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2 
Introduction

2.1 Objectives

The Customer Service Website (CSWS) of the Kentucky Child Support Web Portal Project will improve the ability of Child Support Enforcement (CSE) to assist child support staff in their mission to provide better customer service to the general public, custodial parents (CPs) and non-custodial parents (NCPs). The Commonwealth of Kentucky will realize significant savings through:
· Increased caseworker productivity

· Improved location capability

· Increased visibility into program data

· Improved ability to comply with Federal performance requirements
Ultimately these improvements will lead to the increased collection of child support, the reduction of arrears and the increased recoupment of public assistance provided to families due to lack of support by obligors.
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2.2 Overview

This document will provide all the information related to the General View functionality of the Customer Service Website (CSWS). In the subsequent sections, key functions performed by citizens in the General View will be explained to give the reader a comprehensive understanding of the key features and functions on the publicly accessible website. 
The searchable General View functions are listed below for your reference. 
1. Getting Started
a. Launching CSWS 
b. Landing Page

2. Key Features of the General View of CSWS  
a. Access and view general child support and program information 

b. Apply for child support services XE "Apply for child support services" 
c. Locate a child support office

d. Make a payment

e. Estimate a child support obligation

f. View postings of recent news bulletins
3 Kentucky Child Support Web Portal

The Kentucky Child Support Web Portal is designed to provide Child Support Enforcement Personnel, as well as present and newCPs (Custodial Parents) and NCPs (Noncustodial Parents) a toolbox to more quickly and efficiently communicate about child support services. The portal is divided up into three distinct functional areas: Customer Service Website (CSWS XE "CSWS" ), Information Search and Exchange XE "Search and Exchange"  Portal (ISEP XE "ISEP" ) and Business Intelligence (BI XE "BI" ). Understanding the divisions and their subsections is helpful in building an understanding of the administrator’s roles and responsibilities for web portal usage. First we will discuss the CSWS.
The CSWS XE "CSWS"  is composed of three main sections: 

1. General Website XE "General Thread"  - Public
2. Member Website – People who have a case in KASES and have registered on CSWS and accessed the Member Website upon receiving their PIN.
3. Administrator (ADMIN) Website – Caseworkers, Supervisors, Central Office and Regional Office personnel, and Configurable Screens
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Figure 3‑1  Diagram Kentucky Child Support Web Portal

General citizens, or the Public, will only see the General Website while Members will see the Member portion of the portal, and staff at CSE will be able to see the assigned portions of the General, Member, Admin XE "Admin" , ISEP XE "ISEP" , and BI XE "BI"  sections. Workers will be assigned roles and responsibilities by their supervisors and/or administrators. This is for security and work flow purposes.

New clients may go through the process of applying for Child Support Services from the General Website XE "General Thread"  and change status from a participant to a member when they are approved and accepted into the KASES system. They do not see the Member Website functions until this happens.  We refer to the new clients as Participants and later as Members when they have been accepted into KASES by their assigned Caseworker after they have registered for the website, received their PIN and accessed the website.
The General Website (see Figure 3-1) provides online tools to estimate support, locate an office and apply for child support services by filling out an application during which and order or document can be uploaded. XE "to apply for child support services"   The Member website provides the tools and resources to maintain and communicate about child support after the application has been approved and established. It has the added security functions for making payments including direct deposit information, credit card details etc.. For security and privacy reasons, login information is established prior to a participant becoming a member. Once someone becomes a Member, historical information is stored including payments, deposits, court dates, and communications. These resources provide the member with current information about their account.

The ADMIN Website XE "ADMIN thread"  of the CSWS XE "CSWS"  is composed of two subsections the Caseworker, Supervisor, Central Office and Regional Office administrative area, and the Configurable Screens section. The Configurable Screens section is the area where user roles and responsibilities are defined and assigned, as well as administration of the website. Configurable screens are maintained by the System Coordination and Utilization Section (SCUS XE "SCUS" ) teams either State, or County. This includes setting up and maintaining template information such as office locations, phone numbers, contacts etc.
The Caseworker, Supervisor, Central Office and Regional Office administrative area is the heart of the customer service section of the website. Workers will receive and process cases including storing, maintaining, and retrieving documents, communicating with clients, updating changes to client records, estimating support, processing support, and communicating the status of this process. This User Manual will guide you through these and other processes. Understanding it as one section of the portal is the goal of this introduction.
ISEP XE "ISEP"  is a powerful search feature created to save workers time in searching for NCPs.  It is accessible via the Portal Workspace ADMIN Website XE "ADMIN thread"  (see Figure 3-1). As a search feature it allows users to check databases from agencies across the state including The Board of Nursing, TWIST, EMars, Fish and Wildlife, KY Real Estate Commission, FCR, IDEC, Justice Xchange, KAMES, AVIS, KOMS, KVETS, DOT and others. Users can select the agencies databases to include in the search, enter the information themselves or from KASES, and the results can be reviewed, saved, and/or deleted for further review on one consolidated screen.
BI XE "BI"  is an independent module used to generate performance reports XE "reports" . It is accessible from a desktop icon instead of from the worker workspace.  It allows specific workers the ability to generate reports such as the OCSE 157, OCSE 34a including trending of actual performance versus target performance. 
Standard canned reports XE "reports"  will be available from the Workspace of the ADMIN thread XE "ADMIN thread"  as well as will Ad Hoc Reports XE "Reports"  (see Figure 3-1). Ad Hoc reports will be created through worker input of simple queries and reports will be able to be pulled into an Access database and customized for independent purposes. Reports can be generated in a variety of formats including PDF, Excel, and Word.
Overall, The Kentucky Child Support Web Portal is a tool that will give CSE personnel access to communication tools and information that will improve their ability to do their work.  The objective of these improvements is to increase the collection of child support, reduce the amount of arrears and increase the recoupment of public assistance provided to families due to lack of support by obligors.
4 Getting Started
4.1 Launching CSWS 

· Enter the web portal address https://csws.chfs.ky.gov/csws/ in your browser
· Access the site through the Kentucky Cabinet for Health and Family Services website at http://chfs.ky.gov/dis/cse.htm. 

4.2 Landing Page

4.2.1 Welcome

You will be directed to the Kentucky Child Support Landing page.  
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Figure 4‑1  Kentucky Child Support Landing Page

4.3 Navigation

4.3.1 Toolbar Navigation
On the Landing page, you can navigate to the following links from the Tool Bar:

· Kentucky.gov Main Website Page

· Kentucky.gov Services Page

· Kentucky.gov Form Center Page
4.3.2 Landing Page Navigation
In additional to these links, there are additional standard website links on the bottom of the Landing Page that include:

· Site Map

· Privacy

· Security

· Disclaimer

· Contact Us

· Accessibility Statement 

4.3.3 Roll Over Cursor XE "Roll Over Cursor"  Feature
By rolling your cursor over each of the following main website features, helpful information about each feature appears in the center of the website. 
· Apply

· Locate an office

· Make payment

· Estimate Support XE "Estimate Support" 
· Parent/Guardian XE "Parent/Guardian" 
· Employer
4.3.4 Additional Information + Feature
By clicking on the red “Additional Information +” tab, you can view General Information and Program information by clicking on any of the available hyperlinks. 
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Figure 4‑2  General and Program Information Links
4.3.5 Language Preference

The content for many of the features on the website are displayed in both English and Spanish XE "Spanish" .  To choose a language preference, click on either English or Spanish on the English/Espanol link in the right top hand corner of any Landing Page. 
5 Apply
This feature allows a Custodial parent or Noncustodial parent to apply for child support services XE "to apply for child support services"  electronically online or print the completed application forms to submit the application through the local child support office. 
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Figure 5‑1  Application Landing Page
Steps

1. Click on “Apply” feature on the Kentucky Child Support Website

2. Enter a valid email address, if you have one 

3. If you do not have an email account, click on the blue hyperlink labeled, “Get one Here” below the phrase, “Don’t have an email address?”  

4. Once you have entered a valid email address, click the green “Start Application” button. 

5. You will receive an email from childsupport.donotreply@ky.gov with an Application ID number so please check your email inbox. Please retain the email. 
6. To continue to apply online, follow the instructions on the email letter by:

a. Clicking on the hyperlink entitled, “Application”  or
b. Entering your Application ID number that you received in the email in the box above the green “Resume Application” button. To proceed, click the green “Resume Application” button. 

7. Navigate through all of the screens that are presented to you. 

8. Complete each screen with as much information as possible. However, some information is required and the application can not be completed without it.
9. Complete and Submit the application
If you do not want to submit the application electronically, you can save the application to your personal computer by selecting the option of “submit by mail”.  An address to mail or deliver the application is displayed with this option. 
If you are unable to complete the entire application, you can save it and resume it at a later date( up to ten (10) days) using the Application ID number. 
If you would like more information on applying for child support services, you can visit the following website at http://chfs.ky.gov/dis/cse.htm 
6 Locate   Office
This feature allows you to find your local child support office XE "find your local child support office"  and obtain useful office information such as office location, office hours, office number, Contracting Official, County website, if available, along with county alerts and a picture of the office building for reference. 
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Figure 6‑1 Office Locator Landing Page
Steps

1. Select a County from the drop-down list
2. Click the “Find” button
Or
3. Roll over the Kentucky Map

4. Click on a County from the map
[image: image8.png]e Fovortes s ] NCSEA BoardEffect® ] KY CSE eRoom.ink ] Kentucky CSE_DEV

6 Kentucky Child Support Website

[ | gavvgévg.,vg,,vm*vgv

PIKE

PIKE County Map Directions

Office Location County Website
Physical Address "
143 Main Street County Alerts
Pikeville 415021289

Office Entrance
Mailing Address

P.0.Box 1289
Pikeville 415021289

Office Hours
Monday:  8:30 AM to 4:30 PMEST
Tuesday:  8:30 AM to 4:30 PM EST
Wednesday: 8:30 AM to 4:30 PM EST
Thursday:  8:30 AM to 4:30 PM EST
Friday 8:30 AM to 4:30 PMEST
Contact Number
Phone: (606)433-1822 Fax: (606)432-3016
Contracting Official Name
The Honorable Keith Hall

i

@ Intemnet | Protected Mode: On - ®I0% -





Figure 6‑2 Sample Office  Landing Page

From the Office Landing Page, you can get directions or get a driving map from your location to the office. 

The County Alerts XE "County Alerts"  will provide the visitor additional information regarding the office such as closures due to weather or holidays. 
7 Make Payment

This feature allows a Noncustodial Parent to make a support payment XE "support payment"  on a child support case. The payment can be made from a credit card, debit card, bank checking account or bank savings account. This process is further defined within the Member User Guide as only registered members on the website can make a payment online.
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Figure 7‑1  Make a Payment Landing Page
Participant must be a registered member to make an online payment.
When the user rolls the mouse over the Make Payment feature, the following message is displayed:
“Click here to make payments online.  You can make a one-time payment or set up recurring payments through our secure site.  You will need to first establish a case through My Account.  We currently accept credit/debit cards for VISA and MASTERCARD, as well as automatic withdrawal from your checking/savings account.”
8 Estimate Support XE "Estimate Support" 
This feature allows you to enter specific financial information in order to estimate the amount of child support that may be ordered based on the financial information you entered.  The opening page provides a disclaimer stating that the calculations are only estimates that are based on information provided by you.
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Figure 8‑1 Estimate Child Support Disclaimer Page
Steps
1. Click on the green “Agree” button to proceed
2. Enter the number of children involved in the support order
3. Enter your current child support obligation amount, if any

4. Click the green “Continue” button 

5. Enter the financial information in each of the sections for the custodial parent

6. Click the green “Continue” button 

7. Enter the financial information in each of the sections for the noncustodial parent

8. Click the green “Continue” button
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Figure 8‑2 Estimate Child Support Results Form

You can enter your name on this form and then print it using either blue hyperlinks (“Print Worksheet” or “Print”) on the page.

If you have any questions regarding this calculation or form, you can obtain additional online help by clicking on the blue hyperlink, “Help”. 

When you have finished, click the green “Close” button to return to the CSWS Landing Page.

9 My Account XE "Estimate Support" 
This feature is where a registered member would click to log in to the Member Site.  This is also where a general citizen would click to access the information to register for the site.  These details are further addressed in the Member User Manual.
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Figure 8‑1 Estimate Child Support Disclaimer Page

Steps
1. Mouse over the green “My Account” button to display the information for this tab.
2. The following message will be displayed:
“Click here to establish and validate an account or access your account.  You will be able to check payments, make payments, and update your other account information such as your address, employer, direct deposit, and many others.”
3. When a citizen clicks this tab they will be required to create an account to proceed any further. 
10 Parent / Guardian
This feature allows you to find out more information about child support services and helpful information for parents. 

Figure 9‑1 Parent / Guardian Information

Steps
1. Click on the Parent/Guardian XE "Parent/Guardian"  tab to access the following links:

a. Apply for Child Support Services XE "Apply for child support services" 
b. Estimate My Child Support Amount XE "Estimate My Child Support Amount" 
c. Pay Child Support XE "Pay Child Support" 
d. Locate Child Support Agency XE "Locate Child Support Agency" 
e. Access Child Support Forms XE "Access Child Support Forms" 
f. View Frequently Asked Questions XE "View Frequently Asked Questions" 
2. Click on one of the links and the selected feature landing page is displayed.

11 Employer
This feature provides helpful information to and for Employers. XE "Employers" 
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Figure 10‑1 Employer Information

Steps
1. Click on the Employer XE "Parent/Guardian"  tab to access the following information:

a. Locate Child Support Agency XE "Locate Child Support Agency" 
b. KY’s New Hire Program

c. Division of Family Support

d. Private Wage Withholding

e. View Frequently Asked Questions XE "View Frequently Asked Questions" 
2. Click on one of the links and the selected feature landing page is displayed.
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