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Intergovernmental Grant Project Goals

Increase collections on 
intergovernmental 

cases; AND

Improve case 
processing procedures 
to increase efficiency 

and enhance customer 
service. 
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Test innovations to improve intergovernmental case processing 
using a variety of approaches such as

• Improved communication
• Advancements in technology
• Trainings
• Relationship building
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Grant Approach
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• All grant projects must incorporate procedural justice principles, 
behavioral economics concepts, and enhance communication 
strategies to accomplish the project objectives.

• Grants may also be used to acquire and/or enhance technical 
capabilities that could improve intergovernmental case 
processing.

• The grantees can test improvements to system automation, 
staffing, data analysis, and system analysis.

• Tribal grantees may also use the funding to complete the 
technical steps required to gain access to the national parent 
location computer network operated by the Office of Child 
Support Services (FPLS).
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Grant Requirements
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Thank you!

For more information:
Kimberly Curtis
Director, Division of Program Innovation, OCSS
Kimberly.Curtis@acf.hhs.gov
https://www.acf.hhs.gov/css/grants
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Intergovernmental Improvement Project 
North Dakota and Three Affiliated Tribes 
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• Build more complete incoming case file and streamline 
process. 

• Increase autonomy over cases. 

• Remove barriers to progress in outgoing cases. 

• Reduce duplication of effort in shared ND and TAT cases. 
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Goals 
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Timeline
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Mitigating circumstances
• Covid
• Reorganization
• Data 
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• Assessment

• Compiling the data

• Project teams

• Outcome measures

• Baseline period: February 2020 – January 2021

• Implementation period: February 2021 – January 2022
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Roadmap to Four Interventions
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• Intervention: Transfer responsibility of in-depth review of 
incoming referrals from field staff to Central Registry.

• Goal: Central Registry plays a more proactive role in incoming 
case review so that cases are as ready as possible for next case 
management task when transferred to the casework unit.

• Technical Assistance Documents: Central Registry Enhanced 
Procedures Handbook
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#1 Central Registry Specialization
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• Slight overall increase in number of incoming cases that 
received a payment.

• Seven-day reduction in median days from receipt of incoming 
case to first payment.

• Significant reduction in requests for additional information 
from field. 

• Inappropriate referrals identified and returned.
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Results
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• Intervention: Introduce changes to the information provided to 
parents regarding the intergovernmental process and provide 
meaningful assistance to parents completing 
intergovernmental forms. 

• Goal: Increase the number of appropriately completed forms 
and decrease the timeframe in which the forms are returned. 
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#2 Customer Service and Website 
Enhancements
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Enhanced Website 
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Tutoria ls
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Sample Forms on Website 
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Improved and Consistent 
Correspondence
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Text M essag in g

-Forms sent: alert set out for 5 days out 
to send text message reminder.

-5 days after text message reminder 
sent, phone call is made to the 
customer.

-5 days after phone call, the customer 
should have returned the documents.  
(Total of 15 days.)

-Text messages are sent the same day 
request is received unless it is after 4pm, 
then it will be sent the next day.

-160 characters.
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Results
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Results
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Results
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• Intervention: Defined prerequisites in work aid met prior to 
case transfer to OIC.

• Goal: Increase number of cases that were appropriately 
screened prior to transfer to the OIC and reduce the number of 
rejected transfers. 

• Technical Assistance Documents: OIC Transfer Checklist.
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#3 Re-engineered OIC Case Transfer 
Process 
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Results 
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Results
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• Intervention: Semi-annual data matches to identify 
mismatched cases and implementation of protocols and 
procedures that clarify case responsibility.

• Goal: Improve intergovernmental communication and 
collaboration between ND and TAT. 

• Technical Assistance Documents: ND Tribal-Related Cases 
Enhanced Procedures Handbook and TAT State-Related Cases 
Enhanced Procedures Handbook
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#4 Re-engineered ND and TAT Case 
Management Process
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• By the final data match…

• 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.
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Results
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• All of it!

• Stand-alone v. incorporate into policy 
• Refining processes as we get smarter

• Continued data matches 

• Implementing similar processes with other jurisdictions 
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What did we keep?
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Thank you!

Beth Dittus
North Dakota Child Support
bldittus@nd.gov
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Questions?
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CLE CODE



The Three-State Intergovernmental Project: 
Virginia, Maryland, and North Carolina Child Support 

Intergovernmental Case Processing Innovation Demonstration
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Project 
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PLANNING IMPLEMENTATION EVALUATION
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Project Success Metrics

• Increase the collection percentage of current child support

• Decrease the median number of days to order 

• Increase customer service
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Evaluation

Research questions: 

1. Did the interventions allow Project Offices to 
outperform their peers within the state with 
respect to processing intergovernmental cases? 

2. Did the Partner States experience similar 
gains? 
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Collections Results
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Order Establishment Results
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Key Takeaways

● Results indicate a more satisfying customer service 
experience for parents and caseworkers working 
intergovernmental cases.

● In some states, the median number of days between 
incoming intergovernmental referral and new order 
establishment decreased.

● Updating written instruments and providing video options 
increased communication with parents about 
Intergovernmental Cases. 
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What now?
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Networking



2023
Intergovernmental

Training Event
___

September 27, 2023

43

Customer Service

Manual Letter Recorded Powerpoint
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For the future

• Sharing our findings in settings like this one
• Continue relationships building
• Using results to inform decisions about new system
• Entertaining the idea of networking events

Intergovernmental_Grant_Synopsis.pdf (virginia.gov)

https://www.dss.virginia.gov/files/division/dcse/grants/intergovermental_case_processing/Intergovernmental_Grant_Synopsis.pdf
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Thank you!

Mariellen Keely
Virginia Child Support
mariellen.keely@dss.virginia.gov 
Child Support Grants - Virginia Department of Social Services
Intergovernmental Case Processing Innovation Project Summaries | 
The Administration for Children and Families (hhs.gov)
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Questions?

mailto:mariellen.keely@dss.virginia.gov
https://www.dss.virginia.gov/family/dcse/grants.cgi
https://www.acf.hhs.gov/css/grant-funding/intergovernmental-case-processing-innovation-project-summaries
https://www.acf.hhs.gov/css/grant-funding/intergovernmental-case-processing-innovation-project-summaries

