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Background
The Department of Early Learning (DEL) and the 
Department of Social and Health Services (DSHS) 
respectfully submit the attached report in response 
to Engrossed Substitute Senate Bill (ESSB) 5921 
(2011). 

The legislation required both agencies to: 

1. Identify options to track subsidized child care 
attendance and recommend an appropriate 
method that interfaces smoothly with the current 
and future payment systems for subsidized child 

care payments; and 

2. Conduct an assessment of the current child care 
subsidy system and identify ways to improve its 
accuracy, efficiency, and responsiveness. 

The agencies also were asked to identify the most 
appropriate entity or entities to determine eligibility. 

Due to a conflict between ESSB 5921 and the 2011-13 
state operating budget, funding was not released in 
support of this requirement. DEL and DSHS created 
this report within existing resources.

Executive summary 
DEL, as the lead agency for the federal Child Care 
and Development Fund (CCDF), sets and interprets 
child care subsidy policy, as well as oversees child 
care quality initiatives and child care licensing 
functions. DEL provides policy oversight for Working 
Connections Child Care (WCCC), Seasonal Child Care 
(SCC), Seasonal Day Camps (SDC), Homeless Child 
Care (HCC), and Medicaid Treatment Child Care 
(MTCC).

DSHS provides eligibility determination and 
manages provider payments for the WCCC and SCC 
programs through a Service Level Agreement (SLA) 
with DEL. These services, primarily provided through 
the DSHS Contact Center, rely on the efficacy of the 
Working Connections Authorization Program (WCAP) 
and the Social Service Payment System (SSPS). 

The legacy computer systems used by DSHS are 
overburdened and do not adequately support the 
current eligibility and payment business needs of 
the agencies.   The connection between policy and 
service delivery practice in determining eligibility, 
authorizing child care and properly paying providers 
is hindered by the complexity of the systems. DSHS 
worked with DEL to proactively address inefficiencies, 
but for change to be fully realized, our state needs a 
system that is responsive to policy rather than policy 
reacting to system inefficiencies. Regardless of where 
child care eligibility determination resides, a more 
agile and efficient eligibility information system and 
data warehouse will be essential to the future efficacy 
of the child care program.

Over the last several years, DEL and DSHS have asked 
for and received input from families that use child 
care subsidies, providers that accept subsidized 
children and stakeholders that play a role in the 
subsidy system (see Appendices E and F). Ongoing 
concerns in accurately determining household 
eligibility, authorizing child care subsidy benefits, 
tracking child care attendance, and paying child care 
providers have been identified by agencies, families, 
providers, and other stakeholders. 

It is imperative that Washington have the technology 
and resources needed to address the challenges 
in accurately determining household eligibility, 
authorizing child care subsidy benefits, tracking child 
care attendance, and paying child care providers. 
Both DEL and DSHS agree that the subsidy system 
needs to be user-friendly, streamlined, responsive 
and accountable. Therefore, the recommendations in 
the report include:

•	 Implementation of an electronic time and 
attendance system for child care subsidies, 
including upgrading the existing child care 
eligibility and payment computer systems to 
support implementation of an Electronic Benefit 
Transfer (EBT) time and attendance system; and

•	 As part of this upgrade and implementation, 
evaluate and re-engineer the child care subsidy 
service delivery process and procedures. 
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Introduction 
The 2011 Legislature passed Engrossed Substitute 
Senate Bill (ESSB) 5921, which required the 
Department of Early Learning (DEL) and the 
Department of Social and Health Services (DSHS) to 
work together to:

•	 Identify different options to track subsidized child 
care attendance and propose a recommended 
method. The recommendation must include 
implementation issues and a proposed timeline 
that assumes a January 2013 implementation 
date. 

•	 Conduct an assessment of the current subsidized 
child care system and identify ways to improve 
its accuracy, efficiency, and responsiveness, 
including identification of the most appropriate 
entity or entities to determine eligibility (see 
Appendix A). 

As the lead agency for the federal Child Care and 
Development Fund (CCDF) grant, DEL has the 
authority to consider electronic time and attendance 
systems, both to track attendance and ensure 
appropriate payments:

“Lead agencies determine how to provide payment 
for child care services, including whether payments 
are processed by the lead agency or another 
entity, payment mechanism (electronic transfer, 
check, payment to the parent), and the type of 
documentation required for payments. In designing 
these policies and systems, Lead agencies should 
consider how choices may impact the likelihood of 
waste, fraud, and abuse. For example, lead agencies 
and their subcontractors or grantees may find 

it easier to track electronic payments to parents 
and providers. Time and attendance systems can 
help to track and record children’s attendance to 
ensure appropriate payment.” Source: ACF Program 
Instruction CCDF-ACF-PI-2010-06—Program Integrity, 
Financial Accountability, Access to Child Care; Aug. 
26, 2010; http://www.acf.hhs.gov/programs/ccb/
law/guidance/current/pi2010-06/pi2010-06.htm)

Many challenging factors have been identified 
in increasing the accuracy, efficiency, and 
responsiveness of Washington’s child care subsidy 
programs. At an interagency level, multiple systems 
inhibit efficient and timely communication and 
reporting. Working Connections Authorization 
Program (WCAP) and Social Service Payment 
System (SSPS) systems are overburdened and 
do not adequately support the eligibility and 
payment business needs of the agencies.  The 
connection between policy and service delivery 
practice in determining eligibility, authorizing child 
care and properly paying providers is hindered 
by both administrative complexity and a lack of 
responsiveness in legacy computer systems. DSHS 
has taken some proactive steps to address system 
inefficiencies, but for change to be fully realized, our 
state needs an automated system that is responsive 
to policy rather than policy reacting to system 
inefficiencies. 

This report provides a review and recommendations 
based on several years of joint agency work 
administering Working Connections Child Care 
(WCCC) and most recently Seasonal Child Care (SCC). 

What’s at stake?
Research has shown that children who receive high-
quality early learning programs, including child care, 
are more likely to enter school ready to learn and 
succeed. Not only is child care an important support 
for working families, the child care industry is critical 
to the state’s economy, especially during economic 
downturns. Washington must ensure that there is 
an adequate supply of child care available to help 
support our state’s return to economic vitality as the 
economy strengthens and more people return to the 
work force (see Appendix G).

The cost of child care is out of reach for many 
families, especially those who work jobs that pay less 
than a living wage. These jobs usually have highly 
variable schedules, do not offer sick leave or other 
benefits, and do not allow flexible work hours. Child 
care subsidies help families access the child care 
services that offset some of the impacts to children as 
parents work irregular schedules to pay the rent and 
keep food on the table. Subsidies support parents in 
staying engaged in the work force, providers staying 
in business, and the health and growth of the state’s 
economy.
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The economic downturn has required tough 
decisions from policy makers in allocating scarce 
resources. Limited public funds must be used 
appropriately and where they will do the most good 
for children, families and providers. Limited federal 
and state child care subsidy funds, coupled with an 

increased demand for subsidy assistance, requires 
Washington to ensure that there is an effective, 
efficient and accountable system of eligibility 
determination for subsidy benefits and provider 
payments. 

Current child care subsidy attendance and payment system
The capacity of the current system is limited 
by numerous constraints, including an ever-
changing landscape of state and federal budgetary 
considerations, requirements and expectations. 
Parents and providers report a wide range of 
accessibility issues when using the current subsidy 

eligibility determination system and provider 
payment system. Multiple systems, which do not 
automatically share data and require manual transfer 
of information, are used in determining eligibility and 
making payments, increasing the chance for error.

Authorizing household child care subsidy benefits and provider payments
The first step in the child care subsidy process 
is when the parent or guardian applies for child 
care subsidy benefits. Accurate authorizations for 
subsidized child care depend on timely and accurate 
eligibility determinations, including change of 
circumstances reporting which may impact a family’s 
need for care, eligibility or copayment. Families can 
apply for child care subsidies the following ways:

•	 Call the DSHS Customer Service Call Center at 
1.877.501.2233.

•	 Complete an online application: www.
washingtonconnection.org 

•	 Turn in a completed hard copy application to 
their local Community Service Office. 

•	 Fax a completed application to DSHS at 
1.866.722.4983.

Once DSHS receives the application for benefits, 
staff access a wide range of internal and external 
systems and databases to determine a household’s 
eligibility for benefits. The process for determining 
a household’s eligibility for child care subsidies 
includes but is not limited to requesting and 
reviewing verification of:

•	 Employment schedule

•	 Proof of earned and unearned income

•	 Training and education schedule

•	 Participation in WorkFirst activities

•	 Child’s citizenship or legal residency 

•	 Other verification requirements specified in 
administrative code. http://apps.leg.wa.gov/
wac/default.aspx?cite=170-290-0012

Staff manually enter information from the applicant 
into WCAP and those data then generate the child 
care authorization and invoice through the SSPS 
payment system (see Appendix C).  Because DSHS 
determines eligibility for a large number of public 
assistance programs, staff have access to databases 
and verification systems that allow automated 
verification and reduce the need for parents to 
provide paper documentation. 

Parents and providers have expressed concerns 
regarding ability to access eligibility and provider 
payment staff to  apply or re-apply for benefits or 
report changes or corrections as necessary. Over 
the last three years, the DSHS Community Services 
Division (which houses the Contact Center) has 
been subject to a hiring freeze. As a result, that 
division uses about 400 fewer FTEs now than before 
the beginning of the recession. Such a dramatic 
reduction in staff resources coupled with increased 
demand for services and multiple and simultaneous 
changes in programs (including WCCC and SCC) 
have severely impacted the Contact Center’s ability 
to manage incoming call volume and manage back-
office paperwork, contributing to the customer 
experience.  
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Paying child care providers
Accurate provider payments depend on correct 
provider billings, which are based on the child’s 
authorization, the child’s actual attendance, and the 
invoice submitted by the provider. Licensed child 
care providers are required to document a child’s 
attendance in child care on a daily basis using a 
hard copy attendance form. Parents must physically 
sign the child in and out of care on the attendance 
record each day care is provided, using their full 
legal signature per licensing WAC. In the case of a 
license-exempt in-home or relative provider who 
receives subsidy payments, the parent must review 
and sign the daily attendance record weekly. There is 
no specific attendance form required of providers, as 
long as they meet attendance keeping requirements 
specified by licensing or subsidy rules. 

Before billing the state, providers manually reconcile 
their attendance records to the authorization and 
invoice provided by DSHS. Providers may bill the 
state only for subsidized child care services both 
authorized and actually provided. The provider 
submits the completed invoice to DSHS for payment 
by mail or through the Invoice Express telephone 
system. 

Providers have up to one year from the date of 
service to bill the state for the services provided. In 
certain cases, providers covered under the Service 
Employees International Union (SEIU) Local 925 
Collective Bargaining Agreement may have up 
to three years to correct a billing issue related to 
underpayments. The provider payment is generated 
through the Agency Financial Reporting System 
(AFRS) and deposited electronically into the 
provider’s bank account or mailed to the provider as 
a check. 

There are currently specific business rules and 
system checks in place to help ensure accuracy 
when authorizing child care and paying providers, 

including internal auditing procedures. However, 
these business rules and checks are often paper-
based and performed manually. Updating WCAP 
and SSPS eligibility and payment systems to fully 
automate business rules and processes is limited by 
programming and operating restrictions inherent 
in legacy systems. The systems are often unable to 
accommodate needed changes in a timely fashion, 
or in a way that fully meets the intent of policy. 
Frequently, the systems do not connect to other data 
sources that staff may use in determining eligibility, 
or in retrospectively auditing eligibility and payment 
decisions.  Recognizing the limitations of the current 
SSPS system, DSHS included requirements for vendor 
payments as part of the State’s new ProviderOne 
Medicaid Management system. Those changes 
are included in ProviderOne’s Phase 3, currently 
unfunded. 

An example of the existing process: DSHS 
staff manually verify a provider’s payments for 
accuracy and accountability on a limited basis 
for audit purposes or when questions arise about 
payment discrepancies, such as overpayments or 
underpayments for child care services provided. 
Attendance records are requested from providers, 
who have 14 days to send them to the requesting 
agency. The records are reviewed and compared 
to the specific child’s SSPS authorization, the 
provider’s invoice, and the actual payment record. 
Depending on how far back the review process goes, 
the provider may have submitted more than one 
invoice for a specific month of service, as they correct 
billing errors. The current payment review process is 
cumbersome and labor-intensive, and there are many 
opportunities for reviewing errors, starting with the 
actual attendance records that parents must use to 
document their child’s attendance with a specific 
provider.

Current child care subsidy eligibility determination assessment
ESSB 5921 also directed DEL and DSHS to assess the 
current child care subsidy eligibility determination 
system and “develop recommendations to improve 
the accuracy, efficiency, and responsiveness of the 
system” and identify the “most appropriate entity or 
entities to make eligibility determinations.” 

In assessing the child care subsidy system, it is 
important to remember that there is a division of 
responsibilities and duties between DEL and DSHS. 
DEL, as the lead agency for CCDF funds, sets and 
interprets child care subsidy policy and provides 
oversight for WCCC and SCC. DSHS, through a service 
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level agreement with DEL, performs essential tasks by 
determining eligibility and copayments, authorizing 
child care, and paying providers. These services, 
primarily provided through the DSHS Contact Center, 
are overseen and supported by several large DSHS 
divisions. This shared responsibility results in some 
administrative challenges that DSHS and DEL are 

working collaboratively to address. 

It is also important to note that while eligibility 
determination services are provided in a “call center” 
environment, the actual Contact Center is operated 
“virtually” by staff housed in different Community 
Services Offices throughout the state.   

Parent, provider and stakeholder input on the child care subsidy system
Over the last several years, DEL and DSHS have asked 
for and received input from families that use child 
care subsidies, providers that accept subsidized 
children, and stakeholders that play a role in the 
subsidy system. Current issues identified by these 
stakeholders and customers generally include the 
following concerns with policy and service delivery 
related to the child care program:

•	 Inconsistency around applying the program rules; 
the information given to families and providers 
vary by region and eligibility worker. 

•	 Inadequate opportunities for parents to apply for 
benefits or report changes in circumstances. 

•	 In-person assistance is important, but not 
available.

•	 Call wait times are too lengthy for parents who 
are trying to call during a 15-minute break or 
during a 30-minute lunch. 

•	 Application and verification requirements are 
cumbersome, especially for parents who may 
have literacy issues or need interpretation 
services. Frequently, providers help families 
navigate the subsidy application process.

•	 Manual attendance forms are hard to use 
when checking child(ren) in and out of child 
care multiple times during the day for doctor’s 

appointment, etc. Providers report difficulty in 
holding parents accountable in meeting the 
signature requirement.

•	 Copayments increase too rapidly and push 
families into denying pay raises, bonuses or 
additional hours of work that would increase a 
family’s movement to self-sufficiency. 

•	 Authorizations for child care subsidy benefits rely 
on a family’s ability to complete the application, 
make timely reports regarding changes of 
circumstances, and provide the required 
verification, which can impact a provider’s 
payment.

•	 Data and reporting needs are difficult to meet 
given the limitations of the current legacy 
systems used to determine eligibility, authorize 
child care, and pay providers.

Through focus groups, advisory groups, surveys 
and research, particular themes emerged around 
streamlining services, providing consistent 
application of rules and processes, and improving 
accuracy and efficiency with authorizations and 
provider payments (see Appendix F). 

The table that follows summarizes stakeholder 
feedback on ways to improve the child care subsidy 
system.



6Report to the Legislature: Child care subsidy options, recommendations

What the current subsidy system needs to function better

Parent Provider Stakeholders
•	 Create an user-friendly 

application process and tools 
with many ways to apply and 
report that match parent need 

•	 Provide respectful services

•	 Acknowledge flexible work 
schedules and changing child 
care needs

•	 Make fewer verification 
requests and reporting 
requirements

•	 Use consistency around the 
state in applying rules

•	 Give clear information 
about program rules and 
expectations

•	 Offer lower copayments for 
families below poverty line

•	 Need a more gradual increase 
of copayments over time

•	 Put tiered eligibility in place

•	 Allow greater use of benefits 
during job search and for 
education or training

•	 Use email to communicate to 
both parents and providers 

•	 Expand Call Center hours; 
reduce the transfers and 
hold time; change the hold 
sequence so a caller is told up 
front if the lines are full before 
they enter information and 
wait for service

•	 Provide accurate, timely 
authorizations and payments 
to child care providers

•	 Don’t duplicate notifications 
to providers

•	 Make simplified attendance 
tracking possible

•	 Simplify the reporting and 
invoicing system

•	 Make a less time-intensive 
invoicing process

•	 Provide consistency around 
the state

•	 Give clear information about 
billing rules and processes

•	 Provide one point of 
contact for questions about 
authorizations and payments

•	 Provide more provider training 
on navigating the subsidy 
system

•	 Pay higher subsidy rates

•	 Allow subsidy enrollment 
based on slots, not hours or 
units of care

•	 Offer multiple flexible and 
responsive entry points to 
services 

•	 Offer a call-back feature at call 
centers so callers don’t have to 
wait on hold

•	 Create a parent-friendly and 
provider-responsive eligibility 
and payment system

•	 Put into place an eligibility 
and payment system that 
decreases inaccurate eligibility 
determinations and payment 
authorizations

•	 Offer longer eligibility periods, 
especially for children enrolled 
in preschool programs

•	 Smooth out the gaps in 
parents’ increased copayments

•	 Increase the accuracy and 
responsiveness of data 
collection and reporting 

•	 Provide the tools to effectively 
and consistently manage 
budget and program 

•	 Find effective ways to 
decrease concern or issues 
with fraud

•	 Create a centralized data 
storage with capacity to 
retain longitudinal data and is 
accessible for data reporting 
requirements without 
intermediary, incompatible 
systems
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Identifying and evaluating potential solutions
DEL and DSHS have partnered in administering 
WCCC since July 2006, and SCC since July 2011. Both 
agencies continuously assess eligibility and payment 
system functionality and analyze past and current 
policy, federal requirements, and state goals and 
objectives of improving functionality and service 
delivery. Gradual changes to policy and procedure 
have been implemented for a more streamlined, 
accountable system. But there are limits to what can 
be achieved within the constraints of the current 

systems, which are principally paper-based and 
require manual data entry and manual imaging of 
verification documents. There are solutions available 
to strengthen the application of business rules and 
system checks and balances; and there is great need 
for a system that can adapt to changes in policy 
rather than policy being driven by system needs, 
in order to ensure accuracy, accountability and 
responsiveness. 

Modern time and attendance tracking systems
Modern time and attendance tracking systems 
can streamline services, reduce program costs and 
payment errors, and provide greater oversight and 
accountability of scarce resources. These systems 

have two basic components: a way to electronically 
sign children in and out of care, and a software 
program to track hours and create reports. The table 
below outlines five options:

Proximity Cards Swipe Cards Keypads Biometric Systems Software 
Solutions

A card that 
transmits a signal 
to a receiver. 
User holds near 
the proximity 
card reader to 
log in or out. 
Easy to use. 
Often integrated 
with access 
control systems. 
“*Buddy-
punching” 
may still be an 
issue. 

A magnetic 
striped card, 
swiped through a 
reader by the user. 
Easy to use; easy 
to lose card. Often 
integrated with 
access control 
systems. More 
subject to wear 
and tear than 
proximity cards. 
“Buddy-punching” 
an issue. 

Keypads used to 
log-in and log-out 
by entering a code. 
Slower than swiping 
a card and more 
prone to errors. 
Less expensive than 
card systems. More 
“buddy-punching” 
concerns with this 
method.

“Biometric” system 
uses physical 
characteristics to 
identify the user. No 
“buddy-punching” 
which addresses 
fraud concerns. 
Added benefit of 
increasing child 
safety. No card loss 
issues. Much more 
expensive than cards 
or keypads.

Users log in using 
a computer. 
Inexpensive. Not 
compatible with 
access control 
systems. More 
prone to errors. 
“Buddy-punching” 
concerns, unless 
single person 
logging in for those 
using the system.

* “Buddy-punching” means the unauthorized use of another person’s swipe card and/or PIN.

DEL held small focus groups in September 2011 in 
Yakima and Tumwater to seek input on the current 
subsidy system and to explore electronic time and 
attendance options. Invitations were extended to 
DSHS staff, licensed child care providers, license-
exempt providers, Local SEIU 925 representatives, 
child care resource and referral staff, Head Start 

and Early Childhood Education and Assistance 
Program (ECEAP) staff, and parents. The table below 
summarizes the pros and cons identified by the focus 
group participants for implementing an electronic 
time and attendance system (see Appendix E for 
more information on the focus groups). 
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Pros Cons

•	 Could run reports, reduce paperwork, reduce 
fraud, simplify system

•	 Potential cost savings

•	 Could print attendance reports from system 
instead of sign-in sheets for audit purposes

•	 Easier to swipe card than get parents to use full 
legal signature

•	 Greater attendance and billing accuracy

•	 May be possible to bill weekly

•	 Could eliminate huge amounts of paperwork

•	 May decrease error significantly

•	 May add additional safety pieces for tracking 
children’s whereabouts

•	 Could be used for more than just attendance 
(medication tracking; sick days tracking)

•	 Not everyone has a land line, computer, cell 
phone or needed technology

•	 May be intrusive for license-exempt providers

•	 Subsidy parent stigma 

•	 Separate attendance system for cash-pay 
families would be needed

•	 Multiple cards needed when families have 
multiple providers

•	 Card replacement for loss

•	 Limited options for vendors

•	 Parents pay card use fees for other DSHS 
services; will this service cost them, too?

•	 Providers cannot pay the cost of installing, 
maintaining, upkeep, transfer

•	 High turnover for license-exempt providers 

Potential costs of an electronic time and attendance system
Informal discussions with several vendors during 
spring 2011 who offer electronic time and 
attendance systems, and comparisons with costs 
for cash assistance and food benefits systems, 
show that costs for maintaining an electronic time 
and attendance system are about $3 per child per 
month. This estimate includes everything except the 
equipment cost for leasing point-of-service terminals. 

However, that estimate may be low based on a 
current comparison to Louisiana’s reported monthly 
cost per child of $4.75 (Email communication 
on 10/10/11 with Jackie Droddy, Louisiana Early 
Learning and Child Care Division). Oklahoma 
reported a per-child, per-month cost of $5.24 
(Appendix B). It should be noted that it is difficult to 
predict the actual cost of implementing an electronic 
time and attendance system until after selecting a 

contracted vendor, which would be chosen through 
a request for proposals (RFP) process.

The agencies presume, based on other states’ 
experiences, that a cost savings for the child care 
subsidy program would be realized through the 
increased efficiencies and greater accountability 
related to implementing an electronic time and 
attendance system. Other states have reported 
moderate to good rates of return on this investment 
after development and full implementation of 
an electronic time and attendance system. In 
Washington, an estimated $2 million could be saved 
annually simply by requiring all subsidized providers 
to be paid through an electronic funds transfer (EFT) 
system, rather than the state cutting checks at an 
approximate cost of $20 per check. 
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Recommendations
Based on the clearly stated legislative priorities, 
stakeholder input gathered over the last several 
years, a survey of other states’ approaches to 
electronic time and attendance systems, and the 
reports referenced in Appendix F, the following 
recommendations are proposed:

1. Implement an electronic time and attendance 
tracking system

DEL and DSHS recommend implementation of an 
electronic time and attendance system for child care 
subsidies. This system should be sufficiently flexible 
to accommodate all child care providers and achieve 
efficiencies. The electronic time and attendance 
system should include the following:

•	 Point of Service (POS) devices for licensed child 
care centers, licensed family home child care 
providers, and licensed school-age centers. 
Parents and designated guardians would report 
attendance by swiping a card, or by using 
biometric verification of the authorized adult 
signing the child in or out of care. The POS 
device would use broadband, DSL, or a dial-up 
telephone connection to the Internet.

•	 Interactive Voice Response (IVR) toll-free phone 
number for in-home and relative (license-
exempt) providers, which allows parents or other 
designated guardians to report attendance by 
calling the IVR to check the child in and out of 
care. 

•	 Manual process for in-home and relative 
providers who lack a land line or mobile 
telephone service. This is the most costly option 
relying on paper processes and personnel; the 
state may wish to consider requiring a fee for 
service for this option.

An RFP should be prepared and submitted using 
state procurement guidelines to select a vendor 
to provide the necessary services and equipment 
to implement the proposed system. The selected 
vendor should:

•	 Use existing EBT technology to ensure a smooth 
interface with current systems.

•	 Address required linkage between the eligibility 
system and the payment system.

•	 Offer a user-friendly interface for parents and 
providers.

•	 Address identified accountability issues, such as 
incorrect eligibility determinations and incorrect 
billings not based on actual attendance records.

•	 Provide sufficient training and ongoing technical 
assistance to parents and providers.

•	 Adopt “Lean” continuous program improvement 
principles as outlined in Appendix G.

•	 Meet the state’s timeline for program 
implementation.

Although ESSB 5921 assumes a 2013 implementation 
date, DEL and DSHS believe a more realistic timeline 
is 24 months from date of legislative approval to 
full implementation. Assuming legislative approval 
and allocation of required funds, DEL and DSHS 
propose the following timeline for development and 
implementation of an electronic time and attendance 
system:

•	 Legislature approves March 1, 2012 and Office of 
FInancial Management (OFM) allocates funds 

•	 RFP developed and released by April 30, 2012

•	 Applications reviewed and scored by June 30, 
2012

•	 Successful bidder announced July 15, 2012 

•	 Contract developed and approved by September 
15, 2012

•	 Contractor begins work October 1, 2012 

•	 Phased-in roll out of system begins October 1, 
2013

•	 System fully implemented March 1, 2014

2. Child Care Subsidy Service Delivery

Child care subsidy eligibility determination is a very 
important part of Temporary Aid for Needy Families 
(TANF) and WCCC, and is part of the critical economic 
infrastructure for the state, as well as for the working 
families served by the program. The program serves 
a number of families. The initial review identified 
opportunities for improvement in service delivery 
but did not involve a complete assessment that 
included which entity(ies) should provide services.  
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A “Lean” approach to the system design or re-
engineering would provide a systematic review 
of business processes. The agencies recommend 
authorizing funding of a brief independent 
contracted study and business process re-
engineering effort to provide an objective evaluation 
of the child care subsidy eligibility system, including 
the most efficient and effective method and location 
for operations.  Options to evaluate as part of the 
study could include:  

•	 Transferring child care subsidy service delivery 
from DSHS to DEL.

•	  Exploring the feasibility of competitive, 

performance-based contracting.

•	 Maintaining the current service delivery 
relationship; improving current and future 
operations, while conducting the independent 
study of the child care subsidy eligibility system. 
Implementing specific, performance-based, 
service-level agreement language around the 
operation of the child care subsidy eligibility 
system, by incorporating clear performance 
metrics and strengthening the connection 
between the two departments.  

Appendix A: ESSB 5921, Section 12  
(Chapter 42, Laws of 2011, 1st special session) 
NEW SECTION. Sec. 12. A new section is added to 
chapter 43.215 RCW to read as follows: 

The department and the department of social and 
health services, in consultation with interested 
individuals and organizations, shall jointly: 

(1) Identify different options to track subsidized 
child care attendance, including methods using 
a land line or cellular telephone, a computer, a 
point of sale system, or some combination of these 
methods and report their recommended method 
to the legislature no later than December 31, 2011. 
Each department’s recommendations must include 
implementation issues to be addressed and a 
proposed implementation timeline, and should 
assume a January 2013 implementation date for 
the attendance tracking system. The legislature 

shall review the recommendations and authorize 
implementation. The method that is chosen must 
interface smoothly with the current and future 
payment systems for subsidized child care payments. 

(2) Conduct an assessment of the current subsidized 
child care eligibility determination system and 
develop recommendations to improve the accuracy, 
efficiency, and responsiveness of the system, 
including consideration of the most appropriate 
entity or entities to make eligibility determinations. 
The results of the assessment shall be reported to the 
legislature no later than December 31, 2011.

http://apps.leg.wa.gov/documents/
billdocs/2011-12/Pdf/Bills/Session%20Law%20
2011/5921-S.SL.pdf
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Appendix B: Summary of the child care administrator’s improper payments 
information technology guide 
Source: http://www.acf.hhs.gov/programs/occ/
ccdf/ipi/it/it_guide.pdf, April 2007

The federal Child Care Bureau’s report finds that 
electronic systems can help address improper 
payments and audit findings by providing an 
accurate and real-time record of time and physical 
location of child care services and eliminating errors 
related to manual paperwork. A sample breakdown 
of the expected costs of developing and maintaining 
such a system also was provided. 

Oklahoma EBT Daycare Financial 
Information
Cost per Case Month ($5.24) includes: 

•	  Call Center Operations – located in Sandy City, 
Utah 

•	  Transaction Processing – Time and Attendance 
tracking 

•	  Settlement to providers 

•	  Reconciliation 

•	  Card stock 

•	  Embosser installation and maintenance 

•	  POS installation and maintenance 

•	  Training 

Original Contract Award: $5,200,000 

•	 Design $ 378,067 

•	 POS Terminals $3,600,000 

•	 Training Total $1,221,933 

Enhancements: $793,175 

•	 Program Changes $580,675 

•	 Provider Web Development (OKDHS) $150,000 

•	 Provider Web Interface (ACS) $ 62,500 

An Average Month 

Children Receiving Services 

FY 2004: 46,870, 

FY 2005: 47,327 

Amount Paid Per Child 

FY 2004: $ 249

FY 2005: $ 224* 

Amount Paid for Child Care Services 

FY 2004: $11,673,304

FY 2005: $10,607,984 

Average Administrative Payment 

FY 2004: $ 245,599

FY 2005: $ 247,993 

* In FY 2004, Oklahoma had a higher number of 
overpayments due to providers billing for children 
who were not receiving care. These overpayments 
were corrected in FY 2005, resulting in a lower 
average amount paid per child.
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Appendix C: Child care subsidy overview
Child care subsidy programs help families with low 
incomes pay for child care while they work or meet 
WorkFirst participation requirements. When a family 
qualifies for child care subsidy benefits and chooses 
an eligible provider, the state pays a portion of the 
cost of child care. The parent is also responsible to 
pay a copayment to the provider each month. 

DEL as the lead agency is responsible for setting 
and interpreting child care subsidy policy, as well 
as overseeing child care quality initiatives and 
child care licensing functions. DEL provides policy 
oversight for Working Connections Child Care 
(WCCC), Seasonal Child Care (SCC), Seasonal Day 
Camps (SDC), Homeless Child Care (HCC), and just 
within the last legislative session received oversight 
of the Medicaid Treatment Child Care (MTCC).

DSHS provides eligibility determination services 
and manages provider payments for the WCCC and 

SCC programs. These services, primarily provided 
through the DSHS Contact Center, are overseen and 
supported by several large DSHS divisions, including:

Economic Services Administration’s (ESA) 
Community Service Division (CSD)

•	 Community Service Offices and Contact Center

•	 Quality Assurance Office (QA) 

•	 Office of Fraud and Accountability (OFA)

•	 Management Services Administration’s (MSA) 
Social Service Payment System (SSPS)

•	 Financial Services Administration (FSA). 

The chart on the following pages provide two 
ways of understanding the complex nature of how 
the child care subsidy system operates and the 
challenges it presents.
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Process phase Parent action Applicable 

systems
Provider action Applicable 

systems

Application •	 Parent applies 
for CCSP 
benefits 
through DSHS 
Contact Center 
process (phone, 
online, fax 
or drop-off 
application).

•	 DSHS has 30 
days from 
receipt of 
application 
to complete 
phases 1-3.

DSHS Contact 
Center

DSHS Online Portal

WithinReach

CSO Mobile Vans

Hard-copy 
application

DMS scanning

Hard-copy 
application, and 
DMS scanning 

•	 Provider applies 
for Washington 
state business 
license 
and other 
appropriate 
city and county 
agencies.

•	 Provider 
completes child 
care licensing 
application 
process with 
DEL.

•	 Provider 
requests 
authorization 
to serve 
subsidized 
children. 

•	 In-home/
relative 
providers work 
with the call 
center to obtain 
approval for 
providing child 
care. 

FamLink

Electronic Licensing 
Forms (ELF)

Managed Education 
and Registry 
Information Tool 
(MERIT)

SSPS

Child Care Check

WCAP/ Barcode
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Process phase Parent action Applicable 
systems

Provider action Applicable 
systems

Verification •	 DSHS verifies 
family income, 
citizenship 
or residency 
of children, 
support 
enforcement 
participation, 
work or 
WorkFirst 
participation, 
among other 
factors. 

•	 If eligibility is 
approved, DSHS 
determines 
family 
copayment, 
and reviews 
parent and child 
schedule to 
determine units 
of care needed. 

•	 Parent chooses 
eligible licensed 
provider OR 
follows process 
to determine 
exempt 
provider 
eligibility. 

WCAP

Support 
Enforcement 
Management 
System (SEMS)

The Work 
Number, an online 
employment 
verification system 
(TALX)

ACES

State-Online Query 
(SOLQ)

Department of 
Health (DOH)

Felony Offender 
Reporting System 
(FORS)

Automated Client 
Eligibility System  
(ACES) 

LMEN (Submenu 
within ACES)

SSPS

EJAS (Washington 
case management 
system )

•	 When subsidy-
eligible parent 
requests 
a licensed 
provider, 
provider’s 
licensing status 
is verified by 
DSHS. 

•	 If parent 
requests 
exempt 
provider, 
additional 
process (WCCC 
app part 2, 
CBI). 

WCAP

SEMS

TAKS

ACES

SOLQ

DOH

FORS

LMEN

ACES

SSPS

EJAS

Authorization •	 Eligible provider 
notified that s/
he is authorized 
to be paid for 
subsidized child 
care.

•	 Authorizations 
may change 
during the 
certification 
period as family 
circumstances 
change and are 
reported. 

SSPS

Email

Mail

Once parent 
is determined 
to be eligible, 
units of care are 
determined and 
parent chooses 
eligible provider, 
DSHS sends the 
provider a notice 
authorizing 
subsidized child 
care services. 

SSPS

Email

Mail
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Process phase Parent action Applicable 
systems

Provider action Applicable 
systems

Certification 
Period

•	 3-6 months 
based on 
Individual 
Responsibility 
Plan (IRP) for 
TANF families.

•	 6 months for 
non-TANF 
families.

•	 12 months for 
families who 
have a child 
enrolled in 
Head Start, Early 
Head Start or 
ECEAP.

•	 Change of 
circumstance 
(income, family 
size, work, 
WorkFirst, 
provider) must 
be reported to 
ensure ongoing 
eligibility. 
DSHS verifies 
these changes 
as they are 
reported. 

ACES

SSPS

EJAS

WCAP 

•	 Parent is 
responsible to 
pay the provider 
a monthly 
copayment, as 
well as for child 
care for reasons 
other than 
those approved 
by DSHS.

•	 The provider 
tracks 
attendance 
and other child 
care services 
(registration, 
field trip, absent 
days, etc) 
and bills the 
state. 

Manual processes 
handled between 
the provider and 
parent.    
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Process phase Parent action Applicable 
systems

Provider action Applicable 
systems

Reapplication Process repeats. DSHS Contact 
Center

DSHS Online Portal

WithinReach

CSO Mobile Vans

Hard-copy 
application, and 
DMS scanning 

•	 Parent and 
provider receive 
notice 4-6 
weeks before 
the end of 
the current 
certification 
period. 

•	 In some cases, 
4-6 weeks 
advance 
notice is not 
possible (i.e., 
parent chooses 
new provider, 
provider stops 
caring for 
child, parent’s 
eligibility is 
terminated). 

SSPS

Email

Mail
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Appendix D: Summary of electronic attendance tracking in other states

Alabama – Child Care Time and 
Attendance System (TAS)
http://dhr.alabama.gov/services/Child_Care_
Services/documents/Child%20Care%20TAS%20
Overview.pdf

TAS is an electronic process of recording a child’s 
attendance and provides for a more accurate 
and timely capture of time and attendance data 
using a point of service (POS) device. The system 
calculates and reimburses providers based on the 
time and attendance data collected. The POS device 
is provided free to providers; eliminates manual 
processes for state staff and child care providers, 
allows child care providers access to attendance and 
payment information, directly deposits payments, 
and increases the frequency of reimbursements to 
providers. Parents will receive a swipe card, to use 
with the POS device.

Indiana - Hoosier Works for Child Care 
(HWCC) Electronic Payment System
https://www.hoosierchild care.com/ecc/forms/
ProviderManual_StateApproved_Final_2_EN.pdf

The Hoosier Works for Child Care (HWCC) Electronic 
Payment System is used to record the time and 
attendance of children in child care facilities and to 
generate payments to child care providers. A Point 
of Service (POS) machine and a swipe card is used by 
parents or other authorized representatives to enter 
a child’s attendance information. A manual keying 
option is also available. This system calculates and 
generates the provider’s payment. 

Louisiana - Tracking of Time Services 
(TOTS) for Parents 
http://www.dss.state.la.us/index.cfm?md=pageb
uilder&tmp=home&pid=276

TOTS tracks a child’s time in care with the provider. 
Children are checked in and out of care daily using 
the electronic process. Payments are not made if 
children are not properly checked in or out by the 
parent, guardian or Household Designee. TOTS uses 
a biometric finger imaging process of the parent 
or designee, and also offers an interactive voice 

response system. A finger image measures physical 
characteristics and converts them into a numeric 
identification code. Lessons learned include allowing 
sufficient time to roll-out the program and providing 
adequate training. A one-month pilot project was 
not sufficient. A monthly cost per service month per 
child of $4.75 is reported.

New Jersey - E-Child Care 
http://www.state.nj.us/humanservices/dfd/
programs/child/echildindex.html

Using either a telephone or a swipe card system, 
e-child care provides real time tracking and 
verification of child care attendance. It automates 
and eliminates manual processes including paper 
invoices. It provides more efficient services to 
providers, including quicker payments; and it 
provides a portal where providers can check a child’s 
authorization, see who is registered at their center, 
obtain daily check in/out report and other reports 
on enrollment and attendance. The technology 
will improve accountability, and strengthen and 
update business practices in New Jersey’s child care 
industry.

New York - Child Care Time and 
Attendance (CCTA) System
http://ccta-newyork.com/faqs.htm

A child’s attendance is collected in a variety of ways: 
a parent uses a computer available at the provider’s 
facility to check-in/check-out their child; or the 
provider inputs and submits attendance if there is 
not a computer available to parents; or the provider 
continues to use a manual process if the provider 
does not have a computer. CCTA calculates payment 
which is reviewed and approved prior to processing 
the payment. These steps will reduce the time that 
district staff currently spends manually processing 
paper attendance sheets and calculating payments. 

North Carolina - Subsidized Early 
Education for Kids (SEEK) 
http://ncchild care.dhhs.state.nc.us/general/
mb_SEEK.asp

Eligible parents receive a secure magnetic stripe 
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card with family specific information. Parents swipe 
the card through a Point of Service (POS) machine 
located in the child care facility to check the child in 
or out of care. An authorized adult can also complete 
the check-in/check-out process. The system records 
the date and hours of attendance of children 
participating in subsidized child care and use this 
information when determining the payment to 
the provider. The state leases the machines but the 
provider must have a telephone land line or a cable 
internet connection for the machine. Providers will 
be able to print attendance and other reports from 
the POS device or through the Provider Web Portal.

Ohio - Electronic Child Care (ECC)
http://jfs.ohio.gov/cdc/ECC.stm

ECC is an automated time and attendance system 
that uses a POS (Point of Service) device and a 
magnetic stripe card to track a child’s attendance 
each day. The data collected by the POS device is 
transmitted to the Ohio ECC system for verification 
of benefits and calculation of provider payments. 
The system automates the collection of attendance 
data and provides real-time attendance records and 
reports on authorizations, attendance and provider 
payments through the Point of Service (POS) device. 
The electronic system has decreased errors and 
improper payments. 

Oklahoma - EBT/e-child care: 
http://www.ebt.acs-inc.com/ecc/pdfforms/child 
care_%20provider_%20manual.pdf

The system records a subsidized child’s time and 
attendance in child care facilities, and generates 
payments to day care providers. Parents or 
authorized representatives must use a POS 
machine and swipe card to log a subsidized child’s 
attendance. The system calculates and generates 
the provider’s payment, and provides a daily 
receipt of the times children have checked in or 
out of your facility. Providers can check on a child’s 
authorization, and a family’s copayment amount 
using the system. The machine is made available to 
providers at no cost.

Texas - Child Care Attendance Tracking 
http://www.workforcesolutionschild care.com/
ccaa/pdf/provider_information.pdf;jsessionid=D
6C78F1DA7A35B5E234A5325063E20C1  

This system only tracks attendance and does not 
process provider payments. A parent swipes the 
magnetic stripe card through a POS device in the 
child care facility or uses a telephone in home-based 
care. Swipe cards are issues through the existing 
eligibility system. Only one card is needed for a child 
with multiple providers; and easily transferred if a 
family chooses a new provider. Families may receive 
up to four cards, to allow authorized representatives 
to pick up or drop off the child(ren). 

Virginia - Electronic Child Care System 
(ECCS)
http://www.dss.virginia.gov/files/division/cc/
assistance_page/providers/ecc_registration/
Electronic_CC_Presentation.pdf

The ECCS provides accurate and timely tracking 
and verification of child care attendance and 
in timely and accurate payments to providers. 
The system automates and reduces manual 
processes, streamlining processing of child care 
reimbursements for vendors and staff. Parents 
confirm that the care was provided to their child 
by using the POS device and swipe card. Providers 
will need internet access via a modem and “dial-up” 
(analog) telephone line or Broadband or DSL, and an 
electrical outlet. Installers provide in-person training 
on use of device, maintenance and how to receive 
technical assistance.
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Appendix E: Focus group input 
DEL conducted two focus groups in September 2011. 
DSHS staff, licensed providers, exempt providers, 
Local SEIU 925 representatives, child care resource 
and referral staff, Head Start and ECEAP providers, 
and parents were invited to attend, and share their 

experiences both positive and negative with the 
current subsidy system, and to explore the pros 
and cons of implementing an electronic time and 
attendance system statewide. 

Yakima, September 24, 2011

Attendees: 

•	 Manuel Villefan Jr, WSMC

•	 Margarita Valtierra, SEIU 925

•	 Vicki Hobbs, DSHS

•	 Diana Rogers, DSHS

•	 Shannon Blood, DEL
What works in the current subsidy system?

•	 Direct contact — one person to answer questions/liaison 

•	 Invoice Express/Direct Deposit — no “snail mail” delay

•	 Specialized Provider Line; decreases wait time for answers

•	 Multiple access points; especially important for rural and migrant families

•	 Mobile CSO big help

•	 30-day or sooner response on applications/eligibility

•	 SN Level 2 weekly evaluation; quick turn-around; standardized process
Challenge or Barrier in Current Subsidy System Solutions

Language barrier (especially SCC) and cultural 
differences

Resource leveraging: what do we have that we can 
share with each other? For example:

•	 Farmworker’s Clinic — cultural competency 
trainings

•	 SeaMar

•	 WithinReach

•	 Department of Commerce

•	 Ready by 5 (limited)

•	 WSMC/EPIC — HS/ECEAP: if parents, many who 
are providers, interested in subsidy information/
cultural competency as part of parent trainings, 
can provide
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Yakima, September 24, 2011

Wait list

•	 Decreased access; parents lost jobs

•	 Providers impacted; lost business

•	 DSHS staff workload increased

•	 Children impacted negatively 

Ensure Legislature knows about the impacts

•	 FG participants will send specific information

•	 Limited providers in areas —especially special 
needs (SN) providers

•	 Providers need support for high-risk kids 

•	 R&R — used to have funding and tools for 
recruitment in outlying areas; Identified provider 
interest; had grants to help train and equip SN 
providers

•	 Create communities: communities raise children 
and care for each other, for folks in need

Verifying employment

•	 Difficult to get the information from employers

•	 Some employer letter wording misrepresents 
hours worked and money earned; decreases 
access to benefits for families

Flexible, varied schedules for parents does not fit 
SSPS system; employers not able to specify

•	 Specific form or letter for what is earned and for 
what is worked

•	 Policy fix — policy that recognizes flexible, 
varied schedules and allows for average weekly 
hours but not specific to days or times, except 
evenings/weekends when related to bonus pay

•	 Address stigma issue for parents and for 
employers; maybe take communicating with 
employers out of the picture; don’t contact the 
employers for verification — find another way

•	 If can’t take employers out of the picture, 
educate employers about what this is, why it 
is important, how it benefits their business — 
build rapport and show the benefits

•	 Address employer concerns with what can be 
legally shared

Access to, or ability to get, current updated provider 
rates, hours and availability limited

Stumbling block — how to identify/verify if provider 
actually has room (capacity)

Provider File is manually input into WCAP/Barcode 
and updated as time allows — it is not linked to 
FamLink

Worker calls provider to find out if space is available

•	 R&R updates some provider information

•	 Child Care Check has some updated information 
– maybe add more?
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Yakima, September 24, 2011

Providers don’t get enough training on how to bill 
for subsidies; only 1-2 times per year

Other service providers (I.e., home visitors for HS/
ECEAP try to coach or help providers during home 
visits with their billing; and don’t necessarily know 
all the rules, either)

•	 Limiting training availability; PC or web-based 
is a hardship; providers may not know how to 
use a PC or don’t have one and local library may 
have some but limited usage time

•	 Reduce billing complexity – use EBT or other 
system to do that piece (connect with WSMC — 
they have developed an internal system)

•	 More automated system would be good; 
but providers cannot bear the costs of the 
equipment

EBT — A Possible Solution; Group Ideas (Pros/Cons)

•	 Would eliminate huge amounts of paperwork

•	 Decreases error significantly

•	 Adds additional safety pieces for tracking children’s whereabouts

•	 Can be used for more than just attendance (medication tracking; sick days tracking)

•	 WSMC has a homegrown scan card system that they are willing to tell us about

•	 Cards are on paper with a scan code attached

•	 Parent enters building with child; takes scan card from entrance and goes to classroom; scans card at 
entrance and places card in slot at entrance; reverse process on home-going; have not had issues with 
improper use; useful in verifying if all children present and accounted for; ability to correct if swiped 
incorrectly

•	 EPIC has a punch code system (sort of like an employer time clock)

•	 Who is going to pay for the cost of equipment and installation? Providers cannot pay for this.

•	 Group liked idea of swipe card not going with parent; reduces loss/replacement; liked the use of visual 
tracking
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Tumwater — September 27, 2011

Attendees: 

•	 Sheran Sugimoto, ESD 113 HeadStart/ECEAP

•	 Kimberly Pearson, ESD 113 HeadStart/ECEAP

•	 Sherry Schleufer, SEIU 925

•	 Maryjane Shearer, Licensed family home provider

•	 Kelly Kelly, License-exempt provider

•	 Linda Pete, License-exempt provider

•	 Sokha Bunn, Child Care Action Council

•	 Flo Allen, KCorp (Kindercare)

•	 Vicki Hobbs, DSHS

•	 Diana Rogers, DSHS

•	 Edie Choate, Licensed family home provider

•	 Shannon Blood, DEL

•	 Mark Rosen, DEL 
What works in the current subsidy system?

•	 Provider Line; Call Center: good follow-up and help

•	 Provider e-mail

•	 Automated phone line for providers

•	 End date notices for parent authorizations

•	 Keeping parents clearly informed of consequences

•	 Consistent liaison between DSHS and DEL

•	 Invoice Express (for smaller billings)

•	 EFT notices (amounts/date deposited) – always happens; always on time
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Tumwater — September 27, 2011

Challenge or Barrier in Current Subsidy System Solutions

•	 Cuts to budget and program by legislature and 
Governor; overall economic impacts (hiring 
freezes, reduced staff)

•	 Need more communication with all the people 
involved in the system (parents, providers, 
stakeholders, eligibility workers)

•	 Wait list – need to find a way to prevent or to 
make it easier 

•	 Payments stopped when case worker makes 
error

•	 Employer verification difficult – doesn’t seem 
to be important to the employer; but it is very 
important to the parent and the provider; once 
every 6 months to verify schedule not enough

•	 Uncertainty around parent’s eligibility and 
authorizations; changeable

•	 Eligibility workers need more training on the 
rules

•	 Changing an authorization is process (and 
system) intensive

•	 There is a 2-4 week delay for parents to reapply 
right now

•	 Online changes are more onerous to make/
report

•	 Complexity of the program as a whole

Uncertainty around parent’s eligibility and 
authorizations; changeable

•	 Create provider account similar to bank account 
that allows a provider to check on parent’s 
eligibility and authorization; link provider and 
parent numbers

•	 Improve communication between parents 
and the state based on parent need; find way 
to make more accessible the ways changes in 
circumstances can be reported

•	 More access to more computer options; set up 
kiosks in libraries, child cares, etc.

•	 More info out on rules to qualify for benefits, 
how to apply, options for ways to apply

•	 More training on the subsidy system for all 
involved parties

•	 Support stakeholders in sharing subsidy 
information out to other providers and parents

Changing Authorization Process – Intensive

•	 Update systems; hire college interns to fix the 
systems so they talk to each other

•	 Streamline the way the systems interact 

•	 Connect the systems

•	 Consider a new system

•	 Provide clear education for parents, providers 
and eligibility workers 

•	 Make clear the difference between an eligibility 
letter for a parent and an authorization for care 

•	 Make the information on rules and process 
available a variety of ways

•	 Make sure initial information is accurate 

•	 Clear terminology – what do things mean? 
(Eligibility/certification period/authorization)
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Tumwater — September 27, 2011

•	 Parents varying/flexible schedules make it hard 
to authorize

•	 Tough for parents to get through to the Call 
Center; not convenient hours for the parent’s 
work schedule or needs

•	 Training for rules

•	 Better training on subsidy rules and process for 
providers and eligibility workers

•	 Billing changed in last year – 23 days/month not 
allowed, even if worked

•	 Any reported change can have far-reaching 
consequences for a parent – and then the 
provider; changes, even small ones, in parent 
income can end eligibility; how can this program 
work so that it doesn’t cut off benefits – so it 
can let the parent know the upper limit for 
eligibility?

•	 Helping center staff understand subsidy ins and 
outs

•	 Need more “process” information

•	 How to help support parents in reporting 
changes of circumstances (who/how)

•	 Parents are caught in the quagmire

•	 Difficult to get parents to sign in consistently 
and accurately – very hard for a large center

Flexible Schedules

•	 Create option that allows for open availability or 
open schedule

•	 Get employer verification of schedules twice per 
month

•	 Require fewer changes to be reported

•	 Authorize after get work schedule on a monthly 
bases (concern that this would further delay 
payment)

Employer Verification

•	 Make it a legal requirement for the employer to 
cooperate

•	 Provide incentives for the employer to cooperate

•	 TAKS (costs to use, but possibly incentivize this 
for employers to use?)

•	 Acknowledge employers have many demands; 
not a priority for them

Better Training On Subsidies

•	 Mandatory training for all providers

•	 Simper system would eliminate some training 
issues

•	 Online training/webinar/module training; more 
convenient  
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Tumwater — September 27, 2011

EBT — A Possible Solution; Group Ideas (Pros/Cons)

•	 Benefits may include: runs reports, reduces paperwork, reduces fraud, simplifies system, has potential 
cost savings

•	 Could print attendance reports from system instead of sign-in sheets for audit purposes

•	 Easier to swipe card than sign full legal signature; if eliminates need for fill, legal signature, it’s helpful

•	 Greater attendance and billing accuracy

•	 Possible to bill weekly

•	 Not everyone has a land line

•	 Must have training on new system

•	 Agencies must have updated systems to handle electronic attendance

•	 Intrusive for exempt providers

•	 Unless state installs a dedicated line, too costly

Questions

•	 How is it working in other states; what are the glitches?

•	 Can it be used with other swipe card systems (such as food benefits? CACFP?)

•	 Would this eliminate hard copy record keeping and reporting?

•	 Just subsidy parents? Or all parents? Will there be an incentive to cash pay parents to use? What about 
stigma to other parents?

•	 Will this take more time than the current process? What will it take to make sure parents do this?

•	 How does parent’s back-up person get cards?

•	 What if the power goes out or the PC goes down?

•	 What happens when a parent loses the card? What if stolen? Centers see this with other card systems. 
How difficult to replace the cards?

•	 How will providers be compensated for the use of their electrical, PC, etc., to run these systems?

•	 How does provider verify correct person picking up the child if relying on subsidy swipe card? Is this 
more or less safe for kids?

•	 Already difficult navigating subsidy with multiple providers; will a different swipe card be needed if 
multiple providers, or will cards hold multiple codes?

•	 Will parents be charged fees to use these cards? Who is the vendor going to be?

•	 What about cost of installing, maintaining, upkeep, transfer? High turnover in exempt provider 
population 
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Early Learning Advisory Council  
Group Conversation

October 17, 2011
Attendees:

Tafra Jones — Algona, WA

Bianca Bailey – Ellensburg, WA

What’s working now?

•	 Hold times are down on the Call Center phones

•	 Staff more pleasant; better customer service 
generally

•	 Hearing positives about customer service from 
other parents

•	 12-months eligibility; doesn’t interrupt current 
cycle; easier on parents

Issues/Concerns

•	 Workers seem unfamiliar with WCCC changes; 
parents get mixed messages about eligibility. 
Each incorrect answer results in parent’s 
additional time on the phone going up the chain 
of supervisors; parents don’t have that kind of 
time to spend.

•	 Benefits do not cover all the children in one 
household when parent takes on a “non-needy 
relative” and needs child care; this means two 
sets of eligibility paperwork and verification 
processes and two copayments because the 
children are considered part of different families, 
even though one home. 

•	 If the waiting list is closed, why are we still 
getting letters?

•	 Child care centers refuse to take special needs 
kids until they get approval for the special needs 
rate.

•	 Still being told that the Call Center is not taking 
calls after 2:30 pm.

•	 Manual attendance form hard to use when 
checking child in and out multiple times during 
the day for doctor’s appointment, etc. Not 
enough space for the full signature each time.

Solutions

•	 Use email for parents and providers; with budget 
cuts, spending money on multiple notices and 
postage does not make sense. Most parents have 
email; WorkFirst parents are shown how to set up 
free email access and can use the computers in 
the local CSO to check their email.

•	 Require more mandatory training for workers so 
they are clear on what the WCCC rules are.

•	 Expand Call Center hours; reduce transfers and 
hold time; it’s better, but still a hardship.

•	 Change the Call Center hold sequence so that 
a caller is told up front if the lines are too busy 
to take the call rather than after entering client 
identification and other information, and waiting.

Electronic Attendance 

•	 Need one swipe card work for ALL children 
in one family, including non-needy relatives 
or other children being cared for as the legal 
custodian.

•	 Must have enough cards for back-up persons to 
drop-off and pick-up the child.

•	 Swipe card is preferable to biometric approach; 
concerns for immigrants and their fears and how 
even legal immigrants are really struggling right 
now.

•	 Suggest electronic attendance system for ALL 
parents, not just subsidized parents to avoid 
stigma.

•	 Extra child safety if only designated person 
(s) with a card can pick up the child from care. 
“No card, no pick-up.” That would be a big plus, 
especially in cases of domestic violence.

•	 Leave the swipe card with the provider as long as 
only the parent or designated person has the pin 
number.

•	 Don’t link to Provider One or other EBT card; not 
everyone has one.

•	 Make the card easily identifiable as child care 
card with a fun, kid-friendly graphic.
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Appendix F: Other stakeholder input 
The following sources represent the ways both 
agencies have reached out to parents, providers 
and other stakeholders over the years to learn more 
about the impacts of the current child care subsidy 
system and to gather improvement ideas.

2011 WorkFirst Redesign and One Table 
Conversations 
http://www.workfirst.wa.gov/reexam/
redesignteams.asp

Impacts of HB 3141 on the Working 
Connections Child Care Program
http://www.del.wa.gov/publications/research/
docs/WCCC_12monthauthorizationimpactstu
dy_9012011.pdf

Audit of State Payments to Child Care 
Providers
http://www.sao.wa.gov/AuditReports/
AuditReportFiles/ar1006484.pdf

Early Learning Recommendations to the 
Governor for Action in 2010
http://www.del.wa.gov/publications/elac-qris/
docs/GovRecommendations120109.pdf

2010 Licensed Child Care Provider Market 
Rate Surveys in Washington State
http://www.del.wa.gov/publications/
research/docs/LicensedChild 
careInWashingtonState_2010.pdf

2008 Licensed Child Care Provider Market 
Rate Surveys in Washington State
http://www.del.wa.gov/publications/
research/docs/LicensedChild 
careInWashingtonState_2008.pdf

2008 Child Care Subsidy Study
http://www.del.wa.gov/publications/subsidy/
docs/WAChild careSubsidyReport.pdf

2008 Washington State Parent Needs 
Assessment
http://www.del.wa.gov/publications/research/
docs/WA_DEL_PNA_SurveyReport.pdf

Additionally, there are many partnerships and 
opportunities for citizens and stakeholders to 
provide feedback on a variety of child care and early 
learning issues, including the child care subsidy 
system. Probably the most widely known and 
recognized include the Early Learning Advisory 
Council (ELAC) and the DEL Parent Advisory Group 
(PAG). 

To learn more about these groups: http://www.del.
wa.gov/partnerships/Default.aspx
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Appendix G: Additional resources

The Economics of Child Care
Cornell University in Ithica, New York, developed a 
policy briefing to help state policymakers calculate 
the stimulus effects of increased child care spending 
on output and employment in the state economy. 
They identify three important aspects of the child 
care sector to consider when assessing the economic 
impact of the child care industry: 

•	 Direct employment and output in the child care 
sector 

•	 Multiplier effects of the sector in the broader 
regional economy

•	 Social infrastructure role child care plays in 
supporting the parent workforce.

The following links provide the complete briefing 
and associated information:

Recession, Stimulus and the Child Care Sector: 
Understanding Economic Dynamics, Calculating 
Impact by Mildred E. Warner, Ph.D. (Cornell, 2009): 
http://government.cce.cornell.edu/mirror/
documents/publications/163.pdf

Linking Economic Development and Child care 
(Cornell): http://government.cce.cornell.edu/doc/
reports/child care/

Lean Principles
Washington state is applying Lean concepts, 
principles and tools to create and deliver value from 
the perspective of the customer or the client, while 
maximizing scarce resources. It is reported that other 
State agencies have found Lean benefits include: 

•	 Providing better customer service. 

•	 Reducing process complexity and enhancing 
process speed. 

•	 Producing quality products and services. 

•	 Improving staff morale. 

More information about how Lean is being used in 
Washington state:

http://www.accountability.wa.gov/leadership/
lean/default.asp 

More information about Lean principles: 

http://www.lean.org/whatslean/

Collective Bargaining Agreement for 
Licensed Family Child Care and In-Home/
Relative Providers 
http://ofm.wa.gov/labor/agreements/11-13/child 
care.pdf

Child Care Subsidy Billing Booklets
Licensed and exempt providers are required to 
follow the rules and guidance provided in the child 
care subsidy billing booklets, available online and in 
hard copy. Additionally, providers covered under the 
Collective Bargaining Agreement receive mandatory 
training in properly billing the state. Billing booklets 
and other subsidy billing information is available at:

http://www.del.wa.gov/requirements/info/
subsidy.aspx


