Frequently Asked Questions (FAQ)
MOU FAQs

What is a Memorandum of Understanding (MOU)?
A Memorandum of Understanding (MOU) is a type of formal agreement between the State of Idaho, Department of Health and Welfare, and for this purpose, a Housing Authority or Tribal Housing Authority. The MOU clearly identifies the roles and responsibilities of each party as they relate to accessing Child Support client’s payment information from our public website.  
Why do I need to sign an MOU?

The MOU is required to meet state statutory requirements regarding privacy and confidentiality.  Without a signed MOU between the Department and the Housing Authority, Idaho Child Support will not be able to provide access into a client’s payment information. 

Who do I contact to obtain an MOU?

You can print a copy of the MOU from the Services for Partners website or contact Child Support Services by phone at: 208-334-4957 or 1-877-334-4957 (toll free) or email: CSwebhelp@dhw.idaho.gov  
After I sign an MOU when and how will I get my assigned username and password?

Upon receipt of the signed MOU, Child Support technical staff will create an online account for you and assign a username and password so you can access this account. The assigned usernames and passwords are emailed to the identified contact person.

 How  do I get a signed MOU back to the Dept?

Return the signed MOU to the Central Office by regular mail, email, fax. 

Mail:
Idaho Child Support Program 
PTC Bldg 2nd floor 
P.O. Box 83720 
Boise, ID 83720-0036 

Email:
 CSWebhelp@dhw.idaho.gov
Fax: 
(208) 334-5571 attn: Idaho Child Support

This fax number can only be used for the purpose of returning the MOU to the Department. 

What is the access information on the last page of the MOU?

Our technical staff use this information to create accounts. Once accounts have been created, the provided contact person receives an email with a user name and password.
The Housing Authority contact and/or contact email changed. Do I need to report this?

Yes. Housing Authorities are required to provide updated information to Child Support whenever changes occur that impact online accounts. Contact Child Support technical support at CSwebhelp@dhw.idaho.gov, by phone at (208) 334-4957, or toll-free at 1-877-334-4957 to provide updated information.
Who should sign an MOU and create an account when management companies own individual apartment complexes?

The management company decides if they want one account for the company and one for each apartment complex, or one account for each person the company deems authorized to use the Services for Partners portal.
What happens if a management company wants to add a new apartment complex?
When a management company builds or purchases a new apartment complex, they must complete a new MOU including contact information for a representative from that complex. You can download a new MOU from the Services for Partners website. Return completed MOUs to the Idaho Child Support Program by mail, email, or fax.
Can other auditors monitor this MOU? 

No. Even though other contract auditors might visit your site, they do not have access to your completed MOU. This MOU is monitored by the Department’s Contract Monitoring Team.
If I don’t sign an MOU can I still get payment history information from Idaho Child Support?

No.  To access payment history information using the Services for Partners website you must sign an MOU with the State of Idaho. However, some specific exemptions have been established which may allow you to continue faxing or emailing requests for payment information. Contact Child Support technical support at CSwebhelp@dhw.idaho.gov to find out if the reason you have not signed an MOU with the State of Idaho meets with one of the exemptions. 

When will the option to FAX requests for payment information end?

Close of business, Wednesday, August 31, 2011.
Release Form FAQs

Where do I obtain a release form for the customer to sign?

The signed authorization of release from the client is a form the housing agency or provider creates. The Department of Health and Welfare does not provide this form. This form must be signed before a housing agency or provider can request child support income information.
Why do I need to have an authorization of release from the client?

An authorization for release from the client gives you permission to obtain a copy of the client’s payment information. This is a requirement under State law.  

Does the release form have to specify the Idaho Child Support Program?

No. You can use the release for your agency/provider has always used.
If the release form doesn’t have an expiration date, is it still valid?

Yes.
Services for Partners Portal FAQs

What payment history information can I obtain from Services for Partners?

You can obtain Child Support payment information on clients who have a Child Support case with Idaho Child Support so you can determine if the client is eligible for housing subsidies. If the client has more than one Child Support case with the State of Idaho you will be able to obtain a payment history on each case. Specifically, the information includes the Month/Year, Amount Due, Amount Paid and Balance Owed. 
Can anyone gain access to Services for Partners?

No. Only Housing Authorities and Tribal Housing Authorities who have signed an MOU with the State of Idaho can be given access. 
Can I access Services for Partners from any computer?

Yes. Services for Partners is accessible from any computer that has access to the Internet. 

When is Services for Partners available?

The Services for Partners website is available 24/7. There may be times when the website is unavailable due to technical difficulties or maintenance that may directly or indirectly affect the performance of the website. When the website is scheduled to be down, or is found to have technical difficulties, a notice will be posted on the Child Support home page. 
How do I log in?  

Complete instructions, including how to log into your account, are available on the Services for Partners website. For your convenience, you can also download a copy from this document.
Can I search for more multiple clients while I’m logged into my account or will I need to log in for each client?

Yes. Once you have logged into your account you can search for multiple clients, one at a time. 

How do I increase the Font size of the Payment History?

The font size of the payment history is set at a standard 12. However your computer and printer may be customized to a specific font size that you will need to adjust as needed. To adjust the font size, refer to the instruction manual for your computer.  
How do I print the payment history?

Complete instructions, including how to print the payment history, are available on the Services for Partners website. For your convenience, you can also download a copy from this document.

How many months of payment information will be provided?

Up to 24 months. You can also select a specific time period that will include the current month back to your selected begin date.
Will the payment information specify if the Child Support case is being enforced by the Department? 
Not at this time. Our programmers are working on adding this enhancement. You will be notified when this enhancement is available on the website.

What other information will be provided?
Information about the amount of accrual, the amount paid, the running balance, children’s names, and whether the amounts were received by the client or paid by the client are provided in addition to the payment history.
Does this service include benefit information, as well?

No. This website will only provide child support information.  To get benefit information FAX to 1-866-434-8278 or email mybenefits@dhw.idaho.gov.
Will the name of the NCP be on the results?

No.  Due to privacy and confidentiality regulations we cannot provide the NCP name.
Will the Idaho Child Support Program provide each agency/provider with a new set of rules or policies to do their work?

No.  The individual agencies/providers must document their own rules and policies.

Can you tell us when the NCP quits a job or is fired from a job?

No. You will need to ask the CP (your customer). Again, due to privacy and confidentiality regulations we cannot provide this information.  

Can we get the individual payment dates and amounts, rather than a monthly total?

No.  The results are provided in a monthly total display.  

Does the search match on the SSN or the birth date?
No.  The search matches on both.
Can the agency or provider continue to send in requests for updates/enhancements to the website?

Yes. Email your requests for enhancements to our technical support staff at CSwebhelp@dhw.idaho.gov.

Troubleshooting FAQs

What does “Case Sensitive” mean?

Case Sensitive” refers to upper case and lower case letters. If your username or password contains a capital letter, you must use capital letters each time you enter that username or password or you will receive an error.  Example: If your password is IdahoCSS and you type in the password idahocss, you will receive an error.

Why was my account locked?
When you enter an incorrect user name and/or password more than three (3) times in one (1) day, your account will be locked. To have your account unlocked, you must contact Child Support technical support at CSwebhelp@dhw.idaho.gov.

Why did I receive the Session Timed Out page?

For security reasons, your account cannot remain idle for more than three (3) minutes. When you receive this message, you will need to log back into the site.

Why does the client’s social security number (SSN) disappears when I receive an error message?

For security reasons the SSN is removed each time you unsuccessfully attempt to access a client’s payment information. This is to ensure that the client’s SSN does not remain visible to non authorized persons.  
Why did I receive the error message “Invalid username and/or password. Please try again.”

The username and/or password you entered does not match the username and/or password on your account. Contact Child Support technical support at: CSwebhelp@dhw.idaho.gov to provide you with your username and/or password. 
Why did I receive the error message “You must accept the terms and conditions by checking the box above before performing a search.”

Each time you search for a client’s payment records, you must click the terms and conditions box. This identifies that you are an authorized representative of a Housing Authority or Tribal Housing Authority and that you are verifying that you have an authorization of release from the client on file. 
Why did I receive the error message “Begin Date cannot be a future date”
This website provides 24 months of payment information beginning with the current date. Our website cannot determine future payments.  

Why did I receive the error message “The client information you entered cannot be matched to a client in the State of Idaho Department of Health and Welfare Child Support system” 
This error may indicate that you have entered the client’s SSN or DOB incorrectly or that the client does not have a child support case with Idaho Child Support. 

Why did I receive the error message “Client SSN cannot be empty”?
In order to accurately match the client to our automated system you must enter the client’s SSN and DOB. If the client does not have a SSN you will not be able to utilize the Services for Partners website to access payment information for that client.  Contact Child Support technical support at 208-334-4957 or 1-877-334-4957 (toll free) or email: CSwebhelp@dhw.idaho.gov to obtain payment information. 

I received an error message that the case could not be found. Does the portal include the SSN of the person I requested information for?
Not at this time. However, our programmers are working on adding the last 4 digits of the client’s SSN and the DOB that were entered with the error message. You will be notified when this enhancement is available on the website.

Some clients do not have a SSN. Can I search by client identification number?

The possibility to search by client identification number will be added shortly.  If your client does not know their client ID number, they can contact Idaho Child Support Customer Services at (208) 334-2479 or toll free at 1-800-356-9868. 
What if the person is not yet divorced – will there be a child support case?

Idaho Child Support may already have a case. A divorce does not need to be finalized for Idaho Child Support to have a case.   

What is the person is just applying for housing assistance and has not yet been approved? Can we search for that person?

Yes. Just be sure to obtain a signed Release of Information from the applicant before requesting payment history.
