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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 provide customers with information about MyChildSupport portal for
parents and other parties making payments.

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

e How to view recently visited sites

e A customer feedback tool

e Targeted system messages

e The ability for customers to view case actions with participant-specific details and expanded
information for certain case actions, and

e Allow the customer to update their contact information and contact preferences

e Allow the customer to apply for services online

e Allow the customer to upload case specific documents

e Allow the customer to request copies of case documents

e Allow the customer to send and receive messages

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.
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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.

Welcome - i virginia Depinment of Social Services

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 parents
and others (third parties). Customers can click on “Parents/Guardians” or “Others” for a drop-down
list of services provided to each participant type.

P it of Pl b 21, i o L T o v L1 s il P £ P il s ik
o o g "l s O o e e e

B bl L T

FE U T L S P T P ) B ST S T ) BT S R Y " | T i el D T Y T
L LT T R R e ]

MyChildSupport portal services currently available to parents/guardians include the ability to:

. Apply for child support services

o Update personal contact information and contact preferences

. View up-to-date case and payment information at any time

o Schedule child support payments that can be drafted from a bank account

. Manage payments by viewing, canceling, and/or reporting payments made through the portal
o Request child support payment information for income verification

. Upload Documents

U Request case documents

. Send and receive messages through the portal

. MyChildSupport portal services currently available to others include the ability to:
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. Make child support payments on behalf of other individuals
. 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

The MyChildSupport portal home page allows customers to sign in using a username and password
they create, register for a MyChildSupport account, make guest payments, and apply for child support
services.

Register/Sign In: In order to access case and payment information, schedule, make, and/or manage
payments, customers must first register for a MyChildSupport portal account. Once registered, the
customer will visit the home page to sign in by entering the username and password they created.

Multi-factor Authentication: Upon entering their username and password a message will be displayed
stating that an 8-digit verification code has been sent to the email address on file and be prompted to
enter that code to verify their identity. Only after the customer successfully enters the correct code and
selects validate MFA token will the customer be logged into their MCS account. The multi-factor
authentication tokens will expire after 24 hours. Customers will not be prompted to enter another code
until after that time has elapsed or after changing their password.

Guest Payment: Parties who do not wish to register for an account but would like to make a payment
via the MyChildSupport portal may choose the “Guest Payment” option. This option provides third

parties and individuals without an email address an alternative payment method rather than mailing
their payment or visiting a TouchPay kiosk located at a district office. Payments can be made via the
portal at any time and typically take approximately two (2) to five (5) business days to post to the case.

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

additional payment options for parents and employers. Customers can also access frequently asked
questions and answers in this section.
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For parents, payments may also be made through online banking, ExpertPay, MoneyGram, mailing a
check or money order, MyPay for military personnel, by phone via the MyChildSupport voice response
system or at a TouchPay Kiosk located in District Offices throughout the state.
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IV.  Apply for Child Support Services

e The applicant can apply for child support services for establishment of paternity and child support.
The customer does not have to create a MyChildSupport account to apply for services.
e The customer will need to apply on the website by selecting online application.

This will cause an "applicant acknowledgement" pop-up box to display. Applicant will need to select
yes or no to proceed.

If the customer selects "no" they will be redirected back to the home page. If the customer selects “yes”
they will be directed to the online application.
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For a successful submission, the customer will be required to fully complete all required fields within
the application.

The required fields are:

e Applicant Type

e Applicant’s First Name, Last Name, Date of Birth, Gender, Ethnicity, Email, Home Phone,
Current Street Address, City, State and Zip Code
Custody of Child(ren)
Dependent’s First Name, Last Name, Ethnicity and Date of Birth
Non-applicant’s (Mother or Father) First Name, Last Name, Gender, and Ethnicity
Review Confirmation of the Rights and Responsibilities Section

Until all required fields are completed, the customer will receive the below error message advising
them to try again.

0

Oops...

Ervor submittng application Please cormplate all the
raquired fislde and try again

The customer will also need to complete the Terms and Conditions section, which includes
reCAPTCHA verification and electronically sign their application by selecting “Sign Application with
DocuSign”.

Terms and Conditions

L1 sutharize DCSE o withhold fram future child support payments moaney paic 1o me in efror aftér nolice of the el has been provided to mes,
B | hereby certify that | personally have provided all information b this document and it is true and carmect to the best af my knowledge and bellaf,
If you have further quastions, please comtact our Customer Service Center 41 1-000-468-0694 far assistance,

V" I'm nen & rabot E-“

.............

Sign Application with DocuSign

Once selected, the customer will receive a prompt to review their application to ensure that all
information is correct. It is important that the thoroughly review the application as they will not be able
to make any edits to the document once routed to DocuSign for electronic signature.
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Review

Please review your application to ensure that all
information is correct prior to selecting to sign with
DocuSign. You will not be able to make corrections
once submitted and errors may cause delays in the

processing of your application.

Note: The customer will be required to repeat the reCAPTCHA validation prior to moving forward.

Once review is completed, the customer will be routed directly to DocuSign services to adopt a
signature and sign their application.

o The customer will need to read and agree to the use of electronic records and signature in the
completion of their application.

Please Review & Act on These Documents nwsm

CONTINUE OTHER ACTIONS

o The customer will be directed to review the document and select START to be directed to area of
document that requires a signature.
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7. Electronic Signature Required

LF{ : uTr o éi n-HeFe electronic means. By signing this application electronically, | understand that an electronic
q Dg .lnd can be enforced in the same manner as a legal signature.

SIGN

Date: 7/13/2021

If you have any further questions, please contact our Customer Service Center at 1-800-468-8894 for assistance.

o The customer will be directed the area where a signature is requirement within the document. The
applicant selects Sign and will be prompted to adopt a signature. The date is automatically
defaulted to the current date.

o The customer will need to confirm full name, initials and adopt a signature (selected signature will
be viewable in the preview pane). Once complete, the applicant will select Adopt and Sign to add
signature to document.

Adopt Your Signature

ContiT your nane, initials, and signature
all S CETE

Full Hama® Initiala”

Toat Groan | 119

SELECT STYLE DR AW UPLOAD

PREVIEW ohange Byl
Docullipnad by: o
Test Srean | T&
ADBIDACAATCDNCATT

By aslacting Adopt and Sign, | agiee that the sigoature and mitials will be the aleotmnio reg
Ty dgenith und therh on doourmonte, § ;

neiuding iegaily binding controots - just the oarme oo o

AOCET AMD SIGR EANCE]

o The signature appears within the document reflecting as DocuSigned by with a unique
identification number assigned by DocuSign.
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7. Electronic Signature Required
| agree to submit this application by electronic means. By signing this application electronically, | understand that an electronic
signature has the same legal affect and can be enforced in the same manner as a legal signature.

DocuSgnen by

signature: Tud G Date: 7/13/2021

AASHEE LATEDICAST

If you have any further questions, please contact our Customer Service Center at 1-800-468-8894 for assistance.

o Once done, the customer will need to select FINISH to submit the completed document with the
electronic signature included.

mish to:send the completed document.

o Upon submission, the customer will receive a successfully submitted message and the application
will be routed as appropriate for processing.

Thank You!
You have successfully submitied your application. You will be contacted if addifienal informafion is required to process your application.

Close

Note: The district office should encourage the customer to create a MyChildSupport account after their
case opens with the division.
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V.  Register/Sign In

Customers must first register before they are able to access case and payment information via the portal. To
register, customers will click on the “Register for Account” button.
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This will cause the “Account Registration” pop up box to display.

Account Registration

The customer will choose whether they are a parent or guardian if they would like to pay on behalf of
another individual or reactivate an account.

A. Parent or Guardian

If the customer chooses Parent or Guardian, the Register Participant page will appear which prompts
the customer to enter in their case number or participant ID as well as the last 4 digits of their SSN.
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The customer will then click “Go”. This will direct the customer to the next step of the registration
process. The customer will enter their cell phone number, choose a username and password, and select
and answer security questions.
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Once the required fields have been completed, the customer will click “Go” which will direct them to
the Terms of Service page where the customer must agree to proceed.
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The customer will click “I agree” then “Save”. The “Email Activation” message will display advising
the customer that their account has been created however, the customer 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 customer has activated their account, they may return to the home page and sign in
using the username and password they chose.

If the customer selects “I Disagree”, they will be redirected back to the MyChildSupport home page,
and their account will not be created.

Note: The Registration steps are the same for both the custodial parent and non-custodial parent.

B. On Behalf of Another Individual

The customer may choose the “If you’d like to pay on-behalf of another individual” option. If the
customer chooses this option, they will be directed to the Account and Personal Information page
where they will enter their contact information, create a username and password, enter bank account
information as well as select and answer the security questions.
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Once the customer has completed all the required fields, the customer will click “Go” which will direct
them to the “Terms of Service” where the customer must agree to continue with the registration

process.
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The customer will click “I agree” then “Save”. The “Email Activation” message will display advising
the customer that their account has been created however, the customer 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 customer 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 customer selects “I Disagree”, they will be redirected back to the MyChildSupport home page,
and their account will not be created.

C. Reactivate an Account

The customer may choose the “If you want to reactivate an account” option. If the customer chooses
this option, they will be directed to the Reactivate Participant page where they will enter their case
number or participant ID and the last 4 digits of their SSN.
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Once the customer has completed all required fields, the customer will click “Go” which will direct
them to the Security Questions.

VI. Forgot Username or Password

If the customer forgets their username or password, they can click on the “?” to retrieve their username
or reset their password.
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A. Username

To retrieve the username, the customer should click on the

“” 7//
.
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prompt the “Forgot your username? Click here” hyperlink to appear.
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The customer will click on the hyperlink, which will direct them to the Forgot Username page. Here,
the customer will be prompted to enter their email address to have their username emailed to them.
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Once the customer has entered a valid email address and clicks “Go”, a confirmation message will
display that advises the customer that their username has been sent to the requested email address. The
customer 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 customer forgets their password, the customer 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 customer will click on the link to be directed to the Password Reset Request page where the
customer will enter their username and last four (4) digits of their phone number.
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Once the customer has completed the required field, the customer will click the “Go” button, which
will direct them to the Security Questions page. The customer will answer three (3) security questions
and click “Go”.
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The portal will display a message advising the customer 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 customer 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 customer will be prompted to enter their
username.
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Once the customer has entered their username and clicks the “Go” button, the customer will be
directed to the Change Password page to enter their new password.

Change Password

s

-------

e S P il
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The portal will automatically detect and advise the customer of the security strength of the new
password. Additionally, the portal will advise the customer that the “Confirm New Password” field
matches the “New Password” field. The customer will click the “Save” button.

Change Password

o e

.........

A message will display that advises the customer their password has been updated successfully and
provide a link to the portal home page to allow the customer to sign in with their new password.
Additionally, the portal will send an email to the customer advising of the password change.

30
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Password Change Confirmation
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VII. Dashboard

Once the customer 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 customer to navigate to
additional content av .........on the  .......

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

Contact Us: The Contact Us button displays the telephone number for the Call Center and the option
to click on the “Questions about your Child Support Case? Click here to email us” hyperlink. This will
open a separate window for the customer to send an email to DCSE.

The “Customer Survey” pop up box appears “How was your MyChildSupport (MCS) Portal
Experience today?” allowing customer to select “Get Started” to take survey or “No Thanks” to decline
the survey.

The survey allows the customer to provide comments and feedback regarding their experience rating
the helpfulness of the MyChildSupport (MCS) Portal, provide comments, and ask a question or report a
concern regarding their child support case.
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If the customer has a specific case question or concern, the customer should click on “Questions about
your Child Support Case? Click here to email us” hyperlink. This will open a separate window to open
directly to the Virginia Department of Social Services website and allow the customer to email DCSE
directly.
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Log out: Customers can exit the portal by clicking on the “Log out” button, located in grey, at the top
right corner of the page.

NOTE: After approximately twenty (20) minutes of inactivity, customers will be automatically logged
out of the MyChildSupport portal.

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

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

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

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”.

Recent Payments to Me: This section will display all payments made by the non-custodial parent
within the last 30 days. This section will display all payments not just those made through the
MyChildSupport portal. The “...more” hyperlink will take the customer directly to the Payment
History page.

For Recent Case Actions select one of the cases below: The For Recent Case Actions select one of the
cases below section of the dashboard lists each case that is linked to the customer. This section allows
the customer to select the desired case and view case-specific details and expanded information for the
following case actions only:

e State and Federal Offset Certification

e Credit Agency Reporting

e Issuance of an Income Withholding Order
¢ Income Withholding Released

e Issuance of a Healthcare Coverage Order
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Healthcare Coverage Order Released

Notice of Intent to Suspend Driver’s License

Driver’s License Suspended

Petition Filed (upon entering a hearing date)

Filing of a Lien

Lien Released

Initial Transmittal for Assistance (to another state agency and/ or entity)
Transmittal Sub-Action

Case in Locate Status

Notification of Emancipation of a Dependent

Emancipation Notice

Closure Intent Notice

Case Closure

Non-IV-D Case Opened

Financial Statements

Case Coded “I” - Virginia is Initiating State (state providing services and initiates
interstate action).

Case Coded “R” - Virginia is Responding State (state that receives interstate request to
initiate action).

NOTE: Case Opening does not show as a case action in the MyChildSupport portal.

Forms: This section provides a list of often used fillable documents that customers can download,

complete and sign using the Signature Instructions provided. They include:

Direct Deposit Authorization
Case Closure Request
Statement of Payments
Financial Statement

Review & Adjustment Request

The Signature Instructions provide the customer with instructions to download the Adobe Acrobat

Reader DC app so they can complete, sign, and save the document, without having to print, which can
then be returned using the Document Upload function within the portal.

Account Balance: This section displays the total arrears due on cases that are linked to the customer.

The total arrears balance viewable on the dashboard only includes arrears and interest owed on the

case. It does not include fees. This section allows the customer to select the desired case number and

view the expanded Case At-a-Glance detail for specified case. Accounts with a zero balance only

reflects that DCSE is no longer involved.

35
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VIII. My Account

The My Account section of the portal allows the customer to update their profile, including contact
information, password, and security questions.

A. Update Contact Information

The customer may update their address, email address and phone information. If the customer selects “My
Account” and contact information menu option, they will be redirected to the customer address update
screen. Once the customer enters their address, email address and phone information and clicks “Submit”,
an “Update Successful!” message appears. All address, email address and phone information updates
interface with iAPECS immediately and a worklist will be generated notifying their case manager that an
address has been updated.

o X
o S hitps://myshildsuppon-test desvirginia.gev/ Account/ Contactinfe D~ @ | & MyChidSupport | Contact |-
Fie Edt View Favortes Tools Help
Vi I_'_'_f inia. 2oy Agencins | Governor Saarch Virginia.Gov
¥, = | ez -
i My A t o n
Contact Information
Ermail Address
ESTEGMAIL.COM
Cril Phone
(555) 123-4567
Harme Phooe
[555) 876-5432
Wk P
77
st M
Lawst Name:

Update August 2023



MYCHILDSUPPORT

RESOURCE GUIDE

Fe B8t Vew Frosis Tk Help

= et HUEH0T TS S VNGO L.

(5551 B04-75T7

et 7 e

st W

B10E WBUN 5T

AR e

™

P Lade

& MyChitioppen | Contact |

Update August 2023

37



MYCHILDSUPPORT RESOURCE GUIDE

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

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

The Contact Preferences button allows the customer 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.

Contact Information

Emadl Adcrews

& My Accemint E
Contact Info
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{959 999-9909 Mettagrg Preferences
Homa Phone

{555) 222-5582 Cortiatt Prefefences
Work Phane

(00K C00-0000
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Contact Preferences
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Email is the preferred contact method of the Division and is pre-selected as the defaulted contact
preference. Customers are unable to deselect this field.

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

The Change Password page allows the customer 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.

Change Password

NOTE: Customers are able to change their password as often as they like, however, the portal
requires that the customer change their password every 90 days. Approximately 5 days prior to the
password expiration date, the customer 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 as their original password.

D. Update Security Questions

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

The Message section of the portal allows the customer to send and receive messages to a caseworker
and vice versa. The customer will receive the below email message when a new message has been
received within the portal. This email will be sent to the email address listed in the system; therefore, it
is important that customers keep their contact information up to date.

New Message Received Motification

You have received a new message within the MyChildSupport portal.
Best Regards,

WA Division of Child Support Enforcement

Click Here

{0 recend paymenta Mo recont paymants.
f ¥

For Recent Cose Achioss selert one of Hhe cases below

Laeue NurSer petheraarty

When customer logs in and selects Message tab, they will see inbox, sent, compose and trash options.
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A. Inbox

Customers can view all incoming messages received through the portal. Messages will remain bold
until customer opens message. To open message customer will select the arrow beside specific

message.
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Customer will only be able to see messages associated with their specific case(s) and are able to sort by
case number, subject, date/time, and sender. Customers are able to read, reply and delete messages
within inbox. Any attached documents can be read and/or saved for customer reference.
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B. Sent
Customers can view all messages sent through the portal. Messages will be listed in descending order

but can be sorted by customer as needed.
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C. Compose

Customers can select Compose to compose messages to be sent through the portal. Customer will
provide the subject of the message, select the case number, type body of message and attach documents
associated with the message and case number. Only OPEN cases associated with participants will be
available in the case number drop down list.
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Once the customer clicks “Send”, a message will display that advises the customer that their message
was sent successfully. Your assigned worker should respond within 3 business days.

Message successfully sent!

D. Trash
Customers can opt to delete messages from the inbox and sent box. Those messages will be stored in
“Trash” for future references.

.

X. Payment Options

A. Make a Payment

The Make a Payment page allows the customer to select a payment method for which they would like
to make their child support payment. This page gives the customer two options to select from when
making a payment: to pay their child support with their credit or debit card or to pay their child
support using their bank account.
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Select a payment method:

If the customer chooses “Pay my child support using my credit or debit card”, the following message
will appear advising the customer that they will be directed to the TouchPay website to make the
payment. *TouchPay requires that customers create a TouchPay account in order to make payments.
This includes creating an additional username and password that may be different from the customer’s
username and password to access the MyChildSupport portal.

You are now leaving
MyChildSupport

When the customer selects “Proceed to TouchPay”, the customer will be directed to the TouchPay
website where they are able to register for a TouchPay account and make their child support payment
using their credit or debit card.
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NOTE: When using TouchPay services, a convenience fee will be charged to the customer. This fee is
assessed for child support payments made using a debit or credit card and based on the dollar amount
of child support paid by the customer. The following Payment Fee Schedule provides the percentage
charged per dollar amount.

Online Child Support Transactions

Credit/Debit Amount Percentage
$1-$99 2.90%
$100 - $399 2.90%
$400 - $599 2.90%
$600 - $999 2.75%
$1000+ 2.40%
Case Reapplication Fee ($25) 2.90%
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If the customer selects “Pay my child support using my bank account”, the customer 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 customer must
enter their Participant ID, the last 4 digits of their SSN, and the payment amount. Once they have
entered that information, the customer must choose “Next” from the Make a Payment page.
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This will display the Schedule Payment page, which prompts the customer to review all payment
information. There is also an “Authorization” statement provided on the page that reads:

“By clicking "Submit", I, (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 5. (payment
amount) on (date).”
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Payment Information Authorization
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The non-custodial parent’s name, last four (4) of account number, payment amount and date are
populated automatically by the system. Once the customer has reviewed all payment information for
accuracy and agrees to the “Authorization” statement, the customer must click “Submit” to submit to
make the payment.

Once the customer selects “Submit”, the payment is submitted, and the confirmation page will appear.
The Confirmation page provides the customer 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 customer’s email address on file. The customer 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 customer 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.
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If the customer clicks “Cancel” to cancel the payment, the following pop-up box appears:

Would you like to cancel
payment 110291277
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If the customer chooses “No” they are returned to the Payments through MyChildSupport page. If the
customer chooses “Yes”, the portal will confirm that the payment has been canceled.

Canceled!

Once the customer 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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B. Recurring Payments

The Recurring Payments page allows the customer to set up automatic recurring payments to a single
case or multiple cases using their checking or savings account information.

prIT Soarch Virginia.Go

Your Recurring Payments

When the customer clicks the “Add Payment” button on the Your Recurring Payments page, the
customer is directed to the New Recurring Payment page. Here, the customer is able to enter their
Participant ID or Case Number of the case they would like to apply the recurring payment, the last 4
digits of their SSN, the amount of the recurring payment, the frequency (i.e., weekly, biweekly,
monthly, etc.), and the end date of the recurring payment. As a best practice, customer should enter an
end date when establishing recurring payments.

At the bottom of the screen, customers are reminded that if the payment date falls on a weekend or
holiday, the payment will be scheduled for the following business day. If customers want the payment
to process before the weekend or holiday, the payment must be rescheduled at least 3 days in advance.
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Mew Recurring Payment
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When the customer clicks “Submit”, the page refreshes back to the Your Recurring Payments page
where it displays the newly added recurring payment information as well as the options to edit or
delete the scheduled payment.

Your Recurming Payments

BT LT Py

By selecting the “edit” option, the Update Recurring Payment page displays where the customer is
able to modify the amount, frequency, payment date, and/or end date of the currently scheduled
recurring payment information.
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Update Recurring Payment
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If the customer is attempting to modify the recurring payment, the portal will display a red warning
message at the top of the page that reads:

“You are modifying an existing payment. Please note that modifying this payment will not reschedule
or cancel payments that have already been scheduled. Please check MyChildSupport Payments to
determine if you have payments scheduled.”

By selecting the “delete” option, a window displays asking whether the customer is sure that they want
to delete the record.
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Deleted!

Are you sure you want to
delete this record?

By clicking “Yes”, a window displays confirming that the record has been deleted.

NOTE: Only DCSE case participants and guests paying on behalf of another individual have access to
scheduling recurring payments. Before the customer is able to schedule recurring payments, they must
first have an account set up on the Manage eCheck Account page.
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C. Manage eCheck Account

The Manage eCheck Account page allows customers to enter the checking or savings account
information that will be used to make either a single child support payment or recurring payments.
Customers must identify the type of account (checking or savings), provide the bank name, account
holder name, and routing and account numbers. The portal will automatically verify the routing
number.
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Customers are able to utilize this page to add, modify, and/or update their bank account information.
Once this information is added and/or modified, an “Update Successful!” window is displayed.
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Update Successful!

D. Payments through MyChildSupport

The Payments through MyChildSupport page allows the customer to view payments made and/or
received via the MyChildSupport portal. The customer is able to filter the payments made and/or
received by date range (From Date - To Date), payment amount, payment status, and/or confirmation
number. When the customer clicks “search”, the results will appear.
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Customers 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 customer 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.

¢ 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 DProcessed - 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 customer is able to “Cancel” payments by clicking “Cancel” next to the scheduled
payment. Payments can be canceled until 4:30pm EST daily.

When the customer selects “Cancel”, a pop-window is displayed asking the customer if he would like
to cancel the payment.
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Would you like to cancel
payment 110291312

If the customer selects “No”, the window disappears, and the customer is directed back to the
Payments through MyChildSupport page. If the customer 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.’
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NOTE: Payments must be in an amount between $1.00 to $9,999.99. The customer will receive a
confirmation email for all payments made, canceled, and scheduled. If the customer has scheduled a
recurring payment, he/she will receive an email notifying them of their upcoming scheduled payment.
If the customer submits multiple payments that fail to process, they may be restricted from making
payments via the MyChildSupport portal.

XI. My Cases

The My Cases submenu provides the customer with a list of all of their open cases. Once the customer
chooses their desired case, the customer may choose to view the case summary or case payments for each
case.
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When selecting the desired case number under the “My Cases” menu option, a drop-down menu

s

appears giving the customer the option to look at the “Case At-a-Glance”, “Payment Record”, “Case

i

Actions”, “Request Documents”.
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A. Case At-a-Glance

The Case At-a-Glance page provides the customer with case summary information including the
case number, payee, payor, balance as of date, total due, owed to the payee, owed to the state, total
arrears owed, next due date and current monthly support obligation.

If Current Support has not been established on an open case (i.e., cases in Paternity/Establishment)
the Next Due Date field will reflect as CLOSED. Once current support has been updated, the Next
Due Date field will reflect the next date in which current support is due on the case. For the specific
Case Type and Case Status the customer should reference the Case Information section on the
Payment Record.

The total due, owed to the payee, owed to the state amounts include the current monthly support
obligation amount, depending on the case type.
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B. Payment Record

The Payment Record page allows customers to view charges (current support and interest) and a
detailed summary of payments received and disbursed by DCSE. This summary includes:

e Date of payment

¢ Adjustment Code

e Current support charge amount
e Payment Amount

e Distribution

e Unpaid Current Support Charge

e Arrears
e Interest
e Fees

e Total balance
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The filter options will allow customers to filter the transactions by modifying the start and end date
fields in the “Search Criteria box”. This record is also exportable to PDF.

NOTE: If a customer is a participant on a non-IV-D case, a non-IV-D disclaimer has been added to the
payment record in the MyChildSupport portal informing the non-IV-D customer that the payment
record only certifies the payments received and disbursed by DCSE. This disclaimer allows the non-
IV-D customer to utilize the portal and obtain their payment record(s) immediately versus waiting
three (3) to five (5) business days to receive their payment(s) record in the mail.

This disclaimer is viewable on non-IV-D cases via the Payment Record page as well as on the payment

record PDF document.
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C. Case Actions

The Case Actions page allows customers to view case-specific details and expanded
information/descriptions for the following case actions only:

State and Federal Offset Certification

Credit Agency Reporting

Issuance of an Income Withholding Order
Income Withholding Released

Issuance of a Healthcare Coverage Order
Healthcare Coverage Order Released
Notice of Intent to Suspend Driver’s License
Driver’s License Suspended

Petition filed (upon entering a hearing date)
Filing of a lien

Lien Released

Initial Transmittal for Assistance (to another state agency and/ or entity)
Transmittal Sub-Action

Case in Locate Status

Notification of Emancipation of a Dependent
Emancipation Notice

Closure Intent Notice

Case Closure

Non-IV-D Case Opened

Financial Statements

Case Coded “I”

Case Coded “R”

NOTE: Case Opening does not show as a case action in the MyChildSupport portal.
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Customers are able to filter case actions by date (From Date - To Date).
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If there are any case actions listed, the customer is able to view an expanded description of the action
taken by clicking on the action itself.
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D. Request Documents

The Request Documents page under “My Cases” allows customers to request copies of case
specific documents. Customers are able to provide a description of the document(s) requested and

select their preferred method in which to receive the requested documentation (email, mail, office
pick-up, or fax).

.

Document Request

Description

Preferred method e receive record

Emiail v

My Cases

Roquest Documents

Once the customer clicks “Submit”, a message will display that advises the customer that their request
was successful and to allow time for processing. A worklist will be generated notifying their case
manager that a request has been submitted through the portal.

Request Successful!

Please allow rime for processing
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E. Payments to Me

The Payments to Me page under “My Cases” allows customers to view all payments made to
him/her. These payments may also include payments made outside of the MyChildSupport portal.
The customer is able to filter the Search Criteria by Start Date and End Date. The results can be
exported into PDF format.

XII. Income Verification

The Income Verification page allows customers to request child support payment information be sent to
an authorized third party on a one-time basis. Typically, customers request that this information be sent to
LDSS for eligibility determination or landlords for income-based housing eligibility however, there may be
other reasons customers need the information such as refinancing a mortgage.
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Customers should enter the business name, recipient’s email address, the reason for the request and
requested date range, which is defaulted to 15 years automatically (minimum date range is 1 month).
Customers are also provided with an authorization statement, which reads:

“By entry of this third party’s email address, | authorize DCSE to provide a
payment record for income verification purposes to this third party. |
understand that the payment record will include the case number and monthly
support obligation per case. The Division is not responsible for the use or
dissemination of information by a third party.”
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Customer will click “Go” to submit the request. A confirmation page will display notifying the
customer that the email was successfully sent. The customer is also given the opportunity to submit
another income verification request.
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An email confirmation will generate for the recipient in three (3) to five (5) seconds. The portal will
confirm that a case payment history has been sent to the recipient’s email address as well as the
customer. The sender reflects as “DO NOT REPLY DSS”. If the customer does not receive the email,
they may need to review their “junk mail” email folder and settings.

NOTE: Income Verification requests are only available to DCSE participants (i.e., custodial
parents/guardians and non-custodial parents). Third parties/guest customers and employers do not
have access to this option.
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XIIIl. Document Upload

Once signed in, customers will be directed to their dashboard where the Document Upload options will
be visible. Customers will have the option to select Document Upload from the left task bar or within

the recently visited pages section.

Home Dashboard

Recently Visited Pages

Contact info
Document Upload

Change Password

Once Document Upload is selected, customers will be directed to the Upload Document window.

Upload Document(s)

All customers will need to select the Document ,
Thank yvou for using this page to

Type from the drop-down menu to select the provide us with additional

. documentation o support your DCSE

specific name of the document they want to CAZGLE), T Brelre Braper proceseine, it

upload. Is important that customers with
muiltiple cases upload documents for
each case separately.

Document Type

Note: Additional verbiage has been included to - Ealect DOCMant TVRe - =

notify customers with multiple cases to upload

documents pertaining to each case separately. e b T

Yol |r'L.'|y IIF'JII::I'.'II." :'il::ll'_1_ﬂ'l'u'_‘r"|T:'. I 1_'I|_':||'. |'||'_r|:_'>e,
pdf, png. bmp, jpeg, and Lif image formats.
Total upload size is limited to 28MB.
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e

All customers 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..,
B tesL.docx
2 HA

You may upload documents In dod, docd pdf, png: bmp,
Jpeg. and tif image formats. Total upload size 5 limited to
28MDB.
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Lipload Document(s)
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document uploads are .pdf, .doc, S
.docx, .bmp, .jpg, jpeg, .png, .tif, 0007
and .tiff. P
L e
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Upload Document(s)

Customers will receive an error Dusairrert Tyes
General Cormespondencs

message when the file format is
not supported (i.e.,. csx, and .xslx) Satecs iz

or when a file is not attached prior S S
St

to clicking submit.
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Customers will receive an upload successful
pop-up box when file(s) have been accepted.

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

Upload Successful!

Pleaze allow time for processin

XIV. Guest Payment

Third parties have the ability to make payments on behalf of a non-custodial parent without registering
on the MyChildSupport portal by clicking the “Guest Payment” option on the home page.
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The guest is prompted to select a payment method, credit or debit card or bank account.

If the guest chooses “Pay my child support using my credit or debit card”, the following message will
appear advising the customer that they will be directed to the TouchPay website to make the payment.
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You are now leaving
MyChildSupport

——
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If the guest selects “Proceed to TouchPay”, the guest is redirected to the TouchPay website where they
must create a TouchPay username and password and proceed to make their payment via the TouchPay
website.
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If the guest chooses “Cancel”, the pop-up window disappears and the “Select a payment method”
window reappears.

NOTE: When using TouchPay services, a convenience fee will be charged to the customer. This fee is
assessed for child support payments made using a debit or credit card and based on the dollar amount
of child support paid by the customer. The following Payment Fee Schedule provides the percentage
charged per dollar amount.

Online Child Support Transactions

Credit/Debit Amount Percentage
$1 - $99 2.90%
$100 - $399 2.90%
$400 - $599 2.90%
$600 - $999 2.75%
$1000+ 2.40%
Case Reapplication Fee ($25) 2.90%

If the guest chooses “Pay my child support using my bank account”, the Payment Information page
displays. Guests are notified that payments scheduled after 4:30pm EST will be processed the following
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business day and it may take two (2) to five (5) business days to process the payment. The guest must
identify the account type, provide the bank name, first and last name of the account holder, the bank
routing and account number as well as the guest’s email address. The portal will automatically verify
the routing number. The guest must also enter the non-custodial parent’s participant ID number and
last four (4) of their SSN as well as the payment amount.

NOTE: There is no fee for using a bank account to make a child support payment.
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If the guest customer enters a Participant ID and SSN combination that does not match, an error
message will appear advising the guest customer that the information is incorrect. They must correct
this information before they are able to move forward.
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Once all the required information has been entered, the guest will click the next button to schedule the
payment. This will direct the guest to the “Schedule Payment” page where the customer is prompted to
review the payment terms and agree to the following “ Authorization” statement:

“By clicking “Submit |, (guest user’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 of payment).”

Account Information
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The guest will click the “Submit” button to submit the payment. The confirmation page will display
and provides the guest 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. An additional copy of the payment receipt is sent to the
guest’s email address as entered on the payment information page. The guest is again advised that
payments scheduled after 4:30pm EST will be processed the following business day and it will take two
(2) to (5) business days to process the payment.
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R L L —

Payment Submitted - Conflirmation Number: 11029128

Payrment & Account information

Note

The guest will click done and will be returned to the MyChildSupport portal home page.
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