframe for the delay in shredding.
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Call Center Calls (Tier A)



Rationale:  Potential for statewide standardization



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1.1



				Receives call 



				The employer services unit receives a call from the employer.  The call could come directly to the unit or from the IVR.



				



				Key Step:



Receiving a call is the start of this process.



Necessary Conditions:



· Requests to speak to a person comes in through the IVR or website



· Call center staff to answer requests / calls







				1.2



				Does caller want forms?



				Does the caller want forms?







If yes, go to 1.3



If no, go to 1.4



				



				







				1.3



				Forms provided



				If the caller wants forms, the employer services unit provides the forms.



These forms will be provided based on the caller’s preferred method of communication.



				



				Key Step:



Providing the requested forms is one of the goals of this process.



Necessary Conditions:



· Customer requested a form



· Form is available to representative for providing







				1.4



				Does caller want information?



				Does the caller want information?







If yes, go to 1.5



If no, go to 1.6



				



				







				1.5



				Information provided



				If the caller wants information, the employer services unit provides the information.



				



				Key Step:



Providing the requested information is one of the goals of this process.



Necessary Conditions:



· Customer requested information



· Information is available to representative for providing







				1.6



				Does caller want to update information?



				Does the caller want to update information?







If yes, go to 1.7



If no, go to 1.8



				



				







				1.7



				Information updated



				If the caller wants to update information, the employer services unit gathers the information and makes the necessary updates to the system.



				



				Key Step:



Updating information given by the customer is one of the goals of this process.



Necessary Conditions:



· Customer has information to update



· Representative has the ability to update information







				1.8



				Process ended



				Once the caller has been assisted, the process ends.



				



				







				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				2.1



				Receives call 



				The customer service representative receives a call.  The call can come from the Interactive Voice Response (IVR) system, directly from a customer, or come as a contact from the website.



				



				Key Step:



Receiving a call is the start of this process.



Necessary Conditions:



· Requests to speak to a person comes in through the IVR or website



· Call center staff to answer requests / calls







Construction Decision:



Ensure agreement for one statewide customer call center for standardization and consistency for responding to calls.



The group agreed that a Centralize Call Center would be possible with specific caveats included.  Some of the concerns to be addressed are appropriate level of staffing to ensure there are not long wait times for customers; funding would be agreed up and appropriate for all offices; correct level of staff training to ensure appropriate, consistent answers are given; and service-level agreements that include clearly defined scopes of work.  The scope of work agreements would include the rules of engagement; the kinds of questions / actions that the call center can handle; the experience level of staff; the ability for counties to flag the case for automatic transfer to the worker; and the county can still use their own numbers as well as be transferred calls.



This also does not preclude the county from having dedicated workers that will receive the calls forwarded from the call center instead of having those calls forwarded directly to their case workers.  







				2.2



				Does caller want forms?



				Does the caller want forms?







If yes, go to 2.3



If no, go to 2.4



				



				







				2.3



				Forms provided



				If the caller wants forms, the customer service representative provides the forms requested.  Some of the forms that are available are the application form, direct deposit form, and the affidavit of declaration of custody.



The caller would provide their preferred method of communication for the form.



				



				Key Step:



Providing the requested forms is one of the goals of this process.



Necessary Conditions:



· Caller requested a form



· Form is available to representative for providing







				2.4



				Does caller want information?



				Does the caller want information?



This can either be general case information or case specific information.



If case specific information is wanted, the caller must be authenticated before this information will be provided.







If yes, go to 2.5



If no, go to 2.8



				



				







				2.5



				Can CSR provide?



				If the caller wants information, can the customer service representative provide the information?



If the caller comes through authenticated, the information should come through too.  This would enable the customer service representative to provide case specific information without asking for additional authentication.



If authentication is not done, case specific information may not be provided.







If yes, go to 2.7



If no, go to 2.6



				Clark County customer service representatives provide payment history and case status information.



				







				2.6



				Request for information forwarded to elevation worker to resolve



				If the customer service representative cannot provide the information the caller is requesting, the request for information is forwarded to an elevation worker that can resolve requests.



				Clark County has elevation levels in their call center.



				







				2.7



				Information provided



				If the customer service representative can provide the information the caller is requested, that information is provided.



				



				Key Step:



Providing the requested information is one of the goals of this process.



Necessary Conditions:



· Caller requested information



· Information is available to representative for providing







				2.8



				Does caller want information updated?



				Does the caller want information updated?







If yes, go to 2.9



If no, go to 2.10



				



				







				2.9



				Updates information



				The customer service representative updates information provided.  



If the caller comes through authenticated, the information should come through too.  This would enable the customer service representative to know whether to update case specific information without asking for additional authentication.



If authentication is not done, case specific information may not be updated.



The types of information that can be updated are based on the service-level agreements.



				The state call center customer service representatives do not do any updates.



Clark customer service representatives do updates.



				Key Step:



Updating information given by the customer is one of the goals of this process.



Necessary Conditions:



· Customer has information to update



· Representative has the ability to update information







				2.10



				Takes action based on updated information provided



				The customer service representative takes the appropriate action based on the updated information.



The types of action that can be taken are based on the service-level agreements.



				Clark County customer service representatives take actions on the case as needed.  The call is not referred to the case worker.



				







				2.11



				Caller assisted



				The caller is assisted and the process ends.



				



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Two separate call centers



				Callers do not get consistent service with two different call centers.  One consolidated child support call center statewide would be beneficial and would eliminate callers from choosing which call center to call.  



				System automation removes this barrier







				B2



				Staff call center



				Keeping call center staffed with trained, qualified staff is challenging.  



				Open Issue – outsourcing could be considered to remove this barrier.







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				Call center staffing opportunity



				With the generation working, there is a new group of people with call center personalities coming into the work force.  These personalities may be only short term, but it is an opportunity to take advantage of youth for staffing call center.  Training would need to be addressed, but perhaps there is an opportunity to be more proactive and expect this new generation of workers instead of reactive and dealing with the new personalities into the old style of working.



				Open Issue – outsourcing could be considered to implement this suggestion for improvement.







				







				



				



				



















				Improvement Category



				Description of Improvement







				Automation



				Added that calls will be received from IVR or website.  There should be one number to call and the IVR should handle most calls with only a few going through to the Call Center.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				· Added elevation worker for those calls that the CSR cannot handle.



· Added update capability to CSR







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Payment History for Customer (Tier A)



Rationale:  Requiring significant manual intervention



				Number



				Process Step



				Description



				As-Is Comments



				To-Be Analysis







				1



				Receives request for payment history



				The website and Interactive Voice Response (IVR) system accept requests for payment histories from customers.  These requests are submitted automatically to the system for document generation.



				



				Key Step:



Receiving the request for a payment history starts this process.



Necessary Conditions:



· Website and IVR accept request for payment history



· Interface from website and IVR to system







				2



				Receives request for payment history



				The worker receives a request for a payment history.  These requests could be from a noncustodial parent, custodian, or other jurisdiction.  These requests can be made by various methods (such as by call, in person, or by mail).



				These requests may be handled by a customer service representative, case manager, clerk, or case worker.



				Key Step:



Receiving the request for a payment history starts this process.



Necessary Conditions:



· Request for payment history made







				3



				Submits request



				The worker submits the request for the payment history into the system.  The worker identifies the requestor and case.



				



				







				4



				Gathers information



				The system gathers all relevant information to generate the payment history.



				



				







				5



				Generates payment history



				The system generates the payment history.  This is done in combination with the document generation application.



				



				Key Step:



Providing the payment history is the goal of this process.



Necessary Conditions:



· Information necessary to generate payment history is available to the system







				6



				Distributed payment history to requestor



				The system distributes the payment history to the requestor.  This is done based on the preferred method of communication.  If the customer has an email address, the payment history may be distributed in this way.



The worker should have the ability to override the preferred method of communication based on the customer’s request.



				 



				
















				ID



				Barrier to Efficiency or Effectiveness



				Description



				Disposition







				B1



				Multiple ways to enter direct payments



				Workers wonder if payments loaded through NAWC carried over to INFO VIEW.  If direct payments are not done through credit memo, they do not come over through INFO VIEW.  While balances are correct, the listing of payments may be missing some entries if those were only done through NAWC forcing the worker to go to NAWC if the noncustodial parent complains about missing payments.  These also do not show in Ledgers on Web only.  While the payment history is an accurate reflection of what payments were received when Nevada had case, it may not reflect all the payments reported (that were not processed through Nevada).



				System automation removes this barrier







				







				



				



				















				ID



				Suggestions for Improvement



				Description



				Disposition







				SI1



				







				



				







				







				



				



				















[bookmark: _Toc418782080]



				Improvement Category



				Description of Improvement







				Automation



				· Removed the two separate systems for information (Info View and Ledgers on the Web) as the information will all be on the system.



· Added the ability to submit requests through the website and IVR.







				Process Adaptation/Streamlining



				







				Standardization



				







				Improved Quality



				







				Group Recommendation



				







				Pre-Implementation Opportunities



				







				Possible Requirement Elaboration



				







				Miscellaneous Notes
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Early in the Feasibility Study project, Nevada defined high-level functional and technical requirements for the new system. The following table shows the requirements that are associated with each of the business processes in the Customer Service functional area. The requirement identifier in the form of “x.x.xx” refers to the requirement family within the functional requirement table, which is embedded in Appendix D of the To-Be Report master document.. Unless otherwise noted, all of the requirements within a family apply to the business process. When only specific requirements within a family apply to a business process, then these requirements are identified by their requirement number in parentheses.   The technical requirements are indicated as “Technical: xxx” and are also embedded in Appendix D of the To-Be Report master document.



				Process Number ID



				Business Process



				Associated Requirement Identifier







				1



				VRU



				4.8.1, Technical: 100







				2



				VRU – Electronic Payments



				4.8.1(#689, #690), Technical: 100







				3



				Web Customer Service – Public Access



				4.8.2, Technical: 101







				4



				Web Customer Service – Parent  / Guardian



				4.8.2, Technical: 101







				5



				Web Customer Service – NCP Payment



				4.8.2(#700, #701), Technical: 101







				6



				Web Customer Service – Employer



				4.8.4, Technical: 101







				7



				Web Customer Service – Child Support Professional



				4.8.2, Technical: 101







				8



				Mail / Fax



				4.8.6, Technical: 5.12







				9



				Call Center Calls



				4.8.5







				10



				Payment History for Customer



				4.8.2(#693, #695)
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Customer Service –IVR (Tier A)
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Customer Service –Web Customer Service –Parent / Guardian
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Customer Service –Web Customer Service –Employer
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Customer Service –Web Customer Service –Child Support Professional (NV)




Website




Child Support 




Professional




T




o




-




B




e




 




P




r




o




c




e




s




s




1




Visits website




2




Navigates website




3




Does worker 




want general 




information?




4




Provides general 




information 




Yes




8




Does worker 




want reports?




9




Provides report for 




worker




No




Yes




10




Process ended




No




6




Does worker 




want to go to 




community 




forums?




No




7




Accesses community 




forums




Yes




5




Options to continue 




navigation or leaves 




website provided








image5.emf



Customer Service –Web Customer Service –Child Support Professional (non-NV)
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Customer Service –Mail / Fax
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Customer Service –Call Center Calls
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Customer Service –Payment History for Customer
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To-Be Open Issues  and Parking Lot Items.xlsx






To-Be Open Issues and Parking Lot Items.xlsx


Open Issues



				Nevada Child Support Enforcement Computer System Application Modernization / Replacement Feasibility Study 



				BPR To-Be Report



				Open Issues







				Number				Open Issue				Functional Area				Business Process



				1				Ensure policy is consistent with the new interface.  This would entail starting the 20-day clock when the interface pushed the referral to IV-D.  				Case Initiation				TANF-Foster Care Referrals



				2				Define caseload assignment rules for the new system so that the caseload assignment method accommodates Nevada’s requirement for caseload stratification.				Case Initiation				TANF-Foster Care Referrals



				3				Ensure the new system meets federal requirement for an automated interface to receive electronic referrals from the Medicaid agency.				Case Initiation				TANF-Foster Care Referrals



				4				Find best practices from among the offices and standardize a program-wide procedure for tracking and recording the following dates:  when a customer requests an application, when it is sent to the customer, and when the completed application is received by the IV-D agency.				Case Initiation				Non-Public Assistance (NPA) Applications



				5				Direct CSENet transmittal cases to the Central Registry, and assign case set up responsibilities for all responding intergovernmental cases to Central Registry workers.				Case Initiation				Intergovernmental Transmittals 



				6				Design the new IV-A interface in a way to ensure good IV-D information is not overwritten by IV‑A unverified information or inappropriate addresses that may be added (e.g., homeless, etc.).  				Locate				Generic Locate Process – Automated



				7				Research and resolve the issue with receiving CSENet transactions with some states.  This should be checked to see why this is happening and the issue should be resolved prior to implementing the new system.				Locate				Intergovernmental / FPLS / SPLS / Quick Locate



				8				Standardize the use of the federal Paternity Affidavit form and its state equivalent.  This variety will present a challenge during the detailed design phase to automate for the various circumstances of when each form should be used given office preferences.				Establishment				Born Out Of Wedlock Paternity Review



				9				Define the program-wide practices so that Nevada is prepared to discuss this need with the development vendor.				Establishment				Filing the Petition



				10				Determine legitimate business scenarios in which multiple dockets will be present on a case (as opposed to making multiple dockets to overcome a limitation of NOMADS) so that Nevada is prepared to discuss this need with the development vendor.				Establishment				Filing the Petition



				11				Standardize program-wide treatment of parties who miss genetic testing appointments.				Establishment				Genetic Testing



				12				Design the new system to seamlessly present information from other systems that exists outside the new child support system.  				Case Management				Case Monitoring



				13				Improve interfaces, especially with the bigger agencies (Department of Employment, Training and Rehabilitation (DETR) and Department of Motor Vehicles (DMV)) to improve the speed and accuracy of information received.  This will improve workers’ efficiency.				Case Management				Case Monitoring



				14				Design into the new system some of the capabilities of the Clark County Case Management Tool (CMT).				Case Management				Case Monitoring



				15				Ensure lack of custodian addresses do not inappropriately start the closure process.  Currently workers have implemented an address work-around.  The work-around is that the worker must always remember to add the good address before marking the other address as bad; otherwise the system starts the closure process due to loss of contact.  				Case Management				Case Closure



				16				Implement the administrative arrears obligation opportunity that allows 25% of the current support to be added if that amount is greater than the court ordered arrears payment when the children have not emancipated and current support is not being collected.				Case Management				Case Closure



				17				Ensure transmittal forms generate correctly in the new system.				Case Management				NV Initiating Intergovernmental and Acknowledgment Received



				18				Review requirements for information gathering and eliminate requirements that are unnecessary or no longer relevant, especially for determinations of modifications.				Case Management				NV Responding Request for Support or Registration



				19				Obtain agreement to standardize taxonomy for sending transmittals from the Central Registry.  These transmittals can either be sent electronically after scanning or the paper transmittal can be sent, but these must all be sent by the same method.  Currently that method is sending the paper transmittals.				Case Management				NV Responding TANF Redirect Request on Assigned Case



				20				Discuss options for starting and stopping income withholding quickly for variances.  This may include dealing directly with the employers to ensure the money stops and starts appropriately for limited-time variances (for example 2 months in the summer).  This coordination would prevent collecting too much money before withholding was stopped and prevent accruing arrearages when withholding was started again.  				Case Management				Inactivating Support



				21				Design the system to automatically reactivate the accrual of support when the noncustodial parent is no longer receiving TANF, minimizing delay in reactivating accrual of support.				Case Management				Inactivating Support



				22				Standardize guidelines or policy on what proof does and does not require the custodian to confirm receipt of direct payments.  Currently this process allows for significant local variation with respect to the requirement of contacting the custodian for consent and what actions to take if the custodian does not respond or the custodian does not give consent.  Some counties always require custodian confirmation no matter what proof is provided.  Depending on the proof provided, other counties let the custodian know credit will be given unless they dispute the credit.  In all cases if the parties dispute the credit, the case goes to dispute resolution up to and including court hearing.				Case Management				Crediting Direct Payments



				23				Ensure data structures within the new system allow the order to be tied to a child and noncustodial parent to better support this process.  The data structures also need to support having two noncustodial parents if the child does not live with either parent.  The system should be able to aggregate the payments for specific custodians together to be applied to their debit cards, etc.  				Case Management				Order Follows Child



				24				Consider standard court order language, in lieu of the order following the child, to allow the order to be added if the child comes back into the home.  This would decrease the number of modifications that would need to be done.				Case Management				Order Follows Child



				25				Develop a web version of the declaration of custodian.  Parties could update the document on the website and send the completed form via email to avoid mailing delays.				Case Management				Order Follows Child



				26				Establish easier inter-division processing.  Some counties require the worker to deal with multiple departments (e.g., closure, court, etc.).				Case Management				Child Support Order Dismissal



				27				Design any ancillary system (e.g., data warehouse, document imaging, forms generation, etc.) with access to data to use the same restrictions / protections that are being applied to the new system.  This ensures there are not ways around the confidentiality protections.				Case Management				Conflict of Interest Case



				28				Establish an electronic interface with employers to gather health care coverage information.				Enforcement				Medical Support (NCP / Employer)



				29				Develop a standard version of the letter to the custodian requesting the health insurance breakdown.  Currently all counties have their own versions of letters.				Enforcement				Medical Cash



				30				Develop a process to maintain the employer data within the employer database so the data is accurate and up to date.  A clean database for employers results in good data that avoids inappropriate notices going out.  The process could include steps that require that anyone talking with an employer verify the information (making sure the verification date is updated at least annually).  It could also include soliciting the verification / update from employers (via Employer Web Services (EWS)) and via mail if not updated in any other way during a designated time period (perhaps annually).				Enforcement				Income Withholding



				31				Discuss order entry and options to improve accuracy.  Workers reported that it is easy to load wrong amount when performing order entry.  There are some options that could be pursued to prevent entry errors:  double entry of data, or Optical Character Recognition (OCR) when imaging the order.  				Enforcement				Reduced Withholding



				32				Design into the new system the fact that agreed upon reduced amounts should be used until such time as the agreement is done (e.g., the credit balance is absorbed).  Currently, when new employers are added, income withholding orders generate at the full obligation instead of the reduced amount, even though the agreement is still in effect.				Enforcement				Reduced Withholding



				33				Design the new system to include the scenario where the noncustodial parent is in a third state for collection of unemployment benefits.  The noncustodial parents could collect benefits in a state in which they were employed, but do not reside.				Enforcement				Unemployment Withholding



				34				Develop business rules for each type of social security benefit.  These rules should include when to send a closure, when to send an income withholding notice, etc.  Once these rules are defined, the system may be able to take some of the next appropriate actions automatically.				Enforcement				Social Security Intercept



				35				Ensure the system automatically updates the income source depending on the type of benefits received.				Enforcement				Social Security Intercept



				36				Upload the social security information from the state services portal into the system when the noncustodial parent is approved for social security benefits.				Enforcement				Social Security Intercept



				37				Upload the workers’ compensation information into the system automatically.  Currently, a listing is created from the State Services Portal.  				Enforcement				Workers’ Compensation



				38				Allow the system the ability to create a temporary record of the workers’ compensation company.  This record would be submitted to an entity to verify and either make the workers’ compensation company a permanent record in the employer database or to consolidate it with an existing company.  This maintains the integrity of the database while allowing the process to continue without delay.				Enforcement				Workers’ Compensation



				39				Establish contact with the institution(s) to determine outcome of seizure attempt and making information easier to obtain.  Having specific contacts within the financial institutions to determine the results of the seizure request establishes relationships with partners and ensures a single point of contact for questions or issues that arise for either Nevada or the financial institutions.				Enforcement				Financial Institution Data Match



				40				Monitor the CSLN website functionality for an opportunity to automatically upload the information and update the case.  Currently, the CSLN worker must go into the CSLN website to get the information so automatic updates are not possible at this time.				Enforcement				CSLN and Claim Matching



				41				Propose a change in Nevada law to allow interest and penalties to be included in the amount that can be offset.  Currently, the noncustodial parent could get a refund from the offset, but may not be paid in full.  This causes confusion for both the noncustodial parent and the custodian.				Enforcement				Federal Tax Refund Offset



				42				Review standards and guidelines for releasing the passport.  Session participants agreed there should be more flexibility to allow the release of a passport when the noncustodial parent is traveling for work and is making all payments ordered by the court (this includes current support and arrearage repayment).				Enforcement				Passport Denial and Release



				43				Establish clear and consistent policy outlining when workers can exempt a noncustodial parent from credit reporting.				Enforcement				Credit Reporting



				44				Design the exemptions to allow an end-date and / or review date to be set.  These can be used for the system to end the exemption or the worker to review the circumstances of the case to determine if the exemption is still needed.  The review date should be able to be reset or extended if the exemption is still needed.				Enforcement				Automated Enforcement Exemptions



				45				Develop guidelines on when to set Family Violence Indicator (FVI) flags.  The FVI flag stops information from coming in that may be helpful to the case.  These guidelines can be used when good cause indicators are identified from the IV-A interface.				Enforcement				Automated Enforcement Exemptions



				46				Develop a holistic approach to enforcing against noncustodial parents with multiple cases.  Currently, there are times when one county will go through the process of the suspension, but when the payment comes in based on the agreement, it is split between cases.  Providing a single point of contact for noncustodial parent level enforcement when a noncustodial parent has multiple cases is one method to provide a consistent approach to enforcement in these scenarios.				Enforcement				License Suspension



				47				Establish better methods of communication.  Currently, the counties are faxing information to some entities (e.g., the Department of Motor Vehicles).  Workers also reported delays in processing their requests as these were faxed to the wrong local offices and had to be forwarded to the correct offices.  Establishing better methods of communication can eliminate delays in processing.				Enforcement				License Suspension



				48				Present information seamlessly.  Currently, there are various places for information that workers have to utilize (Compass, NOMADS, etc.) to get the “entire” picture of the case.  System automation should assist with this barrier by maintaining sufficient historical data from the current battery of systems in one system.				Enforcement				License Suspension



				49				Establish better methods of communication.  Currently, the counties are faxing information to some entities (e.g., the Department of Motor Vehicles).  Workers also reported delays in processing their requests as these were faxed to the wrong local offices and had to be forwarded to the correct offices.  Establishing better methods of communication can eliminate delays in processing.				Enforcement				License Suspension (Compliance Agreement (RPP))



				50				Explore opportunities to interface with licensing agencies.  This would allow the system to monitor for criteria and begin the process.  The worker could have the ability to exempt a case from suspension based on the standard exemptions developed in the Automated Enforcement Exemptions process Section 5.5.21 above.				Enforcement				License Suspension (Compliance Agreement (RPP))



				51				Ensure the system is designed to identify the difference between failure to appear and failure to comply.  In some counties (Lyon and Elko PAO), the failure to appear process is done by the court clerks, so those counties would not need to use this process for failure to appear instances.  Those counties would still use the process for failure to comply.				Enforcement				Noncustodial Parent Failure to Appear / Comply



				52				Encourage pursuit of assets from deceased noncustodial parents to repay arrearages owed.  Currently, some counties reported that their District Attorney (DA) would not pursue assets from an estate.  Centralization of this function may resolve some of these issues.				Enforcement				Deceased NCP / Creditor’s Claim



				53				Establish settlement standards.  Settlement standards ensure debt compromises are consistent and equitable for all noncustodial parents requesting these compromises.  The standards could be in terms of a percentage of debt that is acceptable based on the period of time the arrears accrued.  For instances, if the debt is X years old, Y% of the arrears paid will be accepted as full payment for the debt.				Enforcement				Offer in Compromise of State Debt



				54				Research the bank’s services to large business customers like child support / SCaDU to receive additional support in eliminating erroneous ACH / EFT records and characters in the records.				Financials				ACH / EFT Receipting



				55				Determine whether E-IWO can be implemented in such a way as to reduce the number of payments to be refunded or the dollar amount that would need to be refunded when there is a case with an ongoing overpayment scenario.				Financials				Refunds of Support



				56				Create business rules to allow the system to know when an out-of-balance condition exists, so as to alert the reconciler. 				Financials				Receipt and Disbursement Reconciliation



				57				Update the warrant status change file more frequently than its current weekly schedule.				Financials				Disbursement Status Reconciliation



				58				Determine procedures for researching unidentified receipts, including gaining access to views of scanned images of the payment on CDS.				Financials				Research and Resolution of Unidentified Receipts



				59				Determine which types of undistributed collections should be worked and by which staff.				Financials				Research and Resolution of Undistributed (Held) Collections



				60				Determine who is accountable for resolving undistributed collections and organize staff for how they should be resolved.				Financials				Research and Resolution of Undistributed (Held) Collections



				61				Determine procedures for how the system can gather all information about the owner that the Treasurer would need to process a claim.				Financials				Claim on Escheated Funds



				62				Define standards for how only a certain action can be used to correct a given error in the case financial record.  Balance adjustments should be used with extreme discretion, favoring instead the use of payment adjustments to correct payments and updating amounts owed in the support order record to recalculate amounts owed on a case. 				Financials				Case Financial Audit



				63				Work with OCSE to improve timeliness for the reporting of federal fees.  Determine if the fees could be lagged for three months on the expenditure report to eliminate the concern of the delay. 				Reporting				OCSE 396A Report



				64				Ensuring the shortest wait times for callers.  With all calls being funneled into one call center (for the state), there is the possibility for long hold times.  One option to reduce average hold times is to allow callers the option of leaving contact information for a call back.  The state call center does inform the caller of the expected wait time and provides a call back option so that the caller does not have to wait on hold.				Customer Service				Interactive Voice Response (IVR) System



				65				Ensure callers are directed to a centralized call center first.  Currently, customers call counties to bypass state call center and long hold times. 				Customer Service				Interactive Voice Response (IVR) System



				66				Consider options for ensuring the Call Center is staffed appropriately with trained, qualified staff.  A new generation of workers is entering the workforce.   This generation is not the long-term workers of previous generations.  While training would need to be addressed, there is an opportunity for Nevada to be more proactive and accept this new generation of workers, instead of being reacting and forcing the new personalities into the old style of working.  Another option could be to outsource the Call Center.				Customer Service				Call Center Calls
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Parking Lot Items



				Nevada Child Support Enforcement Computer System Application Modernization / Replacement Feasibility Study 



				BPR To-Be Report



				Parking Lot Items







				Number				Parking Lot Item				Functional Area				Business Process



				1				Conduct advance planning with Nevada’s IV-D and IV-E agencies to prepare for the design of the federally required interface with these agencies.				Case Initiation				TANF-Foster Care Referrals



				2				Define business rules that would allow IV-D to return incomplete or inappropriate referrals and to identify referrals that need IV-D review before accepting the referral.				Case Initiation				TANF-Foster Care Referrals



				3				Decide if “hard copies” of the application should be made available to the public in the future and how the hard copies would be made available.				Case Initiation				Non-Public Assistance (NPA) Applications



				4				Build an internet IV‑D application portal and/or a front-end application screen to capture the information entered on the application form.				Case Initiation				Non-Public Assistance (NPA) Applications



				5				Determine the protocols to monitor for the receipt of the transmittal paperwork for intergovernmental cases that are in a pending status.				Case Initiation				Intergovernmental Transmittals 



				6				Review and potentially update the list of various existing Locate interfaces along with the frequencies of the searches.				Locate				Generic Locate Process – Automated



				7				Obtain access to current birth and paternity status of a child on the vital statistics’ system even after the status has changed from the status of the initial record.  ANSRS only provides the initial status of birth and paternity records. It does not give child support workers access to updated birth and paternity records.				Establishment				Born Out Of Wedlock Paternity Review



				8				Define the system’s business rules for pursuing multiple alleged fathers simultaneously.				Establishment				Born Out Of Wedlock Paternity Review



				9				Discuss central printing, develop a service-level agreement, and resolve issues relating to sharing the costs of this service.  The 60-day notice that is generated for this process would be generated by the system and fulfilled via central print.  A service-level agreement needs to be developed that would assure the timeliness of printing and mailing.  The issues that need to be resolved are how would these be billed back to the counties; how would the counties pay these amounts; and the list of forms that could be done via central print.				Case Management				Case Closure



				10				Develop standardized case closure checklist indicating which items the system can perform fully and which items need worker intervention to complete.				Case Management				Case Closure



				11				Update policy to include the clarification of federal timeframes when another jurisdiction is involved.  There was confusion around the policy that requires action in 30 days and federal requirements that allow the other jurisdiction 90 days in initiating cases.  Clarification is that if the federal timeframe says the other jurisdiction has 90 days and they are within that timeframe, there will be no findings if no action is taken within 30 days.				Case Management				NV Initiating – Existing Monitoring



				12				Establish method to ensure health insurance data is gathered and maintained for employers within the employer database.  Some possible methods to ensure information remains updated are to include making requests through the Employer Web Service (EWS) for employers that are registered; ensuring the employer call center verifies the information at least once a year when talking with an employer; employers that have not had information verified by either means will have a request for updated information sent to them at least annually.				Enforcement				Medical Support (NCP / Employer)



				13				Clarify policy on the timeframe and duration regarding whether the timeframe includes mail time.  Also recommend the policy be updated to reflect this process and clarify when an attorney needs to be consulted (e.g., prior to court action against a non-responsive employer, etc.).				Enforcement				Medical Support (NCP / Employer)



				14				Develop guidelines for consistent treatment of noncustodial parents and pursuit of medical cash.				Enforcement				Medical Support (NCP / Employer)



				15				Clarify policy to allow the worker to not follow-up if the custodian does not respond to the first notice.  Currently workers are taking various actions against non-responsive custodians.				Enforcement				Medical Support (CST)



				16				Develop standard policy or guidelines on how credit balances are handled.  Currently, there are varying actions being taken; some offices recoup at 100% as the custodian already received the money, other offices go to court for a decision, and others come to an agreement with the parties.				Enforcement				Reduced Withholding



				17				Define the role that can utilize this functionality.  The session participants agreed that there needs to be strict controls for applying exemptions as some will flow across cases and offices.  				Enforcement				Automated Enforcement Exemptions



				18				Determine the types of exemptions allowed and develop business rules for each exemption.  The types of exemptions discussed were noncustodial parent on TANF, noncustodial parent incarcerated, and noncustodial parent medical issues (e.g., surgery, terminal illness, etc.).  For those exemptions that apply to multiple cases and in multiple offices, notification should be included in the functionality of setting the exemption.				Enforcement				Automated Enforcement Exemptions



				19				Establish guidelines or policy regarding what criteria are used to determine what qualifies for contempt.  Currently, offices use varying criteria to qualify cases for contempt.  				Enforcement				Initiation of Contempt Action



				20				Identify the work that needs to be done to get the forms to correctly generate based on the type of action and the county preference.				Enforcement				Initiation of Contempt Action



				21				Identify the work that needs to be done to get the forms to correctly generate based on the type of action and the county preference.				Enforcement				Noncustodial Parent Failure to Appear / Comply



				22				Determine period of time to wait before contacting the probate courts to inquire about an estate.  The probate court may have information on the timeframes by which most estates are opened after the death of a person.				Enforcement				Deceased NCP / Creditor’s Claim



				23				Determine how to coordinate refunds of retained collections and fees with the availability of funds in the Program Account, which is CSEP’s fiscal fund.				Financials				Refunds of Support



				24				Determine the conditions under which a manual override of the system’s allocation would be allowed and which type of staff would be in the “reconciler” role.				Financials				Receipt and Disbursement Reconciliation



				25				Work with positive pay bank to update the file format, if needed, to work with the system. Consider changing the frequency to daily updates from the bank rather than the current weekly report.				Financials				Disbursement Status Reconciliation



				26				Develop a message that staff who come in contact with customers can use to explain why a check from an unreliable payor will not be distributed until the check clears.				Financials				Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)



				27				Determine a policy of how to define when a redeposited payment is accepted. The standard could be confirmation from the deposit bank or assume a check was successfully redeposited if it was not returned in a set number of days.				Financials				Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)



				28				Coordinate with the positive pay bank to create an interface with the positive pay bank’s warrant register system to upload the warrants to be canceled on the bank’s warrant register.				Financials				Returned Check



				29				Determine if an online submission of an affidavit for a lost / missing / stolen warrant meets the standard of being notarized.				Financials				Reissuance of Lost / Missing / Stolen Check



				30				Determine whether it can change the requirement for an affidavit of a missing warrant to be notarized to reduce the burden of effort on the customer.				Financials				Reissuance of Lost / Missing / Stolen Check



				31				Confirm the custodian’s online entry of the bank routing and checking account number’s is sufficient authorization in lieu of providing a canceled check as required currently.				Financials				Direct Deposit Maintenance



				32				Determine how the custodian should be allowed to stop direct deposit or to change the direct deposit account.				Financials				Direct Deposit Maintenance



				33				Create a workflow so that the system can track and communicate the decision on whether to grant the exception.				Financials				Electronic Payment Exception Request



				34				Define business rules for when to escheat a stale-dated payment.				Financials				Resolution of Stale Dated Payments and Escheatment



				35				Set a dollar amount threshold for reissuing a stale-dated warrant.				Financials				Resolution of Stale Dated Payments and Escheatment



				36				Set a timeframe for reissuing a stale-dated warrant.				Financials				Resolution of Stale Dated Payments and Escheatment



				37				Determine the number of times to reissue a warrant for a payment that has “gone stale” more than once.				Financials				Resolution of Stale Dated Payments and Escheatment



				38				Adapt audit procedures in practice in the offices to limit the number of audits performed in order to reconfirm a case’s financial balance.				Financials				Case Financial Audit



				39				Determine the optimal way to distinguish repayments of debt from payments for child support.				Financials				Resolution of Over-Collection Distribution To Payee (Not a Credit Balance)



				40				Determine which reports are run when and how often.				Reporting				Management and Compliance Reports



				41				Question what expectations are there for real-time data, and how would it be facilitated—through the data warehouse or directly accessed from the system.				Reporting				Management and Compliance Reports



				42				Determine how reports can support case stratification and predictive analytics.				Reporting				Management and Compliance Reports



				43				Determine which reports should be accessible to the public and how to make them available to the public.				Reporting				Management and Compliance Reports



				44				Determine who gets “power user” designation and how will the related licenses be handled.				Reporting				Management and Compliance Reports



				45				Determine whether the sample will be drawn from the system directly or from the data warehouse.				Reporting				Self-Assessment Report



				46				Determine which system should house the self-assessment application.				Reporting				Self-Assessment Report



				47				Check whether OCSE can support having the data warehouse upload the 157 report data into the OLDC reporting application.				Reporting				OCSE 157 Report



				48				Define archiving retention rules for the stored data sets.				Reporting				OCSE 157 Report



				49				Determine the best way to “freeze” and then report accounting data. If a batch extract is run and loaded to the data warehouse, then the data warehouse would contain “frozen” data.				Reporting				Accounting Management Reports



				50				Check whether OCSE can support having the data warehouse upload the OCSE 34A report data into the OLDC reporting application.				Reporting				OCSE 34A Report



				51				Explore streamlining the counties’ reporting of expenditures and linking their expenditure reporting to the To-Be process for the 396A report.				Reporting				OCSE 396A Report



				52				Discuss new hire reporting with the Department of Employment, Training and Rehabilitation (DETR) to allow employers to report new hires through the EWS website.  This would require capturing, uploading and forwarding the new hire data to DETR, but allowing the employers to report on the EWS website to do all their reporting in one place.				Customer Service				Web Customer Service – Employer



				53				Determine if the $2.00 fee could be combined as one transaction and then separated by the system.				Customer Service				Web Customer Service – Employer
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NV CSE Feasibility Functional Requirements 12 01 2014 v3.0.xlsx


Functional Requirements



				Analysis Section				Req
#				Heading				Requirement				Federal 
Cite				Best Practice				Nevada
Requrmnt



				4.1								Case Initiation



				4.1.1								Automated Referral Processing												



								1								The system must provide automated processing of referrals to and from IV-A, Title XIX, Child welfare (IV-E), the court system, and intergovernmental sources. This process must be capable of:				A-1
 A-2
 A-3
 A-4				Y				



								2								Screening participants and cases to link with existing participants and cases				A-1
 A-2
 A-3
 A-4				Y				



								3								Adding participants and cases to the database				A-1
 A-2
 A-3
 A-4				Y				



								4								Transferring referral data from and to the IV-A, Title XIX, or Child Welfare (IV-E) systems								Y				F37
F38
F41



								5								Storing referrals that cannot be automatically added as cases								Y				F46
F47



								6								Alerting assigned staff regarding missing information				D-4.c.1				Y				F47



								7								Alerting staff regarding specific conditions associated with the incoming referrals				D-4.c.1				Y				



								8								Generating introductory (e.g. "hello" letter) and appointment letters, as well as petitions				D-4.b.1				Y				



								9								Collecting born of a marriage and paternity status information for each of the children				A-2.e				Y				



				4.1.2								Online Pending Referral Function												



								10								The system must provide a pending referral or other function to support staff review for the referrals that cannot be automatically added to the system.								Y				F46
F47



				4.1.3								Client Databases												



								11								The system must use the client databases to screen case participants and for assigning a person number prior to registering a new participant.				A-5.a								



				4.1.4								Automatic Case Setup												



								12								For all referrals, the system must provide automatic case setup when case participants can be added or updated without staff intervention.				D-4.b				Y				



				4.1.5								Automatic Editing of Referral Data												



								13								For all referrals, the system must validate the data and provide action-required and informational alert messages along with online access to the referral data.								Y				F37



				4.1.6								Automated Case Record												



								14								The system must check for duplicated cases.								Y				



								15								The system must establish an automated case record for each application / referral.				A-6								



								16								The automated case record must provide a comprehensive and chronological case history of all actions taken, including status changes, whether manual or automated.				A-6.a; D-3				Y				F15



								17								The system must maintain case history online.				A-6.b				Y				



								18								The automated case record must include data to allow the system to monitor program time standards effectively.				A-6.c				Y				F54



				4.1.7								Limited Services												



								19								The system must accommodate and identify cases for recovery of state debt only.				A-5.d
 A-5.e				Y				



				4.1.8								Case Tracking												



								20								The system must be able to track families while allowing for the ever-changing circumstances of a child support case (e.g., a child that moves from mom to caretaker to father to state care and back again).								Y				



				4.1.9								Participant Entity Management Capability												



								21								The system must provide automated screening of new participant data to minimize duplicate participant entities.								Y				



								22								The search criteria must allow for name, date of birth, gender, Social Security number (SSN), English and/or Spanish surname Soundex, phone number, address or portions of an address, and child(ren) names to be used in combination or separately to obtain a list of potential matches.								Y				



								23								The system must allow the user to select the appropriate match(es) or create a new member.								Y				



								24								A search for potential matches must be performed before a new participant may be entered to the system.								Y				



								25								The system must invoke the same screening process described in this section whenever users or interfaces change critical demographic data.								Y				



								26								The system must support merging participant data when the system identifies duplicates.								Y				



								27								The system must support separating participant data when reversing inappropriate merges.								Y				



								28								The system must support linking a single participant to multiple cases with the possibility that the participant may be a custodial parent, non-custodial parent, child, non-parent custodian, or foster care agency in any of the cases.				A-5.a								



								29								The system must allow for any gender as the custodial party or non-custodial parent.												F18



								30								The system must be able to link two non-custodial parents to a child(ren) in the custody of the foster care agency or third party caretaker.				A-3.c								



				4.1.10								Participant Demographic Data Management												



								31								The system must accommodate detailed participant demographic data including but not limited to: name, ethnicity, gender, birth date, death date, SSN, drivers license or identification card state and number, height, weight, eye color, hair color, language, mother’s name, father’s name, relatives’ names and relationships, current spouse's name, place of birth (City, State, and Country), date of marriage, date of divorce, marital birth status indicator, paternity established date, aliases, maiden name, mother’s maiden name, other SSN's used by this participant, Individual Taxpayer Identification Number (ITIN), scar description, tattoo description, health condition, Immigration and Naturalization Service (INS) number, and education level.				A-7; II.A				Y				



								32								The system must accommodate hyphenated surnames and names with other special characters.				II.A				Y				



								33								The system must accommodate home and work phone number, pager number, cell phone number, and e-mail addresses.				II.A				Y				



								34								The system must accommodate a photographic image.				II.A				Y				



								35								The system must maintain the same demographic data for all case participants, regardless of their gender or role on a case.				II.A				Y				



				4.1.11								Participant Status Data Management												



								36								The system must accommodate collecting detailed participant status data including but not limited to: SSN verification status, employment status, incarceration status, unemployment benefit status, location status, workers compensation claim status, rehabilitation status, public assistance status, military status, military benefits status, Social Security disability claim status, medical support status, and family violence status.								Y				



				4.1.12								Participant Occupation Data Management												



								37								The system must accommodate collecting detailed occupation information including but not limited to: trade skills, union membership, union address, self-employment business type, address, professional and/or occupational license number, Employer Identification Number (EIN), and Federal Employer Identification Number (FEIN).								Y				



				4.1.13								Participant Interface Number Management												



								38								The system must accommodate tracking the participant and/or case numbers assigned to a participant by other systems including the IV-A, Title XIX, Child Welfare (IV-E), Court, Corrections, and other states.				A-7
 A-2
 A-3
 A-4								



				4.1.14								Participant Address Management												



								39								The system must associate addresses with participants.				A-7								



								40								The system must accommodate parsing address information to establish geographic location data. The parsing of address information is to separate the address into its component parts (e.g., street number, street name, apartment number) to assist in matching addresses to those previously identified.								Y				



								41								International addresses must be supported.				II.A				Y				



								42								Address fields must be of sufficient size to avoid address truncation.								Y				



								43								The system must be capable of interfacing with the United States Postal Service to verify addresses.				B-1.a.10								



								44								The system must update the verification date and source upon receipt of a positive verification.				D-2								



								45								The system must identify the type of address (e.g., residence, work, mailing, legal, alternative payment, safety address, etc.) and the status of each address (e.g., confirmed good, confirmed bad, pending verification).				II.A				Y				



								46								The system must allow for multiple active addresses of different types concurrently.				II.A								



								47								The system must assess and maintain the status of case participant addresses for all cases associated with the participant .				II.A				Y				



								48								The system must include a field to capture the county in which the address is located.				II.A				Y				



								49								The system must maintain an address history of all reported addresses provided by the various locate interfaces along with the source and date that each address was last reported.				D-2				Y				



								50								The system address interfaces must use the address history to avoid reporting the same information to staff repeatedly or initiating an action to an invalid address.				II.A				Y				F43
F44



				4.1.15								Participant License Data Management												



								51								The system must accommodate maintenance of professional, occupational, driver's, and recreational license data associated with a participant, including the license type, issuing state, current status, expiration, renewal data, and critical information regarding the license holder such as date of birth, SSN, address, phone number, gender, ethnicity, height, and weight.				E-13				Y				



								52								Participant license data management will include identification cards issued by any state’s motor vehicle licensing agency to people ineligible for driver’s licenses.								Y				



				4.1.16								Participant Asset Data Management												



								53								The system must accommodate maintenance of real and personal property data associated with a participant including at a minimum real estate, estates, automobiles and recreational vehicles, bank accounts, stocks, bonds, civil suits settlements, and retirement account data.				E-5.a				Y				



				4.1.17								Participant Employer Management												



								54								The system must associate employers with participants and accommodate linking employment status information to all cases associated with the participant.				A-7								



								55								The system must store the type of employer (e.g., primary, secondary) and the status of each employer (e.g., confirmed good, confirmed bad, pending verification) and the status date.				II.A				Y				



								56								The system must capture the availability of health insurance and the number of hours the participant is scheduled to work.				II.A				Y				



								57								The system must allow for the association of multiple employers with a participant and maintain a history of the employers that have been identified.				II.A				Y				



								58								The system must be capable of identifying the employment status as full-time, part-time, seasonal, or temporary.				II.A				Y				



								59								Each association must identify the source of the employer information.				D-2.d				Y				



								60								The system must provide employment start and end dates.				II.A				Y				



				4.1.18								Participant Employment Income Management												



								61								The system must associate employment income with a specific participant, employer, and time period.				II.A				Y				



								62								The system must provide linkage to all cases associated with the participant.				A-5.a								



								63								The system must record the source of the employment income information.				D-2.d				Y				



								64								The system must maintain wage data as provided by the state employment department and by the Federal Case Registry (FCR).				II.A								



								65								The system must support staff update of employment status information.				D-2				Y				



				4.1.19								Participant Self-Employment Income Management												



								66								The system must associate self-employment income with a specific participant, type of business, and time period.				II.A				Y				



								67								The system must provide linkage to all cases associated with the participant.				A-5.a								



								68								The system must record the source of the self-employment income information.				D-2.d				Y				



				4.1.20								Participant Other Income Management												



								69								The system must associate other income (e.g., dividends, veteran’s pension, Social Security, retirement, unemployment compensation, worker’s compensation, and medical benefits) with a specific participant, type of income, and time period.				II.A				Y				



								70								The system must provide linkage to all cases associated with the participant.				A-5.a								



								71								The system must record the source of the participant other income information.				D-2.d				Y				



				4.1.21								Participant Expense Management												



								72								The system must associate allowed expenses (e.g., child care costs, union dues, mandatory retirement account contributions, alimony, special needs expenses, health care costs, and medical support costs) with a specific participant, type of expense, and time period.				II.A				Y				



								73								The system must provide linkage to all cases associated with the participant.				A-5.a								



								74								The system must record the source of the expense information.				D-2.d				Y				



				4.1.22								Participant Medical Support Management												



								75								The system must accommodate orders that require  medical support coverage, regardless of whom is ordered to provide the support.				A-7								F70



								76								The system must associate medical support coverage with a specific participant (i.e. the participant providing coverage and the participant covered) for all order types including contingent  medical orders.				A-7								



								77								The system must collect the health insurance carrier, the coverage type, the group number, the policy number, effective dates, the employer if the insurance is provided through employment deduction, and the policyholder.				A-7				Y				



								78								The system must allow for multiple policies to be in effect concurrently.				II.A								



								79								The system must maintain the history of prior policies.				G-5				Y				



								80								The system must provide linkage to all cases associated with the participant.				A-5.a								



								81								The system must record the source of the medical support information.				D-2.d				Y				



								82								The system must record the policy information and costs.				II.A				Y				



				4.1.23								Employer Management												



								83								The system must interface with the state employment department to establish and maintain an employer table.				E-2.r								F37



								84								The system must support merging employer data when a user or the system identifies duplicates.								Y				



								85								The system must interface with the FCR to maintain the employer table and record of employment for non-custodial parents and custodial parties.				E-2.r								F37



								86								The system must maintain the FEIN and SEIN and use the employer’s primary name and doing-business-as names for use in employer search.				E-2.r				Y				



								87								The system must support searching the employer file, associating a selected employer with a non-custodial parent, and scheduling income withholding documents for any non-custodial parent cases with an income withholding provision at the direction of staff.				E-2.r								



								88								The system must support searching the employer file, associating a selected employer with a custodial party, non-custodial parent, or both and scheduling NMSN documents for any cases with a medical support provision at the direction of staff.				E-11.b				Y				



								89								The system must support multiple addresses per employer and accommodate identifying these addresses with labels such as work sites, administrative offices, and health plan administrators.				II.A				Y				



								90								The system must comply with U.S. Postal Service address specifications.				II.A								



								91								The system must accommodate managing employer contact information including the name, phone number, and e-mail address for various contacts, such as a notification contact, a payroll contact, and a health plan administrator contact.				A-7								F40



								92								The system must accommodate managing employer status to accommodate mergers, acquisitions, and closures.				II.A								F40



								93								The system must accommodate listing those non-custodial parents associated with a current income withholding order for a specified employer.				II.A								



				4.1.24								Non-Public Assistance (NPA) Applications												



								94								The system must capture non-public assistance (NPA) application data.				A-1								



								95								The system must identify whether the custodial or non-custodial parent requested the services.				II.A								



								96								The system must track and document to the case chronology the request for an application, the provision of the application, and the date of application receipt.				A-1.a								



								97								The system must accommodate documenting the application fee, the amount paid toward the fee and the date it was received.				A-1.a								



								98								The system must accommodate accepting applications through a CSEP customer self-service Web site.								Y				F78



								99								The system must collect and edit all NPA application information and electronically transmit the information to the modernized system as a pending referral.				A-1				Y				



				4.1.25								Application Form Generation												



								100								The system must provide NPA application form generation with data as entered into the system.				D-4.b.1								



								101								The system must capture a digital signature.				II.A								



								102								The system must be able to print the completed application with signature and store the document to the imaging system.								Y				



				4.1.26								IV-A Referrals												



								103								The system must have the capability to process referrals received from the IV-A agency.				A-2.a				Y				F46



								104								The system must accept immediate IV-D case establishment from IV-A when the system determines it to be a valid and complete referral.								Y				



								105								The system must establish whether the referral requires a new case, case participant addition, or a change in case type or status for an existing case.								Y				



								106								The system must update child data based on the household composition and parentage information provided by IV-A.				A-2.d				Y				F37



								107								The system must establish the identifiers used to link the IV-A and child support cases for later updates.				A-2.d				Y				



								108								The system must automatically record the date the referral was received.				A-2.b				Y				



								109								The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-2 of the Guide for States.				A-2				Y				F38
F41



								110								The system must assign child and medical support arrearages per federal distribution regulations				F-5.a				Y				F74



								111								The system must track and report non-cooperation and good cause.				A-2.d				Y				



								112								The interface between IV-A and IV-D must also contain system functionality to prevent IV-A from changing a paternity code for a child once paternity has been established.								Y				F48
F74



								113								The system must import the necessary data to manage unreimbursed assistance (URA) balances and a history of reimbursable Temporary Assistance to Needy Families (TANF) benefits at the participant and case level				A-2.d				Y				



								114								The system must screen and reject inappropriate referrals from IV-A.												F46
F47



				4.1.27								Title XIX Referrals												



								115								The system must have the capability to accept an immediate referral from the Title XIX Agency.				A-4				Y				



								116								The system must establish whether the referral requires a new case, case participant addition, or a change in case type or status for an existing case.								Y				



								117								The system must update child data based on the household composition provided by Title XIX.				A-4.d				Y				F37



								118								The system must establish the identifiers used to link the Title XIX and child support cases for later updates.				A-4.d				Y				



								119								The system must automatically record the date the referral was received.				A-4.b				Y				



								120								The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-4 of the Guide for States.				A-4.d				Y				F38
F41



								121								The system must assign medical support arrearages per federal distribution regulations.				F-5.a				Y				F74



								122								The system must screen and reject inappropriate referrals from Title XIX.												F46
F47



				4.1.28								IV-E Referrals												



								123								The system must have the capability to accept an immediate referral from the IV-E system.				A-3				Y				F49



								124								The system must establish whether the referral requires a new case or cases, case participant addition, or a change in case type or status for an existing case. The system must accommodate more than one non-custodial parent.				A-3.c				Y				



								125								The system must update child data.				D-2				Y				F37



								126								The system must establish the identifiers used to link the IV-E and child support cases for later updates.				A-3d				Y				



								127								The system must automatically record the date the referral was received.				A-3.b				Y				



								128								The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section A-3 of the Guide for States.				A-3.d				Y				F38
F41



								129								The system must assign child and medical support arrearages per federal distribution regulations.				F-5.a				Y				F74



								130								The system must screen and reject inappropriate referrals from IV-E.												F49



				4.1.29								Interstate, Tribal, and International Referrals												



								131								The system must have the capability to accept a referral from another state’s, tribe’s, or country’s child support agency.				D-7.b; D-8; D-9; D-10; D-11; D-12								



								132								The system must be capable of accepting an electronic referral from the federal Child Support Enforcement Network (CSENet) system or by Uniform Interstate Family Support Act (UIFSA) transmittal.				A-5.b; D-7.b.1								F39



								133								The system must support the staff’s ability to establish whether the referral requires case addition or a change in case type for an existing case.								Y				F39



								134								The system must update case data based on the household composition provided by CSENet.								Y				F37



								135								The system must establish the identifiers used to link the other jurisdiction and the Nevada child support cases for later updates.				A-5								



								136								These identifiers must include the other jurisdiction's case number, the other jurisdiction's docket number, a contact Federal Information Processing Standard (FIPS), and a name and phone number.				A-5.b								F37



								137								The system must provide a payment FIPS and Electronic Fund Transfer (EFT) control information for payment transfer.				II.A								



								138								The system must provide all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Sections A and D of the Guide for States and CSENet transaction data set.				A; D								F38
F41



								139								The system must assign child and medical support arrearages per federal distribution regulations.				F-5.a								F74
F76



								140								The system must identify the state that has the controlling order.				II.A				Y				



								141								The system must have the capability to process a CSENet reconciliation file and to generate correcting transactions when two state systems have discrepant case data and status.								Y				



				4.1.30								Case Data												



								142								The system must support transferring all referral data into the automated case record.				A-2; A-3; A-4; A-6								F37



								143								The case structure must identify the case participants as custodial party, non-custodial parent, or child. The term custodial party encompasses parents, non-parent custodians, and caretaker agencies such as Foster Care.				II.A								



								144								The system must control and assign the case number.				A-5.a				Y				



				4.1.31								Court Interface												



								145								The system must support interfacing with judicial district court case management database to manage synchronization of participant and order information and provide the initial entry of such information without dual data entry. Additionally, the system must be able to support e-filing requirements of each judicial district.								Y				F23
F38
F41



								146								The interface must be able to identify and record orders of modification or subsequent orders relating to child support for the same participants.								Y				F23



								147								The system must support docket number, department, and judicial officer assignment.				II.A								



								148								The system must support updating court calendars when hearings are scheduled and rescheduled and location information changes.								Y				F38
F41



								149								The system must support recording hearing results.				II.A								



								150								The system must support recording the terms of court orders.				C-3								F70



								151								The child support system must be able to request and receive electronic copies of orders and documents from the state court systems.								Y				F38
F41



								152								The system must be capable of capturing the data for non IV-D and direct pay court orders.								Y				F70



				4.1.32								Intake Case Monitoring												



								153								The system must monitor pending referrals and new cases to generate needed forms, letters, and appointments.				D-4.b								



								154								The system must ensure compliance with and documentation of the time frames for case setup.				A-1.b; A-2.e; A-3.e; A-4.e; 								



								155								The system must automatically refer the case to the appropriate functional unit at the conclusion of the intake process.				A-1.b; A-2.e; A-3.e; A-4.e; 								



				4.1.33								Case Types												



								156								The system must maintain and identify cases by type for purposes of reporting and collection distribution. The case types to be maintained include at a minimum:
·        TANF IV-D
·        IV-E Foster Care IV-D (i.e., federal foster care, child(ren) entitled to IV-E foster care)
·        Non-IV-E Foster Care (i.e. non-federal foster care)
·        Former Assistance IV-D
·        Never Assistance IV-D
·        Medicaid Only IV-D
·        Arrears Only IV-D
·        State-Tribal IV-D
·        International IV-D
·        Non IV-D				A-5.c				Y				



								157								The system must identify intergovernmental cases.				A-5.d								



								158								The system must identify non-IV-D cases requesting Federal Parent Locator Service (FPLS) only services (e.g., parental kidnapping cases).				A-5.d								



								159								For Medicaid Only IV-D cases, the system must capture if the participant only wants services related to securing medical support.				A-5.e								



								160								In cases where the applicant has indicated medical-only, the system must only initiate medical support services.				A-5.e								



								161								In cases where the medical-only indicator is not present, the system must initiate all appropriate IV-D services.				A-5.e								



				4.1.34								Assistance Status												



								162								The system must maintain and identify cases by assistance status for purposes of federal reporting. The assistance referenced is public assistance from the TANF or from Child Welfare IV-E assistance.				A-5.c								



								163								The assistance statuses to be maintained include:
- Current Assistance
- Never Assistance
- Former Assistance				A-5.c								



				4.1.35								Order Status												



								164								The system must maintain and identify cases by order status for purposes of reporting and collection distribution.								Y				



								165								The system must maintain and identify cases by order status for purposes of reporting and collection distribution.  The case statuses to be maintained are:
Active – Case has or can have a current support obligation
Arrears – Case no longer has an active current obligation but has an arrearage obligation
Cases with no current support or judgment entered. The enforcement agency is in the process of establishing an order or is enforcing an order for medical coverage only.
Deactivated – Case is not subject to system processing
Closed – Case action has been terminated
Dismissal - Order has been dismissed.  								Y				



				4.1.36								Functional Area Status												



								166								The system must provide an indicator for each case as to the case’s status within its assigned functional area in order to enable pulling and managing cases with specific status values.												F28
F51



				4.1.37								Intergovernmental Status												



								167								The system must maintain and identify cases by intergovernmental activity status.								Y				



								168								The interstate statuses to be maintained are:
·        Local (another state agency is not involved)
·        Initiating (the custodial party resides in Nevada and another state child support agency is assisting with establishment, enforcement and/or forwarding collections to Nevada)
·        Responding (the non-custodial parent resides in Nevada and another state child support agency has requested CSEP assistance)								Y				



				4.1.38								Child Welfare IV-E Status												



								169								The system must maintain and identify Child Welfare IV-E status and store the history of open and close dates.				A-5.c								



				4.1.39								State Case Registry												



								170								The system must accept and maintain information on non-IV-D orders established or modified in Nevada on or after October 1, 1998, for inclusion with IV-D cases in the State Case Registry for transmission to the FCR.				A-8.a								



								171								State Case Registry information that must be maintained includes but may not be limited to name, SSN, date of birth, gender, participant type, and participant ID for all case participants, family violence indicator, state FIPS code, case number, issuing state of order, and case type.				A-8.a				Y				



								172								The system must accept updates to the mandatory data elements for non-IV-D cases.				A-8.b								



								173								The system must accept requests for deletion of non-IV-D orders on the State Case Registry.				A-8.b								



				4.1.40								Non IV-D Court Orders												



								174								Non-IV-D and income withholding cases are subject to the monthly account management process (e.g., recording and passing the payments to the obligee or payee participant).								Y				



				4.1.41								Federal Case Registry Interface												



								175								The system must interface with the FCR providing new and updated case and participant data.				A-9								F38
F41



								176								The system must process all administrative information received from the FCR (e.g., rejections, warnings, SSN verification, or identification results).				A-9.c								



								177								The system must have the capability to process an FCR reconciliation file				A-9 								



								178								The system must generate correcting transactions when the two databases in an FCR reconciliation have discrepant data.				A-9 								



								179								The system must notify the FCR of changes and deletions to the information provided to the FCR.				A-9.b								



								180								The system must communicate with the FCR via the network provided by the FPLS for this purpose.				A-9.d								



								181								The system must send referral information to the FCR to register cases and participants, including participant name, SSN, date of birth, gender, participant type, family violence indicator, case number, case type, order indicator, and state FIPS code.				A-9.e								



								182								The system must automatically record data received from the FCR in the case record.				A-9.f								



								183								The system must maintain an audit trail for tracking the FCR status.				A-9.g								



				4.2								Locate



				4.2.1								Basic Locate Functionality



								184								The system must routinely match all non-custodial parents and all custodial parties with address, asset, and employment sources.				B-1				Y				F42



								185								The system must screen for information previously reported.								Y				



								186								The system must identify addresses, assets, and employment not previously reported and maintain them along with the source identifier.				II.A				Y				



								187								The system must update previously reported asset information with new balances and/or addresses.				D-2								



								188								The system must use federal and state sources to acquire and verify SSNs.				B-1								



								189								Once an SSN is verified by the Social Security Administration, the system must protect it from update without supervisory approval.								Y				



								190								The system must maintain a parameter file of available locate sources.				II.B.6								F40
F43
F48



								191								The parameter file must be used by locate processes in order to regulate the use of received data according to the source's priority and trustworthiness for each type of data received in order to determine whether to update the current case/person information, notify the case owner, or generate an inquiry.				II.B.6								F40
F43
F48



								192								The parameter file must control the length of time before resubmission to the source.				II.B.6								



								193								Program management staff must have control of the parameter file.				II.B.6								F40



				4.2.2								Locate Case Monitoring												



								194								The system must establish a case locate status and monitor cases in locate status.				D-4.a								



								195								The system must generate needed locate forms, letters, and appointments.				D-4.b								



								196								The system must ensure compliance with and documentation of the time frames for locate efforts.				B-2; D-4.a								



								197								The system must consider a case is in locate status when the non-custodial parent does not have a valid address of any type and does not have a known employer.								Y				



								198								The system must be capable of utilizing the locate interfaces to locate custodial parties when the custodial party’s whereabouts are unknown and collections cannot be distributed.				B-1								



								199								The system must perform all locate activities while the case is assigned to any functional category (e.g., case initiation, establishment, enforcement)								Y				



				4.2.3								Secure Exchange of Data												



								200								On a daily basis, the system must have the capability to export all case participants' identification information for use by location service providers.								Y				



								201								The transfer of locate search data must be compliant with data transmission standards defined in these requirements.								Y				



				4.2.4								Locate Interfaces												



								202								The system must have automated interfaces with federal, state, intergovernmental, and intrastate sources.  Interfaces must include but not be limited to the sources identified below.				B-1.a								



								203								If an automated interface cannot be established for a specific source or there is not an electronic means for the worker to access the source, the system must automatically prepare the documents required to submit the case to the source.				B-1.b.1								



								204								The system must document the acquisition date and source of the information and use logic in conjunction with the locate source parameter file to either update the current case information, alert the worker, or generate an inquiry as appropriate.



								205								If an automated interface cannot be established for a specific source or there is not an electronic means for the worker to access the source, the system must provide an easily accessible means to record in the system all manual attempts to obtain information and the results.				B-1.b.2								



								206								The system must facilitate the efficient inactivation of locate records that have been determined to be invalid.												F45



				4.2.5								Federal Parent Locator Service (FPLS)												



								207								The system must support daily FPLS submissions and response processing.				B-1.a.1; B-4								



				4.2.6								Locate Workflow												



								208								The system must interface with the FPLS for the purpose of monitoring cases.				B-1.a.1								



								209								The system must prompt staff with the next action to be taken as appropriate.				D-4.c								



								210								The system must monitor new hire, Financial Institution Data Match (FIDM), and other interface data for address leads.				D-4.a								



								211								The system must alert the worker of address and asset leads, or generate an inquiry as appropriate.				D-4.c								



				4.2.7								Quick Locate												



								212								The system must accommodate and record outgoing quick locate requests, solicit the recipient jurisdiction(s), and generate the form or route the request via CSENet.				D-7.b								



								213								The system must automatically process and record incoming quick locate requests received from other jurisdictions by means of CSENet and return responses via CSENet without establishing a IV-D case.				D-7.b								F39



				4.2.8								National Directory of New Hires (NDNH)												



								214								The system must process new hire reporting data daily as received from the FCR.				B-1.a.2								



								215								The system must protect against redundant and erroneous responses from the NDNH.								Y				F44



				4.2.9								Federal Case Registry (FCR)												



								216								The system must process other record types, such as wage data, unemployment data, and SSN verification, in addition to New Hire as received from the FCR				B-1.a.3								



								217								The system must automatically generate CSENet queries when receiving matching data from the FCR indicating that multiple parties are associated with a Nevada case from a jurisdiction not known to Nevada to be associated with the case.				D-4.b								



				4.2.10								Driver and Motor Vehicle Services Division (DMV) 												



								218								The system must match with the Nevada DMV database to acquire address, driver's license or state identification number and next renewal date, vehicle registration information, and critical information regarding the license holder such as date of birth, SSN, address, phone number, gender, ethnicity, height, and weight.				B-1.a.4								



				4.2.11								Department of Wildlife												



								219								The system must match with the Nevada Department of Wildlife database to acquire address and fishing and hunting license and watercraft registration dates including but not limited to the license number and next renewal date.				B-1.a.6								



				4.2.12								Employment Department												



								220								The system must match with the Nevada employment department to obtain employer information, quarterly wage data, and unemployment compensation data.				B-1.a.5								



				4.2.13								Vital Statistics												



								221								The system must interface with the Nevada vital statistics system to obtain birth, paternity, marriage, and data about deceased participants.				B-1.a.7				Y				



				4.2.14								Department of Corrections												



								222								The system must match with the Nevada department of corrections information system to obtain data including but not limited to: incarceration data, potential release dates, and parole data.				B-1.a.8								



								223								The system must document release dates and generate notice of the release automatically to the worker.				D-4								



								224								The system must be capable of interfacing with existing corrections systems databases which use standard interfaces (e.g. NIEM), such as county jails, federal correctional facilities, Immigration and Naturalization detention centers and juvenile facilities to obtain incarceration data, potential release dates, and parole data.				B-1.a.8								



				4.2.15								Credit Reporting Agencies												



								225								The system must be capable of interfacing with credit reporting agencies to obtain address information.				B-1.a.9								



				4.2.16								Postal Service												



								226								The system must be capable of interfacing with the National Change of Address database operated by the United States Postal Service to obtain address information.				B-1.a.10								



								227								The system must be capable of interfacing with the United States Postal Service to verify addresses.				B-1.a.10								



								228								The system must update the verification date and source upon receipt of a positive verification.				D-2				Y				



				4.2.17								Nevada Department of Taxation												



								229								The system must match with the Nevada Department of Taxation for address and asset information.				B-1.a.11								



				4.2.18								State IV-A Agency												



								230								The system must interface with the IV-A database to obtain address information.				B-1.a.12								



				4.2.19								Title XIX Agency												



								231								The system must interface with the Title XIX database to obtain address information				B-1.a.14								



				4.2.20								State Child Welfare (IV-E) Agency												



								232								The system must interface with the IV-E database to obtain address information.				B-1.a.13								



				4.2.21								General Assistance System												



								233								The system must support an interface with the General Assistance database to obtain address information.				B-1.a								



				4.2.22								State Directory of New Hires (SDNH)												



								234								The system must process new hire data for addresses, employers, and terminations of employment as received from the State Directory of New Hires.				B-1.a.15								



								235								The system must protect against redundant and erroneous responses from the SDNH.								Y				



				4.2.23								Public Utilities												



								236								The system must be capable of sending electronic requests for information to, and receiving electronic responses from, public and private utilities such as telephone (including cellular) companies, cable franchises, gas companies and electric companies to obtain address information for case participants.				B-1.a.17								



				4.2.24								Financial Institutions												



								237								The system must be capable of interfacing with financial institutions or a financial institutions vendor to obtain bank account and address information of noncustodial parents.				B-1.a.18								



								238								The financial institution may interface directly or via a vendor.								Y				



								239								In either case, the entire path of the transfer must be compliant with secure data transmission standards.				H								



				4.2.25								State Licensing Entities 												



								240								The system must be capable of interfacing with databases of state and local licensing entities such as the Gaming Control Board, Department of Wildlife, Secretary of State, and Board of Medical Examiners, to obtain professional, occupational, and recreational license information, including licensing agency, type of license, present status of license, next renewal date, and critical information regarding the license holder such as date of birth, SSN, address, phone number, gender, ethnicity, height, and weight.				B-1.a.19								



				4.2.26								Real and Personal Property Ownership Agencies												



								241								The system must be capable of interfacing with real and personal property agencies such as county assessors and the Secretary of State to obtain noncustodial parent property ownership information.				B-1.a.20								



				4.2.27								Tribal IV-D Programs												



								242								The system must be capable of interfacing with any Nevada tribal IV-D system that may be developed to obtain case information such as court orders, payment histories, and case participant demographics (e.g., address information, employment information, age, physical description, etc.).				B-1.a.21								



				4.2.28								Food Stamps												



								243								The system must be capable of interfacing with the Food Assistance Program to obtain locate information.				B-1.a								



				4.2.29								Additional Locate Information												



								244								For all automated interfaces, the system must automatically follow up when the system solicits information but does not receive a response within a reasonable amount of time as determined by the CSEP.				B-3.c								



								245								The system must accept unsolicited locate information from the FPLS as proactive matches occur.				B-1.d								



								246								The system must automatically record data received from automated interfaces in the case record.				B-1.e								



								247								Whenever key data elements are added or changed due to the receipt of new information, the system must immediately resubmit the case to all appropriate automated and manual locate sources, with the exception of FPLS.				B-3.a								



								248								The system must automatically resubmit all cases in locate functional category to all automated locate sources, with the exception of FPLS, at least quarterly.				B-3.b								



				4.3								Establishment



				4.3.1								Paternity Establishment												



								249								The system must automatically track, monitor, and report on the status of paternity establishment (recording the necessary dates to the beneficiary level) and support federal regulations and state laws and procedures for establishing paternity.				C-1								



				4.3.2								Support Establishment												



								250								The system must automatically record, track, and monitor information on obligations, and generate documents to establish support including medical support.				C-2; C-3.g; D-4.b.1								F70



				4.3.3								Medical Support Services												



								251								The system must accept, maintain, and process information concerning medical support services.				C-4								



								252								The system must automatically identify cases requiring medical support services where there is a high potential for obtaining medical support and automatically generate documents required to petition for the inclusion of medical support provisions in new or modified support orders.				C-4; D-4.b.1								



								253								The system must automatically generate notices to custodial parties providing information about insurance policies secured for dependent children.				C-4.d								



								254								The system must interface with the state’s Title XIX system to transfer medical support information, including notifying the Title XIX agency when a medical support provision is included in a support order.				C-4.e								



				4.3.4								Legal Process Monitoring												



								255								The system must initiate and monitor the judicial establishment processes to ensure that at each step the case is moved forward efficiently.				C-1.a								



								256								At each step, automatic document generation must occur where appropriate.				C-1; C-2; D-4.b.1								F24



								257								Monitoring must continue after the referral is forwarded to another state child support agency for action.				D-4.a								



								258								The system must initiate actions and record and track the time frames for process steps, ensuring service of process completion within the established regulatory timeframes.				C-2								F61



								259								The system must initiate actions, record, and track the time from successful service-of-process to obligation establishment or other case outcome, regardless of whether paternity needs to be established, to ensure that the federal expedited process timeframes are met.				C-2.e								F61



								260								The system must generate a report showing for at least a year state compliance with the federal expedited process timeframes.				C-2.f								F32



								261								The system must support the examination of the case for long-arm or interstate action when one of the parties resides out of state.				C-1.g								



				4.3.5								Paternity Acknowledgement Access												



								262								The system must support the access to paternity acknowledgement document images.				C-1								



								263								The system must identify paternities established as the result of an acknowledgement.				C-1								



								264								The system must support matching with the Nevada vital statistics system for paternity acknowledgement information.				C-1.b								



				4.3.6								Multiple Putative Fathers												



								265								The system must support multiple putative fathers for a single child.								Y				



				4.3.7								Genetic Testing												



								266								The system must support the genetic test scheduling and rescheduling, as well as track genetic testing fees and results.				C-1								



								267								The system must provide appointment scheduling, participant notification, and legal document preparation.				C-1; D-4.b.1								



				4.3.8								Hearing Calendar												



								268								The system must support interfacing with courts' systems to accept hearing schedules.								Y				F38
F41



								269								The system must provide a hearing calendar for staff preparing cases for hearings.												F38
F41



				4.3.9								Service of Process												



								270								The system must track legal documents designated for service of process and personal service.				C-1; C-2								



								271								The system must track the assignment of the documents and service attempts (dates, time of day, and location of attempt) and results.				C-1; C-2								



								272								The system must accommodate alternative addresses and support location efforts.				C-1; C-2								



								273								The system must reactivate the process for service of process when new address information becomes available.				C-1; C-2								



				4.3.10								Guideline Support Calculation												



								274								The system must incorporate Nevada’s approved child support guidelines to calculate the support obligation amount automatically.				C-3.a								



								275								The system must maintain case data on the application of the guidelines and deviations from the guidelines for the federally required four-year guideline review.				C-3.b								



								276								At a minimum the guideline data maintained must include the guidelines calculated amount, the amount of any deviation, and the reason for the deviation.				C-3.b				Y				



				4.3.11								Hearing Results												



								277								The system must accommodate documenting  hearing results.				II.A								



								278								When the hearing result indicates a continuance, the system must support rescheduling.								Y				



								279								When the hearing result indicates a dismissal without prejudice, the system must solicit a date for use in monitoring the case for future action.				C-2.g								



								280								When the hearing result is a dismissal that would be a basis for case closure, the system must alert the child support case manager and monitor for closure actions.				D-4.c				Y				



								281								The system must support both an automated and manual process to obtain the terms of the hearing result and then incorporate them into the appropriate document for a judicial signature.				D-4.b								



								282								The system must maintain the data used to perform the guidelines calculation, including deviations from the guidelines.				C-3.b								



								283								The system must transfer the terms of the order to the financial account record automatically.				C-3.c								



								284								The system must initiate a monitoring process to track for a judicial officer’s signature and document receipt.				D-4.a								



				4.4								Case Management



				4.4.1								Data Maintenance												



								285								The system must contain all data necessary to manage each case, to meet all processing requirements, and to meet all reporting requirements.				Ch II. Sec. A				Y				



								286								The system must contain all data, for the period prior to conversion of a case, necessary to manage the case currently and prospectively, including data necessary to process or take action on a case and the date of the most recent action that triggered the next appropriate program standards timeframe.				Ch II. Sec. A								



								287								Data fields must be an appropriate length to capture the applicable information to minimize the need to truncate the data.								Y				



								288								For each data element, the system must not require the user to enter or modify the value in more than one location.				Ch II. Sec. A				Y				F11



				4.4.2								Third Party Data Maintenance												



								289								To ensure consistency and “clean” data, the system must include a repository of third party data such as employers, insurance providers, and correctional institutions.				E-2.r				Y				



								290								Data maintained within the repository must include at a minimum employer name, employer FEIN, employer payroll address and phone number, whether the employer offers insurance, employer benefits address and phone number, insurance provider name, insurance provider FEIN, insurance provider address, correctional institution name, correctional institution address, and contact information.				II.A				Y				



								291								International addresses must be supported.				II.A								



								292								The system must be capable of interfacing with the United States Postal Service to verify addresses.				B-1.a.10								



								293								The system must update the verification date and source upon receipt of a positive verification.				II.A								



								294								The system must allow for multiple last names and special characters in third party data.				II.A				Y				



								295								The system must support linking records within the third party repository to case participants.				II.A				Y				



				4.4.3								Case Management Monitoring												



								296								The system must automatically direct cases to the appropriate case activity from Case Initiation forward.				D-1.a								F48
F50



								297								At the conclusion of each function, the system must automatically direct the case to the next appropriate function and initiate appropriate actions.				D-1.b								F52



								298								The system must record all case activities, including the date and time the activity occurred, in the automated case record.				D-3								



								299								The activities the system records must include, but may not be limited to, the date a case is moved into a specific function, the dates and actions taken within the function, the results of such actions and appropriate dates, and the date of referral to the next appropriate function.				D-1.c				Y				



								300								The system must track actions and dates to ensure compliance with required timeframes and federal and state policies.				D-1.d								F54



								301								The monitoring algorithms must link a frequency to the condition being monitored since some conditions require daily, monthly, or variable attention.				D-1.a
 D-4.a								



								302								The system must monitor child ages and alert the worker when a child will emancipate within a time period defined by the CSEP.				D-4.c				Y				



				4.4.4								Case Update Processing												



								303								The system must automatically accept and process case updates and provide information to other programs on a timely basis.				D-2								F37
F38
F41



								304								The system must perform initial edit / validation checks, including numeric and character checks and cross references, to ensure the accuracy and completeness of fields.				D-2.b				Y				F37
F46



								305								The system must update common data elements in all linked case records.				D-2.c								F37



								306								The system must have data elements that identify the source of information and an indicator of whether the information has been independently verified.				D-2.d				Y				



								307								The system must add or remove children from cases.				D-2								



								308								The system must track the associated update of an added or removed child's financial obligations and accounts.				D-2								



				4.4.5								IV-A Updates												



								309								The system must have the capability to interact with the IV-A system on a daily basis to accept updates to the case information and provide updates to the IV-A system.				D-2.e 								F37



								310								The data exchange must include all the required address, employment, medical support, child removal reasons, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 and F-6 of the Guide for States.				D-2.e; F-6								F38
F41



								311								The system must communicate and track incidents of client non-cooperation and good cause determinations.				A-2.d.7; A-3.d.5; A-4.d.7; D-2.e.3; D-2.g.15								



								312								The system must establish controls over paternity data to ensure that IV-A does not change the paternity status of a child after IV-D has validated or manipulated a child’s paternity status.				D-2.b								F48



								313								The system must establish controls over demographic data to ensure that updates from IV-A do not automatically change case members' data after IV-D has validated or manipulated the demographic data.												F48



								314								The system must reassign child and medical support arrearages per federal distribution regulations whenever IV-A assistance ceases.				F-5.a								F74



								315								The system must screen and reject inappropriate updates from IV-A.												F46
F47



				4.4.6								Title XIX Updates												



								316								The system must have the capability to interact with the Title XIX system to accept updates to the case information and provide updates to the Title XIX system.				D-2.g 								F37



								317								The data exchange must include all the required address, employment, medical support, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 and E-11 of the Guide for States.				D-2.g; E-11								F38
F41



								318								The system must screen and reject inappropriate updates from Title XIX.				D-2.b								F46



								319								The system must reassign medical support arrearages per federal distribution regulations whenever Title XIX assistance ceases.				F-5.a								F74



				4.4.7								Child Welfare (IV-E) Updates												



								320								The system must have the capability to interact with the Child Welfare (IV-E) system to accept immediate updates to the case information and provide updates to the IV-E system.				D-2.f								F49



								321								The data exchange must include all the required address, employment, and obligation data as identified by the federal child support certification criteria defined in Chapter III Section D-2 of the Guide for States.				D-2.f								



								322								The system must reassign child support and medical support arrearages per federal distribution regulations whenever IV-E and foster care maintenance assistance changes or ceases.				F-5.a								F37
F74



								323								The system must screen and reject inappropriate updates from IV-E.				D-2.b								



				4.4.8								Case Action History												



								324								The system must update and maintain in the automated case record all information, facts, events, transactions, and actions taken in a case.				A-6; D-3				Y				



								325								The system must provide the automatic recording of events and significant data changes to the case action history.				D-3.b				Y				



								326								The system must accept manually recorded case notes.				A-6.a; B-1.b.2; D-3.b				Y				



								327								The system must record the date and time of each event, data change, and manual case note.				D-1.c				Y				



								328								The system must accommodate differentiating case events by type to provide selective retrieval. Types include but are not limited to:
Contacts
Case notes
Non-custodial parent address changes
Custodial party address changes
Non-custodial parent employment changes
Case type changes
Obligation changes
Medical support coverage changes
Documents
Court events
Significant data changes
Financial adjustments
Addition or removal of child(ren)
BOW/Paternity Changes for each child(ren)
Deleted alerts/ticklers
Docket number changes
Financial Institution Data
CSENET incoming/outgoing				D-3.b				Y				



								329								The system must provide retrieval of case action data by person, type of action, by date in either ascending or descending order as specified by the user, and by data type as specified by the user.				II.A				Y				



								330								The automated case record must maintain a record of documents generated, critical data element changes, all positive locate and asset interface actions, and a monthly summary of interface activities.				D-3.a				Y				



								331								The system must not accept edits to system initiated actions.				D-3.c				Y				



								332								The system must allow edits to records on manually initiated actions through the end of the business day during which the data was entered in the system.				D-3.c				Y				F10



				4.4.9								Workflow Management								D-4 				



								333								Whenever possible, the system must automatically initiate the next step in case processing without being prompted by the caseworker.				D-4.a				Y				F48
F50
F52



								334								The system must include workflow management functionality that captures all of the steps and “if then” scenarios (i.e., “if this occurs then that should happen”) for each process in the child support lifecycle.				D-4.b
 II.B.3				Y				



								335								The system should support multiple discrete business functions and associated business processes. Users should be able to execute these functions by navigating a reasonable number of logically presented screens.				D-4.b
 II.B.3				Y				F12



								336								The workflows must consider the specific requirements for instate, interstate, international, and tribal cases, including transmitting and receiving information via the CSENet.				D-4.b
 II.B.3				Y				



								337								The workflows must comply with federal and state policies.				D-4.b
 II.B.3				Y				



								338								Workflow activities will include generating appropriate documents, monitoring for and capturing responses, and alerting the worker when a case needs manual intervention				D-4				Y				F24
F56
F57



								339								The system must execute and trigger transactions and/or documents to complete a set of instructions within a workflow immediately whenever possible.				D-4				Y				



								340								When immediate system processing is not feasible, transactions and/or documents must be executed with a single nightly process.				D-4.b
 II.B.3				Y				



								341								The workflow management functionality must include the ability to set and remove exemptions for a participant or case on specific workflows.				D-4.b
 II.B.3				Y				



								342								There must be a single location within the system from which workers will be able to see a snapshot of all active workflows for a case and all exempted workflows for a case.				D-4.b
 II.B.3				Y				



								343								The system must document in the case narrative history the record of all completed system and worker activities within a workflow process.				D-4.b
 II.B.3; II.B.2
 A-6.a				Y



								344								The system must provide the CSEP with the ability to modify workflow parameters as program policies change.				II.B.6				Y				F26



								345								The system must provide flexibility for alternative workflows based on criteria such as case characteristics, office size, or other.				D-4.b
 II.B.3				Y				F26



								346								The workflow system must support multiple methods for work distribution.				D-4.b
 II.B.3				Y				F26



								347								The system must capture duration for each workflow instance.				D-4.b
 II.B.3				Y				



								348								The system must provide audit capabilities for specific workflow instances and for general workflow steps and logic.				D-4.b
 II.B.3				Y				



				4.4.10								Alert Management								D-4.c				



								349								The system must include an alert management system with both action alerts and informational alerts. Action alerts require a worker to take an action or make an entry on the system. Informational alerts provide information to the worker but do not require an update to case data, e.g., a newly assigned case or new locate information received.				D-4.c								F58



								350								When the system reflects the completion of a required action for a case, the system must mark the alert as completed and automatically remove the alert from the work list.				D-4.c				Y				F58



								351								The system must not allow workers to remove or dismiss action alerts manually.				D-4.c								



								352								Alerts must be stratified to prioritize worker actions.				D-4.c				Y				F55
F59



								353								Every alert must contain the information the system needs to navigate to the exact spot the worker needs to resolve or review the alert.				D-4.c.2								F53
F58



								354								Each alert must have a due date designed to ensure compliance with federal timeframes.				D-4.c.f								F54



								355								Alerts that remain unresolved for a defined time period must follow an escalation process, which may include alerting the supervisor at a point that will still allow the supervisor and worker to take corrective action before the end of the federal timeframes.				D-4.c								



								356								The system must direct alerts based on roles assigned within the system.				D-4.c				Y				F57



								357								The system must be able to direct alerts either to a specific person assigned a particular role or to groups of people assigned a role.				D-4.c				Y				F57



								358								Alerts can only be resolved by a worker with the role associated with the alert.				D-4.c				Y				



								359								The system must include edits to prevent alerts from being assigned to a worker if a conflict of interest exists between that worker and the case for which the alert was generated.				D-4.c				Y				F82



								360								The system must include the ability to restore alerts cleared in error.				D-4.c				Y				F10



								361								The system must present a filtered list of alerts for a case to allow a more concentrated organization of effort.				D-4.c				Y				F58
F59



								362								The system must allow authorized users to reassign alerts manually. 				D-4.c				Y				F60



								363								The system must move case alerts automatically en masse upon case reassignment, caseload rebalancing, or role reassignment.				D-4.c				Y				F25



								364								The system must allow workers to view future alerts on individual cases and entire caseloads.				D-4.c				Y				F33
F34
F35



								365								The system must allow authorized users to generate reports regarding alerts, including those due in the past as well as those due in the future.				D-4.c				Y				F33
F34
F35



								366								The system must provide the CSEP with the ability to add, modify, and delete alerts or alert conditions as program policies change.				D-4.c
 II.B.6								



								367								The system must log alert activities (e.g. responded, ignored, created, deleted) and provide the ability to generate audit reports based on those logs.				D-4.c								F33
F34
F35



								368								The system must have the capability of sorting and prioritizing cases needing attention or action by utilizing an evaluation schematic of data present on each case. This is separate from whether or not an alert is present on a case. (Assists with case stratification)				D-4.c				Y				F31



								369								The system must monitor cases for changing circumstances and cancel or reformulate alerts based on changes in case circumstances.				D-4.c				Y				F58



								370								The system must maintain an audit trail for alerts showing how and when they are triggered, how and when they are resolved or canceled and that they have been viewed and by whom.				D-4.c				Y				F33
F34
F35



				4.4.11								Document Management								D-4				



								371								The system must be programmed to recognize situations requiring certain documents or notices and then generate the document without caseworker intervention.				D-4.b.1								F22



								372								The system must include or support a single document management system that will provide automated generation of documents as well as maintaining a record of documents previously generated with all associated user and systematic data.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				



								373								The document management system must have a document library that incorporates all batch and on-line generated documents, including but not limited to all federally required intergovernmental documents.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				



								374								The batch documents must be linked to profiles of offices and staff for ease of maintenance of office addresses, staff names, and positions.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								375								The system must categorize each document within the areas of case initiation, locate, establishment, enforcement, accounting, intergovernmental, and correspondence.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								376								The document library must be easy to maintain when documents are added, changed or no longer used.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								377								Authorized users must be capable of performing the maintenance within the document library without assistance from technical staff.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								F40



								378								When the system does not have sufficient information to complete the document, it must populate as much data as possible and present the incomplete document to the worker for completion.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								F21



								379								The system must maintain a record of every document generated within the system as part of the case history.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				



								380								Documents must be available for reprinting if necessary.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								381								Each document must be capable of including a bar code to allow automated routing of images to workers when the returned document is scanned.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				F20
F21



								382								The document management system must include an address hierarchy for each document type which defines the recipient(s) (e.g., custodial party, non-custodial parent, or attorney) and the address to which it must be sent (e.g., residential or mailing).				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								383								In addition to the address hierarchy, each document must have specifications regarding printing (e.g., local or central) and mailing (e.g., regular first class or certified).				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….								



								384								Documents must be designed to prevent the disclosure of Personally Identifiable Information (PII) in accordance with federal and state policies (such as in cases with domestic violence).				H-2.l				Y				



								385								The document management system must also accommodate case conditions that may require special processing for documents, such as family violence or threats to the agency.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				F82



								386								The system must leverage a client communication system and utilize electronic forms of communication when possible and preferred based on client profiles.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				F80



								387								The system must support both central and local printing of documents.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				



								388								The system must have a displayable audit trail for the entire life cycle of each document.				D-4.b.1
 II.B.1
 B-1.c.2
 B-2.c.2
 C-1.c
 C-1.f
 C-1.g
 C-2
 C-3.h
 C-4.c
 C-4.d
 D-5.b.2(b)
 D-5.c….				Y				



				4.4.12								Obligation Review and Adjustment								D-5				



								389								The system must monitor and identify cases to support the State's review and modification procedures. 				C-2.b								



								390								Whenever possible, the system must automatically initiate the next step in the Review and Adjustment process without being prompted by the caseworker. The system must automatically: 
一. Generate documents and notices, 
一. Accept, edit, and verify information and data from various sources, 
一. Refer cases to automated interfaces with location sources, 
一. Identify and refer cases for FPLS and SPLS submittal, 
一. Flag cases for potential review and adjustment of support obligations, 
一. Direct cases to the next appropriate processing unit once action is completed in a unit, and 
一. Take any other actions that the system can initiate automatically. 				D-4.b								



								391								The system must support the review and adjustment process with linkage to the guideline calculation application and the generation of the appropriate documents.				C-2								



								392								The system must perform case monitoring to ensure that case actions are accomplished within required timeframes. 				D-5								



								393								The system must collect income, asset, employment and health insurance information through automated interfaces. Provides means for entry and edit of data received (including the input of manually obtained financial information), both from interfaces and financial affidavits received from other sources. 				D-5.i.1								



								394								The system must be capable of supporting the review and adjustment of support obligations when either party lives out of state or has a tribal child support court order.				D-5								



				4.4.13								Case Closure Management								D-6				



								395								The system must routinely monitor cases and financial data for potential case closure.				D-4.a								



								396								When case data suggests closure action, the system must initiate the case closure process or alert the worker to review the case.				D-6.a								



								397								The system must generate all documents necessary to support the closure process.				D-4.b.1								



								398								The system must monitor the pending closure and implement it at the end of the regulatory timeframe unless reversed by staff.				D-4								



								399								The system must prevent the worker from reversing an automated case closure more than twice without supervisory approval.				D-4.b								



								400								The system must prevent the worker from moving forward with case closure prematurely or inappropriately.				D-4.b								



								401								The system must provide a simple and effective means to reverse the closure process when new information becomes known.				D-4.b								



								402								When closure action is deferred, the system must not select the case for closure again until the worker specified number of months has passed.				D-4.b								



								403								Identifying information on closed cases including but not limited to parent and child names, SSNs, and dates of birth, must be retained on the system in an online index, with all case data maintained in an automated format that can be easily retrieved in an automated manner from the archived history file.				D-6.d				Y				



								404								Closed cases must retain all their data and history.								Y				



								405								The entire history file of a closed case must be retained in an easily accessible automated manner for at least three years.				D-6.e				Y				



				4.4.14								Intergovernmental Case Management								D-7				



								406								The system must support central registry functions to route or electronically transmit correspondence and documents to the appropriate office staff.				D-7.a								F21



								407								The system must monitor intergovernmental case and financial data providing automatic updates to other states via CSENet and/or UIFSA notices.				D-4				Y				



								408								The system must provide a history of CSENet and/or UIFSA communications.				A-6.a				Y				



								409								The system must maintain a history of all the other state agencies that have been contacted electronically regarding a specific case.				A-6.a				Y				



								410								The system must allow document generation to interact with any of the other state agencies known to have interaction with the case.				D-4.b.1				Y				F21



								411								The system must allow for active intergovernmental actions with multiple states at the same time on a single case.				II.A				Y				F76



								412								The system must maintain a history of all closed intergovernmental transactions.				A-6.a				Y				



								413								The system must maintain a history of all other state orders that have been in effect for the case.				A-6.a				Y				



				4.4.15								Initiating Intergovernmental Case Management												



								414								The system must manage initiating intergovernmental cases.				D-9								



								415								The system must track and record dates to ensure compliance with federal timeframes.				D-9								



								416								The system must document all case activity and provide updates to the responding state and the parent residing in Nevada as required by the federal child support certification criteria defined in Chapter III Section D-9 of the Guide for States.				D-9								F38
F41



				4.4.16								Responding Intergovernmental Case Management												



								417								The system must manage responding intergovernmental cases.				D-8								



								418								The system must track and record dates to ensure compliance with federal timeframes.				D-8.a								



								419								The system must document all case activity and provide updates to the initiating state as required by the federal child support certification criteria defined in Chapter III Section D-8 of the Guide for States.				D-8 								F38
F41



				4.4.17								Intergovernmental Document Generation												



								420								The system must be capable of completing, generating, and sending via CSENet and hard copy all federally required intergovernmental documents.				D-7.f								



								421								Document generation must be completed without worker intervention when possible, including automatically incorporating accurate and current financial records when necessary.				D-4.b.1								F21



				4.4.18								Federal Information Processing Standard (FIPS) Management												



								422								The system must capture and update all federal FIPS information in one central location.								Y				



								423								Information maintained must include at a minimum FIPS codes, names, addresses, contact information, CSENet state agreement functional indicators, as well as information about special processing needs for processing intergovernmental cases (e.g., documents and copies of statutes needed for paternity or establishment).								Y				



				4.4.19								Tribal Case Management								D-10				



								424								The system must manage responding tribal cases.				D-11								



								425								The system must track and record dates to ensure compliance with federal timeframes.				D-11.a								



								426								The system must document all case activity and provide updates to the initiating tribe as required by the federal child support certification criteria defined in Chapter III Section D-11 of the Guide for States.				D-11								F38
F41



								427								The system must manage initiating tribal cases.				D-12								



								428								The system must track and record dates to ensure compliance with federal timeframes.				D-12								



								429								The system must document all case activity and provide updates to the responding tribe and the parent residing in Nevada as required by the federal child support certification criteria defined in Chapter III Section D-12 of the Guide for States.				D-12								F38
F41



				4.5								Enforcement 



				4.5.1								Account Enforcement Monitoring								E-1				



								430								The system must monitor all case accounts for circumstances and conditions requiring enforcement attention.				E-1								



								431								The monitoring routines must monitor multiple accounts for a non-custodial parent individually and as a group regardless of the number of alias SSNs and taxpayer identifiers (ITIN).				E-1								



								432								The monitoring routines must link a frequency to the monetary or non-monetary order term being monitored since some conditions require daily, weekly, monthly, or variable attention.				E-1.a.1								



								433								When monitoring activities require interfaces and those interfaces offer information that is inconsistent and could introduce data integrity errors, the system must present the proper worker with the decision to resolve the conflict.				II.B.3				Y				F37



								434								Monitoring routines must allow for due process to operate on the initiation of remedies which in turn require service of process, reviews, and other appeal mechanisms to be part of the workflows.				E-12.b.2				Y				



								435								The results of service of process and the conclusion of any review must be documented in the case record.				II.B.2				Y				F61



								436								The system must communicate the results of reviews and appeals to the parties and appropriate interested parties in the case.				E-3.e.8				Y				



								437								The system must initiate or request worker initiation of enforcement remedies based on parameterized thresholds subject to effective-dated regulations, the constraints of Nevada, tribal, interstate, and international jurisdictions, and the enforcement actions currently underway.				E-1.a.2								



								438								The system must also allow an authorized user to initiate enforcement remedies if not prohibited.				E-2.b.4;
E-5.a; E-13				Y				



								439								The system must initiate, restrict, or recall enforcement actions based on case type and status such as former public assistance, non-IV-D, or an application or intergovernmental request for limited services.				E-3.d				Y				



								440								The system must include or exclude balances for enforcement based on type of arrears, such as spousal arrears, fees, or other states’ interest.				E-10								



								441								The system must assist in determining controlling orders and continuing exclusive jurisdiction.				UIFSA
D-7.b.1				Y				



								442								The system must record and follow the terms of controlling orders plus any payment plans and diversion orders in effect. Examples of payment plans include agreements by the noncustodial parent to certain terms necessary for reinstating a suspended driver's license or occupational license. An example of a diversion order includes holding a child support obligation in abeyance during a period of incarceration, but resuming enforcement upon release from incarceration.				UIFSA
D-7.b.1				Y				F71



								443								The system must issue documents, such as bills, delinquency notices, and requests for updated employment information according to parameterized business rules.				F-1;
E-5.b.1;
E-6.a				Y				F75



								444								The system must issue modification, suspension, or termination documents upon case closure, suspension, or reinstatement.				D-4.d.6;
E-2.p				Y				F71



								445								The system must issue reminders to parties, agencies, and entities after given periods of non-responsiveness, either by hardcopy document, electronic transmission, or outgoing IVR call, and if these fail to trigger action, to initiate escalated enforcement actions.				E-1.b								F75
F80



								446								The system must re-execute enforcement remedies according to the business rules of each remedy’s re-eligibility criteria.				E-9.a								



								447								The system must distribute enforcement-related standardized forms, notices, and documents in accordance with judicial rules on due process and service of process to the parties, their attorneys, and the interested third parties including alternate payees currently active on the case.				E-12.b.2				Y				F80



								448								When due process rules do not dictate the correspondence delivery method, the system must use the contact method/address preferred by the recipient if established before using the default hierarchy.				A-7.a.4&5;
A-7.b.2-4				Y				



								449								The system must be capable of sharing document images with other jurisdictions or agencies.				E-2.o.1; 
E-2.q				Y				F20
F21



								450								Written communications to other state child support agencies must use the CSENet transactions when available and UIFSA standardized forms otherwise and must be targeted to the specific jurisdiction required.				D-7.b.1				Y				



								451								When monitoring payments for compliance to the various enforcement remedies, the system must recognize the different sources of payment and record in the case history the success or failure of each remedy				E-9 								



				4.5.2								Enforcement Remedy Exemptions												



								452								The system must provide exemptions from specific enforcement remedies.								Y				



								453								The system must record the establishment and removal of exemptions to the case chronology.								Y				



								454								The system must maintain bankruptcy, violence, good cause, incarceration, and deceased parties' information and apply state policy or court order for the suspension or exemption of cases from specific enforcement remedies that are sensitive to this information.								Y				



				4.5.3								Income Withholding								E-2  				



								455								The system must accommodate immediate and initiated income withholding.				E-2								



								456								Initiated income withholdings must be initiated when the non-custodial parent obtains employment, becomes delinquent, or fails to abide by agreements holding wage withholding in abeyance.				E-2.b								



								457								When a new source of income is identified from the new hire interface, the wage data interface, or by child support worker update, the system must generate the appropriate, nationally and tribal accepted, income withholding forms within the given time limits.				E-2.d & 
E-2.g &
AT-11-05								



								458								The system must accommodate the income withholding form variations necessitated by the nature of the income source, including employment, unemployment compensation, worker’s compensation, Qualified Domestic Relations Orders (QDRO), and Social Security and other retirement benefits.				AT-11-05				Y				



								459								The system must permit withholdings from multiple income sources.				E-2.e.3								



								460								The system must issue amended or cancellation withholdings when the obligation changes or ceases due to order modifications, payment agreements, dismissals, and case closures.				E-2.h				Y				



								461								The system must also monitor compliance with the withholding order and issue the appropriate forms and letters when expected payments are not received.				E-2.h								



								462								The system must electronically issue and transmit income withholding notices to employers and agencies able to accept electronic data or forms.				E-2.q								



				4.5.4								Federal Tax Refund Offset								E-3				



								463								The system must frequently monitor cases for submission to the federal tax offset program using the required case type, exclusion indicators, and arrearage delinquency balance criteria for selection, submittal, update, and removal.				E-3.a &
E-3.b								



				4.5.5								Liens								E-5				



								464								The system must monitor real and personal property information on file for enforcement action.				E-5.a								



								465								The system must provide legal document generation of the appropriate documents needed to register and remove liens.				E-5.b &
E-5.d & 
E-5.f								



								466								For those county clerks that have automated property records, the system must search those property records, retrieve asset information, and record and release liens electronically.				E-5.c								



				4.5.6								Bonds								E-5				



								467								The system must have the capacity to support state policy and regulation for the use of performance or security bonds to ensure regular payment of child support obligations.				E-5.a								



								468								The system must monitor bonds established and request payment from the bondholder when current support is not paid timely by other means.				E-5.e								



								469								The system must generate the appropriate legal documents needed to register and release bonds.				E-5.b &
E-5.f								



								470								The system must have the capacity to support state policy and regulation for the use of bail intercepts, sometimes called appearance bonds.				E-5.a				Y				



								471								The system must monitor bail bonds established and request payment from the court as needed.				E-5.e;
F-2.h				Y				



				4.5.7								Unemployment Intercept								E-6				



								472								The child support system must interface with the unemployment compensation system to find non-custodial parents with unemployment claims and to place wage assignments on unemployment benefits.				E-6.a & 
E-6.b								



								473								The system must generate income-withholding notices to a foreign state’s unemployment office when that state allows income-withholding notices to be sent directly to their unemployment office.				E-12 Note				Y				



								474								The system must generate an interstate transmittal to the foreign state’s child support central registry if the foreign state’s unemployment office will not honor direct child support wage withholding notices.				E-12 Note				Y				



				4.5.8								Credit Reporting								E-7				



								475								The system must monitor case account balances for selection of delinquent non-custodial parents for credit reporting.				E-7.a								



								476								The system must provide notification to the delinquent non-custodial parent of the intent to report, the remedy, and appeal options.				E-7.c								



								477								The system must automatically submit eligible debt and payment information in the required  format to participating credit reporting agencies.				E-7.b								



								478								The system must automatically notify participating credit reporting agencies when the case status or case balance changes.				E-7b				Y				



								479								The system must continue credit reporting until case closure, after which one final transaction must be sent to close out the credit reporting record.								Y				



				4.5.9								IRS Full Collection Services								E-8				



								480								The system must support state policy for the use of IRS full collection services.				E-8.a								



								481								The system must monitor submittal information and provide updates as required by the federal system certification criteria at Chapter III, Section E-8 of the Guide for States.				E-8.b &
E-8.c								



				4.5.10								National Medical Support Notice and Medical Enforcement								E-11				



								482								The system must automatically generate the National Medical Support Notice in accordance with the below requirement for all support orders with a provision for health insurance coverage unless a court or administrative order indicates alternative health care coverage rather than employer-based coverage.        				E-11.b								



								483								The system must, within two business days after entry of employment information in the State Directory of New Hire regarding an employee who is ordered to provide health care coverage in a IV-D case, automatically transfer the National Medical Support Notice to the employer. 				E-11.c								



								484								The system must automatically generate all notices and letters needed to support medical support activities, including enforcement forms and letters when employers/health insurance plan administrators are not in compliance.				E-11.f



								485								The system must alert the caseworker when information required to fulfill a medical support order has not been received, and must automatically generate required documents to secure the information. 				E-11.g



								486								The system must automatically monitor employer, custodial party, and non-custodial parent compliance with ordered medical support provisions and prompt needed caseworker action when there is a failure to comply with such orders.				E-11.h



								487								The system must periodically exchange data electronically with the State Title XIX agency to determine if there have been lapses in health insurance coverage.				E-11.i								F38
F41



								488								The system must be able to accept information on children eligible for Tricare coverage from the FCR’s match with the Department of Defense’s DEERS system.                                                           				E-11.k								



								489								The system must, at least once, request employers and other groups offering health insurance coverage to notify the IV-D agency of changes and/or lapses in health insurance coverage. 				E-11.j



				4.5.11								License Suspension and Non-renewal												



								490								The system must accommodate withholding, suspending, or restricting the use of driver's, business, professional, occupational, recreational, or sporting licenses of participants who owe overdue support or, after receiving appropriate notice, fail to comply with subpoenas or warrants relating to paternity or child support proceedings.				E-13								



								491								The system must retrieve professional and recreational license information electronically from automated licensing systems or use data entry for manual licensing agencies to record license information.				E-13.e								



								492								The system must generate the appropriate legal documents or electronic transactions needed to suspend a license or advise the licensing agency about non-renewal.				e-13.b & 
E-13.d								



								493								The system must automatically notify the DMV when driver’s licenses should be suspended.				E-13.a								



								494								The system must automatically notify DMV, preferably real-time, when a non-custodial parent is eligible for reinstatement of a driver’s license.				E-13.e				Y				



				4.5.12								Contempt and Bench Warrant Processing												



								495								The system must provide tracking of one or more bench warrants for either party of an order.								Y				



								496								The system must maintain an online listing of parties subject to a bench warrant.								Y				



								497								The system must routinely monitor cases with outstanding bench warrants and interface with the  court system and the jail population system to report and remove a bench warrant when the outstanding conditions for the warrant are resolved.								Y				



				4.5.13								Passport Denial								E-14				



								498								The system must routinely monitor cases for submission to the federal tax offset program for passport denial using the required case type and arrearage balance criteria for selection, submittal, update, and removal.				E-14.a								



								499								The system must timely generate and record in the case history the appropriate notices related to administrative reviews and appeals.				E-14.b								



				4.5.14								Financial Institution Data Match								E-12 & 15				



								500								The system must actively seek and match financial institution account data from instate and intergovernmental sources, such as the Electronic Parent Locator Network (EPLN) and Multi-State Financial Institution Data Match (MS-FIDM) system, and the FIDM Alliance for enforcement action.				E-12  								



								501								If the financial account and the child support case meet eligibility requirements, the system must generate the appropriate legal documents needed to place a lien on an account and interact with the financial institution regarding account seizure action.				E-15.d								



				4.5.15								Administrative Offset								E-16				



								502								The system must routinely monitor cases for submission to the administrative offset program component of the Federal Tax Refund Offset Program using the required case type and arrearage delinquency balance criteria for selection, submittal, update, and removal.				E-16.a								



				4.5.16								Child Support Lien Network and Other Claim Matching								E-17				



								503								The system must routinely monitor cases for submission to the Child Support Lien Network (CSLN) using the required case type and arrearage delinquency balance criteria for selection, submittal, update, and removal.				E-17.a								



								504								The system must use the proper communication channels to issue system-generated liens against insurance claims and the corresponding forms and transactions to recognize satisfaction either through payment or review.				E-17.c								



								505								The system must interface with the Social Security Administration to match and intercept disability payments with automatic case narration, appropriate worker alerts, and the production of documents to establish and release liens.				DCL-11-05				Y				



								506								The system must interface with the Nevada Unclaimed Property Division for automated intercept of abandoned property claims.								Y				



				4.5.17								Federal/State Criminal Non Support Referral Tracking												



								507								The system must support the documentation of referral for Federal Criminal Non Support.  It must monitor submittal information and provide for reminder alerts as scheduled.								Y				



				4.5.18								Administrative Enforcement-Interstate												



								508								The system must be able to accept and work Administrative Enforcement-Interstate (AEI) requests (e.g. IWO issuance for another jurisdiction).



								509								The system must be able to initiate AEI requests to other jurisdictions.



				4.6								Financial Management 



				4.6.1								Order Entry and Obligation Maintenance												



								510								The system must monitor for the receipt of court orders.				D-4.d.3				Y				F38
F41



								511								The system must record the terms and conditions of the order, including but not limited to the current support obligation, the payment toward arrears obligation, medical support obligation and any fee obligations.  				C-3.c								F70



								512								The system must record the terms of the medical support provisions of the order.				C-2								F70



								513								The system must record any judgment amounts.				F-2.j								F70



								514								The system must record the legal effective date of the order, the end date of the obligation, payment commencement date and the signed date of the order.				C-3.c				Y				



								515								The system must record the court-ordered provision for direct payment.				A-2.d
 D-2.e				Y



								516								The system must maintain a history of all previously established orders.				C-3.d				Y				



								517								The system must be capable of supporting orders issued by foreign countries by capturing the currency and the exchange rate at the time of the entry of the order.								Y				F70



								518								The system must prorate obligation amounts when circumstances require a partial period amount.				C-3.c
 II.A				Y				F70
F71



								519								The system must identify obligations as voluntary, administrative, or court ordered.				C-3.f								



								520								The system must automatically create obligations and associated accounts and designate to whom they are owed based on recipient and case status data.				D-4.d.3				Y				



								521								The system must document child-specific terms within a court order, including the establishment of paternity.				A-7								



								522								The system must record the type of obligation, the date adjusted (if adjusted), the amount of the order, the payment frequency, the arrearage, the method of payment, the payment due date, and the issuing state of the order.				C-3.c				Y				



				4.6.2								Future Obligation Setup												



								523								The system must accommodate future obligation changes as provided for by the court order allowances for custody changes, seasonal or other known employment changes, and other directed changes as specified by the court order.								Y				F70
F71



								524								The system must monitor the future obligations daily and update the current obligation on the designated date.								Y				



				4.6.3								Retroactive Obligation Management												



								525								The system must calculate the amount of the adjustment when new or modified obligations are entered that have a prior period legal effective date.				F-4.f				Y				F65



								526								Once approved, the system must update the appropriate case arrearage balances.				F-4.f				Y				F63
F65



				4.6.4								Debt Types												



								527								The system must provide debt types including, but not limited to:
·        Child Support
·        Spousal Support (used for IV-D and non IV-D cases where a current child support obligation or child support arrears exists)
·        Medical Support
·        Cash Medical
·        Interest
·        Genetic Test Costs
·        Other State IV-D Agency Arrearages with Pay To FIPS				II.A								



								528								The debt types must be maintained in a parameter table with distribution priority data clearly established for use in collection processing.				II.B.6				Y				



								529								The system must be able to automatically segregate and report amounts owed to multiple  recipients within a debt type within a case.				II.A				Y				F76



				4.6.5								Account Charging 												



								530								The system must monitor and charge accounts daily based on the court order frequency, debt type, account type, and charge date as established with the court order.				II.B.3				Y				F73



								531								When determining the obligation amount, the system must prorate the obligation when a change of obligation occurs within the charging period.				II.B.3				Y				



								532								The system must be capable of charging interest and maintain separate interest balance data.				F-2.l								F70



								533								The system must allow for interest to be charged or not charged at the individual docket level.												F70



								534								The system must be capable of charging penalties and maintain separate penalty balance data.



								535								The system must allow for penalties to be charged or not charged at the individual docket level.



								536								The system must allow for automated Cost of Living Adjustments to obligations.								Y				



				4.6.6								Obligor Billing												



								537								The system must automatically generate billing statements, including the amount of current and past due support, the due date, and the bill generation date.				F-1.a				Y				F80



								538								The system-generated bill must support varied payment/collection cycles, e.g., weekly, monthly, etc.				F-1.b								



								539								The system must be capable of generating obligor bills on demand.								Y				



								540								The system-generated bill must provide payment identification, e.g., return stubs or coupons supporting various payment frequencies.				F-1.d								



								541								The system billing statements must include system-generated or caseworker-defined narrative notices/comments to obligors.				F-1 Note								



								542								The system must provide bill suppression upon entry of an allowable reason.				F-1.c.				Y				



								543								The system must provide supervisory-authorized review either prior to or following billing suppression or adjustments.				F-1.c.								F63



								544								The system must notify the worker of the decision not to suppress or adjust billing.				F-1.c.								



								545								The system must record and display a history log of any billing suppression activity by date and worker.				H-4.c



				4.6.7								Payment Processing												



								546								The system must provide receipt identification, including but not limited to:
·        Collection sources including obligor, employer, other state IV-D agency, Federal Tax Offset intercept, federal administrative offset, state tax intercept, unemployment compensation intercept, worker’s compensation intercept, lottery intercept, bonds, FIDM, CSLN account seizure, bench warrant, direct payment etc.
·        Collection types including check, money order, EFT, cash, credit card etc.
·        Collection Date
·        Check Routing Number and Account Number
·        Unique system-assigned receipt number				F-2.f				Y				F66
F72



								547								The system must support the allocation of obligor payments to individual cases according to state policy.								Y				



								548								The system must accommodate the receipt of a voluntary payment prior to the establishment of an order.				AT-97-17 (c )				Y				



								549								The system must record and track collections associated with a posted bond.				F-2.h								



								550								The system must be capable of receipting and posting collections through electronic funds transfers for all sources.				F-3				Y				F79



								551								The system must provide financial controls for posting and balancing all payment transactions.				F-2.b								



								552								The system must generate documents required to support the deposit of payments/collections to financial institutions.				F-2.c								



								553								The system must process Injured Spouse indicators received for collections in the Federal Tax Offset file, and treat those collections as "Individual", not subjecting them to the six months non-assistance joint tax hold.				F-4.3.1.1
 II.A				Y				



								554								The system must accept and process unidentified and/or suspended payments and must support the identification of such payments.				F-2.e								



								555								The system must include an online-receipting component that will include the entry of payments and issuance of receipts to payers.				F-2.A
    F-2.B				Y				



								556								The system must process and post all payments, including unidentified payments, to the system in a timely manner so that the State meets the two day timeframe for distribution and disbursement of payments.				F-7.e								



								557								The system must maintain a payment history containing, but not limited to, the following information for each payment: amount of the payment, date of collection, method of payment, date of receipt, and date of disbursement.				F-2.f								



								558								The system must provide direct access to internal users to view images of payments processed through SCaDU.												F19



				4.6.8								Held Collections Management												



								559								The system must allow the placement of a hold at the payer, payee, case, or collection source level.				II.A				Y				



								560								The system must be capable of placing an automatic hold and release on designated collection sources while allowing other collections to distribute and disburse without delay.				II.A				Y				



								561								Each held collection must be assigned to a category.				II.A				Y				



								562								The system must report the summary and detail of the held collections.				II.A				Y				F64



								563								The system must categorize held collections according to the reason for the hold.  Held collections categories must include but are not limited to:
·        Obligee bad address
·        Obligee deceased
·        Disputed arrears
·        Obligor bad address
·        Obligor deceased
·        Future (Escrow)
·        Held by court order
·        NSF check history
·        Unidentified
·        Non-assistance joint returns
·        Federal tax
·        State tax
·        Less than $1
·        Stop payment on disbursement
·        Check cancelled
·        Payee incarcerated
·        Administrative hold
·        Excess tax offset collection
·        Change of custody
·        Tribal IV-D case
·        Closed Case 
·        FIDM Payment
·        No Active Order
·        Suspend Flag Set 				II.A				Y				



								564								The system must provide prompt disposition of held collections with the necessary fiscal controls to provide a clear audit trail for distribution.				F-4.a
 H-3.f				Y				F64



								565								The system must provide the capability for automatic and manual release of individual items from hold and provide distribution of the released funds.				II.B.3				Y				F64



								566								The system must automatically release receipts from certain hold types based on case conditions.				II.B.3				Y				



								567								The system must have a table to maintain all hold types and attributes, and the table must contain a parameter that indicates whether manual override of each hold type by a specific worker role is allowed.				II.B.6				Y				



								568								The system must generate a permission letter automatically to the obligor for redirection of excess offset funds when additional obligations exist.				E-3.e.4								



								569								The system must allow for changes to the reason for the hold without releasing the hold currently in place while retaining a history of prior hold reason codes.								Y				



				4.6.9								Escheatment Management												



								570								The system must provide identification of items as abandoned property which have been reported for escheatment.				F-4.a				Y				



								571								This process must be integrated with the OCSE-34A so that escheated funds are reported as undistributable.				G-1.b								



								572								The system must support an audit trail listing the date and status change of the collection.				F-4.a
 H-3.f				Y				



				4.6.10								Financial Distribution												



								573								The system must be able to properly maintain account balances, allocate receipts, and distribute all support collections according to federal requirements.				F-5
 F-4.b								



								574								The system must be able to perform and demonstrate all the OCSE test deck distribution scenarios.				F-5.f								



								575								The system must provide prompt distribution and disbursement of collections as required by federal requirements recording the amount, date of distribution, date of disbursement, and the recipient.				F-5.c								



								576								The system must provide retroactive distribution when unidentified and misapplied funds are directed to the correct case or account.				F-5.e								



								577								In order to accomplish retroactive distributions, the system must provide prior TANF assistance status.				F-5 e.								



								578								The system must allocate and distribute collections down to the member/provision (debt type) level according to federal and state regulations.								Y				



								579								The system must maintain TANF and non-TANF arrearages and distribute collections according to federal and state distribution hierarchy.				F-4.f
 F-5.a								F74



								580								The system must provide the capability for refunding collections.				F-5.c				Y				



				4.6.11								Electronic Fund Transfer Management												



								581								The system must provide managing account information to support electronic fund transfer to and from other state agencies, to obligees, and to support automatic withdrawal from participants.				F-3
 F-8				Y				



								582								The system must support the efficient research, rejection, or recovery of EFT transactions.				F-4.a				Y				



								583								The system must have a viewable history for all EFT data actions.				F-4.a				Y				



								584								The system must support stored value card application and the issuance of payments to financial institutions.				F-8.a				Y				



				4.6.12								Bank Account Reconciliation												



								585								The system must provide bank account reconciliation of deposits and expenditures.				F-2.c				Y				F68



								586								The system must provide disbursement status updates for recording cancellations, voided payments, stale dated payments and cashed payments.				F-4.a				Y				F68



								587								The system must facilitate the management and re-issuance of lost or stolen checks.				F-4.a				Y				



								588								The system must automatically trigger a notice to the payee for a disbursement that has been voided or cancelled.								Y				



								589								The system must provide bank account reconciliation of deposits and system collections posted.				F-2.c				Y				F68



								590								The system must provide deposit controls, the management of insufficient funds returns, make-whole accounts when funds are disbursed to the incorrect payee, and the transfer of collections to the disbursement account.				F-4.i				Y				F62
F68
F69



								591								The system must create a positive pay file to be sent to the disbursement bank to reduce check cashing errors.								Y				F62



				4.6.13								Account Adjustments												



								592								The system must accommodate the reapplication of funds between accounts and cases.				F-2.d				Y				



								593								The system must provide a detailed audit trail, including the worker performing the adjustment, the movement of funds from one case or account to another and the reasons for each movement.				F-4.a
 H-3.f				Y				F65



								594								The system must accommodate supervisory approval of adjustments according to state policy.				F-2.d				Y				F63



								595								The system must record and report the cases adjusted, the reason for the adjustment, the date, the person making the adjustment, and the supervisor approving the adjustment.				F-2.d				Y				



								596								The system must be capable of sorting and reporting adjustments by any of the variables above.				G-3.c				Y				



								597								The system must create a case note documenting that an account or case has been adjusted and the date, reason, and person making the adjustment.				G-5.c				Y				



								598								The system must be capable of adjusting previously processed payments with supervisory approval and must notify the worker of the decision regarding the requested adjustment.				F-2.d								F63
F65



								599								The system must allow for the reversal and reapplication or refund of an entire receipt or a portion of a receipt.				F-2.d								F65



								600								The system must adjust the balances and if appropriate, reapply the receipt to another case(s), ensuring that the transaction balances and that a complete audit trail is created.				F-4.a
 H-3.f				Y				



								601								The system must include edits that prevent the adjustment and reapplication or refund of a receipt unless the corresponding entries balance, with supervisory override capability for reasons such as manual Federal Tax Offset adjustments and incorrect amount corrections.								Y				F62



								602								The system must automatically adjust, and reapply if necessary, receipts associated with a negative transaction received in the Federal and State Tax Offset file.								Y				F65



								603								The system must have the ability to reissue outstanding legacy system disbursements.								Y				



								604								The system must have the ability to perform adjustments, refunds, and recoveries of overpayments associated with legacy system receipts.								Y				



				4.6.14								Recovery of Misapplied Payments and NSF Financial Instruments 												



								605								The system must be capable of supporting the process used to recover disbursements issued, e.g., overpayments, which resulted from a misapplication of payments or a Federal Tax Offset negative adjustment, including the maintenance of recoupment balances, and the issuance of advisory notices to participants.								Y				F69



								606								The system must be capable of supporting the process used to recover disbursements associated with remittances processed from financial instruments that are dishonored by a financial institution subsequent to the disbursement, e.g., Non-Sufficient Funds (NSF), closed accounts, etc.								Y				



								607								The system must process the file of bank returned transactions and automatically adjust the associated receipts and case balances.								Y				



								608								The process must include the generation and tracking of all associated correspondence in the recovery process.								Y				



								609								The system must maintain a complete NSF history for an employer and associate that employer’s NSF status with all obligors and cases for which that employer is a source of income.								Y				



								610								The system must maintain a complete NSF history for an obligor.								Y				



				4.6.15								Account Audit Capability												



								611								The system must provide efficient auditing of account balances and distributions with online and printed reports.								Y				F75



								612								The system must automate the creation of audit reports which provide a month-by-month breakdown to the arrears category level.								Y				



								613								The system must track audit results.												F30



				4.6.16								Account Statements and Financial Reports												



								614								The system must provide the generation of on-demand obligation history statements for each case for obligations and obligation modifications within a given date range.								Y				



								615								The system must provide the generation of on-demand account statements for each case for charges, payments, and arrearage balances within a given date range.								Y				



								616								The system must provide the generation of on-demand disbursement history statements within a given date range for each disbursement recipient associated with a case, or for a case as a whole.								Y				



								617								The system must allow users to view disbursements at the case level and also rolled up to the disbursement recipient level.								Y				



								618								The system must be able to produce a formatted, printable payment history with options to include unpaid balances, distribution history, and adjustments.								Y				



				4.6.17								IV-A Updates and Notification												



								619								The system must accept and process IV-A assistance information for purposes of maintaining the custodial parent URA balance and reporting collections to the IV-A agency.				D-2.a								F74



								620								The system must adjust URA balances automatically due to member program status changes.				F-4.g								



								621								A change in member case type must move arrears balances to the correct arrears bucket (e.g., Permanently Assigned Arrears (PAA), Unassigned During Assistance Arrears (UDA)).				F-4.g
 F-5.a								F74



								622								Using the IV-A/IV-D automated interface, the IV-D agency must provide the IV-A agency information regarding the amount of monthly support collections received for each IV‑A case.				F-6.b								



								623								The IV-D information to IV-A must include the amount, case number, and date of receipt/collection for each payment.				F-6.b								



								624								The system must automatically produce a monthly notice of assigned support collections when a collection is received for IV-A and former IV-A custodial parents who continue to receive IV-D services and have outstanding arrearages that have been assigned to the State.				F-6.a								



								625								The monthly notice must separately list payments collected from each non-custodial parent, if appropriate, and must indicate the amount of current support, the amount of arrearage collected, and the amount of support collected which was disbursed to the family versus what is paid on behalf of the family but retained by the State to reimburse IV-A funds.				F-6.a								



								626								In lieu of mailing the notice, notice data must be made available to the IVR and CSEP website.				F-6.a				Y				F78



				4.6.18								Title XIX and Child Welfare Recovery Account Management												



								627								The system must provide funds transfer of recovery collections to the Title XIX and child welfare agencies, including IV-E and non-IV-E Foster Care.				F-5.a				Y				



								628								The system must provide monthly accounting, including a narrative documenting any corrective entries, to the child welfare agencies regarding the distribution of the foster care maintenance recovery.				D-2.f
 F-2.k
 F-5.c								



				4.6.19								Statewide Accounting and Fee Management												



								629								The system must calculate and/or record fees in the case record				F-4.h								



								630								The system must automatically retain from child support payments collected on behalf of individuals receiving IV-D services who have never received public assistance the annual federal fee specified in 42 USC 654 each federal fiscal year in which at least $500 has been disbursed to the custodian during the federal fiscal year. 				F-2.l.1								



				4.7								Reporting 



				4.7.1								OCSE-34A Reporting												



								631								The system must maintain an online OCSE-34A report with monthly and quarterly totals; and the system must maintain data necessary to complete the OCSE-34A report.				G-1.b								F32
F36



								632								The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.								Y				



								633								The system must establish an audit history for the report to link each row and column entry with the collection or disbursement data comprising the reported total.				G-3.b				Y				



								634								The system’s reported collection and disbursement data must reconcile to reports of the same data from other sources, such as the collection and disbursement bank account statement and transaction reports from the state’s financial accounting system.								Y				



				4.7.2								OCSE-157 Reporting												



								635								The system must maintain an online OCSE-157 report and maintain the data necessary to complete the OCSE-157 report.				G-1.a								F32
F36



								636								The report must be generated monthly with cumulative and point in time federal fiscal year year-to-date totals.								Y				



								637								The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.								Y				



								638								The system must establish an audit history to link each row and column entry with the case, child, collection, or disbursement data comprising the reported total.				G-3.b								



								639								The system’s reported collection and disbursement data must reconcile to reports of the same data from other sources, such as the collection and disbursement bank account statement and transaction reports from the state’s financial accounting system.								Y				



				4.7.3								OCSE-396A Reporting												



								640								The system must support DWSS accounting in creating the 396A report by maintaining the online data necessary to prorate IV-D and non-IV-D shares of program costs to be reported.				G-1.c								F32
F36



								641								The report must establish an audit history to link each reported data field with the case, collection, or disbursement data comprising the reported total.				G-3.b				Y				



				4.7.4								Data Reliability Monitoring and Reporting 												



								642								The system must retain all information necessary to meet federal audit standards.				G-3.b								F27



								643								The system must produce reports designed to sample the universe of cases for data reliability audits and to support quality control reviews.				G-3.b								F29



								644								The system must provide error/edit reports for invalid interface data.				G-3.a								



				4.7.5								Self-Assessment Sample Selection												



								645								The system must contain all the system processing data needed to support the annual self-assessment report, including a log of case action events enabling automated self-assessment analysis.				G-5.b								F27



								646								The system must accommodate random sample selection and aggregate the system data associated with the selected sample cases.								Y				F29



								647								The system must allow the selection of a sample for a specific office in addition to a statewide sample.								Y				



				4.7.6								Self-Assessment Analysis Reporting												



								648								The system must analyze or support the analysis of the extract of the self-assessment sample.								Y				F27
F29



								649								The system must compile the extracted data and evaluate them according to the federal self-assessment criteria.								Y				



								650								The system must generate the required content for the federal self-assessment report.								Y				



				4.7.7								Accounting Management Reporting												



								651								The system must maintain an online accounting management report with daily, monthly, and federal fiscal year totals for collection, held collections by source, refunds, recoveries, disbursements, cancellations, stale dated disbursements, and escheatment funds.				G-3.c								F32



								652								The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.								Y				



								653								The report must establish an audit history to link each row and column entry with the case, collection, or disbursement data basis.				G-3.b				Y				



				4.7.8								Case Management Reporting												



								654								The system must maintain an online, on demand case management report with daily and monthly processing, caseload inventory totals, and status for intake, locate, intergovernmental, obligation establishment, paternity establishment, enforcement actions taken by type, income withholding orders, medical support orders, collections, etc.				G-2								F32



								655								The system must provide the capability to “drill down” to the case, person, and financial transaction level from among a group of cases, persons, or financial transactions meeting a set of criteria.								Y				



								656								The system must provide online electronic operational reports and worklists of cases requiring review or action by the caseworker or the system.				G-2								F32



								657								The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.				G-2								



								658								The report must establish an audit history to link each reported element to the cases, children, case actions, collections, or disbursement data comprising the reported element.				G-3.b				Y				



								659								The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.				H-2.c								



								660								The system must allow filtering the report by case types and statuses.												F29



				4.7.9								Business Intelligence Reporting												



								661								The system must provide on demand access to business intelligence reporting of program and child support case data.								Y				F36



								662								The system must allow for querying cases for specific terms or case conditions.								Y				F32



								663								The system must provide the capability to “drill down” to the case, person, activity, and financial transaction level from among a group of cases, persons, activities, and financial transactions meeting a set of criteria.								Y				



								664								The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.				H-2.c								



								665								The system must provide a tool to query the analysis data and display meaningful information for users from the Data Warehouse or similar facility.								Y				F32



								666								Business intelligence must include capabilities for reporting, as is analytics, predictive modeling, advanced analytics, and dashboards. At a minimum, predictive modeling and advanced analytics must include the ability to query internal case data and external third party data to extract information such as reports on likelihood of payments based on case circumstances and "what if" scenarios. Dashboards must include arrears stratification, drivers license suspension, medical support orders, paternity established, payment delinquency, cases with support orders, current support collected, cases paying toward arrears,  cost effectiveness, and other factors necessary to calculate and monitor federal performance measures.								Y				



								667								The tool must provide the ability to export select reports to common formats for further analysis.								Y				



								668								The system’s data analysis capability must be integrated with system’s role based security so specific reports and analysis can be made available based on the user’s role as well as to restrict specific data from specific users.				H-2.c				Y				



								669								The system must support on demand drill-down reports and ad-hoc reports on pre-analyzed data sets.								Y				F32
F36



								670								The system must allow ad hoc queries to be saved and rerun.								Y				F32
F36



				4.7.10								Data Warehouse												



								671								The system must update the data warehouse with changes to data elements from the production database on a daily basis.								Y				



				4.7.11								Management Analysis Reporting												



								672								The system must provide reporting of standard management reports developed for data analysis and workload management, including but not limited to backlog identification, workload allocation, and caseload tracking and aging.				G-4.a								F32
F33
F34
F35



								673								The system must support the child support program’s performance management approach by providing data needed to calculate performance targets for an upcoming time period and then tracking actual performance levels against those performance targets on at least a monthly basis.				G-4.b; G-5.b								



								674								The report data must be available for worker, team, unit, office, multi-office, and statewide perspectives.								Y				F33
F34
F35



				4.7.12								Ad Hoc Reporting												



								675								The system must accommodate ad hoc reporting by designated staff with access to the management-reporting database.				G-4.c								F32



								676								The system must provide the capability to “drill down” to the case, person, and financial transaction level from among a group of cases, persons, or financial transactions meeting a set of criteria.								Y				



								677								The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.				H-2.c								



				4.7.13								Program Compliance Monitoring and Reporting												



								678								The system must permit online “read only” access to program, financial, statistical, timeframe, and other data in the system for entities outside the program that have a legitimate purpose to view the data, such as federal auditors.				G-5.a								F67



								679								The system must maintain and generate an online automated event history of all case processing activities performed by or occurring in the system, recording what event occurred and when it occurred.				G-5.c
 d								



								680								The system must also maintain a listing of case processing activities waiting to be performed.				G-2								



								681								The system must provide the capability to “drill down” to the case, person, activity, and financial transaction level from among a group of cases, persons, activities, or financial transactions meeting a set of criteria.								Y				



								682								The system’s reporting capability must conform to the data access restrictions set forth in federal and state confidentiality and security standards.				H-2.c								



				4.8								Customer Service



				4.8.1								Interactive Voice Response Unit (IVR) Accessibility												



								683								The system must be able to interface with an Interactive Voice Response unit (IVR).



								684								The system must support the IVR by providing an extract of current financial data to the IVR.  This data must include, but is not limited to receipt information, disbursement information, amount due, arrears balances, and payment and disbursement history.				I-1.a				Y				F77



								685								The extract must include data as required by Chapter III Section F-6.a of the Guide for States for the Monthly Notice of Collections (TANF statement).				F-6.a								



								686								The system must provide distinction of data to support customer inquiries made via the IVR and website.  Such additional distinctions include, but are not limited to, differentiation between disbursement recipients, current obligation due versus arrears due, and disbursement methods.				II.A				Y				



								687								The system must support the IVR by providing an extract of case status data to the IVR. This data must include, but is not limited to, enforcement activity, scheduled hearing information, requests for participant information updates, and notifications.				II.A				Y				



								688								The system must support the IVR by providing an extract of data to be used by the IVR for outbound dialing campaigns, such as notification of scheduled hearings or appointments, late payments, payments due, payments received, and disbursements issued.				II.A				Y				



								689								The system must accept data from the IVR to initiate an electronic payment made by phone.				II.B.5
 II.B.3				Y				F79



								690								Payments made via the IVR must be automatically processed into the system.				II.B.5
 II.B.3				Y				



								691								The system must automatically trigger document generation as a result of document requests made through the IVR. Such documents must include, but are not limited to, pay histories, disbursement statements for Section 8 housing, copies of court orders, and direct deposit forms.				II.B.1				Y				F78



								692								The system must accept data from the IVR to create notifications to CSEP case managers or specialized workers automatically. These notifications include, but are not limited to, appointment requests and categorized messages.				II.B.5				Y				F78



				4.8.2								Website Accessibility												



								693								The system must incorporate a customer service portal (CSEP Website) or interface with an existing portal where case participants may access their case to view certain information such as pending court dates and payment history, and enter certain information such as update address and contact information.



								694								The system must incorporate a customer service portal for mobile devices.



								695								The system must support the CSEP website (available, for example, from a home computer, kiosk, or smart phone) by providing an extract of real-time financial data to the website. This data must include, but is not limited to, receipt information, disbursement information, amount due, arrears balances, and payment and disbursement history.				I-2				Y				F77



								696								The extract must include data as required by Chapter III Section F-6.a of the Guide for States for the Monthly Notice of Collections (TANF statement).				F-6.a								



								697								The system must support the CSEP website (available, for example, from a home computer, kiosk, or smart phone) by providing an extract of case status data to the website.				II.B.5				Y				F77



								698								This data must include, but is not limited to, enforcement activity, scheduled hearing information, requests for participant information updates, and notifications.				II.A
 II.B.5				Y				



								699								The system must accept data from the website (available, for example, from a home computer, kiosk, or smart phone) to update the System automatically. Such data exchanges include, but are not limited to, change of address, and change of employment.				II.B.5				Y				F77
F78



								700								The system must accept data from the website to initiate an electronic payment.				II.B.5
 II.B.3				Y				F79



								701								Payments made via the website must be automatically processed into the system.				II.B.5
 II.B.3				Y				



								702								The system must automatically trigger document generation as a result of document requests made through the website. Such documents must include, but are not limited to, pay histories, disbursement statements for Section 8 housing, copies of court orders, and direct deposit forms.				II.B.1				Y				F78



								703								The system must capture the participant’s foreign language selection and update the system as well as produce document requests in the language captured in the system language preference field.				II.B.5
 II.B.1				Y				F78



								704								The system must accept data from the website (available, for example, from a home computer, kiosk, or smart phone) to create notifications to CSEP case managers or specialized workers automatically. These notifications include, but are not limited to, appointment requests and categorized messages.				II.B.5				Y				F77
F78



								705								The system must provide a specific set of data that can only be viewed on the website by authorized case managers from other authorized Nevada agencies such as IV-A and Foster Care.				II.A				Y				F67



				4.8.3								Interstate Caseworker Web Services (QUICK)												



								706								The system must provide real-time financial and case data to populate the OCSE (Query Interstate Cases for Kids (QUICK) web application.				I-3.d
 I-6
 I-8								F38
F41



								707								QUICK access must include both Nevada's case identifier and the other state’s case identifier.				I-3								



								708								At least one year of financial and case data, if available, must be provided to the OCSE QUICK web server.				I-9								



								709								The system must maintain an audit trail of all other state user inquiries made against Nevada CSEP cases.				I-10								



								710								The audit trail must include the user ID of the inquiring worker and the case ID accessed.				I-10								



				4.8.4								Employer Website												



								711								The system must incorporate or be capable of interfacing with an existing employer portal (employer website).



								712								The system must support an employer website by providing an extract of employer, participant and related employment data to the website. This data must include, but is not limited to, income withholding amount, insurance information, and employment status.				I-4
 II.A
 II.B.5								F38
F41



								713								The system must accept data from the employer website to update the system automatically. Such data exchanges include, but are not limited to, employer demographic and address data, NMSN data, receipt of eIWO, employment verifications and terminations, and new hire reporting.				I-4
 II.B.5								F78



								714								Payments made via the employer website must be automatically processed into the system.				II.B.5
 II.B.3				Y				F79



				4.8.5								Call Center Functionality												



								715								The system must support customer service by providing screens which consolidate key data elements into a single location to respond efficiently to customer inquiries and allow the worker to easily update the case record via these screens. 				I-5								F13
F81



								716								The system must provide screens which access the data supplied to the IVR and website to facilitate call handling.								Y				



								717								The system must provide data and a secure process for confirmation of a caller's identity.				II.A				Y				



								718								The system must allow the central customer service department  or other workers to easily route participant inquiries to case managers.				D-4.c				Y				



								719								The system must allow a worker to document the nature and attributes of a call and notify a worker of requested action.				D-3.b
 II.A				Y				



								720								The system must track routed requests and provide a mechanism to support timely follow-up.				II.B.3				Y				



				4.8.6								Imaging and Document Generation												



								721								The system must support the imaging, indexing, and routing of all documents received, including case-related emails and faxes, which can be printed and redacted as necessary.								Y				F20



								722								A comprehensive imaging component must be integrated into the system, including indexing or sequencing of documents and payments, and associated reporting.								Y				F20



								723								The system must provide direct linkage to the imaging system so that workers can access document images immediately from within a case.								Y				F24



								724								The system must control access to documents according to security roles and conflict of interest information.								Y				



								725								The system must produce document requests in the language captured in the system's language preference field for forms available in multiple languages (currently English and Spanish).								Y				



				4.8.7								Client Communication Facility												



								726								The system must incorporate a client communication facility for sending messages and documents to clients using the communication channels of choice based on a client communication profile. Communication options include email, texting, telephone (including cellular) and US Postal Service.								Y				F80



								727								The client communication facility must include an enrollment management component to create and maintain client communication profiles.								Y				



								728								The system must accommodate multiple enrollee types such as custodial parent, non-custodial parent and employer.								Y				



								729								The client communication facility must accommodate client preferences for communication channel based on the type of information being communicated.								Y				



				4.9								Ease of Use



				4.9.1								Screen Standards												



								730								The system screens must conform to established standards that include but are not limited to the following:								Y				F6
F7



								731								The system must display identifying metadata (e.g. user ID, environment) regarding the user's session.								Y				



								732								Case specific screens must provide standard information regarding the participants and order(s).								Y				



								733								The position of identifying data elements must be standard across all screens.								Y				



								734								All screens must have a title which identifies its purpose.								Y				



								735								All screens must display special alerts.								Y				



				4.9.2								Screen Navigation Standards												



								736								The system screens must conform to established screen transition standards that include but are not limited to the following:								Y				F6
F8



								737								All screens must display options available to the user in a consistent manner.								Y				



								738								The system must allow simple and easily learned keyboard navigation.								Y				



								739								The system must not force the user to reenter case or participant information when beginning a new function or navigating to a new screen.								Y				



								740								The system must provide case and participant selection from search screens that allow the user to select a participant or case and move among screens without entering case or participant identifiers.								Y				F14



								741								The search criteria must support lookup by name or portion of name (regardless of role within a case), SSN, court order number, case number, Client Index number, IV-A case number, Title XIX case number, Child welfare (IV-E) Case number, Corrections ID number, etc.								Y				



								742								The system must have a standard way to navigate between screen elements without using a mouse. This includes, but may not be limited to, the Tab key, space bar, and arrow keys.								Y				



								743								The system must provide automatic screen transition for the case entry process.								Y				



				4.9.3								Lists of Values for Data Type Designations												



								744								The system must accommodate staff selection from a list of values for data requiring descriptive designation.								Y				F6
F9



								745								The values in selection lists must be of sufficient length and detail to facilitate selection for staff with an understanding of child support case management.								Y				



								746								Coded database values must not be visible to staff.								Y				



				4.9.4								Data Validation												



								747								Online editing must provide data validation by rejecting unacceptable values.								Y				F16



								748								Data validation must be consistent throughout the system and must follow documented standards.								Y				



								749								Where appropriate (such as for drop down lists or lists of values), values will be defined on a field-by-field basis within each child support category and maintained in a parameter table that can be modified if the need to do so arises.								Y				F40



				4.9.5								Data Exceptions												



								750								Online editing must provide warning messages when acceptable values are subject to special conditions.								Y				



								751								Messages must be fully explanatory and clear.								Y				



								752								Edit error messages must contain information for the user to act upon to eliminate the problem or point the user to others in the system organization who can provide assistance.								Y				



								753								Terse, brief, or coded messages are not acceptable.								Y				



				4.9.6								Filter and Sort Functionality												



								754								The system must include the ability to view data in different ways by providing functionality to filter and sort the data.								Y				F15



								755								At a minimum, this functionality must be provided for events, narratives, search results, payments, pending referrals, CSENet communications, and alerts.								Y				F15



				4.9.7								Recall Cases												



								756								The system must include functionality that will allow workers to recall recently accessed cases.								Y				



				4.9.8								Online Help												



								757								The system must provide a brief and clear summary regarding the functionality of each screen within the system.								Y				F17



								758								The system must provide brief and clear tool tips to assist users with information about data elements presented on the screen.								Y				



								759								The system must provide online access to CSEP policy and training manuals.								Y				



								760								The system must include context sensitive help.								Y				



								761								In addition to presenting context-specific help, the system must include the capability to navigate the contents of the help system, access help information by way of an index, and search for specific terms within the help system.								Y				



				4.9.9								Calendar Support for Date Entry												



								762								The system must provide date selection from a calendar.								Y				



								763								Date defaults must be provided.								Y				



				4.9.10								Case Data Review												



								764								The system must display current and historical case data in an organized and easily navigated manner.				A-6.b; D-3.b				Y				F13



								765								Data categories must include but are not limited to:
·      Case participants
·      Participant addresses
·      Address history
·      Participant employment
·      Employment history
·      Other system identifiers and PIN numbers
·      Current legal action status
·      Legal action history
·      Current case status
·      Case status history
·      Current assistance status
·      Case assistance status history
·      Current IV-A status
·      Case IV-A status history
·      Current IV-E status
·      Case IV-E status history
·      Current obligation status
·      Obligation history
·      Current enforcement status
·      Enforcement history
·      Most recent contact
·      Contact history
·      Last case document
·      Document history
·      Most recent payment
·      Payment history
·      Most recent disbursement
·      Disbursement history
·      Assets
·      Asset history
·      Licenses
·      License history
·      Medical support status
·      Medical support history
·      Administrative review history				A-6.b; D-3.b
 II.A				Y				



								766								The Case Data Review function must provide a facility to add notes to the case log without navigating to another screen.				A-6.b; D-3.b
 II.A								



				4.9.11								Contact Documentation												



								767								The system must populate/assist in populating case notes based on specific customer service contact activities.								Y				



								768								The online contact function must provide:
·      Routine documentation of interaction with case participants to the case action history log.
·      Provision for forwarding the documentation with or without commentary to other CSEP staff and to IV-A, Title XIX, foster care, and contractor staff via e-mail.
·      Provision for setting up future messages for the operational report for specific cases and specific staff.
·      Provision for expedited follow-up on frequently occurring events that follow on contact with case participants (e.g., review and adjustment, administrative review, document generation, deferral of pending case closures, address changes and verification, employer changes and verification).								Y				



				4.9.12								Case and Participant Special Attention Alerts												



								769								The system must display special alerts associated with a case or participant. Special alerts may include the need to gather missing critical data elements, the fact that a threat to the agency has been received, or other information deemed important.								Y				



				4.9.13								Appointment Scheduling												



								770								The system must facilitate scheduling for custodial and non-custodial parent interviews, genetic testing, and hearings.								Y				



								771								The system must provide manual scheduling and revisions with the automatic generation of appointment notices as needed.								Y				



								772								Users must have the ability to make, cancel, and change appointments in their own calendars with the system recording appropriate information in the case or participant tables.								Y				



				4.9.14								Specialization Management												



								773								The system must establish and maintain specialized staff functions and assignments by office.												F26



								774								Authorized local users must be able to maintain assignments of specialized functions to staff.												F26



								775								System monitoring and processing logic must use these specialization data to direct alerts and documents to the currently assigned staff for specific processes.								Y				



				4.9.15								Caseload Assignment												



								776								The system must automatically assign cases to a child support specialist for overall case management.								Y				



								777								The assignment algorithms must be county and office specific and allow for alphabetic distribution and caseload leveling assignment options.								Y				



								778								The system must support reassignment of a single case or groups of cases between or within an office upon update of the assignment algorithms or staff responsibilities.								Y				F25



								779								The system must also support manual case reassignment of a single case or groups of cases between or within an office.								Y				F25



								780								The system must include edits to prevent the assignment of a case to a worker with whom a conflict of interest exists.								Y				F82



								781								The system must accommodate an office maintaining ownership of a case while allowing supervisors to assign specific tasks elsewhere (e.g., special collections, modifications).								Y				



								782								The system must allow a worker to take ownership of all of a participant’s cases.								Y				



								783								The system must allow case assignments by worker, team, unit, office, multi-office, and county.								Y				



				4.9.16								Parameter File Management												



								784								The system must provide for and utilize system parameter tables to allow  program management staff the ability to update the system parameters.								Y				F40



								785								These parameters include but are not limited to:
·      Workflow processes, steps, and next actions
·      Debt types, debt priority, and distribution control
·      Interest rate control
·      State office specialized manager assignments
·      Local office specialized manager assignments
·      Genetic test locations
·      Conference room locations
·      Hearing room locations
·      Licensing authority agencies names and addresses
·      FIPS code table (which includes EFT authorization data)
·      Local office addresses
·      Sheriff office addresses
·      List of value descriptions
·      Attorney names and addresses
·      Insurance company names and addresses
·      Town clerk addresses (or office that handles recording liens)
·      Banks and other financial institutions names and addresses
·      County abbreviations and other control information
·      County office address and other control information
·      County team identification information
·      Country abbreviations and reciprocity agreement information
·      Disbursement special message text
·      Document inventory
·      Department of Corrections addresses
·      Freeze and seize limits
·      Department of Labor local addresses								Y				



								786								The system must track parameter changes by person, date, and parameter changed.								Y				
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Technical Requirements



				Analysis Section				Req
#				Heading				Requirement



				5.1								Core Architecture



								1								The system should conform to State of Nevada standards for architecture, system development and operations:
• Java / JEE as the programming language and platform
• WebSphere as the application container
• DB2 as the database platform
• AIX and Linux as the operating systems
• PowerVM as the virtualization technology for the AIX platform
• VMWare as the virtualization technology for the Intel platform (Windows / Linux)
• FileNet as the content management system
• Novell E-Directory as the credential store



								2								The system must provide mechanisms to make frequently-changing elements of the system accessible to business users and able to be modified without changes to underlying system-level code. For example a BRMS (Business Rules Management System) and / or BPMS (Business Process Management System) to allow key algorithms and workflows to be defined and modified by line-of-business personnel more directly.



								3								All system components must be compatible with virtualization technologies such as VMWare and IBM PowerVM.



				5.2								Archive and Purge



								4								The system must accommodate automatic archival and purge functionality.



								5								The system must control data retention through the use of parameters.



								6								The system must accommodate overrides at the participant, case and worker level to prevent data and images from being archived and/or purged.



								7								The system must be able to restore case data from the archive.



								8								The system must provide an audit trail for archive and purge activity in a log.



				5.3								Tiered and Modular Architecture



								9								The system must comprise a tiered architecture for flexibility and maintainability. At a minimum, the architecture must separate the system into three tiers including but not limited to presentation, application, and data.



								10								The system must employ an architecture by which the application is independent from the desktop and updates to the desktop are not required when application changes are deployed.



								11								The system must be scalable, offering the ability to add capacity by adding infrastructure (e.g. servers) to the data center.



								12								The system must embody a service or modular orientation to promote code reuse, standards, and easier maintenance. 



				5.4								Languages



								13								The primary programming language for the system must be a modern mainstream language.



				5.5								Performance



								14								The response time of the system should hold to industry standards and enable worker efficiency on a consistent basis during business hours.



								15								Excepting scheduled downtime and unavailability due to batch processing, the system must be capable of delivering 99.9% availability.



								16								The system must accommodate performance monitoring tools that automatically analyze resource usage to identify inefficient application components.



								17								Required data copy, backup operations or other batch jobs conducted during business hours must not degrade application performance beyond allowed response time standards.



								18								If batch processing is needed, the system must have a facility for running batch jobs (daily, weekly, monthly, quarterly, and/or yearly) that can be scheduled, stopped, restarted, and that log their activity.



								19								The system must offer at least 18 hours per day for end-user availability.



								20								If batch processing is needed, the system must incorporate a status reporting component into each batch job to report the processing statistics associated with the batch job, run times and processing duration, and any error conditions or unexpected terminations. 



								21								If batch processing is needed, these batch status reports must be available online for system support staff. 



				5.6								Communications



								22								The system must offer modern communication channels, e.g.  HTTP / HTTPS, SMS and email.



								23								The client communication facility must support structured-data client responses to facilitate automated processing of returned data, e.g. XML and JSON.



				5.7								System Backup and Recovery



								24								The system configuration must support CSEP recovery point objectives (RPOs) and recovery time objectives (RTOs) (72 hours RTO; end of previous business day RPO).



								25								Online processes must reflect transactional concepts and must automatically roll back to a synchronization point to prevent partial completion in the event of system failure. 



								26								If batch processing is needed, batch processes must include roll back and restart capabilities to maintain data integrity and minimize recovery time in the event of system failure.



				5.8								Database



				5.8.1								Master Data Management



								27								The system must provide protections for updates to key data structures such as employer, person, case, and address designed to preserve data integrity and protect against data duplication. "Protections" may range from preventing the user from creating new records unless they have searched first to implementing a system of (human) "gatekeepers" or "data stewards" who are the only workers allowed to create new records.



								28								If required, the system must be capable of obtaining key identifiers such as person IDs from an external source, or generating its own key identifiers.



								29								The system must offer the capabilities for "sounds like" (SOUNDEX) searches.



				5.8.2								Database Management System



								30								The system must use a robust, proven, current, and commercially available relational database management system (RDBMS).



								31								The system must use capabilities of the RDBMS for transaction control. 



								32								The RDBMS must provide the ability to encrypt highly sensitive data within the database.



								33								The database must be capable of defining fields to support a broad range of characters (e.g. Unicode basic Latin subset, mixed case).



				5.8.3								Database Design



								34								The system must employ a normalized database design that takes advantage of the capabilities of the RDBMS, including one-to-many relationships, many-to-many relationships, database-controlled transactions and commit points, and proper use of data types and database-enforced constraints to prevent invalid data from being introduced.



								35								The database design must treat the following as first-class data structures, identifiable by a primary key, and contained in a primary database table and related tables: case, person, employer. 



								36								The database must not use Personally Identifiable Information (PII) or other potentially sensitive data (e.g. SSNs, FEINs) as primary key values. 



								37								The database / system must automatically embed userID and date/timestamp information on every transaction that creates or updates a database record.



								38								The database design must provide audit capabilities for any financial balances stored in the database with the capability to reconstruct those balances if necessary. 



								39								System capabilities must make direct modification of balances using database utilities or other means unnecessary under all circumstances.



				5.9								Security



				5.9.1								Security Standards



								40								The system must comply with the DWSS and CSEP security standards and the Federal Government’s HIPAA compliance requirements, NIST (National Institute for Standards and Technology) 800-53 security standards, as well as other applicable State and Federal security regulations. 



				5.9.2								Security Architecture 



								41								The system must implement security controls in the data access tier in such a way that all access to the data must go through a uniform security layer. 



								42								The system must provide a single sign-on and authentication scheme with an external user repository for all core System users and partners. 



								43								The system must control and limit security administration to a small number of security personnel. 



								44								The system must provide the capability to securely manage access to parameter tables.



								45								The system must apply specialized security mechanisms (e.g., applying a “lockout” to sensitive cases or ensuring workers do not access cases they are personally involved in).



								46								The system must log access to sensitive data.



								47								The system must provide role-based access controls.



								48								The system must include the ability to indicate when a worker has a conflict of interest with a case. 



								49								The system must control access to system data using roles-based security and use automatic sign-off and timeout techniques. 



								50								The system must detect, record, and lock out unauthorized attempts to gain access to system software and data.



								51								The system must be capable of monitoring access and use including both successful and unsuccessful system access.



								52								Security must be role based and extend to the functional screen level and limit the user's capability to view and/or update those screens.



				5.9.3								Passwords



								53								The system must adhere to all applicable DWSS, State and Federal security password requirements as specified in IRS PUB 1075 and NIST 800-53 (current rev).



				5.9.4								IRS Data



								54								The system must protect data designated as IRS data from unauthorized inquiries.



								55								The system must comply with IRS Publication 1075  requirements and NIST 800-53 (current rev).



				5.9.5								Audit, Logging and Reporting



								56								For security purposes, the system must be capable of maintaining information on all changes to critical records and/or data fields (e.g., arrearage balance, monthly court-ordered support amounts, SSN, name, family violence indicator, etc.) including identification of the responsible system user/caseworker and date/time of the change. 



				5.1								Interfaces



				5.10.1								General



								57								The system must support all data exchanges with external data partners currently being handled in NOMADS.



								58								The system must provide an interface with IV-A in compensation for the separation of the IV-A and IV-D systems.



				5.10.2								Interface Architecture



								59								The system must provide the ability to implement Web Services, including an ability to interact securely, in real-time, with other systems via standard Internet protocols such as Hypertext Transfer Protocol (HTTP/HTTPS), Extensible Markup Language (XML), and Representational State Transfer (REST).



								60								The system must incorporate a mechanism such as an Enterprise Service Bus (ESB) to decouple the application layer from communication channels, and to provide data transformation services.



								61								The system must support standards based data exchange models (e.g. NIEM) and protocols.



				5.11								User Interface



				5.11.1								User Interface Architecture



								62								The system must provide a graphical user interface for user interaction.



				5.11.2								User Interface Standards and Practices



								63								The system must employ documented user interface standards for consistent presentation to and interaction with users. 



				5.11.3								Section 508 Compliance



								64								The system must comply with accessibility standards defined by Section 508 of the Rehabilitation Act of 1973.



				5.12								Document Generation & Document Management



				5.12.1								Document Generation



								65								The system must provide a document generation tool that supplies a suitable set of features, including:



								66								• Document templates are separate from system code, and can be modified by business users.



								67								• Document templates can be controlled with versions and effective dates, allowing new versions to exist alongside older versions.



								68								• A rich set of document formatting features, including multiple fonts, laser-quality output, runtime page layout for dynamic word-wrapping & pagination, ability to place images, ability to place tables, headers, and footers.



								69								• Ability to place barcodes and OMR marks.



								70								• Ability to support batch documents (overnight system-generated documents) and interactive documents.



								71								• Ability to store the document in the DM repository, including appropriate metadata such as creation time, creation user, case ID.



				5.12.2								Document Management



								72								The system must provide a cohesive set of Document Management (DM) features, including: 



								73								• The DM component must support high-volume operations such as a centralized mailroom scanning, and low-volume activity such as over-the-counter documents.



								74								• The DM component must store images for easy retrieval by authorized users. 



								75								• The DM component must accommodate common document formats including but not limited to TIFF, PDF and doc/docx. 



								76								• The DM component must support integration with the workflow and document generation mechanisms. 



								77								• Document indexing must support associations to such entities as person (party), case, and order.



								78								• The DM component must have the capability to re-index and remove documents.



								79								• The DM component must provide facilities for retention period management.



								80								• The DM component must include mechanisms (APIs) for integrating the access to and display of documents in other applications.



								81								• The DM component must support replacement of and/or appending to a document or document set.



								82								• The DM component must support reading of barcodes as well as reading of key information from incoming documents via OCR (optical character recognition).



								83								• The DM component must support full-text indexing of incoming documents via OCR (optical character recognition).



								84								• The DM component must log activity on stored documents, including indexing/re-indexing and physical document manipulations.



				5.13								Data Warehouse & BI



				5.13.1								General



								85								The system must include a data warehouse or comparable facility to support analysis of system data to track program performance and help predict long-term child support program trends:
• The data warehouse must reuse, to the greatest extent possible, the data warehouse components present in the NOMADS legacy system;
• Data Feeds and ETL must be established between the data warehouse and the transactional data store of the CSAS system.
• Existing reports must be functionally preserved to the extent the data to support the reports are available in the transactional system. 



				5.13.2								Data Warehouse Architecture



								86								The system must provide and maintain an analysis/reporting data set separate from the system transactional data. 



								87								The system must provide an automated ETL (Extract, Transform, Load) or similar process that copies specified transactional data to the analysis data set, validates, and provides selected rollup and pre-analysis services on the analysis data.



								88								The data warehouse must allow re-creation of queries and reports after-the-fact as if they were being performed at a specified point in time.



				5.13.3								Business Intelligence



								89								The BI component must provide a tool to query the analysis data and display meaningful information for users from the Data Warehouse.



								90								The BI component must provide the ability to develop standard reports that can be shared with users and generated for different input parameters (e.g. date range, county, office, worker, etc.) on-demand.



								91								The system must have minimal impact on the performance of the production environment in producing standardized and ad hoc reports.



				5.14								Code Quality / Maintainability



								92								The system source code must include sufficient internal documentation (comments) to explain the purpose of each source code module, any exposed programming interfaces, and explanation of non-obvious aspects of the source code / programming implementation.



								93								The system source code must employ consistent naming conventions for data structures (including database objects), variables, modules, classes, and source-code files.



								94								The system source code must offer external documentation sufficient to explain the system's architecture, key application patterns / design patterns, and how to perform essential programming tasks such as modifying a user screen, altering a workflow, modifying a report or document template, etc.



				5.15								Development Tools



								95								The system must have configuration management features that separate source code from databases, and allow different "builds" to access different databases/instances.



								96								The system must allow the application clock to be controlled separately from the server clock in order to test time-based functionality such as financial distribution, order effective-date management, monthly/weekly batch cycles, etc.



				5.16								Automated Referral Processing



								97								The system must implement an automated screening process to automatically evaluate referrals from agencies such as IV-A, Title XIX, and Child Welfare. 



				5.17								Calendar Management



								98								The system must include a calendar-management component that allows for managing individual (e.g. worker) calendars as well as pool-type (e.g. genetic testing) calendars.



				5.18								Alerts Management



								99								The system must include an alerts-management subsystem that allows for informational alerts, action alerts, alert forwarding, and filtering of alerts.



				5.19								Customer Service



								100								The system must support IVR (Interactive Voice Response) interactions.



								101								The system must offer a Customer Service Web-based Portal to support retrieving basic case information, supplying informational updates, making payments, and other forms of customer interaction.



								102								DocGen must support multiple languages
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[bookmark: _Toc430217024]Executive Summary


The Nevada child support program is in the process of completing a feasibility study to replace the Nevada Child Support Enforcement (CSE) system and requesting federal funding for the development and implementation of its replacement.  


Implementing a new program-wide CSE system is a significant event in any child support enforcement agency’s history, which provides the child support program with a unique opportunity to maximize the benefits realized from a new system by also reviewing and reengineering the way it conducts its business and interacts with customers in conjunction with the system implementation.  


It is with this opportunity in mind that Nevada’s child support program is completing a Business Process Reengineering (BPR) project to dovetail changes in its business processes with the anticipated changes in a modernized child support case management system, referred to as Nevada Child Support Enforcement Automated System (NCSEAS).   As part of this BPR project the Child Support Enforcement Program (CSEP), along with its partners from the Division of Welfare and Supportive Services (DWSS) and participating county District Attorney (DA) offices, are evaluating a Data Driven Management (DDM) approach, assessing how that approach can be adopted by CSEP, and determining the associated information needs that must be satisfied by the future system so that their DDM approach can be fully implemented.


Simply put, DDM is the practice of using data to make fully informed, consistent, and coordinated decisions across all levels of management within an organization in support of the organization’s objectives.  See Section 3, Data Driven Management Overview, for more information on DDM.  By including this DDM assessment in the BPR project the Nevada child support program is positioning itself to take full advantage of their future system and the exceptional opportunity it presents to assess and improve their business practices.


Section 1.1 [bookmark: _Toc351452064][bookmark: _Toc419374010][bookmark: _Toc425525538][bookmark: _Toc430217025]Report Highlights


By conducting the BPR project and the DDM assessment in concert with a planning project for a new system, the child support program is reaching beyond the performance gains that can be achieved just with new automation.  This DDM assessment, coupled with the anticipated new system, offers Nevada significant opportunities to enhance their management decision making at every level, from the program-wide level down to individual staff self-management level.  In doing so, Nevada will vastly improve the quality of their decisions and the likelihood that these decisions are made in an effective, consistent, and coordinated manner in support of the child support program’s performance objectives.  


Analysis of the DDM results concluded that these opportunities naturally organize into the following categories:


· Opportunities to embrace a data centric decision making approach that enables performance objectives from one level of the organization to flow down to the next level of the organization in a manner that is consistent with that portion of the organization’s responsibilities, resources, and capabilities.  Additionally, this approach enables information and results to flow up through an organization so that decisions made at every level are informed by actual outcomes from their underlying organization.  This approach is discussed in Section 4, Data Driven Management Approach.


· Opportunities to adopt a case allocation strategy enabling Nevada to make decision regarding the level of resources and range of services that are appropriate and beneficial to a given set of child support cases and participants.  The guiding principles established from Nevada’s initial consideration of this strategy include:


· Data can be used to identify noncustodial parents that, with support, may be motivated to increase their cooperation and enabled them to increase their compliance


· Services for cases / participants in a treatment group should be appropriate and provided consistently to all members of the group


· Caseload stratification and predictive analytics can be used for case initiation, establishment, and enforcement


· Caseload stratification and predictive analytics can be implemented and will be effective in any office regardless of office structure and staffing


These and additional guiding principles are discussed in Section 5.1, Case Allocation Strategy – Results Highlights.


· Opportunities to further define and advance Nevada’s case allocation strategy by pursuing a series of specific next steps that include:


· Forming a workgroup to fully establish CSEP’s case allocation strategy


· Determining for which functional areas Nevada will use a case allocations strategy


· Identifying case stratification dimensions and treatment groups for Nevada’s caseload


· Establishing a customized approach for each treatment group


· Developing a pilot proof of concept project


These and additional next steps are discussed in Section 5.2, Case Allocation Strategy – Next Steps for Building Framework for Case Allocation Strategy.


· Opportunities to ensure the future NCSEAS fully supports their DDM approach by providing access to the data needed by all levels of management to make informed decisions across all management views.  In the course of discussing their DDM approach and corresponding information needs, the participants identified several unifying management principles, including:


· Utilizing a holistic and proactive case management approach


· Optimizing resource usage through directive management


· Monitoring and measuring what matters


These and additional management principles are discussed in Section 6.1, Data Driven Management Results – Results Highlights.


The primary objective and outcome of the DDM assessment was to identify the information needed by program, office, and supervisor level management to support a coordinated DDM approach so that these identified information needs could be fulfilled by the future system.  These identified information needs are presented in this report, organized by management view.


· The specific information needs for caseload management are presented for all management levels in Section 6.2.1, Caseload Management Perspective.


· The specific information needs for process management are presented for all management levels in Section 6.2.2, Process Management Perspective.  Additionally, the process metrics established for monitoring the key processes associated with program performance measures are presented in Section 8, Appendix B – Performance Management: Key Processes and Process Metrics.


· The specific information needs for staff management are presented for all management levels in Section 6.2.3, Staff Management Perspective.


· Recommendations for Nevada’s next steps in pursuing the further identification and specification of their information needs include:


· Forming a workgroup to oversee program-wide DDM implementation


· Identifying currently available measureable information


· Establishing targets based on currently available information


· Piloting and validating the DDM approach


These and additional next steps are discussed in Section 6.3, Data Driven Management Results – Next Steps.


In summary, a DDM approach consistent with the concepts and findings presented in this report coupled with the improved business processes documented in the BPR To-Be Report provide Nevada with the best opportunity to maximize the benefits achieved from implementing a new program-wide child support system.






[bookmark: _Toc430217026]Project Background


[bookmark: _Toc180475745][bookmark: _Toc180484049]The Nevada Child Support Enforcement Program (CSEP) began a Feasibility Study to assess the options and costs for replacing the Nevada Child Support Enforcement (CSE) system.  This was the first initiative undertaken to improve the efficiency and effectiveness of Nevada’s child support program.  The second initiative is this Business Process Reengineering (BPR) project which reengineered business processes to improve the efficiency, timeliness, and quality of child support services.  Along with reengineering the business processes, the BPR project includes assessment of the data needed to manage the child support program and staff to reach its federal incentive performance measures.  Defining the business processes and assessing the data then informs the system design and development effort and ensures that the implemented system supports the child support program’s business practices and data needs. 


The BPR project is comprised of the following phases:


As-Is Process Assessment —  Assessing and mapping the normalized business processes as they currently are (that is to say, the As-Is processes) memorializes the way Nevada’s Child Support Enforcement Program (CSEP) and its participating county District Attorney (DA) partners conduct their business currently in the case initiation, establishment, location, enforcement, case management, financial management, reporting, and customer service functional areas.  This in-depth review enables the Nevada child support program to carry over essential aspects of the business processes to the new system.  It also provides the basis to identify potential improvements that would make the current business processes more effective.


To-Be Process Assessment — Assessing and documenting the To-Be business processes provides a venue for CSEP and its participating county DA partners to determine which potential improvements need to be made to current business processes and how to standardize program-wide processes in order to fully support the functional requirements for the new system.  It also provides a means for Nevada to determine whether to reconfigure a business process and meet the associated functional requirements with an innovative approach.  Ultimately, the To-Be business processes comprise the starting point for elaborating functional and technical requirements and developing the detailed design specifications of the new system, which will take place during the system development and implementation project.


Data Driven Management Assessment — Assessing data driven management needs provides a venue for CSEP and its participating county DA partners to identify the information the new system will need to provide.  This information is used to manage the child support program and staff in order to meet the program’s goals.  The three management areas are process, caseload, and staff management.  The main focus is process management as that corresponds with the work from the prior two phases (As-Is Process Assessment and To-Be Process Assessment), however, caseload, and staff management information needs are also identified.     


Functional and Technical System Requirement Elaboration — Utilizing the BPR results to elaborate the related functional and technical requirements provides a venue for CSEP and its participating county DA partners to further specify the initial set of requirements in advance of the detailed requirements and design specification sessions for the system development and implementation project.[footnoteRef:2]  [2:  Because they will deepen existing requirements, but not create any new ones, the elaborated requirements do not alter the results of the Feasibility Study Project’s requirements analysis, alternatives analysis, function point analysis, and cost-benefit analysis outcomes.] 



[bookmark: _Toc419374013][bookmark: _Toc423513686][bookmark: _Toc429992459][bookmark: _Toc430001826][bookmark: _Toc430217027]Deliverable Objective


The objective of this Data Driven Management Report is to provide project background, document the methodology employed to create the content of the report, present all of the material from the Data Drive Management results documents, and draw conclusions.  This report also outlined next steps for continuing toward implementation of the approaches discussed.  


[bookmark: _Toc429992460][bookmark: _Toc430001827][bookmark: _Toc430217028][bookmark: _Toc419374014][bookmark: _Toc423513687]Naming Conventions for Nevada Child Support Program Entities and Systems


Nevada has a complex organizational structure for carrying out the federal mandate to administer and operate a statewide child support program, utilizing a variety of state and county entities.  As such, the collective names of entities participating in the child support program are important for understanding the content of this report.  The following list has the definitions of names to refer to groups of entities collectively:


· Child Support Enforcement Program (CSEP).  This name refers to all state government units under the umbrella of the state IV-D director, including central administration, centralized operations, Program Area Offices (PAO), and the Nevada Interstate Initiating Office (NIIO).


· District Attorney (DA) Offices.  This name refers to the county district attorney offices that participate in the IV-D program locally, providing staff to work their respective child support caseloads.


· Child support program.  This name refers generically to all entities that fall under Nevada’s IV-D umbrella, including both state offices and county offices.  This term appears in all lower case letters to convey that it is not a formal title for this general collective reference to state and county IV-D offices.


· Division of Welfare and Supportive Services (DWSS).  This name refers to the umbrella agency overseeing CSEP.  In this role DWSS Administration provides administrative oversight to CSEP and is the conduit for accessing state and departmental executives as well as the Legislature.  In this role, it also provides financial and accounting support, including operating the State Collection and Disbursement Unit, and information technology and services.


[bookmark: _Toc429992461][bookmark: _Toc430001828][bookmark: _Toc430217029]Data Driven Management Methodology


The basic approach of the methodology for the Data Drive Management (DDM) phase of the BPR project is to draw out the DDM information needs for each level of program management by:


· The participants and MAXIMUS staff preparing for the interview session.


· During the interview session, MAXIMUS staff facilitating a discussion where participants addressed various DDM related topics selected to assess Nevada’s information needs.


· MAXIMUS documents the outcomes from the interview session.


The topics raised during the interview session built off the information the participants and MAXIMUS staff prepared beforehand.  The interview session had three tracks:


· Identifying process monitoring metrics.  MAXIMUS staff took the lead in helping Nevada participants identify these metrics.


· Discussing caseload and staff monitoring information needs.  Nevada participants specified the information currently being used and began identifying information needed for caseload and staff management.


· MAXIMUS staff presented information on the principles for predictive analytics and caseload stratification and led related discussions designed to begin Nevada’s development of a caseload allocation strategy.  


The first step in the DDM assessment phase was to prepare Nevada’s participants to contribute to the interview session.  MAXIMUS developed a preparation packet to provide participants with background information on DDM concepts to give context for the participants’ preparation.  This preparation packet included instructions for completing their preparation for the process monitoring metrics and guidance for those Nevada participants that were selected to prepare “talking points” about local offices’ uses of caseload monitoring and staff monitoring information to share with the group.  The “talking points” included the Case Monitoring Tool (CMT), data warehouse and business intelligence tool, and staff performance monitoring.  


MAXIMUS staff drafted the process monitoring metric interview guide.  This guide used the final versions of each functional area’s To-Be Results documents to identify the key processes driving Nevada’s performance on the federal incentive measures.  MAXIMUS staff initially identified business processes that align to the federal incentive measures and proposed appropriate process monitoring metrics for the participant’s to consider.  Nevada participants used the interview guide to prepare for the process monitoring discussion during the interview session.


Selected Nevada participants prepared their DDM talking points.  To organize the information the presenter shared, the presenters were given an outline.  The outline given was (1) introduction describing how the awareness of the information need lead to fulfilling the office’s DDM approach; (2) description of management information needs met by the approach (including high-level needs and specific examples for each need); and (3) description of the frequency staff accessed the information.  The presenters were allowed one hour for the presentation and discussion of the topic.  Prior to the session, MAXIMUS staff met with each presenter individually to make sure they were on track for sharing their information with the group and to allow for clarifying questions as necessary.


MAXIMUS prepared a presentation of background information on predictive analytics and caseload stratification as a potential strategic case management approach for Nevada.  MAXIMUS staff gave this presentation during the interview session so that participants had a basis for forming a strategy for using predictive analytics and caseload stratification.


The DDM interview session was conducted with the three tracks mentioned above.  During the session, MAXIMUS led the discussion of the process monitoring metrics to ensure a level field of knowledge among the participants about concepts for a generic approach to improving an organization’s performance and ensure agreement on a set of metrics for monitoring processes.  Selected Nevada participants presented how local Nevada offices use DDM and what information they find useful for monitoring their caseloads and staff.  During these presentations, a listing of information needs and management concepts were developed to monitor caseloads and staff.  MAXIMUS presented information on predictive analytics and caseload stratification and lead the group in discussions to identify information needs and data to consider when defining the methods for caseload stratification and how to utilize predictive analytics.


MAXIMUS staff then documented the results from the session and distributed the “results document” to the Nevada participants.  The participants validated the results and MAXIMUS finalized the results document.  The results document is incorporated into Section 7, Appendix A – Data Driven Management Results Document, of this report. 






[bookmark: _Toc430217030]Data Driven Management Overview


Every day in all organizations, employees – from front-line worker to executive manager – make decisions that affect the organization.  Good managers use information to make educated decisions.  However, when managers lack access to data to consider in the decision-making process, they have to rely on the types of information they are able to access:  anecdotes, intuition, experience, and organizational norms.  The purpose of Data Driven Management (DDM) is to assure that managers have timely access to the data they need with the expectation that managers will use these data in conjunction with their other tools and information to make more informed decisions.  When the managers throughout an organization make more informed decisions about the areas for which they are responsible, the organization produces better results overall in addition to improving the results in the areas of their respective responsibilities.     


The remaining sections of this report introduce the background and concepts of DDM and their relevancy as an approach that would be supported by Nevada’s new system.  The subsections in this section introduce the basic aspects of the DDM approach.  Section 4, Data Driven Management Approach, broadens the conceptual understanding of how the Nevada child support program might use DDM in practice throughout the state.  Section 5, Case Allocation Strategy, summarizes the need for Nevada to integrate a case allocation strategy with DDM and it lays a path the Nevada child support program should consider following to integrate predictive analytics and caseload stratification with DDM practices.  All of this background and conceptual material provides the context for the results from the DDM assessment and the associated next steps, which Section 6, Data Driven Management Results, summarizes.


[bookmark: _Toc427857593][bookmark: _Toc428290398][bookmark: _Toc430217031]Data Driven Management Background


[bookmark: _Toc427857596][bookmark: _Toc428170789]In simple terms, all child support agencies must use available resources to provide valued services.  The role of managers in these agencies is to optimize the resources in order to maximize the value of the services the agency provides.  For child support agencies, this fundamental management decision is complex because of the multi-dimensional services the agency provides and the wide range of managers within an agency.  Further, the child support agency’s effectiveness is limited if it focuses on only one management perspective or if its organizational infrastructure does not fully support close coordination of management decisions.  With this thought in mind, DDM gives an agency a defined, repeatable approach to provide consistent information to all levels of managers, balance multiple management perspectives, and enhance its infrastructure to coordinate management decisions.  The aspects of this approach involve an agency: 


· Aligning performance expectations and decision-making processes throughout the state and at all levels of management to achieve program-wide goals.


· Setting performance targets for program-wide objectives and prorating the targets fairly and appropriately to the offices, teams, and individual workers.


· Providing information to support decision making at multiple levels.


· Having consistent access to and understanding of information throughout the state.


· Being proactive in managing cases to adapt quickly and uniformly to a changing environment that affects broad segments of the caseload.


The following subsection gives additional background on the levels of managers and the multiple management perspectives addressed by DDM.


[bookmark: _Toc429869094][bookmark: _Toc430217032]Role of Management Levels in Data Driven Management


For any statewide child support program, the volume and complexity of decisions necessitates that decision-making authority resides with managers at every level of the program to ensure timely decisions.  DDM must provide a range of information broad enough for managers at all levels to make decisions that align with achieving the agency’s program-wide goals.


For the purposes of this report, “levels of management” includes program-wide management level, an office management level, and a supervisor management and staff / team self-management level. Following are explanations of the roles of each management level in the context of DDM for a child support agency:


· Program-wide Management:  Program-wide managers have responsibility for the program’s overall performance.  Program-wide management ensures performance targets for objectives have been set at the program-wide level based on input from office managers.  Program-wide management also ensures that the targets are prorated fairly and appropriately to the offices and that the offices have in turn prorated the targets fairly and appropriately to the teams and individual workers in the offices.  The role also monitors and assesses summary information “flowing up” from the offices’ activities, interprets the information, and makes program-wide decisions to optimize resources and maximize the value of services provided to customers throughout the state.  At this level, the managers must determine the appropriate balance between program-wide goals and local office goals, a highly complex challenge.  They also need program-wide data that allow them to make strategic decisions and macro-level course corrections.


· Office Management:  Office managers have responsibility over the first division of a program’s staff and cases.  (For the Nevada child support program, “office” includes county District Attorney offices, Program Area Offices, the Nevada Initiating Interstate Office, Central Registry, and the unit performing centralized services like federal tax offset operations.)  Office managers work with program-wide managers to ensure performance expectations are fair and achievable for their respective offices and that the office manager understands the expectations.  They also ensure program-wide managers have the information necessary for understanding and interpreting the results from their offices.  This management level also monitors and assesses information specific to its span of control and makes decisions to optimize resources within the office.  To optimize resources, managers will use data to identify and remove barriers to process and staff performance, reallocating resources across teams if necessary.


· Supervisor Management and Team / Staff Management:  Supervisors are the first-line managers of the staff who do the casework.  Supervisors work with office management to ensure performance expectations are fair and achievable for each team and staff member and that each team and staff member understands the expectations.  Teams and staff then self-manage their assigned work at the expected level.  Managers at this level act as the “first responder” in making decisions to adjust priorities and resources to stay on track in meeting expectations as results begin working their way up to the other management levels for their respective decision making responsibilities.  Finally, this management level allows staff and teams to give input into the process for setting performance expectation and the method for fairly and appropriately prorating performance expectations to the worker level.  


[bookmark: _Toc429869095][bookmark: _Toc430217033]Role of Multiple Management Perspectives in Data Driven Management


Managers make decisions based on their view of the organization and its purpose.  These decisions will be out-of-balance, to the agency’s detriment, if too many managers focus on the same narrow range of information.  In the context of a child support agency, DDM emphasizes balance between caseload management, process management, and staff management perspectives.  Following are explanations of these management perspectives:


· Caseload Management:  Child support agencies organize customers and customer information in cases to deliver services to them.  The caseload management perspective considers how effective the agency’s activities are in achieving and maintaining desired service levels for all of its cases.


· Process Management:  Nearly every child support activity on a case occurs within a business process.  In a sense, business processes are a type of organizational asset and, as such, the asset needs to be managed.  The process management perspective considers how effectively the processes perform the agency’s activities in terms of volume, efficiency, and quality.


· Staff Management:  To complete the work, a child support agency has two main resources:  people and automated systems.  Although both move cases through the business processes, the people typically make decisions that are more complex and perform more complex activities.  The staff management perspective considers how effectively the people (staff) perform their assigned activities in terms of efficiency, volume, and quality.  


DDM seeks to provide a range of information broad enough for managers to achieve and maintain a balance between these management perspectives.  These three perspectives are unique but have overlapping information needs.  In many cases, the same piece of information is useful for multiple perspectives.  In a sense, instead of the information needs varying, the management questions asked of the same piece of information vary.  Further, the results of a given management perspective enhances the results observed in other perspectives.  For instance, the process management perspective yields a greater level of outputs, which in turn positively affects the caseload as a whole.


[bookmark: _Toc427857594][bookmark: _Toc429869096][bookmark: _Toc430217034]Purpose of Data Driven Management in a BPR Project


Over the last seven months, the Nevada child support program committed significant staff time to reengineer its business processes.  This commitment included an in-depth documentation of business processes – both as they currently exist (the As-Is versions) and also development of how these processes should exist in the future system (the To-Be versions).  The purpose of the DDM phase of the BPR Project is to identify information needs at multiple management levels in anticipation of the new child support system supporting the use of and access to management information.  What is more, the DDM phase gives the Nevada child support program the opportunity to elaborate on requirements related to DDM, including the requirements for predictive analytics and caseload stratification. 


Although the To-Be business processes enable Nevada to elaborate on some aspects of the requirements related to information needs, the scope of the information needs extends beyond the scope of the work performed to date on the business processes.  To account for this distinction, the DDM phase includes a high-level assessment of information needs related to caseload management and staff management in addition to outlining and elaborating the information needs related to process management.  The following diagram illustrates where the BPR Project and DDM overlap and do not overlap with respect to the three management perspectives.


[image: ]


The diagram shows the intersection of the BPR Project and DDM occurring at the DDM phase related to process management.  The two-headed arrows connecting the boxes within the scope of DDM indicate the need for balance between the perspectives.  The directional arrows connecting the boxes within the scope of the BPR Project indicate that the work performed in the preceding phase flows into the work performed in the subsequent phase. 


Given the robustness of the To-Be results, it is a natural result that the process management perspective is more robust and complete than the caseload management and staff management perspectives.  To achieve the same level of robustness and completeness for these latter two perspectives, the Nevada child support program will need to follow an analogous path – though smaller in scale – as the BPR Project’s path for developing To-Be processes.  The initial work that the Nevada child support program completed for the DDM phase has begun defining the information needs for caseload and staff management at a high level.


The next section discusses a conceptual approach to using DDM in Nevada.






[bookmark: _Toc430217035]Data Driven Management Approach 


[bookmark: _Toc428170796][bookmark: _Toc427857598]Staff who make case and staff management decisions (generically called “managers”) in the Nevada child support program recognize the importance of using information in making decisions.  However, according to the participants in the Data Driven Management (DDM) session, managers around the state have inconsistent access to data.  Some offices have the resources to manipulate reported data, expanding the ways in which the reported data can be used, while other offices use the data as reported.  Even in offices that have the resources to manipulate data, the manipulated data do not always provide the level of detail necessary to effectively manage individual workers or teams.  As a result of the lack of specificity in the data, some of the DDM participants who are managers within an office reported that they have to settle for taking a one-size-fits-all approach in setting performance expectations for their workers.  Simply put, their reported data are unable to distinguish one worker’s results from another worker’s results, so they must set the same target performance level for all workers on a team.  With DDM and greater sophistication in viewing data, the Nevada child support program intends to overcome this limitation and enrich information, in general, that managers consider when making management decisions. 


Nevada intends for the meaning of the word “management” within “data driven management” to apply to any position within the program that makes decisions in managing something or someone — including workers’ self-management of their caseloads and personal performance.  DDM is not reserved for any particular class of positions within the Nevada child support program.  Rather, everyone in the program has the responsibility to use information appropriately in their spans of control and areas of responsibility.


In practice, each level of Nevada’s child support program managers will be looking at the same information with different views of it.  Program-wide managers will look at program-wide summaries of information and will likely look at a broader range of information types than a given office manager, supervisor, or caseworker.  In addition to the program-wide summaries of information to monitor the Nevada child support program’s overall health, program-wide managers will be able to “drill down” to the lowest level of information they need to access in order to inform their strategic decisions fully.  Similarly, the staff in the other management levels will be able to look at summary information appropriate for their assigned responsibilities and drill down to the lowest level of information they need to access.


The remaining subsections describe in high-level terms the approach Nevada is taking to DDM, beginning with the strategic aspects of DDM and continuing with the concept of the approach.  The content in these sections should be viewed as concepts that will require additional work to be put in place given the Nevada child support program’s unique structure.  Section 5.2, Case Allocation Strategy – Next Steps for Building Framework for Case Allocation Strategy, and Section 6.3, Data Driven Management Results – Next Steps, introduce next steps to take towards a fully functioning approach.


Section 1.2 [bookmark: _Toc429869098][bookmark: _Toc430217036]Relationship of Case Allocation Strategy to Data Driven Management 


Many child support agencies across the country have experienced stagnating collection levels, which can be attributed in part to the limitations of the one-size-fits-all approach embedded in legacy systems’ mass case processing methods.  While the one-size-fits-all approach has been effective for the bulk of child support cases, the agencies recognize that they need to develop new strategies for optimizing resources in order to break through the ceiling that has limited the growth in collections.


Nevada, too, has recognized the need to develop a new strategy for optimizing resources and envisions a future in which a case is allocated to the right level of resource intensity and the right range of services appropriate for the case and parties’ characteristics and circumstances.  The framework undergirding this case allocation strategy is commonly known as “caseload stratification”, which uses predictive analytics to analyze information about a case and its associated parties and determine what level of resources and range of services would best meet the family’s needs.


This strategy will help optimize the use of Nevada’s staff resources through its refinement of predicting the needs of a case and matching those needs with the caseworker best suited to manage the case to those needs.  This strategy will help maximize the value of services Nevada delivers to its customers because it identifies which cases need a higher intensity of services and concentrates resources that are most capable of getting results on the case.


The obvious connection between the case allocation strategy and DDM is the use of information in predictive analytics.  Information about a case’s or a party’s characteristics is necessary to feed into the predictive analytics model.  In addition, the modeling of patterns of characteristics and case outcomes is regularly calibrated with new information as it becomes available.  Further, staff working different strata of the caseload will need different information and varying management perspectives.  Finally, a less obvious connection between the strategy and DDM involves setting appropriate performance targets for staff who now have varying roles within the program.  Contrast this where expectations traditionally are more uniform because with a one-size-fits-all approach embedded in automated mass case processing, the roles were far more uniform. 


The following subsection presents the broad concept for DDM, which will elaborate how the case allocation strategy is integrated in DDM.


Section 1.3 [bookmark: _Toc429869099][bookmark: _Toc430217037]Concept for Data Driven Management for Nevada


In the broadest sense, the concept for DDM is that objectives and their targets flow down from the program-wide management level, and the results from the work of accomplishing the objectives flow up.  As the results flow up, managers then make adjustments appropriate to their span of control within the organization and area of responsibility.  The adjustments require decisions about allocation of resources, case management practices, and resetting targets.  These adjustments then lead to the next set of results.  In a sense, each manager must manage the downward and upward flow of information that exists within the manager’s span of control and area of responsibility.  Information reflecting the results flows up to the level of management that has the authority to act upon the information.  However, the adjustments that any manager makes are limited to the manager’s level of authority. 


Although managers may independently make adjustments appropriate for their level of authority, a manager should take into account the information that has flowed down and flowed up from the other levels of management too before making a decision.  What is more, a manager at an upper level must coordinate the adjustments with the managers within that manager’s span of control.  In this way, managers set fair and achievable targets while holding their staff accountable for the targeted level of performance.  


The following sections provide more detail of the concepts of using DDM to set performance targets for objectives for every level of the Nevada child support agency, the importance of timely access to information, and the decision-making roles of staff at each management level. 


Section 1.3.1 [bookmark: _Toc429869100][bookmark: _Toc430217038]Performance Targets Set


The process for setting targets for objectives has several steps.  By federal mandate, a IV-D program is a statewide program and must provide a required minimum set of services throughout the state, which means Nevada’s child support program must set program-wide performance expectations.  Yet, given that caseworkers in the local offices are responsible for performing the bulk of daily individual case activities that lead to program-wide performance results, program-wide performance targets need to be prorated to the local office and worker level.


When establishing targets, though, managers should take into account that employees have different ranges of skills, abilities, and knowledge affecting the amount and type of work they can accomplish. Similarly, offices’ caseloads have different compositions of characteristics that influence results apart from workers’ efforts.  These differences mean that a one-size-fits-all target is not realistic; targets need to account for the differences between offices and workers.  Fair and achievable targets set at each level of the program defines everyone’s expected contribution to reaching the program-wide objectives and targets. 


Section 1.3.2 [bookmark: _Toc429869101][bookmark: _Toc430217039]Information Accessible on a Regular Basis 


Managing a program through DDM is a constant task.  At all levels of the program’s management structure, decisions are made daily, or in some cases, minute-to-minute.  In other words, the decision-making process is repeated on a regular basis.  Therefore, the timeliness by which managers at all levels are able to access data is critical for them to adjust to changing circumstances while still meeting the set targets. 


The definition of “timeliness” varies by the type of information accessed.  For instance, managers at all levels may access point-in-time data (such as percent of cases with a support order) whenever needed, but these managers may access accrued data (such as percent of current support collected in a month) after the close of the accrual period. 


Another aspect of accessibility is to provide information in “layers” to managers at all levels.  “Information layering” is the concept that managers first access key performance data to determine if the results are “on course” or “off course” relative to the performance targets.  If performance is on course, a manager would not need to take further action.  However, if performance is off course, the managers access a second layer of data to identify when the results came off course and adjust accordingly.  If the second layer of information does not provide the information necessary to make the appropriate adjustments, the managers access a third layer of data to diagnose why the results became off course and make appropriate adjustments.  Making information accessible in layers prevents overwhelming managers with data while still providing managers access to the data they need in order to adjust the performance of cases in their areas of responsibility.


Section 1.3.3 [bookmark: _Toc429869102][bookmark: _Toc430217040]Program Staff Review and Assess Information


DDM requires managers to constantly monitor performance against set expectations and targets.  However, a manager’s role in monitoring performance varies by that manager’s level in the Nevada child support program.  Program-wide management has responsibility for the performance of the entire IV-D caseload in Nevada.  As such, program-wide management must address program-wide issues related to performance, understand the information flowing up from the office managers, and communicate performance-related observations to all staff.  Office management has responsibility for the performance of the portions of the IV-D caseload assigned to the office and must address office-wide issues related to performance.  In addition, office management serves as a conduit of information flowing between supervisors / caseworkers and program-wide management.  In turn, supervisors, teams, and staff have responsibility for the performance of the IV-D caseload assigned to them and must address team-wide or worker-related issues. 


Section 1.3.3.1 Program-wide Management


Program-wide management has the broadest view of the program and is responsible for the performance of Nevada’s IV-D caseload.  DDM calls for program-wide management to set the example for using DDM principles at all levels of the Nevada child support program.  Some ways for program-wide management to model the reviewing of progress are for them to:


· Work with all office managers to set fair and achievable targets for the offices.


· Monitor overall program performance and make program-wide adjustments as needed.


· Interpret findings from analyses and be prepared to talk in depth about the program’s performance level at any time with anyone who asks about it.  In addition to current progress, program-wide management needs to understand the historical perspective of the program’s performance levels and to be able to put current performance levels in their historical context. 


· Ask questions of office managers and supervisors regarding why particular offices and teams are performing better or worse than otherwise expected.


· Encourage the sharing of best practices from the higher performing teams with other teams and also direct technical assistance resources to lower performing teams to help them improve.


· Regularly communicate to all staff observations and interpretations of program performance.


With DDM, program-wide management has to trust the staff, processes, tools, and structures they have put in place in order for the program as a whole to manage to its performance targets.  This trust is particularly crucial as managers at other levels of the Nevada child support program adjust resource allocations and take actions within their levels of authority that they deem necessary to improve performance.


Section 1.3.3.2 Office Management


When office managers collaborate with program-wide management in setting their offices’ targets, they in turn work with supervisors to set fair and achievable performance targets for the teams and individual staff.  In other words, office managers repeat the target setting exercise on a smaller scale just for the supervisors, teams, and caseworkers within the office.  As results flow up, office managers play an important role in helping program-wide management understand the context of the results from their offices.


In addition to serving as a conduit of the information between levels of management, office managers also have the responsibility to adjust to changing circumstance under their span of control or in their assigned areas of responsibility.  Typically, they will be looking for issues that cut across multiple teams. 


While there is a need to recognize variations in how much data a given office manager can successfully assess as part of DDM, the level and type of information accessible to office managers should be consistent throughout the state.


Section 1.3.3.3 Supervisor Management and Team / Staff Management


The management level that works most closely with the caseload on a day-to-day basis include the supervisors and their caseworkers.  For larger offices, caseworkers may be organized into teams.  Although supervisors may give their caseworkers direction for managing their respective caseloads, the caseworkers should use DDM to help them self-manage the performance of their respective caseloads.


Supervisors


The supervisory management level often has a targeted level of authority to direct others to accomplish specific tasks.  Supervisors are conduits for providing information and observations to other management levels about specific issues affecting their teams’ performance.  Office managers repeat the target setting exercise on a smaller scale just for the teams and caseworkers within their assigned team.  As results flow up teams and staff play an important role in helping office management understand the context of the results from their teams and caseworkers.


As for performance, supervisors best know the skills of their staff and can use them to maximize results.  Supervisors for the Nevada child support program will need to ensure staff have the training they need to use the new system.  Supervisors will also monitor the execution of the case allocation strategy among their staff.  Finally, supervisors will coach staff on how to access and use information to self-manage their own performance and efficiency.


While there is a need to recognize variations in how much data a given supervisor can successfully assess as part of DDM, the level and type of information accessible to supervisors should be consistent throughout the state.


Team / Staff Self-Management 


When teams and individual workers take on performance targets, they should have access to the information that gives them feedback on their performance, the knowledge of how to use the information, and the authority to make decisions as appropriate over day-to-day casework that can improve the performance, productivity, and quality levels of the cases in their assigned caseloads. 


However, too much information can be distracting, potentially causing staff to overlook critical information.  The Nevada child support program must make enough information accessible to staff and teams to allow them to make informed decisions.  While there is a need to recognize variations in how much data a given staff can successfully assess as part of DDM, the level and type of information accessible to teams and staff should be consistent throughout the state.






[bookmark: _Toc430217041]Case Allocation Strategy


[bookmark: _Toc427857602][bookmark: _Toc428170800]In general terms, the purpose of a strategy is to articulate how a set of actions is expected to lead to a desired result.  In the context of a case allocation strategy, the Nevada child support program expects that allocating cases to different “treatment groups” (where “treatment group” is defined as a collection of cases that are treated similarly) will enable it to provide a more focused — and for some groups a more limited — range of services appropriate to the group’s case characteristics.  Using treatment groups also allows Nevada to match the level of resources to the intensity of resources required to provide the range of services for a given treatment group.  By taking the steps to “right size” services and resources to the level of need of a case, the Nevada child support program intends to improve program performance — generating better results for customers — and to use resources more efficiently.


Nevada intends for the new system to support the case allocation strategy and has specified functional requirements for predictive analytics and caseload stratification.  In concert, these requirements lay the foundation for a model that will enable Nevada’s case allocation strategy.  These requirements also connect the case allocation strategy to Data Driven Management (DDM) because these techniques use data-oriented information about characteristics of the cases and parties to allocate cases to treatment groups based on the predictive analysis of the model.


The following subsections recap the results from the discussion that took place during the DDM assessment session regarding caseload stratification and predictive analytics, discuss considerations for constructing a basic framework for a case allocation strategy, and list high-level next steps for Nevada to outline and elaborate the strategy. 


[bookmark: _Toc429869104][bookmark: _Toc430217042] Results Highlights


During the week of August 3, 2015, MAXIMUS assembled expert leaders from Nevada’s child support program to discuss DDM.  During this session, the participants spent a half-day discussing various aspects of predictive analytics and caseload stratification as they related to a case allocation strategy.  As the participants exchanged ideas and perspectives on the topic, they arrived at a consensus that predictive analytics and caseload stratification would improve program performance and efficiency, which in turn would benefit the customers the Nevada child support program serves.  Moreover, they arrived at a consensus that predictive analytics and caseload stratification could also be effective tools for optimizing staff resources. 


At various times throughout this discussion, the participants articulated guiding principles for the Nevada child support program’s case allocation strategy.  These guiding principles are as follows:  


· Noncustodial parents can move to a less punitive treatment group if offered the right motivations and given the right kinds of supports.  Use data to identify patterns to assist in figuring out how to influence noncustodial parents to increase voluntary compliance.  


· All cases in all treatment groups should receive child support services regardless of a noncustodial parent’s prospects of making regular payments.  The services in each treatment group should be appropriate for the cases in that group.  Even cases where the noncustodial parent has poor prospects of being able to make payments should receive highly automated locate and monitoring services in lieu of services requiring greater manual intervention.


· The new system’s data structures need to be consistent with the strategic approach to case allocation.  In order for the new system to optimize the effectiveness of a case allocation strategy, the system’s underlying data structures, such as the definition and construction of a case, need to be compatible with the analytical constructs of the caseload stratification and predictive analytics models.


· Caseload stratification and predictive analytics should be used for cases in the case initiation, establishment, and enforcement functional areas.  Targeted services and optimized resource levels by treatment group would be beneficial to cases in each of the functional areas.  Therefore, caseload stratification and predictive analytics techniques should be applied to the whole caseload and not just the cases in one functional area. 


· The characteristics of parties in Nevada’s caseload are unique compared to characteristics of parties in other states’ caseloads.  Although the Nevada child support program can learn from other states’ methods and parameters for predictive analytics and caseload stratification, the Nevada child support program should test and pilot methods and parameters in order to develop an approach that best fits Nevada’s caseload.


· Caseload stratification and predictive analytics can be effective in any office regardless of the number of staff in the office.  Large offices already using specialized teams of staff could assign a specialized team to a specific treatment group.  Alternatively, large and small offices that use a generalist caseworker approach could assign cases from multiple treatment groups to a worker.  Caseload stratification would be able to direct that worker to use the range of services appropriate for each case.


· The substantial volume of data needed for predictive analytics and the potential complexity of a case allocation strategy will necessitate automated support to manage it.  With regard to the interplay between DDM and a case allocation strategy, DDM would be important for developing, testing, and shaping a predictive analytics model that would identify the relationships between outcomes on a case and parties’ characteristics, cases’ characteristics, and case activities.  These relationships are the essence of a predictive model for allocating cases to treatment groups.  In order to identify these relationships, the predictive analytics model would require a data set and other forms of case information to estimate and calibrate the model’s parameters.  What is more, the model and its parameters would need to be recalibrated from time to time using an updated data set and case information.


Another outcome from this discussion was that the participants identified and defined a set of terms related to caseload stratification and predictive analytics.  The participants realized that some terms were being used interchangeably and that some participants would use the same term but would give it different meanings.  The definitions will eliminate potential confusion over terms, which in turn will ensure the Nevada child support program and its system development partners will use a common language for referencing DDM and case allocation strategy concepts.  Following are these terms and their definitions:


· Proactive.  Taking steps to influence a result.  Taking an action before a negative outcome; one step ahead; don’t wait until it falls apart – do something ahead of time; with knowledge they already have, trying to do one step ahead (has an element of predictive).  Trying to be an influencer on your environment; trying to lead to a result.    


· Predictive.  Analyzing data to understand the future conditions.  Trying to predict something / result; indication of future results or condition; some analysis.  One is that we are trying to predict a result – for every dollar I put into DLS, I expect this result; second is to use the characteristics of an individual to predict their condition.  


· Stratify.  Segmenting / grouping for the purpose of applying different treatments appropriately.  Wanting to be able to take the right action based on the caseload; using resources effectively; organizing / grouping / segmenting caseload (putting like items together).  


· Early Intervention.  Proactive strategy, an example of a treatment to engage the customer in solving problems on the case before taking more punitive actions.  Early intervention can change a noncustodial parent’s negative perceptions of the Nevada child support program. 


· Prioritize / Hierarchy.  Choosing what to do first in order to organize work, includes making choices of what not to do.  Has an element of being proactive and being predictive; take certain actions on certain cases; determining the importance for the outcome utilizing the stratification; anticipation of which services are more cost-effective in securing payments.  


The following subsection presents the next steps for building the framework for the Nevada child support program’s case allocation strategy. 


[bookmark: _Toc429869105][bookmark: _Toc430217043]Next Steps for Building Framework for Case Allocation Strategy 


Nevada has already laid a foundation for a case allocation strategy with its choice to define functional requirements for caseload stratification and predictive analytics.  Building on this foundation includes the following tasks and their associated next steps:


· Form a workgroup to elaborate and outline a case allocation strategy specific for Nevada’s child support program.  The Nevada child support program should bring together representatives from its various offices to participate in a workgroup charged with elaborating and outlining the program’s case allocation strategy.  The workgroup should develop an overall work plan for coordinating and sequencing the tasks.  Also, the workgroup should identify the resources and logistics needed for completing each task.


· Determine which functional areas for which Nevada will use caseload stratification and predictive analytics.  The case allocation strategy workgroup should explore how caseload stratification and predictive analytics could be applied to multiple functional areas within the Nevada child support program.  The typical illustration of caseload stratification and predictive analytics involves the enforcement caseload, but participants in the DDM session envisioned these techniques applying to cases in the case initiation and establishment functional areas too.


· Select the dimensions by which the caseload would be stratified.  The case allocation strategy workgroup should study the stratification dimensions used in other states and determine their applicability to Nevada’s IV-D caseload, defining their own unique dimensions as appropriate for case initiation, establishment, and enforcement functional areas.  Conceptually, each dimension is an array of noncustodial parents in the caseload along a continuum and, where the two dimensions intersect, stratifies the cases into quadrants, which in turn defines the treatment groups.  Nevada may choose more than two dimensions to stratify its caseload, but it should avoid using too many dimensions.  Another option for this step is to segment each dimension, which maintains the basic two-dimensional approach but then allows for subdividing a given quadrant into additional treatment groups. 


· Identify and test the validity of observable characteristics for each dimension.  The case allocation strategy workgroup should study what other IV-D programs have used for observable characteristics and determine which characteristics are appropriate for distinguishing dimensions with Nevada’s IV-D caseload.  The selection of dimensions implies the existence of a set of observable characteristics that would enable Nevada to array noncustodial parents along the continuum of that dimension.  As such, each dimension would have its own set of observable characteristics.  However, the challenge of this step is validating which observable characteristics accurately predict or place a noncustodial parent’s location on the dimension’s continuum. 


· Customize approach for each treatment group.  The case allocation strategy workgroup should prioritize services within a functional area with the theoretical degree of a parties’ compliance with IV-D requirements.  (In this context, “services” means all of the activities and remedies that Nevada could apply to cases to establish paternity and support and to enforce the support orders.)  Segments of the prioritized services would then be assigned to each treatment group appropriate for the treatment groups expected degree of compliance.  The power of caseload stratification is in focusing a defined range of services for and allocating a level of resources to each treatment group.  Therefore, in association with defining the treatment groups implied by the intersection(s) of the dimensions, Nevada will need to determine which services are applicable to each treatment group.  Once the range of services is defined, Nevada should determine whether workers would use their intuition in selecting from a “menu” of the services or whether the services would be applied in a defined order of priority.  Similarly, Nevada needs to determine the level of resources in general and staff resources in particular to allocate to cases in a given treatment group. 


· Develop proof of concept to test accuracy of predictive analytics.  The case allocation strategy workgroup should test its work with a proof of concept.  A pilot project would help the case allocation strategy workgroup learn how effective its predictive analytics model and treatment groups are.  The parameters within the predictive model can be calibrated to a “best fit” of Nevada’s IV-D caseload.  Similarly, the workgroup could calibrate the applicability of services within a treatment group and the sequence of services within treatment groups.


· Align staff with treatment groups.  Although not a task in the immediate future, the case allocation strategy workgroup eventually should offer guidance to offices on effective ways to align staff with treatment groups.  The many and varied services provided by a child support agency allow for a varied workforce with different skills and abilities.  This diversity allows for matching workers’ skill sets to the services utilized for a given treatment group, in effect aligning staff with the various treatment groups.  Although specialization of staff by treatment group is not possible in every child support office, at a minimum Nevada should make plans to ensure each worker has received training and possesses the knowledge to enable the worker to perform effectively in the treatment groups to which the worker was assigned.






[bookmark: _Toc430217044]Data Driven Management Results


[bookmark: _Toc427857603]During the week of August 3, 2015, MAXIMUS worked with subject matter experts from Nevada’s child support program to discuss Data Driven Management (DDM).  The participants discussed many topics, including various management perspectives and the unique information needs of the management perspectives.  This section reports on the results of Nevada’s work on DDM, beginning with an overview of the results from the DDM session, an assessment of the Nevada child support program’s DDM information needs, and next steps for moving forward with preparing to use DDM with the new system.


1. [bookmark: _Toc429869107][bookmark: _Toc430217045]Results Highlights


The Nevada child support program has long been committed to using information to inform decision-making at all levels of management.  With the Business Process Reengineering (BPR) project, the Nevada child support program has taken the opportunity to begin preparing for enhancing the availability of and access to management information on the new child support system.


At various times throughout the session, the participants would discuss methods of how managers are currently using information to enhance caseload, process, and staff management.  Several of these methods gained the support of the participants to the point that the participants identified them as the Nevada child support program’s unique management principles.  These principles are as follows:  


· Optimize resources.  Ensure workers are directed according to goals; move resources where needed the most to reach goals; ensure the right workers are doing the right work; etc.


· Maintain a clean / appropriate caseload.  Close those cases that legitimately meet the closure criteria; ensure cases are appropriately set up; etc.


· Take a holistic approach to working cases.  Look at cases / parties as a whole to ensure the Nevada child support program provides the most effective services for the case or party; when “touching” a case for one purpose, attend to all other upcoming next required activities on the case before moving to another case.


· Be proactive instead of reactive in managing cases.  Take an action on a case in advance of the end of the action’s timeframe; apply a service to a case that is likely to get a bigger “payoff” for the effort before applying a service with a likely smaller “payoff”; anticipate parties and cases that may need extra support / encouragement to pay; periodic checking with good payers to ensure everything is going well; rather than accumulating a listing of cases that have issues to be fixed all together as a special project, fix each case at the time it is identified with an issue; etc.


· Monitor / Measure what matters.  Put management focus on the activities and services that produce the performance results the customers care about the most.


The participants achieved other results too during the course of the session that will enhance the Nevada child support program’s management of processes, caseload, and staff.  Following are summaries of the results: 


· Specified key processes driving the Nevada child support program’s federal incentive measures and specified the metrics for these key processes.  Given the depth of process analysis Nevada has performed during the As-Is and To-Be phases of the BPR project, the participants were well equipped to identify information needs for process management.  Over the course of a day and a half during the session, the participants identified over 100 process management metrics (along with additional information to be captured with these metrics) for the business processes they determined to be key for driving the Nevada child support program’s federal incentive measures.  The full results of the assessment of process management are in Section 7, Appendix A – Data Driven Management Results Document.


· Outlined current caseload information and staff management information accessible to managers.  During a half-day of the session, several of the participants provided many insights on what caseload management and staff management information they use currently and how they access the information.  Their insights gave a precursory view into their As-Is (current) capabilities and limitations in using data driven management.  Although the available management information is not ideal, the managers make the best use out of the information that they can.  The full results of the assessment of the caseload management and staff management, including the insights, are in Section 7, Appendix A – Data Driven Management Results Document.


· Identified the ranges of information that managers would want access to with the new system.  The participants provided insights on what additional information they would like to be able to access and the other participants offered their own insights too.  These statements of unmet management information needs gave a precursory view of their To-Be (future) vision of how they would use data driven management with the new system.  The full results of the assessment of the caseload management and staff management, including the insights, are in Section 7, Appendix A – Data Driven Management Results Document. 


While much was accomplished during the DDM session, there is still substantial work left to do to realize the envisioned benefits fully.  In particular, although the participants took the first steps in identifying specific types and pieces of caseload and staff management information that they need, the Nevada child support program has not yet articulated these perspectives’ needs fully.  To reach a similar level of specificity of information needs for the caseload management and staff management perspectives as was articulated for the process management perspective through the BPR project, the Nevada child support program will need to conduct an analogous As-Is / To-Be assessment for each on a smaller scale than was used for the BPR project.  The remaining subsections describe the types of information needed for a comprehensive DDM approach and the next steps Nevada would take to work towards implementing a comprehensive approach.


[bookmark: _Toc430217046][bookmark: _Toc428170805]Assessment of Information Needs 


Nevada recognizes the need for real-time data in a format that is user friendly, is available when needed or wanted, and can drill down to the case, process, and staff level.  For this section, information needs are broken down into three levels of decision makers within Nevada.  As described in Section 3.2, Role of Management Levels in Data Driven Management, above, these three levels are Program-wide Management, Office Management, and Supervisor Management and Team / Staff Self-Management.  The inventory of information needs is categorized by management perspective as described in Section 3.3, Role of Multiple Management Perspectives in Data Driven Management, and expanded upon within each of the three levels outlined below.  The three perspectives are Caseload Management, Process Management, and Staff Management.   


The layout for the information shows the three levels of management in one view to highlight the relationship between the management levels (i.e., targets flow down with a narrower view point at each level; results roll up with a wider view point as they are rolled up).  No level of management can work entirely independently and collaboration / agreements between the management levels are necessary for this approach to be most effective.


The information tables are separated into the perspectives to which they pertain.  The information needs within the process section have more layers of information.  This is based on the in-depth work from the Business Process Reengineering (BPR) project leading up to this Data Driven Management (DDM) phase.  The caseload and staff perspectives are at the most typical or obvious information.  However, these information lists may be revised based on completing in-depth analysis of these management perspectives.  This analysis will include similar steps as have been taken on for the processes (i.e., documenting the As-Is and preparing the To-Be) in order to discover what is more important and what is less important.  These steps are identified in Section 6.3, Next Steps, below as next steps in completing the caseload and staff management in-depth analysis of information needs.


Section 1.4.1 [bookmark: _Toc429435655][bookmark: _Toc430217047]Caseload Management Perspective


The caseload management perspective indicates how effective the activities being taken are in achieving and maintaining the desired levels of services for all cases.  Information in this perspective includes both targets and results.  This information is important for identify trends in the caseload indicating strengths, weaknesses, opportunities for improvement, and threats to the program from shifts within the caseload (e.g., volume of cases, mix of case types within the caseload, etc.).  


The information needs for the caseload management perspective are broken into four categories; Caseload Characteristics, Caseload Activity, Caseload Performance, and Appropriateness of Cases in the Caseload.  While the information in the tables represents the typical or obvious information needs, further analysis may identify additional information needs within each category.  


Caseload characteristics, for instance, allow program-wide decision makers to track caseload size and composition.  Caseload composition influences the services a case manager or office must provide as well as the challenges that must be overcome to deliver those services.  For example, non-public assistance cases have custodians that want services from the child support program and are willing to cooperate with case workers.  Conversely, public assistance cases include custodians that are less interested in the program’s services and less willing to cooperate with the child support case workers.  Providing services to cases with less interested and less cooperative parties typically requires extra effort from the case workers to achieve results.  Another example is interstate cases which require coordination and collaboration between two states.  When a case is initiated to another state, the case worker must rely on that state to take action; requesting status updates to keep abreast of developments in the case.  Depending on the other state, there may be higher caseloads and less attention being given to Nevada’s case.  Instate cases can be worked based on the Nevada case worker’s workload and not depend on that other layer of communicating through another state.  Typically instate cases can be worked more quickly.  Another aspect of caseload composition monitoring is tracking whether the caseload is growing or shrinking or whether the public assistance cases are growing or shrinking within a caseload.  All these factors can be used in determining goals and performance metrics being established for the program.  These same caseload characteristics, broken down at the office level, allow office management to ensure the caseload is distributed fairly among staff within the office.  Caseload growth is another aspect to consider when reviewing caseload distribution among staff.  Utilizing a distribution matrix allows cases to be distributed fairly even if that does not mean equally (e.g., workers with easier cases will be assigned more cases; workers with harder cases will be assigned less cases, etc.).


Caseload activity and caseload performance monitor and track the activities that relate to performance and measure whether the program, office, or worker are on track for meeting their performance targets.  Appropriateness of cases in the caseload ensures workers are not wasting time working on inappropriate cases or taking inappropriate actions.  











Information needs for caseload management are indicated below.  Above each table is the category for the information.  A definition of the category is also listed above the table.  





Data Driven Management Report			27	MAXIMUS		


Nevada Child Support Enforcement Computer System	v 1.1


Application Modernization / Replacement Feasibility Study	submitted 10/06/2015


Category:  Caseload Characteristics


Definition:  Counts of status of cases by category (the various ways to categorize, segment, or stratify all of the cases); Counts of parties on the cases by category.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· # of cases in caseload:


· % increase / decrease over a time period


· # or % PA / NPA


· # or % Paying / Non-Paying cases


· # of children


· # of NCPs:


· # of incarcerated NCPs


· # of unemployed NCPs


· # of NCPs with multiple employers


· # of NCPs on public assistance / SSI / SSD


· # or % Interstate / Instate:


· # of initiated cases


· # of responding cases


· # of current, former, never assistance cases


· # of arrears only cases


			· # of cases in caseload:


· % increase / decrease over a time period


· # or % PA / NPA


· # or % Paying / Non-Paying cases


· # of children


· # of NCPs:


· # of incarcerated NCPs


· # of unemployed NCPs


· # of NCPs with multiple employers


· # of NCPs on public assistance / SSI / SSD


· # or % Interstate / Instate:


· # of initiated cases


· # of responding cases


· # of current, former, never assistance cases


· # of arrears only cases


			· # of cases in caseload:


· % increase / decrease over a time period


· # or % PA / NPA


· # or % Paying / Non-Paying cases


· # of children


· # of NCPs:


· # of incarcerated NCPs


· # of unemployed NCPs


· # of NCPs with multiple employers


· # of NCPs on public assistance / SSI / SSD


· # or % Interstate / Instate:


· # of initiated cases


· # of responding cases


· # of current, former, never assistance cases


· # of arrears only cases















Category:  Caseload Activity


Definition:  Descriptors of activities occurring in caseload or segments of the caseload (a caseload “activity” should not be thought of as the same as “outputs” and absolute counts of process metrics; caseload activity measurements put counts of process metrics in the context of the caseload with relative / standardized measurements such as activities per type-of-case).


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· # of status changes over a timeframe:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of cases with income withholding orders:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of employers withholding wages:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of NCPs with employer changes within a timeframe (to determine how effective income withholding is with an NCP who switches jobs):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Collection activity measures:


· Program-wide Targets


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Example of collection information:


· Dollar amount sitting in UDC:


· Reason for UDC (category)


· Age of UDC money


· Amounts collected in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts distributed in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts owed in timeframe (including average per case, by assistance type)


· Category / Source of collection


			· # of status changes over a timeframe:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of cases with income withholding orders:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of employers withholding wages:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of NCPs with employer changes within a timeframe (to determine how effective income withholding is with an NCP who switches jobs):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Collection activity measures:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of collection information:


· Dollar amount sitting in UDC:


· Reason for UDC (category)


· Age of UDC money


· Amounts collected in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts distributed in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts owed in timeframe (including average per case, by assistance type)


· Category / Source of collection


			· # of status changes over a timeframe:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of cases with income withholding orders:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of employers withholding wages:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of NCPs with employer changes within a timeframe (to determine how effective income withholding is with an NCP who switches jobs):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Collection activity measures:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Example of collection information:


· Dollar amount sitting in UDC:


· Reason for UDC (category)


· Age of UDC money


· Amounts collected in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts distributed in timeframe:


· As current support (including average per case, by assistance type)


· As arrears (including average per case, by assistance type)


· Amounts owed in timeframe (including average per case, by assistance type)


· Category / Source of collection















Category:  Caseload Performance


Definition:  Descriptors of the variable conditions of cases as a result of program activities; statement of conditions of cases expressed from a caseload perspective, including outcome measures.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· % of child with paternity established:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of cases with an order:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of current support paid:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· % of paying cases


· % of entire amount paid versus partial payments


· # of cases with payment within 60 days


· Debt collection performance:   


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of information:


· Ratio of amount of arrears collected to amount of arrears owed


· % of cases with arrears and no payments


· # of federal tax refunds


· # of injured spouse refunds


· Use of enforcement remedies (numbers by timeframe by remedy):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· # of enforcement actions taken by remedy


· # of CSLN matches:


· Result in ongoing support


· Result in lump sum payment


· # of contempt actions filed:


· # that resulted in payments


· # that resulted in NCP incarceration


· Amounts collected


· Timeframes for location (length of time taken):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· % of child with paternity established:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of cases with an order:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of current support paid:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· % of paying cases


· % of entire amount paid versus partial payments


· # of cases with payment within 60 days


· Debt collection performance:   


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of information:


· Ratio of amount of arrears collected to amount of arrears owed


· % of cases with arrears and no payments


· # of federal tax refunds


· # of injured spouse refunds


· Use of enforcement remedies (numbers by timeframe by remedy):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· # of enforcement actions taken by remedy


· # of CSLN matches:


· Result in ongoing support


· Result in lump sum payment


· # of contempt actions filed:


· # that resulted in payments


· # that resulted in NCP incarceration


· Amounts collected


· Timeframes for location (length of time taken):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· % of child with paternity established:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· % of cases with an order:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· % of current support paid:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· % of paying cases


· % of entire amount paid versus partial payments


· # of cases with payment within 60 days


· Debt collection performance:   


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of information:


· Ratio of amount of arrears collected to amount of arrears owed


· % of cases with arrears and no payments


· # of federal tax refunds


· # of injured spouse refunds


· Use of enforcement remedies (numbers by timeframe by remedy):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· # of enforcement actions taken by remedy


· # of CSLN matches:


· Result in ongoing support


· Result in lump sum payment


· # of contempt actions filed:


· # that resulted in payments


· # that resulted in NCP incarceration


· Amounts collected


· Timeframes for location (length of time taken):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker















Category:  Appropriateness of Cases in the Caseload


Definition:  Assessment of cases where the case’s characteristics documented on the system are logically incompatible or do not reflect the case’s true characteristics.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· % of NCPs that are paying with license suspended:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Non-paying cases that meet license suspension, NCP has license, but no suspension action taken:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Non-paying cases with high obligation:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Non-paying cases with verified employers:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Cases in locate, but receiving payments:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Cases with income withholding order, verified employer, and no payments:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Incarcerated NCP with current support obligation accruing:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· % of Cases that have arrears with no payment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· no arrears judgment


· no arrears repayment


· % of Recovery only cases with money owed to custodian:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· % of NCPs that are paying with license suspended:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Non-paying cases that meet license suspension, NCP has license, but no suspension action taken:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Non-paying cases with high obligation:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Non-paying cases with verified employers:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Cases in locate, but receiving payments:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Cases with income withholding order, verified employer, and no payments:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Incarcerated NCP with current support obligation accruing:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· % of Cases that have arrears with no payment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of additional information:


· no arrears judgment


· no arrears repayment


· % of Recovery only cases with money owed to custodian:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· # of NCP that are paying with license suspended:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Non-paying cases that meet license suspension, NCP has license, but no suspension action taken:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Non-paying cases with high obligation:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Non-paying cases with verified employers:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Cases in locate, but receiving payments:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Cases with income withholding order, verified employer, and no payments:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Incarcerated NCP with current support obligation accruing:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of Cases that have arrears with no payment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· no arrears judgment


· no arrears repayment


· # of Recovery only cases with money owed to custodian:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker
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Section 1.4.2 [bookmark: _Toc429435656][bookmark: _Toc430217048]Process Management Perspective


Process management focuses on managing the processes that were identified as key processes that influence Nevada’s federal performance measures.  The process management perspective indicates how effectively these processes perform the activities in terms of volume, efficiency, timeliness, and quality.  Information for this perspective includes both targets and results.  This information is important as outputs drive the performance of an organization’s outcome measures in general and the federal incentive measures in particular.  


The information needs for the process management perspective are broken into four categories; Inputs / Throughputs / Outputs, Efficiency, Quality, and Cycle Time.  While the information in the tables represents the “first layer” of information needs, there are more layers identified in Section 8, Appendix B – Performance Management:  Key Processes and Process Metrics, as a result of the DDM assessment sessions with Nevada child support program participants.


The Inputs / Throughputs / Outputs for processes can be used to measure performance at the program-wide, office, or worker level.  If there are large discrepancies in these areas, Efficiency, Quality, and Cycle Time can be used as diagnose the actual cause in order to identify best practices or areas that need attention.


Information needs for process management are indicated below.  Above each table is the category for the information.  A definition of the category is also listed above the table.
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Category:  Inputs / Throughputs / Outputs


Definition:  Counts of activities occurring throughout a process (may be measured by the sum of inputs / throughputs / outputs from multiple processes).


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Federal & Program-wide Performance Measures:


· Program-wide Targets per measure


· Targets by Office per measure


· Current YTD Program-wide Performance per measure with drill down by Office (updated monthly)


· Actual Results vs. Planned Targets – Program-wide with drill down by Office


· Final Outputs of Select Key Processes (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Program-wide Targets


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of Final Outputs of Select Key Processes:


· # of Paternity Orders Entered


· # of Referrals & Applications Accepted


· # of Cases Closed


· # of Support Orders Entered


· % of total arrears collected


· Total amount of collections


· Select Key Processes are processes the Program determines important to monitor outcomes at the Program level


· Metrics for Key Processes (see Appendix B: Performance Management:  Key Processes and Process Metrics) of Special Interest to the Program:


· Program-wide Targets


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of Key Processes of Special Interest to the Program:


· Processes with fees associated (CSLN matching, tax offset, etc.)


· Cost effectiveness


			· Federal & Program-wide Performance Measures:


· Targets by Office per measure


· Current YTD Office Performance per measure (updated monthly)


· Actual Office Results vs. Planned Office Targets 


· Outputs for all Applicable Key Processes (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Office Targets


· Targets by Team / Unit where applicable


· Office Results (per identified timeframe) with drill down to team / unit


· Applicable Key Processes are all processes performed by the Office


· Metrics for all Key Processes (see Appendix B: Performance Management:  Key Processes and Process Metrics) of Special Interest to the Office:


· Office Targets


· Team / Supervisor / Unit Targets


· Office Results (per identified timeframe) with drill down by team / supervisor / unit


· Key Processes of Special Interest to the Office include:


· Program level Select Key Processes


· Key Processes of Special Interest to the Program


· Any process that warrants in depth monitoring by the office


			· Outputs & Metrics for all Applicable Key Processes (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Team Targets


· Individual worker Targets


· Team Results (per identified timeframe) with drill down by worker


· Applicable Key Processes are all of the processes performed by the team















Category:  Efficiency


Definition:  Percent of inputs converted to outputs through a process or across a stream of processes.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Program-wide conversion rate with drill down by office for all Select Key processes specified in the process monitoring results (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Select Key Processes are processes the Program determines important to monitor efficiency at the Program level. Examples may be:


· Payments received per DLS action initiated


· Dollars received per contempt action initiated


· Agreements reached (stipulation with payment received) per cases qualifying for Offer in Compromise


· Average Timeframe for OJUR response broken down by OJUR


			· Office conversion rate with drill down by team / worker for all applicable Key processes specified in the process monitoring results (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Applicable Key Processes are all processes performed by the Office


			· Team conversion rate with drill down by worker for all applicable Key processes specified in the process monitoring results (see Appendix B: Performance Management:  Key Processes and Process Metrics):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Applicable Key Processes are all of the processes performed by the team








Category:  Quality


Definition:  Assessment of the effectiveness of the result of an activity, output, process, or a stream of processes (ensures that the right things are being done the right way suitable for the case’s circumstances, including notions of accuracy).


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Percentage of Cases Closed that are reopened within X weeks / months of Closure:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Percentage of new orders established with payments received within X weeks / months of order establishment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Percent of new orders established that required modification within X weeks / months of order establishment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· Percentage of Cases Closed that are reopened within X weeks / months of Closure:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Percentage of new orders established with payments received within X weeks / months of order establishment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Percent of new orders established that required modification within X weeks / months of order establishment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· Percentage of Cases Closed that are reopened within X weeks / months of Closure:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Percentage of new orders established with payments received within X weeks / months of order establishment: 


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Percent of new orders established that required modification within X weeks / months of order establishment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker












Category:  Cycle Time


Definition:  Measurement of how long it takes to complete a result of an activity, output, process, or a stream of processes.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Program-wide Performance compared to federally required timeframes (shown in parentheses) with drill down by Office:


· Average time for Case Initiation (20 days)


· Average time for Order Establishment (75% in 6 months / 90% in 12 months)


· Average time for Disbursement of Collection (2 days)


· Average time for Review and Adjustment (180 days)


· Program-wide Performance compared to any Program-wide required timeframes with drill down by Office (Targets & Actual Results).  Some examples are:


· Average time from filing judicial paternity action to paternity order 


· Average time from service of process paperwork preparation to successful service


· Average time for OJUR to respond to requests


· Average time to respond to customer


· Average time from enforcement action to begin to receiving a collection.  An example is:


· Average time to get payment from driver’s license suspension notice of intent


· Average time a license stays suspended before payment received


			· Office Performance compared to federally required timeframes (shown in parentheses) with drill down by Team / Supervisor where applicable:


· Average time for Case Initiation (20 days)


· Average time for Order Establishment (75% in 6 months / 90% in 12 months)


· Average time for Disbursement of Collection (2 days)


· Average time for Review and Adjustment (180 days)


· Office Performance compared to any Program-wide required timeframes with drill down by Team / Supervisor where applicable (Targets & Actual Results).  Some examples are:


· Average time from filing judicial paternity action to paternity order 


· Average time from service of process paperwork preparation to successful service


· Average time for OJUR to respond to requests


· Average time to respond to customer


· Average time from enforcement action to begin to receiving a collection.  An example is:


· Average time to get payment from driver’s license suspension notice of intent


· Average time a license stays suspended before payment received


· Office  Performance compared to any Office required timeframes with drill down by Team / Supervisor where applicable (Targets & Actual Results):


· Average time on calls


· Average time preparing for court


· Average time to reach agreement for DLS


· Average number of enforcement prior to consistent payments


			· Team Performance compared to federally required timeframes (shown in parentheses) with drill down by Worker where applicable:


· Average time for Case Initiation (20 days)


· Average time for Order Establishment (75% in 6 months / 90% in 12 months)


· Average time for Disbursement of Collection (2 days)


· Average time for Review and Adjustment (180 days)


· Team Performance compared to any Program-wide required timeframes with drill down by Worker where applicable (Targets & Actual Results).  Some examples are:


· Average time from filing judicial paternity action to paternity order 


· Average time from service of process paperwork preparation to successful service


· Average time for OJUR to respond to requests


· Average time to respond to customer


· Average time from enforcement action to begin to receiving a collection.  An example is:


· Average time to get payment from driver’s license suspension notice of intent


· Average time a license stays suspended before payment received


· Team Performance compared to any Office required timeframes with drill down by Worker where applicable (Targets & Actual Results):


· Average time on calls


· Average time preparing for court


· Average time to reach agreement for DLS


· Average number of enforcement prior to consistent payments
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Section 1.4.3 [bookmark: _Toc429435657][bookmark: _Toc430217049]Staff Management Perspective


The staff perspective indicates whether staff are producing the expected volume within the expected timeframes and with the expected level of quality.  Information for this perspective includes both targets and results.  The targets and expectations that are set for staff need to be based on caseload criteria.  This information is important to identify specific issues affecting the team’s performance and provide critical feedback on interpretations of the performance data.  


The information needs for the staff management perspective are broken into five categories; Productivity, Time on Task, Timeliness, Responsiveness, and Quality.  While the information in the tables represents the “first layer” of information needs, there may be further layers of information needs within each category that can be added.


For the supervisor level, interpreting productivity information may lead to identifying staff training needs, identifying other barriers to performance, or identifying staff that are ready for advancement or more complex assignments.  This allows supervisors to address training issues and barriers in order to ensure workers can achieve the targets set for them.  This also allows supervisors to reallocate staff to meet office performance targets.  The other categories can also be used to identify training issues, barriers, and staff reassignment.  These allow supervisors to drill down to the cause of the issues or identify best practices which can be shared.


Information needs for staff management are indicated below.  Above each table is the category for the information.  A definition of the category is also listed above the table.  
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Category:  Productivity


Definition:  Counts of outputs / activities within a given process per work unit (FTE, team, office, etc.) per time frame (day, week, month, etc.).


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· # of paternities established:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Genetic testing vs. voluntary acknowledgment


· # of orders established:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Type of order (court, default, stipulated, etc.)


· # of cases with payments:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Full payments


· Partial payments


· Arrears payments


· # of locates found:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Addresses


· Employers


· Automated


· Manual


· % of cases worked (touched by workers):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of cases prepared for court:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Type of action taken


· Outcomes / results


· # of contacts:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· Phone calls


· Correspondence


· In Person


· # of cases reviewed and adjusted:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Examples of additional information:


· # that increased support amount


· # that decreased support amount


· Resource availability (staff absences, system downtime, etc.):


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· # of paternities established:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Genetic testing vs. voluntary acknowledgment


· # of orders established:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Type of order (court, default, stipulated, etc.)


· # of cases with payments:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Full payments


· Partial payments


· Arrears payments


· # of locates found:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Addresses


· Employers


· Automated


· Manual


· % of cases worked (touched by workers):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of cases prepared for court:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Type of action taken


· Outcomes / results


· # of contacts:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· Phone calls


· Correspondence


· In Person


· # of cases reviewed and adjusted:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Examples of additional information:


· # that increased support amount


· # that decreased support amount


· Resource availability (staff absences, system downtime, etc.):


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· # of paternities established:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Genetic testing vs. voluntary acknowledgment


· # of orders established:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Type of order (court, default, stipulated, etc.)


· # of cases with payments:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Full payments


· Partial payments


· Arrears payments


· # of locates found:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Addresses


· Employers


· Automated


· Manual


· % of cases worked (touched by worker):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of cases prepared for court:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Type of action taken


· Outcomes / results


· # of contacts:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· Phone calls


· Correspondence


· In Person


· # of cases reviewed and adjusted:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· # that increased support amount


· # that decreased support amount


· Resource availability (staff absences, system downtime, etc.):


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker








Category:  Time on Task


Definition:  Measurement of work time spent on an activity, output, process, or a stream of processes.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Average Time per phone call:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Time to prep a case:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Time for in person contact:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Time to prepare service of process:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· Average Time per phone call:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Time to prep a case:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Time for in person contact:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Time to prepare service of process:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· Average Time per phone call:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Time to prep a case:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Time for in person contact:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Time to prepare service of process:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker












Category:  Timeliness


Definition:  Compliance rate with expectations for timeframes / SLAs for completing a result (from initiating an event to the event’s completion, where “event” can be a single activity or a sequence of related activities to produce a result).


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Average Timeframe for paternity establishment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Timeframe for order establishment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Timeframe since last payment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Timeframe from OJUR contact to response:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· Average Timeframe for paternity establishment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Timeframe for order establishment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Timeframe since last payment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Timeframe from OJUR contact to response:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· Average Timeframe for paternity establishment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Timeframe for order establishment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Timeframe since last payment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Timeframe from OJUR contact to response:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker








Category:  Responsiveness


Definition:  Length of time from “awareness” to “first required action completed”.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· Average Timeframe from correspondence arrival to response:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Timeframe from message left to response:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Average Timeframe from system notification to first action:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


			· Average Timeframe from correspondence arrival to response:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Timeframe from message left to response:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Average Timeframe from system notification to first action:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


			· Average Timeframe from correspondence arrival to response:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Timeframe from message left to response:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Average Timeframe from system notification to first action:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker















Category:  Quality


Definition:  Assessment of the worker completed steps required for the circumstances of the case; completeness of documentation of inputs; work does not need to get redone; effectiveness of the results of an activity or work product.


			Program-wide Management


			Office Management


			Supervisor Management and Staff / Team Self-Management





			· % of cases receiving a payment:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of cases with work redone within brief timeframe:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Example of additional information:


· orders modified because not good input


· information used when establishing


· back in locate within a week


· # of customer complaints:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of cases closed:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Example of additional information:


· # that reopened within brief timeframe


· # that started closure, but did not close


· # of non-paying cases with employers:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of cases in locate inappropriately:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Example of additional information:


· Cases receiving payments


· NCP incarcerated


· # of cases with successful service with no order established after 120 days:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· # of court documents returned for correction:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Data reliability data element corrections:


· Program-wide Target


· Targets by Office


· Program-wide Results (per identified timeframe) with drill down by Office


· Example of additional information:


· Correctly changed 


			· % of cases receiving a payment:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of cases with work redone within brief timeframe:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of additional information:


· orders modified because not good input


· information used when establishing


· back in locate within a week


· # of customer complaints:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of cases closed:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of additional information:


· # that reopened within brief timeframe


· # that started closure, but did not close


· # of non-paying cases with employers:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of cases in locate inappropriately:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of additional information:


· Cases receiving payments


· NCP incarcerated


· # of cases with successful service with no order established after 120 days:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· # of court documents returned for correction:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Data reliability data element corrections:


· Office Target


· Targets by Team


· Office Results (per identified timeframe) with drill down by Team


· Example of additional information:


· Correctly changed


			· % of cases receiving a payment:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of cases with work redone within brief timeframe:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Example of additional information:


· orders modified because not good input


· information used when establishing


· back in locate within a week


· # of customer complaints:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of cases closed:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Examples of additional information:


· # that reopened within brief timeframe


· # that started closure, but did not close


· # of non-paying cases with employers:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of cases in locate inappropriately:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Example of additional information:


· Cases receiving payments


· NCP incarcerated


· # of cases with successful service with no order established after 120 days:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· # of court documents returned for correction:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Data reliability data element correction:


· Team Target


· Targets by Worker


· Team Results (per identified timeframe) with drill down by Worker


· Example of additional information:


· Correctly changed 
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[bookmark: _Toc427857604][bookmark: _Toc428170806][bookmark: _Toc430217050]Next Steps


Nevada has already laid a foundation for data driven management by identifying information needed to manage the child support program.  The next steps for process management are different from caseload and staff management as more work has been done with the processes through the BPR project.  The next sections continue building on the foundation already in place.


[bookmark: _Toc430217051]Process Management Next Steps


The following next steps continue building on the substantial work that has already been done in process management:


· Form a workgroup to oversee and guide program-wide implementation.  This workgroup would include the Program, Office (DA and PAO), and Supervisor level management representatives.  This workgroup’s main charter is to explore the idea of how targets can be set based on varying caseload characteristics.  This workgroup’s “buy-in” and agreement with the approach is critical in ensuring the success of this approach.  This workgroup would develop an overall plan for how targets are set, how targets flow down to the other levels, and how information would flow back up through the levels.  The workgroup would use the information needs identified in the tables in Section 6.2, Assessment of Information Needs, as “living documents” and would maintain these documents (e.g., adding, expanding, and refining the information needs appropriately). 


· Identify existing measurable information that is currently available.  While the new system will be designed to ensure all information needed for the management perspectives will become available in the future, there may be information that is currently available for measuring.  For instance, one of the process management metrics was orders entered which may be available in the current system.  Targets can be set based on the existing information available.  These targets can be established for offices or teams and caseloads that have differing characteristics.  By beginning to explore this concept and how these targets are put into practice, managers and staff become more comfortable with the process.  Managers at the program-wide level can set targets that account for the different attributes in caseloads and offices while making sure the sum of these targets adds up to the program-wide targets.


· Establish targets based on the measurable information.  These targets would be established based on the measurable information and should be appropriate for the offices’ circumstances.  These targets should be set in such a way that if all the offices are successful in achieving their targets, the program would be successful in achieving its targets as well.  This workgroup would examine which measures identified above could be implemented now using existing information.  While information may not be available at each metric level, it may be possible to measure outcomes (e.g., orders created, payments received, etc.) by office or caseload with currently accessible information.  This gives managers practice setting differing targets and gets the program level managers thinking about how to achieve overall program goals with differing targets that are dependent upon caseload characteristics.


· Pilot and validate the approach.  Once existing measures have been identified targets can be established and a test of the approach can be performed with a limited set of targets and offices.  This will validate the newly established targets and measures.  This would allow the approach to be refined prior to program-wide implementation.  This also gives managers experience with setting targets that flow down and analyzing information that flows back up.


· Implement data driven management approach program-wide.  Once the approach is validated, the approach can be implemented program-wide.  This allows managers and staff at all levels to “learn as they go” and also ensures experience with the approach prior to the system implementation vendor building the system.  With the lessons learned and experience in the approach, Nevada will ensure the system is built to support the approach as it is used in Nevada.


· Implement comprehensive performance management and continuous improvement process.  To ensure that the BPR results, including the DDM results, are sustained and enhanced, and to ensure that CSEP receives the full benefits from the BPR project, Nevada could take the next step and implement a comprehensive Performance Management / Continuous Improvement Plan.  Data driven management addresses a portion of a comprehensive performance management plan; in its entirety the plan includes the following:


· Engaging in cyclical strategic planning


· Setting targets for goals


· Allocating program resources 


· Measuring performance


· Monitoring progress


· Improving processes


[bookmark: _Toc430217052]Caseload and Staff Management Next Steps


The following next steps continue building on the preliminary work that has already been done in caseload and staff management:


· Form a workgroup to assess the As-Is approaches.  This workgroup would include the program, office, and supervisor level management representatives.  Separate workgroups may be needed for caseload and staff depending on level of knowledge of the subject and approach.  This workgroup would assess the caseload and staff management approaches that are currently being used.  This would be similar to the As-Is phase of the BPR project.  This would allow all group participants to become familiar with the approaches being used throughout the child support program.


· Design the To-Be approaches.  The same workgroups would design the To-Be approaches for caseload and staff management.  After becoming familiar with the current (i.e., As-Is approaches), the workgroup would develop the approaches to be used in the future.  Again, similar to the To-Be phase of the BPR project, this allows everyone to discuss and develop the approach that would for everyone across the program.


· Expand the information needs to include specific metrics or information that can be measured.  Once the To-Be approaches are developed, the workgroups established for each of the perspectives would focus on their perspective and define the measurable information needed for that perspective.  The workgroups can start with the information provided in the tables within Section 6.2, Assessment of Information Needs.  These tables are to be used as a “living document” and maintained (e.g., added to, expanded upon, and refined) by the workgroups.  The information needs would be expanded upon to ensure the specific measurable information is identified and to ensure that Nevada is measuring what is meaningful for the child support program.  These workgroups can also provide oversight and guidance for the steps that remain for their respective perspective.    


· Continue to validate and implement the approach.  With the above three steps completed, the caseload and staff management approaches would be at the same level of process management and have to follow similar steps as identified in Section 6.3.1, Process Management Next Steps.  This includes identifying existing measurable information that is currently available in order to set targets based on the measurable information.  Once the information is identified and targets set, the approach would be piloted and validated with a limited set of targets and offices prior to implementing the approach program-wide.  The workgroups would oversee their specific perspective, providing overall planning for how targets are set, how targets flow down to the other levels, and how information flows back up through the levels.


Nevada has already taken great strides in developing their DDM approach.  While targets will change based on program-wide goals, the approach can remain consistent and the new system will support this approach.  The next steps outlined in this report will further assist Nevada with achieving their vision to implement DDM in order to provide superior services to its customers and thereby increase their federal performance measures.





[bookmark: _Toc428170807]



[bookmark: _Toc430217053]Appendix A – Data Driven Management Results Document


The outcomes from the data driven management assessment session were documented in the Data Driven Management Results document.  These results were validated and approved by the Nevada Child Support Enforcement Program (CSEP) and are incorporated into this report.  Information from the results document is included within this report and also the entire results document is included in this section for reference.  
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Section 2 [bookmark: _Toc428449988][bookmark: _Toc430217054]Appendix B – Performance Management:  Key Processes and Process Metrics


To monitor performance against federal incentives measure using specific data, leaders in Nevada’s CSEP identified those key To-Be business processes which would most influence the numerator and denominator (respectively) for each of the five federal incentive measures.  Within those key processes, the group also identified specific measurable metrics that would quickly identify how well the program, offices, and teams were doing with respect to executing the process and producing the required outputs.  Subsequently, each metric was associated to a specific step in the corresponding process. These associations of process metric to process step are captured in the following tables.


[bookmark: _GoBack]The tables below are organized by federal incentive measure with one table for the measure’s numerator and one for the measures denominator.  Within each table the key processes are listed along with their corresponding process metrics.  Below each process metric is the identification of the step in the process where the metric will be captured.  Lastly, below some of the metrics additional information of interests has been identified that would also be captured during the corresponding step in the process.  These additional information items are shaded in gray to distinguish them from the actual metric.
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Section 2.1 [bookmark: _Toc427156670][bookmark: _Toc430217055]IV-D Paternity Establishment Percentage


Processes Affecting Incentive Measure’s Numerator (IV-D children who had paternity at issue with paternity resolved)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Determine Petition Contents








			Case has locate for an alleged father but no paternity order


			Paternity provision included in petition


			Service of process prepared


			Service of process attempted


			Service of process successful


			





			


			Step 1: 


Begins preparation of petition


			Step 3: 


Includes paternity provision in petition


			Step 9: 


Prints the packet


			Step 12:


Arranges for parties to be served with documents


			Step 13 – “Yes” Path: 


Is service successful?


			





			


			


			


			Length of time to prepare the packet


			· Type of service and location


· Number of attempts


· Length of time between prepared packet and first attempt


			· Type of service and location


· Length of time between prepared packet and successful service


			





			Filing the Petition





			Petition filed with court





			Service of process prepared





			Service of process attempted





			Service of process successful





			Served party responds





			No response from parties


(service of process was successful and no response)





			


			Step 5: 


Files petition with court


			Step 9: 


Print the petition


			Step 8: 


Arranges for parties to be served with documents 


			Step 10 – “Yes” Path:  


Is service successful?


			Step 12 – “Yes” Path: 


Does a served party respond to the service packet?


			Step 16: 


Go to Default process





			


			


			Length of time to prepare the packet


			· Type of service and location


· Number of attempts


· Length of time between prepared packet and first attempt


			· Type of service and location


· Length of time between prepared packet and successful service


			· Number that requested hearing


· Number that initially requested a stipulation


			





			Mediation / Consent / Stipulation of Support





			Paternity order finalized


			


			


			


			


			





			


			Step 20: 


Support order finalized; Go to Order Entry process


			


			


			


			


			





			Judicial Paternity and Support








			Hearing held


			Paternity order finalized


			


			


			


			





			


			Step 5: 


Participates in court hearing


			Step 12: 


Finalizes order


			


			


			


			





			


			· Parties that appeared for hearing


· Outcome of hearing


			


			


			


			


			





			Default Paternity and Support








			Paternity order prepared


			Paternity order finalized


			


			


			


			





			


			Step 3: 


Prepares Findings and Recommendations and signs


			Step 10: 


Finalizes order


			


			


			


			





			Genetic Testing








			Appointment scheduled for served party


			Specimen collected for served party


			Appointment scheduled for child


			Specimen collected for child


			Genetic testing results received





			





			


			Step 4: 


Schedule appointment to collect specimen


			Step 7: 


Collect specimen


			Step 4: 


Schedule appointment to collect specimen


			Step 10: 


Collect specimen


			Step 13: 


Sends results to both parties; continue Establishment activities


			





			


			


			· Source of sample (courthouse, appointment or walk-ins)


· Entity who collected specimen


			


			· Source of sample (courthouse, appointment or walk-ins)


· Entity who collected specimen


			


			





			Order Entry


			Paternity order entered into the system


			


			


			


			


			





			


			Step 2: 


Enters order


			


			


			


			


			





			


			Number of orders that were produced this month from each specific process (court, default, stipulated, etc.)


			


			


			


			


			








Processes Affecting Incentive Measure’s Denominator (IV-D children with paternity at issue)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			TANF - Foster Care Referrals





			Receive referral


			Referral accepted


			


			


			


			





			


			Step 3: 


Pre-screens referral information


			Step 4 – “Yes” Path:


Information sufficient to build or link case?


			


			


			


			





			


			


			Number rejected and reason for rejection


			


			


			


			





			Non-Public Assistance (NPA) Applications





			Receive application


			Application accepted


			


			


			


			





			


			Step 3: 


Enters information from application into the system


			Step 5 – “Yes” Path:


Information sufficient to build or line case?


			


			


			


			





			


			


			Number rejected and reason for rejection


			


			


			


			





			Case Closure





			Case meets closure criteria


			Mails 60-day notice (if not by NPA applicant’s request)


			Party responds and no longer closing case


			Case closed


			


			





			


			Step 8 – “Yes” Path: 


Does case meet closure criteria?


			Step 13: 


Mails 60-day notice


			Step 19:  


Stops closure


			Step 18: 


Case closed


			


			





			


			


			


			


			Reason for the closure


			


			





			Intergovernmental Transmittals


			Receive referral





			Receive transmittals


			Referral / Transmittal accepted


			


			


			





			


			Step 2: 


Sends CSENet case


			Step 3: 


Enters information into system; scans documents into system


			Step 6 – “Yes” Path:  


Information sufficient to build or link case?


			


			


			





			


			


			


			Number rejected and reason for rejection


			


			


			











[bookmark: _Toc427156671][bookmark: _Toc418782080]



Section 2.2 [bookmark: _Toc430217056]Support Order Establishment Percentage


Processes Affecting Incentive Measure’s Numerator (IV-D cases with an order)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Determine Petition Contents





			Case has locate for an alleged father but no paternity order


			Paternity provision included in petition


			Service of process prepared


			Service of process attempted


			Service of process successful


			





			


			Step 1: 


Begins preparation of petition


			Step 3: 


Includes paternity provision in petition


			Step 9: 


Prints the packet


			Step 12: 


Arranges for parties to be served with documents


			Step 13 – “Yes” Path: 


Is service successful?


			





			


			


			Source of income (e.g., whether income was imputed)


			Length of time to prepare the packet


			· Type of service and location


· Number of attempts


· Length of time between prepared packet and first attempt


			· Type of service and location


· Length of time between prepared packet and successful service


			





			Filing the Petition


			Petition filed with court





			Service of process prepared





			Service of process attempted





			Service of process successful





			Served party responds





			No response from parties


(service of process was successful and no response)





			


			Step 5: 


Files petition with court


			Step 9: 


Print the petition


			Step 8: 


Arranges for parties to be served with documents 


			Step 10 – “Yes” Path:


Is service successful?


			Step 12 – “Yes” Path:


Does a served party respond to the service packet?


			Step 16: 


Go to Default process





			


			


			Length of time to prepare the packet


			· Type of service and location


· Number of attempts


· Length of time between prepared packet and first attempt


			· Type of service and location


· Length of time between prepared packet and successful service


			· Number that requested hearing


· Number that initially requested a stipulation


			





			Mediation / Consent / Stipulation of Support





			Support amount and terms of order determined


			Order finalized


			


			


			


			





			


			Step 13: 


Meets with party and updates system with new data to calculate guidelines


			Step 20: 


Support order finalized; Go to Order Entry process


			


			


			


			





			


			Source of income (e.g., whether income was imputed)


			


			


			


			


			





			Judicial Paternity and Support


			Support amount and terms of order determined


			Hearing held


			Order finalized


			


			


			





			


			Step 9: 


Drafts Master’s Findings and Recommendations and sends to parties


			Step 5: 


Participates in court hearing


			Step 12: 


Finalizes order


			


			


			





			


			Source of income (e.g., whether income was imputed)


			· Number of hearings held


· Outcome of hearing


· Type of hearing held


· Parties that appeared for hearing


· Reason for non-appearance


			


			


			


			





			Default Paternity and Support


			Support amount and terms of order determined


			Party objects to order (if party objects goes to different process)


			Order finalized





			


			


			





			


			Step 3: 


Prepares Findings and Recommendations and signs


			Step 8 – “Yes” Path:


Does either party contest the final order? 


			Step 10: 


Finalizes order


			


			


			





			


			Source of income (e.g., whether income was imputed)


			


			


			


			


			





			Order Entry


			Order entered on system


			


			


			


			


			





			


			Step 2: 


Enters order


			


			


			


			


			





			


			Number of orders that were produced this month from each specific process (court, default, stipulated, etc.)


			


			


			


			


			











Processes Affecting Incentive Measure’s Denominator (Cases in caseload)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			TANF - Foster Care Referrals





			Receive referral





			Referral accepted


			


			


			


			





			


			Step 3: 


Pre-screens referral information


			Step 4 – “Yes” Path:  


Information sufficient to build or link case?


			


			


			


			





			


			


			Number rejected and reason for rejection


			


			


			


			





			Non-Public Assistance (NPA) Applications





			Receive application


			Application accepted


			


			


			


			





			


			Step 3: 


Enters information from application into the system


			Step 5 – “Yes” Path: 


Information sufficient to build or link case?


			


			


			


			





			


			


			Number rejected and reason for rejection


			


			


			


			





			Case Closure


			Case meets closure criteria


			Mails 60-day notice (if not by NPA applicant’s request)


			Party responds and no longer closing


			Case closed





			


			





			


			Step 8 – “Yes” Path:


Does case meet closure criteria?


			Step 13: 


Mails 60-day notice


			Step 19: 


Stops closure


			Step 18: 


Case closed


			


			





			


			


			


			


			Reason for the closure


			


			





			Intergovernmental Transmittals


			Receive referral





			Receive transmittals





			Referral / Transmittal accepted


			


			


			





			


			Step 2: 


Sends CSENet case





			Step 3: 


Enters information into system; scans documents into system


			Step 6 – “Yes” Path: 


Information sufficient to build or link case?


			


			


			





			


			


			


			Number rejected and reason for rejection
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Section 2.3 [bookmark: _Toc430217057]Current Support Collection Percentage


Processes Affecting Incentive Measure’s Numerator (Current support amount collected)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Income Withholding


(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)





			“Pairings” of an NCP and a verified income provider





			Income withholding orders / notices sent to NCPs’ new income providers


			Payment received





			Payment not received by  employer





			


			





			


			Step 2 : 


Identifies new employer


			Step 8: 


Sends IW and imports into document management system


			Step 9: 


Monitors for initial compliance with IW





			Step 10 – “No” Path:


Is payment received?


			


			





			


			· Source of income (keep track of different sources (and amounts from each source))


· Timeframe from when we get new employer to last employer was ended


· (relationship between this and metric 2)


			


			Timeframe for when sent and when payment received (for newly sent)


			Timeframe for employer to respond to wage withholding


			


			





			License Suspension 





			Cases qualifying for license suspension


			NCP responds 


			NCP did not respond (license was suspended)


			Response after suspension


			Payment received


 


			Restore license








			


			Step 5: 


Sends 34-day notice to NCP at last known address


			Step 6 – “Yes” Path: 


Did NCP respond in 34 days?


			Step 6 – “No” Path: 


Did NCP respond in 34 days?


			Step 10: 


Go to Dispute Resolution process


			Step 9: 


Process ended


			Step 11: 


Next appropriate action taken based on dispute resolution





			


			


			Type of response (repayment agreement, pay in full, hearing)


			


			Type of response (repayment agreement, payment in full, hearing)


			


			Length of time license was suspended





			Financial Institution Data Match





			Cases qualifying for FIDM





			Decision made to pursue (cases) 


			Seizure requested





			Payment received (holding) 


			Cases on which money refunded





			





			


			Step 1: 


Identifies case with FIDM


			Step 7 – “Yes” Path: 


Does office want to proceed?


			Step 8: 


Seizes money and sends notice to NCP and office if appropriate


			Step 9:  


Holds funds for 33 days


			Step 14: 


Appropriate action taken based on dispute resolution


			





			


			


			Reason for non-pursuit (resource problem or case circumstance for decision)


			


			


			Number of cases that seizure not appropriate and money refunded (instead of just refunding as other payments were received)


			





			CSLN and Claim Matching


			Case matches for CSLN


			Decision made to pursue (cases)


			Lump sum IWO sent





			Payment received





			


			





			


			Step 1: 


Sends file to CSLN


			Step 7: 


Generate lump sum to insurance company & notice to NCP


			Step 8: 


Generates IW & lump sum to insurance company & notice to NCP


			Step 9: 


Monitors for initial compliance with IW


			


			





			Receipting, Posting, and Bank Deposits


			Number of all payments processed through SCaDU 


			Number of all payments posted to the system


			


			


			


			





			


			Step 4: 


Processes payments


			Step 7: 


Receives exported batch total and posting information


			


			


			


			





			


			Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money


			


			


			


			


			





			Disbursement of Support





			Number of payments disbursed 


			


			


			


			


			





			


			Step 1: 


Identifies funds ready to be disbursed for a case / payee


			


			


			


			


			








Processes Affecting Incentive Measure’s Denominator (Current support amount owed)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Review portion of Obligation Review and Adjustment / Modification process





			3-year cycle reached


			Request received


			Office initiated





			Documents received from CST


			Documents received from NCP


			Review decision made





			


			Step 1.1: 


Generates 3-year review letter


			Step 1.7: 


Receives request for review


			Step 1.10: 


Reviews case circumstances and gathers information as appropriate


			Step 1.5 – “Yes” Path: 


Did CST return financial information or otherwise available?


			Step 1.10: 


Reviews case circumstances and gathers information as appropriate


			Step 1.11: 


Is modification appropriate?





			Modification portion of Obligation Review and Adjustment / Modification process


			Request received


			Modification decision made





			Stipulation made





			Support amount and terms of order determined


			Hearing held





			Order finalized








			


			Step 1.7: 


Receives request for review


			Step 1.11 – “Yes” Path: 


Is modification appropriate?


			Step 2.3: 


Go to Stipulation process


			Step 2.7 – “No” Path: 


Is revision needed?


			Step 2.11: 


Holds hearing


			Step 2.12: 


Receives order





			


			


			


			


			Source of income (e.g., whether income was imputed)


			· Number of hearings held


· Outcome of hearing


· Type of hearing held


· Parties that appeared for hearing


· Reason for non-appearance


			





			Filing the Petition


			Served party responds





			No response from parties


(service of process was successful and no response)


			


			


			


			





			


			Step 12 – “Yes” Path: 


Does a served party respond to the service packet?


			Step 16: 


Go to Default process


			


			


			


			





			Mediation / Consent / Stipulation of Support


			Support amount and terms of order determined


			Order finalized


			


			


			


			





			


			Step 13: 


Meets with party and updates system with new data to calculate guidelines


			Step 20: 


Support order finalized; Go to Order Entry process


			


			


			


			





			


			Source of income (e.g., whether income was imputed)


			


			


			


			


			





			Judicial Paternity and Support


			Support amount and terms of order determined


			Hearing held


			Order finalized


			


			


			





			


			Step 9: 


Drafts Master’s Findings and Recommendations and sends to parties


			Step 5: 


Participates in court hearing


			Step 12:


 Finalizes order


			


			


			





			


			Source of income (e.g., whether income was imputed)


			· Number of hearings held


· Outcome of hearing


· Type of hearing held


· Parties that appeared for hearing


· Reason for non-appearance


			


			


			


			





			Default Paternity and Support


			Support amount and terms of order determined


			Party objects to order (if party objects goes to different process)


			Order finalized


			


			


			





			


			Step 3: 


Prepares Findings and Recommendations and signs


			Step 8 – “Yes” Path: 


Does either party contest the final order?


			Step 10: 


Finalizes order


			


			


			





			


			Source of income (e.g., whether income was imputed)


			


			


			


			


			





			Order Entry


			Order entered on system


			


			


			


			


			





			


			Step 2: 


Enters order


			


			


			


			


			





			


			Legal process type


			


			


			


			


			





			Case Closure


			Case meets closure criteria





			Mails 60-day notice (if not by NPA applicant’s request)


			Party responds and no longer closing case


			Case closed


			


			





			


			Step 8 – “Yes” Path: 


Does case meet closure criteria?


			Step 13: 


Mails 60-day notice


			Step 19:  


Stops closure


			Step 18: 


Case closed


			


			





			


			


			


			


			Reason for closure


			


			











[bookmark: _Toc427156673]



Section 2.4 [bookmark: _Toc430217058]Arrearage Case Collection Percentage


Processes Affecting Incentive Measure’s Numerator (Cases with arrears owed that received an arrearage payment)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Federal Tax Refund Offset / Federal Administrative Offset / Passport Denial and Release


			Send Notice to NCP


			Initial balance sent


			Periodic update sent


			


			


			





			


			Step 1.3: 


Sends written notice to NCP


			Step 1.2: 


Includes case in tax offset file


			Step 2.4: 


Update file received and processed


			


			


			





			


			


			


			· Number of upwards and number of downwards adjustments


· Number of deletes


			


			


			





			Financial Institution Data Match


			Cases qualifying for FIDM





			Decision made to pursue (cases)


			Seizure requested





			Payment received (holding)


			Case on which money refunded





			





			


			Step 1: 


Identifies case with FIDM


			Step 7 – “Yes” Path: 


Does office want to proceed?


			Step 8: 


Seizes money and sends notice to NCP and office if appropriate


			Step 9: 


Holds funds for 33 days


			Step 14: 


Appropriate action taken based on disburse resolution


			





			


			


			Reason for non-pursuit (resource problem or case circumstance for decision)


			


			


			Number of cases that seizure not appropriate and money refunded (instead of just refunding as other payments were received)


			





			CSLN and Claim Matching


			Case matches for CSLN


			Decision made to pursue (cases)


			Lump sum IWO sent





			Payment received





			


			





			


			Step 1: 


Sends file to CSLN


			Step 7: 


Generate lump sum to insurance company & notice to NCP


			Step 8: 


Generates IW & lump sum to insurance company & notice to NCP


			Step 9: 


Monitors for initial compliance with IW


			


			





			Income Withholding


(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)


			“Pairings” of an NCP and a verified income provider





			Income withholding orders / notices sent to NCPs’ new income providers


			Payment received





			Payment not received by  employer





			


			





			


			Step 2 : 


Identifies new employer


			Step 8: 


Sends IW and imports into document management system


			Step 9: 


Monitors for initial compliance with IW





			Step 10 – “No” Path: 


Is payment received?


			


			





			


			· Source of income (keep track of different sources (and amounts from each source))


· Timeframe from when we get new employer to last employer was ended


· (relationship between this and metric 2)


			


			Timeframe for when sent and when payment received (for newly sent).


			Timeframe for employer to respond to wage withholding


			


			





			Initiation of Contempt Action


			Case qualifying for contempt


			Decision to proceed


			Service of process prepared


			Service of process attempted


			Service of process successful


			Hearing








			


			Step 1: 


Searches for cases qualifying for contempt


			Step 3 – “Yes” Path: 


Should contempt proceed?


			Step 12: 


Prepares service packet for NCP


			Step 13: 


Is service successful?


			Step 13 – “Yes” Path: 


Is service successful?


			Step 15:


Holds hearing





			


			


			


			Length of time to prepare the packet


			· Type of service and location


· Number of attempts


· Length of time between prepared packet and first attempt


			· Type of service and location


· Length of time between prepared packet and successful service


			Result / Outcome of hearing (payment, warrant, arrest, continuance of hearing)





			Noncustodial Parent Failure to Appear / Comply


			Case qualifying for process


			Warrant issued





			NCP found





			


			


			





			


			Step 1: 


Identifies cases where NCP failed to appear or comply


			Step 6:  


Receives, reviews and signs warrant


			Step 11:  


NCP taken into custody


			


			


			





			


			


			Timeframe from issued to outcome





			· Number of NCPs found based on warrants issued


· Result of the warrant (paid, arrested, quashed)


			


			


			





			Liens (Satisfaction / Release of Judgment)


			Case qualifying for lien


			Lien recorded


			Payment received


			Lien released


			


			





			


			Step 1.2 – “Yes” Path: 


Do arrears qualify for recording?


			Step 1.5: 


Records lien


			Step 2.8 – “Yes” Path: 


Does NCP pay in full? 


OR


Step 2.15 – “Yes” Path:


Is NCP compliant?


			Step 2.10: 


Recorder’s Office notified of release


			


			





			


			


			


			· Payment based on lien


· Agreement made


			Reason for release as to whether it was based on the lien or other remedy / action


			


			





			License Suspension


			Cases qualifying for license suspension


			NCP responds





			NCP did not respond (license was suspended)


			Response after suspension





			Payment received 





			Restore license








			


			Step 5: 	


Sends 34-day notice to NCP at last known address


			Step 6 – “Yes” Path: 


Did NCP respond in 34 days?


			Step 6 – “No” Path: 


Did NCP respond in 34 days?


			Step 10: 


Go to Dispute Resolution process


			Step 9: 


Process ended


			Step 11: 


Next appropriate action taken based on dispute resolution





			


			


			Type of response (repayment agreement, pay in full, hearing)


			Type of license suspended


			Type of response (repayment agreement, payment in full, hearing)


			


			Length of time license was suspended





			Receipting, Posting, and Bank Deposits


			Number of all payments processed through SCaDU 


			Number of all payments posted to the system


			


			


			


			





			


			Step 4: 


Processes payments


			Step 7: 


Receives exported batch total and posting information


			


			


			


			





			


			Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money


			Timeframe payment received and posted


			


			


			


			





			Federal Tax Offset Processing[footnoteRef:3] [3:  The Federal Tax Offset Processing process is responsible for processing both Federal Tax Refund Offset payments and Federal Administrative Offset payments.  Any payment associated with the release of a passport will be processed by the Receipting, Posting, and Bank Deposit process.] 



			Offset payment received


			


			


			


			


			





			


			Step 2: 


Allocates and distributes payments


			


			


			


			


			





			


			Number affected by an adjustment


			


			


			


			


			





			Disbursement of Support


			Number of payments disbursed 


			


			


			


			


			





			


			Step 1: 


Identifies funds ready to be disbursed for a case / payee


			


			


			


			


			











Processes Affecting Incentive Measure’s Denominator (Cases with arrears owed)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Offer in Compromise of State Debt


			Case qualifying for process


			Request received


			Decision made





			Agreement reached


			


			





			


			Step 8: 


Submits request to Central Office


			Step 9: 


Reviews documentation


			Step 10: 


Is offer accepted?


			Step 14: 


Notifies NCP and settlement worker of offer


			


			





			


			


			


			Decision results (offer accepted, counter offer made, or denied)


			


			


			





			Case Closure


			Case meets closure criteria


			Mails 60-day notice (if not by NPA applicant’s request)


			Party responds and no longer closing


			Case closed


			


			





			


			Step 8 – “Yes” Path: 


Does case meet closure criteria?


			Step 13: 


Mails 60-day notice


			Step 19: 


Stops closure


			Step 18: 


Case closed


			


			





			


			


			


			


			Reason for closure


			


			











Section 2.5 [bookmark: _Toc427156674][bookmark: _Toc430217059]CSPIA Cost-Effectiveness Ratio


Processes Affecting Incentive Measure’s Numerator (Disbursed collections)


			Name of Key Process


			Metric 1


			Metric 2


			Metric 3


			Metric 4


			Metric 5


			Metric 6





			Receipting, Posting, and Bank Deposits


			Number of all payments processed through SCaDU 


			Number of all payments posted to the system


			


			


			


			





			


			Step 4: 


Processes Payments


			Step 7: 


Receives exported batch total and posting information


			


			


			


			





			


			Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money


			Timeframe payment received and posted


			


			


			


			





			Disbursement of Support


			Number of payments disbursed 


			


			


			


			


			





			


			Step 1: 


Identifies funds ready to be disbursed for a case / payee
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[bookmark: _Toc427156669]Process Monitoring



Below are the process monitoring categories based on the federal performance measures.  The process monitoring metrics are counting the number of times a process event occurred over some period of time unless other noted within the metric.  There is a separate table for processes affecting the numerator, notes about the processes affecting the numerator, processes affecting the denominator, and notes about the processes affecting the denominator.



[bookmark: _Toc427156670]IV-D Paternity Establishment Percentage



Processes Affecting Incentive Measure’s Numerator (IV-D children who had paternity at issue with paternity resolved)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Determine Petition Contents



				Case has locate for an alleged father but no paternity order



				Paternity provision included in petition



				Service of process prepared











				Service of process attempted











				Service of process successful











				







				



				



				



				Length of time to prepare the packet



				· Type of service and location



· Number of attempts



· Length of time between prepared packet and first attempt



				· Type of service and location



· Length of time between prepared packet and successful service



				







				Filing the Petition



				Petition filed with court



				Service of process prepared



				Service of process attempted



				Service of process successful



				Served party responds



				No response from parties



(service of process was successful and no response)







				



				



				Length of time to prepare the packet



				· Type of service and location



· Number of attempts



· Length of time between prepared packet and first attempt



				· Type of service and location



· Length of time between prepared packet and successful service



				· Number that requested hearing



· Number that initially requested a stipulation



				







				Mediation / Consent / Stipulation of Support



				Paternity order finalized



				



				



				



				



				







				



				



				



				



				



				



				







				Judicial Paternity and Support



				Hearing held











				Paternity order finalized







				



				



				



				







				



				· Parties that appeared for hearing



· Outcome of hearing







				



				



				



				



				







				Default Paternity and Support



				Paternity order prepared



				Paternity order finalized



				



				



				



				







				



				



				



				



				



				



				







				Genetic Testing



				Appointment scheduled for served party



				Specimen collected for served party







				Appointment scheduled for child



				Specimen collected for child



				Genetic testing results received



				







				



				



				· Source of sample (courthouse, appoint-ment or walk-ins)



· Entity who collected specimen



				



				· Source of sample (courthouse, appoint-ment or walk-ins)



· Entity who collected specimen



				



				







				Order Entry



				Paternity order entered into the system











				



				



				



				



				







				



				Number of orders that were produced this month from each specific process (court, default, stipulated, etc.)



				



				



				



				



				















NOTES – IV-D Paternity Establishment Percentage Numerator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				Determine Petition Contents



				How many kids need paternity established? (This could come from the born out of wedlock determination process.)



Perhaps some sorting of who has been waiting the longest.











				Discussed whether paternity was ever established without support.  It is only done in rare circumstances (e.g., deceased parent to prove paternity) therefore not accounted into the metrics.



Nevada mentioned that lots of data could be gathered for process service (e.g., in this zip code it takes three times to get service; maybe utilize the midnight servers more here; etc.).



Nevada asked about the born out of wedlock process and whether it should be here.  MAXIMUS responded that since that process is a decision / determination rather than a set of activities, it is not needed here.







				Filing the Petition



				



				







				Mediation / Consent / Stipulation of Support



				



				







				Judicial Paternity and Support



				



				Nevada brought up the fact that sometimes they go to hearing and then the genetic testing is requested and another hearing is requested; resulting in two hearings instead of one.







				Default Paternity and Support



				Type of order that was done (court, default, stipulated, etc.)



				







				Genetic Testing



				



				Discussion about whether appointment was needed as some people walk in.  They can collect the specimen without an appointment, but there are out-of-state appointments needed.



Nevada stated they would rather have too many metrics and be able to ignore those that are not needed.




















Processes Affecting Incentive Measure’s Denominator (IV-D children with paternity at issue)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				TANF - Foster Care Referrals



				Receive referral



				Referral accepted



				



				



				



				







				



				



				Number rejected and reason for rejection



				



				



				



				







				Non-Public Assistance (NPA) Applications



				Receive application



				Application accepted



				



				



				



				







				



				



				Number rejected and reason for rejection



				



				



				



				







				Case Closure



				Case meets closure criteria



				Mails 60-day notice (if not by NPA applicant’s request)



				Party responds and no longer closing case



				Case closed



				



				







				



				



				



				



				Reason for the closure



				



				







				Intergovernmental Transmittals



				Receive referral



				Receive transmittals



				Referral / Transmittal accepted



				



				



				







				



				



				



				Number rejected and reason for rejection



				



				



				















NOTES – IV-D Paternity Establishment Percentage Denominator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				TANF - Foster Care Referrals



				



				







				Non-Public Assistance (NPA) Applications



				



				







				Case Closure



				For those cases that started closure, why did the case not close?



				







				Intergovernmental Transmittals



				



				




















[bookmark: _Toc427156671][bookmark: _Toc418782080]Support Order Establishment Percentage



Processes Affecting Incentive Measure’s Numerator (IV-D cases with an order)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Determine Petition Contents



				Case has locate for NCP but no support order



				Guideline percentage calculated











				Service of process prepared







				Service of process attempted



				Service of process successful











				







				



				



				Source of income (e.g., whether income was imputed)



				Length of time to prepare the packet



				· Type of service and location



· Number of attempts



· Length of time between prepared packet and first attempt



				· Type of service and location



· Length of time between prepared packet and successful service



				







				Filing the Petition



				Petition filed with court



				Service of process prepared



				Service of process attempted



				Service of process successful



				Served party responds



				Served party does not respond







				



				



				Length of time to prepare the packet



				· Type of service and location



· Number of attempts



· Length of time between prepared packet and first attempt



				· Type of service and location



· Length of time between prepared packet and successful service



				· Number that requested hearing



· Number that initially requested a stipulation



				







				Mediation / Consent / Stipulation of Support



				Support amount and terms of order determined



				Order finalized



				



				



				



				







				



				Source of income (e.g., whether income was imputed)



				



				



				



				



				







				Judicial Paternity and Support



				Support amount and terms of order determined



				Hearing held











				Order finalized



				



				



				







				



				Source of income (e.g., whether income was imputed)



				· Number of hearings held



· Outcome of hearing



· Type of hearing held



· Parties that appeared for hearing



· Reason for non-appearance







				



				



				



				







				Default Paternity and Support



				Support amount and terms of order determined







				Party objects to order (if party objects goes to different process)



				Order finalized



				



				



				







				



				Source of income (e.g., whether income was imputed)



				



				



				



				



				







				Order Entry



				Order entered on system







				



				



				



				



				







				



				Number of orders that were produced this month from each specific process (court, default, stipulated, etc.)



				



				



				



				



				















NOTES – IV-D Support Order Establishment Percentage Numerator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				



				Include the same additional information within the caseload monitoring as are in the metrics above (hearings held, outcomes; attempts made and which methods are successful (time of day, etc.)).



				Even though these are in the metrics, they could still be caseload monitoring based on additional details and caseload segregation.







				Determine Petition Contents AND



Filing the Petition



				Service success based on types.  Length of time may be interesting as well to find out what is taking so long for successful service.



				What are the successful methods?  This was a question that could be answered by the metrics and additional information within the metrics.  This brought about a discussion of what additional information would be needed.







				Mediation / Consent / Stipulation of Support



				



				







				Judicial Paternity and Support



				Include the same additional information within the caseload monitoring as are in the metrics above (hearings held, outcomes).



				Talked about tracking who shows for the hearing.  Nevada brought up this to track what types of people are not showing.  This could help determine if there may be another way to get people to show (night court, weekend court, etc.)  Could also tie back to service or culture.  There may be a predictive component of the party shows metric.



Nevada also brought up that party appearance is valid for future planning, but it may not be needed for the federal measure.



Based on validity of income source, there may be some predictive analytics that can be done for support amounts.







				Default Paternity and Support



				



				




















Processes Affecting Incentive Measure’s Denominator (Cases in caseload)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				TANF - Foster Care Referrals



				Receive referral



				Referral accepted



				



				



				



				







				



				



				Number rejected and reason for rejection



				



				



				



				







				Non-Public Assistance (NPA) Applications



				Receive application







				Application accepted



				



				



				



				







				



				



				Number rejected and reason for rejection



				



				



				



				







				Case Closure



				Case meets closure criteria



				Mails 60-day notice (if not by NPA applicant’s request)



				Party responds and no longer closing



				Case closed



				



				







				



				



				



				



				Reason for the closure



				



				







				Intergovernmental Transmittals



				Receive referral



				Receive transmittals



				Referral/ Transmittal accepted



				



				



				







				



				



				



				Number rejected and reason for rejection



				



				



				















NOTES – IV-D Support Order Establishment Percentage Denominator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				TANF - Foster Care Referrals



				



				







				Non-Public Assistance (NPA) Applications



				Identify the sources of the application (online, etc.).



				Need to be aware of online application and that it needs to reject until all needed information is received (before the application will be accepted).







				Case Closure



				



				







				Intergovernmental Transmittals
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Processes Affecting Incentive Measure’s Numerator (Current support amount collected)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Income Withholding



(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)



				“Pairings” of an NCP and a verified income provider



				Income withholding orders / notices sent to NCPs’ new income providers



				Payment received











				Payment not received by  employer



				



				







				



				· Source of income (keep track of different sources (and amounts from each source))



· Timeframe from when we get new employer to last employer was ended



· (relationship between this and metric 2)



				



				Timeframe for when sent and when payment received (for newly sent)



				Timeframe for employer to respond to wage withholding



				



				







				License Suspension 



				Cases qualifying for license suspension



				NCP responds











				NCP did not respond (license was suspended)



				Response after suspension







				Payment received 







				Restore license











				



				



				Type of response (repayment agreement, pay in full, hearing)



				



				Type of response (repayment agreement, payment in full, hearing)



				



				Length of time license was suspended







				Financial Institution Data Match



				Cases qualifying for FIDM



				Decision made to pursue (cases)



				Seizure requested











				Payment received (holding)







				Cases on which money refunded







				







				



				



				Reason for non-pursuit (resource problem or case circumstance for decision)



				



				



				Number of cases that seizure not appropriate and money refunded (instead of just refunding as other payments were received)



				







				CSLN and Claim Matching



				Case matches for CSLN



				Decision made to pursue (cases)



				Lump sum IWO sent



				Payment received



				



				







				



				



				



				



				



				



				







				Receipting, Posting, and Bank Deposits



				Number of all payments processed through SCaDU 



				Number of all payments posted to the system



				



				



				



				







				



				Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money



				



				



				



				



				







				Disbursement of Support



				Number of payments disbursed 



				



				



				



				



				







				



				



				



				



				



				



				















NOTES – Current Support Collection Percentage Numerator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				



				Caseload monitoring metrics is different from caseload monitoring activities.



				Caseload monitoring metrics are pieces of information about the caseload (or segments of the caseload) that come out of a data access / retrieval tool whereas caseload monitoring activities are the system’s prompts to workers to perform certain time sensitive activities appropriate for the circumstances of the case.







				Income Withholding



(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)



				How many have multiple jobs? How many employers are withholding? 



For caseload monitoring, may want to track the hits.  How effective are we with someone who switches jobs frequently?  Also may want how many income withholding orders are out there.



Do not want to count all hits as some may be giving the same information or junk information.  Need to check verified hits that need to be pursued.  Need to track unique pairing of NCP and employer.



				Includes Social Security Intercept, Unemployment Withholding, and Workers’ Compensation. 



Current support processes (withholding no matter the source of the income or license suspension-repayment agreement).



Global items could be what percent of cases have verified employer.







				License Suspension



				Caseload metric.  What licenses are suspended and they started paying?  Perhaps they do not know they don’t have a license.



				Lump sum payment would be toward arrears.



Goal is to get current and payment on arrears too.







				Financial Institution Data Match



				



				Discussion on whether all the enforcement remedies should be listed separately (CSLN, FIDM, etc.) or if the specialized units should be listed individually?  Specialized units does not equate to a metric and the list should include business processes that affect the numerator.







				CSLN and Claim Matching



				How many come in that result in ongoing?



				Worker's Compensation could result in monthly ongoing versus lump sum current / arrears payments.







				Receipting, Posting, and Bank Deposits



				When everything runs down the happy path, how are we doing the metrics for those?  This would be caseload monitoring.  This would be for those cases that are continually paying based on the first action (but that action was years ago).  



Caseload monitoring for all sources of payments.  Entire amount versus partial payments.  



				Perhaps predictive analytics can be based on data gathered on the consistent, long-term payors.  



Some detail that needs to be worked out is the data elements that will be tied to these metrics.















				Disbursement of Support



				



				




















Processes Affecting Incentive Measure’s Denominator (Current support amount owed)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Review portion of Obligation Review and Adjustment / Modification process



				3-year cycle reached



				Request received



				Office initiated



				Documents received from CST



				Documents received from NCP



				Review decision made







				



				



				



				



				



				



				







				Modification portion of Obligation Review and Adjustment / Modification process



				Request received



				Modification decision made



				Stipulation made



				Support amount and terms of order determined



				Hearing held



				Order finalized







				



				



				



				



				Source of income (e.g., whether income was imputed)



				· Number of hearings held



· Outcome of hearing



· Type of hearing held



· Parties that appeared for hearing



· Reason for non-appearance



				







				Filing the Petition



				Served party responds



				No response from parties



(service of process was successful and no response)



				



				



				



				







				



				



				



				



				



				



				







				Mediation / Consent / Stipulation of Support



				Support amount and terms of order determined



				Order finalized



				



				



				



				







				



				Source of income (e.g., whether income was imputed)



				



				



				



				



				







				Judicial Paternity and Support



				Support amount and terms of order determined



				Hearing held











				Order finalized



				



				



				







				



				Source of income (e.g., whether income was imputed)



				· Number of hearings held



· Outcome of hearing



· Type of hearing held



· Parties that appeared for hearing



· Reason for non-appearance



				



				



				



				







				Default Paternity and Support



				Support amount and terms of order determined







				Party objects to order (if party objects goes to different process)



				Order finalized



				



				



				







				



				Source of income (e.g., whether income was imputed)



				



				



				



				



				







				Order Entry



				Order entered on system



				



				



				



				



				







				



				Legal process type



				



				



				



				



				







				Case Closure



				Case meets closure criteria



				Mails 60-day notice (if not by NPA applicant’s request)



				Party responds and no longer closing



				Case closed



				



				







				



				



				



				



				Reason for closure



				



				















NOTES – Current Support Collection Percentage Denominator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				



				



				Making sure that the amount is a “good” amount thereby ensuring the amount is payable.  First step in making sure amounts can / will be paid.







				Review portion of Obligation Review and Adjustment / Modification process



				



				







				Modification portion of Obligation Review and Adjustment / Modification process



				



				







				Mediation / Consent / Stipulation of Support



				



				







				Judicial Paternity and Support



				



				







				Default Paternity and Support



				



				







				Case Closure



				



				
























[bookmark: _Toc427156673]Arrearage Case Collection Percentage



Processes Affecting Incentive Measure’s Numerator (Cases with arrears owed that received an arrearage payment)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Federal Tax Refund Offset / Federal Administrative Offset / Passport Denial and Release



				Send Notice to NCP



				Initial balance sent



				Periodic update sent



				



				



				







				



				



				



				· Number of upwards and number of downwards adjustments



· Number of deletes



				



				



				







				Financial Institution Data Match



				Cases qualifying for FIDM



				Decision made to pursue (cases)



				Seizure requested











				Payment received (holding)







				Money refunded







				







				



				



				Reason for non-pursuit (resource problem or case circumstance for decision)



				



				



				Number of cases that seizure not appropriate and money refunded (instead of just refunding as other payments were received)



				







				CSLN and Claim Matching



				Cases match for CSLN



				Decision made to pursue (cases)



				Lump sum IWO sent



				Payment received



				



				







				



				



				



				



				



				



				







				Income Withholding



(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)



				“Pairings” of an NCP and a verified income provider



				Income withholding orders / notices sent to NCPs’ new income providers



				Payment received











				Payment not received by employer



				



				







				



				· Source of income (keep track of different sources (and amounts from each source))



· Timeframe from when we get new employer to last employer was ended



· (relationship between this and metric 2)



				



				Timeframe for when sent and when payment received (for newly sent).



				Timeframe for employer to respond to wage withholding



				



				







				Initiation of Contempt Action



				Case qualifying for contempt



				Decision to proceed



				Service of process prepared



				Service of process attempted



				Service of process successful



				Hearing







				



				



				



				Length of time to prepare the packet



				· Type of service and location



· Number of attempts



· Length of time between prepared packet and first attempt



				· Type of service and location



· Length of time between prepared packet and successful service



				Result / Outcome of hearing (payment, warrant, arrest, continuance of hearing)







				Noncustodial Parent Failure to Appear / Comply



				Case qualifying for process



				Warrant issued



				NCP found



				



				



				







				



				



				Timeframe from issued to outcome







				· Number of NCPs found based on warrants issued



· Result of the warrant (paid, arrested, quashed)



				



				



				







				Liens (Satisfaction / Release of Judgment)



				Case qualifying for lien



				Lien recorded



				Payment received



				Lien released



				



				







				



				



				



				· Payment based on lien



· Agreement made



				Reason for release as to whether it was based on the lien or other remedy / action



				



				







				License Suspension



				Cases qualifying for license suspension



				NCP response











				NCP did not respond (license was suspended)



				Response after suspension







				Payment received 











				Restore license







				



				



				Type of response (repayment agreement, pay in full, hearing)



				Type of license suspended



				Type of response (repayment agreement, payment in full, hearing)



				



				Length of time license was suspended







				Receipting, Posting, and Bank Deposits



				Number of all payments processed through SCaDU 



				Number of all payments posted to the system



				



				



				



				







				



				Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money



				Timeframe payment received and posted



				



				



				



				







				Federal Tax Offset Processing[footnoteRef:1] [1:  The Federal Tax Offset Processing process is responsible for processing both Federal Tax Refund Offset payments and Federal Administrative Offset payments.  Any payment associated with the release of a passport will be processed by the Receipting, Posting, and Bank Deposit process.] 




				Offset payment received



				



				



				



				



				







				



				Number affected by an adjustment



				



				



				



				



				







				Disbursement of Support



				Number of payments disbursed 



				



				



				



				



				







				



				



				



				



				



				



				















NOTES – Arrearage Case Collection Percentage Numerator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				Federal Tax Refund Offset / Federal Administrative Offset / Passport Denial and Release



				Potential caseload monitoring is to look at the number of injured spouse refunds



				







				Financial Institution Data Match



				



				







				CSLN and Claim Matching



				



				







				Income Withholding



(includes employers as well as these processes Unemployment Withholding, Social Security Intercept, Workers’ Compensation, and EIWO)



				



				







				Initiation of Contempt Action



				Looking for number of times filed contempt, whether the NCP paid or stayed in jail, how many NCPs were taken into custody.



				Clark County stated they were getting $2.50 per case for every case they took to court for contempt.  This was based on a year’s analysis.  They would like to monitor how many times a case goes to court, money paid on the case, other actions taken (currently they are mandating that people go to seek work).  They want metrics to apply to produce stats on individual hearing master, individual case, etc.  



The $2.50 per case is based on what was collected in court (it may be a little low, but it’s close).  They would like to know if contempt is viable and are they bringing the right cases to court.



Nevada stated that depends on the reason that people are being brought into court.  Is it for a payment that day, or for payment or jail purposes.



MAXIMUS stated this would fit well into case stratification  and predictive analytics discussion.







				Noncustodial Parent Failure to Appear / Comply



				



				Warrant issued – includes prepare paperwork, signed by judge, and issued.







				Liens (Satisfaction / Release of Judgment)



				



				Need to know where the payment originated; if a tax offset pays the arrears in full, the lien was not the source of the payment.  Payment received on all these processes may not be a strong metric unless it can be identified as payment based on the specific action.







				Receipting, Posting, and Bank Deposits



				



				







				Disbursement of Support



				



				
















Processes Affecting Incentive Measure’s Denominator (Cases with arrears owed)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Offer in Compromise of State Debt



				Case qualifying for process



				Request received



				Decision made



				Agreement reached



				



				







				



				



				



				Decision results (offer accepted, counter offer made, or denied)



				



				



				







				Case Closure



				Case meets closure criteria



				Mails 60-day notice (if not by NPA applicant’s request)



				Party responds and no longer closing



				Case closed



				



				







				



				



				



				



				Reason for closure



				



				















NOTES – Arrearage Case Collection Percentage Denominator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				Case Closure



				



				







				Offer in Compromise of State Debt



				



				During this process, when an agreement is reached, that always means there is a payment received and the agreement is made into a stipulation.




















[bookmark: _Toc427156674]CSPIA Cost-Effectiveness Ratio



Processes Affecting Incentive Measure’s Numerator (Disbursed collections)



				Name of Key Process



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Receipting, Posting, and Bank Deposits



				Number of all payments processed through SCaDU 



				Number of all payments posted to the system



				



				



				



				







				



				Method (how the payment came (e.g., EFT, mail, over-the-counter, etc.)) and source (who sent the payment (e.g., federal tax offset, income withholding, unemployment, NCP’s personal check, etc.)) of payment for money



				Timeframe payment received and posted



				



				



				



				







				Disbursement of Support



				Number of payments disbursed 



				



				



				



				



				







				



				



				



				



				



				



				















NOTES – CSPIA Cost-Effectiveness Ratio Numerator:



				Name of Key Process



				Caseload Monitoring



				Comments / Notes







				Receipting, Posting, and Bank Deposits



				



				This can be sliced down to the office level.







				Disbursement of Support



				



				







				



				



				Discussed there are program incomes that need to be considered (fees, etc.)  This income offsets the costs, but is not counted as collections.




















Processes Affecting Incentive Measure’s Denominator (IV-D expenses)



				Key Expense Categories



				Metric 1



				Metric 2



				Metric 3



				Metric 4



				Metric 5



				Metric 6







				Staff



				Planned



				Actuals 



				Remaining Budget



				



				



				







				



				



				



				



				



				



				







				Operating Cost



				Planned



				Actuals 



				Remaining Budget



				



				



				







				



				



				



				



				



				



				







				Facilities



				Planned



				Actuals 



				Remaining Budget



				



				



				







				



				



				



				



				



				



				







				IT Expenditures



				Planned



				Actuals 



				Remaining Budget



				



				



				







				



				



				



				



				



				



				







				Program Income



				Planned



				Actuals 



				Remaining Budget



				



				



				







				



				



				



				



				



				



				















NOTES – CSPIA Cost-Effectiveness Ratio Denominator:



				Key Expense Categories



				Caseload Monitoring



				Comments / Notes







				Staff



				



				







				Operating Costs



				



				Supplies; postage, 







				Facilities



				



				Facilities, utilities, rent furniture







				IT Expenditures



				



				equipment, program licenses, IT maintenance,







				Program Income



				



				Collecting fees, earning interest if any







				



				



				Discussed there are program incomes that need to be considered (fees, etc.)  This income offsets the costs, but is not counted as collections.



















[bookmark: _Toc427156675]Caseload and Staff Monitoring



Three representatives from Nevada were asked to give presentations regarding the data warehouse / business intelligence information, caseload monitoring and staff monitoring.  The presenters, outlines and notes for these brief presentations are below.



[bookmark: _Toc427156676]Data Warehouse / Business Intelligence Presentation Notes







Presenter:  Maureen Drake



Outline:  



I. Introduction describing how the awareness of the information need led to developing the office’s data driven management approach (3 minutes)



A. “Real time” or accurate up-to-date information



B. Caseload clean-up



C. Logical approach to case management – touch it once



D. Project” or “task” approach to case management/clean-up – In lieu of workflow



E. Communicate performance measures







II. Description of management information needs met by the approach (10 minutes) 



A. High Level Needs



1. On-demand data – ad hoc reports



2. Up-to-date information – data warehouse is refreshed once daily



3. Customized data – ad hoc reports



4. Planning purposes – reallocating resources to improve performance



5. Work quality increases – timely feedback reduces continued errors



6. Concentrated case type actions – delinquent cases, non-coop, good cause, incarcerated, etc.



7. Determine office and/or case manager improvement – all reports correspond with performance measures



8. Identifying possible training issues - improve performance measures, collections, customer service, etc.







III. Description of the frequency staff access the information (2 minutes)



A. Daily Access



1. New Cases Received Report



2. CSENet Transaction Received Report



3. FIDM Alert Received Report



B. Monthly Access



1. Caseload Report



2. High Priority Current



3. High Priority Arrears



4. Incarcerated



5. Delinquency Report



C. On Demand Access



1. Caseload Redistribution Ad Hoc



2. DCFS Cases Ad Hoc



3. Obligation/Paternity Cases with all children emancipated



4. Open Cases with Non-coop Flag set as “Y”



5. Open Cases with Suspended Service (Level of service “S”)







Notes:



· High priority arrears / current (High priority cases that could be worked proactively; this allows focus to be on things that will get the biggest bang for the buck or highest rate of return.)



· Filters



· Performance measures



· Drill down to cases (+ / -) (For pat est, if could drill down to cases that do not have pat est – while can’t do this with performance report, can on most other reports.  This also allows workers to find the problem cases (those that do not meet the criteria).)



· Need to do planning (MAXIMUS stated this allows Nevada to get back to targeted plan.  Maureen also stated this is used to look at incentive measures and see where falling short of forecast measures; if not going to meet goals, then may reallocate resources or concentrate on different projects to improve the performance measure.  Clark does same to look at where they are from unit/team to individuals – this may mean more training, etc.  Clark also said these are used for individual performance evaluation and they have specific goals they need to meet.)



· Caseload cleanup (Illogical combinations of data (incarcerated NCP in locate, etc.))



· “Whole case” management (Elko asks staff to review everything when working on a case (BOW codes, insurance is tied, etc.).  Reno said they have enforcement checklists to assist in ensuring the “whole case” is worked.  Maureen stated that if they do not do whole case management, they may be touching the case several times as it could be on several lists. Discussed that this is good to a degree, if done fully, it can limit the amount of cases a worker gets through.)



· Task Management (Reno stated that its special projects to get back to the targeted plan, one negative is there are many reports and workers are not sure which ones to work first.  Maureen said that most of these that she had written were for decreasing the denominator.  Clark added that this is why case closure is so important as it does affect the denominators.)



· Realtime data needed / on demand reports (Getting the data when it is needed.  Maureen said there are certain reports that they run daily to ensure they are on top of certain items.)



· Reallocate resources to focus on tasks (This allows a person to be reassigned to work where needed.)



· Training issues for staff (This could assist in identifying training issues or trends in the office if there are illogical data combinations, etc.  Maureen said they can look at the data to see if stuff was inherited based on reassigned or if the worker just had not gotten to the tasks.)



· Targeted case management



· Timeframe monitoring (Maureen said all their errors were a timeframe issue.)



· Proactive / Just in time



· User friendly



· Generating reports



· Finding data elements for new reports (Maureen talked about bringing up NOMADS and InfoView to compare data to ensure bringing up the correct data.)



· Employee Evaluations



Clark has obstacles for accessing the data warehouse, but has reports from another platform they use.



Elko utilizes reports for goals and caseload management.












[bookmark: _Toc427156677]Caseload Monitoring Presentation Notes







Presenter:  Mike Brown



Outline:  



I. Introduction -  CMT was developed to satisfy management and operational needs:



A. Management wanted selected cases to be worked (i.e.: closures, delinquent cases, etc.), a type of case stratification; the cases were worked as ‘special projects’ – distinctive from normal daily work



B. Special projects were tracked using various printed reports (‘Super’ reports)



C. CMT is a web-based application that replaces the ‘Super’ reports and provides the ability to track actions taken on a case with follow-up reminders



D. CMT has been enhanced to process the entire caseload for a case manager



E. CMT provides the ability to stratify (sort; re-order) cases; user developed and stored sort criteria is called a ‘pre-set’ 







II. High level management needs:



A. Sort and track alerts / reminders



B. Follow up on a case’s activities before they come due with respect to federal or state timeframes (proactive case management)



C. Identify large groups of cases for cleanup and special projects



D. Reporting; two sources (both used for case manager performance evaluations):



1. CMT: case manager, team, or unit activity type totals



2. InfoView: Case manager specific activity totals



E. Actions on a case follow the case – agnostic to the case manager







III. Examples:



A. Execute special sorts by use of the ‘pre-set’ capability:



1. Case closure



2. Delinquent case reviews



3. 1 & 3 year reviews



B. Pro-active case management:



1. Prioritizes work by 1st displaying the past due and then current reminders of actions to be taken; result: keep abreast of required activities in the caseload



2. A selected subset of the NOMADS alerts are integrated into the CMT tracking processes (CSNET)



C. CONT entries into NOMADS



1. The case manager has the ability to enter CONT entries into NOMADS on every action taken on a case (without actually being in NOMADS)



2. CMT includes both user and pre-established system messages







IV. Description of the frequency staff access the information:



A. Access by case managers:



1. Continuous throughout the day



B. Access by Leads and/or Supervisors:



1. Intermittent throughout the day 



C. Access by Supervisor and/or Unit Administrator



1. Intermittent throughout the week / month







Notes:



CMT = Case Monitoring Tool



Compass does not mesh with CMT



“Whole case” management – CMT allows the case manager to see all the issues for the case in one place so it is easier to clean up a case for all “trouble areas” at the same time.  



· Designed for management needs



· Cases to be “worked” (special projects)



· Too many special projects



· Became part of the normal work



· Replaced super reports



· Tracking and follow up



· Scale – entire caseload



· Stratify (Stratifies the case work to ensure priority cases are being worked first.)



· Guidance to caseworkers on what to work (Provides guidance to case workers on which cases to work.)



· Whole case management



· All tracking items by case 



· Filters with ability to save



· Easy to use



· Follow up prior to timeframes (proactive notice)



· Ability to look at case workers activities



· Tracking / case notes associated with the case



· Presented in order of urgency



· Special reports



· Case closure



· Delinquent review



· CMT notes pushed to NOMADS



· No time out



· Connected to call center – tasks for case workers



· Data from report server (7 seconds to 7 minutes); includes NOMADS, NAWC, ledgers



· Real-time – not static reports (Can take an action and see it on the report.)



The tool appears to be going further than case monitoring and into case management.  



MAXIMUS inquired if it provides the process monitoring discussed earlier?  Clark stated that it does not fully do that.  It can indicate if a case is coming up for a 3-year review, etc., but it can read all the alerts and pick which ones should be worked.  Mike said it is going to migrate from a monitoring tool to a management tool and they are in that process.  It was referred to as case monitoring as it does not replace NOMADS, but heavily augments NOMADS.  They are not at the point of being able to refer to a process (e.g., license suspension, etc.).  



Are there issues with CMT going down?  There were a few instances in the last 3 years (no more than 5).  In the last 15 years, there was only once that the infrastructure came down unexpectedly.  Otherwise, there are scheduled downtimes for maintenance.








[bookmark: _Toc427156678]Staff Monitoring Presentation Notes







Presenter:  Kelsey McCann-Navarro and Sandra Uriate



Outline:  



I. Introduction describing how the awareness of the information need led to developing the office’s data driven management approach (3 minutes)



a. Case actions taken by the assigned case manager



b. Monitor staff performance-measuring staff for their volume of work produced, timeliness, accuracy and quality



c. Set realistic performance goals



d. Monitor customer service 







II. Description of management information needs met by the approach(10 minutes) 



a. High Level Needs



i. Track performance-tracking the volume of cases and the case actions taken during any given month to improve overall performance measures



ii. Manually track performance on a specific function and task. Need to monitor cases that are going up for review for improve collections. Monitor cases given to the assigned case manager to prepare for court to improve paternity and order establishment and collections measures. Currently, we are using manual logs to track for instance R&A, expedited, court prep log



iii. Need to provide the supervisor with the ability to track and monitor cases given to the assigned case manager to prepare for court to improve paternity and order establishment measure



iv. Need an ability to track timeframes of a party’s response for court but also to ensure customer service is provided timely. We are currently manually tracking notices and CSU emails



v. Needing the ability to monitor timeliness of a worker’s actions completed



vi. Staff monitoring- need to measure that case managers are productive with high-level results and needing to measure the quality of work performed to ensure pure performance appraisals







III. Description of the frequency staff access the information (2 minutes)



a. Daily Access-Case Manager



i. Alerts



ii. COMPASS Tasks



iii. CSU Calls



iv. Caseload Reports



b. Daily/Weekly Access-Supervisor



i. Alerts



ii. COMPASS Tasks



iii. CSU Calls



c. Monthly Access-Supervisor



i. Caseload Reports



ii. R&A Log



iii. Court Prep Log



iv. Expedited Log



v. Case Reviews



vi. One-on-one







Notes:



Staff Monitoring – everything is manual; everything was reactionary (e.g., down on order entry so they have an order entry log to ensure hitting 15-day timeframes; log activities for expedited services); fixing immediate issues, but missing the big picture.  The following items are wanted for staff monitoring –this was captured during the discussion:



· Log of activities scheduled



· Supervisor accesses



· Staffs’ volume of work



· Performance goals for staff



· Set appropriate to worker



· Study trends of worker’s activities



· Training / Coaching



· Track by function



· Track party’s timeframe



· Confirm task is completed



· Productivity metric



· Quality metric



· 360 degree view of workers’ value contributed



· VolumeUnderstand why quality failed, not timely (not just yes or no).







· Quality / Accuracy 



· Timeliness



· Internal controls (they exist now, but are bulky)



· “Real time” data



· Cross-unit views



· Point people to the work that needs to be done



Tracking timeframes for court (notices and CSU emails); timeliness of workers actions completed; there is no way to know if the action was completed (postals, employer verifications, NMSN).  They can monitor that the task’s alert was deleted, but not that it was completed.  



They look at the case actions done (to see if anything is missing).  They are not looking at quality.  There is no ability to do trending, whether staff training is needed.  They can’t set realistic goals and no accurate account of a workers performance.  They cannot track overall performance.



Currently they only do sampling (5 cases for experienced case workers; 10 cases for new workers).  They have established a massive spreadsheet that includes case reviews.  This can be summarized to determine the number of reviews and errors that exist in the last year.  This is just a snapshot of the review of cases.  They see errors which may be based on other workers work, but it isn’t timely.  They do use this spreadsheet to identify problems for workers, but not for trending.  They can use it to see if training is needed (if they have data reliability errors across the board, etc.).  They developed a review sheet for the worker case reviews that is similar to the QC questions.  These are then loaded into the spreadsheet.  Lori uses the ME review.  Stephanie uses the QC questionnaire for her weekly audits / reviews.  Cindy mentioned that it would be nice if it was global and if everyone uses the same standards.



MAXIMUS suggests that Nevada does not take the old stuff (e.g., ME review criteria, QC review criteria) as your new stuff without thinking it through.  You want program management, caseload management and staff management to be tied together.  Make sure the metrics for staff drive in the same direction as your performance results; they are close to the process metrics and caseload metrics.



Determine high performance / low performance and set everyone’s goals to the average performance.  This is how performance goals are done for all staff.  Not scientific and not necessarily driving toward the necessary goals.  Some are back to measuring the percentage of increase.  Find ways to motivate those workers that just meet their goals, but do not rise above it.



There is very little access to data to do the trend setting down to the worker level other than for enforcement actions.  InfoView does not have the same worker-level data for establishment or locate.  While they can see how much the total number of cases in a worker’s caseload fluctuates from month to month with a point-in-time perspective, they cannot determine how many cases went in and out of the caseload during the month or to determine if the change was from the worker’s activities or just lucky and happenstance. 



The process and people produce work and results.  The diagnostics for measuring these are similar (expected volume, expected quality / accuracy and expected timeliness).



Track by function (the functional area and different tasks (establishment/locate and steps within order entry, etc.)).  This is a bit of a process to monitor to ensure the processes and tasks are moving along.  



Study the trends by month to month and how this will play into the training and coaching.



Cindy stated we need to make sure that what we build will point workers to what we need to have done and not those things that do not need anything except monitoring.  The system today does not have this capacity (large caseload of steady payers, smaller caseload of those that need pursuit).  
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MAXIMUS facilitators lead the Nevada participants in identifying their information needs for three specific areas by asking three questions.  The responses were then organized into groupings and are identified below the questions.



Staff Effectiveness and Quality:  What information needs you have for managing your staff with respect to their effectiveness and quality?



TRAINING INFORMATION NEEDS:



· Tools to track new employee progression (quality of work)



· Case review to determine specific and/or general areas for training



· Getting staff on the same page of working



· Are we providing the correct tools / training



· Identifying training needs



· Tools to identify an employee’s weakness such as number of DLS actions taken (address training issues)



QUALITY CONTROL INFORMATION NEEDS:



· Case reviews (the ability to document actions taken even when they are no longer the assigned case manager)



· Case reviews that specifically address case manager’s accuracy and timeliness



· Case review for quality control



· Need automatic quality control (case review) system



· Percent / Number of court documents returned for correction



· Quality of work – doing it correctly



· Number of errors on a case



WORKLOAD BALANCING INFORMATION:



· Percent of NPA and PA cases (baseline)



· Percent of cases paying versus cases not paying in a caseload



· Workload / volume



· Number of cases in caseload



PERFORMANCE MEASURES:



· Automated production per worker tool



· Performance measures data at case level



· Performance measures per case manager (a way to validate performance)



· Performance measures – meeting their goals (percentages)



· Automated method of measuring quality of work and production by team or by supervisor



· Performance measure by caseload



TIMELINESS MEASURES:



· How long does it take or should take



· Statistics by case worker on federal / state timeframes met



· Case actions (appropriate and timely)



· How to encourage timeframes of worker products according to guidelines



· Office / Unit / Team work summaries



· Are they meeting timeframes



· Time to complete task (average)



· Meeting federal timeframes



ACTIVITY / PRODUCTIVITY MEASURES:



· Number of paternities established via genetic testing / voluntary acknowledgment



· Number of cases prepared for court



· A tracking system of case actions taken



· Quantity of actions / processes



· Number of cases where an order was established by caseworker



· Number of cases taken to court for contempt per caseworker



· Contacts are successful – mediation / stipulation



· Number of locates within timeframes (length of time taken-more than five days, more than 10 days, more than 30 days)



· Number of payments within X days



· Case manager performance statistics on tasks completed



· Ability to push a button to find out where the worker is in their workload



· Caseload statistics by caseworker (make information measured down to the caseworker level)



· Percent of cases worked



· Record of number of phone calls to clients



PEOPLE (HUMAN) MANAGEMENT INFORMATION:



· Client feedback to address customer service issues (currently only hear the bad)



· Do we need to group people together for certain work actions



· Customer satisfaction data gathering method with automated results calculations



· Percent of contacts with customers



· Experience / Expertise of staff



· Why certain people call in sick when I am gone



· Tools for setting realistic performance goals



· Number of customer complaints



· Resource availability (system downtime, staff absences, etc.)



· Measure how one worker is doing compared to another



· Caseworker abilities and where they work best



· Find out staff weaknesses and strengths



· Get familiar with individual’s personalities



· Find the right fit for the person



Caseload Monitoring / Quality:  What information is needed to monitor the health / quality of your caseload?



QUALITY:



· Accurate data entry



· Better quality control data



· Don’t allow duplicates (known to system)



· Are cases clean NCP employer updated, duplicates deleted, etc.



· Data reliability element changed



· Data reliability – accuracy / completeness



· Integrity of the data in the database



· Reliable information when establishing the order



· Foreign (OJUR) cases timely



· Take appropriate action timely



· Alerts / reminders



· System notification when case actions are needed



· Timeliness of case actions



· Timeliness of actions taken



AUTOMATED SUPPORT:



· Monthly OCSE 157 report by case manager, team, unit, office, state



· Dashboards to reflect various statistics (e.g., % of cases paying; % of cases with orders; % of cases with current, etc.) – Available to case managers and supervisors



· Better person search (fewer person merges)



· Automated caseload clean-up



· One system to do all case processing



BARRIERS:



· Cases in which child needs to be added to order



· Changes in types of payments (employer IWO to UI)



· Number of cases with no support order



· Participant on benefits (interfaces working)



· I want to know when paternity is at issue and nothing has been done to resolve it



· Change of parentage from vital records



· Paternity establishment determined previously



· Number of children needing paternity established



· Intergovernmental cases – no response



· Foreign (OJUR) cases



· Cases with orders – paternity at issue



· Reliable interfaces with other agencies and employers



BASE LEVEL HEALTH (validation, appropriateness, etc.):



· Correct closing of cases



· Ability to view cases by case type such as (NCP incarcerated; NCP public assistance unemployed)



· Child in enforcement without order



· Assurance that every case in the system is assigned to an active case manager



· Dollar sitting on UDC and for what reason



· Non-paying cases – no contact from CST



· Case closure monitoring all actions completed at time of closure



· Complete closure



· Case closure before end of fiscal year



· Case meets closure criteria but is still active



· Recognize bottlenecks



· Tool to identify red flags on a case, such as case needs NOI, qualifies for DLS, etc.



· Percent of reopened cases



VIBRANCY:



· Number of delinquent cases



· Paying cases which enforcement actions were started



· Number of cases with arrears with no arrears payment made



· Non-paying cases with high CMOA (Current Monthly Obligation Amount)



· Non-paying cases in enforcement but no enforcement action has been taken



· Non-paying cases with employers



· Cases that had an arrears distribution that did not count on OCSE 157



· When case is over 60 days no money and NCP has driver’s license, but owed $1,000



· Time from locate to service or receipt of payment



· Cases in locate but receiving payments



· Length of time cases sitting in locate, obligation, or paternity function without case worker intervention



· All locate tools being utilized



· Non-paying cases that are not our docket



· Number of paying and non-paying cases



· Number of paying cases versus number of non-paying cases



· I want to know when someone stops paying



· Time since last payment



· Percent of current support paid



· Are all key measures being met on each case



· Date of last contact with client



· Number of phone calls from customer



· Case change payment frequency



· Paying cases – not meeting full obligation



· IWO with no money



· What employers are not following wage withholding order



· IWO sent but employer not withholding



· Cases without contact note in “X” number of days



· Frequency of payments from NCP



· Current case work (not overdue)



· Specific cases that affected performance measures negatively



· Percent of children in open cases with paternity established (end of month)



Caseload Monitoring – Priorities:  What information is needed for prioritization of work?



TIMEFRAMES:



· Are we meeting federal timeframes



· Federal timeframes



NCP CHARACTERISTICS:



· SSI / SSD NCPs



CUSTOMER INTERACTION:



· Number of client phone calls



· Customer complaints



SUPERVISOR REVIEW:



· Supervisor review of case manager work prioritization



CLEAN-UP:



· Cases with order but child is not linked to case



· All children on case addressed in order



· Child born out of wedlock, but paternity not established (BOW=Y, PAT=N)



· Cases with health insurance ordered and PINs not completed



· Cases that have not had an action taken in 90 plus days



· NCP paying cases without an address



· Valid address and no order



· Service successful with no order



PAYMENT / INFORMATION:



· Paying cases not meeting current obligation (ongoing)



· Cases without payment for 45 days



· Not paying with valid driver’s license



· Loss of contact with CST



· How long has case been arrears only



· Arrears only cases



· Number of cases without an arrears payment



· High ongoing, non-paying



· Non-paying cases and no driver’s license suspension action taken



· Non-paying cases – how long since last payment



· Incarcerated with current CMOA (Current Monthly Obligation Amount)



· Multiple cases not paying full CMOA



· Not paying full CMOA



· High arrears only cases not paying



· Number of cases not meeting current support



· Percent of caseload with arrears



· Cases without arrears judgment and no 10% admin for arrears payments



· No arrears payment during Federal Fiscal Year



· Recover only cases with money owed to custodian



· Arrears on case with no arrears payment



· Cases paying current – not paying arrears



· Payment status



· Current support or arrears only



· Total money distributed as current



· High current CMOA – percent of pay (payment or paying?)



TYPES / STATUS OF CASES:



· Types of cases



· Number of cases needing locate



· Locate status



· New case in caseload



· Paternity status



· Obligation status



· Interface data – income sources



CASES BY PAYORS:



· Categorization of payors in statewide caseload



AUTOMATION TO DIRECT WORKER ACTIVITY:



· Robust notification of alerts to case managers (something better than the current NOMADS alert process)



· Methods for auto-prioritization of work



NEXT LEVEL QUESTION:



The next question is what are you going to do with this data if you had it?  Are there other things that may be relevant?
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MAXIMUS facilitators presented information on caseload stratification and predictive analytics.  The powerpoint presentations used are in Appendix B.  There are definitions identified in this section and notes from the discussions that took place during and after the presentations.



[bookmark: _Toc427156681]Definition of Terms



There are many terms being used; Proactive; Predictive; Stratify; Early Intervention (example of a treatment of what you might do to stratify); Prioritize.  These terms were defined below to ensure the participants all came to a common understanding of the terms:



Proactive – taking an action before a negative outcome; one step ahead; don’t wait until it falls apart-do something ahead of time; with knowledge they already have, trying to do one step ahead (has an element of predictive).  Trying to be an influencer on your environment; trying to lead to a result.  Taking steps to influence a result.  



Predictive – trying to predict something/result; indication of future results or condition; some analysis.  One is that we are trying to predict a result – for every dollar I put into DLS, I expect this result; second is to use the characteristics of an individual to predict their condition.  Analyzing data to understand the future conditions.



Stratify – want to be able to take the right action based on the caseload; using resources effectively; organizing/grouping/segmenting caseload (putting like items together).  Segmenting/grouping for the purpose of applying different treatments appropriately.



Early Intervention – (example of treatment – which is applied broadly); wanted to change perception of office/cultural change and why it was applied broadly/change perception from being bad guys.  Proactive strategy.



Prioritize/Hierarchy – has an element of being proactive and being predictive; take certain actions on certain cases; determining the importance for the outcome utilizing the stratification; anticipation – looking at data and seeing where getting the biggest bang for the buck.  Choosing what to do first in order to organize work (includes making choices of what not to do).



How do you help workers find the balance between urgency and importance?  Where is the balance between these?  System can assist, but need to think about this.  Nevada mentioned arrears projects to organize what you do; these become priorities.  There is risk in making decisions solely based on the impact an action may have on performance measure outcomes.  For example, this may result in someone waiting to enter an order as it will count for current, but there will not be any collections on this case.
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Appendix B contains the presentations used to stimulate the discussion on caseload stratification and predictive analytics.



Currently there is a lack of data to get to the individual worker level for worker development.  



Elko said they used to have a father’s day program to thank those that paid consistently for a year.



Reno stated fit worker’s skills (cold calls assigned to those that like to do it).  Washoe suggested separating caseloads by NCPs who can and will pay (those workers have larger caseloads) versus NCPs who can’t or won’t pay (those workers have smaller caseloads).  Clark added to this that on cases with dead broke NCPs the county doesn’t want to spend unnecessary resources on cases when that effort will not amount to anything (close if possible).



Nevada stated that treatment groups sounds good, but identifying measurable groups should be combined with trying to move people from one group to another group.  MAXIMUS stated that it’s more trying to influence behaviors and / or change circumstances (one aspect of the willingness but unable to pay is to change the circumstances to being able to pay); however there are some people who would be where they are and Nevada will have to deal with them where they are.



Back to a point that Clark made - just because there are dead broke NCPs doesn’t mean do nothing, just utilize the more automated methods instead of extensive manual work for these circumstances.



MAXIMUS went back to what Reno said about being able to stratify for the easier cases go to newer workers and caseload sizes are not the same.  There does not have to be one model; there can be more models for more circumstances.  The concept of willingness and ability to pay is for enforcement, but may not be the one to use for establishment.  Nevada said that it can be used for staff (don’t put the angry worker at the front desk, they may be a very good worker and can be better utilized elsewhere); face to face could be different people; going to court could be different people; don’t lose them, but re-stratify the work they are doing.  Nevada also talked about using the data to identify patterns to assist in figuring out how to influence people to move into different groups; what works for people and identify patterns.  Clark also discussed that it’s important for all offices to do it and try it in their offices; once that office comes up with a model, they should look for other models; once there is a group, there may also be stratification within that group; there are thousands of ways to do it.  MAXIMUS restated that you are always learning and reviewing your approaches, etc.



Nevada asked when you start to specialize, you end up with silos; is there a way to keep those fresh  - how do you keep generalists when you specialize?  MAXIMUS responded that you help those that want to grow; help them grow.  IV-A currently has call center staff; front desk staff; and paperwork staff and have found that they need to rotate as there is stress with dealing with the calls / customers so they allow people to do other things as well.  Help staff grow and keep them cross-trained.  Nevada talked about finding where people are good and keeping them trained by moving to assist.  When specializing a function, you want some of your people talking with the customers (maybe a case coordinator; doesn’t provide all services; but makes sure the services are being executed).  IV-A asked if you make everyone do the same job and let them rotate through all jobs?  Or do you have one voice (knows what needs to happen and ensures the case gets pushed to the service needed)?  Managing the coordinators and the workers doing the action.



Nevada asked if MAXIMUS had checked with Florida to see how well their stratification example is working?  No MAXIMUS has not done that – it was simply another way of thinking about stratification.



MAXIMUS asked why is NV wanting to develop a predictive analytic and caseload stratification strategy?  



Clark said they need the ability see who is in the caseload / what does our caseload consist of and realign our resources to work the cases appropriately.  For those not paying, find out why to help change their circumstances or get them off the caseload.  Some would pay more if they had a better job; some would be more responsive if there was someone in child support that they trusted.  Second piece is predictive, to be able to say if they take this step, how will it affect our incentive measures.  Clark did an early intervention process and did analysis which proved that it was extremely effective to work with the NCP prior to the order or when the order starts.  It was better than waiting for the first few missed payments and then contacting the NCP.  



Nevada said the main purpose is to provide better services (quality); recognize the bottlenecks and fix; without fixing them, you will not get the better quality.



Nevada said today our idea of stratification is switching up alpha splits or throwing exceptions into the system that makes it harder.  Whereas if you build the data structure better, you can better define the strategy.  A lot of our bad experiences of mega data has been getting data, but then what.  About being proactive and since disconnecting and reconnecting interfaces, find out what data they have that we may want to use.  The CST survival study information was huge.  Clark – PA collection rate is high based on their predictive analytics.



Nevada discussed Florida has a caseload that is seven times the size of Nevada (Florida’s caseload is almost 700,000; Nevada’s is nearly 100,000).  Does MAXIMUS believe that Nevada needs to be cautious of the number of categories that Nevada makes based on caseload size?  MAXIMUS thinks that Nevada needs to customize treatment group selections; groups of 3 cases would question why is Nevada doing it.  



Clark agreed that Nevada doesn’t want to make the same mistake again and get bogged down in data. Clark also said it was important to understand their caseload, not any other state’s caseload.



Reno asked why Florida broke the categories down as they did; statute or what?  MAXIMUS was not sure, but expected it to be more of thinking about how these were treated instead of needing to treat a group separately.



MAXIMUS said knowing your caseload and number of segments are important factors.  If there is no difference in treating the group differently, they should not be different segments.



Nevada said they need to make sure to recognize the smaller offices.  How do they stratify the cases with only two workers?  Stratifying would not be different, but how the workers were utilized would be different.



Washoe said they could be trained as groupings of cases that would be handled differently (these groups you do not do much manual work for, these are where you spend your staff’s time, etc.).



Elko agreed that this was true and how they were thinking about it for their office (certain cases need only 5% of a worker’s time (e.g., to send a thank you for consistently paying); other types of cases may need 80% of the worker’s time to really work these cases; and have a final group that needs 15% of the worker’s time to refer them to resources to help them get back to work).



MAXIMUS stated that where you can’t subdivide the staff, you can still give them good information about their caseload and prioritize which cases to work or where to focus their attention for the most effect.  While those groups that are not worth working will be monitored and systematically done without lots of personal resources.



MAXIMUS asked Clark if they looked at the data to find out if they could target cases in which to do the early intervention.  They did an 1115 Demonstration Grant for their early intervention program.  Knowing that there was a significant increase in the compliance of payment and when they started the payments in the control group was significant enough to utilize the early intervention throughout the Clark child support program.  There was no predictive piece.  They now do early intervention for everyone.  Are there certain early intervention strategies that work better with some people rather than other people?  Clark said they did look at that, but they don’t remember the numbers.  MAXIMUS expanded that saying the next step would be to look at the characteristics to determine if early intervention would be successful and focus on those that would be successful.  



Purpose:



When MAXIMUS facilitators asked participants “What is Nevada’s purpose for using predictive analytics and caseload stratification?”, they answered with the following:



· Reallocate resources so that, as a whole, we meet our overall goal to improve



· Resource allocation to improvement performance



· Stratify to get the right people to the right places



· Improve performance



· Flexibility



· Provide management with better tools to make informed decision and provide information direction



· Solves some “what if” screnarios so that you are working from facts not intuition.  



· Work cases in a thoughtful way



· Getting right services to the right people



· Ability to devote the appropriate time to get results



· Need data to determine how to segment/group into treatment groups and determine actions to take and that will be successful



· Take advantage of every opportunity that is presented (update data when have callers/visitors, etc.)



· Learning organization to help with what needs to be changed to improve



· Silos/Management perspective must be considered to ensure balance for workers



· Want staff to be happy to stay



· Want staff to grow



· Need to have a solution to flip workers if you have easy caseloads, harder caseloads, etc. to eliminate and reduce burn-out of workers doing the same stuff all the time.



· Ability to recognize workers abilities and be able to put people in the right place.



· Caseload stratification does not mean that the same worker must work the same group all the time; workers could also work all groups, but will know how to work each group better.



Some of the broader summary purposes are:



· Optimizing resources



· Providing better customer service



· Driving performance



Intent:



MAXIMUS facilitators then asked participants “What is Nevada’s intent for using predictive analytics and caseload stratification?”  How would you see yourselves wanting to categorize treatment groups?



Categorize Treatment Groups:



· Case types



· NPA / PA at a high level



· Arrears only vs. current



· Ability to pay / willingness to pay



· NCP ability to pay / none



Case Initiation Intent:



· Early contact / intervention  / build relationship / gather data



· Collaborate



· Assist



· Uncooperative



Establishment Intent:



· Performance metrics affected



· Paternity percentage



· Order establishment percentage



· Get the appropriate amount of support ordered



· Agreement



· Actual income verified (tax returns, pay stubs)



· Wage data from somewhere else



· Imputed income



Enforcement Intent:



· Performance metrics affected



· % of current support



· Arrearage %



· Ability to pay



· Willingness to pay



Nevada stated and MAXIMUS agreed that it may take a few stabs at getting a strategy that works.  The strategy needs to be formed, shaped and tested.  The first answer does not need to be a final answer.  It will be a living thing.  



MAXIMUS cautioned Nevada on waiting until getting all the data before determining the strategy to use; what Nevada wants to accomplish; how Nevada wants to do that; and what Nevada needs to get that done.  It will take some trial and error, but that will come from more exploring of what offices in other states have done; could Nevada apply them; would that work with Nevada’s staff, etc.



From the BPR To-Be Processes, Nevada still has work to be done and the outcome of some of those items that still need to be worked out could play into the strategy as well.  There is stuff that could be looked into now and start testing some theories.  This may not be able to be done all within the system, but it could be done outside the system.  If the data is available, it is possible to get it into the data warehouse.  



Take-away:  This group is on board with the concept and getting the support for a framework; what the details are – that’s the next steps.  This group can start talking about this message with your colleagues; keep this moving.
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Below are some of the options discussed.



Potential dimension and observable characteristics to create treatment groups:



· There is lots of data, weed it down to the factors that matter – look at the data now to see what you have, how helpful it is, what you may need in the future.  CST Survival Study from CA.



· How are you going to come up with the questions?



· Reaching out to those locations that do use predictive analytics to see how they are doing it and what they use; how successful, etc.  There may be surprising factors to consider (e.g., distance between NCP and CP).  



· Where do you want to apply the strategy?  LA County, CA is available from when customers walk in the door.  Set some concepts in place as to what approaches you want to employ.  What data is needed for this? Do we have it, would we be able to get it.



· Building interfaces to approach those connections (DMV, OVS) to make it a win-win for both – better able to get the data that is needed.



· Where do you have or where do you need to develop relationships?  Goodwill, etc.  Reach out to develop relationships to assist with your treatment groups.  What types of relationships do you need (those that help vets, those that help with job placement)?  What other barriers do you have that you need to build relationships to overcome barriers.



· As part of the program, you may need to bring on people who have the ability to deal with those people with barriers (front desk staff may need to have some social work ability).  Lack of visitation is a barrier to wanting to pay child support – if the NCP can be helped to get visitation, they would be more willing to pay.  That is another resource to have on hand.



· Building Partnerships (summarized above)



· Culture Change (for stakeholders, CSTs, NCPs, case workers) – this could be done slowly depending on how quickly stratification is being done.  



· The ability to influence a result based on relationships (the ability to reach out to counselors to assist with customers).



· Caseload stratification – careful about how to talk about it.  Don’t say don’t do anything with a case, but apply system resources instead of manual or optimize resources and ensuring everyone is getting the right services.   Customizing approach to the individual needs.



Customized approach for each treatment group:



· Think about when you have this group, do this first, that next, etc.   This is fitting the remedy to the person.  Some of this is the effectiveness of the remedies and why they are effective so that they can be organized to individual treatment groups appropriately.



Automated support tools:



· Filtering and bringing them into the right categories.  



· Just because they are in one group, doesn’t mean they cannot be moved into another group (think moving to willingness and ability to pay quadrant).



· Want the customer to be proactive with providing information that will allow you to assist them.



· Even though stratifying, there will still be caseload assignments; these have to co-exist.  The new system must deal with this.  How will the new system work?  Is there still going to be a case manager assigned even though I am not doing all the work (someone else is doing enforcements, etc.).  How will this be managed?



· NOMADS database structure is rigid / fragile and is not able to do now; new system database structure needs to allow for sorting views, better filtering, etc.  One of the reasons the Chase Global data warehouse works is it has the ability to do more of these things, including restructuring data.



· Organization is a little fragile / rigid in how cases must be reassigned for the work to be done by someone else.  The case composition is also rigid now, where is may need to be more flexible with the current family dynamics.



· How should the new system be based (on a person, on a case, on a docket, etc.)?  There are current processes that support case work?  The culture is case based and will be hard to change.



· While the metrics discussed yesterday were based on cases, there may need to be a different data structure.  There are recommendations for data structure changes and organizational changes.
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Below is a list of existing business processes by functional area.  This listing is for reference when developing metrics for the processes that affect each of the measures identified within this report.



Case Initiation:



1. TANF-Foster Care Referrals 



2. Non-Public Assistance (NPA) Applications



3. Intergovernmental Transmittals



4. Case Assessment



Locate:



1. Generic Locate Process – Automated 



2. Generic Locate Process – Manual  



3. New Hire Information



4. Intergovernmental / FPLS / SPLS / Quick Locate



5. Quick Locate (Outgoing)



6. Mail Returned By Post Office



Establishment:



1. Born Out Of Wedlock Paternity Review



2. Multiple Alleged Fathers – No Mostly Likely Alleged Father	



3. Determine Petition Contents



4. Filing the Petition



5. Genetic Testing



6. Mediation / Consent / Stipulation of Support



7. Judicial Paternity and Support	



8. Default Paternity and Support



9. Amended / Corrected Order



10. Judicial Objection



11. Order Entry



Case Management:



1. Case Monitoring



2. Case Closure



3. NV Initiating Intergovernmental and Acknowledgment Received



4. NV Initiating – Existing Monitoring



5. NV Responding – Existing Monitoring



6. NV Responding Request for Support or Registration



7. NV Responding TANF Redirect Request on Assigned Case



8. Inter-State (Foreign Orders) Determination of Controlling Order



9. Obligation Review and Adjustment / Modification



10. Inactivating Support



11. Crediting Direct Payments



12. Reactivating Support



13. Order Follows Child



14. Establishing Arrears / Reducing to Judgment



15. Child Support Order Dismissal



16. Conflict of Interest Case



Enforcement:



1. Medical Support (NCP / Employer)



1. Medical Support (CST)



1. Medical Cash



1. Income Withholding



1. Income Withholding (Monitor for Change)



1. Dispute Resolution Process



1. EIWO



1. Reduced Withholding



1. Unemployment Withholding



1. Social Security Intercept



1. Workers’ Compensation



1. Financial Institution Data Match



1. Liens (Satisfaction / Release of Judgment)



1. Liens (Personal Property)



1. CSLN and Claim Matching



1. Administrative Enforcement of Interstate (AEI)



1. Federal Tax Refund Offset



1. Federal Administrative Offset



1. Passport Denial and Release



1. Credit Reporting



1. Automated Enforcement Exemptions



1. Statewide Automated Enforcement Exemptions



1. License Suspension



1. License Suspension (Compliance Agreement (RPP))



1. Criminal Non Support (Federal)



1. Criminal Non Support (State)



1. Initiation of Contempt Action



1. Noncustodial Parent Failure to Appear / Comply



1. Quash of Bench Warrant



1. Limited Service Requested (Outgoing)



1. Deceased NCP / Creditor’s Claim



1. Offer in Compromise of State Debt



Financials:



1. ACH / EFT Receipting



2. Federal Tax Offset Processing



3. Receipting, Posting, and Bank Deposits



4. Disbursement of Support



5. Refunds of Support



6. Receipt and Disbursement Reconciliation



7. Disbursement Exceptions



8. Disbursement Status Reconciliation



9. Resolution of Dishonored Payments (Non-Sufficient Funds / Closed Accounts)



10. Resolution of Misapplied Payments



11. Returned Check



12. Reissuance of Lost / Missing / Stolen Check



13. Issuance of Debit Card



14. Cancellation of Debit Card



15. Direct Deposit Maintenance



16. Reversal of EFT



17. Electronic Payment Exception Request



18. Research and Resolution of Unidentified Receipts



19. Research and Resolution of Undistributed (Held) Collections



20. Resolution of Stale Dated Payments and Escheatment



21. Claim on Escheated Funds



22. NCP Billing



23. Case Financial Audit



24. Resolution of Over-Collection Distribution To Payee (Not a Credit Balance)



25. Change of Assignment



26. Excess Unreimbursed Assistance (URA) Payments



27. Financial Research / Action/ Correction / Update



Reporting:



1. Management and Compliance Reports



2. Self-Assessment Report



3. OCSE 157 Report



4. Accounting Management Reports



5. OCSE 34A Report



6. OCSE 396A Report



Customer Service:



1. Interactive Voice Response (IVR)



2. Web Customer Service – Parent / Guardian 



3. Web Customer Service – Employer 



4. Web Customer Service – Child Support Professional (NV)



5. Web Customer Service – Child Support Professional (non-NV)



6. Mail / Fax



7. Call Center Calls



8. Payment History for Customer
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Below are the presentations given during the sessions.



Predictive Analytics – Caseload Stratification Talking Points:











Predictive Analytics – Caseload Stratification Strategy:
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Data Driven Management Session




Predictive Analytics and Caseload Stratification Overview
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Motivations for Caseload Stratification




Stagnant collection levels




Recognition that “One Size Fits All” approach has run its course in caseload management




The truth of the 80/20 Rule




Emergence of “Big Data” analytics and technology




Emergence of “Generation My” and expectations for personalized services




Expectations for optimizing public resources
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The Potentials for Case Stratification




Case stratification can: 




Humanize interaction with NCPs




Proactive contact




Positive reinforcement




Build relationships with community partners




Fit workers’ skill sets and personalities with NCP’s needs
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Strategic Approach




Stratify cases into treatment groups




Analyze observable characteristics to predict likely rate of compliance




Specify customized approach to providing child support services for each treatment group




Use automated support




CSE System manages case work




Predictive analytics tool to identify treatment groups




Develop staff training and assignments to take full advantage of treatment approaches
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Predictive Analytics In Practice




NCP treatment groups based on:




CST’s observable socio-economic characteristics




NCP’s historical payment patterns and personal motivation factors




NCP’s public program usage




NCP’s employment status
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Sample Case Stratification Strategic Approach
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Sample Case Stratification—Paying Cases









Consists of NCP’s who have demonstrated 
a willingness and the ability to support their children




These cases rarely require active enforcement 




Approach




Monthly monitoring




Soft approach




Lead with telephone




Perform case maintenance to ensure 
case data is current




Less experienced case workers are 
assigned here
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Sample Case Stratification—Target Cases



















Consists of NCP’s with the ability to financially support their children yet payments are inconsistent




Approach




Small caseloads




Utilize all available Administrative  
& Judicial Remedies




Utilize third party tools  e.g., 
ACCURINT asset search




Courtesy phone call reminders prior 
to appointments and court hearings 
and upcoming payments




In-person appointments with 
enforcement worker




Swift enforcement action when 
delinquency occurs







































‹#›









Sample Case Stratification—Active Monitoring



















Consists of non-custodial parents whose whereabouts and/or financial ability are unknown 




Approach




Skip-tracing




Client interviews




Application of all administrative 
remedies




In-Person interview with NCP to 
determine employment status




Referral to jobs programs




Seek work orders




Closure management
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Sample Case Stratification—Teaming Cases



















Consists of NCP’s who cannot 
financially support their children




Approach




Exhaust mandated administrative enforcement activities




Conduct in-person interview with NCP to determine employment barriers




Referrals to community services 
to help overcome barriers and obtain employment




If applicable, close case 
(unable to pay)
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Predictive Analytics Strategic Approach




Stratify cases into treatment groups




Analyze observable characteristics to predict likely rate of compliance




Specify customized approach to providing child support services for each treatment group




Use automated support




CSE System manages case work




Predictive analytics tool to identify treatment groups




Develop staff training and assignments to take full advantage of treatment approaches
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Sample NCP Dimension (Florida)




					Segment Hierarchy					Segment Title					Segment Hierarchy					Segment Title




					1					Correctional Facility (currently incarcerated)					8					Arrears Only 




					2					Non Correctional Facility (e.g., mental health facility)					9					Employed - Single Case




					3					SSI Recipient					10					Employed - Multiple Cases




					4					TANF Recipient					11					Probation (currently on probation)




					5					Permanent Disability 					12					Criminal Record




					6					Temporary Disability 					13					Unemployed 




					7					Unemployment Compensation Recipient					 					 
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Sample NCP Dimension (Florida)




					NCP Payment Category					Range of Percent Compliant with Periodic Amount Owed




					Non Payor						0%




					Low Partial Payor						>0% and <75%




					High Partial Payor						>=75% and <95%




					Fully Compliant Payor						>=95%
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Sample NCP Treatment Groups (Florida)




					Employed – Multiple Cases					  Fully Compliant




										  High Partial Payor




										  Low Partial Payor




										  Non Payor




					Employed – Single Case					  Fully Compliant




										  High Partial Payor




										  Low Partial Payor




										  Non Payor




					Arrears Only 					  High Partial Payor




										  Low Partial Payor




										  Non Payor
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Florida Approach for “Employed-Multiple Cases”




					Fully Compliant					No Enforcement




					High Partial Payor					Come-in-by-Date Appointment




					Low Partial Payor					The following remedies will be initiated one at a time in the order presented as the case\NCP meet the criteria for the remedy:




										1.     Come-in-by-date Appointment 




										2.     Past Due Notice 1




										3.     Past Due Notice 2




										4.     Past Due Notice 3




										5.     Suspend Driver’s License




										6.     Credit Reporting




										7.     Personal Property Lien




										8.     Professional License Suspension




										9.     Contempt Referral




										10.  Interstate Enforcement




										11.  State Attorney Referral




										12.  US Attorney Referral




										13.  Hard to Enforce Task to Worker
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Florida Approach for “Employed-Multiple Cases”




					Non Payor					The following remedies will be initiated one at a time in the order presented as the case\NCP meet the criteria for the remedy:




										1.     Come-in-by-date Appointment  




										2.     Suspend Driver’s License




										3.     Credit Reporting




										4.     Personal Property Lien




										5.     Professional License Suspension




										6.     Contempt Referral




										7.     Interstate Enforcement




										8.     State Attorney Referral




										9.     US Attorney Referral




										10.  Hard to Enforce Task to Worker
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Sample NCP Treatment Groups (MAXIMUS)
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Nevada Functional Requirements




Predictive Analytics




Requirement: Business intelligence must include capabilities for reporting, as in analytics, predictive modeling, advanced analytics, and dashboards. At a minimum, predictive modeling and advanced analytics must include the ability to query internal case data and external third party data to extract information such as reports on likelihood of payments based on case circumstances and "what if" scenarios. 




Caseload Stratification




Requirement: The system must have the capability of sorting and prioritizing cases needing attention or action by utilizing an evaluation schematic of data present on each case. This is separate from whether or not an alert is present on a case. (Assists with case stratification).
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Discussion: Envisioning the Future




Purpose




Why is Nevada wanting to develop a predictive analytics & caseload stratification strategy?




What is Nevada’s motivation for using predictive analytics & caseload stratification?





Intent




What will Nevada do with predictive analytics & caseload stratification strategy? 




At a high level, how would this intent be carried out?
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Potential dimensions and observable characteristics to create treatment groups




 




 




 Customized approach for each treatment group




 




 




 Automated support tools




 




 




 Staff assignments to treatment groups




 




 




 Staff training for assignments 




 




 




Discussion: Nevada’s Strategy Options
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