Human Services Area Coordinator
Department of Children and Families (DCF)
Division of Family and Economic Security
Bureau of Child Support - Intergovernmental Services and Operations Section

POSITION SUMMARY:
Under the general supervision of the Intergovernmental Services and Operations Section Manager in the Bureau of Child Support (BCS), which is part of the Division of Family and Economic Security (DFES) in the Wisconsin Department of Children and Families, this position is responsible for fulfilling the duties of the federally required Central Registry for the Child Support program. This position also provides program support and policy interpretation to child support professionals in Wisconsin county child support agencies (CSAs), other states, tribes, and countries. This position is knowledgeable of intergovernmental case processing; monitors and evaluates CSAs to determine accurate and timely intergovernmental case processing; and coordinates to resolve intergovernmental case processing issues with other states, tribes, and countries. 

The position is part of the Wisconsin Central Registry and is responsible for receiving requests for actions or information on intergovernmental child support cases and forwarding them the correct CSA for case processing and response. This position must determine if the action requested is appropriate and whether all the necessary documents are included to take such action; enter and assign the case to the correct CSA in the Kids Information Data System (KIDS); forward the documents to the CSA; and send an acknowledgment and request for missing documents to the other state, tribe, or country within federal timelines. The position must have a working knowledge of the following systems to complete this work: KIDS, Child Support Enforcement Network (CSENet), Electronic Document Exchange (EDE), Communication Center, Federal Case Registry (FCR), Query Interstate Cases for KIDS (QUICK), Consolidates Court Automation Program (CCAP), and iForms. 

The position also responds to requests for policy and business process interpretation asked by CSAs relating to intergovernmental case processing. As a result, the position must be knowledgeable of BCS policies and federal and state laws pertaining to in-state, other state, tribal, and international child support case processing. The position will have contact with child support staff from CSAs, other states, tribes, counties, and the Office of Child Support Services (OCSS). The position serves as point of contact for resolving customer issues related to intergovernmental cases and will need to cooperate with others in the department to resolve these issues.

The position may need to complete manual or electronic parent locate requests using the following systems: Federal Parent Locator Service (FPLS), CARES Worker Web, and CLEAR. The position must be knowledgeable of the locate policy, process, and systems. 

The position participated in various workgroups at the department, division, and bureau levels. The purpose of these workgroups will vary and could include the development/enhancement of the child support program policy and systems; employee engagement; strategic planning; etc. 

TIME	%	GOALS AND WORKER ACTIVITIES
50%	A.	Perform the Central Registry actions as required by federal regulations.
A1.	Review and analyze incoming child support cases and determine the appropriate disposition. Apply know ledge of complex intergovernmental case processing rules to determine if the case can be accepted and if all the required documents have been received. 
A2.	Determine which CSA should be assigned the case and assign the case in KIDS. Create a new KIDS case if appropriate. Send the documents to the CSA. 
A3.	Send an acknowledgement to the initiating state, tribe, or country. Request any missing documentation. Acknowledgements are sent via CSENet  or, if the other state does not use CSENet, the acknowledgement is created in wiKIDS and sent via EDE, Communication Center, or email. 
A4.	Review incoming requests for information and status updates and refer to the CSA, if one is assigned to the case, or respond directly. 
A5.	Process all incoming cases, requests for information, and status updates in accordance with the federal timelines. 
A6.	Respond timely to CSENets.
A7.	Have a working knowledge of all the systems used to process intergovernmental cases, requests for information, and status updates. Those systems include KIDS, CSENet, EDE, Communication Center, FCR, QUICK, CCAP, and iForms.
A8.	Have a working knowledge of other states’ child support case processing especially where it differs from Wisconsin’s procedures. 
A9.	Have a working knowledge of the rules and procedures when working with child support cases from tribes or other countries. 
A10.	Complete manual or electronic parent locate requests using the following systems: Federal Parent Locator Service (FPLS), CARES Worker Web, and CLEAR. 
A11.	Complete address verification with the United States Postal Service as needed. 
A12.	Act as the Wisconsin liaison and subject matter expert for the Project Save Our Children (PSOC) program.

30%	B.	Provide child support policy interpretation, business process information, and system support
to CSAs. Provide customer service to other states, tribes, and countries about Wisconsin child support case processing by providing information that will assist them to take appropriate action on the case or get the contact details for the Wisconsin case worker.
B1.	Respond to questions from CSAs and Wisconsin tribes. Provide consultation and guidance to assist the CSAs and tribes determine the next steps to take on the case. The guidance may be policy consultation, information on case processing, or system support. These questions will usually come through KIDPOL. 
B2.	Provide customer service support to other states, tribes and countries who may be contacting Wisconsin to get a status update on case, ask if a case exists, ask for the contact information of the case worker, problem solve a payment issue, etc. Contacts can be made through email, KIDPOL, Communication Center, or phone.
B3.	Research questions coming from CSAs or other entities. Research may involve reviewing the Intergovernmental Q&A, fact sheets, Child Support Bulletins (CSBs), Child Support Letters (CSLs), manuals, resource pages, or the Office of Child Support Services (OCSS) website. It may also require consulting with a subject matter expert in the bureau or the child support attorney. 
B4.	Research and respond to inquiries from OCSS regarding the status of intergovernmental cases. 
B5.	Develop and update when needed policy documents related to intergovernmental child support. Documents include the Intergovernmental Q&A, fact sheets, CSBs, CSLs, manuals, and documents on the intergovernmental resource pages on the Child Support Partner Resource (CSPR). 
B6.	Develop and maintain the Central Registry Processing Training and Procedure Manuals.
B7.	Review and update the intergovernmental resources pages on CSPR. Work with the Communications Center to update CSPR. 
B8.	Assist with the Interstate Case Reconciliation (ICR) process including working with FESTs to send and receive the file to OCSS and create the reports on Control-D.

15%	C.	Be the subject matter expert on intergovernmental child support to assist with work efforts for
the program. The role includes working with other bureau staff on the development of policy, procedures, and systems related to intergovernmental child support.
C1.	Participate in workgroups to provide subject matter expertise on intergovernmental child support. The workgroups could be related to policy, procedure, and/or system changes. 
C2.	Provide subject matter expertise on intergovernmental child support to the Partner Training Team (PTT). Respond to questions that come for training sessions and assist with the development and review of intergovernmental child support training curriculum.
C3.	Assist with planning and holding Intergovernmental Roundtables with CSAs. Help with agenda planning; researching questions; scenario development; and presenting information and answering questions during roundtable.
C4.	Respond to questions from staff in the bureau or department related to intergovernmental case processing or to questions on specific intergovernmental questions. For example, you could be assisting other bureau staff with a KIDPOL or helping a someone in the department respond to a constituent question.
C5.	Identify system changes to improve intergovernmental case processing. Participate in business requirement gathering, review of business documentation, user acceptance testing, and support of implementation. Support the development and implementation of THRIVE.
C6.	Assist with the implementation of new federal systems that relate to intergovernmental child support as they are developed. This includes working with the bureau to make the system accessible to CSA and helping CSAs become aware of and learn how to use the new system.
C7.	Assist CSAs in working the ICR reports so that the intergovernmental case load is accurate in term case status between Wisconsin and the other state. 
C8.	Assist in the development and maintenance of reports related to intergovernmental child support. 
C9.	Assist with the maintenance of the Intergovernmental Reference Guide (IRG). Update the Wisconsin Contact list in the IRG as needed. Certify the IRG monthly.

3%	D.	Provide quality assurance on intergovernmental child support cases. 
D1.	Review initiating intergovernmental child support cases as part of the Self-Assessment. Review that CSAs are initiating intergovernmental child support cases according to federal guidelines. 
D2.	Correct Federal Information Processing Standard (FIPS) codes and SSNs on intergovernmental cases as part of the ICR process.
D3.	Review cases as part researching and KIDPOL or a complaint from another state.
D4.	Participate in the review of intergovernmental child support cases as assigned.

2%	E.	Miscellaneous and other duties as assigned, including but not limited to:
E1.	Complete all training on time assigned by the Department of Administration, DCF, DFES, and the BCS. 
E2.	Provide coverage during absences of other staff in the section and assist other BCS sections as needed. 
E3.	Participate in workgroups at the DCF, DFES, and BCS level as assigned. 

KNOWLEDGE, SKILLS, AND ABILITIES
1. Knowledge of federal and state law, including administrative codes and policies governing the child support program, especially those pertaining to intergovernmental services and the parent-locate function. 
2. Ability to comprehend complex written documents, including laws and policies and case specific documents received from other states in a variety of formats. 
3. Extensive knowledge of and the ability to use various system including KIDS, CSENet, EDE, Communication Center, FCR, QUICK, CCAP, iForms, FPLS, CARES Worker Web, and CLEAR.
4. Extensive knowledge of intergovernmental child support case processing and procedures, including parent locate. 
5. Highly developed communication and interpersonal skills, including:
6. Ability and willingness to ask questions;
7. Active (attentive) listening skills;
8. Ability to clearly explain policies, case processing procedures, and systems; 
9. Ability to speak professionally (courteously, authoritatively, and tactfully);
10. Ability to establish and maintain effective working relationships with colleagues and management throughout the department, staff at CSAs, staff from other states/tribes, federal staff, and other partners. 
11. Ability to write clear communications and policy documents using standard English grammar and punctuation. 
12. Ability to perform research. To be able to review policy documents and laws to find answers to questions about what next steps to be taken to process an intergovernmental child support case.
13. Ability to use standard Microsoft Office tools including Outlook, TEAMS, Word, Excel, and PowerPoint.
14. Analytical and problem-solving skills (critical and logical thinking) along with the ability to accurately and appropriately respond to questions on specific details presented in a case or policy. 
15. Knowledge of county child support agency structure and operations.
16. Knowledge of the procedures of family courts and clerks of circuit courts.
17. Awareness of intergovernmental relationships such as:
18. Relationship of state to counties for child support enforcement;
19. General knowledge of federal and state legislative processes; 
20. Contracts and intergovernmental agreements; 
21. Implementation of federal and state laws through administrative rules, policy development, and courts.
22. General awareness of other public assistance programs like Supplemental Nutrition Assistance Program (SNAP), Medicaid (Badger Care), Wisconsin Works (W-2), Wisconsin Shares Child Care Subsidy, Social Security Income, Foster Care, Kinship Care, etc. 
