Alabama

Colorado

Florida

Intergovernmental Case/Escalation Protocol - May 2018

1. Describe the
organization of your
state’s IV-D program. Ex:
State-administered,
county run, whether any
portion is privatized, etc.

2. Describe your state's
handling of
intergovernmental cases.
Ex: Central Registry opens
cases and immediately
refers to local agency for
case management.

3. Does your state have an
intergovernmental
escalation protocol in
place for contacts you
receive from other states?
If so, please describe. Ex:
Local agency should be
contacted flrst, and issue
escalated o state-level
staff as needed.

4. What is the protocol when a

complaint is received by your

Central Registry? Does it differ

when the complaint is received

from a case participant or another

IV-D agency?

5. What is the protocol
when a complalnt is
received by a local office in
your state? Does It differ
when the complaint is
received from a case
participant or another IV-D
agency?

6. What is the protocol when
a complaintis received on a

7. Does your state have a

Tribal or | casa?
Is your state's procedure
different for these cases?

[ 1 for when to
escalate issues to 0CSE?

8. Ifyour state
contacts OCSE
with an escalated
issue, do you
contact your
Region, or the
Reglon with which
you have an issue?

9. Do you designate
which staff from
your state should
reach out to OCSE
when necessary? If
yes, whom?

10.Does your
state ensure that
the IRG has up to

date contact
information for all
levels?

11. Do your
local offices
utilize OCSE
applications on
the Child
Support Portal
(. QUICK and:
the IRG) in
attempting to
medlate issues
with another
state?

12. Do your
local
caseworkers
provide direct
contact
Information
when working
with anather
state?

13, For
documents
your state
receives via
CSENet/EDE,
do you also
need a hard
copy?

14. When sending a
Transmittal 2 or 3 to
your state, do you
prefer that it be sent
directly to the local
office, or to the
Central Registry?

15. Who is the person
(and contact info) you
as the State IV-D
Director as

16. Approximately
how long should it
take to get a response

your chief contact, to
handle an escalated
complaint to your
offlce/state?

to the
contact made to your
office/state in
Question #15?

The Alabaina IV-D program is a
state supervised program but is
locally administered in 67
counties The central office
performs state
level functions

Central registry stalf records receipt
of case, sends the request
acknowledgment to the initiating
weate, and forwards the caeg to the
appropriate local agency office

Yes, The local agency should be
contacted first and If the issue
cannot be resolved, state-level
central registry staff should be

contacted.

Il the complaint is received by the case
articipant who is the client in the

initiating state, the participant is referred
back to the initjating state.if the complaint

1s received by another IV-D agency (the

initiating statc), central registry/state-level
staff will assist in attempting to resolve the

Issue.

IF the complaint is received by the

case participant who is the client in

the initiating state, the participant
i referved Baak b the inbiating
state. If the complaint is received

by another 1V-D agency (the

initiating state), the local agency

wlll assist in attempting to resalve

the issue.

If the complaint Is received by the
case participant who (s the client in
the inltiating state, the participant is

referred back to the Initiating state, If
the complaint is received by another

VD agengy (the stisting statel,

central registry/state-level staff or

the local agency will assist in
attempting to resolve the Issue

Yes, The issuc is escalated to
OCSE only after all attempts to
resalie the baud have been
exhausted by state-level staff.

My Reghon

Yes The issue s
escalated to OCSE only
after all attempts to
resplie e Hitie have
beew exhamted by state
Bewel stafl,

Yes

Yeu

Yei

Central Registry, A
Transmifial 3 should bo
sent to the central registry,

A Transmittal 2 should
also he sent to the central
registry unless there is
already an ongoing/open
case in the local office.

The State 1V-D Director.

The state will acknowledge
the request fsue upan
recelpt and attempt to
resolve the Issue within ten
(10) working days

€0 is State-supervised, County-
administered and has one
county that is contracted with
Young Williams

CO Central Registry creates an
Intergovernmental Case, assigns a
temporary Interstate Network
number and refers to a local agency
M thers 14 2 verified address witlhin
the past 45 days for Establishment
regisesty aml within the pas 60
days for Enforcement requests, If
the address received from the
initiating agency is not within these
time frames, the Central Registry
requests locate from various
resources. If the obligor s not
verified in €O, a 60 day closure
begins, with notice to the initiating
agency

Yes, The local office should be
contacted initially for resolution
as they are "hands on’ with the
case. If resolution/information is
not received, contact should be
made with the Central Registry

Complaints received at the CQ Central

Registry all have the same priority in terms
of importance. Complaints from the case
participants or another IV-D agency must

be addressed within 5 working days
Complaints/requests from the Federal

Office (OCSE) have a 2 working day
Frspone time. 1 gunme dtaices, the

alevatiin puay not be rewolved but we strive

to make contact/research, within these
time frames.

CO counties each have their own
policy/time frames in place for
resolution when a complaint is

received

Within the €O Central Registry, all
complaints follow the same priority
for ion, as belore.

Yes, Generally speaking, if the
issue cannot be resolved at the
€O Central Registry, contact is
made with our Regional
Tracy Graham

and he reaches out to OCSE, il
needed

My Region

Yes, in the past, It has
been the CO Central
Registry supervisor or
team lead

Yis

Yes, We recommend
this to all local

caseworkersasa
“best practice’

Yes, I a CSENet
request Is received,
we require a hard

copy packet to

proceed with an

Local office, Any requests

case. |f the
documents are
sent via EDE, we
accept this without
ahard copy; unless
a certilied copy of
the order is
required for the
type ol action
being requested

for payment
should come to the Central
Registry; all other
Transmittal #2/3's should
be sent to the local office
enforcing the case.

WWithin 5 woghing days

State administered, state run for
65 of 67 counties. The Manatee
County Clerk of Court and State
Attorney's Ofice [n Miaml-Dade
County are under contract to run|
the olTices in thuae counties.
They fallow the same
procedures and use the same
forms and computer system

Incoming intergovernmental cases
are received by Central Reglstry
whi opens the cove dnd ssycsn
whether the required
documentation/forms are included
Il not, they respond to the other
state/county, Ongoing case
processing is managed on the
automated system and local office

No, We do not have a separate
workflow, but use the same
escalated process whether it was
an intergovernmental or instate
case

Itdoes not differ. If the Central Registry

receives a complaint and case is assigned to
a local office, the complaint Is sent to the

local
office to handle.

We dis pdfer additinal tvstomar serviee
options for other states - Customer Contact
Center has a dedicated line for other state

IVD stall

toi iese and the Program has dmail avaitsble

for use by intergovernmental team
members checking on case status:

C! T

It does not dilfer. Lacal offices have
cnstomer inquiry team members
who handle escalated
cases/inquiries These customer
inquiry team members do not
report to the local management,
but instead the regional
management structure to pravide
independence in the review. They
research and work with the local
offices to resolve and look at the
case in a holistic fashion, not just
what current question may be, If
the Program provide inaccurate
information or cmmated s
completing an action that was not

om

, a customer complaint
activity is creared on your system
to track where we inay have trends
with customer complaints and will
address as nceded

Same 5 Hewever, the lodal aflice
will generally contact our central
office for guidance handling thesc

cases due to the overall low
percentage of these types of cases.

N, It Is same as any other
escalated inquiry. We da provide
them a specific point of contact
to send their requests, After they
are received, the Customer
Inquiry team members |
mentioned carlier provide
assistance and review.

My Region, | selected
My Region, but Florida
does not utillze any of
the OCSE Region offices

to provide assistance
with canes. 1w Felt wee
mended avsistance that

was not handied
through normal
processes, the IV-D
Director would contact

thy pther state’s IV-I

director

Assume you are still
asking specifically about
escalated inquirics - No,

feam members ate nd
authorized to reach out

to OCSE without IV-D

Director approval

Yes, We havea
scheduled review by
our Communications

Office and it is updated
ceach time we have a
personnel change

Yeu

Yes

No

Transmittal 2 on
established case - local
office handling case [f
Beca wllice nid e,

ceniral reghitry
Trananitial 4 - central

registry

We il lke e better
understand what is being
proposed before
designating someone

Alabama

Colorada

Florida



Hllinols

Indiana

Intergovernmental Case/Escalation Protocol - May 2018

1. Describe the
organization of your
state’s [V-D program. Ex:
State-administered,
county run, whether any
portion is privatized, etc.

2. Describe your state's
handling of
intergovernmental cases.
Ex: Central Registry opens
cases and immediately
refers to local agency for
case management.

3. Docs your state have an
intergovernmental
escalation protacol in
place for contacts you
receive from other states?
Ifso, please describe. Ex:
Local agency should be
contacted first, and issue
escalated to state-level
staff as needed.

from a case parti

4. What is the protocol when a
complaint is received by your
Central Registry? Does it differ
when the complaint is recelved

IV-D agency?

pant or another|

5. What is the protocol
when a complaint is
received by a local office in
your state? Does It differ
when the complaint is
recelved from a case
particlpant or another IV-D
agency?

6. What is the protocol when
a complaint is receivedon a
Tribal or Internatlonal case?
Is your state's procedure
different for these cases?

7. Does your state have a
pratocol for when to
escalate issues to OCSE?

8. Ifyour state
contacts OCSE
with an escalated
Issue, do you
contact your
Region, or the
Region with which
you have an issue?

9. Do you designate
which staff from
your state should
reach out to OCSE
when necessary? If
yes, whom?

10. Does your
state ensure that
the IRG has up to

date contact
information for all
levels?

11, Do your
local offices
utilize OCSE
applicatlons on
the Child
Support Portal
(e.g., QUICK and
the IRG) in
attemptling to
mediate issues
with another
state?

12.Do your
local
caseworkers
provide direct
contact
information
when working
with another
state?

13. For
documents
your state
receives vla
CSENet/EDE,
do you also
need a hard
copy?

14, When sending a
Transmittal 2 or 3 to
your state, do you
prefer that it be sent
dlrectly to the local
office, or to the
Central Registry?

15, Who is the person
(and contact info) you
as the State IV-D
Director designate as
your chief contact, to
handle an escalated
complaint to your
office/state?

16. Approximately
how long should it
take to get a response
to the escalated
contact made te your
office/state in
Question #157

The organization of lllinois's
state's IV-D program is state-
administered. All case
management is performed by
state staff, with the exception of
modification reviews and some
employer services which are
performed by a vendor. Our legal
representation is provided by
the lllinols Attorney General,
However, in some counties the
Agency and the AG have agreed
to contract for legal
Tepresentation with connty
State's Attorneys

In Winois, our central registry (ICR)
NS CaTes, Tewiies Ui caves for
completeness, and sends requests

Tor additional information il
needed The ICR creates a shell case
for our KIDS system. Cases are then
routed to the appropriate regional
office for handting, except for cases

assigned to Cook, Lake, Kane and
DuPage counties. ln these counties
(which comprise Chicago and the
collar counties around Chicago) the
cases are routed directly to the
respective State’s Attomey's Office.

Yes, The local office should be
mntacted injally for resolurian
as they are the ones who are
actually handling the case If
resolution/information s not
recelved, contact should be made
with the Central Registry,

The central registry will rescarch and triage,

the complaint. If the ICR worker cannot

resolve the Issue, the matter is Jorwarded

to the lacal ofTice handling the case. The

Central Registry attempts to follow up with

the lacal agency and the complainant to

ensure the issue has been resolved. 1 the

complainant is an individual and Is a

customer of the other state, we attempt to
sefer the person back to the wtate that ewm
the case or to work with that state or focal

agency in responding to the individual

When a complaint is received
directly by a local office, which in
our case is a state office, the issue

is assigned to a child support

specialist in that office. The
specialist is expected to contact the|
complainant within 48 hours
Depending on who forwarded the
complaint to the loca) office, there
will be further follow up from the
Account Resolution Unit, Customer|
Inquiry Resolution Unit and/or
Central Registry. If the
complainant is an individual and is
a customer of the other state, we
attempt to refer the person back ta
the state that owns the case and/or
involve the other state or
jurisdiction i the resolution.

Our protorol is the same for tribal and
international cases. However, we also
Bave some suilgect matter expeerts that
may be asked to assist if the local
office is not sure how to resalve the
complaint.

Yes, lllinois prefers to solve
complaints or resolve issues
between the relevant agencies
While we appreciate OCSE's
assistance in some cases, it is
e prelerence to resdlve any
issues between Jurisdictions
Typically our escalation proress
gocs up to Director to Director
communication rather than
Director to OCSE
communication

My Region only
contacts its own
Regional staff for any
1ssie

We do have multiple
contacts, but they are all
in the senior
management or policy
area

Yes, We do our best to
stay current At the
moment, we are up to
date. We do sometimes
fall behind, though

Yes, llinois uses all
of the OCSE portal
applications

No, However, in
some cases and/oy
in certain counties,

the llinois IV-D

legal
representative may|
require a hard
copy. If so, they
contact the other
jurisdiction
directly in most
cases

Lacal ofljee

The Assistant Deputy
Administrator for
Intergovernmental cases in
Iinois is Irene Curran, wha
can be reached at
Irene Curran@iltinois gov o
by phone at (312)814-4250.
Forcanex that ane: ewalated
duc to previous inability to
Tesolve at the lacal level ot
where the case issue is
urgent or extremely
complex, Irene has the
necessary decision-making
authority.

For a0 eacalated idise, 48
hours i leis

State administered, county run
Payment processing partially
privatized

Central Registry receives and
reviews incoming
intergovernmental cases. They may

reguest baslc i

Yes, Contacts as follows: local
local s

information when necessary and
forward to the local IV-D
Prosecutor's office for case

supervisor, local office
manager /administrator, member
of the Central Registry, the

Local IV-D
Prosceutor's offices open outgoing

nmental cases. They

prepare and gather the necessary

information to send to the ather
state,

pervisor of the Central Registry.

Dependiseg on the size of the wal

i there steps may be
combined

When a complaint is recelved from a

participant through the call center the issue

is resolved with the help of the Central
Registry maintalning the call center

representative as the participant's contact
at the agency. If the issue is not able to be
resolved satisfactorily the participant may
formed to submit their complaint in
writing to our constituent services liaison
When a complalnt is received from another,
1V-D agency the Central Registry contacts
the local IV-D Prosecutor's office to request

status and attempt to resolve any
outstanding issues

When a complaint is received by a
participant at the local office the
local office will attempt to resolve
the Issue. The local office may
involve the Regional Fiel!
Consultant and/or the Central
Reggistry jss their attempt to resolvel
the boune whitle TRaimiaining the
local office as the point of contact
Nt v s ot ahle to e
resolved satlsfactorily the
pantigipant may be inlormed 1o
submit their complaint in writlng
to il comatinient services llakon.
When a complaint is received from
another IV-D agency the local office
will attempt to resolve the issne.
The local olfice may involve the
Regional Field Consult and/or the
Central Registry in their attempt to
resolve the issue

The procedure is the same with the
exception of quicker escalation. A
local office may contact the Central
Registry carlicr in the process (or
Tribal or [nternational cases

Yes, All attempts to resolve the

issue arc exhausted at the local

and state lovel prior to reaching
out to OCSE

My Region

Yes, Supervisor of the
Centrat Registry,
Constituent Services
Liaison, and the IV-D
Director.

Yes, State level is
closely monitored and
the local leve) 1s
updated as information
i reevived g the stare.

Yes, They utilize
EDE, QUICK, and the
IRG

Yes, most offices
provide direct

contact Information

based upon local
office protacol

Yes, We cannot
acceptan nitial
case through
CSENet only. We
can accept a case
via EDE only

Transmittal 2 - Local office
Transmittal 3 - Central
Registry

Supervisor of the Central
Registry and the
Constituent Services Liaison|

The time (rame is normally
b 1 Feakt dhays loe e
inltial response. Additional
time may be necessary to
fully resolve the issue.

Hlinois

Indiana



lowa

Maryland

Intergovernmental Case/Escalation Protocol - May 2018

progrm i Stite adminisened

county child support office for

review and acknowledgment Alt

cases are processed by the Central

Registry and acknowledged before

sending to the local county child

support office for further
processing

theTocal county child vapport
office does not respond, then
Central Registry will contact the
local county child support office
Director/Assistant Director.

county child support office directly to
elther try and get a resolution or have the
local county child support office contact the
case participant Il another agency is
calling, Central Registry will try to resolve
the issue. IF Central Registry is unable to do
50, the participant will be forwarded to the
local county child support officc for
assistance, We do not refer other agencies
to the customer service 800 number, we
provide them with the local county child
iyt eflle worker's dipect samber.

designated person or unit in charge
of Intergovernmental Services no
mater the source,

issuc with documents, Central
Registry will send an cmail and hold
onto 1l paper work until 3 resposiae
de pecenved

same page to get a resolution
OCSE is contacted for guidance
at that point

directly for assistance.
“This is 1ot to say that
our Region did not
contact the Targeted
Region

CSA Executive Director
CSA Deputy Executive
Director

verification and
provides updates to
OCSE as necessary.

Portal to mediate
issues with another
siate.

provide direct
contact information
when working with
another state.

stating otherwise
and Maryland is
not using EDE

11. Do your
3. Does your state have an ocatoffices 12. Do your
L i . e utilize OCSE ) 13.For N 15. Who is the person .
2. Describe your state’s Interg.uvernmenm! N 5. Whatis the protocol CHIFRTETR = local d 14. When sendinga d ctii lf) 16. Approximately
1. Describe the handling of escalation protocol in 4. What is the protocol when a when a complaint Is 6. What is the protocol when contacts OCSE | 9. Do you designate 10.Doesyour | applications on caseworkers ocuments Transmittal 2 or 3 to (and contact info) you how long should it
organization of your 3 2 place for contacts you complaint is received by your | received by alocal officein | ' the protos with an escalated | which stafffrom | state ensure that the Child N your state as the State IV-D
. intergovernmental cases. g N k acomplaint is received ona | 7. Does your state havea N provide direct your state, do you n N take to get a response
state’s IV-D program. Ex: receive [rom other states? | Central Registry? Does it differ your state? Does It differ issue, do you your state should | the IRG has up te | Support Portal recelves via L Director designate as
e Ex: Central Registry opens R A “Fribal or International case? | protocol for when to contact prefer that it be sent fef to the escalated
State-administered, N 4 1f so, please describe. Ex: | when the complaint Is received when the complaint is 5 N contact your reach out to OCSE date contact {e.g, QUICKand| . N CSENet/EDE, your chiel contact, to
cases and immediately N Is your state's procedure escalate issues to 0CSE? q a information directly to the local contact made to your
county run, whether any refers to local f Local agency should be |from a case participant or another received from a case different for these cases? Reglon, orthe | when necessary? If | Information for all the IRG) in when working do you also office, or to the handle an escalated office/state in
portlon Is privatized, etc. o - agenc}t" o | contacted Mirst, and issue 1IV-D agency? pant or another IV-D Reglon with which yes, whom? levels? attempting to with another need a hard Centrai Registry? complaint to your Question #157
case managemen escalated to state-level agency? you have an issue? mediate issues state? copy? . office/state? -
staff as needed. wlith another )
state?
lowa's Central Registry should only recelve Yes, lowa has not
complaints from another IV-D agency. implemented EDE
lowa's Central Registry reviews all When lowa’s Central Registry receivesa Yes, lowa utilizes fowa needs a hard
EE 5 complaint, it has 5 days to respond to a both QUICK and the copy of the UIFSA ) ’
incoming referrals and determines 2 e i T Local office, Oncea Iv-D | 0 A
wivether e sk msre lufarmstion 18] Yes, The local office should be | TERUFIEI0ra farse stati reviiw, binya's Once the Policy fRG o determine thi packetincludinga | |\ o rnmental case is || Fthe complaint s from -
lowa’s Child § " i ded d: Once t - 1 d iy b s Central Registry will review the case and If Jaint i ived in th Complaints on a Tribal or Yes, Before a case is escalated to Managers approval s local office worker Transmittal # 1, apened, all documents another [V-D agency, the | An initial response should be
nas upport program is | needed to proceed Once the caseis | eontacted inftealty for seaokublon | coyo ) o ieh the worker and the a complaintis recetved inthe | o rovional case are typicatly OCSE, it is reviewed by the | My Region, All contacts Bers’ app Yex, bovid ors Gar best | contact ifarmatia Confidential d complaint can be sentto | provided within a week
State-administered aiwl State acknowledged, lowa's Central as they are ‘hands on’ with the local office, it will be resolved . ) . : " given the ki e IRG In addition, If ¥ Inf tion Sheet, should be sent to the local CSRUPolicy- H final Tuti
A Theroare 22 CSRU | Registry opens some cases and then| case. If resolution/iformation is supervisor accordingly. Il necessary, within that aiee by the worker handled either by the local office or |  Policy Managers in Central with OCsEaredone |, o SEE T poticy] 19 Kiep e IRG ip to n addition, If we o nformation Sheet, | Sic o there fs olicy owever, a final resolution
Rk el 4 ; Central Registry will involve the Central the Intergovernmental Policy team in | Office 4inid V- Directarax | with staff in our region date have a case with the General ¥ ' Imteevrate@ihe siatedans 1| could take longer depending
field offices within lowa refers them to the local officc Other| not received, contact should be 3 and supervisor as needed _ team contacts the her jurisdicti Testi nota 1V-D case with lowa, 1l Melind: the i
os ave sent dirouly to the local. | matle with the Central Registry. | OTIce Intergoveramental Policy teau, I Central Office needed regional offlce other jurisdiction, Testimony, s dcomentution 1| yowean call Melinda on the issue
¢ = e N needeul. The Intergovernmental Policy team we usc the Uniform Support | * !h"e Contral Registry Denney at 515-281-7810
office :“‘;':’::: r‘:’m:;’:° e follaws up with the other state or forwards information Petition, and
g ¥ to the regional office as necded Customer provided in CSENet. certifled copies of
complaints should be directed to the local court order, as
offiice for hrandling appropriate
o  Yes Policy states that ifthe | oorup 12 s received by Central Registry arg Yes, Transmittal
The LA IV-D Program s state Cases are rocelved in Central | District Office Is unable to resolve | " o404 0 seate office Policy Unit for #2, #3 and Locate
- - ke " i Of - T " 3 _
administercd through Regional RR"_"‘:‘"" i °”"°d fe“m'd » ':‘"I';‘“ o '"&"‘“""i’?’"“ resolution, The Policy Unit will review witl J;::::’:::‘ o"‘::l"‘nc’i:l‘; B rocedureisused e Tece e Requests do not Zelda Thomas, CSE | Response should be received
1V-D Offices in 9 regions and 40 | " Brcry Opens cases and forwards | - Lentral Registry for TeSOMON | cop | 10} State Office Management or the el me pro Ne My Region N Yes Yes Yes require hard copy Cesitral Reglitry Consultant (Policy/QC), 225| within 48 hours It may take
- them to the District Office or District Attorney oflices route ) . i Begiutry i they are inable to caves approval received from 342-8261 \ ¥ Juti
Contracts with District . ) 8 . 11eS FOUE | ¢ Director, if necessary. Inquiries about ! All court order onger for a resolution
District Attorney’s office assigned | issues through the District Office ey resolve the issue. Dircezir
Attomeys to take reguested action or through policy dearance case status are forwarded to the District should be sent
q : " pfmz Office or District Attorney’s office. certlfied
If a case participant calls with a complaint
and they do hot live in Maryland, Central
Registry will inform the participant that Central Registry, All
they need to contact the child support offico o cumentecome
Central Registry receives, opens, in the state in which they livegf the Central Reglstry as they
and scans all documents before Fa_:‘:i“:;"t llv:-s " Mzryl.am:!:(l’ey ML‘b are scanned for tracking
g g e provided the customer service 800 number
sending tolocal county child | Yes, Central Registry is contacted | p o Ccicin o I the participant has already My Reglon, Once our before going tothe local | )\ oot Lueas,
support offiice, Central Registry will |~ first, If Central Registry cannot e S o T — R e el Yes, The local connty child supportoftice | 0% IR
respond to requests and resatveswe willcontaer theforal [ Speacied e 008 “‘“'.“:"; esimont | Whena tocal county child suppore | St PEY v tries o resolve | Y65 We only contact OCSE when e v sy | Vesintergovernmenat | o oo Yes, Thelocal county|  conntyebild |y I Central Registry can A,
acknowledge ifthey canand if not | - county child supportofficeand | "C' oy "“: b m"'r“' 1| office in Maryland receives a °“T“. I:is‘;y L i o | e v tried to'eetotiv 2 ane l"!“h: Loplmeeg el Programs Div C5A e moimlry" child support offices support S voteon the amse | FeSOve wewill dosoand | SIRRETRED e more han
The Statc of Maryland's IV-D they will forward to the Jocal | give them 4B hours to respond, If | " -entra! Registry will contact the 10l {- oy painy it is forwarded to the | S0P a1nts by Bma 1€ 150 | ccue and everyone is not on the 1 & Customer Service Div | P! use QUICK and the caseworkers send the i

hack to the gther siate.
Unless both states have
been working together on
acaseand they requested
documents directly then
they should be sent to the
person requesting the
information at the lacal
office

Maria O icher,
Division Director Program
Development at
maria oesterreicherr@maryl|
and gov

24 hours to get a response
from the State of Maryland

lowa

Louisiana

Maryland



Intergovernmental Case/Escalation Protocol - May 2018

Minnesota

Mississippi

operations statewide. Vendor
provides 24 district offices that

Documents are scanned Into case
e or mailed to the g apd the
field office is notified, If

serve all 82 counties plus two
case processing centers

& wie b B, dequments aie
scanned or malled and system
nmtated iy Teeld action

releascd, we are in the process of
developing onc.

address the issuc within two days The
process is the same if recelved from the
case participant or other [V-D agency.

the Issue regardless of how the
complaint is received

The protacol is the same

this as well

regon

Systems Director and
Central Registry Lead

escalate this up to
the [V-D Director.

our courts to

reduce the need for

hard copies
required

may be changing soon

11. Do your
3. Does your state have an Jocal offlces 12. Do your
intergovernmental 5. What is the protocol 8. Ifyour state utilize OCSE et 13. For 15. Who is the person N
2. Describe your state's [ B LI ¥ N . locat 14. When sending a € P 16. Approximately
1. Describe the : escalatlon protocol in 4. What is the protocol when a when a complaint is N contacts OCSE | 9. Do you designate| 10.Does your applications on documents N (and contact info) you
s handling of - N ) .| 6. What is the protocol when . e caseworkers ‘Transmittal 2 or 3 to how long should it
organization of your Intergovernmental cases. place for contacts you complaint is received by your | received by a local office in a complaint is received ona | 7. Does your state have a with an escalated | which stafffrom | state ensure that the Child rovide direct | YT state our state, do you as the State IV-D ake to get a response
state's IV-D program. Ex: Ex: Ceitral Reglstry o en‘s receive from other states? | Central Registry? Does it differ your state? Does It differ Trl‘hnl';rlnlemtlnnal e : mto{ol for when to issue, do you your state should | the IRG hasup to | Support Portal P contact receives via )r,efer that ;t beysent Director as © thi P "
State-administered, ) . 8 ry P If so, please describe. Ex: | when the complaint is received when the complaint is . P N contact your reach out to OCSE date contact (e.g., QUICKand| q CSENet/EDE, P N your chief contact, to
cases and immediately oo Is your state's procedure escalate issues to OCSE? N b N information directly to the local contact made to your
county run, whether any Local agency should be | from a case participant or another recelved from a case Region, orthe | when necessary? If | information forall| the IRG) in do you also handle an escalated A
ey refers to local agency for q different for these cases? N q when working office, or to the p office/state in
portion is privatized, etc. contacted Arst, and Issue 1V-D agency? participant or another 1V-D Reglon with which yes, whom? levels? attempting to need a hard complaint to your
case management. n N with another Central Registry? Question #157
escalated to state-level agency? you have an issue? mediate Issues state? copy? office/state?
staff as needed, with another :
state?
No. There is no specific escalation Yes. To the
Incoming intergovernmental T et protocol in place, When assistance maximum extent
The Massachusetts IV-D program referrals go to our Central Registry, imc'rg Uiy c‘;‘(‘:‘lam“ from another state is nccessary on possible, DOR will
o 8 srate-adbinlntiterel progeie | Y1 reviows the docomentatian | o oy biace ira complaintis | There s no specific protocol in place to || 27 Intergovernmental case, DOR ) - by o) wprkwith Bscalated issues can be
¢ and cither accepts or rejects them P : stalf will try to contact staff in the No. There is no specific protocol contact OCSE, It is most documents .
run by the Child Support | received in the Central Registry or | resolve a complaint Central Registry would “ : . K i g , . ; directed to Leah Sullo, | DOR will provide a response
e and returns a corresponding the Ler ° “ " ! othier state directly (via phone or | Tribal and international cases are in place. An issue will be My Region. DOR would | likely the IV-D Director |  Yes. DOR maintains received by - !
Enforcement Division of the - alocal office, it will be resolved if | communicate directly with the other IV-D : . " . . y Deputy Director, Customer within the federal
to the initiating p - ermall] If there contimses W bean | treated as simllarly as possible toa V] pscaloted on 2 @se-by-caie reach out to stafl in its | (Deputy Commissloner], | contacts for its Central Yes Yes CSENet/EDE, but Central Registry N .
b of | gency.IFthe documentsare | PeSsibles it canmot be resolved | ppeincyie refer the marter to e mpprariate] | Ly Loiiii b e DOR D interstate case basle S 10 quest own region the Associate Deputy | Registry, SDU, and SPLS. the Massachusetts gervice Bureau, phanc 617 i, - time(rames where they
Revenc (DOR) DOR has several| ~ 28ency-Ifthe ©|or If the other state is nat satisfled,|  DOR unit See response to previous R rc " ey 8 . i B ! 8677635, cina apply.
i ' accepted, initial data entry is ¢ management will consider whether 3 Commissioner, or the court may require
regional offices throughout the : han the othes state gan reach da question . ; ) o sullol@dor.state ma us
state. No portion is privatized performed and the case is then to the office of the [V-D Director or to contact senior management in Chief Legal Counsel original documents
forwarded to the appropriate unit e eatec the other statc's IV-D agency ar if it is a case that
for handling : OCSE. Inour experience, the necd we need to take to
to do that is infrequent. court
States should always try to resolve For documents
Minnesota Child Support issues with the locatl county office received through If sent via EDE we want t
Division (CSD) program Is State first. IF thif isaies camiit e | The process for resolving complaints is not | The resolution process for the local CSENet, weneeda | - 750 T8 S0 B8 S o
supervised and county run Central Registry opens the cases | resalved through the local county dilferent The case Is reviewed and the offices in our state would depend . " » " Contact is made with hard capy. For
. ¢ P There is no difference, however, | If issues cannot be resolved with Registry because our 48 hours for a response,
There are 87 counties In npon receipt of an incoming request| affice, the other sisto worker o Central Registry contacts the partles on the county that was handling N g o N the Minnesota Regional B . documents - N N " N
: . . Minnesota has a Tribal liaison to other states, the matter is Yes, the IRG is reviewed . 5 counties are just getting up| depending on the complexity
Minnesota that run the program | from another state and forwards contact the Child Support Help | involved in the case complaint to come to a | the complaint If the County cannot P . " manager who then Yex . Ideally. No received via EDE :
resolve complaints involving Tribal | escalated to our regiona) 0CSE and certified monthly. and running on EDE.If of the utuatine 3 sulution
with veverul smalier cownties | the case to the local county agency | - Dewl Tho IRG v alve up to statr mwitual resodution, If necded the cae 0 | handle the complaint locally, they cases tative contacts the other we would only Sent via mail, it can be sent kel et
that merged Into one for cost for case management. with contact inforination for the | referred to the policy and planning unit for | would refer the matter to the state representative Region or state need a hard copy |*°" "2 0 AR e 4 Ber
effectiveness No portions of the Central Registry point of contact legal analysls office of the certified yomm 2
program are privatized and the Central Registry also has court order if the
an email address court requires it
CR staff review the system for th
State Administered/state |25 Fthere is nota e ::':;dy n rz::irseolz'z‘id[ 2:;2 Central Registry Lead: Mary
operted viscontmtwith | 1T SPRRS B c.{"nfﬂff;y wnrlcsnhtmer?‘::sue.nl.;mely e They shoutd If they | e <t need the Oibical 601,355 4962
vendor who provides field g No, but since this survey was | i HA R"". "“I'M 'I‘“m [']"lfi to | The lacal office works to resolve NETER: e willBe dEVeIse We o comtatt e | Yesi1V-D Direetor, a{c e Y| hard copies. We Currently to Central W the hevum Roedy s e
e SR g e S 0 R eveloping » Y wi i aar et Yes P are working with | Registry. However, this | escalated after contacting Within 3-5 days

the CR lead: then escalate to
me the 1V-D Director
lyndsy irwin@mdhs ms gov

Massachusetts

Minnesota

Mississippi



Montana

Neobraska

New Hampshire

Intergovernmental Case/Escalation Protocol - May 2018

1. Describe the

organization of your
state’s 1V-D program. Ex:
State-administered,
county run, whether any
portion is privatized, etc,

handling of

cases and immediately

case management.

2. Describe your state’s

intergovernmental cases.
Ex: Central Reglstry opens

refers to local agency for

3. Does your state have an
intergovernmental
escalation protocol in
place for contacts you
receive from other states?
If so, please describe. Ex:
Local agency should be
contacted first, and issue
escalated to state-level
staffas needed.

1V-D agency?

4. What is the protocol when a
complalnt Is recelved by your
Central Reglstry? Does it differ
when the complaint is received
Irom a case particlpant or another

5. What is the protocol
when a complaint is

agency?

received by a local office in

participant or another 1V-|

s |t.d|l'!'er Tribal or International case?
phenithelcomplalntis Is your state’s procedure
recelved from a case 4 P

D different for these cases?

6. What is the protocol when
acomplaint i recelved ona

7. Does your state have a
protocol for when to
escalate issues to OCSE?

with an escalated

Region with which
you have an issue?

contracted function

The Montana Child Support
Enforcment Division (CSED) is a
state-administered program. Our
computer is, basically, the only

Central Registry opens the case. Tl
cases are then transfered to the
CSED Interstate Regional Office
+ located in Helena, Montana

Yes, CSED strives to handle all
escalation cases at the lowest level
he p e
possible_ This includes
intergovernmental cases, For
intergovernmental cases, the
Helena CSED office should be
contacted

Complaints are referre to the CSED
Interstate Regional Manager first

The CSED Interstate Regional
Manager will resolve the

from a recipient or another IV-D
agency.

complaint. There is no difference
as to whether the complaint comes

Ho differcre

Yes, The CSED Regional Manager
will make a recommendation to
escalate a case to the OCSE. The
CSED 1V-D Director will make
the Hinal decinion on whether or
not to move the matter to OCSE

State administered; Douglas

privatized

County {largest in Nebraska) is

Central Registry opens cascs and

for care mandgement,

immediately refers to local agency

Yes, preference would be for state
to contact the local office first for
casc processing concern, then

Central Registry. If both of those
fail, contact either the Director or
Operations Admin

it does not differ when complaint is

reccived from a case participant or another

1v-D agency

Our CR will contact local office, If that is
unsuecesshul, IV-D Director is consulted No

[t dcpends on the individual

comily's pelicy on hatbliig such
matters. No- it does not differ Il
oomplaint b redeived nam o caen

participant or another IV-D agency.

Somec tribes are their own certifled
pregrain, i which cass fhe cave b

referred on to thelr director. If nota
certified program, we will utilize our
local contacts and attempt to resolve,
In internatlonal cases, our CR would
contact the local office to attempt to
resolve the issuc,

Yes, If contact to the other IV-D
Director does not resalve the
issue, the Regional Office Is to be|
contacted to attempt to resolve

on the situation and
facts.

Individual office

11.Do your
local offices 12. Do your
utilize OCSE - 0y 13. For . 15. Who is the person
- lacal A 14. When sendinga 16. Approximately
9.Do you designate| 10. Does your on (and contact info) you 3
q q kers Transmittal 2 or 3 to how long should it
which staff from state ensure that the Child your state as the State IV-D
provide direct N your state, do you N N take to get a response
your state should | the IRG hasup to | Support Portal recelves via . Director designate as
contact prefer that it be sent to the escalated
reach out to OCSE date contact (e.g., QUICK and CSENet/EDE, N your chief contact, to
L N Information directly to the local contact made to your
when necessary? If | information forall| the IRG) In do you also handle an escalated
. when working office, or to the N office/state In
yes, whom? levels? attempting to need a hard . complaint to your 4
—— with another Central Registry? Question #157
mediate issues copy? office/state?
state?
with another
state?
Yes, Documents
include the
following: 1)
Yeu Thee V-1 Directon Transmittal #1, 2) N
and bureau chiefs can Yirs No Yes certified copies of Central Reglstry L‘S':':::E"s";l'f ng:l':["’ 7 days
reach out to OCSE the support orders. "
3) debt comp & 4)
paternity
information
CSE management or X
Program Specialist would It depends on the Transmitta) 2 o either | d")‘::‘i‘::’:t’;ol;‘:f;:i"‘;e | B
contact OCSE depending Yei Yes policy of the Yes local office or CR Y [ FreRe g

Transmittal 35 go to CR or call 402-471-1400,

at d steidley@nebraska gov

of the question.

NH DCSS is state-adminlstered,
with operations statewide, and
isalso a judicial state

NH is the Responding state - Central
Registry creates cases and accepts
requests for redirect and requests
for Asslstance & Discovery. Upon
(cither) Establishment of an Order
or confinnation of Registration of a
Forcign Order, the Central Registry
Unit transfers the case to the local

| Yes. Al attempis to resolve issues
are dowe at the loweost level
possible. If the local agency cannot
reselve an e, It s sabandtted to
the DCSS Regional Administrator
or DCSS Legal Unit, depending on
the issue. The Regional
Administrator, Chief

IV-D ofice for NH is
the Initiating state. When NH does
not have jurisdiction to establish or
enlorce an order, the lacal IV-D
office will transfer the case to the

and/or Legal Unit
Supervisor determine if the 1V-D
Director must be informed or

participate in finding a resoluttion
The Regional Administrator, Chief

DCSS | Initiating Unit to
submit a request for services from
the other state

and/or Legal Unlt

Supervisor, on behalf of the IV-D
Director determine If the Regional
OCSE office is to be contacted.

All attempts ta resolve issues are donc at
the lowest level possible. Regardless of the

complainant, the Central Registry
Supervisor will

attempt to resolve the issue. If the issue

cannot be resolved, the Supervisor will

inform the DCSS Legal Unit supervisor and

seek
guidance. If the issue still cannot be
resalved, the Legal Unlt Supervisor will
inform the 1V-D Director and seek
assistance from the
OCSE Regional office

All attempts to resolve issues are
done gt the lewest bevel possilsle.
Regardless of the complainiant, the
Tocal office Supervisor will attempt|
to resolve the issue. If the issuc
cannot be resolved, the Supervisor
will inforin the DCSS Regional
Administrator and seek guidance 1
the issue cannot he resolved, the
Begsonal Adminkhtrator will infarem)
the Chief Administrator and/or IV-
D Director and seek assistance
from the OCSE Regional office,

Same s 4 ahd 5

DCSS does not have a formal
documented protacol, but
otherwlse the process described
in3,4,and5 is in practice. |

Yes. Contacting the OCSE
Regional office is
designated to the Legal
Uit S rvivar, Reglanal
Administrater, Chief
Administrator or [V-D
Biructor, depenbing on
the lisue.

Yes. The DCSS Policy,
Planning & Training
Unit maintain these
updates regularly

Yes. The €S Portal
applications are
used when
applicable, to gl a5
much information as
possible to resolve
the issue at the
lowest level

Yes, DCSS
Caseworkers
provide direct
| camtart infarmation
to the other state,
and provides
updates when casc
transfers occnr.

Hard coples are
usually required
for certaln court
pleadings

Sofong i thee cawe in
annigned in & bucal IVD
wlfeer, ihe Tranamiztal 21
to be sent to that locat
office. If the casc is
pending with the Central
Registry, the Transmittal 2
is to be sent to CR. All
Traptimitial 3 are to e
sent to Central Registry.

Susan Brisson, Supervising
Attorney. NH DHHS -
Bureau of Child Support
Services, 129 Pleasant St,
Concord, NH 03301
susan brisson@dhhs nh gov

Responses are generally
provided within 5 business
days

Montana

Nebraska

New Hampshire




New Mexico

North Dakota

Ohio

Intergovernmental Case/Escalation Protocol - May 2018

11, Do your
3. Does your state have an local offices 12.Do your
intergovernmental 5 i 8. Ifyour state utilize OCSE : 13. For 15. Who is the person
2. Describe your state's & EWhatisthe prf’m.wl b e local 14. When sending a L) 16. Approximately
1. Describe the escalation protocol in 4. What Is the protocol when a when a complaint is contacts OCSE | 9. Do you designate| 10.Does your p on (and contact info) you b
handling of iy y 6. What Is the protacol when A kers Transmittal 2 or 3 to how long should it
organizatlon of your . place for you is by your | received by a local office in L _ with an escalated | which staff from | state ensure that the Child your state as the State IV-D
, intergovernmental cases, N a complaint is received ona | 7. Does your state havea N provide direct N N your state, do you Iake to geta response
state’s IV-D program. Ex: recelve from other states? | Central Reglstry? Does It differ your state? Does it differ issue, do you your state should | the [RG hasup to | Support Portal receives via . Director designate as
Ex: Central Registry opens " N N A Tribal or Internatlonal case? protocol for when to contact prefer thatit be sent N to the escalated
State-administered, N If so, please describe. Ex: | when the comp!: is received when the complaint is . N contact your reach out to OCSE date contact (e.g.,QUICKand| . N CSENet/EDE, your chief contact, to
cases and immediately Ao Is your state's procedure escalate issues to OCSE? 3 q information directly to the local contact made to your
county run, whether any Local agency should be | from a case participant or another received from a case Region, or the | when necessary? If | information forall|  the [RG) in do you also handle an escalated
refers to local agency for 5 different for these cases? = when working office, or to the p office/state in
portlon is privatized, etc. contacted first, and issue 1V-D agency? particlpant or another 1V-D Reglon with which yes, whom? levels? attempting to . need a hard complaint to your
case N e with another Central Registry? Question #157
to state-level agency? you have an issue? mediate issues state? copy? office/state?
staff as needed, with another :
state?
The IV-D Director is the
Central Registry contacts the Field Office | Ticid O¥fke Director wil mure last resort They will If OCSE contact 1s
- that complaint is resalved If it is
Director who then handles the complaint. If e then go to the IV-D necessary, the IV-D The B Chief th
it is the case participant, they are informed | (e €3S¢ Participant, they are |y, yyroroce from response #5 and Director of the other | Director Is the only e Bureau Chicf that
State administered Central Registry No s . informed to reach out to the No N Yeu Yed Yeu No Lacal affiee supervises the Central Nevless that 10 diys.
to reach out to the agency that referred the | W ORREE 2 A AR O E #6 state. Nelther Central | authorized person to A
case to our state as all communication | 5" e gase fo o anil Fiell offices should |  contact the Reglonal L
state as all communication should :
should be through that agency. be going directly to Office.
be through that agency. cer,
Yes. The initiating statc should
contact the assigned worker in the
regional office. If the initiating
state thinks our assigned worker
is not being responsive or timely Yes, if the steps in question 2 do : . | :
Central Registry opens casesand | in his/her response, e initiating Central Registry docs not receive As responding jurisdiction, we not resolve the problem (Central es - our state director of Loca) effice: Transenittal 2) - Central Registry. Laura We belleve federa)
p g B y : o the policy goes to Jocal office and Hermanson at 701-328- regulations apply and
iwfor io state can contact our Central complaints. If it did, we would contact the | would not respond to a complain No diffenence Registry to Central Registry), we My Region . Yeu Yeu Yes Yes .
for case i Registry. The Central Registry | lacal office t I P e d reach out to OCSE administrator/lead Transmittal 3 goes to 7506 ot at require response within 5
or case managemen egistry. The Central Registry has local office to resolve. Tom a case participan would reach out to attorney Central Registry jhermanson@nd gov business days
five working days to respond to regional office
the initiating state's request for a
"case status review”. This is taken
from federal regulations at 45 CFR
303.7(b)(4)
The Ohio Interstate Central Reglstry
{ICR) processes interstate referrals
and forwards them to the local
agency for case management, even Yes, Contact §
= N i Yes, Local agency shauld be . . Yes, Case management Issues Yes, Varies by =
ifinformation or documentation |, v,cto first, and issue escalated| Whena complaint is received it s logged When a complaint is received by the | 1, (4ot e escalated to OCSE; Oy auminictrators fropm| "MOation s updated county. The state PGty ) .
appears to be missing. It is up to the . ICR it is logged and responded to. As _ . . as needed by the ICR Yes, CSENet: No | should only be sent to the Eric Gladden, Ohio
= : to arae-level s2all as midslesl. Bxch | and responded to, As much as possible the . only federal policy guidance on the Ghio Departmeit of agency encourages . 3
Ohio's program is state- local agency to work with the ey A ; Rl orovide escintanceadl e much as possible the ICR will provide | > ot it ditect b and Fanly Sersices, | | Supervisor. State o apomcins ra | EDE: Varies by | focal agesiey. A Interstate Central Registry
supervised and county- providing agency to obtain the e S e i This varies by county assistance. Because Ohlo's program is | SRR 9 ST My Region, Both | Offce of Chila Sunmons. | contact information is Yes. outiodivect | count;Ohiois | 3should besenttothe | Supervisor; PH: 614-752- |  Within 5-business days
administered missing mm’r'me;“ ”‘r":;imm‘;'& . PRopat S oay enne an county-administered the issuo may | Utiple states and/or policy ; e Supp verifled monthly. P workingona | local agency if known If 2613;

informatton/documentation The
ICR generally only sends referrals
back to the providing agency if It
cannot be determined who the case
participants are and/or what
actlon(s) are being requested

Intergovernmental Reference
Guide (IRG)

may need to be forwarded to the local
agency for resolution

need to be [orwarded to the local
agency for resolution.

issues that cannot be resolved
between states at the state level
shiesulid be evcalated bo OCSE

should reach out to OCSE
when necessary.

County contact
information is verifled
annually,

contac ilormaton
when working with
another state

statewide policy.

not, it should be sent to
the ICR

OHCENREG@fs ohio gov

New Mexico

North Dakota



Oklahoma

Oregon

Intergovernmental Case/Escalation Protocol - May 2018

11. Do your
3. Does your state have an Jocalloffices 12. Do your
i i : 13. Fo 15. Who is the person
2. Describe your state’s interg'overnmenla! . 5. What is the protu-col 8. Ifyour state R utilize OCSE local T 14. When sendinga e p 16. Approximately
1. Descrlbe the handling of escalation protocol in 4. What is the protocol when a when a complaint is 6. What is the protocol when contacts OCSE | 9. Do you designate| 10.Doesyour | applicationson e e documents Transmitzal 2 or 3 to (and contactinfo) you how long should it
organization of your B 8 place for contacts you complaint is received by your | received by a local officein| 7 P a with an escalated | which staff from | state ensure that the Child . . your state as the State IV-D K
g intergovernmental cases. N i a complaint is received ona | 7. Does your state have a N | provide direct - H your state, do you DI designat take to get a response
state’s IV-D program. Ex: receive from other states? | Central Registry? Does it differ your state? Does It differ issue, do you your state should | the IRG hasupto | Support Porta receivesvia ith rector designate as th lated
P Ex: Central Registry opens A = A Tribal or International case? |  protocol for when to d contact prefer that it be sent hief to the escalat:
State-administered, p 4 If 50, please describe. Ex: | when the complaint is received when the complaint is . N contact your reach out to OCSE date contact (e.g., QUICK am N CSENet/EDE, ) your chief contact, to a
cases and immediately q N Is your state's procedure escalate issues to OCSE? ehi N information directly to the local hand| lated contact made to your
county run, whether any o Local agency should be |from a case participant or another received from a case different for these cases? Region, orthe | when necessary? If | information forall| the IRG) in when working do you also office, oF to the andle an escalats office/state in
portton Is privatized, etc. e c}". contacted first, and Issne 1V-D agency? participant or another IV-D i Reglon with which yes, whem? levels? attempting to with another need a hard Centra; Registry? complaint to your Question £15?
case managemen escalated to state-level agency? you have an issue? mediate issues state? copy? office/state?
staff as needed. with another
state?
No. For
continuation of
service reasons (for
Oklalioma Child Support Instance related to
Sotyicesiic|State s ministored When complaints or other communications worker turnover),
through the Oklahoma i et icR =D we provide a group
Department of Human Services areirecelSdiBelICRIToMother Ly emal) anil the call Transmittal #2 are
(OHS). There s cetal st programs th information s farwarded to enter eeghone Staus/nformaton
office and 35 service delivery _— the S5 local Field office handling the case, | . oo coryice standard isto We have no formal number on roquests or information
offices covering 77 connties, 25 | ! INOMing Intergovernmental Inalmost all sitations connecting both | o s 3 business days LTt Dt Vg stk designation, but if the communications. 1f being provided, These
403 cases should be sent firsttothe | Ves, The local office should be | sies b  case results bn ressdisting of the L neo WS | bsbuma and Intespatinnal caves : . Holli Hagan-Rice - State
of the local CSS Offices are I 1c 1 Regi A initiall Luti \aint. IT th ¥ When a resolution is not posslble here i diffe Forthe 10 steps of the protocol are | Yes. One State Office case workers in should always go to the Office over the Cathor for
operated by DHs, 9 by the [!"*eTB0vermental Central Regisiry,| conmacted infially for reselution | complaint f there Is2 “"’“““‘"["f | withinthe 3 days, the CSS sttt | TeTe 819 (TRereen PO Targeted Region, | followed then usualty it | person isassigned the | YES Quick EDE, | another state call assigned CsS field office | {1 711 HeRber
e en e ignsnew, astheyare handson’ withthe Il DeWiDpgrqiimbenfinbliiates, | o ) o jcate within Tribeswithinthe |\ o (0 2 newerto Question #3. | Region where the other | is the Managing Attorney | duty of regular updates | Child Support Portal | the call center, they No handling that case Threc Business days

District Attorney's and one by
private contract The
intergovernmental Centra
Registry (ICR) is within the State
Office, Effective 7/1/2016 the
ICR operations was contracted
with the University of Oklahoma
Center for Public Management
with central state office
oversight

referrals/cases to the local CSS ficld
offices according to policy. The
incoming cases are worked
exclusively by the CSS field offices

case. If resolution/information is
not received, contact should be
made with the Central Registry.

Comment/complaint process of the CSS
State Office. Individual parties in other
states arc directed to communicate with the|
IV-D agency in their state Individuals in
Oklahoma are directed to the Child Support
customer call center. The ICR does not
regularly communicate with the case
participants

the 3 days and notify the requester
when a complete response can be
made. That standard is the same
for 1Y-D agency or individuals

state communication happens most
often on a local level, but there is also
a Tribal Lialson in the State Office to
assist with resolution of issues.

1-D agency is located

or Office Manager of the

local €S field office that
would make the OCSE
Tequest for assistance.

Another person is
assigned as back up

and IRG.

can identlfy
themselves and be
transferred to the
then correct office,
then to the correct
worker within
minutes. Email
groups have
multiple assigned
stalf and backup 5o
that coverage does
not lapse.

Transmittal #3 are
Requests for Limited
Assistance. These should
always be sent to the
Intergovernmental Gentral
Registry

Customer Service,
Holli Hagan-
Rice@okdhs org

Oregon is
through the Oregon Department
of Justice Division of Child
Support (with numerous state
oifices) and also contracts with
2/3 of the county district
attorney offices No
privatization

Intergov cases are
received by the Central Registry
team and reviewed for completion
Once the case is set up in our
system, the paperwork is forwarded
to the appropriate office, either
Division of Child Suppart office or
relevant district attorney office

Yes, The escalation protacol is
informal. Normally we would like
the approprlate local office or
team to be contacted directly for
resolution [fa resolution is not
attained, then it isescalated to our
Constituent Desk for an impartial
Teview.

When a complaint is received by Central
Registry, the manager works with staff and
the constituent to attempt to resolve the
issue If the issue is not resolved, it is then

The local office attempts to resolve
the issue If unable to resolve, it s

When the complaint is received on a
Tribal case, the Tribal Liaison is
involved in finding a resolution

escalated to higher orthe
Constituent Desk, depending on the
situation, The process is the same if the
complaint is received from a participant or
a[V-Dagency.

lated to higher or
the C Desk,

the liaison might take the
lead on the issuc. For

on thic issuc,

international cases, the process is the
same as explained hefore

Yes, This is "yes” in the most
informal sense, That is, if
escalation to the Constituent
Desk doesn't resolve it, the
direitor and capstiteent Haitoos
discuss a strategy, Depending on
the situation, the director may
reach out to the other state’s
director. In our experlence, this
has been the most effective. Or
we may choosc to involve our
regional OCSE contact
(sometimes the constituent
liaison has already donc s0)
Solving state-to-state is
preferable in neariy att
situations

My Region, That's the
first stop for
cansultation

It's our practice that any
contact with OCSE is with
Kknowledge/consent of
the director (or deputy
director). Therc's nota
hard and [ast rule about
wihay makes thir agtual
qantact Usnaily the
contact comes throkgh
e o iy e ihont
liaisons, aur policy
imanager, our general
wonimaed, and the director
or deputy -- but,
depending on the
situation, It might be
another manager. We
have a close working
relationship with our
regional program
manager/ipecialivg at
this time:

Yeu

Yes

Yes, We do not
receive documents
via CSENet; we
normally only
receve
notifications
Oregon does not
yet participate in
EDE. Regarding
hard copies, it
appears that UIFSA
statutes still
hard copies|
in certain
clrcumstances.
We'd prefer to be
fully electronic.

reqy

Central Registry

It depends on the situation -
it might be the Constituent
Desk, but those liaisons
work closely with me (the
director), I there is to be a
different contact than a
wonstiuent Lt or the
director, the director makes
the designation. Very case
dependent

48 hours.

Oklahoma

Oregon



South Dakota

Tennessee

Utah

Vermont

Intergovernmental Case/Escalation Protocol - May 2018

1. Describe the
arganization of your
state’s IV-D program. Ex:
State-administered,
county run, whether any
portion is privatized, etc.

2. Describe your state's
handling of
intergovernmental cases.
Ex: Central Registry opens
cases and immediately
refers to local agency for
case management.

3. Does your state have an
intergovernmental
escalation protocol In
place for contacts you
receive from other states?
If so, please describe. Ex:
Local agency should be
contacted first, and issue
escalated to state-level
staffas needed.

4. What is the protocol when a
complaint is received by your
Central Registry? Does It differ
when the complaint is received
from a case participant or another
IV-D agency?

5. What is the protocol
when a complaint is
received by a local office in
your state? Does it differ
when the complaint is
received from a case
particlpant or another IV-D
agency?

6. What is the protocol when
a complaint is received ona
Tribal or Internatlonal case?
Is your state's procedure
different for these cases?

7. Does your state have a
protocol for when to
escalate issues to OCSE?

8. Ifyour state
contacts OCSE
with an escalated
issue, do you
contact your
Region, or the
Region with which
you have an issue?

9. Do you designate
which staff from
your state should
reach out to OCSE
when necessary? If
yes, whom?

10. Does your
state ensure that
the IRG has up to

date contact
information for all
levels?

11, Do your
local offices
utilize OCSE
applications on
the Child
Support Portal
{e.g., QUICK and
the IRG) in
attempting to
mediate issues
with another
state?

12. Do your
local
caseworkers
provide direct
contact
information
when working
with another
state?

13.For
documents
your state
receives via
CSENet/EDE,
do you also
need a hard
copy?

14, When sending a
Transmittal 2 or 3 to
your state, do you
prefer that it be sent
directly to the local
office, or to the
Central Registry?

15. Who is the person
(and contact infc) you
as the State IV-D
Director as

16. Approximately
how long should it
take to geta response

your chief contact, to
handle an escalated
complaint to your
office/state?

to the
contact made to your
office/state in
Question #157

State-administered

Intergovermental cases are received
by the Central Registry for review
of completion If the case is
accepted, Central Registry initiates
the cass o) ur coimpes Lyvin
Al then forwands 1o the
appropnate field office. Central
Registry sends the
Acknowledgment form back to the
Initiating state advising of the field
office the case is being transferred
to

The field office should be
cantacted first for assistance. Il
unable to resolve with the field

office, Central Registry can be
contacted. Often timnes, the field
office has contacted our Central
Registry to assist with their
response to the other state/tribe

Central Registry would contact the field
office to resolve

Same as #3, As the responding
agency, SD does not landle
compiaints from the custodial
parent/caretaker.

The Fitlal aiffkce shoild be rontacted
first Tor assistance. Il unable to
resolve with the fickd office, Central
Repistry can be contacted Often
times, the Neld office has contacted
our Central Registry to assist with
their response to the other
state/tribe.

1rthe field office and Central
Registry are unable to resovle,
kg W=D director is motifinid of.
the issue. Depending on the
issue, the 1V-D director may
contact the IV-D director in the
ather state I unahle to resilve
with the IV-D director, OCSE may|
be contacted for assistance with
resolution

Our Region is contacted.

In inost instances, the V-
D dircctor will contact
OCSE However, the IV-D
director may advise
Central Registry to
contact OCSE

Yex

Yeu

Yeu

SD currently is not
using EDE At this
point, hard copy
documents are
required in
addition to CSENct

If the case has been
assigned toa local office,
the documents shauld be
sentto the office assigned

to the case.

Intergovernmental Program
Specialist - Currently Kathy
Piersol-Baker

It will depend on the
complexity of the issie.

Tennessee's Child Support
Program is state administered
via contracts with private
companies and other state
agencies

Central Registry conducts locate on
Incomlng Responding cases then
refers the case to the apphicable
lacal office for case management.

Yes, if our lacal ehild support
office 15 not responsive to anather
state's inquiry, then Stacie
Watkins (Stacic Watkins@tn gov)
should be contacted

The process Is the same; the local office is
contacted lor a resolition asap,

The process is the same; the other
state/tribe is contacted fora
resolution asap

No, we usc the same procedure. The
assigned Program Specialist works as
aliaison to resolve the issucs
between one local office and the
ontside agency.

No, We have not had an issue
that couldn’t bie resolved with
other states/trihes

My Reyen, We wosld
alwaivs Tt comtact our
Region ¥ affiee

Stacic Watkins
(Stacie Watkins@tn gov)
is the person who
cortes|ponds with the
Region IV OCSE office
regarding
intergovernmental
Issues

Yeu

Yeu

No

Liscad o

Stacie Watkins, Central
Registry Program Manager

3 business days from Central
Rogistry

State-admunistered

Central Registry apens the case,
then refers the case to the
appropriate case worker based on
the same criteria nsed for in-state
cases (primarily based on alpha-
split or last names )

Yes, Itis in our policy and
procedures manual that issues are
llpuned ot the Lowest vl
posslble before escalating them to
stargdevel szaff, eher within aur
own state or with the other states.
Workers are directed to contact
the responding state's caseworker,
the responding state’s unit
supervisor, and the responding
state’s Central Registry with
cflorts to resolve a problem before|
contacting Utah's
Intergovernmental Coordinator ko
escalate the Issue

Central Registry is primarily an "infake"
unction within our state, If the case has
already moved to a team for services, the
complaint would be forwarded to the
responsible team

Complaints are resolved at the
lowest level possible. I it is
received by a responsible team
{our equivalent of a local office), it
is nost likely resolved by the
responsible team unless they
et asvivtance from sste-devet
st This does o diffr haed on
the source of the complaint

The procedure is thie same for Tribal
and Intornatiopal caes The
respansible team resolves the
complaints unless assistance is
requested from state:level stalff,

Yes, OCSE is only contacted if wo
are nrable to revalve the lisar
directly with the state or il we
need clariNcation on a federal
regulation or UIFSA processes

My Region

Primarily, OCSE would be
contacted by our Policy
Analyst designated as tlie
Intergovernmental
Coordinator

Mo, Dy afew
ampbopres have direct
contact information
That information is kept
npto date The rest of
our phone system is
based on a central
phone line and IVR call
routing

Yes, This i the
recommended
procedure

No, Our phone
system is based on
one centralized
phone numher;
however,
intergovernmental
workers can select
an option within
professional
services and
provide a case
number and FIPS
number, and the call|
will be routed
directly to the
responsible worker.

Yes, Utah is not
active on EDE at
this time.

Central Registry, All of o
mail 1s received ata
exntral location and toen
Images are distribute to
the responsible
caseworker.

Policy Aualyst designated as
the Intergovernmental
Coordinator. Currently

Kimia Golchin at
kimigolchin@utal gov (801~
741-7409--not to be
released to clhients)

If this is an escalated
complaint drected to our
Intergovernmental
Coordinator, we would
expect that a response at
least acknowledging
a complaint has been
received would go out within
two business days under
normal circumstances;
heweever, revabition of 46
Issue
may take longer
Other intergovernmental
cammunivations shoubil
Hilhow purmal time frames

Vermant's frogranm is state
adiministered

When a UIFSA is received, Central
Registry opens the casc and sends it
to the region if all necessary
documents arc received. if there are
non-essential documents missing
the case gets set up and a message
goes to the caseworker/region 1
esscntial documents are missing the
UIFSA goes hack to the nequeating
agency to provide the necessary
data befare the coee gets opeued ip
and assigned to a regional office

No, We have no formal
intergovernimental escalation
protocol in Central registry,
Central Registry rarely gets these
requests and when they come in
they get referred to the RM of the
reglon the casc is based out of. Il
escalated, they are referred to the
Deputy Directors to contact Tom
Killmurray for help with case
resalution

When a complaint is receved by the
Central Registry (rare] it gets referred to
the Regional Manager/CSS handling the
case |tis rare thesc complaints come to

Central Registry by participant or other 4-D
agencics as regions are usually directly
contacted They would get referred to
region in either scenario

Complaints are handled initially by|
the €SS working the case,
depending on the nature of the
comphaint. If the issue cannot be
resolved by the CSS then the issuc
would be raised to the Regional
Manager. IFthe issuc is the CSS,
then the b shauld be directend 10|
the CSS Supervisor or Reglonal
Manager.

Rarely do complaints come to Central
Registry on Tribal or Interuational
Cases Il would be referred to the
regiun/CSs handling the case

No, There is no written or
unwritten protocol for OCSE
exsatation, throagh the director
or federal chicf has reached out
in these cases

Targeted Region,
Ultimately region would|
b Dnwaitved b redtifying

the issue, though may
be filtered through the
directar.

There are no designated
stafT that reach out to
OCSE

Ve, We try 16 onsitte
TRG by upedated

Yes, The regions
have recently been
trained on how to
wse these
application and
could theoretically
nse this to help
Issues with other
states

Yes, RC provides
Unit # or 1800
number for 010
cases, and local

caseworkers

provide their dircct

linc or regional
number.

No, [ don't helieve
that we need a
hard copy of the
CSENET unless it is
information that
we necd to provide|
to the court_ For
regular case
information we
copy the CSENET
into action through,

4 contact note

Local office, Preferred that
1t goes to the local office
assigned to the case CR

puts region information ori

acknowledgment for
future follow up by the
region

Nicole Weidman, Deputy
Director:
Nicole Weidman@vermont
gov

Fer responding to anul
processing of UIFSAs -
acknawledgment w/in
approx 10 day and
correspondence response
within 30 days

South Dakota

Tennessee

Utah

Vermont



Virginia

Washington

Intergovernmental Case/Escalation Protocol - May 2018

1. Describe the
organlzation of your
state’s 1V-D program. Ex:
State-administered,
county run, whether any
portlon is privatized, etc.

2. Describe your state's
handling of
intergovernmental cases.
Ex: Central Registry opens
cases and immediately
refers to loca) agency for
case management

3. Does your state have an
intergovernmental
escalation protocol in
place for contacts you
receive from other states?
If so, please describe. Ex:
Local agency should be
contacted first, and issue
escalated to state-level
staflas needed.

4. What is the protocol when a
complaint Is recelved by your
Central Registry? Does it differ
when the complalnt Is recelved
from a case participant or another
IV-D agency?

5. What is the protocol
when a complaint is
received by a local office in
your state? Does it differ
when the complaint is
recelved from a case
participant or another IV-D
agency?

6. What is the protocol when

a complaint is received on a

Tribal or International case?
Is your state’s procedure
different for these cases?

7. Does your state have a
protocol for when to
escalate issues to OCSE?

8. If your state
contacts OCSE
with an escalated
issue, do you
contact your
Reglon, or the
Reglon with which
you have an issue?

9. Do you designate |
which staff from
your state should
reach out to OCSE
when necessary? If
yes, whom?

10. Does your
state ensure that
the IRG has up to

date contact
Information for all
levels?

11. Do your
local offices
utilize OCSE
applications on
the Child
Support Portal
(e.g. QUICK and
the IRG) in
attempting to
medlate Issues
with another
state?

12. Do your
local
caseworkers
provide direct
contact
informatlon
when working
with another
state?

13.For
documents
your state
receives via
CSENet/EDE,
do you also
need a hard
copy?

14, When sending a
Transmittal 2 or 3 to
your state, do you
prefer that it be sent
directly to the local
office, or te the
Central Registry?

15. Who is the person
(and contact info) you
as the State IV-D
Director deslgnate as
your chief contact, to
handie an escalited
complaint te your
office/state?

16, Approximately
how long should it
take to get a response
to the escalated
contact made to your
office/state in
Question #15?7

State Administered

Virginia's Central Registry Is
responsible for receiving,
distributing and acknowledging
Tecelpt of incoming
Intergovernmental cases The
Central Registry (CR) reviews
documentation, requests missing

Yes The other state should
atiesnpt ts cantact the focal office
through the customer service
contor at LG AEE-0094. If
unsuccessful, they should contact
the Central Registry unit via email

at

ori , adds the
case Lo the automated system,
forwards the case record to the
appropriate District Office, sends
the acknowtedgement to the
Initiating Statc, responds to
inquiries and takes other actions
based on the services requested and
location of the partics

ov. Upon receipt of an email

inquiry, the CR will revicw the

case. If the case provides adequate

documentation lor the inquiry, the
CR will respond. I the email

Inguiry meeds fusthe tanee.

thee il will be Torwanbed bo the
supervisor in the appropriate

district office,

‘The complaint is forwarded to the
Suprrvitor of the Intorstate Unit
The Supervisor discusses the issue

Upon recelpt of At A with the to obtaln the
will review case event documentation. pertinent facts and address their
1After the review, the Supervisor will Isgn fonngeran to ke exctent

provide a case status to the other state
along with the CSU contact number of 800-
468-B894 for future inquiries If further
assistance is needed, the CR Supervisor
will contact the Supervisor in the district
office to provide tiie complaint and contact
information from the other state, It does
not differ

possible. If the comptatnant is a
participant/client of an out of state
agency, they are encouraged to
direct fistune gieestiang te thesr
respective case worker. In regards
to a complaint from another [V-D,
the other state will be contacted by
telophony The ivsue will be
discussed, appropriate action will
b bisftlited wed actisas will be
docimented

The protoral is the same

After the district office has made
required attempts by
transmittal, cmail, and
telephone calls and the Fleld
Supervisor has made attempts to
contacta Manager in the other
state, an Interstate Case Problem|
refereal i submitiod to
Virginia's CR . The CR
Supervisor contacts the CR in
the other state to attempt to
resolve the fsie I we are
unsuccessful in obtaining a casc
status from the other state’s CR,
& lettet b drafted by the Deputy
Cotmmissionar to the Mhrector of
the other state requesting
asvistange. AMier these e
have been implemented without
suiccess, the CR Supervisor will
contact the OCSE liaison

We contact our Reglon

Yes, Verrhonda Bullock,
Intergovernmental
Services Supervisor is the|
primary contact

Yes

[Fthe case isassigned toa
Boeal V-1 elliee, el the
Transmittal 2 to that local
office, If the casc is
pending with the Central
Registry, send the
Transmittal 2 to the CR.
AN Transminal 3s shauld
be sent to Central Registry.|

Verrhonda Bullock,
Intergovernmental Services
Supervisor

Three days for the initial

response. Additional time

may be necessary to fully
resolve the issue

The Division of Child Support
(DCS) for Washington state is a
stute adininbtered IV-D
program There are nine ficld
offices located around the state,
DCS contracts with the county
prosecuting attorney offices
around the state to provide
judicial [V-D services There are
39 counties in WA WA uses both
administrative procedures and
Ikl procedures where
administrative remedics are not
avallable. No portion of the IV-D

program is privatized

WA Central Registry receives and
processes all incoming
intergovernmental requests. Cases
are set up il appropriate, an
acknowledgment is sent to the
requesting jurisdiction, and the new
case Is forwarded to one of the ninc |
fiehd alfloes ta be

Yes, The local agency (or the field
el where the case i lorated)
should be eamticted lirst if there b
an opan cane. I Hhie ees i
unable to be resolved at the local
Pl the issue shoald he esgplatnd
)

managed

to the I

Complaints received via regular
correspondence of a transmlttal #2 with an
already active, open WA casc are [orwarded

to the local officer handling that case for
review and appropriate responsc.
Complaints nat received as regular
correspondence with a WA case already
open (or that do not have an open case) arc
reviewed by Central Registry staff to
determine the best Individual that can
provide a responsc, IV-D agencies that have
access to the IRG can send direct inquiries
to the Central Registry and HQ contacts
bisved therein based on theer lant
responsibilities. Case particlpant issues are
directed to the local officer handling that
case for resolution. The protocol does not
differ when the complaint is reccived from
a case participant or another IY-D agency.

Complaints received by the local
office are referred to the local
officer handling the case The

officer will review the complaint

and take any nceded follow up or
other appropriate actions. For case
participant complaints, general
best practices in WA provide that
those complaints be either handled
by the local officer assigned to the
case or directed to the other IV-D
agency, depending on whether WA
is responding or initiating, and the
! f the

Complaints received by the local
office are referred to the local officer
handling the case. The officer will
revlew the complaint and take any
needed follow up or other
appropriate actlons For case
participant complalnts, general best
practices in WA provide that those
complaints be either handled by the
local officer asslgned to the case or
directed to the other IV-D agency,
depending on whether WA is
responding or initiating, and the
relationship of the complainant. In
WA tribal cases complaints are
handled by specialized officers known
as Tribal Liaisons, who have

extensive to

training and are members of the
Tribal Relations Team. International
waie peisdution will st likely be
handled by headquarters

Yes, Any complaints or issues
will be vetted through the DCS
Policy Unit prior to being
escalated to OCSE This remedy
is rarely used

My Region, This remedy
is rarely used as WA
makes it a priority to

watk ane an ane with

Yes, Kiberly Curtis,
Policy and Legal Manager

Yeu

Yeu

Yei

Yes, WA requires
hard copies of
documents, New
cases will be setup
hased ona CSENet
request and
forwarded to the
local office for
review and to
await receipt of

Central Registry, The WA
Central Registry also
contains the centralized
mail unit which processes
all incoming
correspondence
Therefore, it is preferred
that the WA Central
Registry address be used
for all intergovernmental
correspondence, A
raemateal ¥ would be
forwarded to the officer
assigned to the

hardcopy corresponding, open WA
WA | cave, while
does not have EDE|  would be reviewed by
capabillties Central Registry staff to

wlther take actian o peles
to the officer on an

existing, open WA case to
review and respond

Kimberly Curtis, Policy and
Legal Manager

Onie week

Virginia

Washington



Wyoming

Intergovernmental Case/Escalation Protocol - May 2018

11. Do your
local offices

3. Does your state have an 12. Do your
i i ili . b " 5, Whao is the person "
2. Describe your state’s lnterg'overnmema! ) 5. Whatiis the proto.col 8. Ifyour state utl!lze.OCSE Jocal 13. For 14. When sendinga 1 o e persol 16. Approximately
1. Describe the vy escalation protocol in 4. What is the protocol when a when a complaint is B contacts OCSE | 9. Do you deslgnate| 10. Does your applications on documents (and contact info) you
L handling of Pt N N .| 6. What is the protocol when o B : caseworkers Transmittal 2 or 3 to how long should it
organization of your A place for contacts you complaint is received by your | received by a local office in N with an escalated | which stafffrom | state ensure that the Child your state as the State IV-D
5 intergovernmental cases. . N o a complaint is received ona | 7. Does your state have a provide direct your state, do you . N take to get a response
state’s IV-D program. Ex: N receive from other states? | Central Registry? Does it differ your state? Does it differ N N issue, do you your state should | the IRG hasupto | Support Portal recelves via . Director designate as
. Ex: Central Registry opens e Sy Tribal or Internaticnal case? protocol for when to contact prefer that it be sent to the escalated
State-administered, N g If so, please describe, Ex: | when the complaint is recelved when the complaint is .\ ) contact your reach out to OCSE date contact {e.g, QUICKand| . CSENet/EDE, your chlef contact, to
cases and immediately q . Is your state's procedure escalate issues to OCSE? 2l q information directly to the local contact made to your
county run, whether any Local agency should be | from a case participant or another received from a case - Reglon, orthe | when necessary? If | information forall|  the IRG) in . do you also handle an escalated A
P, refers to local agency for e different for these cases? A = when working office, or to the office/state in
portion is privatized, etc. L contacted first, and issue IV-D agency? participant or another IV-D Region with which yes, whom? levels? attempting to with another need a hard Central Registry? complaint to your Question #152
GADWILEERu UL escalated to state-level agency? you have an Issue? mediate issues o] copy? ) office/state? °
staff as needed. with another )
state?
Yer, Wyniming is
o ) "‘::.‘f""s"u’,' Local office, For all apen
. e Central Registry will review the case ¢ local office, the supervisor or | Tribal or International cases as It is Ny 3 S stontd | Forall int cal
Ves, Local office is contacted first ||y occocd ccuos, Program Manager could | district manager wil review for intergovernmental cases The The designated staff S‘;‘;:’:r: x '::;;:::5 currently uses IRG 1 0r #3 would !:’::“m'm'”[:r“l' "l‘:";”m o :ug'g Sﬁ'ﬁ"f!:.'."é?l

Wyoming currently has 5
districts Hiat are privatized and
4 districts that arc county ran

The Central Registry completes the
Intisl review and apoos et
which are then forwarded to the
lacal office for Further action.

with supervisors or district
managers involved if needed, If
further assistance is required then
the Central Registry and Program
Munugrr wre contacted fa rewive
i

be involved if needed. Dnce case has been
assessed then the Central Registry will
contact the local office, usually the District
Manager, to resolve any issues. Complaint
process is similar to case participant ot
other complaints received

complaint and resolve issue with
wanrwitker, i moeded the focal
office will get the Program
Manager invalved in process
Complaint process pretty similar tol
case participant or other |-VD
agency complaint process

Central Registry will review the case
i dpacnn e Prograin Managée
could be invalved if needed Once case|
has been assessed then the Central
Registry will contact the local office,
usually the District Manager, to
resolve any issues

No, There is no formal protocol

but OCSE would be contacted as

a last resort at the discretion of
the I-VD Director.

My Reglan

would be the I-VD
Director or whomever is
disignatedl to contact
OCSE by the 1-VD
director

changes, Also updated
by request for lacal

offices with changes, E-

Flash or upon reviewing|
UIFSA packets with
diffcring information

for assistance with
Intergovernmental
cases, Wyoming
does not currently
have access to
QUICK

Yes, Local offices
generally provide if
available in that
office

need to be hard
copy requests. If
there Is an existing
intergovernmentay
case, CSENet
transactions are
acceptable, hard
copy would not be
required

that is working the case. Il
sending a Transmittal 3
and local office is not
lenawii, regiest an be
sent to the Central
Registry to be forwarded
to local office

Nichole Ocheskey at the
Centrai Registry, For all
other complaints please
contact the Customer
Service Specialist, Jodi Nuss

Respanse should be recelved
within 2 days of email being
reccived

Wyoming



