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State of New Mexico eChild Support Initiative

Executive Summary

Business Challenge:

New Mexico’s Child Support Enforcement Division faced the same barriers to providing quality child support enforcement services that other state’s child support agencies face everyday; namely, lack of trained, skilled staff, limited office hours, and a rigid method for providing clients with information about their case.  Clients were put on hold or had to physically go to a child support office to receive up-to-date information regarding their case.  Clients were increasingly frustrated with the difficulty in obtaining information about the status of their case, and likewise had difficulty providing information that might help in the management of their case

Solution: 

The New Mexico Human Services Department partnered with Accenture to develop an Internet-based solution to enable parents and employers to perform tasks and exchange information that until recently could only be handled on the phone or in person with agency staff.  Through the use of the Department’s web site, http://childsupport.hsd.state.nm.us, clients now can:  

· Apply for child support services
· Inquire about child support payment status
· Provide address updates
· Provide locate “leads” on the whereabouts of the non-custodial parent
· Have payments automatically deposited into their bank accounts
· Arrange to pay for child support electronically
Benefits of the New Mexico eChild Support Solution: 

· Improved Customer Service
eChild Support puts information in the hands of parents when they need it—nights, weekends, and holidays.  By accessing the Internet from home, work or libraries, clients obtain accurate information that was previously available from staff only during office hours.

· Empowered Parents

eChild Support provides case information to the client at any time and accepts information from the client that will help the caseworker make progress on working the client’s case.

· Improved Results for Complex Cases

As more parents use eChild Support for routine information exchange, agency staff is able to shift their focus from handling common inquiries to working on the more unique problems and complex cases.  The agency is now able to utilize staff expertise for more challenging work.  

· Extended Reach of Existing Information System

eChild Support leverages the functionality within the existing Information System.   Existing processes within the Child Support Information System are used to process the information received from the Internet in an automated fashion.  eChild Support provides a window or view of the voluminous and complicated data in the agency’s existing Information System that is easy to understand and tailored to the specific audience requiring the data; i.e., custodial parents, non-custodial parents, employers, etc.
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Communications Infrastructure Nomination

Description of Project

The New Mexico Human Services Department partnered with Accenture to develop an Internet-based solution to enable parents and employers to perform tasks and exchange information that until recently could only be handled on the phone or in person with agency staff.  Through the use of the Department’s web site, http://childsupport.hsd.state.nm.us, implemented on January 29, 2001, clients now can:  

· Apply for child support services
· Inquire about child support payment status
· View payment history
· View child support owed on the case
· Provide address updates
· Provide locate “leads” on the whereabouts of the non-custodial parent
· Have payments automatically deposited into their bank accounts
· Arrange to pay for child support electronically
System Architecture
Accenture and Microsoft, using a component-based architecture, developed the web-enabled solution.  The eChild Support solution works in conjunction with the Child support enforcement division’s existing legacy mainframe system.  The benefits of the selected Microsoft architecture included the following:

· Scalable, robust, easy to adopt

· Proven standards (coding, authentication, error handling, request handling, etc.) and common routines (validation, formatting, state management etc.) were available

· Easily integrated with widely used industry standards for building and operating web sites

· Training modules were available to get developers quickly ‘up to speed’

· Greatly reduced the cost for setting up the application architecture

The New Mexico eChild Support Enforcement solution architecture is based on a proven three tiered eCommerce standard framework.  

Architecture Components

Client (Web) Browser – Microsoft’s Internet Explorer or Netscape Communicator.

Firewall – A standard security measure is to route communications through devices (typically made by vendors such as Cisco) which can manage, filter, and monitor access from the Internet.
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Web Server – This is software that provides static (HTML) web pages.  The platform used for our application is Windows 2000.  The package used was IIS (Internet Information Server).

Application Server – A highly threaded, robust messaging server providing security and both asynchronous and synchronous messaging services.  Our software application was written in Visual Basic and the platform used was again Windows 2000.

Mainframe – The Department’s eChild Support Enforcement solution was designed to leverage existing mainframe applications and data sources.  

Security

Due to the sensitive nature of New Mexico’s child support enforcement data, security was of paramount importance for this project.  The State of New Mexico designed security components to protect the following accesses to the eChild Support Enforcement web site:

· Application (CP/NCP)

· Network/Servers

· Mainframe Access

The NM eCSE web site is a bi-level security site.  It allows users to access general information about child support without requiring them to log on to the system.  To access specific information on cases, users are required to request a Logon Id and Personal Identification Number (PIN) to access the web site.  Both the Logon Id and PIN are generated by the web site using DES technology, and they are mailed to the user’s confirmed address on file.  If a confirmed address does not exist, the user is instructed to contact a child support office to provide one.

Significance to the Improvement of the Operation of Government

The following table summarizes the projected annual cost savings to the New Mexico Human Services Department as a result of implementation of the eChild Support web site.

Category
Annual Savings
Basis/Assumptions

Increased productivity of child support case workers
$1,197,000
315 workers, saves 10% of their time, assume $38K average annual cost including benefits

(cost * employees * 10%)

Direct Deposit Authorization - reduced check printing
$165,936
Assume 10% of disbursements, 237,051 checks issued per year, $7 per check

(checks * cost * 10%)

Fewer calls to Customer Service Unit
$353,080
Current unit handles 9,700 calls per week, $7 per call, reduce volume by 10%

(yearly calls * cost * 10%)

Direct Deposit Authorization - reduced personnel
$38,000
Assume reduction in remittance processing cost of 10% or 1 FTE 

(cost)

More locates to establish orders
$17,500
We collected approx. $35M the first year.  Assume 1% increase in collections, assume 5% state recovery on additional collections ($350K)

(collections * increase * recovery)

Report NCP assets
$17,500
Assume 1% increase in collections, assume 5% state recovery on additional collections ($350K)

(collections * increase * recovery)

Total
$1,789,016


Total:


$1,789,016

Savings per month:
$149,085

Benefits Realized by Service Recipients, Taxpayers, Agency or State

The State of New Mexico as well as related stakeholders, such as Custodial Parents, Non-Custodial Parents and Taxpayers realized the following benefits after the implementation of the eChild Support Enforcement solution implementation:

Improved Customer Service

The State of New Mexico’s eChild Support Enforcement solution (NM eCSE) puts information in the hands of custodial and non-custodial parents when they need it.  By accessing the internet at home, work or in libraries clients quickly receive accurate information that was previously only available from a child support worker during office hours. 

Reduced Cost of Client Contact

Approximately 80% of calls to child support enforcement agencies are payment-related.  Parents wanting to know what they owe, or where their check is, employers with questions about wage withholding or  new hire reporting.  Placing the answers to these questions on an eChild Support Enforcement site reduces the resources an agency expends on these necessary, but time consuming, inquiries.

Empowered Custodial Parents

The New Mexico eChild Support system actively engages custodial parents in the management of their cases.   It allows both the custodial parent and the case worker to share information

 “Where’s my money?”  This is likely the most often-asked question in Child Support Enforcement.  The NM eCSE system provides this information to the custodial parent without requiring person to person contact.

Increased Focus on Complex Cases

With the NM eCSE system implementation, child support staff can now shift from a focus on handling common inquiries to a focus on unique problems and complex cases.  The result is improved outcomes in cases that in the past would not get the attention they needed, while at the same time giving staff more challenging and rewarding careers.

Return on Investment, Short-Term/Long-Term Payback

The following table includes the cost/benefit analysis for the eChild Support web site:

Description
Year 1
Year 2
Year 3
Year 4
Year 5
Year 6
Year 7
Year 8
Total

Non-Recurring Costs
$1,911,055
$0
$0
$0
$0
$0
$0
$0
$1,911,055

Recurring Costs
$33,984
$34,494
$35,047
$35,648
$36,301
$37,011
$37,782
$38,621
$288,887

Total Project Costs
$1,945,039
$34,494
$35,047
$35,648
$36,301
$37,011
$37,782
$38,621
$2,069,030

Total Present Value Costs**
$1,880,269
$31,165
$29,594
$28,130
$26,772
$25,511
$24,339
$23,250
$2,069,030












Total Projected Benefits
$2,018,216
$2,119,126
$2,225,083
$2,336,337
$2,453,154
$2,575,811
$2,704,602
$2,839,832
$19,272,161

Total Present Value Benefits
$1,951,009
$1,914,631
$1,878,860
$1,843,603
$1,809,201
$1,775,507
$1,742,305
$1,709,579
$14,624,695












Cumulative Total Projected Costs
$1,880,269
$1,911,434
$1,941,028
$1,969,158
$1,995,930
$2,021,442
$2,045,781
$2,069,030
N/A

Cumulative Total Projected Benefits
$1,951,009
$3,865,640
$5,744,500
$7,588,103
$9,397,304
$11,172,811
$12,915,116
$14,624,695
N/A












Benefits

· Improved Customer Service

· Reduced Costs

· Empowered Parents

· Improved Results on Complex Cases

· Extended Serarch of CSES Information System

· Alleviate Case Worker Loads

· Faster Information to Custodial and Non-Custodial Parents

· Reduced Paper Work for Employers and Hospitals

Related System Objectives

· Provide Online Information Beyond Normal Business Hours

· Industry Studies Indicate Dramatic Savings Using Internet

· Parents Can Take Greater Control of Managing their Cases

· System Would Provide Routine Information, Department Staff Can Focus on Complex Problems

· Internet System Would Provide for Increased Collection and Dissemination of Data

· Free Case Worker for Routine Phone Calls

· System Availability Convenient to Parents

· Move Towards Electronic Processing of Data Rather than Pushing Paper

