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in a time of reduced staffing and hiring freezes. The Tool also provides workers with 
their “scores” on the federal performance measure alongside those for their team and 
for their division office. 
 
Second, from a customer standpoint, the Case Management Tool helps staff to identify 
and react more quickly to critical changes in day-to-day circumstances. Parents who 
become unemployed or disabled may no longer be able to meet their financial 
obligations. Using the Case Management Tool, caseworkers can target those cases to 
modify court orders in keeping with changed reality, avoiding the accumulation of 
uncollectable debt. 
 
From an organizational perspective, the Case Management Tool provides management 
with the means to analyze the characteristics of the entire Department’s caseload. It 
provides a means to develop, implement, and assess targeted and strategic work 
approaches that best serve the needs of the Department’s customers. For managers 
and supervisors, the Case Management Tool permits them to evaluate the caseload of 
their office as well as the employee teams within their office. It supports them in 
evaluating staff performance and helps them hold staff accountable for achieving 
measurable outcomes. Caseworkers benefit, too, because the Tool provides them with 
unprecedented oversight and control of their case assignments, allowing them to sort 
and prioritize their cases and to track the results of their efforts. 
 
While the Case Management Tool was originally devised as means of assisting in the 
management of Los Angeles County’s caseload, its value has been readily recognized 
statewide. Other counties experienced the same challenge with the new statewide 
system. Staff throughout California was unable to easily sort and prioritize their 
caseload with the new comprehensive computer system. Without question, the greatest 
evidence of the CMT’s value as a means to achieve organizational effectiveness and 
enhance customer service is the fact that nearly all 58 counties have adopted the tool 
for use in their own child support operations. Families throughout the state of California 
now benefit from more timely, accurate and responsive case enforcement as a result of 
the Case Management Tool.  
 
Since implementation of the Case Management Tool, productively in the key federal 
performance measures of current support and arrears collection markedly improved as 
follows: 

 
1. Collections on Current Support 

 FFY 2008: 48.3%   
 FFY 2009: 50.8%   
 FFY 2010  53.8%   
 FFY 2011: 56.0% 
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