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MyChildSupport

Virginia Department of Social Services

I. Purpose

The Virginia Department of Social Services - Division of Child Support Enforcement’s (DCSE)
MyChildSupport portal provides customers, employers, and third parties with access to a variety of online
child support services. Customers have the ability to view and update case information, obtain, and
manage payment information, and make payments. Employers and third parties have the ability to
manage and make payments on behalf of parents.

This resource guide is designed to help all employers who provide information about MyChildSupport to
parents, employees and other parties making payments.

Since its release, there have been several updates and enhancements made to the MyChildSupport portal.
These enhancements include:

e How to view recently visited sites

e The ability for employers to enter a dollar amount when making payment(s)
e A customer feedback tool

e Targeted system messages

e Allow the employer to upload case specific documents

This resource guide will discuss, in further detail, these enhancements, the many features of the
MyChildSupport portal, how to maneuver within the portal, how to utilize the portal, and where to find a
variety of information.

II. Access

The MyChildSupport portal can be accessed from a computer, tablet, or smart phone (Android, iOS) by
visiting the Virginia Department of Social Services website, clicking on “Child Support” on the top ribbon
and “My Child Support” from the drop-down list.
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The portal can also be accessed directly through its URL, https:/ /mychildsupport.dss.virginia.gov/.
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III. Home Page

The MyChildSupport home page provides a brief description of the services provided by the Virginia
Division of Child Support Enforcement (DCSE) as well as current portal services available to employers .
Users can click on “Parents/Guardians”, “Employers”, or “Others” for a drop-down list of services
provided to each participant type.
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MyChildSupport portal services currently available to employers include the ability to:

e Submit payments for multiple employees at one time
Add/remove up to 2 additional users authorized to make payments on behalf of employer
Schedule child support payments to be automatically withdrawn from a bank account

Manage payments by viewing, canceling, and/or reporting payments made through the portal
Upload Documents

The MyChildSupport portal home page allows employers to sign in using a username and password
they create, register for a MyChildSupport account, and make payments.
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Register/Sign In: In order to schedule, make, and/or manage payments, employers must first register
for a MyChildSupport portal account. Once registered, the employer will use the username and
password they created to sign into their account.

Additional Payment Information: The blue ribbon located at the bottom of the home page provides

additional payment options for employers. Employers can also access frequently asked questions and
answers in this section.

Wirgimd Deparmen! of Sodis Safvicea Bddiitionl Payreesnt
A1 E Main Syoot DOptioes

Rishmaond W 2512-2801

Custonse Sarnte Danter [B00) $55-2804

Zngpurtisd browsers plse
Cipova, Eige asd Safa

Employers can remit payments via online banking, mailing a check or money order, via their payroll
company, ExpertPay, direct deposit, electronic funds transfer or by phone via the MyChildSupport voice
response system. The frequently asked questions include information regarding enrollment, payments, the
processing of payments, and contact information for technical assistance.

V. Register/Sign In

The employer will choose ‘“If you are an employer, click here.

A. Employer

Once selected, the employer will be directed to the Account and Personal Information page where they
will be prompted to enter their contact information, create a username and password, enter bank account
information, and select and answer security questions.
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Once the employer has completed all required fields, the employer will click “Go” which will direct them
to the Terms of Service. The employer must agree in order to continue with the registration process.
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The employer will click “I agree” then “Save”. The “Email Activation” message will display advising
the employer that their account has been created however, the employer must click the activation link
in the email, which is automatically generated by the portal within 24 hours to complete the activation
process. Once the employer has activated their account, they may return to the home page and sign in
using the username and password they chose.
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If the employer selects “I Disagree”, they will be redirected back to the MyChildSupport home page,
and their account will not be created.
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VI. Forgot Username or Password

If the employer forgets their username or password, they can click on the “?” to retrieve their username or
reset their password.
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A. Username
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To retrieve the username, the employer should click on the “?” next to the username field. This will prompt
the “Forgot your username? Click here” hyperlink to appear.
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The employer will click on the hyperlink, which will direct them to the Forgot Username page. Here,
the employer will be prompted to enter their email address to have their username emailed to them.
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Once the employer has entered a valid email address and clicks “Go”, a confirmation message will
display that advises the employer that their username has been sent to the requested email address.
The employer should click “OK” to be returned to the Homepage and a confirmation email from
donotreply@dss.virginia.gov will be sent providing their username.
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Confirmation

B. Password
If the employer forgets their password, the employer should click on the “?” next to the password field.
This will cause the “Forgot your password? Click here” hyperlink to appear.
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The employer will click on the link to be directed to the Password Reset Request page where the
employer will enter their username and last four (4) digits of their phone number.
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Once the employer has completed the required field, the employer will click the “Go” button, which
will direct them to the Security Questions page. The employer will answer three (3) security questions
and click “Go”.
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The portal will display a message advising the employer that a password reset request link has been
emailed to them and they must reset their password within 24 hours.
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The employer should click on the “Reset My Password” link provided in the email. This will automatically
open a new, separate Internet Explorer tab to the portal to complete the username verification step in the
reset password process. Here, the employer will be prompted to enter their username.
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Once the employer has entered their username and clicks the “Go” button, the employer will be directed to
the Change Password page to enter their new password.
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Change Password
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The portal will automatically detect and advise the employer of the security strength of the new password.
Additionally, the portal will advise the employer that the “Confirm New Password” field matches the
“New Password” field. The employer will click the “Save” button.
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Change Password
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A message will display that advises the employer their password has been updated successfully and
provide a link to the portal home page to allow the employer to sign in with their new password.
Additionally, the portal will send an email to the employer advising of the password change.
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Password Change Confirmation
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VII. Emplover Dashboard

Once the employer has registered and signed into the portal, the Dashboard will automatically display.

Menu: The left side of the page displays menu options, which allows the user to navigate to
additional content available on the portal.

Recently Visited Pages: The Recently Visited Pages section will display the last three most recently
visited pages since the employer’s last login into the portal.

Change View button: The “Change View” button allows the menu options on the left side of the page
to appear and disappear.

Recent Payments through MyChildSupport: The Recent Payments through MyChildSupport section
of the Dashboard will display all MyChildSupport portal payments made within the last 30 days. If no

payments have been made via the portal within the last 30 days, a message will display that reads “No

recent payments”.

Account Information: This section of the portal will display the date and time the employer last logged
into the portal.

Contact Us: The Contact Us button displays the telephone number for the Call Center as well as a
hyperlink that provides users with the opportunity to provide feedback regarding the portal.

If the user clicks on the “Have feedback? Click here” hyperlink, the “Customer Feedback” pop up box
appears “How was your MyChildSupport (MCS) Portal Experience today?” allowing employers to
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select “Get Started” to take survey or “No Thanks” to decline the survey. The survey allows employer
provide comments and feedback regarding their experience utilizing the MyChildSupport (MCS)
Portal.
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If the employer has a specific case question or concern, the user should click on the “Questions about
your Child Support Case? “Click here to email us” hyperlink. This will cause a new, separate Internet
Explorer tab to open directly to the Virginia Department of Social Services website and allow the user
to email DCSE directly.

NOTE: After approximately twenty (20) minutes of inactivity, users will be automatically logged out of
the MyChildSupport portal.
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Log out: Users can exit the portal by clicking on the “Log out” button, located in grey, at the top right
corner of the page.

System Messages: System Messages will display any system notifications to the user such as
scheduled maintenance, portal unavailability, etc. System messages are unique to each individual user.
Users may receive messages pertinent to their case and/or account. As such, users may not receive the
same message(s) as another user.

VIII. My Account

The My Account section of the portal allows the employer to update their profile, including contact
information, password, security questions and authorize users. Employers are also able to add authorize
users to make payments on behalf of the employer.
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A. Update Contact Information

The employer may update their address, email address and phone information. If the employer selects
“My Account” and contact information menu option, they will be redirected to the employer address
update screen. Once the employer enters their address, email address and phone information and
clicks “Submit”, an “Update Successful!” message appears.

The portal will display a message advising the employer to verify their address if the address is considered
undeliverable by the United States Postal Service (USPS). Once the employer selects the recommended
address and clicks “Save”, a message will display that advises the employer their address has been
updated successfully.
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Update Successful!

NOTE: Employers are able to update their addresses up to three (3) times within a 30-day period. Once this
limit has been reached, they will receive a message advising that the limit of updates has been reached. The
employer will then need to contact customer service to have their address verified and updated by a worker.

B. Contact Preferences

The Contact Preferences button allows the employer to update or change their contact preferences at any
time. The update or change will interface with iAPECS immediately and changes will be reflected in
iAPECS under Participant Detail.
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Email is the preferred contact method of the Division and is pre-selected as the defaulted contact
preference. Employers are unable to deselect this field.

Contact Preferences

Email [owr preferred method of communicatson)
may be times that we may need to contact you through an
ternats methad. In those instances how would you e to be
comactad? {select all that apply
O Tent

CPhone

Once the employer updates their preferences and clicks “Save”, a message will display that advises the
employer that their contact preferences have been updated successfully.
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C. Change Password

The Change Password page allows the employer to update or change their current password. The
portal will automatically detect the security strength of the new password. Additionally, the system
will automatically confirm if the “New Password” and “ Confirmed New Password” match.
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NOTE: Employers are able to change their password as often as they like, however, the portal
requires that the employer changes their password every 90 days. Approximately 5 days prior to the
password expiration date, the employer will receive an email notifying them of their password
expiration and necessity to change their password. Passwords cannot be reused and have the same
criteria and security strength requirements -~ ** -ir original password. The employer must first enter
their current password to verify the account.

D. Update Security Questions

The Update Security Questions page will allow the employer to update the security questions and
answers completed during the registration process. The employer must first enter their current
password to verify the account.
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Once the employer enters their current password and clicks the “Next” button, the Security Questions
page will appear. The employer must select and answer three (3) security questions. The employer will
click “Go” to save the changes.

1. Authorized Users
After establishing a primary account, employers are able to authorize up to 2 additional users to make
payments on behalf of the employer.
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a) Add Authorized Users - To authorize a user, the employer (primary account holder)
will send an email request to the selected user. Once user accepts the request, they
become an authorized user and are then able to send payments using the portal on the
employer’s behalf.

Add Authorized Users

B, e

b) Current Authorized Users - Employers can view a listing of authorized users and their

current status.

Current Authorized Lisers

Full Mime il Thrus
Wk N W LR TE | M LA ) (AL L
panat M _-|."l'|._| | i 4Te (AL

mara i hase! DDl oo Lt ) Linfar

FOWER TO ACT ON BEHALF OF EMPLOYER

¢) Unlink Authorized Users - Employers can remove/unlink an authorized user whenever
authorization is no longer granted by selecting Unlink beside that user’s name. Once
unlinked, user accounts become stand-alone accounts within MCS and will no longer
have access to the employer’s account.
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Note: By unlinking the primary account holder (highlighted in yellow), all secondary accounts become
unlinked as well. The employer will need to establish a new primary account holder and resend email
requests to complete the process to add authorized users again.

Payment Options .
A. Make a Payment

The Make a Payment page allows the employer to make child support payments directly to the Division of
Child Support through the portal using their established banking information for those employees who are
required to pay child support. Employers are able to add, delete or edit employees, enter amount to pay,
scheduled payments and request confirmation. If payment should not be made for listed employee,
employer can either delete employee from list or enter $0.00 in the amount field prior to submitting
payment.

Add Frmpsree

TS ALTLE

Once they have entered that information, the employer must choose “Next” in order to move to next
portion of the Make a Payment process.

Employers are taken to the Account Information page, where the payment amount and date are
automatically populated by the system. If edits are needed, employer can select previous to return to the
Add Employees page.

Once the employer reviews all payment information for accuracy and agrees to the “ Authorization”
statement, the employer must click “Submit” to make the payment(s).
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Once the employer selects “Submit”, the payment is submitted, and the confirmation page will appear.

The Confirmation page provides the employer with a summary of the payment terms and a confirmation
number that may be used in the search criteria on the Payments through MyChildSupport page. The
confirmation page may be printed by clicking the “Print” button and an additional copy of the payment
receipt will be sent to the employer’s email address on file.

The employer is again advised that payments scheduled after 4:30pm EST will be processed the following
business day and it will take two (2) to five (5) business days to process the payment.

If the employer selects “Pay my child support using my bank account”, the employer is directed to the
eCheck Account Information page where they are able to enter their checking or saving account
information to make their child support payment if they have not done so already.

NOTE: There is no fee for using a bank account to make a child support payment.
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Once the bank account information has been added, in order to submit the payment, the employer must
enter their Participant ID, the last 4 digits of their SSN, and the payment amount. Once they have entered
that information, the employer must choose “Next” from the Make a Payment page.

Add Lﬂ‘;‘ﬂ"Yr.:-J
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This will display the Schedule Payment page, which prompts the employer to review all payment
information. The is also an “Authorization” statement provided on the page that reads.

“By clicking "Submit", |, (payor’s name), authorize the financial institution
above to transfer to The Commonwealth of Virginia Division of Child Support Enforcement
from my checking account ending with " "(last 4 digits of account number) a child

support payment in the amount of S___. _ (payment amount) on (date).”

The non-custodial parent’s name, last four (4) of account number, payment amount and date are populated
automatically by the system. Once the employer has reviewed all payment information for accuracy and
agrees to the “ Authorization” statement, the employer must click “Submit” to submit to make the
payment.

Once the employer selects “Submit”, the payment is submitted, and the confirmation page will appear. The
Confirmation page provides the employer with summary of the payment terms and a confirmation
number that may be used in the search criteria on the Payments through MyChildSupport page. The
confirmation page may be printed by clicking the “Print Button”. An additional copy of the payment
receipt is sent to the employer’s email address on file. The employer is again advised that payments
scheduled after 4:30pm EST will be processed the following business day and it will take two (2) to five (5)
business days to process the payment.
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The payment can be viewed on the non-custodial parent’s Dashboard under the “Recent
MyChildSupport Payments” table, which displays the payment date, last four (4) of the SSN and the
amount. This payment can also be viewed under the custodial parent/guardian’s “Recent Payments to
Me” table.

If the employer clicks on the “more” hyperlink within the “Recent MyChildSupport Payments” or
“Recent Payments to Me” table, they will be directed to the MyChildSupport Payments page which
displays the payment date, last four (4) for the payer’s SSN, confirmation number, status (canceled,
failed, in process, processed or scheduled) transaction date and time and the option to cancel the
payment.

B. Payments through MyChildSupport

The Payments through MyChildSupport page displays the payment date, last four (4) digits of the
employee’s SSN, amount of payment, confirmation number, status (canceled, failed, in process,
processed or scheduled) transaction date and time and the option to cancel the payment. Employers
can search for a specific payment entering any of the following criteria (From Date, To Date,
Confirmation #, Payment Amount or Payment Status*) and selecting search.
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Employers who have established authorized users will also be able to see who made the payment on behalf
of the employer, which can be found in the table under “Authorized User”. If this field is left blank, then
the payment was made by the primary account holder under the employer’s account.

Updated August 2023 35




MYCHILDSUPPORT RESOURCE GUIDE

Users are also given the opportunity to export the results to PDF format for their records and/or printing
by clicking “Export to PDF”.

There are five (5) different payment statuses that the user may see when filtering through results. Those 5
payment statuses are:

e Scheduled - the payment has either been scheduled for a future date or has been
submitted but has not posted to the case.

e Canceled - the payment has been canceled by the payor.

e In Process - the payment has been accepted by the process server but has not cleared.

e Processed - the payment has been accepted and posted to the case.

e Failed - the payment failed to process or was not accepted.

From this screen, the user is able to “Cancel” payments by clicking “Cancel” next to the scheduled
payment. Payments can be canceled until 4:30pm EST daily.

When the user selects “Cancel”, a pop-window is displayed asking the user if he would like to cancel the
payment.

If the employer clicks “Cancel” to cancel the payment, the following pop-up box appears:
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Would you like to cancel
payment 110294867
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If the employer selects “No”, the window disappears, and the employer is directed back to the Payments
through MyChildSupport page. If the employer selects “Yes”, a pop-window displays showing that the
payment has been canceled.

Canceled!

The payment record will now display a payment status of “Canceled.’

Once the employer clicks “OK”, the changes are reflected in the Payments through MyChildSupport page
as “Canceled”; however, the payment will remain visible on the Dashboard under the “Recent Payments
through MyChildSupport” section.
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NOTE: Payments must be in an amount between $1.00 to $9,999.99. The user will receive a confirmation
email for all payments made, canceled, and scheduled. If the user has scheduled a recurring payment,
he/she will receive an email notifying them of their upcoming scheduled payment. If the user submits
multiple payments that fail to process, they may be restricted from making payments via the
MyChildSupport portal.

IX. Document Upload

Once signed in, employers are able to select Document Upload from the left task bar. Once selected,
employers will be directed to the Upload Document(s) window. Employers will need to select the
Document Type from the drop-down menu to select the specific name of the document they want to
upload. The following Document Types are available for an employer:

Once Document Upload is selected, employers will be directed to the Upload Document window. The
following Document Types are available for an employer:

General Correspondence
Employer Information Request
National Medical Support Notice
Income Withholding Order

Ll e
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Employers will see a prompt where they must enter
the specific case number associated with the
document(s).

Employers will then need to click select files to be
directed to their personal computer’s drive where
they can browse and select the specific file to
upload.

Once document(s) are viewable under select files,
customers will need to click submit to complete the
document upload process.

Note: Multiple files can be uploaded at the same
time under the same document type.

Upload Document(s)

Doousrnent Type

- 5elect Document Type - v

Case Number

Select files...

You may upload doouments in doc, doce, pdf, png, bmp, jpeg, and tf
image formats. Total upload size is limited to 2EME.

Upload Document(s)
Document Type

General Correspondence -

Select flies...
E testdocx
g

You may upload documents In doc, docx, pdl, png: bimp,
Jpeg. and tif image formats. Total upload size s imited to
28MB.
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Upload Document(s)

Employers will receive an error Docusmant Tywa
General Cormespondenos

message when the file format is
not supported (i.e.. csx &. xslx) or Satect imx

when a file is not attached prior to S S

clicking submit. Employers will

receive an upload successful pop-
up box when file(s) have been accepted.

After selecting “OK”, the employer will be directed back to the Upload Document(s) page, where
additional document types can be uploaded, if necessary.

Upload Successful!
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