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Message from the Director
Welcome to the 2016 Annual Report for the Placer County
Department of Child Support Services. I am grateful that
you are here, and hope that you will take a little time to
look through this report to see what we are doing for you.
As you know, parents have been ethically responsible for
their children since the beginning of time. With that said,
California instituted a law in 1872 that required parents to
care for their children financially. That was furthered by the
federal government in a Congressional amendment to the
Social Security Act in 1975, which brought about the child
support program in all states, and negotiated agreements
with other countries around the world. As Gandhi once
said, “A nation’s greatness is measured by how it treats its
weakest members.” Child support can accomplish great
things. Child Support can also often seem unfair as well,
but the focus in all cases is the best interests of the child.
We hear often that we are in the business of taking people’s
money in order to make our budget. This is absolutely
false. The amount of money determined in each parent’s
matter is developed by their circumstances as input into a
legislated and approved calculation formula. In addition,
the department’s static funding comes only from federal
and state taxes. The only occurrence where money is

received from a parent is a twenty-five dollar ($25.00) fee
that is part of federal law. In the Federal Deficit Reduction
Act of 2005, Public Law 109-171, all states were instructed
to impose a twenty-five dollar ($25.00) annual service fee to
non-welfare families (never-TANF assisted cases) who have
received five-hundred dollars ($500) or more during the
federal fiscal year. The mandate went into effect January 1,
2008. As of October 1, 2010, the State of California was no
longer willing to pay the fee on behalf of families. That fee
is paid to the State of California.
The department is striving to develop a more holistic
approach to helping families, which is grounded in the
delivery of excellent customer care. The department’s role
of enforcing child support court orders is most effective
when we are able to help our customers understand all of
the options available to them as they seek to enhance their
children’s lives through participation in the child support
program. The result of our efforts has proven to be a
significant improvement for customers; and the employees
who have the satisfaction of making a positive difference in
the lives of others. Rest assured that this department has the
best, most talented and professional staff available since its
inception in 1975. Through the establishment of financial
partnerships amongst parents, families may become
more self-sufficient, as a result of receiving money for
food, clothing, and shelter for the children that may not
have been previously provided, or was provided through
the taxpayers in the form of Temporary Assistance for
Needy Families (TANF).
Even if you don’t need the services offered by the
child support program, there is an overall benefit to
the community as an impact of the department’s
accomplishments. With this report, we hope to relay this
message, and to provide you with a deeper understanding
of what, how, and why, we do what we do.
With that said, your input will provide a way for us to
know what we are doing right, and where we need to
concentrate on further improvement. I encourage you to
be a part of helping us to further improve our services,
and welcome your continued feedback by completing one
of the surveys offered on the department’s website, or in
paper format in our office. If you would like one mailed to
you, please contact us, and we will send one to you.
Again, I hope you take a few minutes to read this Annual
Report, and please remember we are here to serve YOU!

Troy Held, Esq.
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Placer County Board of Supervisors Message
by District 2 Supervisor and Chairman Robert Weygandt
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I’d like to begin by congratulating Placer County’s child support program for 40
years of service to the citizens of this great county.
This year’s Department of Child Support Services Annual Report speaks to the
department’s commitment to excellence in public outreach and accessibility to
vital resources. The annual report also serves as a useful transparency tool to
help taxpayers understand how their tax dollars provide critical services for our
county’s citizens.
Child Support Services’ staff understands that for some the prospect of child
support can be daunting, and even a little scary. The department strives to keep
the customer’s needs at the forefront, always searching for new ways to provide
a user-friendly and low-stress experience.
Fostering strong financial partnerships with parents and guardians to help
support children is the hallmark of the department’s dedication to serving the
community. Over the past five years the department has increased child support
collection by 16.5 percent. More than $23 million was collected on behalf of
families last year, providing economic benefit and security for children. Child
support helps families become self-sufficient, providing a reliable source of
income.
I am proud of the department’s ongoing community outreach efforts. The
department is devoted to its mission of educating the public about available child
support services, making it accessible to those unfamiliar with the child support
process.
I hope you will spend some time to review this annual report and see how Child
Support Services is maximizing its efforts to support Placer County families.
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Department Mission Statement
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The mission of the Placer County Department
of Child Support Services is to promote the
well-being of children and the self-sufficiency of
families by assisting both parents to meet the
financial, medical, and emotional needs of their
children through the delivery of quality child
support services.

Managing Editor: Troy Held, Director
Project Manager: Marjorie Faisst, Staff Services Analyst
Graphic Design & Photography: Christi Silva, Staff Services
Analyst; Marjorie Faisst
Design Concept/Content Writers: Taryn Aguon,
Administrative Secretary; Christi Silva; Marjorie Faisst

Above:
Jim Holmes - District 3; Jack Duran- District 1; Robert Weygandt - Chairman, District 2;
Jennifer Montgomery - Vice Chair, District 5; Kirk Uhler - District 4
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Building Greater Self-sufficiency in Single Family Households
Child support contributes to the cost of raising
a child. In the United States, the annual cost
to raise one (1) child born in a single-parent
household to the age of eighteen (18) ranges
from ten thousand four hundred thirty-six
dollars ($10,436) to twenty-two thousand six
hundred forty dollars ($22,640).
Child support represents a sizable portion
of incoming funds for some custodial-parent
family members. In many situations, child
support payments are the determining factor in
providing for the basic needs of children. Basic

Child Support Establishment

needs include shelter, food, clothing, and with
possible add-ons; transportation, health care,
and child care.
The ability for struggling families to remain
self-sufficient can impact the community in
which that family resides through greater
economic stability. In 2014, about one-quarter
of children living in families, or over twentytwo million children under age twenty-one (21),
lived with only one (1) of their parents. Although
most children raised by single parents fare well,
on average, they are at greater risk of living in

Child support services are sought for a variety of reasons, and for most
the need arises at a difficult time when parents are trying to provide a
stable future for their children. In some situations, the parents initiate
contact with the department for services voluntarily; however, when
a parent applies for assistance programs such as financial aid or MediCal from the Department of Health and Human Services, a referral
is submitted that requires a child support case to be opened for the
purposes of recoupment of assistance paid. Upon case opening, a
court order for paternity and/or child support, which includes medical
coverage, may need to be established.
Since some parents may not grasp the benefits of having a child

poverty and experiencing health, academic, and
behavioral problems than children growing up
with married biological parents.
During 2015, the amount of child support that
was collected by the Placer County Department
of Child Support Services exceeded twentythree million dollars ($23,345,139), which
resulted in distributions to families of over
twenty-one million dollars ($21,407,492), with
the remainder applied to reimburse (pay back)
services delivered to those families by other
social service agencies.

support case initially, the department strives to create well informed
customers who understand the many resources that are provided by the
department, including:
• Completing an application for child support
• Location of a missing parent
• Genetic paternity testing
• Negotiating support agreements to avoid going to court
• Court preparedness and what to expect
• Modification of payments when changes occur
• Enforcement of the child support court order
• Payment records for the life of the case

In the U.S., almost 1 in 4 children are in the child support system.
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What We Do
Core functions of the department include:
• Locating absent parents
• Establishing paternity
• Establish, modify, enforce court orders
• Establish, modify, enforce health orders

Visit our website for more detail:
www.placer.ca.gov/childsupport

Child Support provides children with the opportunity to be successful.
The Benefits for Children

Without the financial support of both parents, children are more
likely to live in poverty, experience instability in their lives, and
suffer both social and academic challenges. In many cases, singlefamily parents without financial support from the other parent can
find it difficult to meet the basic needs of their children, including
providing ample food, clothing, and in some cases shelter.
Child support enforcement plays a key role in contributing to
the economic stability of families and children. A close look at
the child support caseload for Placer County indicates that most
parents want to provide for their children. In Placer County, where
monthly child support is due, sixty-six and eight-tenths percent
(66.8%) are paying something towards the support due, with
forty-three percent (43%) paying over ninety percent (90%) of
what is due. This is significant in making child support a reliable
income source for families, and may help to provide children with
more opportunities. The department strives to assist parents in
understanding the importance of providing consistent and timely
child support payments to meet the needs of their children.

When a Parent Fails to Pay

Aliyah M. awaiting her first experience on stage.

Parents can face severe penalties for failing to make court-ordered
child support payments. The department makes every effort to
work with parents who owe support to keep them on track with
meeting their obligation. If they fail, then more serious actions may
result:
• State license suspension and revocation, including driver’s
license, professional licenses, and those for activities such as
hunting and fishing
• Financial institution levy
• Intercept of federal and state income tax refunds
• Passport denial or revocation
• Property liens
• Negative credit reporting
• Findings of contempt of court
Child support case managers make every attempt possible to
seek compliance before taking legal action as a recourse. The
department released nine hundred seventeen (917) licenses last
year to help parents get back on track with paying their support.
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Legal Process and Court Hearings
FAQ’s About Child Support…Legally Speaking
My child’s father has hired an attorney. Will the local child support agency (LCSA) attorney represent me?

No. The child support attorney does not represent either parent or the child. The local child support agency attorneys represent the County of Placer,
State of California, and the U.S. Government in all the court filings and appearances. The goal of the child support attorney is to further the federal
government’s interest in supporting children and providing for families, and to facilitate the establishment or the adjustment of child support orders
in accordance with State guidelines.

If my ex-spouse doesn’t honor our custody or visitation orders, can I withhold my child support payments
until she does?

No. While the circumstance of being denied visitation is unfortunate; deliberately withholding court-ordered child support payments has legal
consequences. Initial enforcement actions include professional and non-professional license suspension (driver, real estate, car sales, cosmetology,
etc.), passport revocation, tax intercepts, property liens or levying a bank account. In some circumstances, failure to pay child support could lead to a
civil contempt finding, and possibly time in jail. Failure to comply with visitation orders requires the offended parent to take separate legal action. The
department does not currently assist with visitation order failures.
Child support is calculated based on various factors, including monthly net income of both parents and the amount of time the child spends with
each parent. The enforcement of child support and visitation rights are two distinct and different legal matters.

I am currently incarcerated and owe child support. What do I do?

When a parent becomes incarcerated, it is important that the department is made aware of the current circumstance. Generally speaking, if a
parent ordered to pay child support is incarcerated for at least one full month, the child support order can be modified to zero for the duration
of incarceration. Child Support Services has an Incarceration Team that can assist parents who have been recently incarcerated or released from
incarceration with how to stay on track with their child support case.

Is there any way to avoid having to go to court?

When parents can mutually agree on a support amount, the department can prepare a written stipulation (agreement) for both parties to sign and
have filed with the court which can become an order. This can generally be done without appearing in court. Choosing the avenue of a stipulation
allows parents the ability to determine what they feel is best in terms of child support; rather than having the court determine the final outcome.
Stipulations also have the convenience of being completed at the child support office or by mail.

Child Support Myths
Child support stops at age 18.

True. Unless the child is still in high school, or it is stated otherwise in the court order.

Child support payments must be spent directly on the child.
True. Child support provides food, clothing and shelter for the child.

If I don’t have enough money after I pay all my bills, I won’t
owe child support.

False. After mandatory payroll taxes child support is to be paid before any other
expense.

Any unpaid child support is no longer due and payable after
the child turns 18.

False. California child support orders have no expiration. They cease upon full
payment due or with an agreement by both parties.

Child support services will help me with custody and visitation.
False. Child support services does not include: divorce, custody, or visitation.

Child support is only paid by fathers.
Child Support Attorneys from left to right:
Christine Delgado, David Rutz, and Glen Harnish

6

False. The court can order either parent to pay child support, and does.
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Being Prepared for Court

Ever been to court? Many people, including our customers, have not
been to court, and they are anxious when required to attend because
many do not know how to prepare. They have questions about the
information that will be needed, and what to bring with them. Often,
people will bring information that does not pertain to the court hearing,
and leave behind the needed information. This results in longer court
proceedings, or a continuation of court. Being unprepared for court can
lead to frustration and wasted time and expense for all. The department
understands that people may not know how to prepare for court and
may have concerns. For these reasons, the department’s case managers
are available to educate people about going to court and what to expect
to make it an easier, less costly process.
There are many reasons for going to court. One of the most common
reasons is to dispute the monthly amount of court ordered child support.
This usually follows the need for a modification of an existing court order,
or the need to establish a court ordered amount for child support. In cases
where there are changes in the factors that determine child support, case
managers must obtain the most current information from both parties
prior to going to court. As the case manager reviews the information
with the parties, they discuss the factors for determining the proposed

support amount to help the parties understand how it is calculated and
what may be considered by the court. Often, the case managers can help
parties reach an agreement without going to court, and even without
seeing each other.
Other reasons for court hearings include review hearings for those who
need to comply with the terms of their probation stemming from a finding
of contempt of court for non-payment of child support. These hearings
usually require documentation to support the person’s compliance and/
or attempts to seek work. Case managers will make contact with the
parties prior to the court date, to determine if documentation is needed
and provided, and answer any questions or address concerns. If a party
is in compliance and their presence in court is not required, the case
manager can notify the party.
Part of a case manager’s role is preparedness for court. They educate
customers, obtain pertinent court related documentation, and negotiate
agreements whenever possible. This eases the anxiety for some who
are worried about going to court. In addition, they save parties, the
department, and the court valuable time and costs associated with court
hearings.

The 1058 Window Project connects the Placer County Superior Court with the Placer County Department
of Child Support Services through videoconferencing. This connection has proven to be a vital piece in
delivering quality customer service. Through videoconferencing, employees from the department are able
to view activity in the courtroom live without leaving the office. Court orders are produced, signed by
the Court Commissioner, and then served on parties of the court action before they exit the courtroom.
Customers leave with a filed copy of their court order in which they can refer to for any clarification.

Santucci Justice Center
Placer County Superior Court

VIDEOCONFERENCING

Placer County
Department of Child Support Services

Nine hundred sixty-three (963) customers were personally served with a copy of their order in
court during 2015. Instantaneous service greatly increases the chances of regular and consistent
support payments, decreases confusion, and saves tax dollars.
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Time Changes Everything
Forty Years - Culture Change by Generations

In 1975, in response to the growing number of children in low-income
or no-income single parent homes needing assistance, Congress
amended Title IV-D of the Social Security Act (42 U.S.C. Sections 651
et seq.) to require each state to establish a Child Support Enforcement
and Paternity Establishment Program. Combined, these programs
created the Child Support Program. In its early existence, the program
was designed to establish paternity and enforce child support orders
for families that were on welfare in order to recover public aid paid to
those families. The program later grew to include non-aided families.
The early days of the Child Support Program were marred with
allegations of preferential treatment for mothers to whom support
was due, and name-calling of fathers who owed support. During this
time, the term “dead-beat dad” was coined. It was a dark period in
child support history, when quality customer service was not part of
the program’s guiding values. People who owed support, but did not
pay, were frequently regarded as uncaring parents. While there were
cases where this may have been true, there were also cases where the
parents deeply cared for the well-being of their child, but lacked the means to pay the support ordered. These parents were not dead-beat; many
were dead-broke. For them, options for relief seemed impossible as their past due balance grew higher. Many ignored their responsibility fearing that
if they came forward to seek resolution, they would be immediately prosecuted and jailed. Back then, it was uncommon for child support program
employees to work with parents to achieve a resolution that was in the best interest of all parties.

“People who owed support, but did not pay, were frequently regarded as uncaring parents. “
In 1999, the State of California created a centralized agency, the California Department of Child Support Services (DCSS), to provide leadership to the
local child support agencies in California. In Placer County, the responsibility of providing child support services shifted from the District Attorney’s
Office to a new county department, Child Support Services. The obstacles this new department faced were vast. Some were measurable such as
increasing collections; while others were intangible like improving public perception. The department needed to dispel the negative public image
forged from the dark days of the program, in order to build better communication for generations to come.
Today, providing quality customer service is a department standard. The department has a responsibility to remain impartial and abide by the
laws that govern child support when assisting customers. This requires strong customer service skills, and the ability to negotiate the best possible
outcome for all parties. A motto posted in reception for department employees to see reads; “Our goal is to interact with parents in a positive and
professional manner free of judgment.” This is to remind employees of the department’s commitment to customer service.
Another component to providing quality customer service is the department’s extensive outreach program created to educate the public about the
services provided. This helps diminish the views of the past, and creates positive working relationships for the future. Working with parents to achieve
the goal of providing the support due is beneficial to the life of the child.

The Changing Family Structure

Consider this: in 1940, the number of children born to unwed parents
was less than four percent (<4%). At that time, the majority of children
were raised in traditional two-parent settings. By 1960, the unwed birth
rate began to climb, but was still barely over five percent (5%). The
number of children living with both parents was almost seventy-five
percent (75%), while only nine percent (9%) lived with one (1) parent. At
the end of the sixties, things began to change. The number of children
born out-of-wedlock rose to ten percent (10%) and kept climbing. By
1980, only sixty percent (60%) of children lived with both parents, and
almost twenty percent (20%) lived with one parent.
Today, less than half of all children born in America live in a traditional
two parent family setting, and thirty-four percent (34%) live with just
one (1) parent. What is notable about these statistics is that a great
many of these children born out-of-wedlock will end up in the child
support caseload. For each child born out-of-wedlock, paternity must be
established before a court order for support can be obtained; however,
obtaining a court order for support is not the only benefit of paternity
establishment. Paternity provides a link between a father and child. If
the paternity establishment is approached in a manner that leads to an
engaged parent, this link can become a lifeline for a child.
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Research has shown that children who grow up with involved parents
and dependable support have greater self-esteem, perform better in
school, and form stronger relationships with others. The department
is aware that if a parent is treated poorly in the establishment process,
their potential for involvement with the child will be diminished. For this
reason, the department actively works to establish paternity in a manner
that encourages cooperation and understanding. With the increasing
number of children being born out-of-wedlock, this becomes significantly
important for the long-term success of the families served.
41%

Unwed Birth
Percentages

29%

32%

19%
10%
4%

4%

5%

1940

1950

1960
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Community Outreach

Imagine you’re on an island, Island A, and you have a specific need. Now imagine a separate island, Island B, filled with people who are willing and
able to provide service and support for your need. But…you have absolutely no idea that Island B exists! Now what?
The Department of Child Support Services has designed outreach efforts on the assumption that customers are not aware of the services that are
available. Community outreach is the mode that connects the department to those customers who could benefit from a greater understanding of the
child support program and its services. It is not simply an informative session, or an educational drive-by. It’s a commitment. It is the department’s
continued pledge to deliver excellent customer service to all its customers.

Social Media

The Placer County Department of Child Support Services has been using
social media as a means of advertising and communicating for several
years. Social media is a cost effective approach to share a wide variety
of information, and to receive public feedback. The department uses
several different social media platforms, including Facebook, Twitter, and
YouTube.
Through social media, the department keeps the community informed
of upcoming outreach events such as the department’s monthly public
seminars. The department responds to comments by answering questions
and providing general information. The department must abide by strict
confidentiality laws and does not respond with case specific details or
personal information. If a visitor to the site would like to discuss their

Preparing children to go back-to-school can be difficult for
parents. To help ease the burden for some, the Placer County
Department of Child Support Service was able to give away
backpacks to younger children and binders to older schoolaged children that were filled with school supplies donated
by merchants. The project was a success and the recipients
of the school supplies were grateful.

case, the department makes personal contact with them. The details of
such contact are never shared with the public.
Social media is a great way for the department to demonstrate its
commitment to the community. Keeping citizens apprised of events
and welcoming public input is an important part of the department’s
outreach efforts.

Incarcerated Outreach Program

Once a month, a child support professional visits the Placer County
Jail (both Roseville and Auburn locations) to reach out to incarcerated
customers who are legally responsible for paying child support.
Participants are provided with specific information regarding their child
support case, the process to modify their existing order upon release, and
when necessary, serve legal documents. It is an opportunity for the person
owing money to speak face-to-face with a child support professional
and address any questions or concerns they may have regarding the
child support process. More importantly, it is an opportunity for the
Department of Child Support Services to continue to provide quality
service to customers with limited access.

Why hold such an engagement? What is the point of this
outreach? To create relationships with all parents regardless of
status.
The goal is to establish a foundation of communication between
incarcerated parents and the department, to establish a cooperative,
positive future. The department aims to convey the message that we
are here to educate and assist them now, and upon their release. Since
the inception of this pilot program in October 2015, the department has
experienced a notable response from participants who have reached out
to Child Support Services with a willingness to work together to fulfill
their parental financial responsibilities.
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Budget and Program Performance
Department Budget Snapshot - FFY 2014-15
Total Revenue: $6,251,275

Revenue has remained static over the last several years. As compared to the previous fiscal year, the revenue in FY 2014-15 was reduced by six-tenths
percent (0.6%)

Funding: Federal (66%), State (34%), County (0%)

The department has relied solely upon the funding provided by the federal government and the State of California, but as of FY 2016-17 Placer
County has pledged funding to ensure full service production. The department does not receive any income from the collection or operation of the
child support agency.

Expenditures: $6,160,619

All expenditures meet the fiscal rules and regulations that are imposed and governed by the Code of Federal Regulations, State policy, and Placer
County policies. The largest cost is for personnel salaries and benefits for those who provide the legal, fiscal, program, and direct customer care to
carry out the child support program.

WHERE THE MONEY WENT

19%

Program Costs 46%
Legal Costs 17%

46%

9%

Administrative Costs 9%

9%

Rent/Utilities 9%

17%
Award Winning Program

Operating Expenses 19%

For the second year in a row, the Placer County Department of Child
Support Services was awarded the Director’s Excellence Award for
increased collections and distributions to families. This State of California
Department of Child Support Services award is an honor to receive, as
it represents the department’s commitment to make child support a
sustainable income for families.
Over the past five (5) years, the department has been able to maintain
and increase collections above the twenty-million dollar mark. Over the

past two (2) years, the department increased collections by one-million
dollars per year. Many people think that increasing collections in-turn
increases revenue for the department; this is incorrect. For every budget
dollar expended, the department collects three dollars and eighty-four
cents ($3.84) for families. This cost effectiveness measure is well above
the State average of two dollars and fifty-one cents ($2.51), which shows
our commitment to your tax dollars as well.

In 1995, $7.5 million dollars was collected by the Placer County District Attorney’s Office and was the most
ever collected to that date. A decade later, the Placer County Department of Child Support Services collected
over $23 million dollars with less than half the staff.

Federal Fiscal Year 2015 Collections

$23,345,139
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Performance Importance
Every year the department is evaluated on five (5) federal performance measures to assure that the department is meeting or exceeding set goals
for the year. The penalty for not meeting, or improving performance include the possible loss of incentive funding. This compels the child support
agencies to look for ways to increase effectiveness in the delivery of the services. The benefactors of the performance measures are the customers.
When the department performs better and collects more support, more money is distributed to families. When paternity is established, a child reaps
the benefit of having the same rights as a child born within a marriage. Performance measures hold local child support agencies accountable to
perform at an optimum level.
The five (5) federal performance measures include:

Paternity Establishment – Establishing
fatherhood for children who were born
out-of-wedlock. This provides these
children with the same rights as those
born to a married couple.

102.6%

102.3%
100.9%
99.5%

Cases with an Arrears Payment – Past due child
support represents a debt owed to a parent,
guardian, or agency that cared for a child. This debt
is not ignored and collection is sought from each 64.8%
case with a past due balance.

67.5%
66.2%

62.7%
61.5%

90.3%

2011

2012

2013

Cases with Court Orders – In order for the department
to take an action to collect child support and/or enforce
a medical order, there must be an order for support.
Without a court order, the department cannot assist in
providing support to families.

2014

2015

94.2%
93.5%

2011

2013

Cost Effectiveness – The amount of collections
distributed for each dollar spent. The department
achieved well above the statewide average of $2.51.

2014

2015

$3.86

$3.84

2014

2015

$3.35

90.9%

2012

2012

$3.58

91.4%
90.6%

2011

$3.22

2013

Collection on Current Support – Collecting child support
due each month is a priority in order to provide support
families can count on.

2014

2015

69%
66.7%

64.8%

2011

2012

2013

Collections - In addition to the five (5) federal
performance measures, it is expected that local child
support agencies will increase collections by three
percent (3%) annually.

$23,345,139
$22,321,523

$21,013,833
62.5%

$20,269,447
$20,036,401

60.6%

2011

2012

2013

2014

2015

2011

2012

2013

2014

2015

The Placer County Department of Child Support Services has increased collections over the past 5 years by 16.5%.
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Employee Engagement
Let’s face it, there are not many people who grow up with a goal of
working for a child support agency. When it comes to recruiting new
employees, the department concentrates on filling vacancies with the
type of professionals who would thrive in an innovative and fast moving
workplace. Instead of a reliance on existing job-related experience,
attention is placed heavily on an applicant’s ability to learn, and adapt
to change. The Child Support Program is complex and challenging; neverdull as rules, laws, forms, and goals always change. The selection and
training process is fine-tuned and vigorous, with ongoing training and
educational opportunities throughout every employee’s career with the
department.

“I feel the majority of my successes...lie with my ability to
handle challenging or complex situations.” *
The department’s commitment to serving the public includes
maintaining proper staffing levels. Budgetary constraints in the past
made it difficult to sustain employee levels needed for the workload.
Today, due to changes in hiring processes, the department is able to hire
as the need arises. This ensures that cases are maintained and customers
get the services they need.
It is easy to see the success of the department by reviewing the
performance achievements and accomplishments listed in this report,
but it is important to understand the department’s commitment to
support the public. The success of the department is a direct result of
the efforts by employees whose jobs are specific to providing program
support and customer service in all that they do.

“To be able to educate each participant on the child
support process, so they feel more empowered and are
better able to advocate for themselves, is a very rewarding
aspect of the job.” *
Educating the public and customers about the child support process is
emphasized early in the training of new employees. The child support
program can be confusing, and at times difficult to understand for the
general population. Having staff that can walk participants through the
process creates well informed customers.
Every employee of the department spends one-hundred percent
(100%) of their time on child support related work. This structure allows
the department to remain strongly rooted in serving the public and
promoting the well-being of children and the self-sufficiency of families.

“It is rare when a day goes by without me feeling further
committed to the child support program. This work is
challenging, but also greatly rewarding.” *
The workload of the department can be challenging. Emotions can
surface when dealing with personal issues such as finances and children.
Employees of the department are trained to handle situations in a kind
and professional manner with understanding and fairness.

“I take great pride in helping to resolve a difficult situation
that results in the person involved having a positive view
of our department.” *
* Actual statements from department employees.
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Customer Outcomes
Input from customers, whether it be constructive criticism or complimentary appreciation, is beneficial to the department. Customer input is used to
improve processes and reflect upon where we need to build strengths in our communications and interactions with customers. When compliments
from customers are received, they are shared with employees to allow them to understand the impact they have upon the lives of others. Comments
like those below are what help employees of the department strive for excellence, with the understanding that the difficult work they perform is
having a positive impact.
The following statements are partial samplings of recent correspondence and survey responses from our customers.

“The department has provided great customer service…….has changed drastically in comparison to the last
20 years, and it is for the better. I no longer feel as if Child Support Services is out to get me.”
“I am very grateful for the assistance I received over the telephone today from two of your case managers…
they exuded absolute confidence and professionalism while helping to successfully resolve my child support
issue.”
“Again, thank you so much for your help…., and as I mentioned I appreciate the dignity and professionalism
you and your agency have extended to me throughout this matter. As odd as it sounds, and having to struggle
with the realities of the state’s ridiculous counter-productive law seizing ones licenses, it is and has been a
pleasure working with you. Please feel free to share my sentiments with your colleagues and tell them you all
make a huge difference in the successes of meeting the department’s objectives. And once more, thank you
for your professionalism and respect.”
“I want to extend my sincere thanks to Placer County Child Support Services for helping me through this 20
year process of retrieving the financial support for my children. I appreciate all the help and support that
I have gotten from everyone that I have come in contact with at Placer County. Over the years I have had
many conversations on the telephone with informative, patient and understanding employees who answer
my questions. I also find the website easy to maneuver and where I can email my questions and get answers
that help me in knowing what is going on with my case.”

Seminars for Customers
The following Child Support workshops are free to the public on a drop-in basis. All workshops are held at the Placer County Department of Child
Support Services, 1000 Sunset Boulevard, Suite 200 in Rocklin.

Establishment Orientation Workshop
Join our workshop the 1st Thursday of each month from 4:00 p.m. to 5:00 p.m. to receive information and personalized help applying for child
support. This is an opportunity to ask questions about the process and to receive help completing your paperwork.
COAP Workshop
Do you owe past due child support? Join us the 2nd Tuesday of every month from 3:00 p.m. to 4:00 p.m. to see if you may qualify for the
Compromise of Arrears Program (COAP). In certain child support cases, the law allows a parent to pay less than their total child support debt
owed to the State of California. Join us at the next COAP Workshop to see if your case qualifies for a personalized repayment plan.
Child Support Open House
Do you want to know more about the child support program? Customers are invited to attend this free seminar held every 3rd Tuesday of
the month from 4:00 p.m. to 5:00 p.m. This workshop provides an opportunity to get answers to all of your questions from a panel of highly
skilled professionals.
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Vision for the Future
The Child Support Program is continually evolving. For over forty (40) years, the department witnessed changes in family structures, job markets,
and customer demographics. This has required services to adapt to the realities of today’s diverse families. The department is proud of the awards
and accomplishments achieved, but employees are acutely aware that the most important aspect of the job is to help families. Families who are
struggling to make ends meet, families who are trying their best to keep it together, parents who are doing their best to raise the children. These are
our customers, the families we are helping to succeed.
The vision for the future is to continue developing a more holistic approach to case management. The questions being asked are “Why are the
payments not consistent?” and “What would it take to receive regular payments?” This goes against a standardized one-size-fits-all practice to a more
directed method that builds evidence-based practices to develop the right tool for the right outcome. It uses early-intervention techniques, more
complex research, and targeted services in hopes that more consistent support payments for families can be achieved.

The following are some highlights of planned activities designed to improve outcomes for the children and families the
department serves:

Comprehensive Case Management Program – This new program is in the early pilot-project phase. When fully implemented, this

program will help unemployed or underemployed parents secure a job. The project involves working with many different job services programs to
build and promote individuals in the job market. The project will focus on addressing and resolving barriers to employment. In each case, the goal is
to help assist a person to meet their financial obligation for their children.

Outreach – The department continually seeks to increase public understanding and awareness of the Child Support Program. Outreach activities
promote the program and services offered.

Customer Education – It is imperative that we educate customers to demystify the work we do and let parents know that we want them to
succeed. This will garner more cooperation not only with the department, but with each other as well. The department strives for a cooperative
relationship with parents, to educate early and often, to make the child support easier. Studies have shown that parents who feel part of and
understand the process are much more willing to make regular support payments and participate in the lives of their children.
Hiring and Training Program – This ongoing effort helps create and retain knowledgeable staff that put customer service as a priority. When
hiring, the department concentrates on filling vacancies with the type of professionals who would thrive in an innovative and fast moving workplace.
The Child Support Program is complex and challenging. The department provides a training process that is fine-tuned and vigorous, with ongoing
training and education throughout an employee’s career to ensure that program participants receive the best customer care.

www.placer.ca.gov/childsupport

Use of Technology – Technology allows employees to be more efficient. From sorting tasks to sorting a caseload; technology is a tool used to
find the data that matters and makes a difference. Technology has helped the department reach new heights in performance. The department is
looking to expand its use of technology to bridge communication gaps and streamline processes that will result in greater efficiencies.
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Visit our website to:
• Discover self-service options
• Read the frequently asked questions
• See our workshop schedule
• Apply for child support
• View your child support account
Contact us for more information:
Customer Connect: 1-866-901-3212
Placer County Child Support locations:
1000 Sunset Boulevard, Suite 200
Rocklin, CA 95765
5225 North Lake Boulevard
Carnelian Bay, CA 96140

Accomplishments

WICSEC 2015 Excellence Award

Western Interstate Child Support Enforcement Council
award honoring Placer County Child Support Services as
the Most Improved Program west of the Mississippi.

Director’s Excellence Award

State recognition for performance achievements.

Wonderful Workplace

Local nomination as a “Wonderful Workplace”.
Rocklin Area Chamber of Commerce
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Troy Held, Director
Tami Uhler, Assistant Director
Rocklin Office

Tahoe Office

1000 Sunset Blvd., Suite #200
5225 North Lake Blvd.
Rocklin, CA 95765
Carnelian Bay, CA 96140
Customer Connect 1-866-901-3212
Ombudsperson 916-435-5757
Visit our website: www.placer.ca.gov/childsupport
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