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[bookmark: _Ref162561142][bookmark: _Ref162561446][bookmark: _Toc169814048]Registration
[bookmark: _Toc224353118][bookmark: _Toc224115636]This document describes the processes to submit a request for user registration to access the Child Support Portal (CSP or Portal).
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Description automatically generated with medium confidence]
[bookmark: _Ref162445823][bookmark: _Toc419882621][bookmark: _Toc169814058]Figure 1‑1: Welcome to the Child Support Portal 
Notes: 
Figure 1‑1 shows the header and footer for all CSP screens. The header may contain additional links (for example, Logout, Comments, FAQ, Contact Us, Print, Portal Home, and Chatbot); the footer may, too (for example, Office of Child Support Services, Privacy Policy, Accessibility, HHS Vulnerability Disclosure Policy, and the Help Desk email address). 
The footer also contains a small chat icon in the bottom right corner. This icon, which displays until the user accesses the Portal, offers help to the user to reset their password or unlock their account.
To improve the readability of this document, the headers and footers on many web page images (figures) were excluded.
Chart 1‑1 defines the functions available on the Welcome to the Child Support Portal page, including those in the header and footer.
	[bookmark: _Ref162445877][bookmark: _Toc419912315][bookmark: _Toc169814104]Chart 1‑1: Welcome to Child Support Portal

	Link
	Description

	Portal Home
	Indicates this is the home page for the Portal.

	FAQ 
	Displays the Frequently Asked Questions (FAQ).

	Contact Us
	Displays the Help Desk Contact Page, which shows the phone number and email address for the Help Desk.

	User Affiliations
	Eight affiliations exist: Employers, Federal Agencies, Financial Institutions, Insurers, International, OCSS, States, and Tribes. 
The user selects the affiliation they want to register for. A list of functions for the selected affiliation displays. 

	Office of Child Support Services
	Opens a web page with details about the Office of Child Support Services (OCSS).

	Privacy Policy
	Displays the Child Support Portal Privacy Policy.

	Accessibility
	Opens a web page with details on the Administration for Children and Families’ commitment to making its websites accessible to the widest possible audience, including the disabled.

	HHS Vulnerability Disclosure Policy
	Opens a web page with details of the Health and Human Services Vulnerability Policy.

	Help Desk
	Shows the contact information for the Help Desk

	GO
	To select the user role the user is registering for, the user clicks GO in that user role’s section; an applications list displays for the selected user role. All roles take the user to the This Portal Page Is For You If page. The registration form is not role-specific at this point.

	Chatbot icon
	An interactive system to help a user change their password or unlock their account without Help Desk staff assistance.


[bookmark: _Toc224353120]Users click one of the user affiliations or GO to navigate to the This Portal Page Is For You If page; for an example, see Figure 1‑2. On the left is a list of applications the user may be able to access, depending on the affiliation they select.
[image: Graphical user interface, application

Description automatically generated]
[bookmark: _Ref162879250][bookmark: _Ref511313550][bookmark: _Toc419882622][bookmark: _Ref162879279][bookmark: _Toc169814059]Figure 1‑2: This Portal Page Is For You If 
Chart 1‑2 defines the functions available on the This Portal Page Is For You If page.
	[bookmark: _Ref162879040][bookmark: _Toc419912316][bookmark: _Ref162445934][bookmark: _Ref162879054][bookmark: _Toc169814105]Chart 1‑2: This Portal Page Is For You If Page

	Link
	Description

	This Portal Page Is For You If
	Displays a list of functions available to the user role the user selected

	New User
	Opens the Child Support Portal User Registration page

	Log In
	Opens the Child Support Portal Log In page

	Helpful Information
	Displays links to documents or websites that may be helpful when using the Portal


In the Register or Login box, the user clicks New User. The Child Support Portal User Registration page opens; see Figure 1‑3. 
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[bookmark: _Ref162461704][bookmark: _Toc169814060][bookmark: _Ref511313415]Figure 1‑3: Child Support Portal User Registration, Step 1 
To select an affiliation from the list of affiliations, the user clicks Enter User Affiliation to select the specific affiliation. For this example, the user clicked OCSS.
Depending on the affiliation selected, a new section with sub-groups may appear requesting more information. Continuing the above example, the Enter OCSS Sub-Group Information field displays; see Figure 1‑4.
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[bookmark: _Ref511314098][bookmark: _Toc169814061]Figure 1‑4: Child Support Portal User Registration, Step 2
Chart 1‑3 defines the functions available on the Enter User Affiliation page.
	[bookmark: _Ref511315853][bookmark: _Toc169814106]Chart 1‑3: Enter User Affiliation

	Link
	Description

	Enter User Affiliation
	Opens a list of user affiliations.

	Enter OCSS Sub-Group Information
	In this OCSS user affiliation example above, clicks Regional or Technical Support Staff. 
Selections available for other affiliations vary from the example; see the next row.

	Sub-Groups for Other Affiliations (Information requested for the other user types)
	Employer, Insurer, and Financial Institution: The user must enter the FEIN.
Federal Agency: The user must enter the agency name.
Tribe: The user must enter the tribe name.
International: The user must enter the country name. 
State: The user must enter the state name.


After the user makes selections in the affiliation list, the page expands to display a list of functions in the Request Access to Services section; Figure 1‑5 shows an example of this page.
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[bookmark: _Ref162464304][bookmark: _Toc169814062][bookmark: _Toc419882623]Figure 1‑5: Child Support Portal User Registration, Step 3 
The user clicks the functions they want to access. The next section the user completes is Enter Personal Information and Work Location; see Figure 1‑6. 
Required fields have red asterisks (*) before their labels. 
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[bookmark: _Ref162863542][bookmark: _Ref511644092][bookmark: _Toc169814063]Figure 1‑6: Child Support Portal User Registration, Step 4 
The user completes the required fields in the Access Code sub-section. For enhanced security, OCSS requires users to enter an access code each time they log in. Users can select one of two options to receive the access code: Voice, a phone call, or Text, a text message on their cell phone.
The user also completes the required Security Information fields; Figure 1‑7 shows an example of this page.
[image: ]
[bookmark: _Ref162464624][bookmark: _Toc169814064]Figure 1‑7: Child Support Portal User Registration, Step 5 
To submit their registration, the user clicks Submit. 
Figure 1‑8 shows a summary of the entered information. 
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[bookmark: _Ref511643904][bookmark: _Toc169814065]Figure 1‑8: Child Support Portal User Registration, Step 6 
To update any information, the user clicks Return to Make Changes and then makes the changes.
To receive a call or text message to enter an access code, the user clicks Request: 
As part of two-factor authentication, the system calls the user (Voice option) or sends a text message (Text option) with an access code to the phone number selected on the Child Support Portal User Registration page; see Figure 1‑6. 
The user must enter the access code to complete the registration process.
When the user clicks Confirm, the Child Support Portal User Registration Request Submitted page displays to inform the user their registration is complete; Figure 1‑9 shows an example of this page.
[image: ]
[bookmark: _Ref511644148][bookmark: _Toc419882632][bookmark: _Toc169814066]Figure 1‑9: Child Support Portal User Registration Request Submitted 
When the user clicks Welcome, the Welcome to the Child Support Portal page opens. The next part, “Activation,” covers activating the user’s account.
This portion of registration is complete. The Help Desk emails the user an access code so that the user can complete the activation process and log into the Portal.
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[bookmark: _Toc326232666][bookmark: _Ref162469580][bookmark: _Ref162561182][bookmark: _Ref162561485][bookmark: _Toc169814049]Activation
[bookmark: _Toc419882633]On the Portal Home tab on the Welcome to the Child Support Portal Page (see Figure 1‑1), the user clicks a user affiliation to open the This Portal Page Is For You If page. Figure 1‑2 on page 1-3 shows this page; Chart 1‑2 on page 1-3 defines the functions available.
[bookmark: _Toc419882634]In the Register or Login box, the user clicks Log In; the Log In Certification page opens. Figure 2‑1 shows this page. 
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[bookmark: _Ref162564727][bookmark: _Ref162878465][bookmark: _Ref162878538][bookmark: _Toc169814067]Figure 2‑1: Log-In Certification
The user takes the following steps:
Selects the I Accept check box to accept the terms of the agreement
Enters their user ID
Clicks Enter
Chart 2‑1 defines the functions available on the Log In Certification page.
	[bookmark: _Ref162878038][bookmark: _Ref162466446][bookmark: _Toc419912323][bookmark: _Ref162878050][bookmark: _Toc169814107]Chart 2‑1: Log In Certification

	Element
	Description

	I Accept
	Certifies the user agrees to the terms of the agreement

	Log In using User ID
	Allows the user to access the Portal by entering a user ID

	Forgot User ID?
	Opens the Forgot User ID page

	Log In using PIV card
	Allows the user to access the Portal using a PIV card (internal users only)

	Cancel
	Cancels the login attempt and returns to the This Portal Page Is For You If page

	i (information link)
	Provides more information about PIV card access


[bookmark: _Toc419882635]When the user clicks Enter, the User Activation page opens for the user to complete their account activation. Figure 2‑2 shows this page.
[image: ]
[bookmark: _Ref162466513][bookmark: _Toc169814068]Figure 2‑2: User Activation
Chart 2‑2 defines the functions available on the User Activation page.
	[bookmark: _Ref162564761][bookmark: _Toc419912324][bookmark: _Toc169814108]Chart 2‑2: User Activation

	Element
	Description

	User ID
	Displays a system-generated user ID

	Activation Code
	Allows the user to enter the activation code the Portal sent 

	Password
	Allows the user to enter a password

	Forgot/Change Password
	Opens the Forgot/Change Password page to reset the password

	Challenge Questions 
	Requires the user to answer the questions


When the user clicks Submit, the Activation Confirmation page opens. Figure 2‑3 shows an example with a message confirming the user’s account is activated.
[image: ]
[bookmark: _Ref511645327][bookmark: _Toc419882636][bookmark: _Toc169814069]Figure 2‑3: Activation Confirmation
When the user clicks Welcome, the Welcome to the Child Support Portal page opens. 

[bookmark: _Toc326232667][bookmark: _Ref162561201][bookmark: _Ref162561511][bookmark: _Toc169814050]Log In
This Portal Page is for You If page is where the user initiates the logging-in process. Figure 1‑2 on page 2-1 shows this page; Chart 1‑2 on page 1-3 defines the functions available on this page.
[bookmark: _Ref162564785][bookmark: _Ref162876301]In the Register or Log In section, when the user click Log In, the Log In Certification page opens. Figure 2‑1 on page 2-1 shows this page; Chart 2‑1 on page 2-2 defines the functions available on this page.
The user takes the following steps:
Selects the I Accept check box to accept the terms of the agreement
Enters their user ID
Clicks Enter
[bookmark: _Toc419882638]When the user clicks Enter, the Log In page opens. Figure 3‑1 shows an example of this page.
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[bookmark: _Ref162559395][bookmark: _Toc169814070]Figure 3‑1: Log In
Chart 3‑1 defines the functions available on the Log In page.
	[bookmark: _Ref162559492][bookmark: _Toc419912327][bookmark: _Toc169814109]Chart 3‑1: Log In

	Element
	Description

	User ID
	Shows the user ID from the This Portal Page Is For You If page (see Figure 1‑2); the user can change this

	Password
	Enters a password

	Forgot/Change Password?
	Opens the Forgot/Change Password page


[bookmark: _Toc419882639]The user enters their password and then clicks Log In.
Figure 3‑1 shows the Log In – Enter Access Code page.
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[bookmark: _Toc169814071]Figure 3‑2: Log In – Enter Access Code
Chart 3‑2 defines the function available on the Log In – Enter Access Code page.
	[bookmark: _Ref162870965][bookmark: _Toc169814110]Chart 3‑2: Log In – Enter Access Code

	Element
	Description

	Access Code
	Enters the access code received by email or text (chosen during registration)


The user enters their access code received by voice (phone call) or a text message and then clicks Submit.
The Child Support Portal Home page opens; Figure 3‑3 shows an example of this page. 
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[bookmark: _Ref162867347][bookmark: _Ref162470830][bookmark: _Ref162888969][bookmark: _Toc169814072]Figure 3‑3: Child Support Portal Home Page
Chart 3‑3 defines the functions available on this page.
	[bookmark: _Ref162563520][bookmark: _Ref162456789][bookmark: _Toc419912328][bookmark: _Toc169814111]Chart 3‑3: Child Support Portal Home Page

	Element
	Description

	Welcome <User Name>
	Allows users to update their account profile

	Broadcast Messages
	Shows messages of interest for Portal users of all affiliations, such as availability, upcoming maintenance, and changes

	Secure Home
	Labels the Portal Home Page

	Select Application
	Lists Portal application the user has privileges for and can select

	Feedback
	Submits feedback about the Portal or a Portal application

	FAQ
	Displays FAQs about the Portal

	Contact Us
	Displays Help Desk contact information

	In the Spotlight
	Displays information about new items or events on the Portal

	Helpful Information
	Shows documents provided for more information

	Calendar
	Displays events of interest to users

	Quick Links
	Provides links to reference information



[bookmark: _Toc326232668][bookmark: _Ref162561227][bookmark: _Ref162561531][bookmark: _Toc169814051]Profile Updates
[bookmark: _Toc419882640]When the user clicks Profile Update on the left menu of the Child Support Portal Home page (see Figure 3‑3 on page 3-3), the Profile Update page opens; Figure 4‑1 shows an example of this page. 
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[bookmark: _Ref162891652][bookmark: _Ref162471077][bookmark: _Ref162891680][bookmark: _Toc169814073]Figure 4‑1: Profile Update
Chart 4‑1 defines the information a user can add or update on this page.
	[bookmark: _Ref162559645][bookmark: _Toc419912329][bookmark: _Toc169814112]Chart 4‑1: Profile Update

	Element
	Description

	Update Personal Information and Work Location Section 
	Displays the user’s personal and work location information 

	Update Security Information Section
	Displays the challenge questions the user selected and the responses the user provided 

	User Access Control Section
	Displays access code options – Voice or Text – used for two-factor authentication

	Request
	Requests an access code

	Update
	Saves and confirms the account update

	Reset
	Resets fields to the previously saved information or, if nothing was saved, blank fields 

	Cancel
	Cancels the transaction and opens the Welcome to Child Support Portal page

	Inactivate Account
	Disables the account


Figure 4‑2 shows the Profile Update Confirmation page displayed when the user updates their account.
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[bookmark: _Ref162559838][bookmark: _Toc169814074]Figure 4‑2: Profile Update Confirmation
When the user clicks Close, the Welcome to the Child Support Portal page reopens.

[bookmark: _Toc326232669][bookmark: _Ref162561255][bookmark: _Ref162561549][bookmark: _Toc169814052]Credential Management
[bookmark: _Toc419882643]Each time the user wants to access the Portal, they go to the Log In Certification page. Figure 2‑1 on page 2-1 shows this page; Chart 2‑1 on page 2-2 defines the functions available on this page.
[bookmark: _Toc419882644]To accept the terms of the agreement, the user selects the I Agree check box.
If the user does not remember their user ID, they click Forgot User ID? Figure 5‑1 displays the Forgot User ID page. They can also use the chatbot; for instructions, see Part 7, “Chatbot.”
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[bookmark: _Ref162892037][bookmark: _Ref162559980][bookmark: _Ref162892198][bookmark: _Toc169814075]Figure 5‑1: Forgot User ID
Chart 5‑1 defines the functions available on this page.
	[bookmark: _Ref162471661][bookmark: _Toc419912333][bookmark: _Toc169814113]Chart 5‑1: Forgot User ID

	Element
	Description

	Email Address
	Enters an email address to request the user ID

	Re-enter Email Address 
	Re-enters the email address to confirm it


[bookmark: _Toc419882645]When the user clicks Submit, the Credential Management – Forgot User ID Confirmation page opens. Figure 5‑2 shows this page with the message confirming to the user the system sent the user ID to their email account.
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[bookmark: _Ref162560063][bookmark: _Toc169814076]Figure 5‑2: Credential Management – Forgot User ID Confirmation
To restart the log-in progress, the user clicks Welcome.
The Log In page is also where the user can change their password. Figure 5‑3 shows an example of this page.
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[bookmark: _Ref162458486][bookmark: _Toc169814077]Figure 5‑3: Log In – Forgot/Change Password
Chart 5‑2 defines the functions available on the Log In – Forgot User ID page.
	[bookmark: _Ref511727133][bookmark: _Toc169814114]Chart 5‑2: Log In – Forgot/Change Password

	Element
	Description

	Password
	Enters a password

	Forgot/Change Password?
	Opens the Forgot/Change Password page

	Access Code
	Enters the access code received by phone call or text (selected during registration) 

	Cancel
	Returns to the Welcome to the Child Support Portal page


The user clicks Forgot/Change Password? 
The user clicks Log In to authenticate the password.
[bookmark: _Toc419882646]If the user forgot or wants to change their password, they click Forgot/Change Password? The Forgot/Change Password page opens; Figure 5‑4 shows an example of this page.
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[bookmark: _Ref511728032][bookmark: _Ref511653544][bookmark: _Toc169814078]Figure 5‑4: Forgot/Change Password
Chart 5‑3 defines the functions available on the Forgot/Change Password page.
	[bookmark: _Ref511806749][bookmark: _Toc169814115]Chart 5‑3: Log In Forgot/Change Password

	Element
	Description

	User ID
	Displays a system-generated user ID

	Email 
	Enters an email address associated with the user ID

	Submit
	Sends the request to change the user’s password

	Cancel
	Returns to the Welcome to the Child Support Portal page


[bookmark: _Toc419882648]The user enters an email address to access to the password reset page and then clicks Submit. The Forgot/Change Password – Challenge Questions page opens. Figure 5‑5 shows an example of the page where the user answers the challenge questions they selected on the Profile Update page; see Figure 4‑1 on page 4-1.
[image: ]
[bookmark: _Ref511653819][bookmark: _Ref511727083][bookmark: _Toc169814079]Figure 5‑5: Forgot/Change Password – Challenge Questions
[bookmark: _Toc419882649]The user answers the challenge questions, and then clicks Submit to open the Forgot/Change Password –Reset Password page. Figure 5‑6 shows an example of this page.
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[bookmark: _Ref162458653][bookmark: _Toc169814080]Figure 5‑6: Forgot/Change Password – Reset Password
Chart 5‑4 defines the functions available on this page.
	[bookmark: _Ref511726966][bookmark: _Toc419912338][bookmark: _Toc169814116]Chart 5‑4: Forgot/Change Password (Reset Password)

	Element
	Description

	Create Password
	Enables the user to enter a new password

	Confirm Password
	Enables the user to confirm the new password

	Submit
	Submits the reset password request


[bookmark: _Toc419882650]The user enters a new password, enters it again to confirm it, and then clicks Submit. The Change Password Confirmation page opens; Figure 5‑7 shows an example of this page with the password change confirmation message.
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[bookmark: _Ref511728168][bookmark: _Ref511654337][bookmark: _Toc169814081]Figure 5‑7: Change Password Confirmation
When the user clicks Welcome, the Welcome to the Child Support Portal page reopens. 

[bookmark: _Ref162561589][bookmark: _Toc169814053]General Pages
Figure 6‑1 displays the timeout warning message.
[image: ]
[bookmark: _Ref162560324][bookmark: _Toc169814082]Figure 6‑1: Timeout Warning
To refresh the session, close the browser, and return to the previously displayed page, the user clicks Continue. 
Figure 6‑2 displays the Session Timed Out message. When the user receives this message, they must log in again.
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[bookmark: _Ref162560348][bookmark: _Toc169814083]Figure 6‑2: Session Timed Out
When the user clicks Welcome, the Welcome to the Child Support Portal page reopens.
Figure 6‑3 displays an example of a system error page.
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[bookmark: _Ref162560369][bookmark: _Toc169814084]Figure 6‑3: System Error
When the user clicks Home, the Welcome to the Child Support Portal page reopens. 
Figure 6‑4 displays a message informing the user that the system locked their account because of the number of invalid log-in attempts. To unlock their account, the user must contact the Help Desk or use the chatbot. (For instructions, see Part 7, “Chatbot.”)
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[bookmark: _Ref162560389][bookmark: _Toc169814085]Figure 6‑4: Account Locked (Credential Management and Activation Page)
When the user clicks Welcome, the Welcome to the Child Support Portal page reopens.
Figure 6‑5 displays the Frequently Asked Questions (FAQ) page with answers to frequently asked questions about Portal applications. The link for this page is on the header of all applications that have an associated FAQ page; not all applications do. Figure 5‑1 on page 5-1 shows an example of the FAQ link.
[image: ]
[bookmark: _Ref162560430][bookmark: _Toc169814086]Figure 6‑5: Frequently Asked Questions
Chart 6‑1 defines the functions available on the Frequently Asked Questions page.
	[bookmark: _Ref162560670][bookmark: _Toc169814117]Chart 6‑1: Frequently Asked Questions

	Element
	Description

	Category List
	Displays the FAQ in that section

	Top of Page
	Returns to the top of the page


Figure 6‑6 displays the Contact Us information for the Portal Help Desk.
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[bookmark: _Ref162563870][bookmark: _Ref162560567][bookmark: _Toc169814087]Figure 6‑6: Contact Us
Figure 6‑7 shows the security alert message displayed when the user’s system has an issue with the site security.
[image: ]
[bookmark: _Ref162560774][bookmark: _Toc169814088]Figure 6‑7: Security Alert – User Accepts Certificate
The user takes one of the following actions:
To open the Welcome to Child Support Portal, clicks Yes.
To cancel the current operation, clicks No.
To open the certificate information, clicks View Certificate.
Figure 6‑8 shows the message the system sends the user before inactivating their account. 
[image: ]
[bookmark: _Ref162560858][bookmark: _Toc169814089]Figure 6‑8: Disable Account Message
To inactivate their account, the user clicks OK.
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A chatbot is an interactive chat system that helps the user to reset their password or unlock their account without Help Desk intervention. 
Before accessing the Portal, when the user hovers over the chatbot icon in the bottom right corner of the footer, the message in Figure 7‑1 displays in the information box.
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[bookmark: _Ref162560882][bookmark: _Toc169814090]Figure 7‑1: Chatbot Icon
To open the Child Support Portal Virtual Assistance pop-up, the user clicks inside the information box; Figure 7‑2 shows the first Portal Virtual Assistant pop-up. 
[image: Graphical user interface, text, application, chat or text message

Description automatically generated]
[bookmark: _Ref162563921][bookmark: _Ref162525564][bookmark: _Ref169810625][bookmark: _Toc169814091]Figure 7‑2: Portal Virtual Assistant
To start the process to unlock their Portal account, the user clicks Unlock My Account.
The virtual assistant asks the user to enter their Child Support Portal user ID; Figure 7‑3 shows this request.
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[bookmark: _Ref162526280][bookmark: _Toc169814092]Figure 7‑3: Portal Virtual Assistant, Account Unlock – User ID
The user enters their user ID and clicks Enter. 
The virtual assistant prompts the user for the email address associated with their user ID; Figure 7‑4 shows this request.
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[bookmark: _Ref162526554][bookmark: _Toc169814093]Figure 7‑4: Portal Virtual Assistant, Account Unlock – Email Address
The user enters the email address associated with their Portal account and clicks Enter.
The virtual assistant informs the user that their Portal account was located (that is, verified) and asks whether they want to continue. Figure 7‑5 shows the verification, the prompt, and the user’s options. 
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[bookmark: _Ref162526664][bookmark: _Toc169814094]Figure 7‑5: Portal Virtual Assistant, Account Unlock – Get Started
The user clicks Yes, let’s get started. The virtual assistant asks the user to answer the challenge questions they created when they registered their account. Figure 7‑6 shows several example questions and answers.
[image: ]
[bookmark: _Ref162526809][bookmark: _Toc169814095]Figure 7‑6: Portal Virtual Assistant, Account Unlock – Challenge Questions
If the user answers three or four of the five challenge questions correctly, the virtual assistant asks the user to enter their date of birth and SSN; Figure 7‑7 shows this prompt. 
Note: If the user answers less than three challenge questions correctly, the user must start over.
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[bookmark: _Ref162527019][bookmark: _Toc169814096]Figure 7‑7: Portal Virtual Assistant, Account Unlock – Challenge Questions 3-4 Correct
When the user answers all five challenge questions correctly or enters their correct date of birth and SSN when prompted, their account is unlocked. Figure 7‑8 shows how the virtual assistant informs the user that their account is unlocked and prompts them whether they want to change the password for their Portal account. 
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[bookmark: _Ref162524722][bookmark: _Toc169814097]Figure 7‑8: Portal Virtual Assistant, Account Unlock – Account is Unlocked
To start the process to reset the user’s password, the user clicks Yes. When the virtual assistant displays the Reset My Password option, the user clicks this option. 
The virtual assistant asks the user to enter their Child Support Portal user ID; Figure 7‑9 shows this request.
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[bookmark: _Ref162524781][bookmark: _Toc169814098]Figure 7‑9: Portal Virtual Assistant, Password Reset – User ID
The user enters their user ID and clicks Enter. 
The virtual assistant prompts the user for the email address associated with their user ID; Figure 7‑10 shows this request.
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[bookmark: _Ref162472539][bookmark: _Toc169814099]Figure 7‑10: Portal Virtual Assistant, Password Reset – Email Address
The user enters the email address associated with their Portal account and clicks Enter.
The virtual assistant informs the user that their Portal account was located and asks whether they want to continue. Figure 7‑11 shows the verification, the prompt, and the user’s options.
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[bookmark: _Ref162524808][bookmark: _Toc169814100]Figure 7‑11: Portal Virtual Assistant, Password Reset – Get Started
The user clicks Yes, let’s get started.
The virtual assistant asks the user to answer challenge questions they created when they registered their account. Figure 7‑12 shows some example questions and answers.
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[bookmark: _Ref162524822][bookmark: _Toc169814101]Figure 7‑12: Portal Virtual Assistant, Password Reset – Challenge Questions
If the user correctly answers three or four of the five challenge questions, the virtual assistant prompts the user to enter their date of birth and SSN. Figure 7‑13 shows these prompts. 
Note: If the user answers less than three challenge questions correctly, the user must start over.
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[bookmark: _Ref162524912][bookmark: _Toc169814102]Figure 7‑13: Portal Virtual Assistant, Password Reset – Challenge Questions 3-4 Correct
If the user answers all five challenge questions correctly or enters their correct date of birth and SSN, the virtual assistant tells them they will receive an email with instructions to reset their password; see Figure 7‑14. 
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[bookmark: _Ref162449705][bookmark: _Toc169814103]Figure 7‑14: Portal Virtual Assistant, Password Reset – User Sent Email to Reset Password
PAPERWORK REDUCTION ACT OF 1995 (Pub. L. 104-13) STATEMENT OF PUBLIC BURDEN: The purpose of this voluntary information collection is for OCSS to register and authenticate authorized users to access applications on OCSS’ Child Support Portal. Public reporting estimated burden for this collection of information is 0.15 hours per respondent, including the time for reviewing instructions, gathering and maintaining the data needed, and reviewing the collection of information. As provided by 42 U.S.C. § 653(m)(2), any confidential information collected for this program is accessed only by authorized users. A federal agency may not conduct or sponsor an information collection without a valid OMB Control Number. No individual or entity is required to respond to, nor shall an individual or entity be subject to a penalty for failure to comply with a collection of information subject to the requirements of the Paperwork Reduction Act of 1995, without a current valid OMB Control Number. If you have any comments on this collection of information, please contact OCSSFedSystems@acf.hhs.gov.
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+ 1 understand that OCSE may ban me from the use of these senvces if OCSE determines or suspects tha there has been misuse of he services.

The user enters their User ID and clicks enter. The user’s email address associated to the User ID
« 1 am aware that any person ho knovingly and wilingly makes any representation o fasely obtain information from OCSE records andior ntends fo deceive

OCSE as to the true dentit of an individual could be punished by a fne or imprisonmen, of bolh s requested as displayed in Figure 7-4.
+ 1am authorized to do business on behalfof my fibe employer or lent. Child Support Portal Virtual Assistant Figure 7-4: Child Support Portal Virtual Assistance — Email Address
+ 1 understand OCSE wil use this information o employment verication purposes.

know if you need assistance with -

any of the items below or ask me

a question about the Child Suppor

« 1 have no expectation of privacy for any personal or unaffcal transaction conducted Using tis government equipment. At any time, and for any lawful Portal by entering it in the chat
Government purpose, the goverment may manior, infercept, and search and seize any communication or data transmilted o stored o this information system.

+ 1 understand that OCSE vill maintain and use the information | provide fo verdy my idenity and my relationship to tribelemployer and | consent to the use of my
information fo his purpose.

+ Any communication or data transmitted orstored onths information system may be disclosed of used for any awful Goverment purpose.

Reset My Password
By checking | Accept you certfy that you have read, understood, and agree to the terms of this agreement. =

1Accept Okay,| can help
pas

h resetting your
First, | will need to

lect some information to
your account

© Login using User D: Forgat Use

Can youtel me your Gl Support
Loginusing PV card (ser ) :
o using : ° Portal UserID? o
csporta

Flease provide the emal address
associated with your
Support Portal account

®12pM

w21
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CHILD SUPPORT PORTAL

PORTALHOME | FAQ CONTACT US

Welcome to the Child Support Portal

OCSE's Chid Support Portal provides a secure Intermet portl forstate, fribes, employers, insurers, fiancial instutions and ofher authorized users to send and receive vita nformation concerning chid
Support cases. To lean about what applicaions are available o you, and 1 log nto the Portal, ik o your user fole below.

Employers

Employers must send all child support
payments to the state disbursement unit;
payments cannot be sent using the Portal.
Employers may use the Portal to provide
information about employees who are eigible
to receive a lump sum payment, have.
ferminated employment, and provide contacts
and addresses and ofher nformation about
their company. Mulistate employers may
registe o entiy the sate where all neviy
and rehired employess vill be reported. All
information provided is shared vith chilg

support agencie.
ppor ag cos

International

‘Authorzed chid support workers from ofher
countiies may use the Portalfo access the
Inergovemmental Reference Guide (IRG) for
State and Tribal Chid Support Profle
Questions, a5 wel as State, Trbal, OCSE, and
International contactinformation,

co>

Federal Agencies

‘Authorzed federal agencies and research
partners may use the Portal o securely
xchange fles with OCSE. Ifyour federal
agency has recenty gained connectiviy to the
Portal, you vill nesd 1 register o create an
account

c0>

OCSE

Authorized OCSE staff may use the Portalto
acoess an array of resources and senices for
authorized business purposes.

c0>

Financial Institutions

Mutstate fiancial nstutions and ransmiters
may use the Portalfo exchange information
with OCSE for the Mulfstate Financial
Instiution Data Match Program. You may akso
use the Portal fo update your contact
information.

c0>

States

The Portal provides registered users access o
the Access and Vistation application. If you
are a chid support professional, contact your
state administator o access the Porta

co>

Insurers

Insurers may use the Portalfo access the
Insurance Match Deb Inquiry application to
provide chid support agencies with
information about claimanis or benefiiaries
who are elgible o receive lump sum
payments.

c0>

Tribes

The Portal provides registered trival chid
support casemorkers and managers oniine
access to the Federal Case Regisiry,
Department of Defense. and other federal
‘agency locate information. You may register
only after your tribe provides OCSE with
the required agreements.

co>

NOTE: The hid Support Portalis a secured system that can only be accessed by authorized users. It s notfor hild suppor case partcipants or the public. T lear more abou the federal Offce of
‘Child Support Enforcement o to get help with your case, please see our website

OFFICE OF CHILD SUPPORT ENFORCEMENT

Privacy Policy

Accessibilty

Help Desk
Oravnzssarss
csporta@actins gov

0

n

@
kid

(1]

Flease provide the emal address
associated with your Child
Support Portal account

csiporta@ssa.gov

“Thank you! | have located your
Child Support Portal account To
h resetting your

1 need to verify your
identity using your security
questions

Would you ke o continue?
4 Yes et getstated

"4 o, dorit want to continue

‘Ask something

6/25/2021

Child Support Portal Virtual Assistant
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2021-0624_CSP_Uer_Screen_Flow - Word @ o X

References

A\ Stachiinski, Cheryl Contractor £, Share

Mailings ~ Review 508 Accessiblity Help

what you want

s requested as displayed in Figure 7-4. -

Navigation T
) Figure 7-7: Child Support Portal Virtual Assistance — Password Reset — Email Address
flesdnos fross e
1. Registration
2. Activation
3.Login
4.Profile Updates

Credential Management
General Pages
Chatbot

The user s informed they have been verified to click to get started as displayed in Figure 7-3

Figure 7-8: Child Support Portal Virtual Assistance - Password Reset — Get Started
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change password also.

Navigation T
Offce ofChid Support Enforcement “J Child Support Portal

CHILD SUPPORT PORTAL Headogs  ages  Resls

Figure 7-

irtual Assistance — Account Unlock — Account is
Unlocked

Child Support Portal

2
3.Login

Welcome to the Child Support Portal 4.Profile Updates
5. Credential Management =

(OCSEs Child Support Portal provides 2 secure Intemet poral or states, frbes, employers, nsures, fnancial nstiulions and ofher authorized users o send and receive ital nformation concerning child o =

Support cases. Toleam about what appiications are availabl to you, and o log nto the Porta, cick on your user rol below. 6. General Pages
7. Chatbot

Employers Federal Agencies Financial Institutions Insurers

Employers must send al child support Authorized federal agencies and research Multistte inancialinstiutons and ransmiers  Insurers may use the Portalfo acess he

payments to the state disbursementunit;  pariners may use he Portal fo securely may use he Porta fo exchange information  Insurance Malch Deb Inquiry applcation to

payments cannot be sent using the Portal.  exchange fls with OCSE. Ifyou federal with OCSE fo the Multsate Financia provide chid support agencies wih

Employers may use the Portal o provide ‘agency has recently gained connectiiy fothe  Instiufon Data Malch Program. You may also  information about ciaimanis or beneficiaries

informaton about employees who are eligile  Portal,you wil need t register fo create an  use the Portal to updae yourcontact who are eligible o receive lump sum b

to receive a lump sum payment, have accout information payments

ferminated employment,and provide contacts (]

and addresses and ofher nformation about

their company. Mulistate employers may
registe o identy the stae where all neviy Child Support Portal Virtual Assistant
and rehired employess vill be reported. All

information provided is shared vith chilg -
support agencies.

o> o> o> o> Whatis your pets name?”
International OCSE States Tribes pet
Authorized chid supportworkers flom olher  Authorzed OCSE staffmay use the Polalfo The Portal provides egistered users access fo The Portal provides egistered tbalchid
counties may use the Portal fo access the access an aray ofresources and senices for  the Access and Vistalion applcaton.f you support casewrkers and managers online as your childhood best
Infergovemmental Reference Guide (RG) for  aulhorized business purposes are a child supportprofessional, contactyour  acoess to the Federal Case Reisty, riena?
State and Trsal Chid Support Profle state administator o access the Portal Department of Defense. and affr feceral
Questons, 25 well as State, Tribal, OCSE. and 2gency locate nformation. You may register o
Internatonal contactiformion only after your trbe provides OCSE with
the required agreements.
cos o5 o5 cos Wnat s your favorite restaurant?
restaurant
NOTE: The Chid Support Portls a secured system thatcan only be accessed by authorzed users. I s notfo child support case parcipants orthe public To earn more about he ederal Offce of
‘Chid Support Enforcement, o 0 get help with your case, please see ourebsic
1 have verified your account and
initated your password reset. You
willreceive an emailshortly with
addtional instructions for
complting the password reset EOTAM
Thank you!
6/25/201
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