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CSTP Conference Call 
August 24, 2017 

10:00-11:00 a.m. CST 

Online 
 

 

Meeting called by: Child Support Training Partnership (CSTP) 

Facilitator: Child Welfare Research & Training Project (CWRTP) – Iowa State University (ISU) 

Note taker: 
Attendees: Child support trainers from across the United States (see below for names/states) 

Minutes 

Agenda item: Recap of Last Meeting Presenter: Paula Burns (Iowa) 

Discussion: 

Paula reviewed topics discussed during the May 4 meeting, including highlights from Virginia’s spotlight presentation and 
the discussion of Minnesota’s Family Support and Recovery Council. Detailed minutes from that meeting have been 
posted on the Child Support Training Partnership forum. 

 

Agenda item: 
Arizona Division of Child Support Services                 
Phone Collections Training Presenter: Paul Bushnell 

Discussion: 

Training Manager Paul Bushnell discussed the success of a phone collections training created by the Arizona Division of 
Child Support Services (DCSS) with assistance from the state of Texas. A copy of Paul’s PowerPoint is available on the 
forum.   

 

Paul began with some background information about the training. DCSS began offering the phone collections course in 
September 2016. Since launching eight months ago, 144 front-line staff have attended the one-day training. The course 
provides instruction on techniques that can increase payment collection during contact with the non-custodial parent 
(NCP). It is designed to improve phone collection skills and is open to staff at all levels within the DCSS. Participants 
examine basic principles of phone collections, strategies that will aid them in preparing for a call, techniques for collecting 
payment in full, approaches for overcoming NCP objections to payment; and guidance on how to monitor a case.  

 

The course has eight primary objectives: (1) analyze the importance of phone collections; (2) identify the six basic 
principles of phone collections; (3) examine best practices for preparing to make collection calls; (4) identify essential 
information to obtain throughout a call; (5) identify best practices for requesting payment in full; (6) examine various 
strategies to redirect the NCP’s objections to payment in full; (7) outline strategic methods for closing a call with 
commitment; and (8) identify how to effectively monitor and follow up for compliance.  

 

As they worked diligently to enroll their case managers in the course, most offices saw a large increase in collections from 
a statewide phone-a-thon in October 2016 to a similar event in January 2017: collections increased from $13,339 to 
$29,794. Overall, they saw an increase of 56% in payments collected during the event in January. It may have taken 
some time to train everyone, but it was worth it, according to Paul. In FFY17, DCSS has collected approximately $34,133 
during the phone-a-thon events.   

 

The phone collections course is offered at least once a month and averages about 20 participants. The training has 
received positive feedback from staff who have experienced increased confidence and feel better prepared to make such 
calls and collect payment. 

 

Paul was asked whether trainees were reluctant to receive instruction on this topic. He noted that there was a great need 
for the training prior to its implementation and that leaders wanted something specific for staff working with NCPs on the 
phones who were somewhat reluctant to make cold calls. Another participant asked what strategies or instructional 
materials they use to prepare staff for handling possible objection reasons from the obligor when they call. Paul 

http://cstp.freeforums.net/thread/87/conference-call-followup
http://cstp.freeforums.net/thread/105/arizona-phone-collections-training
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mentioned that the course includes role playing and other activities to help staff identify relevant information, handle 
objections, and remain non-aggressive. Finally, someone asked whether staff share a caseload or each case worker is 
assigned certain types of cases when making calls and how they monitor follow-up (is it automated so that the system 
triggers staff to follow up with a case or do staff manage that). Staff have their own caseload, and they use case 
narratives or Outlook to set reminders for call backs.  

 

Conclusion: 

Several participants inquired about receiving a copy of the phone collections curriculum. According to Paul, Arizona 
received the curriculum from the state of Texas and tailored it to their needs. He is happy to share any training-related 
materials with CSTP members.   

 

Action items Person responsible Deadline 

 Send related materials to Paula for posting on the forum Paul Bushnell ASAP 

 Collect any remaining questions from online chat and send to Paul 
Bushnell Paula Burns ASAP 

 

Agenda item:  
Spotlight Organization:                                                  
Nebraska Child Support Enforcement Association Presenter:  Misty Sinsel 

Discussion:          

This quarter’s “spotlight” organization is the Nebraska Child Support Enforcement Association (NCSEA). Executive Board 
Member Misty Sinsel spoke on the organization’s behalf. A copy of Misty’s PowerPoint is available on the forum.  

 

Misty started by explaining the basis for the association. In the early years of child support in Nebraska, training was not 
supported by a state agency. However, state child support enforcement (CSE) administrators saw the need for training at 
both the state and county level. In response to this need, NCSEA was formed in 1981. The first president of the 
association was Nebraska’s IV-D director. The association continues to have strong ties to the state CSE program, with 
the state providing long-term support of NCSEA’s purpose and goals.  

 

NCSEA held its first conference in 1982. At that time, members of the association paid annual dues. Beginning in 1992, 
the association became self-sufficient and no longer required membership dues. Today, NCSEA relies on fundraising 
efforts to sustain itself. It hosts an annual training conference in the fall. The fee to attend is $85 for three days or $55 for 
a single day. Conference information and materials can be found on the NCSEA website.  

 

Today, the association has hundreds of members. Membership is automatically bestowed to any Nebraska county 
attorney (CA), authorized attorney (AA), or staff; clerk of district court (CDC), judge, referee, or other judicial staff; 
Nebraska Department of Health and Human Services (DHHS) staff engaged in child support-related work; and 
employees contracted to Nebraska DHHS engaged in child support-related work. The association is a 501(c)(4) non-profit 
organization and is governed by a board of directors. In addition to its annual conference, NCSEA holds monthly 
meetings, provides training, and hosts an annual conference. It is also involved in fundraising and outreach efforts.  

 

To achieve its purpose and goals, NCSEA works diligently to enforce state and federal laws, provides a forum where child 
support professionals can exchange ideas, and works to improve and standardize child support program policies and 
procedures. It also develops, promotes, and conducts educational programs and conferences to inform child support 
professionals of the latest techniques, procedures, and practices in child support. Finally, it recommends and works for 
improvement to make the child support program more efficient and responsive to the needs of unsupported children.  

 

Training, however, remains the primary focus of the association. Besides the annual fall training conference, NCSEA 
hosts mini-conferences in the spring and regional meetings and training sessions throughout the year. NCSEA also 
provides outreach to clients and child support professionals in many different ways: Child Support Awareness Month, 
pamphlets, website, newsletter, and regional activities.  

 

All of the work conducted by NCSEA is subsidized by fundraising efforts. The association sponsors several raffles and 
office sales (t-shirts, coffee mugs, and other branded products) throughout the year. As a 501(c)(4), the association is 

http://cstp.freeforums.net/thread/107/nebraska-child-support-enforcement-association
http://www.ncsea.net/conference.html
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limited to having no more than $25,000 in the bank at the end of the year. If they go over this amount, they purchase 
registrations to national conferences or restock offices as necessary.  

 

Board members for the following year are determined at the annual training conference board meeting and luncheon. 
Executive board positions are elected by those members attending the conference as well as those voting by absentee 
ballot. Association roles include president, vice president, secretary, treasurer, librarian, past president, regional 
representatives, and various committee chairs. The vice president is elected to a three-year term, which allows for stable 
continuity on the board of directors. All other executive board positions serve a single-year term. During the annual 
meeting, regions meet separately to select representatives and volunteers for the various committees.  

 

For more details about the duties and responsibilities of the various positions, see the accompanying PowerPoint 
presentation. 

Conclusion: 

Misty left time for questions at the end of her presentation. In response to an inquiry about NCSEA’s annual training 
conference, she replied that it is open to the public and will be held on October 4, 5, and 6 in North Platte. Conference 
registration is available on the NCSEA website, where you can also find a copy of current and past newsletters. Misty 
also clarified that the state of Nebraska has only one child support trainer on staff; everyone in the association is a 
volunteer and helps to provide additional training. Trainers may come from the Policy Development Unit or the Systems 
Development team; speakers also come from the federal and national levels to present at the conference.  

 

Action items Person responsible Deadline 

 Update the forum with NCSEA’s information Paula Burns ASAP 

 Find a spotlight organization for November meeting Paula Burns  Early October 

 

Agenda item: 
Natrona County Child Support Division (Wyoming) 
Motivational Interviewing Training  Presenter: Jill Kiester  

 

Discussion: 

Jill Kiester, Director of the Natrona County Child Support Division in Wyoming, discussed the results of a training they 
recently completed on motivational interviewing. A copy of Jill’s PowerPoint is available on the forum.  

 

Jill started by asking us to take a moment to think of a response to the following questions: (1) Your coworker is having 
difficulty with her teenage son. He refuses to follow the rules and is not attending school. What should she do? (2) A 
young man calls your office explaining that he does not want to pay his child support because the mother of his children 
won’t let him see the kids. What should he do? 

 

She noted that possible responses to the first question might include suggesting the woman contact a school counselor 
for help, attend family therapy, or offer incentives/consequences for following/not following the rules. In response to the 
second question, you might tell the person that child support doesn’t deal with visitation issues and explain that if he 
doesn’t pay support, certain consequences may happen. You might also suggest contacting legal aid or a private 
attorney.  

 

Jill defined “motivational interviewing” as “a collaborative conversation to strengthen a person’s own motivation for 
commitment to change.” In Wyoming, the child support program prides itself on good customer service, but they wanted 
to figure out how to build more meaningful relationships with their customers. The goal of motivational interviewing is to 
figure out what change the customer is trying to make. Research shows that people are more successful when they 
develop their own plan for change rather than waiting for someone to tell them what and how to do it. Change for child 
support customers might be showing up for genetic testing, opening a new case, showing up for a court hearing, or just 
making a payment. Motivational interviewing can be used in many different scenarios. You can use it with customers, 
sister agencies, staff, and so on.   

 

Jill explained how to look for the following communication traps when speaking with customers: expert, question-answer, 
premature focus, taking sides, giving unsolicited advice, and labeling. The spirit of motivational interviewing should be 

http://cstp.freeforums.net/thread/107/nebraska-child-support-enforcement-association
http://cstp.freeforums.net/thread/107/nebraska-child-support-enforcement-association
http://cstp.freeforums.net/thread/106/wyoming-motivational-interviewing-training
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kept at the forefront of all conversations and interactions. This spirit has four elements: partnership (come to the table as 
equal partners; no one is an expert over another person’s life), acceptance (meet customers where they are), compassion 
(have your heart in the right place), and evocation (seek the customer’s input on where the case should go). 

 

Motivational interviewing involves a specific skill set, known as OARS: open-ended questions, affirmations, reflections, 
and summaries. Jill expanded further on the importance of each skill. Closed-ended questions can feel like an 
interrogation and lead people to shut down. Affirming someone’s strengths can help to moderate a customer’s defenses 
or barriers. Reflection is crucial; it’s important to work on listening skills and reflecting back to the customer what you’re 
hearing. You also need to be able to summarize the conversation and gear it toward moving the process forward. 

 

To assist with staff training, Wyoming Child Support found a trainer through a local college who happened to be a 
psychology instructor as well. The trainer is a member of the Motivational Interviewing Network of Trainers (MINT). He 
helped customize the training for child support staff. The Casper office piloted the program. After going through a two-day 
training, the staff met hourly once a week to practice the skill set. This continued for six months. After six months, teams 
met monthly to continue practicing the skill set. Since the pilot program started, all managers and attorneys in the state 
program have been trained. This past summer, they have trained everyone in the state program, including the 
disbursement unit.  

 

Findings show that because customers have a voice in how their case is going to proceed, they are doing what they say 
they’re going to do: payments are being made, interactions are improving, and communication is increasing. The skill-
building sessions have been especially helpful. Team members look forward to meeting with each other—it’s a great 
training opportunity because they bring real case scenarios to use in role playing exercises. They also have developed a 
“score sheet” for scoring real interactions.  

 

Prior to the training, staff were surveyed and indicated that they felt overwhelmed and that customers tended to act 
entitled. Following the training, staff can’t imagine interacting with customers any other way. They are also receiving great 
feedback from customers. Among the comments from both staff and customers are the following: “The non-custodial 
parent walked away proud.” “Thank you for listening.” “You really care what happens.” “I feel supported.” “I feel like you 
really understand.” “You love your kids.” 

 

At the end of the presentation, Jill returned to the two questions that she posed at the beginning. Having just learned 
about motivational interviewing and the required skill set, she asked participants to rethink how they might approach each 
scenario. To the coworker having difficulty with a teenage son, you might say, “You really care about your son. You really 
want your relationship to be a good one. You want him to respect your guidelines. May I offer some ideas to help your 
situation?” To the young man calling your office about child support, you might say, “Thank you for calling. I know this is 
important to you. You really love your kids and this is a tough time for you. Would you mind if I offered you some ideas 
that might help you. For example, you could contact legal aid; here’s their information.”      

 

Conclusion: 

Jill ended the discussion by providing her contact information. Again, this topic generated a great deal of interest from 
participants who inquired about the availability of the training materials. Jill explained that they are still developing 
everything but will be happy to share the information with anyone who wants it. They are very excited about this project. 
She reminded participants that the purpose of motivational interviewing is to create meaningful relationships; however, 
they have collected more than $800,000 on cases where they’ve used motivational interviewing. Jill also noted that the 
skill set is very flexible and can be used in many different circumstances, including follow-up calls.  

Reference:  

Miller, W. R., & Rollnick, S. (2013). Motivational interviewing: helping people change. New York: Guilford Press. 

 

Action items Person responsible Deadline 

 Send related materials to Paula for posting on the forum Jill Kiester ASAP 

 

Agenda item: Questions/Comments Presenter: Paula Burns 
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Discussion: 

Today’s meeting provided a wealth of information. A representative from West Virginia noted how well the phone 
collections training and motivational interviewing techniques would fit well together. A representative from Idaho also 
recommended the “Change Anything” training course, which includes motivational interviewing, and provided the 
following link to a YouTube video on the topic. 

Conclusion: 

Paula noted that two ISU trainers—Abby Stanek and Grant Nason—will be attending the WICSEC annual conference in 
Alaska at the end of September. The next CSTP meeting will be held on Tuesday, November 14, 2017, 10:00-11:00 
Central time. More details will be sent via email and posted to the forum. The meeting ended with a “shout out” to 
everyone’s favorite school mascot. 

 

Action items Person responsible Deadline 

 Post recording/minutes/chat transcript from 08.24.17 meeting Paula Burns ASAP 

 Respond to discussion boards All participants (optional) Ongoing 

 Find presenters for November meeting Paula Burns Early October 

Other Information 

Attendees: 

 Name  Location 

1 Paula Burns, Kate Goudy-Haht, Ginger Monroe, Abby 
Stanek, Martha Stewart, Tyler Stricker 

Iowa 

2 Charley Barlow  Idaho 

3 Trina Schuyler Oneida Tribe (Wisconsin) 

4 Jill Kiester Wyoming 

5 Cathy Kaplan (?) Nevada 

6 Paul Bushnell Arizona 

7 Misty Sinsel Nebraska 

8 Molly Kosloski Michigan 

9 Lauren Davis New Jersey 

10  Betina McCracken New Mexico 

11 reking ??? 

12 Joy Mauskemo Meskwaki Nation (Iowa) 

13 Katie Nelson Washington 

14 Graham Button New York  

15 Amy Burgoon Kansas 

16 Allison Lasley Meskwaki Nation (Iowa) 

17 Janet Henry Oregon 

18 Ann-Marie Yeates New York 

19 e032393 ??? 

21 SAMSUNG-SM-G920V ??? 

22 Kim Westerfield Florida 

https://www.youtube.com/watch?v=RlkGNrwODwY
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23 Debbie Roeten Vickers Louisiana 

24 dnaieltest ??? 

25 Tammy Pecore Stockbridge-Munsee Community (Wisconsin) 

26 Zachary Ulrich Alaska 

27 Lori Sarver West Virginia 

 

If your name and state/tribe/territory are not listed here, you may have joined later or used the phone line to connect to 
the meeting. Feel free to email Paula Burns to adjust the minutes accordingly. User names highlighted in yellow could not 
be identified.  

 

A recording of the meeting is available at the CWRTP website, and a transcript of the online chat is available on the 
forum. 

mailto:pburns@dhs.state.ia.us
http://childwelfareproject.hs.iastate.edu/child-support-training-partnership/
http://cstp.freeforums.net/thread/112/conference-call-follow

