Frequently Asked Questions (FAQ) Related to the Online Application Process 
Question: Where do I go to apply for child support services online? 
Answer:  The website address is http://csws.chfs.ky.gov/csws/.     Click on the link on the right side of the page titled “Apply. “
Question: I am receiving a medical card for the child.  Can I complete an application for services online? 

Answer:  There is nothing that prevents you from completing an online application; however, it is best if you contact your Family Support worker at the DCBS office and request to set up an appointment with him/her to complete a child support referral.  Once this is completed, the referral will be sent to the local child support office in your county of residence. 

Question: I use to have a child support case open years ago but I have not received a payment in so long I do not know if it is still open or if I need to reapply for services.  Can you tell me what I should do? 

Answer: Check the KASES system and if the caller has an open case, provide the caller with the phone number for the local child support office assigned to his/her case.  If the caller does not have an open case, advise the caller that their case is closed and it is appropriate to reapply for services online. 

Question: When completing an online application, it will only allow me to put in a certain number of characters.  What am I suppose to do? 
Answer:  There is a character limit on certain fields.  Please include as many characters as possible in the field and when appropriate abbreviate (For example if the applicant is attempting to put in an address of 314 Martha Layne Collins Boulevard, they should abbreviate Blvd).  Once the worker receives your online application, if he/she has any questions about the information received they will contact you. 
Question:   When completing an online application, why is it requiring me to input certain information that I do not know or do not want to provide over the internet? 
Answer:  In order to process your application we must have information such as your name, date of birth, address, and social security number.  Without this information, we cannot create a case in our system and will be unable to proceed with action on your case.  Your social security number is kept confidential and is not released to the noncustodial parent.  If you come to a question on the online application and you do not know the answer, you may leave it blank if it is not a mandatory field and once the worker receives your online application, he/she will work with you to locate and obtain any missing information that is critical to processing your child support application. If the field is mandatory, please answer the question to the best of your ability.  In the event that you simply do not have the required information, you will not be able to complete an online application but you can complete a hard copy application and take it to your local child support office (mail them a hard copy application)  
Question: Will any of the information I provide on the online application be shared with the other party in the case and will my email address be provided to other web- based sites?
Answer:  Either party in the case has the right to request copies of documents located in the child support file.  The online application is part of the documentation contained in that file; however, before CSE would release a copy of the online application to the other party in the case we would hid your social security number, address, employment information, and the social security number of the child.  Once the worker receives your online application and he/she begins action on your case it may be necessary to file court action which could contain information such as your name, date of birth, address, child’s name, and date of birth.  If you do not want your address included on these court documents, you will need to advise your worker and request approval to have your address removed.   Your email address is not provided to the other party nor is it provided to any other web-based site.   
Question:  Is there a fee for completing the application through the internet?
Answer: No, CSE does not charge a fee to apply for child support services whether it is completed online or in hard copy; however, an annual fee of $25 is charged on all child support cases where the custodial parent has never received cash assistance (KTAP/AFDC/KINSHIP CARE).  The fee is only assessed when the total payment amount sent to you during the federal fiscal year (October 1 – September 30) reaches $500.   Once this criteria is met, CSE will deduct the $25 fee from the next child support payment after the first $500 has been sent to the family.  Your caseworker can help answer any additional questions you may have about the annual $25 fee. 
Question:  I am having trouble submitting a copy of my court order with my online application. 

Answer: You must scan the court order and save it to your computer as a pdf, jpeg, gif, png, tiff, or bmp file.  Then when you come to the court order information screen on the online application, click on the Browse button and it will open a window to search for the court order.  Once you locate the court order, attach it to the application.  
Question:  After I submit my application electronically, how will I know that it has been received by the child support office?  
Answer: You will be notified by email that the application has been accepted or rejected and the reason that it was rejected.   This process could take up to 20 calendar days. If you have not received a notification within 20 days, please contact the local child support office where you reside to inquire about the status of your application. 

Question:  If I received notification that my application is rejected, will the notification tell me what I need I fix, let me make the necessary changes, and then resubmit the application or do I have to complete a whole new application?

Answer: When you receive notification that your application has been rejected there will also be a reason for the rejection provided.  The applicant must submit a new application.   
Question: I am completing an online application and do not know whether I should choose to receive my child support payments through direct deposit or debit card.  Are there any benefits to choosing one option over the other?
Answer:  The timeframe for disbursing payments to a debit card or direct deposit account is the same.  The payment will appear on the card or in your account within three (3) days business from the date CSE disburses the payment.   
FAQ RELATED TO APPLYING FOR CSWS ACCOUNT 

Question: Why should I apply for an account through the CSWS?  

Answer:  By applying for an account on the CSWS you will be given access to information about your case.  Online services include:

· Ability to view upcoming appointments and court dates
· View payments and make payments
· View account balance information
· Enroll, change, or cancel direct deposit or debit card services
· Submit address changes and report employment information
· Provide copies of court orders and other information
· Monitor activity on your case
· Access to Kentucky’s Guideline Calculator

· Receive notifications from your caseworker about your case

· Submit questions to your caseworker
· Receive statewide or local announcements about the child support program. 
Question: How do I apply for a CSWS account? 

Answer: The website address is http://csws.chfs.ky.gov/csws/  Click on the link on the right side of the page titled “My Account.” The member will then need to click on the radio button “create an account.”  The member will need their Name, MPI number and DOB to successfully complete this process. 
Question: After I apply for an account through the CSWS, do I have immediate access to information about my case? 

Answer:   No, after you apply you will be sent a Personal Identification Number (PIN) on the form CS-198 through the United States Postal Service.  This could take up to 7 days to obtain in the mail.  The PIN must be activated within 35 days.  If it is not activated within 35 days, they will need to contact their caseworker to have the PIN reissued. Staff will reissue a PIN by following the procedural instructions for the form CS-199. 
Question: I applied for an account through the CSWS but I have never received a letter in the mail providing my pin/password/etc.
Answer:  If you do not receive your PIN in the mail, contact your caseworker immediately.  The caseworker will deactivate the PIN and reissue another PIN by following the procedural instructions for the form CS-199.  
Question: Do I have to be a member of the CSWS to make a payment? What if I do not know my MPI or IV-D, can I still make a payment?
Answer: Yes, you do have to be a member of the CSWS to make a payment toward your child support case. 
FAQ RELATED TO A MEMBER’S CSWS ACCOUNT
Question:  I am a noncustodial parent, as a member, what information can I update about the cp, the child, and myself?
Answer: You can update any of your demographical information such as your name, date of birth, address, phone number, employer, medical insurance, and court order information.  You can also update any of the custodial parent’s demographical information.  You can update the child’s name and date of birth.  You cannot update your SSN or the SSN of the custodial parent or child.  Any information you update whether it be about yourself, the custodial parent, or the child is first sent to the caseworker for review before it is updated in the child support system.  
Question: I am the custodial parent, as a member, what information can I update about the ncp, the child, and myself? 
Answer: You can update any of your demographical information such as your name, date of birth, address, phone number, employer, or medical information.  You can also update any of the noncustodial parent’s demographical information.  You can update the child’s name and date of birth.  You cannot update your SSN or the SSN of the noncustodial parent or child.  All demographic information you update about yourself, with the exception of medical insurance and employment data, is updated automatically in the child support system without worker intervention.  Any information you update for the noncustodial parent or the child, or your own medical insurance or employment data, is first sent to the caseworker for review before it is updated in the child support system.  
Question: When I log into my account, I receive a message that directs me to contact my caseworker, what does this mean?
Answer:  There is sensitive information on your case that cannot be viewed over the internet.  You must contact your caseworker to obtain information about your case.  (CAUTION: When a member receives this message, it means that there is either a good cause or domestic violence indicator in KASES but staff handling customer service related calls should not disclose this information to the caller.  Only the worker should provide this type of information to the caller).

Question:  I believe someone else has accessed by CSWS account.  What do I need to do? 

Answer:  You will need to contact your caseworker immediately. The caseworker will deactivate your pin and reissue a new PIN by following the procedural instructions for the form CS-199. 
Question: When I log into my account, it is showing an Acknowledgment Notification and when I hit cancel, I cannot get into my account.  What do I need to do?
Answer: This means that there is important information on your case that you need to be aware of and once you acknowledge and view this information, you will then be able to proceed into your account.  You cannot go any further into your account until you acknowledge the notification. 

Question:  When I log on to my account, I receive a message that says I need to update my information.  Why am I receiving this message?

Answer: The CSWS asks you to date your information every 90 days so your caseworker will have your most current information at all times.  If the information showing is current, no updates are necessary and you may proceed into your account by clicking on the button marked “continue.”

Question:  What are my online payment method options? 

Answer:  You can make an online payment by credit or debit card (Visa or Mastercard only) or using a checking or saving account.   
Question:  Why am I being charged a fee when making a child support payment online and will I get credit for this fee from my child support payment?

Answer: The fee is charged by the bank or credit card company for processing your payment. Child Support Enforcement does not receive any portion of these fees. A fee of $2.00 is charged for payments made by electronic check.  When making a payment by debit or credit card you will be charged a fee of 3% of the total amount of your payment.  For example, if you make a payment of $500 by debit or credit card, you will be charged a fee of $15.00.  You will not receive any credit on your child support obligation amount for paying these fees.
Question: If I set up recurring payments, is there a fee every time a payment is made?

Answer:  Yes every time a payment is made by credit or debit card there is a 3% fee added to the amount. All recurring payments by ACH will have a $2.00 fee added to the amount.
Question: When making a payment and I enter my payment information, will this information be stored or shared with any other agencies?
Answer: Your payment information is stored by the payment processing center only if you set up a recurring payment.  When setting up a recurring payment, the last four (4) digits of your credit card number is stored. Your payment information is not shared with any other agency.  
Question: After I set up a recurring payment, can I stop it?

Answer: Yes, when NCP logs into his/her account, click on view scheduled payment.  A scheduled payment screen will appear.  The following message will direct the NCP to cancel payments; ‘Below is a list of scheduled payments that you have set up.  You may cancel a payment by selecting the check next to each row and clicking ‘Cancel Selected Payments.’  
Question:  When I make a payment through the web portal, will my payment show up immediately on my payment history screen?
Answer: No, the payment will not show on the payment history screen until it has been processed by the bank.  A disclaimer is posted on the payment screen reading; ‘Please allow seven (7) business days for payment to post to the child support system. 
Question: When I made my child support payment online, I accidently selected the wrong IV-D case to receive the payment.  Is there anything that can be done to move that payment to the correct case? 

Answer: No, once payment has been made it will post to that account. 

Question:  Will the information that I see on my online CSWS account be the same information I receive if I call the IVR line?

Answer:  Yes, the information on your online account should be the same as both systems are updated simultaneously.  Any discrepancies should be reported to your caseworker. 

Question: I am the custodial parent. I checked my CSWS account yesterday and it showed an arrearage of $5500 was owed to me.  Today, I checked my CSWS account and it only shows I am owed $3600.  The CSWS does not show any new payments disbursed to me.  Why is my arrearage balance lower today than it was yesterday?

Answer:  First, the worker must review the account to find out why there is a difference.  If the difference is the result of an adjustment to the arrearage balance, advise the caller that he/she needs to contact their caseworker to find out why the arrearage balance was adjusted.  If the difference is the result of receiving a payment that is holding such as a tax payment the worker advises the caller that the NCP is given credit for payments upon receipt of the monies, but the website reflects only payments that have been disbursed.  The payment is currently holding and the caller needs to contact their caseworker for additional information. 
Question: I am the noncustodial parent.  I checked my CSWS account and it shows I owed $5000 in past due support to my ex-wife.   She called me today accusing me of trying to cheat her out of money because the past due balance provided to her on the CSWS is only $3500.  Why are you telling me I owe $5000 and only telling her I owe $3500. 

Answer:  You are seeing the total amount of past due support that you currently owe. The custodial parent is only seeing the portion of the past due child support that is owed to her. 
Question: I am the custodial parent.  The noncustodial parent owes me $12,000 in past due support but when I check my balance on the CSWS it only shows that I am owed $5000.  Why? 

Answer:  The remaining $7000 is owed to the state for periods of time when you were receiving public assistance for the child.  The CSWS will only display arrearages that are owed to you.  If you have any questions about the arrearage amount owed to the state, please contact your caseworker.  

Question: I mailed a child support payment to the Centralized Collection Unit in Lexington last week but the payment has not shown up on my CSWS account yet.  How long does it take to post a payment to my child support case and for it to be reflected on my CSWS account? 

Answer: Although, CSE has two business days from the date that your payment is received by the Centralized Collection Unit to post your payment, CSE generally posts payments on the same day that they are received.  The payment will be visible on your CSWS account the day after the payment is posted to your child support case.  
Question: I tried to submit a question and was directed to go the FAQ section.  How do I submit a question from here? 
Answer: You are directed to the FAQ section because the answer to most questions regarding child support can be found in this section. If you cannot find an answer to your question in the FAQ Section, you may submit a question to your caseworker by scrolling to the very bottom of the FAQ Section.  Please note that depending on the workload of the caseworker assigned to answer your question and the complexity of the issue, it could be days or weeks before you receive a response from your caseworker.
Question: I completed a guideline calculation online and it shows that I should be paying a lower amount of child support. What do I need to do? 

Answer:  You will need to submit a written request for a review to your local child support office. Please keep in mind that the amount determined in the guideline calculation may change once CSE has gathered income information from both parties, factored all deductions, and allowed for health insurance and child care cost credits.    
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