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Our Purpose
• VDSS and DCSE Mission and Vision 
• Core Values

• People First
• Commit To Excellence
• Embrace Differences
• Think Bigger
• Win Together

• Strategic Goals 



The Virginia Division of Child Support Enforcement 
(DCSE) engages families for success through the 
operation of programs that offer progressive, holistic, 
family-centered approaches that promote the well-
being of children and better outcomes for the families 
they serve. Through collaboration with community 
partners and other governmental agencies, DCSE 
helps parents overcome barriers that inhibit their ability 
to provide the emotional and financial support their 
children need to grow and thrive



Breaking Down Barriers

• Procedural Justice-Informed Alternatives to 
Contempt 

• Family Engagement Services 
• Access and Visitation  
• In-house Alternative Dispute Resolution Services  
• Safe Access for Victims’ Economic Security  
• Organizational Change Management 



Procedural Justice-Informed 
Alternatives to Contempt (PJAC)
• Focus on whole-family approach
• Include both parties in conversations

• Build trust
• Establish positive relationships
• Win for everyone

• Incorporates five principles: Helpfulness, 
Understanding, Respect, Voice, Neutrality

• PJAC training for staff
• Integrated into Family Engagement Services 



Family Engagement Services (FES)
• Statewide Family Engagement Team 
• Personalized Case Plans
• Connect to Community Resources 

• Employment
• Fatherhood Programs
• Mental Health
• Housing 
• Transportation
• Department of Corrections 
• Food
• Education 
• Training 
• Access and visitation  



Family Engagement Services Goals

• Address parents’ reasons for nonpayment
• Promote positive engagement  
• Improve consistency of payments
• Reduce arrears 
• Minimize need for continued enforcement actions 

and sanctions
• Minimize need for contempt actions



FES Intensive Case Management 
Service Model
• Case Assessment 
• Outreach and Engagement 

• Individual assessments
• Joint or shuttle case conferencing
• Case plan 

• Case Management and Services 



FES Training and Certifications

• Domestic Violence
• Alternative Dispute Resolution

• Intensive training through Better Agreements, Inc
• 24 virtual classroom hours
• Proven techniques for reframing, resolving and 

transforming
• Mental Health First Aid  

• Mental health and substance use issues
• 8 hour training
• Risk factors, Warning signs 



FES Flyer



FES Enrollment

Enrollment as of May 9, 2023



FES Current Support Collections

Collections as of May 9, 2023



FES Arrears Collections

Collections as of May 9, 2023



FES Success Stories

• Case#1
• Barriers: Mental health, substance use, unemployment, 

housing, health concerns  
• Outcome: Assistance for mental health and substance use, 

consistent payments, health insurance, housing assistance
• Case#2

• Barrier: Mental health 
• Outcome: FES worker successfully used skills learned from 

Mental Health First Aid and ADR Trainings 



Access and Visitation (AV)

• Mediation
• Parenting and Education 
• Parenting Plan Development
• Supervised Visitation

• Total Action for Progress (TAP)
• Sabrina’s Place program

• Related Trainings 



In-House Alternative Dispute 
Resolution (ADR) Services
• New approach with Access and Visitation grant
• Co-parent barriers 
• Internal ADR coordinator

• Mediation for visitation 
• Co-Parenting education

• Virtual and consistent statewide service



Safe Access for Victims’ Economic 
Security (SAVES)
• Awarded grant in September 2022
• Awarded supplementary funding March 2023 
• Improve Safety
• Increase parenting time arrangements
• Strengthen security measures
• Ensure child support services can be accessed safely 
• Address disparities in access to parenting time 

services 



SAVES Project Achievements

• Removal of the notarization requirement for the 
Affidavit of Nondisclosure form

• Implementation of the “quick exit” button on DCSE 
website

• Creates safer avenue to research services
• Provides information for domestic violence hotline
• Includes messaging on how to clear history/cookies 

• Acceptance of verbal nondisclosure  



SAVES Project Achievements



Organizational Change 
Management (OCM)
• Structured approach to change 
• Focus on the people
• Remove silos 
• More robust communication 
• Allocate appropriate resources
• Achieve desired outcomes
• Improve the customer experience 



Sophia L. Hollis Ticer
Deputy Attorney General/IV-D Director, Office of the Attorney 
General/Child Support Services Division
District of Columbia



Reimagining Service Delivery



Customer Surveys

• Input regarding how 
customers prefer to 
receive services

• 85% of responders prefer 
virtual services (even 
after office reopening)

• Most also prefer contact 
by email and/or text



In-Office Kiosks



Online Application

• Non-TANF customers 
request services, provide 
information, upload 
documents, and sign 
forms online

• A family profile is offered 
to TANF customers

• Benefits:
• Expedited case opening
• Fewer data errors
• Paperless processing
• Improved staff utilization



Alternative Solutions Center

• Helps parents with:
• Receives referrals from 

the court, CSSD staff, or 
parents

• Holds workshops, 
provides 1-on-1 support, 
and hosts special 
programs



Early Intervention



Conciliation Conferences
Phase One-Focuses on establishing paternity only

• Started April 12, 2022

Phase Two-Add establishment of Support + Paternity
• Started May 2, 2023

Conciliation Conferences allow the parties 
to come to together to discuss paternity 
and child support

Parties have the opportunity to meet 
remotely or in person to consent to terms 
reached during the conference



Proposal for Change



Conciliation Conference Metrics
• 110 Paternity Consent Orders have been achieved since 

4/12/22-Phase One
• 5 Child Support Consent Orders have been achieved since 

Phase Two began on 5/2/23.
• CSSD scheduled 169 appointments to resolve paternity 

matters between 4/12/22 and 12/31/22.
• CSSD has appointments scheduled 75 appointments from 

1/3/23 – 6/3/23 to date. 22 of those appointments are 
part of Phase 2 of the Conciliation Initiative and will 
resolve paternity and support matters. 



Robyn Crittenden 
Managing Director  - Deloitte Consulting
Former Commissioner of the Georgia Departments of Human Services and Revenue
28th Georgia Secretary of State



Child Support

The Child Support Program is the government program 
responsible for the collection and distribution of 
payments and medical support enforcement to 
support children in single parent (single guardian) 
families.

The Program falls under the U.S. Department of Health 
and Human Services, Administration for Children and 
Families, Office of Child Support Enforcement led by 
Commissioner Tanguler Gray.



The Child Support Program  
• The Child Support Program was established in 1975 in 

The Social Security Act, Title IV-D.

• Congress began the child support program to 
reimburse benefits paid by the government’s welfare 
programs. Congress changed the program in 1996 as 
part of the new welfare reform laws to expand the 
role of technology and ensure children receive more 
of the support paid by their parents. Today, the child 
support program has emerged as a family support 
program providing significant income for vulnerable 
families.

https://www.acf.hhs.gov/css/comms-fact-sheet/office-child-support-enforcement



Expanding to Serve the Whole-Family
• Congress has supported expanding to provide family 

support by allocating funding to programs that 
promote a whole-family approach. For example,

• Personal Responsibility and Work Opportunity 
Reconciliation Act of 1996 launched the Access 
and Visitation grants.

• Deficit Reduction Act of 2005 established 
Responsible Fatherhood funding.

• Claims Resolution Act of 2010 increased funding 
for the Responsible Fatherhood program from 
$50M to $75M.



Issues for States
• Addressing Social Determinants of Health

• Meeting Child Support Program performance 
requirements and simultaneously expanding Whole-
Family Services

• Changing the image of Child Support Enforcement

• Becoming a resource for services



Social Determinants of Health

•
• Social Determinants of 

Health (SDOH) are the 
conditions in the 
environment where people 
are born, live, learn, work, 
play, worship, and age that
affects a wide range of 
health, functioning, and 
quality-of-life outcomes and 
risks.

Social Determinants of Health - Healthy People 2030 | health.gov

https://health.gov/healthypeople/priority-areas/social-determinants-health


Social Determinants of Health 
(continued)

Economic Stability impacts: 
• Physical Health
• Mental Health
• Well-Being

Access and Quality of Healthcare impacts:
• Access to primary care
• Health insurance coverage
• Health literacy



Social Determinants of Health 
(continued)

Education Access and Quality impacts 
• Literacy
• Language
• Early childhood education
• Higher education

Neighborhood and Built Environment
• Quality and availability of housing
• Access to transportation
• Water quality
• Neighborhoods free of violence



Social Determinants of Health 
(continued)

Social and Community Context
• Distribution of resources and opportunities 

between neighborhoods and groups
• Neighborhood historical and cultural context 
• Availability of support systems

www.ncsc.org/__data/assets/pdf-file/0026/7660/SDOH.pdf



Contributions of Noncustodial 
Parents

• Noncustodial parents play key roles in the lives of 
their children.

• Child Support Programs make sure that they provide 
the required financial support.

• Child Support Programs can also provide avenues for 
Whole-Family Services, such as the emotional support 
that children and parents need.



Emotional Support from the 
Noncustodial Parent

• Emotional support from the noncustodial parent can 
take various forms, such as:

• Visitation;
• Communication (i.e., telephone calls, visual calls, etc.)
• Involvement at school;
• Involvement with community and extracurricular activities;
• Recognition of holidays and special events;
• Shared cultural and religious activities; and
• Interactions with the noncustodial parent and his/her 

family.



Partners
Many public and private partners play an important 
role in helping parents meet the financial and 
emotional needs of their children.

• Employment
• Employers are the program’s major partners and 

withhold the largest portion of child support payments.
• Employment Programs 

• Learn about resources available for child support 
agencies interested in implementing or enhancing a 
noncustodial parent employment program.

• Courts
• Child support programs work with attorneys, law 

enforcement agencies, and  courts to deliver services at 
the local level.



Partners (continued)

• Family Violence
• Local programs promote safe access to child support 

for victims of domestic violence.
• Fatherhood

• Child support programs work directly with fathers and 
are uniquely positioned to connect them to fatherhood-
related programs and services.

• Health Care
• Establishing and enforcing medical support orders 

ensure that children have stable access to health care.



Partners (continued)
• Hispanic Outreach

• Resources to build Hispanic outreach programs to 
inform parents about child support services

• Incarcerated Groups/ Reentry
• Child support programs work with correctional 

institutions to help parents who are incarcerated or 
about to be released.

• Military & Veterans
• Child support programs help families respond to 

circumstances as a result of military service. We work 
with the Department of Veterans Affairs and the 
American Bar Association on issues that impact 
veterans.

Office of Child Support Enforcement (OCSE) | The Administration for Children and Families (hhs.gov)

https://www.acf.hhs.gov/css


Examples of Whole-Family Support 
Programs

In Georgia:
• Fatherhood Program
• Fatherhood Celebrations
• Fatherhood Conversations
• Access and Visitation Program
• Parental Accountability Court Program

https://childsupport.georgia.gov/programs-services



Fatherhood Program

• Through the Fatherhood program, the GA Division of 
Child Support Services works with parents who are 
unemployed or underemployed and are, as a result, 
unable to pay their full child support obligations. 

• The program connects parents with resources that 
lead to jobs paying above minimum wage, greater 
self sufficiency and more emotional, parental and 
financial involvement in the lives of their children. 
Georgia had the first statewide program in the U.S.



Fatherhood Celebrations 

• In an effort to raise awareness for the Fatherhood 
program’s ability to help parents meet their child 
support obligations, the Division hosts outreach 
events around the state. 

• These events celebrate the roles fathers play in the 
lives of their children. It is a fun atmosphere for 
parents to spend time with their children and to learn 
about the resources available to improve their ability 
to support themselves and their families. 



Fatherhood Conversations

• These events, hosted around the State, allow parents 
to ask questions in person or virtually in a safe zone. 
Each event allows the community to learn more 
about DCSS processes, the Fatherhood program, 
community employment opportunities and 
community support services. 

• The virtual events also offer a chance to address 
questions and concerns directly with local DCSS staff 
members, businesses and community support 
resources. 



Access & Visitation Program
• The Access and Visitation (AV) program provides 

approximately $10 million in funding annually to the 
54 U.S. states and territories. 

• Administered by the Office of Child Support 
Enforcement in the Department of Health and 
Human Services, the AV program is designed to 
increase the noncustodial parent’s access to and 
visitation with their children. 



Access & Visitation Program 
(continued)

• Georgia uses funding from this grant to provide 
several services to parents.

• Eligibility and Services 
• To participate in the AV program, the parent must have an 

open child support case through the Division of Child 
Support Services (DCSS).

• For the safety of the other parent and the children, AV 
services will not be provided if there is a history of domestic 
violence. 



Access & Visitation Program 
(continued)

These services are offered at no cost to child support 
customers and include the following:

• Coordination of visitations or parenting time;
• Mediation between the parents (non-legal, non-binding);
• Written parenting plans;
• Group parenting education; and
• Counseling on access issues.

Access & Visitation Services are funded through the 
Administration for Children and Families.



Parental Accountability Court 
Program  

• The Parental Accountability Court Program seeks to 
remove the underlying issues that cause noncustodial 
parents to become chronic non-payers of child 
support.

• Through judicial oversight, Parental Accountability 
Court assists to transition non-custodial parents with 
barriers to self-sufficiency through parent 
accountability, employment and education.



Parental Accountability Court 
Program (continued)

• Services offered through Parental Accountability 
Court

• substance abuse treatment
• job assistance and placement
• short-term training 
• coaching and mentoring 
• educational services
• Georgia Work Ready as an alternative to 

incarceration.



Q&A


	Slide Number 1
	WHOLE FAMILY APPROACH TO CHILD SUPPORT DELIVERY��Reimaging the Approach to Service Delivery and Program Evaluation�Supporting families is more than just meeting Federal Performance Measures. ��
	Breaking Down Barriers: Creating Better Outcomes Through Supportive Services 
	Our Purpose
	The Virginia Division of Child Support Enforcement (DCSE) engages families for success through the operation of programs that offer progressive, holistic, family-centered approaches that promote the well-being of children and better outcomes for the families they serve. Through collaboration with community partners and other governmental agencies, DCSE helps parents overcome barriers that inhibit their ability to provide the emotional and financial support their children need to grow and thrive
	Breaking Down Barriers
	Procedural Justice-Informed Alternatives to Contempt (PJAC)
	Family Engagement Services (FES)
	Family Engagement Services Goals
	FES Intensive Case Management Service Model
	FES Training and Certifications
	FES Flyer
	FES Enrollment
	FES Current Support Collections
	FES Arrears Collections
	FES Success Stories
	Access and Visitation (AV)
	In-House Alternative Dispute Resolution (ADR) Services
	Safe Access for Victims’ Economic Security (SAVES)
	SAVES Project Achievements
	SAVES Project Achievements
	Organizational Change Management (OCM)
	Slide Number 23
	Reimagining Service Delivery
	Customer Surveys
	In-Office Kiosks
	Online Application
	Alternative Solutions Center
	Early Intervention
	Conciliation Conferences
	Proposal for Change
	Conciliation Conference Metrics
	Slide Number 33
	Child Support	
	The Child Support Program  
	Expanding to Serve the Whole-Family
	Issues for States
	Social Determinants of Health
	Social Determinants of Health (continued)
	Social Determinants of Health (continued)
	Social Determinants of Health (continued)
	Contributions of Noncustodial Parents	
	Emotional Support from the Noncustodial Parent
	Partners
	Partners (continued)
	 Partners (continued)
	Examples of Whole-Family Support Programs	
	Fatherhood Program	
	Fatherhood Celebrations 
	Fatherhood Conversations
	Access & Visitation Program
	Access & Visitation Program (continued)
	Access & Visitation Program (continued)
	Parental Accountability Court Program  
	Parental Accountability Court Program (continued)
	Slide Number 56

