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Message from the Director
I would like to thank the Placer County Board
of Supervisors for their strong and continued
support and assistance with making the
Department of Child Support Services the best it
can be. Great strides forward have been made due
to the Board’s direction and support.
Child support has been a focus of the State of
California since 1872 when the failure to support
one’s child became a criminal act. Since that time,
more structure has developed, and today, the
United States Office of Child Support Enforcement
takes the lead nationwide with law, regulation and
funding. The State of California provides further
law, regulation, some funding, and oversight
through the State Department of Child Support
Services. Each of California’s counties hold local
offices to assist the public with their child support
needs.
Here in Placer County that work is done by child
support professionals who are committed to
helping parents, grandparents and caregivers
while providing exceptional customer service,
which at times is hard to find in today’s busy
society.
Proud recipient of the 2016 Director’s Excellence Award for oustanding achievements
in child support performance in support of the California Department of Child
Support Services Strategic Plan.

The gifted staff of this department not only
provides that type of assistance and customer
service, but have also made the department a
“Top Ten” performer (Number 8) in California from
number 36, just a few years ago.
In this Annual Report, you will find information
about the department, successes from 2016/17
and ideas that we are looking to implement in the
future.
We look forward to continuing to provide quality
customer service to assist the public with their
child support needs, while making sure that your
legal needs are provided by skilled attorneys and
staff.

Folsom Lake, Sterling Point

Troy Held, Esq.
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Placer County Board of Supervisors Message
From District 5 Supervisor and Chairwoman Jennifer Montgomery, on
behalf of the Placer County Board of Supervisors
Supporting children and their families is at the heart of Placer
County’s Child Support Services. Details of their ongoing
commitment to serve our community while keeping the public
engaged and informed about programs, funding, achievements
and results, can be found in the pages of this annual report. I
encourage you to take a look and see how well your taxpayer
dollars are being spent.
I am thrilled to share the extraordinary work being accomplished by
Child Support Services Director Troy Held and his committed staff.
Last year, their efforts resulted in over $24 million in collections,
exceeding the previous year’s collections by over $1 million. The
department also ranked in the top 10 Child Support Services
agencies in California for performance measurement goals
including: paternity establishment, establishment of court orders,
collections on current support, collections on cases in arrears and
cost effectiveness.
I am especially proud of how the department has developed
innovative ways to create more customer-friendly experiences.
For instance, North Lake Tahoe Child Support Services’ Carnelian
Bay office is now offering videoconferencing technology. Tahoe
area customers can save time, money and stress by eliminating
the long drive to the Superior Court Santucci Justice Center in
Roseville. Instead of attending court in-person, they can now
videoconference from Carnelian Bay to the courtroom in real-time.
I hope you will spend some time reviewing this annual report to
learn more about Child Support Services, their achievements and
hard work, all in the name of Placer County families.
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Department Mission Statement
The mission of the Placer County Department of Child Support
Services is to promote the well-being of children and the selfsufficiency 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.

Board of Supervisors L-R: Supervisor Jack Duran (District 1), Supervisor Robert Weygandt (District 2), Supervisor and Vice-Chair Jim
Holmes (District 3), Supervisor Kirk Uhler (District 4), Supervisor and Chairwoman Jennifer Montgomery (District 5)
3

Court Videoconferencing Expansion of the 1058 Window Project
1058 Window Project
As a result of grant funding from the
Placer County Air Pollution Control
District in November of 2008, the
Placer County Department of Child
Support Services (Placer County DCSS)
implemented court videoconferencing
between the Placer County DCSS legal
team and the Placer County Superior
Court. This project, known as the
1058 Window Project, was named for
Assembly Bill 1058; legislation signed
in 1996 that established changes and
efficiencies in child support processes
between the court and the local child
support agency.

Court Videoconferencing is now
available in the Tahoe region!
In an effort to expand the 1058 Window
Project to benefit Placer County
citizens in the Lake Tahoe area, the
department sought, and was awarded,
an additional grant in 2016 from the
Placer County Air Pollution Control
District to support the reduction
of greenhouse gas emissions by
providing customers the opportunity
to attend court in the Placer County
DCSS Carnelian Bay office. With new
equipment in the Carnelian Bay
office, and an enhancement to the
Superior Court conferencing system
to allow multi-site connections, a
virtual window has been created to

allow communication between all
three locations: the Placer County
DCSS Carnelian Bay office, the Placer
County Superior Court in Roseville, and
the Placer County DCSS legal team in
Rocklin.
Customers may now request to
attend their child support hearing
in the Carnelian Bay office, and
through the use of the department’s
videoconference technology, can
avoid the long drive to the Superior
Court in Roseville. During the hearing,
customers will have the ability to
view the courtroom and speak to the
court commissioner just the same
as appearing in person. Court orders
will be produced and provided at the
conclusion of the
hearing.

Court videoconferencing provides an
efficient method for the production
of court orders
through video and
audio interaction
between the court
commissioner and
the child support
office in Rocklin. While
court is in process, the
orders are transmitted
from the Rocklin
office to the court
for filing, followed by
immediate delivery
to the customer. Prior
to this program, the
court order would not
reach the customer
Placer County Superior Court
for up to six (6) weeks.
Eliminating the delay
in delivery of the court
order to customers
has provided the
ability for families to
receive their money
sooner, and assists
those owing support
to avoid past due
payments and the
accumulation of
interest on those
arrearages.
Carnelian Bay CSS
Rocklin CSS
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Schedule a Tahoe
Video Court
Appearance
If you would like to
attend court remotely
at our Tahoe office
located at 5225 North
Lake Boulevard in
Carnelian Bay, contact
the department in
advance to place your
reservation by calling:

(530) 546-1941
or
(866) 901-3212
Anyone can assist
with making the
appointment.
Please note: In some
circumstances,
personal appearance
in Roseville is required,
such as hearings to file
a motion, or contempt
hearings.

Providing Child Support Services in Carnelian Bay
Representing the Tahoe Community has always been a priority for the Placer County
Mandy Rudd
Department of Child Support Services (Placer County DCSS), to ensure that child
support services are widely available throughout Placer County; and for that reason,
Senior Child Support Specialist
the department has continually operated a North Lake Tahoe office in Carnelian
Mandy Rudd has been a Tahoe
Bay. The Tahoe office provides quality, full service assistance from a child support
resident since 2006. Ms. Rudd
professional well-versed in all areas of the program to support citizens of Carnelian Bay,
has worked for the Placer
Kings Beach, Tahoe City, Tahoe Vista, and beyond. Visitors to the Placer County DCSS
County DCSS since 2007.
office will see that this is not just a satellite office; it is a full-time staffed office, with
With over ten (10) years of
state of the art equipment and a highly skilled professional to assist citizens with their
experience in child support,
child support needs.
Ms. Rudd is able to assist with
every aspect of the program.
The recent expansion of the Tahoe office is beneficial to customers; whether they are
Ms. Rudd prides herself in
attending court, or just stopping in for help with a child support matter. The public is
educating the public on child
welcomed to come to the office, or contact the office by telephone if they would like
support related matters with
to know more about how child support works. The goal of the Child Support Specialist
thoroughness and efficiency.
is to educate people about all aspects of the child support program. You will find help
in applying for child support, reviewing your case, discussing challenges, and you may
also make a payment on your child support case.

Contact the Carnelian Bay office for more information
at (530) 546-1941, or visit the office located at 5225
North Lake Boulevard, 2nd floor, in Carnelian Bay.
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An Interview with the Honorable Placer Superior Court
Commissioner Michael A. Jacques
Question: What is your philosophy when hearing a case?
Commissioner Jacques: It is important to me that in every
case people not only are heard, but that they come away
from the proceeding feeling they have been heard. I make
an effort at each point in time throughout the hearing to
define the meaning of terminology used, and to explain the
provisions of the law. I want the court participants to see
literally and figuratively that justice is done. By literally, I mean
that they understand that I am doing calculations*, while
interacting with them, and then explaining the conclusions.
This knowledge allows them to figuratively see that justice was
done, whether or not they agree with the result.
Question: What should people know when entering your
courtroom?
Commissioner Jacques: I understand that family law matters
are emotional and difficult; however, hearings are going to be
conducted in a business-like manner. The court hearing is not a
time for raised voices and harsh words. It is important for court
participants to put emotions aside, in order for me to gather
and determine facts based on the evidence at hand.
Question: Do you have any tips for those who have not yet
been to court on how to best prepare?
Commissioner Jacques: In matters with lots of numbers, such
as income and expenses, it is very important for court participants to organize the material and have summaries prepared.
The preparation of, and access to this information during the hearing will support the final determination.
Question: What challenges do you see with the Child Support Program?
Commissioner Jacques: There are foundational challenges, in that families are not together; and there are a finite amount
of resources to meet the support needs of everyone. At times, the California Child Support Guideline Calculator* can be
difficult, and this is one of the reasons I appreciate the Department of Child Support Services Attorneys; for their calmness in
communicating; their reasonableness in addressing situations; and for consistently conducting court in a patient way.
*The California Child Support Guideline Calculator is available online for anyone.

The Role of the Commissioner

A

ssembly Bill 1058, signed by Governor Wilson in September 1996, established the child support commissioner
and family law facilitator program in California. The legislative findings in support of the bill found that the current
system for obtaining, modifying, and enforcing child and spousal support orders was inadequate, and that the success
of California’s child support enforcement program depends on its ability to establish and enforce child support orders
quickly and efficiently. The legislature found a compelling State interest in having a simple, speedy, conflict-reducing
system that is both cost-effective and accessible to families.
Prior to the establishment of the child support commissioner and family law facilitator program; the judicial officers
hearing child support cases were generalists who may not have had a family law background. The AB 1058 Law required
that the judicial officers who hear child support cases have specific training in family law. Each local court is required to
have a child support commissioner to hear cases brought by the local child support agency.
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Now Enforcing Smith-Ostler Orders
Calculating child support is easy when parties agree upon
the income and visitation percentage used for determining
support. But what happens when income fluctuates greatly
due to additional income such as bonuses, overtime, and
commissions? While averaging the income from these
sources may work in some cases, this method can create
a disparity for either party. Income from bonuses and
overtime are not always guaranteed. Paying the support
based on an average of additional income when the income
is not received can create a hardship for the person paying
support; likewise, the person receiving child support would
not receive additional support in excess of the average when
additional income is more frequent and a modification may
be needed. For these situations, a Smith-Ostler order can
benefit both parents. A Smith-Ostler order is an added order
for child support that is calculated from additional income,
after it is has been paid to the person paying child support.
For example, a person paying child support could have
a court order to pay one thousand dollars ($1,000) per
month that is based on an hourly wage, and have a Smith-

Ostler order to pay an additional twenty percent (20%)
of all overtime and bonuses as child support. The added
calculation from additional income results in an accurate
calculation for child support payments that are equitable for
both parties.
The department recognizes that parents need assistance
with the enforcement of the Smith-Ostler orders, and has
expanded services to provide customers assistance in the
claiming and calculation of the amount due based upon the
Smith-Ostler order. Evidence of additional income must be
submitted, from which the department will determine the
additional child support using the calculations specified in
the Smith-Ostler order. The department provides detailed
accounting of what is due and what has been paid for child
support that arises from a Smith-Ostler order. This benefits
both parents, as the amount paid is determined by the
additional amount earned according to the calculation
stated in the court order, providing consistency throughout
the term of the court order, and making child support
payments for additional income easier to understand.

What is a Smith-Ostler order?
A Smith-Ostler order is an additional court order for support
based on:
* Overtime or Bonuses
* Income or Earnings over the set amount
This support includes:
* Child Support
* Spousal Support
* Both

How to Apply for Child Support Services
In order for the Placer County Department of Child Support Services to assist with a Smith-Ostler order for child
support, a case must be opened for enforcement.
To obtain a case opening packet, call the department at: 866-901-3212, or visit our website at http://www.placer.
ca.gov/Departments/ChildSupport
You can also apply for child support services online through the California Department of Child Support Services:
http://www.childsup.ca.gov/resources/applyforservices
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Performance: The Climb to Number 8
Annually, the child support agencies across the state of California are evaluated and ranked on five (5) federal
performance measures. These performance measures include:
• Paternity Establishment – the percent of cases where fatherhood was established
• Court Orders Obtained – the percent of cases with a court order for support
• Collections Distributed – support due as compared to support distributed
• Cases with a Past Due Collection – percent of cases with a payment of past due support
• Cost effectiveness – amount collected for each dollar spent
The measures ensure that the California child support agencies are both efficient and effective.
The department focuses on three (3) performance measures throughout the year; Court Orders Obtained,
Collections Distributed, and Cases with a Past Due Collection. While all measures are significant, these three (3)
measures are within the child support specialist’s control to influence, which drives the successfully proven case
management style.
A five (5) year progression for each of the three (3) measures is depicted in the graphs below. The graphs show the
success the department has seen since implementing a proactive case management style in Federal Fiscal Year (FFY)
2013.

“The customers benefit from our diligence and can
expect the best service by the professionals of this
department, who are committed to serving them.”

-Placer County Department of Child Support Services Director Troy Held

The department’s statewide ranking
grew from a low of 36th in 2012, to a
high ranking of 8th in 2016.
8
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Child Support Collections: $24 Million for Families
Regular and dependable child support payments provide the financial support needed for many parents to meet the
legal basic needs of their children, which include food, clothing and shelter. (Health care and reimbursement for child
care expenses is also included. It is not meant for trips, activities, etc.) Without the financial support of both parents,
some families experience great hardship, instability, and even social and academic challenges for their children.
Effective collection of child support means that families are provided a reliable source of income. During 2016, over
twenty-four million dollars ($24,000,000) was collected by the Placer County DCSS, increasing more than one-million
dollars ($1,000,000) over the previous year.

Department Budget Snapshot
Child Support Revenue
Program funding is provided each fiscal year by the federal government at a rate of sixty-six percent (66%), and thirtyfour percent (34%) is provided by the State of California, for total revenue in the amount of $6,310,886. Revenue funds
must be used according to strict policies set forth in the Code of Federal Regulations (CFR), in addition to adherence to
all fiscal policies set by the State of California and Placer County. Excess revenue that is not used during the fiscal year
may not be carried over to the following fiscal year.
Due to increased costs of business, and the fact that program funding has remained static over the past seventeen
(17) years, Placer County has committed general fund revenue in the amount of $58,721 for the fiscal year 2016-17;
however, this revenue will only be utilized by the department if all State and federal revenues are depleted during
the fiscal year. The commitment of general fund revenue improves the ability to spend more of the federal revenue
allocation, without the risk of exceeding expenditure authority.

How the Money Was Spent
The CFR requires one hundred percent (100%) of program funding be used strictly for activities related to the delivery
of child support services. Seventy-six percent (76%) of expenses were comprised of employee related costs for
program, legal, and administrative salaries, benefits, workers’ compensation insurance, and retiree health benefits.
The cost of rent and utilities was nine percent (9%). The remaining fifteen percent (15%) was absorbed by general
operating expenses such as countywide charges, telephone, internet, software and equipment costs, and professional
services.
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Award Winning Program
Outstanding Manager Award
Susan Dunlap, Program Manager for the Placer County
Department of Child Support Services (Placer County
DCSS), received the 2016 Western Interstate Child
Support Enforcement (WICSEC) award for Outstanding
Manager at their 2016 annual conference. This award
is the most competitive category, for promoting more
effective child support enforcement by progressive use of
technology and innovation.
Susan worked with Christi Silva, Staff Services Analyst II,
to develop and implement the Placer Performance Tool.
This tool affords case managers the ability to sort cases by
common characteristics and request on-demand reports.
Now, each specialized team in Placer County knows their
exact caseload with its unique characteristics. This has
resulted in targeted performance campaigns designed
to meet the specific needs of each case. This foresight
on Susan’s part, as well as her promotion of this newly

developed technology developed by the talented staff
around her, has been instrumental in Placer County’s
current success.
Expanding on the success of the Placer Performance
Tool (PPT), Susan began constructing the foundation
for a new performance model department-wide. Most
child support agencies in California rely on one of two
performance models: functional or cradle-to-grave.
The statewide system encourages these two systems
by designating every case into four broad categorizes,
Intake; Establishment; Enforcement; and Interstate.
The PPT enabled Susan to discard these old models
and create one that specifically targeted the Federal
Performance Measures. The new way of efficiently and
effectively working cases is referred to as the Placer
Stratification Model. This model, along with the PPT and
the talents of the many professionals employed by the
department, has propelled the department to its highest
ever statewide ranking.

“Our Child Support Services Staff is phenomenal. They are professional and dedicated
people focused on providing the best customer care for families.”
-Placer County Department of Child Support Services Program Manager Susan Dunlap

Susan Dunlap has been a child support professional with Placer County
since 1993. With each position she has held, Susan has consistently
exhibited two qualities in her professional life: hard work and
enthusiasm.
She occupied each rung on the Child Support Specialist ladder at the
Placer County DCSS until, in November 2008, Susan took over as the
department’s sole Program Manager.
By knowing each and every assignment within the case management
realm, Susan was able to utilize her knowledge and experience to
promote more effective child support enforcement from the top down.
Susan took the department’s phone unit and turned a thirty-five percent
(35%) call abandon rate down to two percent (2%) under her leadership.
By knowing the child support program from every angle, Susan
developed and implemented the Stratification Performance model in
2012 which resulted in Placer County’s improved statewide ranking;
from 36th in 2012, to 8th in 2016. All this while, staffing levels within the
department were reduced.
In an effort to provide further assistance to Program Managers across the State, Susan developed a statewide Program
Manager Forum where Program Managers and others can efficiently and effectively collaborate for better program
performance and uniformity. This Forum was positively embraced and is widely used.
Susan continues to seek out ways to support the program through innovation, enthusiasm, and hard work.
10
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Director’s Excellence Award
The Placer County Department of Child Support Services (Placer
County DCSS) was recently honored by California Department
of Child Support Services Director, Alisha Griffin, with the
Director’s Excellence Award. The recognition occurred at the
California Statewide Child Support Director’s meeting, where
Tami Uhler, Placer County DCSS Assistant Director accepted
the award. The award recognized accomplishments during the
federal fiscal year (FFY) 2016, including the increase in total
distributed collections, the number of court orders obtained,
and the percentage of cases with current support paid. All of
these efforts result in more families receiving reliable support,
and have a meaningful impact on the local community.
While awards are validating, the highest
honor received by the Placer County DCSS
comes from the impact seen in the lives
of the customers that we serve. To see
the impact to families in the community
by increasing distributed collections, and
to achieve positive outcomes for families
through the services that the department
provides, is the reason we work so
diligently to achieve success.

Alisha Griffin, California DCSS
Director (L), Tami Uhler, Placer
County DCSS Assistant Director(R)

Child Support Services employees celebrate Program Manager, Susan Dunlap, on receiving Outstanding Manager Award.
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Employee Engagement
Each year, a wonderful opportunity for
continued education is presented at the
Child Support Directors Association (CSDA)
Child Support Conference & Expo. This year’s
conference will see over seven-hundred fifty
(750) attendees. Placer County has several
employees who volunteered to participate
in providing support and training at the
conference through the collaborative team
efforts of several child support professionals
and managers. This opportunity to share
expertise to all levels of child support
professionals throughout the State is an honor
to all who volunteered in this endeavor.
Bottom Row L-R: Robert Wagner, CS Specialist; Patricia
Acevedo, CS Specialist; Robert Grob, CS Specialist; Middle
Row L-R: Kristen Mindus, CS Supervisor; Janine Martindale,
CS Specialist; Top Row L-R: Jeff Thompson, Sr. Administrative
Services Officer; Susan Dunlap, Program Manager

At the recent California State Directors Association (CSDA) conference for
child support professionals, Child Support Specialists Robert Grob, Patricia
Acevedo, and Robert Wagner presented a 6-step customer service system
used as part of the department’s Customer Care Program. This system was
developed around the principles of:
1. Utter How they Mutter – the timing of customer service interactions
2. Relief Belief – a customer service approach
3. The Art of Listening – listening to provide excellent customer service
4. Trust is a Must – earning customer trust

“When we treat man as he is, we make
him worse than he is; when we treat
him as if he already were what he
potentially could be, we make him
what he should be.”
Johann Wolfgang von Goethe

5. The Course of Remorse – knowing when to apologize
6. Be the Voice of Choice – providing options in the approach
The presentation examined the different styles of
communication and methods for effectively changing
the customer service style depending on unique
circumstances. The presenters are subject matter experts
as they practice these methods in their daily work routine.
Whether they are interviewing a customer for case
opening, or speaking with a customer about payments,
the tactics outlined in the presentation help them to
provide quality customer care.

The Placer County DCSS is proud to offer this training to assist other local child
support agencies, and other departments and agencies within Placer County.
Please contact us at (916) 435-5723 for more information.
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Upon return from the conference, the training material
was expanded upon to deliver these methods to a broader
audience; other departments within Placer County. The
focus of this training concentrates on kindness and respect
within the workplace, and how the impact of supportive
relationships amongst employees within an organization
result in the ability to provide better relationships with
other agencies, and with the public.
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Partnering with the Next Generation
The department has gained a new audience…the youth of Placer County. The outreach team provided presentations to
educate students about the child support program, in cooperation with a number of schools in Roseville, Lincoln, and
Auburn. Child Support Specialists’ were given the opportunity to increase awareness about the services the department
offers, and the legal and financial responsibilities that come with being a parent.
The presentations included interactive discussions with students about the important role of providing for a child’s needs;
and the legal responsibility of both parents to provide financial support to raise their children, whether or not they are
married, and even if they do not live with the child. Other topics included the opportunity to establish paternity at birth and
genetic testing to establish paternity after birth; how to obtain a child support court order; and how to respond to being
served with legal documents regarding a child support claim. Increasing awareness in this manner may benefit many young
adults and teens to understand the importance of their actions, and what services are offered if they become parents.

Veterans Stand Down
The Placer Veterans Stand Down is an annual
event that offers services to all veterans and
their families. Child support professionals from
the Placer County Department of Child Support
Services (Placer County DCSS) were at the event
to assist attendees with their child support needs.
Each year, this event is a great learning experience
for employees, and proves to be a valuable service
to our customers, some of whom may not have
had the ability to contact us.
This year, there is a story of an encounter that
resulted in financial gain for a father who is a
veteran. He explained that his Social Security
benefits were being garnished, and he thought
his child support cases were paid in full. The child
support specialist performed an immediate review
of his cases, which showed that he was correct.

Ron Joslin and Dani Parson

Jamey Rosner and Mary Holland

This was great news, but it doesn’t end there. There
was an overpayment on the cases, and a refund
was due to him. In addition, the child support
specialist found that there was money due to him
from another case where he receives child support
for a child in his home. The refund and payments
due to him were on hold because the address he
provided was not valid, and checks were being
returned marked as ‘unknown at this address.’ He
provided his current address, and now the money
owed to him could be dispersed. The child support
specialist also terminated the garnishment from
his Social Security. The veteran father was thankful
and appreciative for the help. The child support
specialist was happy to provide the assistance and
get the money due issued to a veteran in need.
13

Seeking Change in State Law

In an effort to create equality
in the law, and in the best
interest of the child(ren)
pursuant to the most recent
studies, Director, Troy Held,
submitted a package that
substantiates the change
including processes in other
states to each of the California
State Assembly, and California
State Senate members.
For those interested in
learning more about this
subject, and supporting it
by contacting your State
representative, we can
provide a copy of the packet
electronically or a hard copy.
Please drop by the Rocklin or
Carnelian Bay office, contact
us by telephone at (916)
435-5723, or by email at
childsupport@pldcss.ca.gov
for a copy of the studies and
articles that support the ideas
expressed in this letter.

ROCKLIN OFFICE
1000 Sunset Boulevard, Suite 200
Rocklin, CA 95765

TROY HELD, DIRECTOR

TAHOE OFFICE
5225 North Lake Boulevard
Carnelian Bay, CA 96140

March 31, 2016
The Honorable Brian Dahle, Assemblyman
California State Assembly District 1
State Capitol, Suite 2158
Sacramento, CA 94249-0001
Dear Assemblyman Dahle,
Please find the attached article, and accompanying studies which are the impetus to change State
custody law away from the “Best Interest of the Child” standard to a Split/Shared Custody
starting point in all custody cases. The Best Interest of the Child standard typically means
awarding custody to one gender over another in a vast majority of cases, based on archaic
notions that only women can provide suitable care for a child or children. Whereas studies have
long shown that children must spend time with both parents in order to have a foothold on
becoming a good and productive adolescent and adult. The absences of fathers from their child
or children produce numerous negative outcomes. Girls are more likely to attempt suicide,
become pregnant as minors, etc., while boys are more likely to join a gang, drop out of school, or
have other serious issues.
Ten States have already instituted the law of Split/Shared Custody amongst both parents in every
case, unless the judicial officer can express reasons why it should not happen, on the record.
This is yet another step toward justice and fairness in law, especially where it is needed most, in
Family Law. Please work to bring this solution of fairness and justice to the People of the Great
State of California. Let California once more be a guide to others in showing what equality and
justice looks like.
Sincerely,
Troy Held, Director
Toll Free (866) 901-3212
www.placer.ca.gov/childsupport
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Vision of Change
Changing with the times has been critical to the success of
the Placer County DCSS. Without change, an organization
cannot succeed. For this reason, the department analyzes
performance data to ensure effectiveness and efficiency.
This helps guide the practices and strategies used for better
results. The stratification model used for performance
has undergone many changes to incorporate elements
not addressed in the original model. The department has
also developed a training model that increases program
knowledge and customer care.
Since inception, the stratification model has been molded to
fit the performance needs and personnel of the department.
Having the right person in the correct position makes an
organization stronger. This requires matching the skills
and abilities of the child support specialists to the teams
needed for performance, which was missing in the original
stratification model. The changing model requires constant
refining of the range of their work to make sure critical tasks
and functions that lead to success and better customer care
are performed.
To increase knowledge of the child support program,
performance indicators, and how they relate to customer
care, the department developed a training method that
includes a monthly case management meeting and a Child
Support Enrichment Series. The monthly case management
meetings are primarily used to inform staff of any changes

that directly affect workflow. This includes keeping them
up-to-date with any program changes, apprising them of
any compliance issues, or addressing any customer service
related concerns. The Child Support Enrichment Series is
comprised of two components, which are customer service,
and statistics. The customer service component teaches
child support specialists the various sides of customer
communication. The child support program deals with
some tough issues. Training child support specialists to
be prepared to deal with these issues gives them tools for
effective customer care.
The statistical side of the enrichment series helps child
support specialists understand the performance numbers,
and the need for improvement. It is not easy to improve the
numbers if you do not understand what is being measured,
or why. Teaching the program statistics, and how the work
performed relates to performance improvement, provides a
vision of where the department is headed. It also encourages
ideas of how to achieve improvements. Experience has
proven the need for child support professionals to relate
what they do with an outcome. Without a purpose, the
work becomes mundane. Incorporating the department’s
performance gives greater significance to the work
performed which can ignite a passion for the program.
The department has many employees that are passionate
about the work they do and are proud of the performance
improvements seen as a result of their efforts.

Stay Connected with Placer County DCSS by visiting us on:
Customer Education
Efforts to educate the public about child support will
remain a high priority. Today, there are many platforms
for communication that never existed, such as Twitter and
Facebook, which allows education about the program to be
shared with a broader audience.
The department website provides guidance, educational
videos and podcasts, and other links to important information.
Every month, the department will continue to offer free
workshops for the public to attend for assistance prior to, and
after the case is established.
Drop-in visits to the office in Rocklin or Carnelian Bay will
provide customers with a well-trained professional to assist
them. Telephone calls made to the toll-free number are routed
to the Placer County DCSS office, where a child support
specialist is able to assist with all aspects of the child support
program.

Aliyah M. helping to keep the garden watered.

Please check the website for dates and times for workshops at www.placer.ca.gov/childsupport. Workshops are free of
charge, and no reservation is required. You may attend on an anonymous basis if you wish. It is the goal of the department
to educate the public on the services that are available to everyone.
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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

