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Introduction: 
 
The Child Support Portal Navigation User Guide provides customers with the information needed to 
effectively find available content on the Customer Service Child Support Portal. For your convenience, a 
screen shot and description of the main features on each page is included to assist you. 
 
NOTE: If you have not registered, please review either the Registration Help document or the 
Registration Tutorial Video available in the right navigation menu of the Web Portal Welcome Page: 
http://jfs.ohio.gov/OCS/CustServWebPortalWelcome2.stm 
 
  

 

http://jfs.ohio.gov/OCS/CustServWebPortalWelcome2.stm
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Child Support Customer 

Service Web Portal 

Overview: 
 
The Customer Service Portal was created to allow registered customers access to their individual child 
support case information. The Portal is available twenty-three (23) hours a day, seven days a week, 
throughout the year, which makes it convenient for information to be viewed after normal business 
hours.  
 

This section provides information on: 

 

 Portal Overview 

 Portal Availability 
 

 
 
 
This portal provides on-demand, case specific, address, employment, health insurance, and financial 
history information, along with answers to frequently asked questions regarding the child support 
program. In addition, customers are provided the ability to correspond electronically with their county 
CSEA.   
The portal is accessible from any internet-connected computer using Internet Explorer (6.1 or higher) or 
Firefox. 
 
 
  
 
The portal is operational and available twenty-three (23) hours a day, seven (7) days a week, throughout 
the year (with approximately one hour down time nightly for maintenance usually between 4am and 
6am).    

  

 

Portal Overview 

Portal Availability 
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Navigating the Web Portal: 
 
 
Navigation of the web portal is simplified by the use of a menu bar located at the top of every page: 

– Home Page – Returns you to the Home Page from any page in the portal 
– Messages - Reply to incoming messages from the county Child Support Enforcement Agency 

(CSEA) or send a new message to the county CSEA 
– Personal – View your contact, employer, health insurance and child information on file with the 

CSEA.  You can also manage your portal account by changing your E-mail address or password 
– Payment - View payment information, enroll or change direct deposit or e-QuickPay 

information (if you receive support), or make support payments 
– Cases - View a breakdown of your support obligations and balances or view a summary of your 

child support case(s) 
– Help - View a Help Screen providing details on the content of the page and how it can be used, 

view Child Support Frequently Asked Questions or view a Child Support Glossary 
 

Menu Bar: 

 
Additional web portal tools: 

– Clicking the tooltip icon provides a definition for the child support term displaying 
– Clicking Logout will log you out of the portal and return you to the Login page 
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Home Page 

 
 
Immediately after you sign on, you will arrive at the Home Page. The Home Page is an organized at-a-
glance view of information relevant to your case(s). From this page, you will be able to: 
 

– View payment activity information 
o Payments displaying in yellow are payments received from you if you are ordered to 

pay support 
o Payments displaying in green are payments sent to you if you are ordered to receive 

support 
– View new incoming messages from the county CSEA 
– Send a new message to your county CSEA 

o Clicking on the New Message button will allow the customer to initiate a new message 
to their County CSEA without leaving their Home Page.  A message initiated by a 
customer providing Contact, Health Insurance or Employment information changes 
includes update fields prompting the customer to report complete information. 

– View a monthly support calendar and detailed payment events.  
o Dates displaying a yellow icon indicate those payments received from you if you are 

ordered to pay support 
o Dates displaying a green icon indicate those payments sent to you if you are ordered to 

receive support 
– Change the calendar to view payment information for previous months 
– Change the calendar to view payment information for a selected case/order 
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Payment Activity: 
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– ‘Last Payment(s) Sent to You’ will display when payments are sent to you if you are ordered to 
receive support and the corresponding payment information will display in green boxes 

 
–  ‘Last Payment(s) Received from You’ will display when payments are received from you and the 

corresponding payment information will display in yellow boxes 
 

Messages: 
 

 
 

– The New Messages section displays any new unopened messages received from the county 
CSEA  

– If the new unread message is a continuation of a previously ongoing conversation thread, the 
number of messages in the thread will display after the message topic   

– Each row will display the New Message icon, case/order number and the message subject 
related to the conversation thread 

– Up to four rows of messages will display with a MORE icon if there are additional unopened 
messages available (Note: a total of 10 unopened messages display in the New Messsages box 
on the Home Page. If you have more than 10 unopened messages, access the Message Center 
to view the additional messages) 

– Clicking on the PREVIOUS icon will display unopened messages to the customer that were not 
opened before clicking the MORE icon 

– Clicking on a message will take you to the View Message page where the message can be 
viewed and or responded to 

– When no new messages have been received, the following message will display: ‘NO NEW 
MESSAGES’ 

 
New Message Button: 

 
– Clicking on the New Message button will allow you to initiate a new message to your County 

CSEA without leaving the Home Page.  
o If you click on the ‘New Message’ button a message box displays allowing you to type a 

new message to your county CSEA: 
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– When you click on the ‘Select Message Topic’ dropdown, you must select one of the 
predetermined message topics.  
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– If you select Message Topic ‘Contact Information Change’, the message box expands to include 
enterable fields, designed to prompt you to provide specific information.  Note: You will be 
required to select an Address Type (Residential, Mailing or Residential & Mailing) if any of the 
address fields are completed, all other fields are optional.   
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– If you select Message Topic ‘Employer Change or Addition’, the message box expands to include 
enterable fields, designed to prompt you to provide specific information.  Note: You will be 
required to select the type of Employment Change (Add New Employer or Change Recent 
Employer), all other fields are optional.   
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– If you select Message Topic ‘Health Insurance Change or Addition’, the message box expands to 
include enterable fields, designed to prompt you to provide specific information.  Note:  You will 
be required to select the type of Health Insurance Change (Add New Health Insurance or Change 
Recent Health Insurance), all other fields are optional. 
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Support Calendar: 

 
– Payment dates and payment details will display to the right of the calendar in the Events 

section. 
– If you are ordered to pay support, payment dates will display with a Yellow icon to indicate 

payments received from you  
– If you are ordered to receive support, payment dates will display with a Green icon to indicate 

payments sent you  
– Clicking the <<< button will allow you to view up to 3 previous months of payments 
– The calendar defaults to a view of all of your child support cases, selecting a specific case from 

the Case/Order drop down menu allows you to view payment activity for one specific case 
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Message Center Page 

 
 
This page will display all your messages sent and received by descending date.   If you have not opened 
or read the message, it will display with a New Message (envelope) icon.  If you have opened or read the 
message, it will display without a New Message (envelope) icon. Clicking on the New Message button 
will open a text box allowing you to type and send a new message to your county CSEA.  From this page, 
you will be able to: 
 

– View un-opened/unread messages View opened/read messages   
– Transfer to view message detail 
– Send a new message 

 
– Selecting a message to view will open the message in the View Messages Page 
– Messages can be deleted from the Message Center by clicking the trash can icon 
– If you click on the ‘New Message’ button a message box displays allowing you to type a new 

message to your county CSEA: 
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– When you click on the ‘Select Message Topic’ dropdown, you must select one of the 
predetermined message topics.  

 

– If you select Message Topic ‘Contact Information Change’, the message box expands to include 
enterable fields, designed to prompt you to provide specific information.  Note: You will be 
required to select an Address Type (Residential, Mailing or Residential & Mailing) if any of the 
address fields are completed, all other fields are optional.   
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– If you select Message Topic ‘Employer Change or Addition’, the message box expands to include 
enterable fields, designed to prompt you to provide specific information.  Note: You will be 
required to select the type of Employment Change (Add New Employer or Change Recent 
Employer), all other fields are optional.   
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– If you select Message Topic ‘Health Insurance Change or Addition’, the message box expands to 
include enterable fields, designed to prompt you to provide specific information.  Note:  You will 
be required to select the type of Health Insurance Change (Add New Health Insurance or Change 
Recent Health Insurance), all other fields are optional. 
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Message Center View Messages Page 

 
 

This page will display details for the message selected from the Message Center page.  The original 
message and all corresponding messages related to it will display below the text box area.  The text box 
area allows you to reply to the message.  From this page, you will be able to: 
 

– View message details 
– Type a reply message in the text area 
– Send the message to the county worker 
– Click ‘Cancel’ to go back to the Message Center Page 

 

– The View Messages page displays whenever a message is selected from the Message Center or 
from the Home Page.  

– The page provides the ability to view and/or reply to a selected conversation thread. When a 
message is selected from the Message Center or Home Page, all conversation threads 
(correspondence back and forth) between you and the county that specific message will display.  

– A ‘Reply’ button allows you to respond to the message.  
– A ‘Cancel’ button returns you to the Message Center. 
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My Contact Information Page 

 
 
This page will display your personal and contact information, which is currently displayed in the child 
support computer system. If the address information is invalid, the information will not display. You can 
access the My Contact Information page from any page in the portal by selecting the option ‘My Contact 
Information’ from the Personal Menu.    
From this page you will be able to: 
 

– View your contact information including your full name, birth date, home and cell phone 
number 

– View your residential and/or mailing address 
– Update  personal/address information 
– Transfer to view personal information frequently asked questions 

 

 

 

Name, Date of Birth and Phone Numbers: 
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Address: 

Link to Frequently Asked Questions: 
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NOTE: If any of your information is incorrect, please click the Message Center link at the top of the page 
to access your Message Center and provide the correct information to the CSEA. Once your information 
is updated in the child support computer system, it appears in the Portal.    
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My Employer Information Page 

 
 
This page will display your active employment information, which is currently displayed in the child 
support computer system. If the employment has ended it will not display.  From this page you will be 
able to: 
 

– Select and view multiple employers, up to ten from a drop down when applicable 
– View Employer Name 
– View Employer Address 
– Update employer information 
– Transfer to view employer frequently asked questions 

 
 
NOTE: If any of your information is outdated or incorrect, please click the Message Center link at the top 
of the page to transfer to the Message center, to provide the correct information to the CSEA as soon as 
possible. Once your information is updated or changed in the child support computer system, the 
updated information will display immediately in the Portal.    
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My Health Insurance Information Page 

 
 
This page will display your active health insurance information, which is currently displayed in the child 
support computer system.  If the health insurance has ended it will not display.  From this page you will 
be able to: 

– View Health insurance information per case/order 
– Select and view multiple providers from a drop down when applicable   
– View Provider Name 
– View Policy Number 
– View Group Number 
– View Policy Begin Date 
– View Covered Participants 
– Update health insurance Information 

– Transfer to view health insurance frequently asked questions  
 

 
 

NOTE: If any of your information is outdated or incorrect, please click the Message Center link at the top 
of the page to transfer to the Message center, to provide the correct information to the CSEA as soon as 
possible. Once your information is updated or changed in the child support computer system, the 
updated information will display immediately in the Portal.    
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Child Information Page 

 
 
This page will display your child’s personal information, which is currently displayed in the child support 
computer system. 
 
If you are the payee (the person ordered to receive support), you will be able to: 
 

– View the following information for each child per case/order: 
o Child’s Full Name  
o Child’s Birth Date 
o Child’s Residential Address 
o expected emancipation information 

– Transfer to view child information frequently asked questions 

Payee View: 
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If you are the payor (the person ordered to pay support), you will be able to: 

 
– View the following information for each child per case/order: 

o  Child’s Full Name 
o expected emancipation information 

– Transfer to view child information frequently asked questions 

Payor View: 

 

NOTE: If you select a Spousal support case from the Case Order List drop down box or if you click the 
‘Child Information’ link from the left navigation pane, an error will be received if you attempt to view 
child information on a spousal support case since those cases do not have children.     
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My Payment Information Page 

 
 
This page will provide you with the amount collected from the payor and the amount applied to each of 
the case obligations in blue boxes. The amount disbursed for each payment received per date displays in 
yellow boxes.  Collections returned to the obligor display as ‘Refunded’.  From this page, you will be able 
to: 
 

– View payment information per case/order 
– View an Explanation of Payment Terms 
– Select the Payment History button to view and print a Payment History Report 
– Transfer to view your Support Order and Balance Information 
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Explanation of Terms: 

 

Payment Information: 

 

– Payment details for the current month and 3 previous months (4 months total) will display. 
 
Link to Frequently Asked Questions: 
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Payment History Report 

 
After clicking the Payment History button on the My Payment Information page, a new window will 
open with your payment history that can be viewed or printed. The payment history displays two years 
of payment data.  Current Month Unpaid Balance and Past Due Unpaid Balance display allowing 
customers to distinguish between the amount still owed for the current month and the amount owed 
that has accrued over time. 
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Obligation and Balance Information: 

 

Payment and Disbursement Details: 

 

Collections by Obligation Type: 

 

 

 

 

 

 

 



Child Support Portal Navigation User Guide for Customers Page 32 
 

Explanation of Key Report Fields 
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Make a Payment Page 

 
 
This page will provide you with options to make support payments either by mail or  on-line through 
checking or savings account, with cash or by credit card. From this page, you will be able to: 
 

– View instructions on how to submit payments by mail 
– Access MoneyGram to make cash payments or on-line credit card payments 
– Access ExpertPay to set up a checking/savings account debit to make on-line payments  
– Access e-Child’sPay to make  on-line  payments by credit card 
– Transfer to view making payments frequently asked questions 
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How My Payments are Received Page 

 
 
This page provides payees with information on how to enroll to receive support payments electronically 
or to change the way their support payments are currently disbursed. From this page, if you are the 
payee, you will be able to: 
 

– Enroll in Direct Deposit or e-QuickPay 
– Make changes to Direct Deposit 
– Establish/Reset e-QuickPay Pin 
– Print Direct Deposit and e-QuickPay enrollment forms 
– Transfer to view frequently asked payment questions 
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My Cases Page 

 
 
This page will display all of your open and pending closed cases, along with details such as the names of 
the other party and children, to further help you identify the case or cases you wish to view information 
for. From this page, you will be able to: 

– View all your open and pending closed cases 
– Transfer to view a specific case/order, by clicking the case number when applicable 
– Transfer to view a specific case/order, by clicking the order number 

 

 
 
If you have multiple cases, all of your cases will display on this page.  Case information displayed will 
include Case Number, the name of the other party/children on the case and the order number.   
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My Support Order and Balance Information Page 

 
 
This page will display order and payment information for a specific case and order(s), with the most 
recent information displaying first. This page displays the Current Month Unpaid Balance and the Past 
Due Unpaid Balance, allowing customers to distinguish between the amount still owed for the current 
month and the amount owed that has accrued over time. From this page, you will be able to: 
 

– View balance information 
o Current Month Unpaid Balance Past Due Unpaid Balance 
o Total Unpaid Balance 
o Total Credits 
o Funds on Hold 

– View case information including: 
o Case number 
o Case status 
o Case Type 

 Complete a IV-D application, if your case type is currently Non IV-D.  
Note:  A case becomes IV-D when it is referred for child support services or an 

individual completes an application.  A case is Non IV-D when an individual has a 

case but has not completed a IV-D application and has never been on public 

assistance. If your case is non-IV-D you will not receive certain services, such as 

collections through federal tax offset. 

– View order Information including: 
o monthly obligation  
o health insurance obligor (person ordered to provide insurance) and dependents ordered 

to be covered by insurance 
– Change the case or order information displayed by selecting another case or order from a drop 

down box  
– View county contact information 
– Transfer to view the county directory  
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Balance Information: 
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Case/Order: 
 

 
 

– If your case type is Non-IV-D and you want to complete an IV-D application, click the underlined 
case type (Non IV-D), unless there are no children on the case and your order is for spousal 
support only. 

 
Monthly Support Obligations: 
 

 

– Selecting the View My Payment Information button will take you to the My Payment 
Information page where your payment activity can be viewed. 

 
Child Support Contact: 
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Change E-Mail Address Page 

 
 
 
You can change the e-mail address on file with the portal by selecting the Change E-mail Address link 
under the Personal menu on any page. This page gives you the option to view and change your current 
e-mail address. From this page, you will be able to: 
 

– View your current e-mail address that is on file with the web portal 
– Change e-mail address 
– NOTE: The e-mail address being provided must be unique and not be shared by any other 

registered portal customer 
– Confirm e-mail was changed 
– Cancel to go back to the Home Page 

– Log out and go to the Login Page 

 

 

NOTE: If you are currently using this e-mail address for the ODJFS online Cash, Food, or Medical Benefits 
Portal, any changes made here will also change your e-mail address for the ODJFS online Cash, Food and 
Medical Benefits Portal. 
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E-Mail Change Confirmation Page 

 
 
This page will display and an e-mail will be sent to both your old e-mail address and your new address, 
to confirm your e-mail address was successfully changed. From this page, you will be able to: 
 

– View a message confirming the e-mail address was successfully changed 
– Transfer to the Home Page 

 

 



Child Support Portal Navigation User Guide for Customers Page 42 
 

Change Password Page 

 

You can change your password for accessing the portal by selecting the Change Password link under the 
Personal menu on any page. This page gives you the option to change your current password. From this 
page, you will be able to: 
 

– Change Password 
– Confirm Password was changed 
– Cancel and go back to the Home Page 

– Log out and go to the Login Page 

 
 

NOTE: If you are currently using this Password for the ODJFS online Cash, Food, or Medical Benefits 
Portal, any changes made here will also change your Password for the ODJFS online Cash, Food, or 
Medical Benefits Portal. 
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Password Change Confirmation Page 

 

This page will display and also an e-mail will be sent to your e-mail address, to confirm your password 
was successfully changed.  From this page, you will be able to: 
 

– View a message confirming the password was successfully changed 
– Transfer to the Home Page 
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Child Support Customer 

Service Web Portal 

Additional Information: 
 

 
 

This section provides information on: 

 

 On Line Help Tools 
 
 
 

JFS Standard Footer Links   

 
 
The following links will be displayed at the bottom of the Web Portal Pages: 
 

 On the Web Pages, if you click the ‘Privacy Statement’ Link a new window will display with the 
ODJFS privacy statement at: http://jfs.ohio.gov/ocomm_root/privacy.stm  

 
 On the Web Pages, if you click the ‘Disclaimer’ link a new window will display with the 

Disclaimer statement. 
 

 On the Web Pages, if you click the ‘Contact’ link a new window will display the county directory 
published at http://jfs.ohio.gov/county/County_Directory.pdf 
 
 

JFS Footer: 
 

 

 

On Line Help Tools 

http://jfs.ohio.gov/ocomm_root/privacy.stm
http://jfs.ohio.gov/county/County_Directory.pdf
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Warning Prior to Log Off 

 
After 15 minutes of inactivity, the following warning message will be provided to you letting you know 
that your session is about to expire.  You can either select the ‘OK’ button to remain logged in or you can 
select the ‘Cancel’ button to end your session. 
 

 

Frequently Asked Questions 

 
 
http://jfs.ohio.gov/Ocs/OCSFAQs.stm 
 
This link is available from each page by clicking FAQ under the Help menu option. A new window will 
open providing a list of topics you may have questions about.  From this Page, you will be able to: 
 

– Select the topic and be transferred to view the frequently asked questions for that topic. 
– Close the page and return to the portal  

 

Glossary  

 
 
http://jfs.ohio.gov/OCS/pdf/ChildSupportGlossary.pdf 
 
This link is available from each page by clicking Glossary under the Help menu option. A new window will 
open providing child support glossary terms and definitions when needed.   From this page, you will be 
able to: 
 

– View child support terms and definitions 
– Close the page and return to the portal 

 

  

http://jfs.ohio.gov/Ocs/OCSFAQs.stm
http://jfs.ohio.gov/OCS/pdf/ChildSupportGlossary.pdf
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Child Support Customer 

Service Web Portal 

Troubleshooting: 
 

This section provides information on: 

 

 Resetting a forgotten Password 

 Retrieving a forgotten User ID 

 Completing the Forgot User ID or Forgot Password path when a user has 
changed or no longer has access to the e-mail address on file with the portal 
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Customers who have forgotten their password and/or User ID can reset or retrieve the information by 
clicking the appropriate link on the Login Page.  

 
 
Selecting the ‘Forgot your Password?’ or the ‘Forgot your User ID?’ link will direct you to the CAPTCHA 
Page and then to a new page where you can follow the instructions to create a new password or unlock 
your account.   
Note:  An account becomes locked after 5 failed login attempts within a 15 minute period. The account 
will be unlocked automatically after 36 hours.  However, if you want to access the portal prior to the 36 
hour period, then you should use this link to unlock your account.  Customers are notified of the account 
lock by e-mail. 
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Forgot Password/Unlock Account Page 

 
 
 
This page is the first step in the process of resetting a forgotten password. From this page, you will: 
 

– Enter you existing User ID and click the Submit button to submit your forgotten Password 
request 

– Selecting Cancel will return you to the log in page 
 

   
  

Resetting a Forgotten Password 
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Password Reset/Unlock Account is Processed Page 

After submitting your User ID, this page displays confirming the password reset process and instructs 
you to check for an e-mail to proceed.   
 

– If you have forgotten or no longer have access to the e-mail address on file with the web portal, 
select the ‘e-mail address used to register’ link in blue font to update your e-mail address. If you 
choose this option, please skip to the Forgot Password with changed or forgotten e-mail account 
section of this document.   

 

– Otherwise, please check your e-mail account for an e-mail titled Password Reset/Unlock 
Request from ODJFS from DoNotReply@childsupport.ohio.gov  

 
 

Password Reset E-mail 

 
The Password Reset e-mail contains a reset link that must be clicked on within 2 hours to reset your 

password.  If the link is not clicked within 2 hours, you will be notified that the link to reset your 

password has expired.  The notification will also include the ability to request a new link. 

 

 

mailto:DoNotReply@childsupport.ohio.gov
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Change Password/Unlock Account Page 

 

Clicking the link in the e-mail will transfer you to this page where you can enter a new password.   
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Change Password/Unlock Account Confirmation Page 

 

After entering and submitting a new password, the Password Change Confirmation page will display and 

an e-mail will be sent to you confirming your password change/account unlock was completed 

successfully.  

 

– Selecting ‘To login to the Child Support Customer Service Portal’ link will transfer you back to the 
Login page where you can log in using your changed password. 
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Forgot User ID Page 

 

If you have forgotten your User ID, you can retrieve it by entering the e-mail address on file with the 
portal and selecting ‘Submit.’ An e-mail will then be sent to your e-mail address providing a link to the 
Login Page and your User ID.  This page is the first step in the process of resetting a forgotten password. 
From this page, you will: 
 

– Enter you e-mail address on file with the web portal and click the Submit button to submit your 
forgotten User ID request 

– Selecting Cancel will return you to the log in page 

– If you have forgotten or no longer have access to the e-mail address on file with the web portal, 
select the ‘e-mail address used to register’ link to update your e-mail address. If you choose this 
option, please skip to the Forgot User ID with changed or forgotten e-mail account section of 
this document.   

 
 

 

 

 

 

Forgot User ID Request Confirmation Page 

 

After submitting your e-mail address, this page displays confirming the request to retrieve a forgotten 
User ID and instructs you to check for an e-mail titled User ID Link from ODJFS from 
DoNotReply@childsupport.ohio.gov   

 

Retrieving a Forgotten User ID 

mailto:DoNotReply@childsupport.ohio.gov
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Forgot User ID E-mail 

 

The Authorized User ID used to access the Child Support Web Portal will display in the e-mail response.  

Please note, if you have several User ID’s listed, only the User ID indicated as Authorized is the correct 

one to use.  

 

Clicking the link in the e-mail will transfer you back to the Login page where you can enter your User ID 

and Password to access the portal.  
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User Re-Authorization Page 

 

If you have forgotten your Password or User ID and selected the link to change your e-mail address from 

either the Password Reset/Unlock Account is Processed Page or the Forgot User ID page, you must re-

authorize prior to viewing case information.  The first step in the process is to enter your new e-mail 

address, your case number and your Social Security Number.  

 

Forgot User ID or Forgot Password with changed or forgotten e-mail account 
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Child Support Portal New User Authorization Page (Web ID) 

 

After entering your new e-mail address, case number and SSN on the User Re-Authorization page, you 

will be transferred to the New User Authorization Web ID page to provide your web ID (SETS participant 

number) if: 

– You are the payor (ordered to pay support) 
– You are a payee (ordered to receive support) without a direct deposit account or e-QuickPay 

card,  or 
 

 

 

 

Child Support Portal New User Authorization Page (Account Number) 

 

After entering your new e-mail address, case number and SSN on the User Re-Authorization page, you 

will be transferred to the New User Authorization Account Number page to provide the last 4 digits of 

your direct deposit or e-Quick Pay account your child support payments are deposited if: 

– You are a payee (ordered to receive support) with a direct deposit account or e-QuickPay card 
 

Once all of this information has been validated you will be transferred to either the Password 

Reset/Unlock Account is Processed Page or the Forgot User ID Request Confirmation Page to complete 

either the Forgot Password or the Forgot User ID process. 
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Cancel: 

– Selecting ‘Cancel’ transfers you back to the Login Page. 
 


