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About Franklin County…

Franklin County is managed by the
Board of County Commissioners.

Every Resident – Every Day





Introduction to Behavioral Economics



BEHAVIORAL ECONOMICS
The Cutting Edge in Human Service Delivery

What is Behavioral Economics?

Emerging evidence from the behavioral sciences and behavioral 
economics offers us an understanding of human behavior and 
decision-making.

Traditional economics unrealistically assumes people make choices 
in a rational manner based on self-interest. In actuality, an 
intricate web of social, psychological and economic factors affects 
individual decisions.

Behavioral Economics is like the flashlight in the dark for 
understanding and navigating human behavior.



Behavioral Science

Behavioral science, also known as behavioral economics, looks at the 
subject of human actions. Behavioral science studies human behavior, 
specifically how humans really make decisions in the real-world.

or
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BIAS
(2009-2015)

BICS
(2014-2019)

BIAS-NG
(2015-2025)

Behavioral 
Interventions 

Advancing Self-
Sufficiency

Behavioral 
Interventions in 

Child Support

Behavioral 
Interventions 

Advancing Self-
Sufficiency –

Next Generation

Timeline of ACF Investments in Behavioral Science



Applying Behavioral Science to Human Services 
Programs: The BIAS Project – YouTube

https://www.youtube.com/watch?v=4XZGrjo--IU
https://www.youtube.com/watch?v=4XZGrjo--IU


Two Views of Human Behavior

Fictitious “rational agent” on which most public services base expectations of recipients

Are you 
around 
other 

people?

Are you 
under 
stress?

How many 
decisions 

have you made 
today?

How 
much 

time do 
you have?

Information 
presented

What is the 
simplest or 

easiest 
action?

Receive 
information

Understand 
& absorb

Conduct cost 
benefit analysis

Conclude & execute 
optimal choice

Action 
completed

Choice 
made 

(maybe)



Personalization

Efforts to personalize information or give 

customers personal assistance through a 

difficult task can improve outcomes.

P8 new Picker Packer jobs are 

now available at Pro FS. Come 

to Bedford job centre on 

Monday 10 june between 10am 

and 4pm and ask for Sarah to 

find out more.

Control

Hi Elspeth. 8 new Picker 

Packer jobs are now 

available at Pro FS. Come 

to Bedford job centre on 

Monday 10 june between 

10am and 4pm and ask for 

Sarah to find out more.

Recipient Name

Hi Elspeth. 8 new Picker 

Packer jobs are now 

available at Pro FS. Come 

to Bedford job centre on 

Monday 10 june between 

10am and 4pm and ask for 

Sarah to find out more.

Michael

Sender’s Name

Hi Elspeth. 8 new Picker 

Packer jobs are now 

available at Pro FS. Come to 

Bedford job centre on 

Monday 10 june between 

10am and 4pm and ask for 

Sarah to find out more. I’ve 

booked you a place. Good 

luck. Michael

Reciprocity





Child support agencies’ 

cooperation 

requirements and 

processes assume 

parents and participants 

will carefully consider 

each option and follow 

through on intentions

Why This “Behavioral” View Matters

Many child support 

policies and 

programs are based 

on an unrealistic 

picture of how we, as 

humans, think and 

behave

Research from 

psychology and other 

behavioral sciences 

have not been 

integrated into 

programs and polices 

to the same extent as 

traditional economics



Four Insights from Behavioral Science

Small changes 
can effect 
outcomes.

Understand the 
process from the 

user’s perspective.

Actions may not 
reflect intentions.

Identify the 
problem before 

creating the 
solution.



Modifications in Franklin County

 



Behavioral Interventions in Child Support

• BICS was a demonstration program which explored how to better 
understand individuals’ behavior and decision-making ability when it 
comes to child support.

• In BICS we tested how behavioral economic strategies affect child support 
results by focusing on different areas, including early engagement and 
right-sizing orders.



Phase I: Modifications
Expected Outcomes

• Increase the number of clients who complete the order 
modification process by 10%

• Increase the quality of modifications



Define Diagnose Design Test

Identifying 
problems of 
interest with 
program or 

agency

Gathering data, 
creating a 

process map and 
identifying drop 

off points, 
hypothesizing 

bottlenecks

Brainstorming 
behavioral 
informed 

interventions 
that have the 
potential to 

address 
bottlenecks

Piloting 
behavioral 

interventions 
using random 
assignment or 

other 
experimental 

framework

Source: This figure was adapted from a figure created by ideas42. Ideas42, an early partner in the BIAS project, developed a 
methodology called behavioral diagnosis and design for applying insights from behavioral economics to improve programs and achieve 
impact at scale. The process presented in this presentation is a version of that same process that has been adapted for the project. 
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Behavioral Diagnosis and Design



Step 1: Define the Issue



Step 2: Diagnose the Issue

Parents Fall Out of the Modification Boat When…

⮚they fail to return a completed and valid application

• Cognitive overload

• Inattention

• Procrastination

⮚they fail to return a completed parent info form 
(affidavit)

• Cognitive overload

• Hassle factors

• Prospective memory failure

• Inattention



Step 3: Design an Intervention

• Form changes:

• Simplified/behavioral application

• “Road Map” / FAQ

• Simplified/behavioral affidavit

• “Mod Squad”

• Training for the intervention 
workers

• Tailored outreach/reminders

Procrastination

Hassle Factors

Inattention

Memory Failure



Step 4: Test and Research Design for Franklin County

Parents ask 

agency about 

modification

Agency 

sends 

request 

packet

Agency 

sends 

affidavit 

packet

Parents ask 

agency for 

request 

packet

Program 

request 

packet

Control 

request 

packet

Random 

assignment

Program 

affidavit 

packet + 

modification 

unit

Control 

affidavit 

packet

Drop -off /

Random 

assignment

Parents return 

request forms /

Agency assesses 

request eligibility

Parent returns 

request packet /

Agency issues 

new order / 

Modification 

complete



Forms Intervention
	
	

	
Franklin_Mod_Reviews@JFS.OHIO.GOV	
80	E.	Fulton	St.	Columbus,	OH	43215	
P:	(614)	525-3275	F:	(614)	525-8523	

http://support.franklincountyohio.gov/	

	
	

	

	
	
	

<CLIENT	NAME>	 	 	 	 	 	 	 	 	 	 	

<CLIENT	ADDRESS>	 	 	 	 	 	 	 	 	 	 	 <DATE>	

<CLIENT	ADDRESS2>	
	

	

	
	

This	is	an	application	for	a	review	of	your	child	support	order.	A	fact	sheet	that	come	with	this	form	can	help	guide	you.	

If	you	have	questions,	contact	us	for	help!	Here	are	your	application	instructions:	
ü Fill	out	this	application	form	

ü Attach	any	required	documents	to	this	application	form	
ü Return	your	completed	application	via	mail,	email,	or	in	person	(see	contact	info	at	the	top	right)	

	
What	happens	after	I	turn	in	this	application?	

If	your	application	is	incomplete	or	you	do	not	qualify,	we	will	send	you	a	letter	in	about	a	week	that	explains	why.	If	

your	application	is	complete	and	you	qualify,	we	will	schedule	your	review	and	send	you	another	form	that	it	is	
important	you	fill	out.	We	cannot	guarantee	whether	you	order	will	go	up,	down,	or	stay	the	same.	You	may	change	

your	mind	and	cancel	your	request	any	time	up	until	the	date	of	the	actual	order	review.	
	

	
	
	

SETS	Case	Number:									 	 	 Person	Paying	Support:							 	 	 	 	

Order	Number:								 	 	 	 Person	Owed	Support:							

	

Please	provide	the	following	information	about	yourself:	

Home	#:	__________	Cell	#:	_________	Other	Phone	#:		___________		Email:	____________________________																																				
I	am	registered	and	use	the	online	child	support	portal	(www.jfs.ohio.gov/ocs):							Yes	 	 		No	 		

Circle	how	you	prefer	for	us	to	contact	you:				Home#									Cell#											Other	Phone#									Email							Online	Portal	
	

Is	the	address	at	the	top	of	the	page	your	current	address?		 ____________________________________________		
Yes	 	No		 	then	please	provide	your	current	address	→			 ____________________________________________	 	

	 	 	 	
	
	

Has	it	been	36	months	(3	years)	since	your	child	support	order	was	set	or	last	reviewed?	

	Yes	(You	automatically	qualify	for	a	review	–	stop	here,	sign	the	bottom,	and	turn	this	in!)	

	No	or	unsure	(You	need	to	sign	this	page	AND	fill	out	page	2.)	

	

Your	signature:	_______________________________________		 	 Date:	____________________	

By	signing,	I	promise	information	and	attachments	I	provide	are	complete	and	accurate	to	the	best	of	my	knowledge.				

CASE	&	CONTACT	INFORMATION	

	

MY	REQUEST	

	

INSTRUCTIONS	

	

	
	

	
	

		

If	you	answered	NO	in	the	“my	request”	section	above,	you	must	check	ONE	option	below.	Please	check	the	one	that	
applies	to	you	and	attach	verification	–	your	request	may	be	denied	if	you	do	not	attach	the	required	documents.		

Who	experienced	the	change	you	have	checked	below?								 	Myself	 		 	The	other	parent/guardian	on	this	case	
	

Please	provide	as	much	information	as	possible	and	contact	us	with	any	questions.	
	
	

Check	
One	

Reason	 Required	Attachment	

	

			 	

NEW	EMPLOYMENT:	One	of	the	parties	was	unemployed	or	

underemployed	when	the	order	was	set	and	that	has	changed	since	

Paystubs/letter	from	

employer	proving	income	

	

		 	

	

UNEMPLOYMENT:	One	parent	has	become	unemployed	for	a	reason	
beyond	their	control	and	the	unemployment	has	lasted	for	at	least	30	

days	in	a	row.	If	you	were	laid	off,	you	don’t	need	to	wait	for	30	days	–	
when	employment	ends,	provide	proof	(doesn’t	include	seasonal	layoffs)	
	

	

Letter	from	your	former	
employer	or	other	proof	the	

loss	of	employment	was	
outside	of	your	control	

	

		 	

	

INCOME	CHANGE:	One	party’s	income	has	changed	by	30%	since	the	last	
review,	the	change	has	lasted	for	6	months,	and	it	is	expected	to	continue	
	

	

Paystubs	or	letter	from	
employer	proving	change	

	
		 	

	

LOW	INCOME:	The	paying	person’s	gross	income	(before	taxes	and	other	

things	are	taken	out)	is	below	150%	the	federal	poverty	level,	so	they	
should	not	be	ordered	to	pay	cash	medical	support	

	

Paystubs	or	letter	from	

employer	proving	last	6	
months’	income	

	

		 	

	

NEW	HEALTH	INSURANCE:	One	of	the	parties	plans	to	enroll	the	

child(ren)	in	their	health	insurance	plan	
	

	

Copy	of	the	insurance	card	
and	plan	information	

	

		 	

	

CHILD/HEALTH	COSTS	INCREASED:	Health	insurance	or	child	care	costs	

have	changed	and	the	change	would	make	the	support	order	move	10%	
or	more	(caseworker	can	help	determine	this)	
	

	

Detailed	bill/letter	from	

provider	that	shows	the	
change		

	

		 	

	

LOST	HEALTH	INSURANCE:	Health	insurance	that	was	covering	the	
children	is	no	longer	reasonable	in	cost	or	accessible.	
	

Detailed	bill/letter	from	

provider	&	proof	of	income	

	

		 	

	

DISABILITY:	One	party	to	the	case	has	become	permanently	disabled,	

reducing	their	ability	to	earn	income	
	

	

Copy	of	SSD	records	and/or	
a	letter	from	your	doctor	

	

		 	

	

INCARCERATION:	One	of	the	parties	is	incarcerated	and	therefore	will	not	

be	able	to	pay	support	during	the	child’s	minority,	because	the	person	
does	not	have	income	or	assets	to	collect	from.	

	

	

Any	info	you	have:	prison	

records,	articles,	etc.	

	

		 	

	

ACTIVE	MILITARY	DUTY:	The	person	who	owes	support	is	a	member	of	
the	uniformed	services	and	was	called	to	active	status	for	over	30	days	

	

	

Military	records	and	Military	

Power	of	Attorney		
	

		 	

	

LOST	JOB	AFTER	MILITARY	SERVICE:	The	person	who	owes	support’s	

active	military	service	ended	and	their	employer	did	not	hire	them	back	
	

	

Any	info	you	have:	letter	
from	military/employer,	etc.	

	
		 	

	

CHILD	REMOVED	FROM	ORDER:	1	of	my	children	recently	terminated	

from	the	order	and	I	want	to	re-adjust	the	amount	for	the	other	child(ren)	
	

	
	

This	item	does	not	require	
documentation	

	

		 	

	

2	CASES,	SAME	PARENT:	I	have	children	by	the	same	parent	on	separate	

child	support	orders	and	want	to	combine	them	
	

Please	list	case	numbers:	

	
	

For	more	detailed	information	and	legal	definitions	for	this	application,	please	see:		

Ohio	Administrative	Code	(OAC)	rules	5101:12-60-05	to	5101:12-60-05.6	

OTHER	REASONS	FOR	A	REQUEST	
(ONLY	COMPLETE	IF	YOU	ANSWERED	“NO"	TO	LAST	QUESTION	ON	PAGE	1)	

	



Forms Intervention



New Fact Sheet

Endowed Progress Effect

Clear Process Overview

Promote Fast-Track Option

Checklist, clear action 
statements to close intention-

action gap

	
80	E.	Fulton	St.	Columbus,	OH	43215	

P:	(614)	525-3275	F:	(614)	525-8523	
Email:	Franklin_mod_reviews@jfs.ohio.gov		

Website:	http://support.franklincountyohio.gov/	
Web	portal:	www.jfs.ohio.gov/ocs	

	
	

4	Steps	to	a	Child	Support	Order	Review	
	
	

	

¨	1.	Application	
• Your	steps:	Contact	us	for	an	application,	fill	it	out,	attach	required	documents,	and	

return	it	to	us.	You	can	turn	it	in	via	email,	mail,	fax,	or	in	person.	

• Our	steps:	If	your	application	is	approved,	we	send	both	parties	a	child	support	order	
review	form.	If	your	application	is	denied,	we	will	contact	you	about	it	and	then	you	may	
re-apply.	

	

¨	2.	Review	Form	
• Your	steps:	Both	parties	should	complete	the	form	and	return	it	and	the	requested	

documentation.	You	both	have	45	days	to	return	their	paperwork,	but	you	can	agree	to	

FAST	TRACK!	the	review	and	shorten	the	process.	BOTH	of	you	just	need	to	check	off	
the	fast	track	box	on	your	forms	and	return	them	as	soon	as	you	can.	

	

¨	3.	Review	of	Order	
Our	steps:	As	long	as	the	person	who	originally	requested	the	review	returns	their	paperwork,	

we	review	the	order.	This	review	is	NOT	a	hearing	for	you	to	attend.	Instead,	we	complete	the	

review	and	mail	both	of	you	a	copy	of	the	recommended	new	order.		

¨	4.	New	Order	
• Your	step:	Once	you	receive	the	new	order,	read	the	paperwork	that	comes	in	the	mail	

carefully	and	contact	us	if	you	have	questions	about	it.	You	have	a	choice	to	object	to	
the	recommended	new	order	or	not.	Depending	on	whether	you	object,	you	may	have	a	

hearing	before	the	order	is	finalized.	
	
	

	

The	order	review	process	will	then	be	finished!	



Forms Intervention



New Modification Form

Use clear and direct language

Dramatically simplify the 
paperwork requirement

Signature early

Reframe Fast-Track Option

	
	
	

Franklin_Mod_Reviews@JFS.OHIO.GOV	
80	E.	Fulton	St.	Columbus,	OH	43215	
P:	(614)	525-3275	F:	(614)	525-8523	

http://support.franklincountyohio.gov/	

	
	
	
	
	

<CLIENT	NAME>	 	 	 	 	 	 	 	 	 	 	 												 	
<CLIENT	ADDRESS>	 	 	 	 	 	 	 	 									 	 																								<DATE>	
<CLIENT	ADDRESS2>	
	
Dear	<CLIENT	NAME>,	
	
You	 need	 to	 complete	 this	 form	 and	 send	 it	 back	 to	 us	 before	 <Review	 Date>.	Your	child	support	order	is	
scheduled	for	review	and	possible	change	and	we	want	to	make	sure	we	use	your	current	information.	
	

• This	is	NOT	a	hearing	to	attend	–	your	way	of	participating	in	the	process	is	this	form.	

• You	should	fill	out	this	form	to	the	best	of	your	ability	and	skip	any	section	that	does	not	apply	to	you.	
• You	must	submit	this	form	on	or	before	<REV	DATE>	via	mail,	email,	or	in	person	(see	info	at	top	right).		

• To	help	you,	we’ve	attached	a	list	of	Frequently	Asked	Questions	and	a	Roadmap	about	reviews.		
• If	you	have	any	questions,	please	contact	us	-	we	want	to	work	with	you!	

	

	
	

	

SETS	Case	Number:	___________________	Person	Paying	Support:	____________________________________________________________	

Order	Number:	________________________	Person	Owed	Support:	_____________________________________________________________	

Child	1:		_________________________________	Child	3:		_________________________________		Child	5:	_________________________________		

Child	2:		_________________________________	Child	4:		_________________________________		Child	6:	_________________________________		

	
	
	

Please	provide	the	following	information	about	yourself:	

Home	#:	____________	Cell	#:	____________	Other	Phone	#:		____________		Email:	________________________________________																																						

I	am	registered	and	use	the	online	child	support	portal	(www.jfs.ohio.gov/ocs):							Yes	 	 		No	 		

Circle	how	you	prefer	for	us	to	contact	you:				Home#							Cell#									Other	Phone#								Email					Online	Portal	
	

Is	the	address	at	the	top	of	the	page	your	current	address?		 ___________________________________________________________	 		

Yes	 			 	 	 	 	 	 ___________________________________________________________					

No		 ;	then	please	provide	your	current	address	→			___________________________________________________________	 	
	 	 	 	 	 	 	
	

	

	

	

I	promise	that	the	information	and	attachments	I	provide	are	accurate	to	the	best	of	my	knowledge.	
	

Your	signature:	_______________________________________		 	 Date:	_______________________________________	
	

	
	
	 	

CASE	INFORMATION	

	

CONTACT	INFORMATION	

	

Reviews	usually	take	about	3	months.	The	process	can	go	faster	if	BOTH	parents	fill	out	and	
return	their	copy	of	this	form	and	check	the	box	below.	

¨		I	am	okay	with	my	review	occurring	any	day	after	I	sign,	date,	and	return	this	form.	

Fast-Track	
Review	

SIGNATURE	

	



Staff 
Intervention

• Dedicated support officer

• Specialized Training

• Behavioral science

• Implicit bias

• Motivational 
interviewing

• Up front investigation (“pre-
mod”)

• Individualized outreach



The Results – Our Findings – Test 2

Problem focus:
Increasing order establishment rates in office

• Parents who received hands on 
assistance from the dedicated 
modification unit increased the 
proportion of orders that received a 
decision on their modification review 
by a statistically significant amount

• However, parents who only received 
revised forms for the first stage of the 
process did not see a statistically 
significant increase in the key 
outcomes (data not shown).

• These findings suggest the power of 
behaviorally informed individual 
supports.

48.4
41.516.5

15.1



Lessons Learned

• Form changes alone only go so far, people should be behavioral too

• Personalized and proactive outreach and assistance is important

• Involvement of staff increases buy-in for behavioral concepts

• Process changes (simplifying forms and removing steps) improve outcomes

• Behavioral work improves outcomes for clients and staff

• Clients provide feedback and voice appreciation, which can lead to an improved agency 

perception

• It changed our thinking on service delivery – we now see everything through a 

behavioral lens

• It was cost neutral

Efficiencies sand innovations free up staff to do family-centered work



Introduction to 
Procedural Justice

Voice

Neutrality

Respect

Helpfulness

Understanding

An Introduction to Applying Procedural Justice in Child Support - AD - YouTube

https://www.youtube.com/watch?v=1WHMIBjhmog




The Contempt Process



Staff Training

• Procedural Justice Concepts

• Domestic Violence & Family 
Safety

• Implicit Bias

• Motivational Interviewing

• Trauma Informed Care

• Mental Health First Aid

• Mediation & Dispute 
Resolution



Teambuilding





Lessons Learned & Next Steps



Questions?



Resources

• HHS.gov

• Behavioral Interventions 
for Child Support Services 
(BICS)

• Procedural Justice-
Informed Alternatives to 
Contempt (PJAC)
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