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DSS Information Technology

DSS IT saw a significant increase in overall IT activity, with 363 total tickets, representing a 29% rise in workload. Incident volume grew sharply to 207, while service requests slightly decreased to 156. This shift indicates elevated operational demand, particularly in incident response. Technician performance remained strong, with team members collectively averaging 17 tickets per day.

Projects & Strategic Initiatives:
· All active projects—both County IT–managed and DSS-managed—maintained Green status. Key initiatives such as Fleet Management Consultation, CSR Intake Board, and the Personnel Action Request system moved forward on schedule.
· Internal process improvements, including the Leave Request Form, Offboarding Review, and Interpreter Line Request Form, also progressed as planned, with several entering advanced testing or design stages.


2. Key Metrics
	Category
	Metrics
	Percentage
	Status

	System Uptime
	99.9%
	99.95%
	�

	Ticket Resolution
	363
	207 B/F & 156 Request
	�

	Ticket Resolution
	
	29% increase compared to 2025
	�

	Project Milestones
	100%
	100%
	�
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3. Project Updates
· DSS Fleet Management
· Status: Consultation Started
· DSS Leave Request
· Status: Design Phase
· DSS Personnel Change Notice Form Revision
· Status: 90% complete
· Progress: Design being built
· Risks: Low

Facility/Fleet/Support/Space Planning/Emergency Response Readiness: 
· One replacement vehicle for DSS is in the manager’s recommended budget.
· Contract work for facilities operations is underway for shredding and vehicle cleaning service for FY27
· Work continues on the project to update family rooms – estimated completion by the end of May
· A clean-up day for the agency was planned and conducted May 20-21
· Facilities supported outreach efforts at the Durham Fun Day event where 3 DSS teams were represented.
· DSS fleet vehicle scheduling and management through Agile Fleet – Reviewing options within current budget

Program Integrity
The unit continues to focus on outreach to internal teams to share information about the process for front end referrals, and to share with teams the common observances within PI claims. The team is on track with collections and claims establishment.

Child Support Services
The unit is continuing the “calls for collections” project each Wednesday. The Enforcement team is focusing efforts to make contacts for collections to any delinquent non-custodial parent.

The Child Support team did outreach for the Durham Family Fun day on May 15th, and is preparing for two staff retirements later this month. It is an honor to celebrate two careers with 20 years and 26 years of Child Support service.
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Child Support Performance Update

Our Self-Assessment score remains above the goal of 75%.
SFY2026- 2025 Child Support Performance Self-Assessment
	Report Month
	Case Closure
	Enforcement
	Establishment
	Exp. 12 month
	Exp. 6 month
	Interstate
	Medical
	RA Inc
	RA_N

	Goal
	90%
	75%
	75%
	90%
	75%
	75%
	75%
	75%
	75%

	April 2026
	
	79.96%
	88.31%
	96.20%
	89.73%
	88.64%
	86.00%
	99.78%
	98.23%




	Report Month
	Paternity Establishment
	Cases Under
Order
	Current Support
	Cases Paying Towards Arrears
	Total Collections

	Goal
	95.52%
	90.00%
	68.80%
	70.00%
	14,737,899.82

	April 2026
	97.37%
Yes
	90.10%
Yes
	68.74%
No (Need .06%)
	68.91%
Yes
	$12,091,563.13 (No
should be at
$12,209,311.27-
short $117,748.14
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