
AAppppeennddiixx  HH..  SSttaattee  BBeesstt  PPrraaccttiicceess  

H-1: COLORADO 

Undistributed Collections Management Reports 
 
Description/Goals 
 
When the postmaster returns a child support payment to the State IV-D Agency due to an 
invalid address for the CP, most state IV-D agencies put the payment on hold and 
commence locating the CP.  Oftentimes the trail grows “cold” when trying to locate the 
CP, and these types of UDC remain in the agency’s account and are reported every 
quarter as UDC. 
 
Colorado had just this problem.  However, Colorado also had the state requirement that 
payments held for more than 180 days must be reported as abandoned property.  
Therefore it was necessary to:  (1) locate the CP as quickly as possible, and (2) transfer 
any payments held for more than 180 days to the agency’s “abandoned collections 
account.” 
 
Colorado staff determined that 180 days was sufficient time to locate the CP, if location 
was at all possible.  To emphasize the importance of working the suspense list daily, and 
locating CPs for whom payments were on hold, Colorado issued specific policies and 
procedures to county staff. 
 
Furthermore, to help the state and the counties monitor progress made on “Disbursements 
on Hold” (DOH), Colorado developed a monthly “DOH Report” that rolls up the DOH’s 
for all counties and provides information about progress the state has made on the DOH 
balance.  The report was first implemented in late 1997. 
 
In addition to providing the counties with a management tool for monitoring DOH, the 
state also elected to automate the transfer to the abandoned collections account of 
payments on hold for more than 180 days.  The statewide system is now programmed to 
automatically transfer payments to the abandoned collections account on the 181st day if 
the county is unable to locate the CP or NCP. 
 
Results/Impact on Undistributed Collections 
 
Issuance of the policy and procedures, and the management report, appears to have made 
a big impact on Colorado’s total UDC.  According to Colorado’s assessment, the 
following progress has been made: 
 

Month/Year Disbursements On Hold  
Late/1997 $1.5 million + 
May 2001 $1.9 thousand 
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Location 
 
Implementation of the systems change and production of the management reports was 
done in Denver, Colorado.  Local work was done at the county level. 
 
Funding 
 
Funding is state general funds and any applicable federal matching funds. 
 
Replication Advice 
 
When the state issued the new DOH policies and procedures, state staff conducted 
statewide training for county staff.  The training enabled county staff to begin 
implementing the new policies and procedures immediately.  Colorado recommends that 
any policies and procedures developed for undistributed collections be accompanied by 
statewide training. 
 
For More Information 
 
Anne Stanek, Anne.Stanek@state.co.us  
Leslie Antuna, Leslie.Antuna@state.co.us 
 

Page H-2    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

 

Analysis of State Undistributed Child Support Collections Page H-3 
October, 2001 



 

Page H-4    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

Analysis of State Undistributed Child Support Collections Page H-5 
October, 2001 



 

Page H-6    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

Analysis of State Undistributed Child Support Collections Page H-7 
October, 2001 



 

Page H-8    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

Analysis of State Undistributed Child Support Collections Page H-9 
October, 2001 



 

Page H-10    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

Analysis of State Undistributed Child Support Collections Page H-11 
October, 2001 
Analysis of State Undistributed Child Support Collections Page H-11 
October, 2001 



 

Page H-12    Analysis of State Undistributed Child Support Collections 
      October, 2001 



 

Analysis of State Undistributed Child Support Collections Page H-13 
October, 2001 



Page H-14    Analysis of State Undistributed Child Support Collections 
      October, 2001 
Page H-14    Analysis of State Undistributed Child Support Collections 
      October, 2001 

 



Analysis of State Undistributed Child Support Collections Page H-15 
October, 2001 
Analysis of State Undistributed Child Support Collections Page H-15 
October, 2001 

 



Page H-16    Analysis of State Undistributed Child Support Collections 
      October, 2001 

 

H-2: CONNECTICUT 

Application Problem Report 
 
Description/Goal 
 
When a state finds that its balance of undistributed payments is caused by a variety of 
problems, it makes sense to devise a method to categorize those payments and to develop 
procedures for disposition of the payments within the various categories. 
 
In order to manage UDC, the state of Connecticut developed an “Application Problem 
Report” that lists undistributed payments and the reasons why the payments are not 
distributed.  This report is generated daily to identify application problems.  One of the 
unique functions performed by Connecticut’s SDU and the Bureau of Child Support 
Enforcement Central Office is to use this report to “triage” its UDC and generally 
manage these collections on an ongoing basis. 
 
The Application Problem Report lists UDC balances by reason code.  For example, 
payments that are undistributed due to a name mismatch or due to a lack of identification 
with the payment are listed together on the report.  Connecticut administrative procedures 
provide staff with instructions on resolution of each problem type, and identify the entity 
responsible for solving the problem. 
 
Results 
 
Connecticut began to utilize the Application Problem Report with the initiation of its 
statewide automated system in July 1987.  Connecticut has maintained a consistently low 
UDC rate in the last two federal fiscal years. 
 
FY/Quarter Collections Avail. Gross UDC  UDC Rate 
FY99 / 4th Quarter $46,628,578 $1,381,555 2.96% 
FY00 / 4th Quarter $49,157,217 $1,718,800 3.50% 
 
 
Location 
 
SDU staff and field staff manage the Application Problem. 
 
Funding 
 
Funding is state general funds and any applicable federal matching funds. 
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Replication Advice 
 

 

 

 

 

Connecticut staff state that it was very helpful to intentionally organize the way in which 
a state categorizes its UDC balances.  Much work was put into designing their state’s 
categorization framework up front.   

It is also helpful to work closely with your vendor on an ongoing basis.  Connecticut’s 
SDU continually updates its list of contact people in each of the regions for UDC issue 
resolution.  This enables the SDU and local staff to collaborate in working on UDC 
payments.  The state and SDU vendor hold bi-weekly meetings and have cultivated a 
good working relationship.  They are able to identify and resolve issues quickly. 

For More Information 

Connecticut Bureau of Child Support Enforcement 
John Dillon: john.dillon@po.state.ct.us (860) 424-5271 



H-3: IDAHO 

Electronic Payment System for Child Support Disbursements 

escription/Goals 

 almost seems like double-work sometimes.  Find the NCP and get child support 
 

aho wanted to at least spend less time locating CPs, while decreasing the number of lost 

ronic 
d 

rt on behalf of a CP, they send the CP a 
ebit card, along with instructions for its use.  As child support payments are disbursed to 

d at 

e to the CP to explain how payments were 
istributed.  The funds are available on the card within 24 hours.  The distribution notice 

ives a day or two later.  If the distribution notice is returned as undeliverable, 
e agency pursues CP-locate, but in the meantime, any child support payments will still 

he agency is alerted if, 30 days after a payment has processed, the CP has failed to 
ney via t t. T  then fol the CP 

s h card, has rd, hasn’t forgotten his/her 
on , etc. 

ost cards can be replaced through the local office on an emergency basis.  If a CP 
te benefits, such as food stamps, s/he has only one debit card.  All benefits 

nd child support are put on one card. 

esults/Impact on Undistributed Collections 

aho began implementing its EPS process in March 1999 and completed the process in 
ted 

ollections (UDC) rate as shown on the OCSE-34A reports submitted for the 2nd and 4th 
quarters of FY99: 
 

 
D
 
It
coming in.  Then mail out a check to the CP, only to have it returned as undeliverable. 
Find the CP, remail the check, lose the NCP, and start all over. 
 
Id
or returned checks and increasing the timeliness of CPs receiving their child support.  
They looked to the model being used by the TANF and food stamp programs – Elect
Benefits Transfer (EBT).  With the disbursement of child support, the name was change
to Electronic Payment System (EPS). 
 
When the agency begins collecting child suppo
d
the CP, the balance of funds available on the card increases.  The CP can use the car
any point-of-purchase retailer (for goods or services) or at an ATM machine for cash 
(there may be a fee for using the debit card at an ATM machine). 
 
The agency mails a distribution notic
d
usually arr
th
be credited to the debit card balance.  No checks are lost in the mail or returned as 
undeliverable. 
 
T
access the mo he debit card accoun he agency can low up with 
to ensure s/he know ow to use the n’t lost the ca
personal identificati  number (PIN)
 
L
receives sta
a
 
R
 
Id
September 1999.  Idaho reported a corresponding decrease in its Undistribu
C
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FY/Quarter Collections Avail. Gross UDC  UDC Rate 
FY99 / 2nd Quarter $15,357,633 $309,258 2.01% 
FY99/ 4th Quarter $15,473,283 $  16,940 0.11% 
 
Location 

unding from state general funds and any applicable federal matching funds. 

eplication Advice 

eir child support put on the same card.  There was also some resistance by non-TANF 
CPs since they believed there was a stigma attached to using the card.  More outreach 
with CPs, NCPs, and point-of-purchase retailers is recommended. 
 
For More Information 
 
Idaho Department of Health and Welfare 
http://www2.state.id.us/dhw/hwgd_www/chisupsv/eps.htm 
Sherry Brown: (208) 334-0684, browns@idhw.state.id.us

 
The EPS process is managed by Idaho’s Electronic Payment System in Boise. 
 
Funding 
 
F
 
R
 
Since the debit card is also used to disburse benefits, many CPs had issues with having 
th
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H-4: MAINE 

Comprehensive Study and Reconciliation of Undistributed Collections  

t 
 

e discovery that the 
stem continued to carry UDC balances from many years ago, prompted a 

ring the quarter.  Maine believed the actual UDC 
alance was considerably lower, since many previously undistributed payments had been 

r 
tors to UDC: (1) 

roblems with the IV-A / IV-D systems interface; (2) problems inherent in NECSES (i.e., 

 

aine’s Bureau of Information Systems (its technical support group for NECSES) 
d the 

e 
 incorrect information.  Each of the categories 

as then analyzed to determine the appropriate corrective actions.  Some categories 

esults/Impact on Undistributed Collections 

aine’s study of the statewide system and reported UDC balances revealed 12 pieces of 

pport 

 problem were either a lack of IV-A case data through the IV-A/IV-D 
terface, or cases incorrectly coded as open TANF cases, when in fact they should have 

been coded non-TANF.  Once these corrections were made, the state’s UDC balance was 

 
Description/Goals 
 
Since implementation of its new NECSES (New England Child Support Enforcemen
System) computer system in November 1990, Maine has made at least 11,000 changes to
its statewide automated system.  These changes, in addition to th
sy
comprehensive study and reconciliation of the UDC balances reported by the system. 
 
At the time the study was initiated, Maine had been reporting a UDC balance of 
approximately $4.3 million (4th quarter FY00), which represented about 16.7% of the 
collections available for distribution du
b
disbursed by way of a manual system, and were not reflected in the states automated 
system. 
 
Maine began its study and reconciliation by identifying the components responsible fo
the undistributed collections.  It found three major contributing fac
p
inability to retroactively change incorrect member status without programmer 
intervention); and (3) data input errors by IV-A and IV-D staff.  Maine focused most of 
their attention on the systems interface problems (relative to AFDC/TANF distributions)
because these problems contributed to the majority of the UDC existing at the time, and 
had the greatest potential for generating additional UDC in the future. 
 
M
provided the IV-D agency with a report listing every individual receipt that comprise
whole of the systems related UDC.  The report further identified each receipt as 
belonging to one of twelve categories, each category identifying the unique source of th
problem causing the UDC, be it missing or
w
required programmer intervention to resolve, while others required the painstaking 
process of manual redistributions of individual receipts. 
 
R
 
M
information that needed correction on Maine’s statewide system.  For example, in some 
cases, the IV-A or IV-E expenditure data required for disbursement of current su
distributions in AFDC/TANF cases, were missing. The most common factors 
contributing to this
in
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significantly reduced.  As state staff had suspected, they found many cases where 
e disburs re s UDC.  The system now 

al  so that porting of U uld not 
orti

ummary of Maine’s reported UDC before and after the reconciliation was 
ompleted: 

Y/Quarter Collections Avail. Gross UDC  UDC Rate 

payments wer ed manually, but we still showing a
captures these manu  disbursements this over-re DC sho
occur in future rep ng periods. 
 
Below is a s
c
 
F
FY00 / 4th Quarter $25,494,358 $4,254,567 16.69% 
FY01 / 1  Quarter $22,030,125 $   660,003   3.00% st

  
Location 

ugusta, Maine. 

 funds. 

 identify each receipt contributing to the UDC 
lem.  Additional advice 

e the alternative is tedious 
anual intervention. 

 

For More Information 
 
State of Maine Child Support Enforcement 
Stephen L. Hussey Stephen.L.Hussey@state.me.us

 
A
 
Funding 
 
Funding is state general funds and any applicable federal matching
 
Replication Advice 
 
The key factor for Maine was the ability to
total and to further categorize them by the source of the prob
would be to automate solutions as much as possible, becaus
m

  
Tim Whitfield Tim.Whitfield@state.me.us (207) 287-3159 
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H-5: WASHINGTON STATE – ONLINE SUSPENSE 

 

al 
orts are 

rinted daily in each local field office.  Field office staff are responsible for sorting, 
 

ase.  In any event, it means multiple copies of the various pages from the 
spense report being manually circulated.  If a manual adjustment must be made to clear 

 

se steps 

rt is a paper 
ocument, once it has been distributed, it is “out of sight, out of mind,” until the 

y, 

riority, 

ense report present problems.  
s with any piece of paper, they can be misplaced.  And there can be delays in review 

 office.  With each office 
questing adjustments in a different manner, it is difficult to create procedures for 

e intranet. 

Online Suspense 
 
Description/Goals 
 
In Washington State, payments that cannot be automatically distributed by the State’s
Support Enforcement Management System (SEMS) go into suspense and are coded to 
indicate the reason for suspending the item (e.g., overpayment, no debt on case, speci
instructions, etc.).  After the distribution program runs (nightly), suspense rep
produced, showing all suspended payments.  The report is sorted by field office and is 
p
copying, and distributing the suspense report to the staff responsible for the cases
associated with the suspended payments. 
 
Depending on local office policy, a supervisor may take responsibility for clearing the 
suspense payments.  Or the task might be assigned to the worker responsible for the 
associated c
su
the suspense payment (such as a refund of the payment to the payor), the responsible 
worker: (1) completes a paper adjustment voucher; (2) makes a note on the suspense
report; (3) sends an email to the supervisor, or creates a review or comment record; and 
(4) sends it off to a supervisor for review, approval, and input into SEMS.  The
help to ensure the separation of duties. 
 
While the current system works (Washington consistently maintains a UDC rate of 
approximately 2%), it has its shortcomings.  Because the suspense repo
d
following day’s report is received and printed.  It is also time-consuming to sort, cop
and distribute a paper report on a daily basis.  And if a caseload is “uncovered” because 
of absence or understaffing, suspended payments are sometimes not the highest p
especially if the suspended payment overpays the obligation.  There is also a security 
concern since the suspense report contains confidential information on undistributed 
payments. 
 
Paper adjustment vouchers and making notes on the susp
A
and approval if the responsible supervisor is out of the
re
working suspense. 
 
To respond to these issues, the SEMS unit, working with SDU staff and field office 
representatives, developed an on-line suspense program that is accessible on th
 
Instead of a paper report, the suspense report is accessible on-line.  A worker first must 
sign into the SEMS system via the intranet to have access to on-line suspense.  The 
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suspense information is sorted by office, then within each office, by work team, an
by responsible worker.  The responsible worker can review all suspense payments 
associated with the cases in his/her caseload, as well as all items in suspense for cases
handled by his/her work team.  The

d then 

 
 supervisor has access to suspense payment 

formation at the worker, work team, and office levels. 

ing a suspended payment, the worker has several options.  If updating the 
ase (such as loading a new obligation) resolves the problem, the worker need only 

e.  That ply  payment to the new 
ve ed payme  manual ad  to clear it 

 the orker can access the new on-line adjustment voucher 
 create the adjustment.  Once s/he has completed the adjustment voucher, it is 

electronically to the supervisor for review, approval and processing.  And if a 
ayment should remain in suspense, the worker can add notes to the payment record to 

till pending. 

ted screens (see attachments below) illustrate the process. 

e on-line, it is easier to monitor and audit the timely distribution 
f collections.  It also saves considerable time and resources now spent in manually 

 to 

ocation 

ss is utilized both in the headquarters SDU office, and by field 
aff throughout the state. 

unding is state general funds and any applicable federal matching funds. 
 
Replication Advice 
 
Washington originally allowed only supervisors and headquarters staff to have access to 
the suspense report for searching within their office for a payment.  However, there were 
other staff members who were not supervisors that needed access to online suspense for 
search purposes.  For a period of time it was necessary to continue printing the suspense 
report for these staff members.  To remedy this, Washington set up an access control 
switch that must be set for non-supervisory workers before allowing searches of online 
suspense. 
 

in
 
Upon review
c
update the cas night, SEMS will ap  the suspended
obligation.  If, howe r, the suspend nt requires a justment
(such as a refund to  payor), the w
to
transmitted 
p
explain why it is s
 
The annota
 
Expected Results 
 
Since suspense items ar
o
sorting, copying, and distributing the paper suspense report daily.  On-line adjustment 
vouchers offer similar savings, and a decrease in the opportunity for paper documents
be misplaced or overlooked. 
 
L
 
The online suspense proce
st
 
Funding 
 
F
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For More Information 

Washington State Department of Social and Health Services, Division of Child Support 
 

Kelley Romeo: kromeo@dshs.wa.gov  
andy Lee: slee@dshs.wa.govS   

ttachments 

. 

 
A
 
See attached screen prints for examples of Washington State’s online suspense program
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H-6: WASHINGTON STATE – PAYMENT IMAGING 

Payment Imaging 
 
Description/Goal 
 
In the past, Washington State’s SDU staff microfilmed all payments and accompanying 
documents they received.  They also completed payment processing utilizing the actual 
payment instrument.  On high-volume days (such as Tuesdays following a three-day 
weekend) SDU staff were sometimes not able to deposit all of the payments received.  
Additionally, once the payment instrument was deposited, if someone needed a copy of 
the document, it required microfilm research and retrieval at the SDU location.  If there 
was a problem with the microfilm (poor exposure, for example) the agency had to rely on 
the bank to provide a true copy of the payment instrument, a time-consuming process. 
 
Washington wanted to ensure that all payments were deposited within 24 hours of 
receipt, to meet state standards set by the Office of Financial Management.  To meet this 
24-hour deposit standard, WA needed a tool that would help them to meet the rigorous 
internal audit control requirements. 
 
SDU staff also wanted to assure quick and easy access to copies of payment instruments 
nd accompanying documentation across the state.  And since their research into 

e direction of imaging technology, Washington 
wanted to take advantage of the other advantages imaging offered, such as improved 
workflow and more efficient tools for troubleshooting payment-related issues. 
 
Washington developed an imaging solution that eliminated the internal control and timely 
deposit issues.  All payments are imaged upon receipt.  The payment instruments can 
then be deposited, allowing payment processing staff to use the digital images to 
complete payment processing. 
 
The imaging system provides a “modeling” feature that increases the accuracy and speed 
of payment processing.  Here’s how it works.  In January, NCP John Smith makes his 
first child support payment by personal check.  The payment processor identifies and 
processes the payment using the NCP’s bank account number.  In February, John Smith 
again pays by personal check.  When the February check is imaged, the worker imports 
modeling information, which includes the complete history of payments made by this 
payor.  The payment processor is presented with the information from January and need 
only confirm that this is a check from the same payor.  There is no need for the worker to 
input any identifying information. 
 
The modeling feature can also reduce the number of “unidentified” payments.  For 
example, in Washington, approximately 35% of the payments processed are received 
without proper identification.  Under Washington’s old payment processing system, these 
payments would be set aside for research each month.  This would require the worker to 
request copies of the microfilm as soon as it was developed (one to five days later).   

a
potential solutions was pointing them in th
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Under the new imaging system, research is only necessary the first time such a payment 
is received from a payor.  The model will identify any subsequent payments from the 
same payor. 
 
Results 
 
Washington estimates that they have a 99.8% accuracy rate in payment processing.  
Images of the payments are immediately accessible to all staff.  This allows “real-time” 
tools to be available to staff for payment-related troubleshooting and for locating NCP 
assets. 
 
Other benefits realized by Washington: 

 SDU transaction costs are $1.07 per payment (based on calculation done Fall 
1999). 

 State’s Client Relations Unit staff report a significant drop in payment-related 
complaint calls since installation of the imaging system. 

 State’s SDU staff report a reduction in phone calls from field staff due to the 
immediate availability of images to case workers. 

 
Location 
 

he imaging process is managed by Washington’s SDU, located in Olympia. 
 
Funding 
 
Funding is state general funds and any applicable federal matching funds. 
 
Replication Advice 
 
Management should conduct a Workflow Analysis prior to design, and implement re-
engineering of the entire process at the same time as the new technology.   
Other recommendations: 
 

 Use 21-inch computer monitors. 
 Staff should have experience using a Windows application. 
 Use a local area network infrastructure capable of accommodating the 

transmission and storage of the digital images. 
 
For more information 
 
Washington State Department of Social and Health Services, Division of Child Support 
Lynnie Larsen:  (360) 664-5360 llarsen@dshs.wa.gov

T

 
Steve Spitzer:  (360) 664-5361 sspitzer@dshs.wa.gov  
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AAppppeennddiixx  II..  PPrroojjeecctt  TTeeaamm  MMeemmbbeerr  CCoonnttaacctt  IInnffoorrmmaattiioonn  

OCSE 
 

rs Name & Address E-mail address Phone Numbe

Gaile Maller 
 

gmaller@acf.dhhs.gov Wrk: 202-401-5368 

Nina Campbell nicampbell@acf.dhhs.gov
 

 Wrk: 202-401-5049 

Miles Schlank mkschlank@acf.dhhs.gov Wrk: 202-401-9329 
 
Ke t
 

i kbassett@scf.dhhs.govh Bassett  Wrk: 202-401-9387 

 
 

he C

Name & Address E-mail address Phone Numbers 

T
 

enter 

Vernon Drew vdrew@csfmail.org
8516 M
Silver S

ilford Ave 
pring MD 20910 

 Wrk: 301-587-9622 
fax: 301-587-9620 

Kathy Sokolik 
1311 Oxford Ave 

ksokolik@csfmail.org

Centralia WA 98531 

 Wrk: 360
Fax: 360-736-2108 

-736-2112 

Elizabeth Morgan emorgan@csfmail.org Wrk: 360-705-2843 
 2436 85th Ave NE 

Olympia WA 98506 
Fax:  360-705-2853
 

Patty Keefe Durso 
21 Hillside Ave 
M

pdurso@csfmail.org

ahwah NJ 07430 

 Wrk: 201-512-1646 
Fax: 201-512-9410 
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