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YoungWilliams Kansas Past Performance

Paternity Establishment Percentage % of Cases Under Order
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YoungWilliams Kansas Past Performance

% of Current Support Paid % of Arrears Cases Paying
FFY 2014 v 2020 FFY 2014 v 2020
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YoungWilliam's®

onitoring Performance — Monthly Reports

Federal Performance Standards Call Center Data

Total Calls Deflected YoungWilliams
o
Date
Tariz
Office Orders Caseload Order% Total Coll's PatE/A  BOOW CsupPd  CsupDue CSup% ArPd  ArDue Armears® 12Mo Dist Colls - st
Columbus 6,11 7,248 8412  86.2% 12,370,632 5,096 5,039 101.1% 7,454,284 13,835,907 53.9% 3,589 6,002 59.8% $11,289,954. Contacts - Detail By Category Youngwﬂhams > :
Dodge City 16 1737 2026  857% 3551468 1,540 1430 103.4% 2,355,068 4082811 57.7% 921 1430  618% 83,125,238 Setectsa D Range: 10 amz1
El Dorado 13,19 4,110 4,825  85.2% 8,373,413 3,306 3,152 104.9% 5,346,337 9,592,885 55.7% 2,251 3,579 62.9% $6,154,079 et Supamvasor e
(Garden City 25,26 3,904  4,555" 85.7% 8,302,975 3,299 3,2007 103.1% 5,508,893 9,449,674” 58.3% 2,029 3272  62.0% 8,133,664 Solomn rarin Al W
GreatBend 20 2,444 2,790  87.6% 4,640,353 1,832 1,784  102.7% 3,012,140 5,070,193 59.4% 1,368 2,100  65.1% $4,428,307 [
Hutchison 927,30 6916 7,890  87.7% 13,301,381 4,982 4930 10L1% 8,567,668 14,524,769 59.0% 3,692 5724  645% $11,926,345 3
independence 14,31 5,023 5,671 88.6% 8,370,354 3,502 3,462 101.2% 4,856,207 8,951,277 54.3% 2,573 4,224 60.9% $7,547,605
iunction City 821 5938 6790  87.5% 12,813,733 4,069 4,051 100.4% 8781973 14,484,624 60.6% 3,250 5022  64.7% $11,411,139
Olathe 10 10,090 11,668 86.5% 24,521,297 7,604 7,438  102.2% 16,640,777 27,407,621 60.7% 5,345 8,445 63.3% $21,861,587 Y w."
salina 28 3607 4010 90.0% 6776475 2829 2792 1013% 4229720 7717977 s48% 1947 3037 64.1% 56,456,114 oungWilliams
Topeka 123457 21,379 25197 84.8% 37,856,709 16,895 16,731 101.0% 23,317,766 40,514,267 57.0% 11,147 18,078  617% $34,371,410 Task Hame/Monthly Report
72,396 83,83"  86.4% 140,878,793 54,954 s54,069” 101.6% 90,071,328 156,032,003" 57.7% 38,112 60,973  625% 126,725,442 S Calls: calls handied by a customer service representative
5 G Galls: transferred to another Full-Servce Contractor o DCF
[Average Time to Answer (in 3econds); average wait time/ho'd Eime
ck 72,396 83,834 140,281,998 54,954 54,069 101.6% 90,071,328 156,032,003 57.7% 38,112 60,973  62.5% [Average Talk Time {in seconds): average call lengthytalk time
‘Abandoned Colls: mumber of abandoned calls
vin Py 1004% S3.9% so.8% Average Asandoned Time [in seconds): average hold time priar to abandonment of call
> = & . Total number of calls deflected (icst eall rate - holding quew is full and cannot accept
Max 90.0% 104.9% 60.7% 65.1% incoming calls - caller gets a tusy signal)
Total number of calls broken down by disposition and outcome of cal
Garden City 2,301 2,679  85.9% 4,770,316 2,012 1,909 105.4% 3,198,564 5,382,002 594% 1174 1903  6L.7% 4,925,222 Zn’ii‘:'k""'“:"“:“:éfe “!"“"‘52“"“‘\:":‘"“;';“ ‘“nw e :
Liberal 1603 1876 85.4% 3,532,660 1,287 1291 99.7% 2310329 4,067,672 56.8% 855 1369 62.5% 3,208,442 (e e CRk] Suppon Gl Ximar csion of nome
3,904  a5s5” 85.7% 8,302,975 3,209 3,200" 103.1% 5,508,303 9,449,674” 58.3% 2,029 3272  62.0% 8,133,664 Gereral ik s calls by Rrgwge
Somw b
Caseload Orders _Total Coll's PatE/A  BOOW s up Due Ar Due
Olathe 10090 11668  86.5% 24,521,297 7,604 7438 102.2% 16,640,777 27,407,621 60.7% 5345 845 . 21,861,587
ITopeka 21,379 251977 84.8% 37,856,709 16,895 16,7317 101.0% 23,317,766 40,914,267 57.0% 11,147 18,078 R 34,371,410 ops
southeast 12271 140837 87.1% 20,740,986 8,598 8501 10L1% 12,310,491 22,787,183” 54.0% 6162 10,226 . 18,837,559
Central 13,655 15,625 i 87.4% 27,963,623 10,204 9,995 [ 102.1% 18,358,531 31,795,486 [ 57.7% 7,448 11,638 8 24,021,332 . Cats Do actne Page 104
southwest 15,000 172617 86.9% 29,796,179 11,653 11,4047 1022% 19,443,764 33,127,436  58.7% 8,010 12,586 1 27,633,555 :
(Chk Total 72,39 83,8347  86.4% 140,878,793 54954 54,0657 1016% 90,071,328 156,032,003 57.7% 38112 60973 ¥ 126,725,442

1102021 1145 AW Haneas | Cort
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YoungWilliam's®

Monitoring Performance — Quality Assurance

YoungWilliams

ENF CRME & STANDARD PROTOCOL CHECKLIST

READ PRIOR NARRATI WHY AM

0

o

CRME: Has Specialist completed &
IF YES: move to Standard Protocol
if completing the CRME remembe

CRLO: NCP address and employme
employers called. Is case incoming
child/ren.

CRMD: who s ordered to prov hic,
CRPA: how was paternity establish
CRES: what was established in the
CREN: status of enf. payoff, last pa)
DMV, demand letter, contempt, By
actions you are taking.

STANDARD PROTOCOL: BELOW IS WH

)

\F CRIAE 3 S
a5t Upthes: Septerier

OPAY/PAYR:

Whatis the Debtsetup for?

Do OPAY and the IWO match? Do

If changes need to be made, send 2
Are there other orders liste
Are payments coming in or

LACS/LACN:
Are there multiple court orders list
Is debt lnaded for all court orders?

COMP/COMN:

Check the COMP screen to see if th
narrations to see if there is an add
Do we need to review for add a bal
Check COMN to see if NCP/CP are |
<check for information.

ATTY: MAKE SURE ATTY SCREEN IS

Does CP have an Atty? _
Does NCP have an Atty?

ol Creckist

YoungWilliams

ESTABLISHMENT FOSTER CARE CHECKLIST

These actions should be taken prior to the first 90 days the child is in Foster Care.

[J Check for what foster care documents have been received
= Narrate specific documents received
= Check comman cases to see if documents were indexed to all

[]  Request NCP's DL Photo

[]  Check for child’s vitals if born in Kansas.
= Update CHDS with child’s place of birth if possible
= Review KEES for mom's maiden name, usually if you research an alder PA case you can find an
lividual demographics” link for mother, which may have her maiden name listed
= Check common cases for mother and see if we have a case with mother as a child
= Also review common cases for other applications mom completed, which may list her
maiden name

] Search for locate on NCP
= KEES, 5410, common cases

[]  search for employer for NCP
= NDNH, BASI, common cases
= Sometimes common cases with have an EVL in OnBase

[ In¥-Trac choose the “Reviewed for Custody order #1" action
IF all documentation received during the first 90 days a Legal Referral should be completed.
*  Ifall the documentation not rec ed Specialist has 4 attempts to obtain documents for
referral, Each attemptis the same as what is noted above.
* Specialist should complete 2 attempts for EVL.

shnenl Fesler Care Checklist =
tUpdes Septerriar 2071

YoungWilliams

EST CRME & STANDARD PROTOCOL CHECKLIST

E —
[Upitres Seetericer

r

Phone call/Text Message (all

*  Email sent (all attempts)
= EvLsentor narrated NCP e
= Did Specialist check Full Cour
= PPS checked (Did Specialist ¢
Specialist to help get docum:
= KDLPhoto {If no DL # checke
= Documents still needed (nar
*  Wust send written notice on
= Did Specialist required BC frc
ATE STAGE:

BARI

BASI

QLR

ssp

JAILS

CLEAR/ACCURINT

SVES

KEES

CALLING NCP (2 & 4"}
CALLING CP {1 & 3¥)
INCL

APPLC

FPLS

KDOR

Work Number

NARRATE REFERRAL TO LEGAL CRMI
= CRLO: NCP address and emp

interstate.

CRMD: est MSO, is KS med o

CRPA:is patemily establishe

CRES: what are we establishi

CREN: referring to est and &1

021

YoungWilliams

INTAKE REFERRAL QA CHECKLIST

[ Checkfor ID
* Case should be opened out of the county where CP resides unless there is an order.
* Ifan order exists, case should be opened in county where order originates.

[[]  Check REFM to make sure referral is deactivated

[[]  Check CADS to see if CP in non-coop.
* IFCPis in non-coop on CADS after 7/1/2015, intake worker should send non-coop letter and
enroliment form to CP and request referral be deactivated

I:I Make sure the correct CP is on the case OR narrate who the CP should be
*  Intake CANNOT change the AR on the same day a case is reopened. In these instances, intake
worker will choose the “reopen/new CP" option in y-trac and narrate that the CP needs to be
changed to "CP's NAME"

[] Check ADDRCP

O checkARDS
= Phone number
= Maiden name
*  Email (entered on EMAL screen)

[[] check for mother and father rales ta be added
= Wlother role can almost always be added. Father role should only be added ifvitals are found
and NCP signed them

www.youngwilliams.com

10NS

ATTY: MAKE SURE ATTY SCREEN IS UF
Does CP have an Atty?
Does NCP have an Atty?

If EST Specialist has already requestes
P.0. Specialist will need to request of

Did P.0. Specialist add debt {order) ai
NOA. Finance will add NOA for all otk

Update ADDR for both parties / NCP |
CLEAR/ACCURINT BARI BASI SVES

INCL: Is NCP employed? Call Employer
PEPR: Check PEPR to make sure the cc
CRME: Must Complete initial CRME b

CRLO: NCP address and employment's
Na emplayer: Check BARI, BASI. If emy
employers called, Check emancipatior
CRMD: who is ordered to prov hic, is
CRPA: how was paternity established,
CRES: what was established in the ord
CREN: IWO set at SXXXc/$XXa. Refer t
completed LGRQ.

OPAY: What s the Debtset up for? _
match? Does WO need to be Current

ges are needed, send email to the WO

puld case be referred to Qutgoing Speci

NCP must be located within 60 days
Complete UIFSA outzoing form and at

YoungWilliams

PRIVATE ORDER PROTOCOL CHECKLIST

YoungWilliams

INTAKE ENROLLMENT FORM QA CHECKLIST

QA Specialist - Pull Up Enrollment Form

[ Checkfor ID
= Case should be opened out of the county where CP resides unless there is an order.
= Ifan order exists, case should be opened in county where order originates.

[ Make sure the carrect CP is on the case OR narrate who the CP should be
= Intake CANNOT change the AR on the same day a case is reopened. In these instances, intake
worker will choose the “reopen/new CP" option in y-trac and narrate that the CP needs to be
changed to "CP's NAME"

[ Check ADDR for both CP and NCP {if CP filled out NCP's address on EF}

[0 checkARDS
= Phone number
= Maiden Name
= Text message and Customer Service Indicators
= Email (entered on EMAL screen)

[ check APDS if any info provided for NCP

O

Check CHDS for child’s place of birth
[ Check for mother and father roles to be added
Mother role can almost always be added. Father role should only be added if vitals are found

and NCP signed them or an order exists

[[] ATTY Screen f applicant provided attorney info

Intske Enrallivant Fos
st U

34 Checkis Fage |
dried Seetecrter 2071
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Monitoring Performance — ywPortal
Kansas Child Support Services

Project Home

Contract Documents

Project Resources

Presentations ywPortal . TRANSPARENCY . ACCOUNTABILITY . QUALITY
YoungWilliams Federal Citations Guide for Child
Reports @ S
upport
Dashboards
@ YoungWilliams Resource Library
Contacts
Org Chart
@ ywUniversity
Plans

Office Cameras @ Kansas Child Support Services

Photos

Department for Children
Contztls and Families

@ Kansas Supreme Court Cases

@ Kansas Child Support Guidelines

@ Kansas Child Support Services Policy Manual

@ KPC | Kansas Payment Center
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