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Tools for Communication
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CSENET

Child Support Enforcement Network



CSENET



EDE

Electronic

Document

Exchange



EDE



EDE



EDE (other uses)

• Sending documents to 
local offices

• DRA Audit

• Hearings & Appeals

• Bankruptcy Documents

• Unclaimed Property IW

• Annual ICR Project

• Anything that would 
normally be mailed



EDE

• Stand Alone System

• No Programming

• Volume



Communication Center



Communication Center

• 35 States

• 5 Tribes

• OCSE

• 3,800 Employers



Informational Tools



Intergovernmental Reference Guide
IRG

• Policy Questions Answered

• Program Information
• Tribal

• International

• Contact Information
• State

• County

• Regionals

• Tribal

• OCSE

• International



Intergovernmental Reference Guide
IRG

Hyperlinks for State Statutes within Policy Section Responses

Hyperlinks to State Websites



IRG

• Contact Information
• State

• State Level / County Level / Regional Offices

• International
• Hyperlink to the OCSE International Website

• Tribal

• OCSE Regional Offices



Query Federal Case Registry
FCR



QUICK
Query Interstate Cases for Kids



Think Outside the Box



State and Tribal Communication



Goals

• Improve Communication

• Reduce Duplication of Effort

• Develop procedures for each agency 



Working Together

• Assessment

• Envision Session

• Data Match 

• Handbooks



North Dakota Changes

• Specialized Tribal Unit
• Direct point of contact established 

• Developed and implemented enhanced procedures for 
managing tribal-related cases 

• Semi-annual data match – reviewing cases and 
collaborating to reach agreed upon dispositions 

• Initiated contact with Three Affiliated Tribes when an 
intergovernmental request from another jurisdiction is 
received, if the case might have a Three Affiliated Tribes 
connection. 



Three Affiliated Tribes Changes

• Consistent use of ND’s system access to screen cases 

• Developed and implemented procedures for managing 
state-related cases. 

• Semi-annual data match – reviewing cases and 
collaborating to reach agreed upon dispositions 

• Developed a standardized training module for case 
managers on how to work intergovernmental cases to 
train new staff and provide a refresher for experienced 
staff.



Result: A little communication goes 
a long way…

• The number of cases requiring manual review 
decreased by 87%. 

• The number of shared cases decreased by 76%.

• There were no longer any cases identified in which 
North Dakota showed an outgoing referral to Three 
Affiliated Tribes and Three Affiliated Tribes showed no 
open case.



Communication with Customers:
IV-D Attorneys: Who is the client? 

• It is the view of OCSE that the IV-D attorney does not 
represent individual parties. 

• The IV-D attorney represents “the agency in court or 
administrative proceedings with respect to the 
establishment and enforcement of orders of paternity 
and support.” (45 C.F.R. § 303.20(f)(1))

• Disclosure of representation is key.

• Communication with customers v. clients – what’s the 
difference? 



Communication with Customers:
Getting the information we need to move the 
case along. 

• Goal

• Increase the number of appropriately completed 
intergovernmental forms to prevent delays in outgoing 
intergovernmental referrals 



Communication with Customers:
Getting the information we need to move the 
case along. 



Communication with Customers:
Getting the information we need to move the 
case along. 



Communication with Customers:
Getting the information we need to move the 
case along. 



Text Messaging

• Day 1: intergovernmental 
forms mailed to customer 
(alert set for 5 days out)

• Day 5: text message 
reminder sent (alert set for 5 
days out) 

• Day 10: phone call to 
customer 



Results



Results



Results



Results



Communication between states:

YOUR STATE

Needs an answer but can’t get one

Receives a response, but it makes no sense

Just needs help!



The easy answer

• Go to the IRG-the IRG has contacts so that you can 
get some attention

• Contact the Central registry contact

• Send a CSNET, a Trans 2, an email or call the worker

• If the worker does not respond, Try to find the 
supervisor  to get the information 

• Call a colleague in the other state

• Contact your IV-D director

• As a last resort, contact your OSCE representative



What do you do when you don’t 
understand why a referral is not 
moving

• State A asking State B why 
the case is not moving

1. Send a transmittal, call, or 
email the worker

2. Ask for  a written 
explanation for the delay

3. Ask for a meeting with the 
supervisor and the worker.

4. Ask for an zoom or Webex 
meeting

• State B response to State A

1. Respond to the State A

2. Let them know why the 
case is not moving or that it 
is moving slowly

3. Provide checklists and/or 
rejection sheets

4. Provide the relevant 
statute



You need 
some advice

• You are about to change 
some policy or procedure.

• You want to find out what 
other state’s are doing.

• So, you…

• Poll your colleagues in 
the other states.

• Share your ideas, your 
concerns, what works, 
what is not working.



Join an 
intergovernmental 

group:

• NCSEA

• ERICSEA

• WICSEA

• Urban jurisdiction

• Domestic violence consortiums

• Participate in the IJ Fair

• Join committees





The Key to Success:

Communication

Ask, Respond, and Reply



Thank you!

Susan Smith

Intergovernmental IV-D Program Liaison

IN State Child Support Bureau

Susan.Smith@dcs.IN.gov

Beth Dittus

Policy Attorney 

ND Department of Health and Human Services

bldittus@nd.gov

Irene Halkias Curran

Deputy Administrator

IL Field and Intergovernmental Operations

Irene.Curran@illinois.gov

Tanya Glenn

County Support Supervisor

North Carolina Division of Social Services, Child Support Services

tanya.glenn@dhhs.nc.gov
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