
EPIC - IFSEA 2025
Caitlin Zablotney, Deloitte Dev Tendulkar, Deloitte
Debbie Packard, HFS Christine Towles, HFS

Presenter Notes
Presentation Notes
Lauren C



Agenda
Introduction

EPIC Highlights

EPIC Training

What’s Next

Presenter Notes
Presentation Notes
 Lauren C



Introduction



Meet our Speakers
• Debbie Packard, HFS
• Christine Towles, HFS
• Caitlin Zablotney, Deloitte
• Dev Tendulkar, Deloitte
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Powering Our Future Through 
System Modernization
• KIDS has become antiquated and does not have the tools 

we need to power CSS where we need to go in the future 
• The new EPIC system has the technology to provide better, 

faster, and more efficient service needed for our next steps 
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Many have asked, why are we implementing a new system? Simply put - KIDS has become antiquated and does not have the tools we need to power CSS where we need to go in the future. The new EPIC system has the technology to provide better, faster, and more efficient service needed for our next steps. 




Our Road 
To EPIC

Planning
2014-2022

Project Planning
2022-2026

Requirements 
Gathering

2022-2023

System Set Up
2022-2024

Design
2023-2024

Development
2023-2024

Conversion
2023-2026

Application 
Testing

2024-2025

User Acceptance Testing
September 2025-February 2026

Pilot and Statewide 
Training

March 2026-June 2026

Implementation
June 2026

*You Are Here*
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You will see this slide again later in this presentation, but before we dig in, we wanted to show this visual of the EPIC journey we have been engaged in. You can see that we have covered a lot of ground and we are nearing the finish-line. Currently we are in User Acceptance Testing (or UAT). In this phase, we are running scripts in the system to ensure that the system passes the requirements necessary to support our operations and to pass federal certification. Any defects found are being recorded and corrected during this phase of the project. Caitlin and her team developed training that has been provided to the actual UAT testers and additionally members from HFS' Policy Unit, Resource Center, and Trainers. While the testers are running scripts, material is being updated in preparation for Pilot Operations. We will talk a bit more about these phases a bit later in the presentation. 



EPIC Highlights



What is EPIC?

• To keep up with the evolving demands of Child Support Services, we are moving to the Enforcement and 
Paternity for Illinois Children System (EPIC) system. 

• It is a modernized application that provides EPIC users and other stakeholders with a comprehensive 
improved system. 

• It is a system that Illinois is accepting as a transfer from Florida, and the technology platform has been 
updated to meet our needs. 
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How Does EPIC Meet Our Needs? 

EPIC’s 
Benefits 
to HFS

Business 
Intelligence &  

Automated Case 
Management

Intelligent task distribution allows for an efficient 
workflow. 

Simplified 
Financials & 
Streamlined 
Compliance 

Simplified financials for payments 
and ledgers. The system's 
functionality streamlines 
compliance with obligations. 

Support for Operations &  
Maintenance

Support ensures that the 
system remains up-to-
date, functional, and 
reliable.

Increased 
Adaptability

Changes resulting from new 
federal and/ or state regulations 
can be quickly implemented.

Systems, 
Applications, & 

Products 
system (SAP)

Efficiently integrates all 
parts of the business. 
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EPIC meets our needs through SAP's integration of all parts of the business. There is Intelligent task distribution and simplified financials. SAP allows for quick implementation of updates needed when there is a new rule, law, or regulation that needs to be implemented. Additionally, we will have an ongoing relationship with a vendor for Maintenance and Support for the system. 



EPIC System Highlights
• Case Initiation
• Document Management Process 
• Automated Case Management
• Compliance Remedy Selection
• Simplified Financials
• Customer Service
• Business Intelligence
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CASE INITIATION:
Case Initiation is a business process that captures the initial enrollment request and the initial process of the request for services. In the new system, all requests for services, regardless of their origin – Enrollment forms, interfaces, or UIFSA begin as a Service Request Case.  In the Service Request Case, case and participant matching occurs resolving the database clean up issues that we face today in KIDS. Solicitation for additional information takes place.  This process involves collecting critical data on Service Request type case members, including pre-screening through EPIC online searches and specific steps for processing IV-A  and IV-E cases. 

TANF Customers, Medicaid Only Customers, and Foster Care Agencies receive the appropriate documents to complete and return. This includes documents automatically identified by EPIC through an Obtain Missing Documents Activity when critical information is missing from the enrollment packet and documents. This Activity will check for flags that are present on the notes of the activity and determine which forms/bundles need to be generated. This all happens before the case becomes a Full-Services Case. When a Service Request Case converts to a Full Services Case, that is when it becomes a viable case for Federal Reporting. ��Document MANAGEMENT PROCESS:
In EPIC, all forms issued from the system are bar-coded. This bar coding identifies the form, the case, and the recipient of the form. It also indicates if the form is expected to be returned. Through integration with Kofax, Images are scanned and produce PDF or TIFF images to send to storage.  For each document, different elements of metadata, dependent on the form, will use Optical Character Recognition (or  OCR), which is the electronic or mechanical conversion of images of typed, handwritten, or printed text into machine-encoded text.  As much data as possible will be filled in via OCR and online calls to EPIC. There is a QC component to each document scanned, just like today, to correct or fill in any data elements the software could not populate. The scanning of all incoming mail allows for the system to record the receipt and take the next appropriate action.  The days of having to remember which 4 letters need to be data entered to indicate return of something will be gone. Because of the format of the forms, all forms that are created in a case become a pdf document available for viewing within the case without the need to go to DOCRS to search. Users can merely click on the activity and a pdf copy of the document is pulled up on your screen.

AUTOMATED CASE MANAGEMENT:
EPIC continuously evaluates cases, the circumstances associated with the case, its business partners, and activities that have already occurred in the case, to ensure that action is initiated appropriately.  EPIC automatically determines the appropriate Establishment activity to initiate based on an assessment of the paternity and support needs of each child in the case. While this assessment is conducted automatically, the system also allows the worker to manually initiate this process on selected cases. When this process is completed, the system automatically presents to the worker the results of a manually initiated Determine the Appropriate Establishment process for review – it creates a TASK. 

Activities and Tasks are the drivers in EPIC – The system advances the case through activities and tasks – when user interaction is needed, a task is created for a workgroup.  Users are added to work groups based upon the job that they do and where they are located. This determines the security roles that the users need which then associates the team member with a workgroups.  Managers monitor tasks within a workgroup and assign individual tasks to individual team members within the work group much like they set up the worker table today – but it is much easier. Tasks can be assigned in mass, or one by one and EPIC assists with intelligent task distribution using existing assignments to team members within the workgroup, basically prorating the work across the number of employees available to complete the task. Each task has a timeframe for completion. Management reports allow managers to monitor team performance. 

COMPLIANCE REMEDY SELECTION:
All open cases with active orders are assessed to determine financial compliance.  Compliance Remedy Selection (CRS) program is an automated program used to identify and initiate actions on cases not fully compliant.  The CRS will use our parameters for each of our administrative enforcement remedies and automatically scan the database for cases that meet our preselected criteria and initiate the appropriate enforcement action or activity. Judicial Contempt Referrals are also built into the CRS tool. 

SIMPLIFIED FINANCIALS:
Streamlining financial processes has long been a goal, and the new system will finally allow us to reach that goal.  The system is based on an accounting platform so many of the financial functions that are currently clunky or performed outside of KIDS will be automatically done inside the new system.  The SDU will be disbursing 100% of all child support payments, including Federal Tax Intercepts, Comptroller Intercepts, UIB payments and payments to other state's IVD agencies. The comptroller will no longer be issuing checks. Instead, the Bureau of Fiscal Operations (BFO) will send payment files for intercepted funds to the SDU electronically. This means that for a case that begins with an order in EPIC – we will finally have a unified payment ledger. A difference between KIDS and EPIC is that the financial component of EPIC, known as ECC is only accessible to financial workers (accountants). Non-Financial workers will be able to see the terms of the order, the balances and payments – but no payment source in the Case Module known as CRM. Information moves between the Case and Financial Components of EPIC in batch overnight. 

 CUSTOMER SERVICE:
The new system allows users access to system information 24/7. It also allows users to submit an on-line enrollment form that will go directly into the Service Case Request Module, negating the need for a user to manually create a service request case and issue enrollment forms. Customers will register for the new e-services with OKTA just like we do for logging into our system. Once they enroll in e-services, users can update their own passwords, provide employment information on the NCP (which will be verified by CSS), print payment records, view case status and recent actions. Users however, WILL NOT be able to change their email address without first speaking to customer service. This is to mitigate the problems with e-services and OKTA coordination. Additionally, by enrolling in e-services, users are opting into having EPIC generated forms pushed to their e-services portal. Customers will receive a notification that they have a form in their portal. They will be able to download and upload forms. Any forms that come into the portal will be automatically scanned by Kofax and treated as if the documents were received in hard copy. 

The Call Center Staff will have a specific structured view for the and EPIC uses information entered by the customer to automatically push data to the customer service agent to shorten response time. 

BUSINESS INTELLIGENCE:
SAP Business Intelligence provides organizations with the tools and capabilities needed to transform raw data into meaningful insights, facilitating better decision-making and strategic planning.
SAP BI integrates data from multiple sources, offers intuitive reporting tools that enable users to create customized reports and dashboards, allows organizations to access real-time data, and provides powerful visualization tools that help present data in an easily digestible format, such as charts, graphs, and dashboards, making it easier for stakeholders to understand insights. �So for those of you in attendance who have historically had to ask Brian Frank for an ad-hoc report, listen up…….you will be able to create your own ad-hoc report using real-time case conditions. Reports are broken down into 4 basic categories: Federal Report (157), Management Reports (KPI’s); Operational Reports (statistical data like how many new cases were created); and Ad-Hoc Reports (Demographic Analysis and Return on Investment) exist.  

EPIC's benefits provide for an improved user experience, modernized user interface and integrated technology platform, automation, comprehensive electronic documentation, and streamlined processes. With a new system, comes some new terminology. 




First…Let’s Talk Language
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Business Partners (BP)
Business partners (BP) are any person or 
entity associated with a case (ex: CP, NCP, 
dependent, private attorneys, other 
Jurisdiction, court, employer, etc.) Each BP is 
assigned a BP ID number. 

Service Request (SR)

A service request is generated when a 
request for child support services is received 
via an interface or a submitted enrollment 
form. Upon review of the service request, a 
new case will be created when necessary. Case

A case must include at least three business 
partners (CP, NCP, and dependent at 
minimum). EPIC auto-generates a case 
number when CP, NCP, and dependent are 
identified within a case.  

Activities

During the lifecycle of the case, various 
activities are completed. An activity is a 
series of steps that are required to manage 
a case, establish support, enforce an 
obligation, manage a dispute, or perform 
assist transactions. 

Tasks

Some activities trigger a task(s). Tasks are 
work that must be completed by workers by a 
due date.

Presenter Notes
Presentation Notes
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How is Terminology Changing? 
The work you do will stay the same, but some terms are changing. 

KIDS EPIC

Participants/Members Business Partner (BP)

Recipient ID Number/RIN BP Number or BP ID

Processes Activity

Work List Task

Court Order/Docket (with financial terms) Service Contract/Docket 
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Discuss ongoing communication with stakeholders (Deb is Change Champ for attorneys)



Your Home Page Features

The Home page is 
comprised of various 
sections including:

• Work Center
• Page Name
• Navigation Bar
• Quick Links
• Back and Forward 

buttons
• Saved Searches Bar
• Personalize button

13

Saved Searches Bar

Navigation Bar
Work Center 

Page Name

Quick Links

PersonalizeBack and Forward Buttons

Presenter Notes
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Please put your questions in the Chat, we will stop periodically 



EPIC Quick Links Details
For additional support, select from the Quick Links options to navigate to additional resources. 

Selecting a Quick Link opens a separate 
window outside EPIC. 

Some Quick Links you will have access to: 
• SDU
• Comptroller
• SOS
• CSS InfoNet
• Knowledge Central
• Cook County Circuit Clerk
• www.childsupport.illinois.gov
• IES
• PASDX
• Wage verification (AWVS)
• Call Center Scripts
• OCSS State Services Portal (SSP/QUICK)

14
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http://www.childsupport.illinois.gov/


Your Navigation Bar
The Navigation Bar consists of options that provide access to Work Centers to perform specific activities.

The options you can access in 
your Navigation Bar are role 
dependent. 

Making a selection from the 
Navigation Bar navigates you 
to the Work Center for that 
specific page. 
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What Are Activities and Activity Logs?
An activity is any action taken within a case.

Activities include a series of steps that are required to manage 
a case, establish support, enforce a remedy, manage a dispute, 
and perform assist transactions.

Customer Contact is an example of an activity.

Activities may be automatically generated by the system or 
manually by an authorized user.

The Activity Log assignment block on a case or business 
partner page displays a history of activities completed on the 
case. 

Activities that require caseworker intervention are sent to a 
designated workgroup as Tasks.

16
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What Are Tasks?
Tasks are work completed by EPIC Users

Tasks are work assigned to a worker where they must perform 
certain steps. Tasks are assigned a priority and a due date based on 
security role. An example of a task generated from the Customer 
Contact activity is Case Assessment.

• How do I create a task? Tasks can be created manually or 
automatically as part of a workflow.

• How are tasks assigned? Tasks can be assigned to specific 
workers or workgroup and reassigned by supervisors when 
necessary. 

• How are tasks tracked? The status of tasks (Open, In Process, 
Escalated, Closed) are monitored by supervisors to ensure timely 
completion.

• How am I notified about tasks? Workers can receive 
notifications about new tasks or updates to existing tasks in My 
Tasks on the EPIC Home page. 
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Where Can I Find My Tasks?
Outstanding tasks are in the My Open Tasks section of the Home page. 

• Each assigned Task shows the Date Assigned, 
Task Description, Task Status, and Task Category.

• When you select a specific task, you are 
navigated to the case where you can complete it. 

• The status of the task appears as Open, In 
Process, Escalated, or Closed.

• Once you complete a task, it automatically 
appears as closed and is removed from My Open 
Tasks and/or generates a new task based on the 
action just taken. 

Note: EPIC users with ECC access will access all 
tasks using the CRM EPIC Home page as shown, 
even if the task will be completed in ECC.
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What Forms Can I Access and Where Are They?
Forms are used to gain case information to move a case through its lifecycle. 

Select either Online Forms or 
Legal Forms from the Navigation 
Bar. 

Legal Forms that were a part of 
PEGASUS are now incorporated 
within EPIC. 
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What Online Forms Can I Access?
Selecting the Online Forms from the Navigation Bar directs you to the Online Print Forms page. 

All available forms show the Form 
Number, Name, and Form Code.   

      To search, type the Form Code, 
Form Name, or a keyword from the 
description in the Search field. 
      If you entered a Form Name or 
Code, press the binoculars icon.
      If you entered a keyword, press the 
binoculars + icon. Press the same 
icon to go to the next matching entry.

Double click your desired form to 
access it. 

      The drop down arrow shows 
previous searches. 

132 4

1

3

2

4
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What Legal Forms Can I Access?
Selecting Legal Forms from the Navigation Bar directs you to the Legal Forms page. 

1. To locate the desired form, 
make a selection in the Bundle 
ID drop down and enter the 
Activity ID. You can also enter 
information for:
• Case ID
• Docket Number
• FIPS Number
• Form ID

2. Then select either Execute 
or Print. 

Note: You can view PDF versions 
of forms that are generated 
within EPIC; no need to go 
outside of the system!

1

2

12
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How is Electronic Documentation Used?
PDF versions of documents generated within EPIC are available in real time within the associated 
activity, case, or BP. 

• Documents are generated within EPIC either by batch 
jobs in the system or individually by a Child Support 
worker. These documents contains a barcode for 
tracking and can be viewed by a user if they have the 
proper security role to view it. 

• When a document is sent, the system knows if the 
document is expected to be returned. 

• Upon return of documents, they are all scanned and 
will be found as a PDF in the Attachments 
Assignment Block in the case/activity/BP.

• Dependent upon the form there is logic that will 
cause the case to be evaluated for the next 
appropriate action. 
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What Reports Can I Access, and Where Are They?
Reports provide insights into case statuses, compliance actions, and other relevant metrics.

Online reports aim to create a seamless, electronic case 
management system that reduces paper waste and 
enhances accessibility. Access to specific Reports is role 
dependent. 

1. Select CRM Reports from the Navigation Bar to open 
the Service Reports page. 

2. Then select a type of report to locate and run the 
desired report. 

Examples of commonly accessed reports include:
• Appointment Schedule Report: shows office 

appointments, court hearings, etc. for the following week
• Emancipation Report: lists dependents who will turn 18 

in the next 12 months
• Delinquency Report: lists cases that are behind on 

payments. 
• Outstanding Tasks Reports: available to supervisors to 

ensure work is completed and re-assign as needed. 

1

2

2

1
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EPIC Training 



Training & 
Implementation 
Services (TIS)

• Learning Management System 
• Child Support Academy 

25.
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The theme for the training is the EPIC Journey and therefore, the presentations have images such as the one you see here. The next few slides are screenshots of our LMS, Docebo which we are calling Child Support Academy.  




What is a Learning Management 
System?

A Learning Management System (LMS) is a software application designed for the 
administration, documentation, tracking, reporting, and delivery of educational 
courses, training programs, or learning and development programs.

Key Features of an LMS
• Course Management
• Tracking and Reporting
• User Management
• Accessibility
• Personalization

10/22/2025 LMS Quick Start 26.

Docebo – The Learning 
Management System (LMS) 
Software HFS procured

Child Support Academy – 
The Name Selected for our 
Internal LMS Site



Accessing Child Support Academy

10/22/2025 LMS Quick Start 27.

Presenter Notes
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From the Infonet, click on the EPIC Tab



10/22/2025 LMS Quick Start 28.

or

Presenter Notes
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On EPIC’s home page, there are two ways to get to Child Support Academy. 

Choosing Child Support Academy will take you directly to the log-in page to access the training curriculum and courses. 

Knowledge Central will house training information such as resources, guides, scripts, job-aids, etc. This is also where helpful information is published to aid users in preparing for the transition to EPIC. Within Knowledge Central, there is a link to Child Support Academy. 




10/22/2025 LMS Quick Start 29.

Presenter Notes
Presentation Notes
This is the log-in page for our LMS, Child Support Academy. When you first gain access, you will receive an email with instruction providing log-on credentials. Your username will be your work email address. For example, Jane.Doe@illinois.gov. 



10/22/2025 LMS Quick Start 30.
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This is the dashboard that you will see when you log in. It will show you the courses for which you have been enrolled.



10/22/2025 31.

Presenter Notes
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By clicking on the enrolled course, a new screen appears that provides further details. In the repository section near the bottom, you will see reference to material that will augment your training experience.  For the EPIC 101 Overview Webinar, there is one document in the repository. 



What’s Next? 



Our Road 
To EPIC

Planning
2014-2022

Project Planning
2022-2026

Requirements 
Gathering

2022-2023

System Set Up
2022-2024

Design
2023-2024

Development
2023-2024

Conversion
2023-2026

Application 
Testing

2024-2025

User Acceptance Testing
September 2025-February 2026

Pilot and Statewide 
Training

March 2026-June 2026

Implementation
June 2026

*You Are Here*
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Pilot  Operations
Designed as a three-month timeframe that begins once UAT is complete; assesses EPIC’s readiness for statewide implementation 
Testers complete regularly assigned work in EPIC (unlike test scripts used during UAT)
March 2026-June 2026: begins upon UAT completion
Conducted by a larger group of CSS and DoIt staff (approximately 200 testers), encompass all functional areas of the program, including the work that will be performed by our attorneys (known as Legal Service Providers – LSP's) in EPIC. While not all counties will be involved in Pilot, there will be a combination of both SAO and AAG counties involved. HFS will be drastically cutting back legal referrals along with many other activities leading up to go live to minimize in flight work during cutover and conversion. We will also be throttling work in EPIC just the same so as not to overwhelm staff as they are familiarizing themselves with the new system.  
All Pilot Users will receive training in the 30 days prior to Pilot Operations. 

Statewide Training - 
*Mention that it includes attorneys and contracted staff*
Staff that have not previously been involved in the EPIC Project will be trained at this time
Occurs during Pilot Operations, scheduled for March – June 2026
Ensures staff will be adequately prepared for implementation and to complete their jobs in EPIC

(Next slide)




Statewide Training

EPIC Overview Training

Role 
Based 
Self-

Guided 
Training

Role 
Based 

Instructor 
Led 

Training

Just-In-Time 
Training
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EPIC Overview Training: includes EPIC general knowledge and common functionality (Instructor led)
Role-Based Self Guided Training: Users will practice skills obtained in Overview Training in order to prepare for Role-Based Instructor Led Training 
Role Based Instructor Led Training: training specific to the user’s job/assigned work 
Just In Time Training: Refresher of role-based training that will occur just before implementation 






Questions? 
Email Address: HFS.DCSSTeamEPIC@illinois.gov  
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