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Bringing Child Support Document 
Generation into the 2010s

Many Child Support Enforcement systems require the 
generation of paper documents as a primary method for 

helping to administer child support cases.  Current systems 
rely upon legacy document generation solutions and often 

focus exclusively on the creation of paper documents…



Forms are a critical component of a Child 
Support Enforcement System…

Printed forms/documents are 
essential for administering a child 
support case:
• Filings and Pleadings

• Appearance Notices

• Paternity Establishment

• Support Orders

• Enforcement Orders

• Income Withholding Orders

• Locate Forms



Forms are a critical component of a Child 
Support Enforcement System…

Printed form documents provide 
key communications to case 
members and others involved in a 
child support case:
• Notices of Pending Enforcement Actions

• Payment Coupons

• Inter-governmental Communications

• 3-year Review Notices

• Routine Correspondence

• Non-English language forms/documents



Forms are a critical component of the Pennsylvania 
Child Support Enforcement System (PACSES)…

• PACSES generates approximately
50,000 forms per day across 67 
county offices
– 10 million+ forms per year
– 500+ form layouts

• PACSES supports three basic form
types:
– Direct Print – Generate and print immediately with no additional data 

entry required
– Filler – Require additional user data entry before being generated and 

printed
– Batch – Similar to Direct Print but generated and printed during 

overnight batch processing



Business Issues 

Implemented in 1997, several key business issues 
evolved with the original PACSES forms solution:

– Filler forms required Personally-Identifiable Information 
(PII) to be forwarded via unsecure email

– No central repository for generated electronic forms
– Forms were not “user friendly”
– System only designed to produce hard-copy forms

Bottom line – Existing solution provided the ability to print forms but 
nothing more…and you had to keep your fingers crossed that there 

would be no software problems



Business Solutions

Features provided by the new Forms solution:
– A single browser-based repository for filler forms workflow
– A repository of generated forms in .pdf format for reprint
– Formatting standardization – common headers, footers, 

fonts, etc.
– “Paragraph flowing” eliminates whitespace associated 

with variable length inserted fields
– Support for Duplex Printing
– Increased data reliability
– Flexibility to establish statewide standard formats that also 

support significant county-level customization



Pennsylvania – The First Step of Forms 
Modernization

How do you fix the key document generation component 
of PACSES to continue meeting current forms printing 

requirements while also positioning the Bureau of Child 
Support Enforcement (BCSE) to take advantage of new 

technology?



Overview of the 
Legacy PACSES Forms Solution

Additional technology issues with the original PACSES 
forms solution:

– Based on Jetforms software no longer maintained or 
supported by the vendor

– Separate form templates maintained to support different 
functional requirements (e.g., confidential, Spanish forms)

– Did not support newer 64-bit operating systems – inhibited 
performance upgrades to newer server software

– No scalability across counties
– No tools available to diagnose problems or provide audit 

trail/performance analysis 



Overview of the 
Legacy PACSES Forms Solution
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Overview of the 
New PACSES Forms Solution

Implemented in January, 2011, the new PACSES Forms 
solution overcomes all of these critical issues:

– Built on the newest version of Adobe LiveCycle technology
– Filler Forms delivered via secure LiveCycle Workspace 

browser application – PII no longer distributed via email
– Form templates consolidated to a single-template per form 

supporting multiple requirements 
• For example, multi-language, confidential/non-confidential forms
• 500+ templates consolidated to less than 370 templates
• Reduced maintenance requirements for form modifications



Overview of the 
New PACSES Forms Solution

The new LiveCycle based PACSES Forms solution:
– Implemented on a scalable, centralized 64-bit server 

architecture supporting all counties
– Provides a central repository for storing generated, 

“flattened” pdf forms
– Uses an “out-of-the-box” configuration of standard 

LiveCycle functionality
• User work queues for filler forms
• Support for workflow/work distribution

– Can be expanded to support other DPW applications 
and/or additional processing needs



Overview of the 
New PACSES Forms Solution

Performance outcomes:
– Direct Print forms arrive at the printer in 3.0 sec (avg)
– Filler forms arrive in Workspace user queue in 3.5 sec (avg)

• Both measures compare well to the 15 sec requirement

– Highest 1-day forms volume to date:  62,007
– 9,982,462 forms generated in production in year 1
– Distribution of online

forms generated
per day



Overview of the 
New PACSES Forms Solution



Overview of the 
New PACSES Forms Solution – Sample

• Forms open in Adobe Reader
• User-enterable fields displayed 

with blue background
• Required fields outlined in red



Overview of the 
New PACSES Forms Solution – Challenges 

Implementation of the new solution had its share of 
challenges:

– Integration of new software into a legacy technology 
architecture

– Existing network infrastructure vs. new capacity 
requirements

– Adjustments for unexpected usage patterns
– Training for a widely dispersed set of county users



Positioning PACSES for the Future

In addition to resolving the immediate critical issues, 
the new PACSES Forms solution can support significant 
future functionality for BCSE and DPW:

– Electronic Form Delivery – Providing electronic links to 
generated forms rather than mailing paper

– Case Workflow – Servicing tasks using an electronic case 
file that can be passed between county workers and 
between the county and judicial staff

– Online Form Entry – Providing electronic forms that can be 
filled out via the browser

• For example, an Online Intake form to provide case information 
prior to the first establishment meeting



Positioning PACSES for the Future

Additional examples:
– Statewide Barcoding – Apply a standard barcode format 

for central storage and indexing of returned paper forms
– Electronic Signature and Document Security – Providing 

electronic signatures for judges on support orders; 
securing confidential electronic forms to be read only by 
the addressee

– Central Printing – Printing, preparing and sorting outgoing 
mail centrally to allow for maximum postal discounts



Positioning PACSES for the Future
Example of Potential Cost Savings for Electronic Delivery

For each 1% of forms “converted” from paper to 
electronic delivery estimated annual savings would be: 

– 130,000 forms not mailed
– 286,000 sheets of paper (57.2 cases) not used
– $50,000 in postage cost saved
– $68,000 in total cost savings
– 37 trees* would be saved 

Current % of PACSES Case Members with Email Addresses: 13.9%

*  Reference Environmental Defense Fund (www.edf.org/papercalculator )

www.edf.org/papercalculator


Problem Solved for 
Pennsylvania DPW

Replaced the key legacy forms generation component of 
PACSES with a new solution based on 2010s technology 

that resolved all critical issues while also positioning DPW 
and BCSE to utilize new functionality providing additional 

levels of efficiency and productivity



Florida – The Next Step of Forms 
Automation

Florida Department of Revenue (DOR) Child Support 
Enforcement Automated Management System (CAMS) 

takes advantage of the increased capabilities provided by 
a new document generation solution.



Evolution of SAP Forms Solution
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Business Agility

SAPScript 

SmartForms

Adobe Forms

2001 2005

• Available in all SAP versions
• Mainframe based product  
• Significant efforts for relatively small output
• Output only 

• Available from version 
4.6C

• Improved Tool, easy 
to use

• Object driven 
Document Creation

• Output only

• Available from SAP Net 
Weaver 2004 

• Partnering technology 
allows interactive PDF 
based forms

1998

Functionality

SAPSCRIPT -> SMARTFORMS -> ADOBE FORMS



SAP Forms used in CAMS
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Benefits of Forms in CAMS
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Form Type

Trigger by 
Status 

Change

Printing Type

Grouping

• Forms generated due to change in Activity, Case or 
Service Contract. 

• Triggers are easy to configure

• Supports Single-Sided, Double-Sided and Mixed printing
• Duplex and Mixed printing represents significant savings 

on printers and printer paper

• Forms which are generated in SAP from the ADS Server
• Correspondence are attached and linked to case as an 

image for easy reference by case worker

• Two or more forms to the same customer are grouped 
together

• Saves money on postage and printed materials
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Central 
or

Batch Printing

Local Printing

• Forms can be printed locally using the image attached 
to the PDF or a normal document.

• Useful for Attorneys
• Printed forms are tracked for history purposes

• Used for mass printing of the forms
• Forms are printed in the specific order required

Regular Mail

• Most of the forms mailed using regular or bulk 
USPS mail

• Batching is performed at General Tax Administration 
using automated machines for the entire process

Methods of Form Printing and Mailing



Form Access Via CAMS

27

Displays the history that the form was generated.  User points and clicks on the 
Name and an image of the actual form generated will display.

Name of 
Form 

Generated

Form is 
Outbound or 

Inbound

Shows who 
created the form 
either batch or 

user ID will display

Date and 
time of 

Creation



Form Access Via CAMS
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Caseworker can view the actual form that was sent out and can reprint as needed.  
Scroll-bar allows caseworker to scroll down to view entire form.



Example of Complex Form
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Child Support Advanced Requirements
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Inbound

Bar Code

Mark Sense

Inserter 
Marks

• Tracks Incoming and Outgoing forms
• Contains unique number to identify form along with 

version number, client category and other key data

• Scan and track incoming data on a form
• Selection of a check box
• Used to fill specific data for efficient business decisions

• Processing of Mark Sense forms changed by the member
• Filled in data is scanned and presented to the case worker 

for evaluation

• Horizontal line(s) to define start and end of a form
• Used by machine for folding forms and stuffing envelopes
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Bar Code – Example
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Mark Sense – Example
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Inbound Forms – Example
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Inserter Marks – Example
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Advantages of Inserter Marks

• Scanner reads the Inserter Marks on the form
• When it reads the two horizontal lines on last physical 

page it passes those pages to the folding machine
• Folding machine does the bi-fold or tri-fold of the forms 

and  puts them into an envelope
• Requires no manual intervention during form packaging



Florida CAMS Business Advantages

Summary of the advantages provided by the new 
automated document solution for Florida CAMS:

– ROI – Florida DOR saves approximately $12 Million/Year
– Automated form packaging using Inserter Marks and Mark 

Sense reduces manual labor efforts and costs
– Stakeholders have visibility of the end-to-end 

correspondence footprint 
– Consistent and familiar look and feel of forms due to 

Adobe integration
– Postage savings due to use of bulk rates
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The Next Phase of Case Member 
Engagement – Improving Outreach

Technology continues to provide government agencies 
with new ideas and new techniques for improving 

communication and optimizing outreach to citizens –
ideas that can be used for Child Support Enforcement.
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Current Environment

§ Paper-based processes from initial benefits applications to 
customer eligibility re-certifications to client notices.

§ Costly pre-printed forms
§ Inflexible document templates
§ Costly printing from legacy system infrastructure
§ Inefficient spend on US postal service
§ Risks to customer data confidentiality
§ 508 Compliance issues with paper documents

Where We Are – Government Challenges
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Multi-Screen Democracy – Personalized Efficiency
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Digital 
Government

Adobe
& • Citizen Engagement

•Business Process Efficiency

•Analytics for Effectiveness
Multi-Screen

User Experience Cross Platform

Content SecurityCloud-Ready

Open / Modular 
Architecture

Community

25 Years of Strong Partnership
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Web
Mobile Web
Campaign Sites
Kiosk Sites
Email Marketing

Social Media Sites
Facebook
Twitter
LinkedIn
Google+

Mobile Apps
Mobile Sync
iOS / Android / RIM 
/ Windows / others 

Engagement Across Multiple Channels
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90



Engagement Customers
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The Good Ol’ Days?
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Forms Efficiency Spectrum

Citizen 
Engagement

• Pre-populate

• Document Routing

• Intuitive interface

4

Guided Form

Case Management

• Account History

• Archived Statement 
Library

• Interactive 
Communications

5

Personalized 
Portal

Print & Fill

• Print & Read

1

Paper Form

Fill, Sign, Submit,
Store, Process

• Pre-populate

• 2D bar codes

• Digital Signatures

• Rights Management

3

Dynamic / 
Interactive Form

Fill & Print

• Text Fields

• Validations

2

Basic eForm

Intelligence ROI
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LiveCycle Document Security

§ Rights Management
§ Prevent Documents from Leaking
§ Destroy or Modify documents after released
§ Restrict document features

Certified Document
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Strong Government Partnership for 20 Years

FEDERAL
STATE &
LOCAL
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Helps you gain Insight by 
listening to what is happening 

and adapting in real time.
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Measuring Effectiveness



Helps you gain Insight by 
listening to what is happening 

and adapting in real time.
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Measuring Effectiveness

Measuring Effectiveness

Platform 
Transformation

Customer Analytics

Dashboarding / 
Visualization

Social Analytics Video

Big Data

Predictive Analytics

ANALYTICS & REPORTING

Mobile



Effectiveness – Rights Management and Analytics
• Preventative and detective controls to mitigate 

and track accidental and intentional leaks
• Optimized for enterprise-wide and cross-

organization workflows
• Rich analytics to support continuous 

monitoring of suspicious behavior and content 
usage

• Can be deployed actively and passively, and 
integrated with portals and repositories

• Supports multiple native file formats: 
PDF, Office, CAD

• Multiple authentication options: 
LDAP/AD, OTP, PKI, SSO, and more

• Integrated with leading DLP, McAfee and 
Symantec, to combine discovery with 
protection

• Granular controls for printing, clipboard, 
expiration, revocation, version control, 
dynamic watermarks – and all can be changed 
even after documents are distributed
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Why Secure Envelopes Are Now “Old School”

With traditional enveloped 
encryption, like S/MIME, PGP, 

or ZIP, the container is 
decrypted to produce the 

contents.  You can’t protect 
where the decrypted contents 

subsequently go.

With internal document 
cryptography, there are no 

unprotected copies.  The encryption 
is inside the file format itself.  

Wherever the document goes, it 
stays protected.

Content Centric 
Security
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Effectiveness: Securing National Assets
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Analytics Customers

Financial 
Services

High Tech

Telecom

Travel

Retail

Government
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Engagement

Web

Mobile

Social

Virtualization

Efficiency

Doc Generation to 
Electronic Forms

Interactive notifications  
and statements

Business Process
Automation

Workflow Optimization/ 
Citizen Portal

Effectiveness

Analytics

Privacy & Security

Collaboration

Waste, Fraud & 
Abuse
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The Correspondence Challenge

Bulk StatementsBulk Statements

Customer 
Correspondence

Customer 
Correspondence

Customer 
Correspondence

Customer 
Correspondence

Useful, personalized, 
differentiated

Efficient, 
compliant, agile

E
ng

ag
em

en
t

Cost Per Item

Underutilized 
customer touch 

point, lost 
opportunity

Labor, compliance,
IT reliance,

multiple systems
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Customer Communications Solution

Interactive 
Statements
Interactive 
Statements

Correspondence 
Management

Correspondence 
Management

Engaging, efficient communications 
that are right for your customer and 

best for your organization

Reduce Costs

Increase 
Engagement

Increase Compliance

Build RelationshipsE
ng

ag
em

en
t

Cost Per Item

60



Thank You for Attending
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