
Definitions of Categories for Customer Service Web Functionality  

Last payment- Does website provide the date and amount of the last payment on the 
case? If both, X, if just amount but no date, please put A. 

Arrears- Does website provide what the current arrearage balance is? B- for Arrears 
balance due only, D- for arrears payment due only X is both are provided. 

History - Does website provide a history of past payments? If so how long? Examples - 
5p - last 5 payments, 26p - last 26 payments.  

Amount- current support - does website provide the amount due for current support? 

Case status- In addition to payment information, does website provide information on the 
status of the case? 

Case Inquiry- Does the website provide clients with ability to submit an inquiry about 
their case? 

PIN - Most states require use of personal identify number to access the web site. We 
would like to develop codes for this category, with emphasis on how the PINs are issued 
or reissued if forgotten: For example: M- PIN is mailed to client, P-will provide info over 
phone if certain information is provided, E- will provide via email if certain information 
is provided. R- web will provide a self-developed clue to clients who forgot their PIN.  

Email - We would like to know if States provide email access to clients and if so, how? 
E- direct email access to caseworker, W- area on website where client can submit 
requests without actually sending sensitive information via internet. F- Filtered, can 
submit email to generic email address where it is read and forwarded as appropriate, A-
Alert email sent to client directing them to access web site via case ID and PIN to access 
response to their email inquiry that mail contain private or sensitive information that we 
don't want sent via internet.  

Update profile - We would like to know what client is allowed to update. A - Address 
update information for that client. 

Please note that there is a separate category for submitting locate tips about other parent's 
location, employment or assets. 

Employer- Does the website have a separate section or functionality that is tailored to the 
special needs of employers as clients?  

Employer change- Does the website permit employers to update their information? Foir 
example, termination of employee subjects to wage withholding.  



Interstate/other- Does the website provide access to interstate caseworkers or other 
categories? (I.e MA issues PINS to attorney of record or TANF caseworkers and has 
interstate caseworker inquiry form) Other would be - special access to courts, clerks, 
international 

Application- We would like to know if the application can be D- downloaded, printed, 
signed and then mailed, S- submitted online with electronic signature. 

Guidelines- Does the website have a feature that allows clients to enter information to 
calculate child support guidelines? 

Locate tip- Does website have functionality that permits clients to submit information on 
location, employment or assets of NCP. X if they provide any of this functionality.  

Request documents - Does the website allow clients to request documents such as  

Forms -- Does website allow clients to download child support forms (other than 
application for services, or direct deposit which are covered separately) for example, 
medical support notice or UIFSA forms.  

Direct deposit- If website permits download of forms necessary to request direct deposit 
of child support payment.  

Employer debit- If website has functionality to permit NCP or employer with employees 
subject to wage withholding to authorize, via the internet, a debit of their checking 
account for child support payment.  

R&A - R If State provides clients with ability to request review and adjustment of their 
cases or C if state provides an on-line calculator to determine if their case is eligible for 
modification under state guidelines.  

Other language- S for Spanish, O- other please provide narrative if website is available in 
languages other than English or Spanish.  

Insurance- Intended to reflect if State is a member of CSLN and has website accessible to 
insurers to check on State's lien process.  

Please submit any updates or corrections to this matrix to Robin Rushton at 
rrushton@acf.hhs.gov 
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