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An important goal of our agency is to provide these services in a manner that is   

responsive to customer needs and accessible to everyone who needs them.  During 

Child Support Awareness month in August 2016, we set out to discover how well 

we are doing from the perspective of the people we serve. 

We invited the community to join us at a series of listening sessions to share their 

opinions, experiences and expectations about the child support program.  The     

result of these sessions is contained in this report. 

My thanks go to the members of the community who participated in our listening 

sessions.  The honest and open opinions that were shared inspired ideas for further 

improvement in the way we interact with our customers and evaluate our           

processes. 

We have already taken steps to act upon the information collected. On March 15, 

2017, we will convene a meeting of service providers to examine ways that we can 

work together to better serve our community.  Moving forward, we will continue to     

engage the community and the families that we serve in order to develop and     

implement a service delivery model that is best tailored to their needs.   

A MESSAGE FROM THE DIRECTOR OF  ALAMEDA COUNTY 
DEPARTMENT OF CHILD SUPPORT SERVICES 

Phyllis P. Nance 
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At Alameda County Department of Child Support Services 

(ACDCSS), we know that children achieve the best              

educational, emotional and financial outcomes when their 

parents work together to provide them the support that 

they need.  Child support helps children and their families, 

and we believe that this in turn benefits the community by 

promoting self-sufficiency and economic stability. 



ABOUT THE AGENCY 

ACDCSS’ vision is that every parent is fully engaged in supporting the well-being of their children. The 

department establishes and enforces court orders  which include paternity, monetary and medical   

support for children.  ACDCSS ended 2016’s federal fiscal year with 30,982 open cases and $80,074,200 

in distributed collections.1 

By interacting with both parents for the benefit of their children, ACDCSS works to reduce economic 

hardship and instability. In 2014, 21% of children in Alameda County lived in single parent households.2 

Approximately 19% of these children lived in food insecure homes and 14% subsisted below the poverty 

line.3 For many of these families, child support can make the difference between a child’s ability to     

survive or to thrive. 

Child support has benefits beyond supporting financial stability.  Studies have shown that receiving child 

support aids in forming stronger relationships between parents and their children.4 Regular child       

support payments are not only an indicator of increased parental involvement, but can lead to reduced 

conflict between parents.5 Child support is also associated with higher grades, improved school         

performance and fewer behavioral problems.6  

Paying child support can be a challenge for some parents.  ACDCSS partners with community based    

organizations and government agencies to address and remove barriers to providing consistent support 

for their children.   
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Information sources:  
1Alameda County DCSS 1257 data report for FFY 2015-2016. 
2,3Kidsdata.org  Summary Data for Alameda County. Retrieved from www.kidsdata.org on February 2, 2017. 
4,5,6The Story Behind the Numbers: A Good Investment; Office of Child Support Enforcement. December 2016. 



ABOUT THE LISTENING SESSIONS 

FINDINGS 

As a family-centered organization, ACDCSS identified a need to better understand public perception 

of child support and how it affects families that are either receiving or paying support. ACDCSS    

conducted community listening sessions in order to ensure service delivery is guided by the needs of 

the public.  

Three separate listening sessions were held – one each for fathers, mothers and Spanish-speaking 

community members. The sessions were held at the Alameda County Department of Public Health in 

San Leandro, Castro Valley Public Library and Mujeres Unidas y Activas in Oakland.  

ACDCSS provided an environment for those attending to freely express their feedback regarding the 

department through facilitated conversations. The content of these conversations was analyzed in 

order to identify common themes; these themes were used in formulating recommendations.  

 

A total of 64 community members participated in the sessions. Participants included parents paying 

and receiving child support, as well as people from the community who did not have child support 

cases.  More than 470 comments were captured during the listening sessions. The statements made 

during the listening sessions were documented and reviewed.  Each comment was categorized       

according to the issues discussed.   The responses provide a  snapshot of the impact of child support 

on families and an indication of how the community perceives child support services.  
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COMMUNITY VOICES: EXCERPTS FROM LISTENING SESSIONS 

Perceptions: 

 I think the system favors the mother. You should take an in depth look at both sides. 

 The office culture has changed in a positive direction, I feel like the workers are more willing to help, 

versus before when it wasn’t like that. 

Impacts: 

 If you're working and trying to support your children why take away things we need for our livelihood? 

 It’s a struggle to have to juggle bills when the father doesn’t pay. I had to go on aid because he wasn’t 

making payments.  I’m on Section 8 and rely on family for help.  

Navigating the system: 

 I feel like I need be an attorney to understand the process. 

 I try to be there for my child and provide the best I can as a father.  I don’t understand how the system 

works and what I owe.  

 The case opening packet is overwhelming, lots of papers, court jargon.  I get more paperwork than 

money.  The process is confusing. 

Access to services: 

 (Translated from Spanish): The office needs more bilingual assistance. 

 When do you have time to call Child Support when you work all day and they are only open during 

work hours? 

 I have to go to too many places to get one thing done. I go to Pleasanton to speak to child support, 

Hayward for the Family Law Facilitator and courts; it’s all disconnected. 

Service delivery: 

  It's an upsetting situation, and caseworkers should understand that people get upset.  Who can you 

talk to who will just listen to you?  

 The response time is too long—two days seems more appropriate. 

Connecting with the community: 

 Come to the communities more. Some people are scared of the police and associate the offices to 

those things. Go to places where clients are more comfortable and safe.  

 I know there are resources available to help, but I never hear about them; it seems like the different 

organizations aren’t connecting with each other. 

 



RECOMMENDATIONS 

Five recommendations were developed based on analysis of the comments captured during the   

listening sessions.  These recommendations address the most frequently raised issues that listening 

session participants discussed:  access to services, service delivery, navigating the child support    

system, improving the perception of child support and ACDCSS, and connecting child support       

services with other organizations that provide services to the community. 
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ISSUE RECOMMENDATION GOAL 

 Service Delivery 

 Access to Services 
Improve Accessibility 

Increase availability and responsiveness 

of ACDCSS by exploring innovative    

communication tools and alternative 

methods of access to services. 

 Perceptions 

 Connecting with 

the community  

Enhance Customer 
Relationships 

Engage customers in evaluating services 

and procedures. 

 Impacts 

 Connecting with 

the community 

Partner with the Community 
Work collaboratively with community 

allies to coordinate services to meet the 

needs of families more effectively. 

 Service Delivery 

 Connecting with 

the community 

 Navigating the    

system 

Focus on Customer Service 

Increase education and resources for  

ACDCSS staff with an emphasis on      

professionalism and cultural               

competencies to ensure participants  

consistently receive the highest level of 

customer service. 

  

Design customer-centric policies and 

procedures. 

 Perceptions 

 Navigating the   

system 

 Service delivery 

Promote Child Support Program 
Awareness 

Ensure that information that is provided 
to customers (verbal and written) is  
communicated in a way that is timely, 
clear and easy to understand. 



ACDCCS sincerely thanks everyone who made this effort possible: 

Listening Session Participants 

Staff Participants 

Community Partners 

Alameda County Department of Public Health in San Leandro  

Alameda County Fatherhood Corps 

Castro Valley Public Library 

Mujeres Unidas y Activas 

Alameda County Board of Supervisors 

SUMMARY AND NEXT STEPS 

ACDCSS values its unique position in meeting the needs of Alameda County families  and       

promoting self-sufficiency by encouraging parental involvement, collecting consistent child   

support payments and enforcing health insurance for minor children.  

The 2016 Listening Sessions captured personal experiences from the public. The Department 

will continue to review its approach to community engagement and explore new techniques to 

increase accessibility and responsiveness.  

The Department looks forward to turning the insights gained from the listening sessions into 

improvements in the way it works with partner organizations and the community to serve    

children and families. 
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