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Client Self Service

This procedure outlines the Self Service functions available to clients and the role of the caseworker in supporting clients.
The Client Self Service Site web address is: childmaintenanceservice.direct.gov.uk/client
For Northern Ireland clients: childmaintenanceservice.direct.gov.uk/ni

Caseworkers can access screenshots and/or the video walkthrough link to identify the screens clients are viewing. The video
walkthrough is web-based, so right click the link, choose Save Target As, then view downloads, selecting the down arrow next to the
Open button you can then choose Open With and view the file with Internet Explorer.

Functions available to Self Service Clients:
m View on-going application status
m Request a change of circumstances (including changes in personal details)
m Make a one-off payment using a credit or debit card
m Request a Subject Access Request form (SAR)
= View and obtain statements
m View calculation/annual review
m Query calculation/annual review (via the send a message service)
m Send and receive a message to / from the case owning team
= View and obtain promise to pay schedules
m Opt in or out of SMS text updates
» Amend direct debit (paying parent)

m Set up new direct debit (paying parents can set up a direct debit if no method of payment from exists or all the
method of payments set up are Deduction from Earnings Orders/requests or Deduction from Benefit only)

m Set up/amend direct payment (receiving parent)

m View the statement and payment plan

m Upload documents (in formats JPEG, PDF, GIF, PNG, TIFF)

m View and print letters in PDF format (if contact preference is set to Self Service)

Currently there are set criteria for contacting clients by E Mail. The client must be a Self Service user and be enquiring about the
following:

m A missing payment enquiry

m A general account calculation enquiry

@ The approved responses for these valid scenarios must be taken from Lines to take. When Lines to take opens you must select

Open in Word from the toolbar to enable you to copy the relevant paragraph(s).
Mobile Self Service

The mobile version of the Self Service Site went live on 7th December 2015 for Client Self Service users.

Case workers can access the mobile walkthrough video link for further information on screens the clients are viewing. To open the
video select save, then open. The video will open in windows media player and the screen can be maximised.

From this date when a client logs in, the Self Service Site will determine which device the client is logging in from. For example if the
client logs in on their phone, they will get the mobile service/screens, if they login on a PC/tablet/laptop, they will get the original
Self Service Site screens.

The mobile version has been especially designed to enhance the client experience when viewing their self-service account on a
mobile phone.
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The client does not have to do anything to get mobile self service, it will be automatic and they will have the ability to switch back to
the PC/original Self Service Site from Mobile at any point if they prefer by selecting Full Site.

Despite the change in device (mobile/PC) everything else is exactly the same for example how to handle a client call or escalation to
the Self Service Support Team.

The Mobile version of Self Service Site includes the following functions:

Homepage-next payment due/to be made, the application progress bar and links to main features of the mobile site
My payments- make a payment, view online statements and view payment plan
My Messages-send a message and view contact history

My Cases-my case details includes all information about the case such as method of collection, first names of
QC,RP/PP, case start date, view maintenance calculation and method of payment

My Details-Name, address, telephone number, email address, contact preference

At any point while using the mobile version the user can navigate to the side menu and select the following options:

Welsh language

About this site

Help

Contact us

Full site (desktop version)

Logout

Caseworker Responsibilities:

supporting clients wanting to register/use Self Service
managing contact from clients using the Self Service Site and assisting them with any questions

providing support if the Self Service Site is not working, e.g. by taking a payment, or providing them with the
information they wanted to check

supporting clients if their document evidence upload fails

caseworkers are responsible for the promotion of Self Service. Caseworkers can access the screen shots for
registration on Self Service if the client has queries.

proactively promote self-service to clients during contact e.g.

m if a client telephones asking if a payment has been received, answer the client then advise that this can be done
in future by using the self-service website

m if a client needs to send in evidence to support a change, advise them that this can be done using the self-
service website upload facility

m if a client asks for a copy of a letter advise that the self-service website keeps a copy of system issued letters

referring technical incidents/site feedback/government gateway issues to the Self Service Support Team via a warm
telephone transfer

Caseworkers must only refer the above relevant issues to the Self Service Support Team. Caseworkers must always see if they can
answer the client by checking instructions first before transferring any calls to the Self Service Support Team(SSST).

The SSST is made up of trained specialists from the General Inbound Call Handling team (GICH). They are a client and employer
facing team who assist clients and employers with self service issues including:

Government Gateway (GG) registration and set up issues
Child Maintenance Service enrolment within Government Gateway
Login problems - this may be forgotten Government Gateway ID and password or more technical problems

Navigation in the self service site including - accessing screens, inability to load DEO schedules, inability to make a
payment

Data mismatch - details on the self service site different to those held on the 2012 system

Collation of management information and feedback on the Self Service site
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@ When speaking to clients always use the new terminology. For more information refer to Terminology Changes.

@ This procedure uses the terms receiving parent and paying parent.

The receiving parent is the parent who receives or who is expected to receive child maintenance, known as the parent with care
(PWC) or person with care (PeWC) on the system and in legislation. The paying parent is the parent who pays or who is expected to
pay child maintenance, known as the non resident parent (NRP) on the system and in legislation.

Client Registration of the Self Service Site

Client Registration of the Self Service Site

There are three steps clients must do to set up access to the Self Service Site.
1. Register and log on to the Government Gateway site.
2. Once logged on to the Government Gateway site, enrol for the Child Maintenance Service.

3. Log on to the Child Maintenance site using known facts

Clients can access both the Government Gateway (GG) and Client Self Service Sites by the following website address:

childmaintenanceservice.direct.gov.uk/client
Clients can also search for child maintenance online in any search engine and it wil bring up the websit.e
Register and log on to the Government Gateway site

4. To register for a Government Gateway account the client will need to provide their name, email address and choose a
password that must be between 8-12 digits and must contain at least one number and at least one letter.

5. A Government Gateway 12 digit user ID is displayed on the screen. The client must tick a box to confirm that they have made

a note of their Government Gateway ID then select Continue. The client is then presented with the Services Available
screen.

@ Advise clients to record their 12 digit unique number as it is required each time they access the Self Service Site

[l Self Employed clients must register to the GG twice, for both CMG services (client & employer). Clients cannot use their

client GG registration details to then log in as an employer
Enrol for the Child Maintenance Service

6. From the Government Gateway site Your Services page, the client can enrol for the Child Maintenance Service by selecting
the hyperlink option from the list of services available.

7. The next screen advises clients of who can use the Self Service Site. The client selects Continue and is taken to the Child
Maintenance Service enrolment screen.
8. On the enrolment screen the client must complete the mandatory fields with their:

m SCIN number, NINO, date of birth and reference name. The client then selects the next button

m Once the details are validated with the CMS database, the Client Self Service homepage page is displayed
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10.

11.

12.
13.

Logging on to the Self Service Site

. On the Client Self Service landing page: childmaintenanceservice.direct.gov.uk/client the client will need to insert their

Government Gateway ID and their Government Gateway Password. They then select the Log in button

On the next screen the client will need to insert the required PIN details and select the Submit button.

@ The Client PIN must be the same one that they set up on the 2012 System at CMS application stage. If a client has not

set up the seven digit PIN or has forgotten it, they will be presented with the option to reset their PIN by clicking the forgotten
PIN button, they will then be presented with two additional security questions. The questions will be two random numbers or
characters. This will be in the format:

m A combination of SCIN and NINO or DOB
m A combination of CMS password and NINO or DOB

If the client enters incorrect information in the two questions field at the first attempt, they will be locked out of self-service
and receive an online message to telephone CMG.

Once the log in details have been confirmed by the CMS 2012 System, the client details homepage is displayed.

The 2012 system will now display that the client is a self service user and will hold the following self service details:

m Self Service Y
m First log in date XX/XX/XXXX
m Last log in date XX/XX/XXXX

@ For clients who registered as Self Service users prior to 14th November 2016 their first log in date will be defaulted as
31/12/2012

Self Service queries from Clients

Self Service queries from Clients

. The case owning team will receive the initial telephone call from a client with a Self Service query

. The caseworker should carry out a Security Check and if passed, talk to the client to find out the reason for their call. Always

attempt to resolve any client queries first before referring technical queries to the Self Service Support Team, eg:
m PIN reset (refer to Change - Security Details)
m manage all case based issues - eg. when is my next payment due?
m unable to make a payment (caseworkers should therefore take a payment by telephone)
m unable to view or hasn't received notifications (re-send notifications)
m report a change of circumstances (complete the change request)

m is unable to upload their document evidence

. If the client disagrees with the information about their case details held on the self service site confirm:

m the information held on the 2012 System matches that on the self service site

m all changes of circumstances have been completed - any that have not been completed, follow BAU process

. Resolve the client's query and complete the action using the procedure specific to that scenario. Record the reason for the call

in the freetext notes and update the work item as done.

When to transfer to the Self Service Support Team

. Any issues that need technical help must be referred, by warm transfer where possible to the Self Service Support Team (see

step 7 for search address). These are queries where clients are unable to:
m register with the Government Gateway site

m enrol for Child Maintenance Service (ensure clients have the correct known facts - SCIN, National Insurance
Number and date of birth)

m log in (ensure clients have their seven digit PIN issued at application stage)
m move from a screen or view the details

m view accurate information - this is where the information on the Self Service Site is different from the system (data
mismatch)
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10.

11.

m feedback regarding the site

. Before transferring the call, confirm clients have their security details including SCIN, PIN, National Insurance Number and

date of birth. Advise clients to call back with the details or if they have forgotten their PIN, arrange for this to be reset. For
more information refer to Change - Security Details.

. Search FS_GB_CENOP_O000_CLIENT HELP_TLOO5 from the group directory, this connects the call to the Self Service

Support Team:

m warm transfer the call explaining details of the query to the Self Service Support Team caseworker including
confirmation the Self Service user has their SCIN/PIN

m record the reason for the call in the work item notes field

m update the status of the work item to done

. If a member of the Self Service Support Team is not available, transfer the call to an available GICH agent.

. If unable to transfer the call caseworkers must take call back details, arrange a time for call back where possible.

For more information refer to Call - Overview.

Contact received by letter/fax

If a client sends a letter or fax about a Self Service issue, refer to the BAU process on how to manage Correspondence
(Inbound).

Attempt to contact the client where possible to resolve the issue.
Contact received by Self Service

If the clients preferred method of contact is not Self Service please contact the client via the normal telephony process

When an activity is received which advises that a client has sent a message using the Self Service Site and their contact
preference is Self Service you should answer the message by email if the contact is a missing payment enquiry or a general
account calculation enquiry.

I__! No personal data should be contained within the email, NINO, DoB, bank account, building society, or payment card

account numbers etc. See Approved circumstances for OFFICIAL with third parties.

When the clients preferred method of contact is Self Service action should be taken as shown in Outbound Contact - Client - E
Mail

Client uploads document evidence

Self Service Clients are able to upload document evidence. For example to support a Change of Circumstances. If the client
uploads evidence at the same time as a Change of Circumstances the documents will be linked to the SR within Siebel and will
be viewable as a PDF or JPEG attached to the SR.

If a client uploads a document ad-hoc or it is not associated with a change within Self Service then an activity will be created
within Siebel under the contact. Self Service inbound hyperlink will be visible in Contacts. Select the hyperlink to view the
inbound correspondence.

There are file size and document limits to the upload facility:

m the maximum file size is 5SMB with a maximum of five documents per upload
m there is a daily maximum of 10 documents
m the upload facility will not accept Word documents

The client will need to be contacted and supported if there is a problem in uploading. When there has been an error in the
upload the Activity status will show In Progress with an Error Status of In Error. Select the hyperlink to view the description of
the error. The error could be caused by:

m the file has failed to upload

m the daily limit has been exceeded (either in MB or document volumes)

m the document being uploaded is of an incorrect type ( ie the upload facility will not accept Word)
m the file being uploaded contains a virus

Contact the client and advise them there has been an error with the upload and they should try again.
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When a client uploads a documemt and the format is incompatible the Caseworker will need to contact the client and ask if
they can scan the document or take a photo and try to upload again. If that fails they wil need to post the document.

When a client attempts an upload or more than 50 pages an error wil be received. The caseworker will need to contact te
client to explain the upload limits.

The email subject line is defined by the email template selected. The email will be displayed as

internal.cmg@dwp.gsi.gov.uk. The subject field of the email will display: Important Information about your Child
Maintenance case.

@ Emails that are editable contain paragraphs that are read only, editable and optional within the same template. You

must only copy and paste approved messages within the template. Under no circumstances should freetext be used in
the email.

@When completing the email please use one of the responses shown in Lines to take. When Lines to take opens select

Open in Word from the toolbar to enable you to copy the relevant paragraph(s). Please note these are the only responses
that should be used in the email.

Complex enquiries and complaints - If the clients query cannot be answered using this response as it needs a different /

more detailed response or, their preferred method of contact is 'telephone' please refer to Correspondence (inbound) or
Complaint/Dissatisfaction -Log .

]__l Remember all client enquiries must be responded to within two days.

Change of Circumstances reported via Self Service

Any non-automated change of circumstance reported by the client through the Self Service Site should be actioned following the
normal BAU process.

The changes can be identified as the SR source will show Self Service.

Automated Change of Circumstances

Some changes of circumstances made through the Self Service Site will automatically update the client's details without caseworker
action. These are:

m Change to contact preference

m Change to email address

m SMS opt in/out

m Change to security PIN

m Change to address (when input using Hopwiser tool)

m Change to telephone number (home, mobile, work)

Mobile Self Service

Mobile Self Service Screen Shots

1. Register for Government Gateway (GG). Details needed for registering with GG are: first name, surname, email address, enter a
password.
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Child Maintenance

Service

Self-service website for clients

Welcome 1o the seit-sersce websile for clients of the Child Malrtenance Somee. [fyou aleady have § case with Us, YOU EAR MEnage it
ansine here

@ Register - If you're a new user
~ Log in - if you're an existing

user

Vou need 1o camplete three steps: 10 et ino your account far

e first me

1. Regian 1100 10 The Govermment Gateway WOU €8N 100 In 10 YOUT S8I-SEMCE BECount here,
Yo will be given a Govermmant Gateway user 1D and CHHCK v Log in” busion Belaw and than follaw the
PasEWOrd, which you £an use 1o log in not ime.

5 our
Govarnment Gatewsy dotsils and Client PIN from

2 Envwol Tor the sell sendce site on the Govedment Gatew.ay
Once you'e logged info the Govemment Gateway, you car e Child Mantarance Senvice.
2ipn up for e seitsenice site Make siie youl e Legistelad with the
3 Log o your sell-sendce account g Lo
BATACE Batod & you iy 16 kg .

When youve registered and enolled, you'll come backio
iz page. Use e box neat 10 this one 10 109 imo your
BRI Bt Account

Want to know more or apply for child maintenance?

¥Ou CAN A Mare SHOUT IeEITteRing for the Covernment Gatewy and enroling for the SOIF-Service wobsite on oUr wib Pages, And i you
want 1o make 3 new applicatian for child maintenace, you can Spply there too

- Gots GOVUKAD for Briiah cates
- Goto NIOMHIE for Northedn lraland cases
If you're looking for our employer site. you're in the wrong place

This site i8 for indMvduals who pay of recoie child maintenance. Iif youre 5n employer who Days yous employess’ child maintenance

Haough thelr armings, §o 15 the Self Serice wirbsite for employers
Other links

Homa | & chacammer | [ charter | Corfact us | Help | Steman | Accessitsty gswun -!E
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2. Enrol for Child Maintenance Service

W Home | Bjl Avout this site

Child Maintenance
Service

Register for a Government Gateway account

[will rem@mber in future. The details you enter will nol be sent 1o any third parties

“required information (if you only have a first name o a
surmarme (not both), leave one of the name boxes emphd

“Flr st ey s )

“Sum e

I you wish to verify your email address against this account,
on completing Registration go to the Your account’ section
and follow the Verity emall link. A description of the

ification process is inthat section

Ernail aekir ons

Confb i el pldi ess

= centain 812 lefen wnd nemben
a0t ane number and one et
= Nt contain the word 'psmmesrd

Ented a password

Sonfien passweord

Sancel

Please do not use the browser back bufton ml’OUoﬂ this
Process as it may not function as expected

o | Terms of use & disclaimar | Privecy polcy | Information chartor | Congact us | MHelp | Stemap | Accessity

To register for & Government Gateway account using a User 1D enter your details below. Please ensure you creale & password that you

3. Log in to Mobile Self Service

Page 8 of 41

After the initial government gateway registration and enrolment for Child Maintenance Service future log-in require Government

Gateway ID, Password and two random digits of their 7 digit PIN as follows:
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hkomo | Il Avout mis site oY

Child Maintenance
Service
Confirmation

fou have successiully registered. The Government Gateway has generated your User 1D,

@ nportaant

= Make a note of this information or print this page

2061 2145 0971
[¥hen you complete enrolment in your first service, you will (typically) receive a letter containing a User ID card similar to the one shown
pibove. Please note: some services, including those operated by HMRC, do not offer this facility,

fou can download a printable copy of your Liser ID

[Flick to YOUr Serv

| conme )

fe | Terms of use & dksclaimer | Privacy polcy | Y charter | Cor | Help | Stemep | Accessibity

4. Homepage and side menu

The Home Page is displayed as soon as a client successfully logs-on. The side-menu is displayed selecting the More button.

2 5 4onim1238

$ T 4 0n0238

Last payment made
Ko stalements available

MNext payment | need to make

£74.93 an Sep 28,2015
@ My Payments 5
o wmﬂwo »
&l My Cases >
@@ My Contact Details >

5. My Payments

By selecting My Payments button, two options will be displayed Online payments and Payment Plan. Selecting one of these buttons
will present a new page as illustrated.

To note the PP will have the option to Make a Payment in this section.
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»
Child

Maintenance

Cindy CrawfordATYV

Welcome Welcome
Cindy CrawfordATYV Cindy CrawfordATyV

Payments expected Payments for
Kate ~
fAmauT g . Online statements for the last 3 months
£83.88 Oct 22,2015 _ : Due on: 0ct 22, 2015 £83.88
Clasing balance £163.98 (7] Frequency. Weekly
Tatal amaunt still owed: £163.98
My payments W
@ £36.44 -]
Online statements et 19, 2015 Yos wore
Ghack your online statements e Child maintenance due 1 you s
Payment plan
Find out when and how much you need to > £91.10 (-]
ey 0ct 16,2015 You were
Child maintenance due 1 you b
4> Mymessages >
B £16.72 (-]
Al Wy > 0c112,2015 Youwere

O 2 KM= = WK

Fapmaais | smssssgrs

6. My Messages

When my messages is selected the drop down appears with the options of Contact History or Send a Message. In the contact
history contact history is viewable by selecting the PDF document.

To send a message there is a drop down with a range of explanations and a drop down to select which child it related to.

Last payment made

Type Message subject* @
Mo statements avadable Written correspondence
o Select e
HNext payment | need to make
£188.08 oct 22,2015 ey e G Name of child or children @
Ot 12, 20156217 PM If your message is about missing payments, this
fiehd rrust be completed, For everything else this
@ My payments > Attachments fiedd is opteonal.
T Paying child maintenance by standing order > Select .
Q My messages ~
. (8] w gwmwm 5 5
My mess:
Contact history 5 Sl y message * @

Send >

Cancel >
] - EEICE

7. My Cases

My Cases gives details of the clients Child Maintenance cases and displays the following information which relates to the case
m Case year start date
m Annual review date
= MOP

m RP/PP forename

= Amount due
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Last payment made
o statements avallable.

Mext payment | need to make

£74.93 an Oct 26, 2015
@ My payments >
4 Mymessages >
i My cases v
My case details

Check your cases >
@ My contact details >

EIEN - Bl

8. My Contact Details

m Telephone number
m Address

m Email address

Last payment made

o staterments available

Next payment | need to make

(£) My payments >
. Mymatasges >
fda Mycases >
@@ My contact details W
Urdote v oo detals >

X RUY 4 ol 1319

Collect & Pay case summary ~
review date: Method of papment:
Dot 12, 2016 Staebiong Order
Paying child maintenance for:

£ child 1

Kate

L]
.4 Receiving parent
Cindy

Due for this case: [ £446.90

Paying child maintenance for:

£, child 1
Kate

°
£ Receiving parent
cindy

Due for this case. £ 4446.90

Collect & Pay case summary v

Case year stavt date: Anoual teview date:
0112, 2018 Oct 12,2018

Receiving child maintenance for:

. child 1
Kate

L
5 Paying parent

Gectge

Weethod of payment: Direct Payment
Diate last payment was recehned on -
Total due for the current period: £ 163.98
Ealance: £163.98

m Contact Preference and SMS alerts

‘
Service George BestATYV

Here are your contiact detals, If any of them ane wrong
oF you want to add of remave information, you can make
changes here.

It's important that we've got all your details snd that they
are comrect. Any incorrect of missing detads could delay
important messages from us

© My phone numbers
{ Yots have ot provided  phone number. You can

add @ phone mamibed by Lpping on the s’
tutton

B North View, New Lambton
HOUGHTON LE SPRING
TYNE & WEAR

DH4 60A

England

Home address, Postal address

Manage my contact details page displays the clients personal details on one page and allows the client to update the following:

8 North View, New Lambton
HOUGHTOMN LE SPRING °
TYME & WEAR

DH4 604

Hormee acdiess, Pontal sddress

© My email address

lisa. maughan@dwp.gsi. gov.uk °
Emal adcrens

- [[] My contact preferences
only send letters to my seif-service °

TN i3 P | T s 19 CONLCT ot
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Screen Shots

Screen Shots

Registration Process
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1. To register, users enter the URL/web address:
Maintenance Log In. Once the link is clicked the Child Maintenance Service landing page will be displayed.

childmaintenanceservice.direct.gov.uk/client or can search Child
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]
Chid Mainterance About this site Contact us
Service

Clients

¥ you are 0 Poul PG Doy O receies
thid marierarce cirh o e section

1 your carsé 1 Dised in Norhern reland, please
Sk here.

2. The user selects the clients the client self service homepage will be displayed.
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Child Maintenance
Service

Self-service website for clients
‘Weltome 1o the sel-senice websie for clients of the Child Maintenance Sorice. Ifyou aNeady have & Case Wwith Us, YOuU Can mansge it

onbine here

@ Register - If you're a new user
~ Log in - if you're an existing

Wiou need 10 complete three Steps 10 Qe into your sccount for [t user
e first hme
1. Regiater aind 160 W10 Ui Goveiiinein Galewa YOU CAN 100 In 10 YOUT S8IFSErCe BCCount Nere,

Fou will be given @ Governmaent Gateway user 1D and

CHCk Eve Log in' busion Delaw and aen follow he
PaBEWOID, Which you Can use 10 100 in et Bme.

of-Screen Mstrucions. Youll need your

2 Entol for The self- PRRTTRE— " " Gatewmy Government Gateway detals and Client PN from
Oncs you'rs I5gged into the GoveImmant Gabewsy, you tan My Chlld Muirtgnancy Service.
5ipn up for the Seltsendce sito Make sure youl are registered with the

3 Log o your sell-sendce accournt ‘ L
Wihen youve registersd and enrolled, youll come back to
Wi page. Use B o nest 10 1his o 12 169 inle you!
et serdce account

Alveady §egistened e

wervice hefore you try o log n.

Want to know more or apply for child maintenance?

You can b about he O ol Coaarwry andd the L2 Site on our web pages. And if you
wand o make & new spplication for child maintenace, you can spply ihers oo

= Goto GOVUKER for Brilish cases
= Goto NIDirect @ for Norherm ineland cates

If you're looking for our employer site, you're in the wrong place

This site is for indviduals who pay of recae child malntenance. | you'Te an employer who pays your employess’ child maintenance
Bhaough their earnings, go to the seif serdce website for employers

Other links

Entrust

b Yy
b,

Home | Terma of use & decismer | Privacy polcy | indormation charter | Contact us | Help | Stemap | Accessidty

| @ rome | I anoutiis site x&i:i Cymraeg  #AT Bigger text  Ax® Smaserien b Print  R* Bookmark
| i : - - =

gGDVUIQ "!g

3. If accessing the self service site for the first time, select register and complete a series of mandatory fields:

m First name

m Surname

m Email address

m Enter a chosen password

m Submit

@ If clients are already registered for Government Gateway they will not be required to complete this step and select log in

shown in the above screenshot.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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# Home Il Avout ihis site

Child Maintenance
Service

Register for a Government Gateway account

[will FermEmber in futuré. The details you anter will ol B Sent 15 any third paries

Frequired information (f you only have a first name or a
sumame (not both), leave one of the name boxes empy)

“Fi st e s)
|

“Su e

I you wigh 1o verify your email address against this account,
on completing Registration go (o the “Your account’ section
and follow the Verify emall link. A description of the
vorfication process is available in that section

Emait addioss

Confiim sinall addiass

 armnrd st

= centain 812 letlem wrd numben
= centa wne number and one lefter
= net sontain the word *pasmesrd

Entes a password

Sonfhmn password

Please do not use the browser back button through this
Process as it may not function as expected

o | Terms of use & disclakmer | Privacy policy | nformation charter | Contactus | Help | Stemap | Accosstaty

To register for a Government Gateway account using a User 1D enter your details below. Please ensure you creale @ password that you

4. A 12 digit Government Gateway ID number is displayed following registration shown below. Advise clients to record this

unique number as it is required each time they access the self service site.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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h Home ||| About this site o Y

w.

Child Maintenance
Service

Confirmation

pou have successfully r

@] hnportant

& Make a note of this information or prind this page

1 The G i y has generated your User ID

2061 2145 0971

[¥hen you complete enrolment in your first service, you will (iypically) receive a lefter containing a User ID card similar to the one shown
phove. Please note: some senmces, Including those operated by HMRC, do not offer this facility

pou can download & Ellﬂtéb'ﬂ copy of your Ligar 1D

[Flick continue to manage your services

Contowe |

o | Torms of use & disclaimer | Privecy pobcy | Information charter | Contact us | Help | Stemep | Accossibiity

5. User selects hyperlink for the Child Maintenance Service from the list displayed:

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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P rrome | gl Aout hie st - Lo

Chilcd Maintenarce
1 Wi

Your services
Services avallaixle

Batetl & sarviie 10

Frequenily Asked Suesstions

VAT QT S S i e GOV T - e i @ e e

6. First time users must select enrol now to complete Child Maintenance Service security and enrolment, existing users select
log in.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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| 4§ Home | M apoutmhis site 20 riren  SAT Diggertent  As Swetertet  WEIPrrt B Booiman

Child Maintenance
Service

Self-service website for clients

Welcome 10 the Seif-sendce website for cllents of the Child Malntenance Senice. ITyou aleady have & CASE WIlh US, YOU Can Manage it
onling here

E=3 Register - If you're a new user

~ Log in - if you're an existing
Wou need to complate three steps 1o get into your account for s user
the first time

1. Foegister ard log e 1o Hhe Government Gal sway You can log in 1o your self-sarice atcount here

Wiou will be given & Oovernment Gateway user ID and CHEK the Log i’ button below and then follow the
pasEword, which you can use 10 1og in nes time. ar-scrasn Instructions. Youll nesd yeur

v detalls and ©
the Child Maintenance Serice.

2. Emmol for the sell-sendce site on
Qnce youTe logged into the G overmment Galeway, you can

sign up for the self-senice site. Make S0re you e 1 on ad with the
3 L o o Sel.Serdce aocoumt eweay
et s AAOACH bitor s Yol 11y 16 kog i

Wnen you've registened and enrolled, youll come Back to
mis page. Use the box ned 10 this one o 10g into your
seif-sanvice account

LUERY et a7 Enmol now

Want to know moere or apply for child maintenance?

You can leam more stbout registering for the Govemment Oatewsy and enrolling fof the Seif-sernice webails on ous wel PAges. And if you
weanl b ake & nisw application far child mainbenace, you can appby Bere oo

= Golo GOVUEE for British cases,
= Goto NIDirect @ for Notherm reland cases,
If you're locking for our employer site, you're in the wrong place

This site 5 for individusls who pay of receie ¢hild maintenance. i you'Te an erploysr who pays your employees’ child maintenance
thraugh Meir eamings, go 1o the selfserice website for employers.

Other links

. v
“AbEE

Homs | Tenms of use & discleamer | Privacy policy | Information chamter | Contact us | Help | Stemep | Accessiaty Haovuk ~lae |
j G oo

7. For enrolment, user is required to insert their SCIN, National Insurance Number and Date of Birth then select Next.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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# Change password Change your defalls __ Logout
A Home | i Avout mis site o ge pa: o Chenge v o -

Child Maintenance
Service

Child Maintenance Service - Service enrolment

Please enter the following information

Please mote: * indicates that an answer (s required

-ustomer Reference Number *
Please enter your Customer Reference Number from the
Child Maintenance Service. This is the 12 digit number
you can find at the top of your lefters.

121003957455

National Insurance Number *

Please enter your National Insurance number with no
5paces, &.0. AA1234564

LHOG43804

Date of birth *
Please enter your date of birth in the format ddimmbyyyy
011011982

Ifyou like, you can anter a dascription of this enrolment
below, to make it easier o remember.

Reference name

8. User is presented with confirmation that they are enrolled with the Child Maintenance Service.

-——————ZA— e - )

§ Hom Eihis sil & Change password i Change your detais e Logout
& Home Il #voutthis site o o @

-
Child Maintenance
Service

Service enrol confirmation
You have enrolled

You have successiully enrolled for Child Maintenance Sendce
Your serace enrolment is active and is ready to use immediately

Back o your senvices

Home | Prwvacy pobcy | Terms of uee & disclamer | nformation charier | Contactus | Help | Stemap | Accessbity

9. Client reselects the hyperlink for the Child Maintenance Service.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...
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PR rrome | Rl Alout i site

Chilcd Painterarvoes
| Servico

Your services

Services avallabie

.....

Frart s fegpeies Yeteie

Freguenily Asked Cussilons

VIR prvsornenl serises are eanabie griineT - opsns in

L LI T e

10. Advise clients to enter their Government Gateway ID and password details and select log in.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...
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& Home Il Aboutthis site

! Child Maintenance
| Service
The Child Maintenance Service

Welcome o the self-sendce website for customers. To log in, you will need a Government Gateway user 1D and password, I you've
forgotten @ither of thirse, you can request them again by clicking the links below eath box

M yourne ot already tegh 1 with the Gateway

I's an easy process o register for the Government Gateway, but make sure you've got your personal information handy. To register,
please Vsl www. gatewiy gov ubk

Don't know if you | a accoumt?

Thi Government Gateway includes many sendces suth as Self Assessment and the DVLA If you alréady use any online senice
from the UK govemmaent, you probably have a Govermnment Galeway account

a Login using your Government Gateway details

User I Password
[ OFDORTEn YOUr Uiser L ¢ Forgotten your password?

Home | Terms of uze & disclemer | Privacy pobcy | Information charter | Contactus | Help | Stemap | Accessbity

11. Client is required to insert their 2012 System PIN details and select Submit.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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‘H-:me m About this site 1[5‘ Cimragg WA Bigger text Aa¥ seater e * Print

Child Maintenance
| Service

@ Your client PIN

You will need to use your PIN in order to complete the login process. This IS the seven-dign number you gave us when we selup your case

Details marked * must be completed

Please enter the lollowing digits from your PIN

nd digitof your PN

o
Sed digit of your PN *

o

Home | Privacy poicy | Terms of use & daciaimer | information charter | Contactus | Hep | Stemap | Accessbity |G{}‘».’U'r( vlu
p e

12. If the client has forgotton their PIN they are advised to contact CMS to re-set security.

Self Service Support Screens

13. The homepage is displayed over two screenshots. The underlined words, headings and sub-headings within the blue boxes are
hyperlinks. Advise callers to hover the cursor over the screen and select the relevant hyperlink, this takes clients into the
appropriate screen.

The following two homepage screens are specific to Paying Parents.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017
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Paying Parent Homepage 1 - paying parent

znance Porlal - Individual home - Mozilla Firefox

Page 22 of 41

Hgtory  Bookmarks  Took  Help

| | » Employment details

0 Messages and notifications

= ‘You have no New messages.

Read your message(s)

= Ve can only show payment information for Collect & Pay cases. if you have Private Pay cases , you will not be able to see
your payment details for these cases.

This s a sununary of the thiee most recent paynents you made. We only show payinent s made in the last 12 months.

You can gee your full onling statement of payments by clicking the View online statement’ bution

<% Recent payments | have made

Amount paid (E) What you can do

NINAINT 2 inn

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...

B X o B hepn0.33.7.108: 11412 skefsecurefcmechome Y | 5y
Projects | Requrements | " Child Maintenance Portal - Indivi... &3 | (1. Problem loading pags _'_4—_
I 8 Home | I snoutihis sue #A" Biggertext  As* smaterted B Printpage R Bookmarkpage (@ Logout
% Welcome back . You'te logged in
. ; Not 7 Logout securely
Child Maintenance ., ;3s110gged in on Chan settin
Service
| ' Need ”
| help? L * 4
= Make a payment = Send and receie = Make & new = Personal details
® Checkpayments messages application = Contact details | Imanthelpto .
® Gea your payment  Vigw contact history  Vigw cases ® View paymant calculate mainignance ¥ |
history = Wigw Annual Reviews methods |

3>
. O]

Most popular
questions

Bt iy chidd
maint enance paikl
i ectly stenad of
thwough the Child
Maintenance Sendce.
How do L move toe
Private Pay o a
Taniily-based
arangement 7

‘W need permission
from the other parent
before we can mave
your case to @ Private
Pay arrangement or a
family-based
amangemant You can
contactus and askio
mave to Private Pay,
and well contact the.

11/08/2017
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14.

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...

Paying Parent Homepage 2 (lower half of homepage)

xnance Porlal - Individual home - Mozilla Firefox

Hgtory  Bookmarks  Took  Help

B 20 o B epn10.33.7.108: 1141 2skefsecurefcmechome:

141 Chitd Maintenance Portal - Indivi... £ | 1. Problam koader page

T

Read your message(s)

your payment details for these cases.

Wou can see your full online statement of payments by clicking the View online stalament’ button

<% Recent payments | have made

Amount paid (£)

03082012 10.20

This is a of the néd thiee wol aie dite to make,

your case(s). fyou have any outstanding payments you can pay thern here too,

To sed your full payrment plan, just click on the View payrment plan’ bution

o Next payments | am due to make

Payment date Payment method Amount (£)

No payment detalls available

You are up 1o date with your paymnents on your cunrent Payinent Plan. Thank you,

ou e paid a total of £ 10.20 more than you agreed for your caseds). Thank you.

= YWe can only show payment information for Collect & Pay cases. Il you have Private Pay cases , you will nol be abie to see

This is a suminary of e thi e oSt 1ecent pavinents you made. We only show payinents made in the last 12 monihs,

What you can do

We've also Included information on any outstanding payments from your latest Payment Plan, and the total outstanding payments from

What you can do

Makeapmment

Y,

-

T g
divectly instead of
thiough the Child
Malntenance Sendce.
How do | mave 1o
Pubvate Pay of a
Tamnily-based
atpangement T

Why aren't iy
Changes of new
messages showing
up?

What sheuld 1 do if ary
of iy information is
mcormect?

Related category

General

ﬂ Eﬂ!&?ﬂl‘.’r
How b us this site
Need more help?

Help and FADS
Contactus

It important that we have
‘your latest detalls. ifyouve
thanged any details
recently, make sure you tall
us here,

Check my details now

How can we make this site
batter 7

W@ use feedback from
oarents to make sura this

Receiving Parent Homepage

Page 23 of 41

The receiving parent homepage displays expected payments, name/s of child/ren, amount due and total amount owed.
Caseworkers should advise receiving parent's that the amount displayed is what they can expect if the other parent pays us in
full and on time, in line with their payment plan. If arrears are due, the amount the receiving parent receives may be different
to the amount displayed. Advise receiving parent's to select the View online statement hyperlink to check the payments
they have received and total amount owed (this figure includes arrears).

11/08/2017
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_]i]m | Bl Ancut this site

250 cvraen AT Bigoer text Bt Smesecten W8 Print

B+ Bookmark @ Logout

Welcome back .

. Not 7 Logout
Child Maintenance ., iasiiogged in on

Service

= Make a payment = Send and receive = Make & new = Personal detalls

= Check payments oS sages application = Contact details

= See your payment = View contact history = Virw cases = View payment
hiatory - Vigw Annual Radews methads

= Employment déetails

&P Messages and notifications

& You have O new i
Read your méssage(s)

= We can only show payment information for Collect & Pay cases. Ifyou have Disect Pay cases , you will not be able io seo
Your payment detalls for Bese cases.

sinee you n

Thuts tabde shows Wikl you can expect if the oflien parent pay's us in Tull aod on Tire, in line Wil el Parnent Pla.

Plaase allow three working days from the collection dates for the payments 10 resch your account This is because of the Hime i takes for
Banks 1o PasS MOREY Detween SLCOUNts, If & DaYMent date has recently passed, we will Show e next expected date, even If you havent
recehred Bhe |asl payrend yel.

WU Can Sae your Tull online staterment oF payments by clcking Yiew online statemeant’ button

“You're logged m

BECUT ey
Change security setings

Need @
help?

it holp 1o
[ calculate maintenance =

Most popular
questions

How can | comtact you?
Wiy et e
ChANES oF e
massages showig
up?

What shold | do i

oF i o mation s
mcomect?

Related category

Qoneral
Security
How 1o UBe this site

“our Mmount due’ |5 INe regular child Mainlenance you can expect 1o receive, a5 SNown in your last calculation. If the other

ng or missed . the Total amount sHll owed” colurmn Shows how much Mis is.

¥ou money for

== Payments | am expecting

Arnoun aue (£

Colection date Totmd armiourt st

owed (£)

Fer enilaren

10083 plus 2-5 working days. 390.98 24164

Hoeme | Privecy policy | Terma of use & disclaimer | Information charter | Contact us | Heln | Slemap | Accessinsny

MHeed more help?
Help and FAGE

Contact us

Are your dotalls up to

IEs imponant that we have
your ImMest details, If youve
changed ary detalls
recanily, make sure you tell
us hore.

Check my dutails now

FHows can wo make this site
Detter 7

We use fesdback fram
parents 1o make sure this
site is easy to use. Myou
‘can think of anyihing that
would rake it Detter for you,
why not el ue know?

Sand feedback now

GOV LUK -

My Payments hyperlink

15. The following screens are accessed via the blue box, My payments link:

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...
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+

) Child Maintenance Portal - Mypayments - Mozilla Firefox

Fie Edb Wew Hgtory Bodkmads Took Hep

e = O I b0 3. ra0s 102 WD
| Dot cren poecs peqwemens | Wi Fortal-vypa. | 1

| ‘ Home | “ About this site

iy - g’.

WAT Biggertext  AsFsmsertet 88 Printpege B Bookmatkpage @ Logout

Yot ate Bogged in as .
_ Not 7 Logout
Chid Maintenance vou Iast bogged inon
Service
by
payinenls
Hame s My payments

(&) My payments

child maintenance onling

View my payment plans

Take & ook &t your Payrent Plans 1o find outwhen and
harw mriuth you need 1o pay.

Make a payment online

Fyounesd o make a paymentlo us, for examgle
paying your child mairtenance, paying for a Subject
Artess Reguest of liabliity order, you can do A onéng
with 3 credit or debit card. fyou donwant bo pay
ariling, take 3 100k at the cther ways 1o pay.

My Payment plan

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...

Here you can find details of what you need to pay, records of your payments and infarmation on how o pay. You can also pay your

View my current online statement

You can view he cument detads of your statement here.

View copies of my statements

‘Yo can view, download or pint copies afyour predous
stalements hera.

Need ;
help? )

T want el to
caleudale mairtenante ¥

&)

———

Mast ropular
questions

Fwand iy chiild
kiR e pahl
directly instead of
thtotagh e Child
Maintenance Sendce,
How do | mave to
Prbvate Pay of a
Taenity-based
altangenient?

My income las
changed, What do | o7

Ive changed iy bank
account, How do el
yourz

Related category

General
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rnance Porlal - Mypayr

Page 26 of 41

Hgtory  Bookmarks  Took  Help

Profects | Requrements I} chitd Maintenance Portal - Mypa... £ 1. Problam loading page |+

20 (x| B hetp:i10.33.7. 108: 1141 2)sitefsecureiutpfeSihY_RBOIAFES XS-4tTUmmOOY0F 4¥yisIGHIZogp IMPDItlDUSOMMAON KBS -NMOnbiriod 60aw 26t 17 = | M-

| 8 rome | Il svouttns sie

ﬁ You are logged in as.

Mot 7 Logout
Child Maintenance  vou tastioggedin on
Service

payments

#AT Biggertext  AAg® Smalertext 82 Print page

Home » My paymerts > View Payment Flans

@ My Payment Plan

The detalls below show the paanents we will collact from you, as shown in your animal Payimenst Plan, We'll update it every
Tirne we work ol your child maintenance payanent s, 5o this means B°s acom ate up 1o o last calculation.

Changes may take a while fo show up here, so check your messages for details of any recent changes.

Current Balance is £ 10,20 Wiew staternant of payments

Annual case period: 2800772012 1o 210772013

What you agread to pay (£)

DAM0B2012 DEQ 10010

030972012 DEQ 10010

] -
§ Frintthis payment pian Payment(s) 1 - 2 of2

This tabla only chows the child maintenance payments you are due to make through the Child Maintenance Senice using Collect
& Pay. IMvou pay child maintenance directy 1o the ather paren uging Privale Pay or a famile-based amangement, these payments
are notlisted

l‘ Bookmark page oﬂ Logout

Yourre logged in
securely
Change security seftings

Need
help?

Iwant hiélp 1o
calculate maintenance ¥

Most popular
questions

T want my childd
maintenance paid
digectly instemd of
through the Chikd
Maintenance Service.
Haw da | e 1o
Private Pay or a
Tamily-based
arranement 7

1 il ot miakie iy last
et - wiiat should
1do?

How long will it take for
o pnyiment to reach the
et with care?

Related category

My Statements

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...

11/08/2017



Client Self Service Page 27 of 41

nance Portal - Mypayments - Mozilla Firefox

Hgtory  Bockmarks  Took  Heb

20 (ar | B hom:g7i0.33.7. 10801141 2fsiefsacure;iut picSEDAT oOWEE ahxSFoONIWLHSFOAHIDHY QudkQ)g3r_pC4QdmnF TONTGmevef B0TQ528095N_wisenTodal 17 = 8-
Profects | Requrements .Q I)d thild Maintenance Portal - Mypa... £ | 1 Problem oadng page _| |
- — -
| " ! ~
J # Home | I vout tnis site oA Biggertext  As®smesertet W Printpage R* Bookmarkpape @ Logout
’ “You are logged in as .
& ’ Nt 7 Logout Ym"';w""
Child Maintenance  vou tast ogged in on
" Change security settings
Service
M | ‘
payiments MNeed \
help? o«
Horte = Wi oarvments = My statements Twiant help to

A : calculate maintenance ¥ |
5 View my statements
@ Ho statements match those dates.

# Please change the dates and Iry again

This i% a list of your recent staternants. You can see your staterments for ary date range up to five years by selecting dates and |

Most popular
clicking Show. pop

| questions

To download a PDF of a statement, just click on ite description
ment, just click on its descrip s chiild

maintenance worked

on?
Fromn date To date

statemnent for  (ddfmmive) (da/mmby) | didd ot make iy last

payanent - what should

Reset Ido?

Timade a payment bt
"5 nat showing under
Descriplion Date sem My payments” what
should I do?

No stalements avallable

| | Related category

BNLS
You need Adobe Atrabal Raader 1o view the POF files, Ifvou dont already hava i on your cormputar, you can install the latest L

Feneral
varsion by clicking on the icon below SR
Temms explained

Pay Online By Card

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel... 11/08/2017



Client Self Service

Page 28 of 41

nance Portal - Mypayments - Mozilla Firefox

Hgtory  Bockmarks  Jook  Heb

Projects | Requraments

I}l child Maintenance Portal - Mypa... %] | L, Problem boading page

|

B 20 sz W bep:rio.as.7.108: 1140 2 sitefsecure it fcSY _ToabiGISE I _gro_GwhEsalIDCx0sp4RLRRSIRKyA 11sv TRymHanGazhy_mZGENGTyvhvda-7vH_bdily: 17 - | 4 -

I “ Home | ll-l About this site

#AT Bigger text  Aq® Smolortext B Printpage

l‘ Bookmark page ",-. Logout

Child Maintenance
Service

ey
payments

reference’ box

Payment amount(£) *

My reference

)
_

Cancel

You are logged in as .

Mot 7 Legout
fou kast logged Inon

Home > My paryments » Wske & payment orine
£) Pay online with a debit or credit card

‘fou can use this form to pay online with a debit or credit card. We wont charge you exdra for paying by card

Pleage complate the forrm and then click Nad' to continue,

Detaits marked ° must be completed

D | accapt the lerms of uge.

Alltransactions are secured by the prermium \«’enSngn 2 and protected by
varified by visa and Mastercard SecureCode depending on which card is

Hthe payment is for a Subject Access Request or a liability order, make sure you tell us the refarence number in the Your

Yourre lagged in
securely
Change security seftings

Need
help?

1 wiant ielp 1o
calculate mantanancy ¥

LGS
| —

Most popular
questions

How do | pay child
maintenance?

1 dlied taast imakie py Bt

payinent - what should
1do?

How bong will it take Tor
apayiment to reach the
parent with cae?

Related category

My details have changed
My payments
My case

Need more help?

Haln and EADe

Send and Receive Web Messages

16. If clients require assistance to send a message, first confirm:

m if you can answer the query

m they have checked the FAQ and my details section

From the drop down menu in My message view, clients can choose to send a message from the following types:

m Missing payments

m submit feedback - set as default if coming from the feedback link

m general query

m make a complaint

m query about calculation

m query about annual assessment

m ask for subject access request form

m problem with the site

My Messages hyperlink

17. The following can be accessed via the blue box, My Messages link:

http://np-cmg-sharepoint.link2.epn.gov.uk/sites/procedures/Pages/Self-Service/Client-Sel...
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:nance Portal - Mymessages - Mozilla Firefox

Hgtory Bockmarks  Took  Hep

B 20 (o B hetp:r10.33.7.108: 11412 siefsecure it pfcS /Y 1 VI 20COMY WO EMQOPyRJLHz6 IR QHNOGddBISTmFKoPEQwwt 17 - | M-
Projects | Requrements Il chitd Maintenance Portal - Myme...E3 | 1 Problsm loadng page -
| % Home | I snoutinis sie #AT Biggertext  As¥ Smolertet U Printpage & Bookmarkpage @8 Logout

Wou are logged inas .

&

. n HNol 7 Logout :?"’mn.un L
Child Maintenance  vou iastioggedin on Change security sefings
Service

| ;
messages - Need
help?
Home = My messages Twiant hielp to

calculate maintenance ™

Q} My messages and contact history

You can use this secure messaging senvice o send us messages In complete confldence. Wel use il to send you
oo, and you can tell us if you wand it to be the main way we contact you in your confact preferences

Ve keep a record of your messages along with any other contact between us so you can see your entire contact history at a Most popular
glance questions
How can | contact you?
Messages and contact history Send a message R
do 1tell you?
‘fou can read new comespondence here, as well as Send us a secure message aboul your case
seeing your full contact history with us. This incledes. Whiat shaubl | da if ay
racords of all phone cails, letters, faxes and messages of my information is
through the setf-service website. incolrect?

Related category

General

How to use this site

My details have changed
Messages

Security

Need more help?
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Messages and Contact History

H ¢ Porfal - Mymessages - Mozilla Firefox
Hgtory  Bodkmarks  Took  Heb

B 0 (e B hee:10.33.7.008: 1141 2)skejsacure it pfcSMEDRbolWE QY e WFHEFHYC IqRAKBRONFsDQ0L G2PTRI Z5TULNOGVSP_-HNGh-475H _rx_3p2L-Frivsicots 17 = | M-
Projects | Requrenents | 1]} Child Maintenance Portal - Myme...£§ | 1. Probiem loading page G+
J # Home | I avout this sie #A" Biggertext  As*Smobertet B Printpage  K* Bookmarkpage @ Logout
B You ate logged in as .
o Not 7 Logout e
Child Maintenance vou iastiogged in on

= Change security setings
Service

Need @
help? oy

Twant help to )
| calculate maintenanci ¥

Home = My messages = Messages and contact history

& Messages and contact history

o Mo contact history matches those ciiteria, |

W Please change the criteria and try again.

Most popular
‘fou can read new cormespondence here, as well 35 seelng your full confact history with us. This includes records of all phone que stions

calls, letters, faxes and messages through the salfsendce websile
Wiy aren't my
changes of new
massaes showing
From date To date up?
(ddimrmyy) {adimrriyyn v changed my job,
#603,2011 |55 #osmeenz How do | 1ell you?

- ’ ™ o Wiy harve | stoppred
10w Iessages for: e of Teceted: LY

| : N recehdng letters from
# All messages v| #{winen comespondence  v|  #{Raceived ] m_‘b‘ you?

Resat

Clhick on the subject line to read the message.

Related category
General

Type Comh e My datalls have changed
Mo contact history available MESQ&QQQ

| Securily
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Send A Message (shown over two screens)

nance Porlal - Mymessages - Mozilla Firefox

Hatory  Bookmarks  Tooks  Hep

B 2 ¢ (W betp:f10.33.7. 00810141 FHb2TWE IPwgkBdmnLHWY 1 MHDEUGKIrStaz_KbS: 1

Projects | | 10 child Portal - Myme... 3 | 1 Problem koading page [F+

OF90ESS L0 ¢ "‘"

# Home | D souttnis site SAT Biggertext  Aa¥ Smatertet b Print page

B¢ Bookmark page

s 3 ot 7 Logout
Child Maintenance  vouis=t Iogged in on

| Service

‘ &; You are logged in as .

Ty
messages

Home > My messages » Send a message
& Send a message

Before you send us a message:
»  Ifyouwantio tell us about & change to your defalls, go to the My details’ section.
= Ifyouve gol a general question, take a look through our FAGS in case we've already answered it

When vou send us 5 sacure message, well confirm we've received if, and then keep you up to data with the progress we're
miaking, uging your chosen contact prefarences

Ve try to answer every question within 48 hours. The more information you give us, the faster well be able fo get back to you, so
please provide as many details as possible

Details marked * must be completed,
Message subject '
Select ~ @

Naune of child o childien

Ifyour message is about missing payments, this field must be
completed, For evanthing else this field is optional

Select ~ @

My massage

You're legged in
sacurely

Change sacurity sallings

Need
help?

Iwant help to

calculate maimenance ™ | |

Most popular
questions

What should | do if any
of my information is
incorect?

How sale is my
information?

Wiy cann't | send an
attaclhment?
Related category

General
How to use this site
Contact us

Messages
Security

Need more help?

~
o Logout
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Send A Message (bottom half of screen)

rnance Portal - M apes - Mozilla Firefox

Hgtory  Bookmarks  Took  Heb

Projects | Requrements -/ U}l child Maintenance Portal = Myme... 5 | | Problem boadng pags B
= iyoue got a general guestion, take a look through our FAQS incase welve already answered it

When you send us a secura message, well confirm we've received i, and then keep you up 1o date with the progress we're
making, using your chesen contact preferences.

W¥e try to answer every question within 48 hours. The more information you ghve us, the faster well be able to get back to you, so
please provide as many delalls as possible

Details marked * must be completed.
Message subject *
Seledt v @

Mame of childd of children
Hyour message s aboul missing payments, this field must be
completed. For evarthing else this field iz aptional.
Selact ~ 0

My message |

We dont show coples ofyour sent messages on this site. INnyou need a
record of this message you could print this page using your browser
{usually File = Print) or save it to your compuier (usually File = Save As).

G

Cancel

B 00 (ar B hetocri0.33.7. 1080 1141 2]skefsecure) it plcSMEFNDSIWE L PwghBAmLHW Y YESBOSAtRkA L CpLAWGRIOBOHDE UG Staz_Kba-aNBTHILE-widnaavuoaooess 17 = -

Most popular
questions

What should | do if any
of my information is
ncommect?

How safe is miy
Infenmation?

Wihiy can’t | send an
attachment?
Related category

General
How to use this site
Contactus

Messages
Saecurity

Need more help?

Help and FAQ:
Confactus

My Case Details hyperlink
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18. The following can be accessed via the blue box, My case details link:

inance Porlal - Mycase details - Mozilla Firafox

Page 33 of 41

Hitory  Bockmards  Tooks  Help

B 2 | Il hepro.33.7.008:11

W_pV_gebEdeCO

ﬁromgkmm =5 1§8 child Maintenance Portal - Mycas...5i | .J-‘Pmblemluﬁupm g+

BIRKPréLkNFRIZNTVIDNRBVIS7YdIp_tYbibtiorg 17 - | |49 o

i ﬁ Homa.: I“Abnulmissm&

AT Biggertext  Ask Smater text = Frint page

R Bookmarkpage @' Logout

& “ow are logaged in as .

: Mot 7 Logout
Child Maintenance  voulastiogged inon
Service

Wy
case details

Horme = My caze delals
&2 My case details

Iryou want o check or change your child maintenance cases, you can find detalls of your current cases and chack on the stalus of
your Annual Reviews here.

Ifyou want to make a new appiication for child malntenance you can find out how 1o apply for child maintenance on our GOV.UK
gnages for British cases or find out how to apply for child maintenance on our NIDiect EDGQOS for Northem Iréland cases.

My cases My Annual Reviews

This seclion contains information on your current
tases,

Click Wy cases' to see more detalls of each case
Including any recent payments.

‘fou can see detalls of your Annual Reviews here

Yourre logged in
sacurely

Change security seftings

Need '
help?

Fwiant help to
| ealeulate maintenanc v |

Most popular
questions

1 weant my chiild
maintenance paid
directly imstead of
through the Child
Malitenance Sendce.
How de | move 1o
Private Pay or a
family-based
anrangement?

How do | apply for child
malitenance?

I pay child

" Tor other
childs en, bt not
thirough the Child
Maintenance Sendce.
Wil you consider this?

@ My cases screen shows all participants in the case group (i.e. qualifying child, receiving parent), method of payment,

amounts due and payment due dates.
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rnance Porlal - Mycase details - Mozilla Firefox

Higtory  Bookmarks  Tools  Help

B 2 (ar (Wl retp:f10.33.7,.008:0141 Bbb4AETY_ ™ " i _conizr 77 - | 4§
Projects | | 1)l child Portal - Mycas...E | 1 Problem loading page |+
| A Home | l“ About this it #AT Biggertext  AgY Smaler text = Printpage Rt Bookmarkpage @ Logout
& i Yoo
Child Maintenance  voulastiogged inon st
. i, age Change security sattings
| Service
My
case details MNeed
help?
Home » My caze detads » My cases I want help to |
® calculate maimananc: ¥ |
pahdd My cases
1Tils page Snows d sUmimany of your cases with the Child Maintenance Service. We've shown an ovandew of each case, but you
can see the full detalls by clicking on the ‘See my maintenance calculation’ link
You can also see your previous calculations by clicking the “iew caltulation history” button belaw. Most popular
'you think any of these detalls are wrong, please contact us immediaely 35 this could afectyour child malntenance calculation. questions
1 weaant iy child
maitenance paid
directly instead of
i aungh the Clild
Maiitenance Service,
Children | pay child maintenance for - summary How do | moveto
Private Pay or a
Tamily-based
Who Mabitenance What do you want to anangement?
wo?
Case year start date Method of payiment 1 v cliangged the
2800772012 DEO, Offzal MOP Sea my maintenance nummber of nights | look
calculation 7 after my child. How do |
Anmual Renview date Last payment made on Tellyou?
270712013 03082012 Wigw my payment
£10.20 plan I pay child
i maktenance for otlis
Update my personal children, bt not
o Chid 1 Due for this case (£) details thwough the Child
88 vxniM 0.00 Mainfenanes Senges |

My Details and Circumstances hyperlink

19. The following can be accessed via the blue box, My Details & Circumstances link.
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rnance Portal - My details Beircumstances - Mozilla Firefox

Page 35 of 41

Hatory  Bookmarks  Tools Help
g X @ B tetpeff10.33.7. 008114120k 1 iz PO ZhiAch

Portal -My de... £ | 1 problem kosding page |T|

Projects | | Myl chiddy
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J P Homs.i Il snoutthis sie

#AT Biggertext  AsY Smader text =4 Print page

Rt Bookmarkpage @ Logout

Wou are logged in as .
2 ot 7 Logout
Child Maintenance  voulsstioggedinon
Service
My details &
cifcimstances

bbby clabniin

@ My details

It's imporiant that we've got all your details, Any incorrect or missing details could delay your payments and you could lose
important messages from us.

Thie detalls wa have for you are shown balow, If any of therm are wrang o misskng, you can update them hare.

My login and security settings

Stay on top of security - You can change your client PIN here, This is the
numbier you wse when you log into this site or talk fo us over the phone.

My personal details My contact details

Make sure we've gol the comect details for you and yaur Wie need up-to-date contact details sowe can gelin
childran; touch with you:

= Check or change your name,
® Make sure we have infarmation such as your

= Update your phone numbers
= Tellus abowt 3 change of address ar amail

date of birth. addrass.
= Change your contact preferences

= Checkyour children's names in each case.

Need
help? |+ 4

You're logged in
securely
Chﬂli& S!CU!& smgs

Pwanit help to
| caleulate maimenanc ¥

&

Most popular
questions

I've moved house. How
e el you?

What shauld | do if any
o iy informmation is
incorrect?

The rumiber of clikdren
irvvobved has
changed.How does this
affect my child
malitenance
payments?

Related category

My datails have changed
Security

How to use this site
Temas
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Change PIN

nance Portal - My details & circumstances - Mozilla Firefox

Higtory  Bookmarks  Took  Help
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Profects | Requiremerits
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#A" Biggertext  As¥ Smaerte b Print page

& You are logged in as .

. v Not * Logout
Child Maintenance vouisst logged in on
| Service
WIMM-! &
citcumstances

Homa = My detals = Changs tacurly satings

ﬁ Change your client PIN

> Confirm changes /\ Finished |

| Maks changes

You can change your PIN here - this is the numbar you use 10 10g in 10 the sel-senice websile. You will nead this number evary
time you 10g in 1o your account so make sure it's memorable

We need you o enter your existing PIN before you can change it

Details marked * must be completed

Existing PIN *

Q

New PIN'

o

Condfinm mew PIN®

Q

ancel

R Bookmank page nnLngout

Change sec seffings

Need
help?

I weant help 1o
calculate maintenanc

G

Most popular
questions

Wihat infonmation do
you hold aboud me?

How safe is my
nfonmation?

What shoubd | do if
otler people know my
sell sendce
password?

Related category
General

Security

Meed more help?
Help and FAGS

Contaclus
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Confirm, Amend Personal Details

rnance Portal - My details & circumstances - Mozilla Firefox

Page 37 of 41

Hgtory  Bookmarks  Took  Help
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Frojects | Requrements

1)} child Maintenance Portal - My de... E3 | 1

Pkl

Probsem loading page
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=

| 4 Home i Wl Aouttnis site

| m You are logged in as .

| 2 2 HNol 7 Logout
ChI|C! Maintenance vou 1astioggedin on
Service

WA Biggertext  AAa¥ Smatertet UM Printpage N Bookmarkpage @ Logout

Wy details &

circumstances

Home = My detals > My personal detals

@ My personal details

askus to update it here.

My details

Ty Tl e
MR YXManT AndersonTR

Ty date of birth

My children's details

Other Parent . ¥XBrenda0
‘Biltyl

My gpender
02 Dacamber 1978 Femala

The datails wa hava for you ane shown Delow. Ily0Ur name (S wrong or ifyou want to change the name wa use far you, you can

I you need to chatige amy otlier details or any of your childven's details, please comact us.

Ty Hational nsurance numben

MNRETA

Yourre logged in
securely

Change security setings

Need
help?

Twsant lielp 10
calculate maintenance ¥

Most popular
questions
How can | contact you?

P iivenve o honse. How
do 1tell you?

v changesd my bank
accoumt, How do 1 tell

your

Related category

Ganaral
How to use this site

My details have changed
Accessibility

Need more help?
Help and FAQsS

Coagsase
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Confirm, Amend Contact Details (displayed over two screen shots)

rnance Portal - My details & circumstances - Mozilla Firefox
Hgtory  Bookmarks  Took  Help

| m You are logged in as .
2 2 HNol 7 Logout
ChI|C! Maintenance vou 1astioggedin on
Service

B 0 (s B bep:i10.33.7.108: 1141 2fsitefsacure it fpfeS VL s TwFPw RO o0 f Qe a0 A7 WL eoBloydcdr el 03q_WayiCZreesin 17 = | (M-
Projects | Requrements 1)d child Maintenance Portal - My de... E§ | 1 Problsm loadeg page -
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# Home | I snouttnis sie #A" Biggertext  As¥ Smolertedt = Printpage & Bookmarkpage @ Logout

My details &
circumstances

Home = My defads = My contact detais

& My contact details

messages from us.

My phone numbers

Hatwis phonie s
01138230570

Mobile phone mimbes
07774552222

Work phone numeber
01138230583

Here are your contact details. If any af them are wrong or you want 1o add or rermave infarmation, you can make changes here.

s Invportant that we've got all your detalls and that they are comect Any incomect or missing detalls could delay importan

My home address

Addiess
1 Wymcron Gardens

Town | city County
LISBURN COUNTY ANTRIM

Postcode
BT28 281

Colitiy
Mortherm Iraland

Yourre logged in
securely

Change security setings

Need
help?

Twsant lielp 10
calculate maintenance ¥

Most popular
questions

e moved house. How
do ltell you?

What's the difference
hetween a hoime
adiliess anid a postal
adiress?

Canl change he way
your contact me?
Related category

General

How to use this site

My details have changed
Accessibility

Need more help?
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My Contact Details

Page 39 of 41

*nance Portal - Help & FAQ's - Mozilla Firefox
Hgtory  Bookmarks  Took  Help

[rojects | Requrements | 1} child Maintenance Portal - Help... E3 | L Problem loadng paga

*
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ﬁ Home 'Il Aboutthis sie

A" Biggertext  Aa® Smaber text

|=| Print page

l“ Bookmark page :‘\Luaom

&- You ate logged in as . aia on
¥ . Not 7 Logout w"“‘
Child Maintenance  voulastiogged inon Change securiy settings
Service
r T [ =
PN | | E—T
iy il S
= Make a payment = Send and receie = Make a new = Personal details
= Check payments messages application = Condact details
® Sag your payrent u Vig contact history B Vigw tages & View payroen
histary = View Annual Reviews methods
= Employment delails
||
Home » Help and FAQS » View all questions
7) View all questions
Hera's a list of all our FAQS. Select the category you wan to find information on, then just cick on the quastion to show the answar
Accessibility
1. How can | comact you? Hide &3
Comtact s
Genaral Vigit our contact us page to find the best way of gatting in louch.
How 1o use this site I Why aren't my changes of new messages showing up? e
Messages 3 How do | apply for child maltenance? e
My case 4. What should | do if any of my information is incorrect? e
Iy détaifs have clanged
5. There's a problem with the site . who do 116l e
By painents:
Secul ity B What's the differance batwean a home addiess and a postal address? e

In Northern Ireland the service is known as Child Maintenance Service (NICMS)

The website address for Northern Ireland is: childmaintenanceservice.direct.gov.uk/ni

Video walkthrough link for Northern Ireland

CMSL9800 We need to update your security details

Failed security details - client has failed their security check and we enclose a change to security details form.

All fields in this letter are system generated, no manual intervention is required.

Call - Overview

Change - Security Details

Client Contact - Outbound- E Mail
Correspondence (Inbound) - Summary
Employer Self Service

Self Service Support Team

Terminology Changes

Why can't the client view any of their letters on the Self Service website?

For clients to view letters on the Self Service website they must download Adobe Acrobat Reader as the letters are in PDF format so
the this software must be downloaded to view the attachments.
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It is quite prominent on the Messages section of the Self Service website that the client must download this software to view their
letters. If the client still cannot read their letters once Adobe Acrobat Reader is downloaded an incident must be raised.

Why can't the client view all their letters on the Self Service Site?

For legal reasons certain letters need to be issued by post such as enforcement, arrears or appeals.

Does the payment information shown on the self service site match the 2012 system?

There is no delay between what is displayed on 2012 System and what is displayed to the client on the Self Service Site. Both
systems use the information stored in BANCS.

Can a client have Self Service as their preferred method of contact if they are not registered to use the Self Service site?

No. This will result in most letters not being sent to the client. Instead they will receive an email informing them that they should
check their Self Service account to view the letter.

Are the Self Service Site ambassadors expected to take all the calls that come into team members or just some of the calls?

All caseworkers will have received Self Service Site training. An ambassador is a point of contact to provide coaching for
caseworkers with difficult questions.

Ambassadors helped re-create Self Service training and procedures and after attending a requirements workshop to give their
perspective.

Should caseworkers be promoting the use of the Self Service Site to clients?

Yes. It is Caseworker responsibility to proactively promote use of Self Service to clients. Caseworkers can refer to Client Self
Service Procedures under the 'how to apply' section for further information.

How are messages responded to, can they be replied to via the Self Service Site/email?

Responses to messages can only be done by telephone at present.

Messaging gives clients the opportunity to raise questions any time of the day and a call-back can be made by a caseworker if
needed.

There may be a digital response in the future, but there aren't any timescales for this at present.
It is being investigated to look at providing email responses to some questions through 2012 at the moment and procedures will be

updated if this is agreed.

If someone has to make a one-off payment can they do that, or do they still have to register?

No-a client cannot make a one-off payment unless they are registered for Government Gateway and enrolled in Self Service.

How do clients create a PIN number to use the Self Service Site?

To register on the Self Service Site a client must have first registered with the Government Gateway and have received their
Gateway ID and password.

Following this, the client uses their Gateway details along with their SCIN and seven digit PIN (both are set up when making an
application with CMG) to register with the Self Service Site.

The client can change their 7 digit PIN on the Self Service Site at any time once logged in.

What is the process for when a client forgets or has entered an incorrect PIN?

The Client PIN must be the same one that they set up on the 2012 System at CMS application stage. If a client has not set up the
seven digit PIN or has forgotten it, they will be presented with the option to reset their PIN by clicking the forgotten PIN button,
they will then be presented with two additional security questions. The questions will be two random numbers or characters. This
will be in the format:

m A combination of SCIN and NINO or DOB
m A combination of CMS password and NINO or DOB
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Otherwise the process is managed in the same way as business as usual. Details can be found within the Change - Security Details
procedures.

What is the process for when a client has an issue with the Self Service Site that a caseworker can't help to resolve?

There is a Self Service Support Team that is part of GICH who will assist with any technical queries.

Can clients give feedback on the website?

Clients do have the option to leave feedback in the My Messages section of the Self Service Site under send a message. Their is a
drop down option for feedback .

Where does a caseworker view messages that have been sent in via the Self Service Site?

Messages are scanned on to the 2012 System and appear on the client's case as an inbound correspondence activity.
When the caseworker selects the inbound activity ID, within the screen that opens up, there is a 'contact reason/subject header'

field that gives a brief description of what the message is about. A 'view document' button is selected to view the client message.
This will open up as a PDF document.

What actions will a caseworker need to take when a message or a change of circumstances has been received?

Messages i.e. queries regarding missing payments can be received via the Self Service Site. They will appear as an inbound
correspondence activity and will be accessed via the ID hyperlink.

The caseworker will review the message and provide the client with a response by telephone. Service Requests generated will be
actioned as a business as usual process. For instance, if a client carries out a Change of Circumstances on the Self Service Site it
appears in the Service Request list on the 2012 System. It will then be completed in the same way as all other Service Requests.

Can an application for the 2012 statutory scheme be made using the Self Service Site?

No-the potential applicant must follow the business as usual process and first contact Options (Choices in Northern Ireland) to
discuss their requirements.

How does a client register as an alias name on the Self Service Site?

At present, if a client wanted to advise us of a new alias name on the Self Service Site they could do this by using the change of
name function within My Details & Circumstances/Manage Personal Details section. However, the Self Service Site will always
display the real name of a client and ignore any known as/alias names.

Only first names will be displayed to the other party in Self Service Site. If the client considers this to be a security issue their case
should be considered for handling by the Special Client Records Team.

Will there be a Self Service App available for clients to download on to their mobile phones?

No. Communicating with clients via an app does not conform to the current government digital standards.

Work on the mobile friendly version of the Self Service Site is currently underway and making good progress.

Will charging be shown on the Self Service Site?

Yes charging will be shown on the Self Service Site in payment plans and schedules.
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