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Relationships:

The Customer, Child Support, and You

Like the a chord progression in a fast-paced jazz song, 
working with customers in a child support setting can range 

from a simple beat to a complex composition involving 
multiple moving pieces. When faced with a complex 

customer experience, we must appreciate the delicate 
intricacies of all parties and learn to improvise to meet our 

customer’s needs. This session will delve into the more 
challenging side of the customer service experience, 

including working with sovereign citizens, cases involving 
d ti  i l  ki  ithi   lti lt l l d  
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Customer Service 101
Be respectful

Have a desire to help
Be warm and inviting
Exercise patience
Be considerate



What is Culture?

An umbrella term that encompasses the customs, arts, social 
institutions, and achievements of a particular nation, people, or 
other social group.



Culture & Community

• Sovereign Citizens
• Military Personnel
• Observances/Celebrations



Sovereign Citizens

• Viewpoint based on the tenet that US citizenship and 
government authority are illegitimate

• Deeply rooted sense of autonomy
• Diverse, nationwide movement



Common Document Submission Methods



Sovereign Citizens – How do we respond?

• Remain calm and respectful
• Refrain from taking statements personally
• Control your reactions
• Avoid engaging in a battle of wits over policies or procedures
• If while on a call, the party is using profane or demeaning 

language, advise the call will need to be disconnected and can 
continue at a better time.

• If written correspondence is received, refer to legal team.



Sovereign Citizens – How do we respond?

VA Legal Team:
• Review the correspondence received to determine appropriate 

response.
• If the party files a pleading, a judicial response is required. 

Failure to respond will result in a default loss for the division.
• Most VA judges are experienced with the specific types of 

motions typically filed and are able to resolve the motions 
without additional input from the division.

• Initial petitions or motions to amend that achieve successful 
service may have default orders entered.

• Show cause petitions have an attorney appointed. If the parties 
are uncooperative, the courts may find them in contempt.



Military Personnel

Be familiar with Servicemembers Civil Relief Act (SCRA) 
Have a working knowledge of the organization
Remember there are different branches and components
Refrain from stereotyping
Understand the core values are honor and integrity
Consider deployments and other schedule variances
Alternative means to communication



Holidays

Hanukkah, Christmas, Kwanzaa, Indigenous Peoples’ Day, Passover, 
Ramadan, Diwali, Juneteenth

• Be mindful of major holidays
• Respect boundaries

• Be empathetic
• Refrain from stereotyping 



Culture & Language



VA Caseload Demographics – Communication 
Assistance Cases
Custodial Parents
• Language .34%
• Hearing .03%
• Vision .02%
• Other, not specified .05%

Noncustodial Parents
• Language .20%
• Hearing .02%
• Vision .01%
• Other, not specified .03%



Language Barrier

• Remember language goes both ways
• Speak slowly and clearly
• Be patient and respectful
• Be willing to go the extra mile
• Consider additional methods of communication
• Use available technology



Hearing Impaired

• Check your body language
• Face the person directly
• Speak slowly and clearly
• Refrain from gesturing with hands unless using American Sign 

Language
• Check for visual cues of understanding
• Utilize alternative methods
• Use available technology
• If utilizing an interpreter, remember you are talking to the client, 

not the interpreter



Visually Impaired

• Identify yourself and anyone else who may be present
• Do not speak louder
• Remember to use your words
• Offer to read aloud any printed documents



RESOURCES



Current Contracted Services Available for 
Communication Assistance Cases

Telephonic interpretation
On-site interpretation
Document translation
Video conference



My Child Support Portal

Provides customers, employers, and third parties access to a variety 
of online child support services, including:

Apply for child support services
View and update case information
Obtain and manage payment information
Make payments
Send messages to the caseworker
Receive messages from the caseworker
Upload/download documents





Customer Relationship Management (CRM)

System established to standardize processes utilized by VDSS to manage 
citizen inquiries, requests, and/or issues as well as provide customers 
with the ability to check the status of submitted inquiries.

Types of inquires:
• Customer complaints about a service or an interaction with an agency 

employee
• FOIA and Data Subject requests
• Legislation suggestions
• Questions about available services





Contact Information

Roshonda Baines
Program Coordinator Senior, Program Services
Virginia Department of Social Services
801 East Main Street, Richmond, VA 23219
(804) 726-7982     
roshonda.baines@dss.virginia.gov
www.dss.virginia.gov

mailto:roshonda.baines@dss.virginia.gov


•Trigger Warning
•Terminology

•Acknowledgement of Gender Roles



Domestic Violence – Power and Control 
Wheel

Image from Deaf Hope



Domestic 
Violence 

Post-
Separatio
n Power 

and 
Control 
Wheel

Image from Beyond Power and Control
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