TN

Quick Reference Guide "Human Services

Customer Account Creation,
Enrollment Linkage, and
Mobile App Check-In and Out

Overview

This Quick Reference Guide outlines how to create a Customer Portal account and how to check a child in or out
of a Child Care facility. It also explains how to link the enroliment record of a child receiving payment assistance
to your Customer Portal account and Mobile Apps.

Important things to note:

1. Customers without a smart device can still check their children in and out of care using this new
system. Simply set a PIN code in your Customer Portal when you create it and you can use this
code each time you check-in/out a child. You can set a PIN code by following the steps listed in
the “Updating Your PIN Code” section below.

2. If the child you wish to check-in/out of care receives Child Care Payment Assistance, you must
link their enrollment to your Customer Portal account, following the steps outlined in the
“Linking Your Child Care Enrollment Details” section before you can use the Customer Mobile
App or PIN code to check a child in/out of care.

3. If the child you wish to check-in/out of care is paying for care privately, please disreqard the
steps outlined in the “Linking your Child Care Enroliment Details” section.

4. If you are the parent/guardian of a child in foster care, please disregard the steps outlined in
the “Linking your Child Care Enrollment Details” section. Additionally, please confirm that
your Provider has already added you as an “Authorized Parent/Guardian” in their Provider
Portal using the exact first name, last name, and email address you will use to register for this
account with.

Audience

Parents/Guardians/Authorized Individuals of children enrolled in facilities using the Customer Portal and/or Mobile
Apps.
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Creating an Email Account

To gain access to the Customer Mobile App, you must create a Customer Portal account. To do so, you will need
an email address.

Note: If you already have an email account you can skip this section and move on to the ‘Creating a Customer
Portal Account,’ section. If you do not already have an active email account, you can initiate the email account
creation process directly from the Create an Account screen.

From this screen, you will see the following message in the left-hand informational panel: Before You Begin. If you
need an Email address, please see the list of free email account providers.

4+Back to Previous Page

Before You Begin

If you need an Email address, please see the
list of free email account providers.

Below this message, there are four email account providers whose titles are hyperlinks. These hyperlinks navigate
you to that provider’s email account creation homepage. Follow the directions on the screen to successfully
complete the email account creation process.

Email Providers

Gmail
Yahoo Mail
ProtonMail
AOL

Once your new email account is created and validated, you will be able to continue the Customer Portal Account
Creation and Registration process.
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Creating a Customer Service Portal Account

To register for a Customer Service Portal Account:

1. Open your internet browser and type in the web address for the Customer Service Portal Website, ONE
DHS, https://onedhs.tn.gov/csp, then click enter.

& Enter The Website Address Here ~ &> h
& Newtab x

2. Upon clicking enter, you will be directed to the ONE DHS Home Screen. From the home screen, click
Create one here! to begin the account creation process.
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A Learn About Non-Discrimination Login

ONE DHS'

Your single c_lestination for applying and managing your benefits onlir]e

Email Address Password

.
g Don't have an accounts

Forgot your password?

QTranslate #Go to TN.gov



https://onedhs.tn.gov/csp

Quick Reference Guide

3. Enter all required information in the

applicable fields throughout the entire
Create an Account Screen.

Personal Information:

First Name

Last Name

Email Address

Phone number (Recommended)
Password

Confirm Password

I agree to the TDHS Customer Service
Terms and Conditions checkbox

I’'m not a robot reCAPTCHA box

Click Next.
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Create an Account

Personal Information

* First Name

* Last Name

* Email Address

Phone number (Recommended)

* Password

* Confirm Password

Password Guidelines

Must be between
characters in length
Must include at least
upper case letter (A-Z)
Must include at least
lower case letter (a-2)
Must include at least
number (0-9)

Must include at least
special character

8-40

one

one

one

one

* | agree to the TDHS Customer Service Terms and Conditions

I'm not a robot
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5. The Access Account screen informs you that a “Customer Portal Registration Confirmation” email has
been sent to the email email address you provided. From the email, click the click here hyperlink to
confirm your identity and validate your email address.

Access Account

Congratulations!

TN Department of

.Human Services

Veuur Account has been created’

Next Steps

vV

Verify Your Email Address

Hi JAMELA WYNN,

You recently registered for an account with the Tennessee Department of Human Services (TDHS). We need 1o
validate your email address in order to verify your account and - e 'ortal.

Please confirm your identity by clicking on the following click here

A J
If you did not register for an account, . g
Customer lnguiny Form. Please confirm your identity by clicking on the following click here

Thank vou,
TDHS Team

nt an email to

emiad and chek on the lik within 24 hours to verify your email address and confirm your

Note: Before you can log into your new account, you must verify the email address provided during account
creation

6. Now that you have verified your email address, Click LOGIN to be redirected to the login screen.

Congratulations!

Your account is confirmed. Click the button below to login.

)
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7. Enterin your Email Address and Password, then click Login.

Login

Forgot Password / Us

Create New Account

8. Once logged in, you will be asked to verify your identity from the Identity Verification Screens. At the
bottom of each screen and after you have completed each question, remember to double- check your

answers, and then click NEXT.

Identity Verification

“ First Name +

¥ Last Name +*

* Address Line 1

Address Line 2

* Ciry

* Date of Birth

Last 4 digits of SSN

L e

not wish to provide the details above Note

Identity Verification

In crder to have full ao
OULAPPSCITION BIMES G

your accountyou wil need (o verify your identity. B
¢ ochayed.

Security Questions

* State
v ‘:-
* Zip Code

Which of the following vehicles have you recently owned or leased?

have never been associated with any of Migs@Vehicles

Which of the following colleges have you attended?

Siena Heights University
Nene of theab e

‘Which of the following professional licenses have you ever held?

that application times can be delayed
_-mr 8
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9. Upon completing your identification verification successfully, you will see a pop-up window that says
“Congratulations! You have successfully verified your identity.” Click the CONTINUE button.

Quick Reference Guide

Identity Verification

Congratulations!
You have successfully verified your identiry.

10. You will be redirected to your account’s Childcare and Family Assistance Dashboard. On this screen, you

may proceed to Link Your Enroliment, Set-up a PIN, and view other information related to your Child Care
Case.

L Benefits Dashboard Appeals Dashboard Upload Documents Learn About Non-Discrimination Jane Doe

My Benefits

Welcome to Your Dashboard!

() oo
() Have 3 Chilg Care Enroliment you don't see below? Link Now Link Enrollment
My Notices & Have 3 Family First / SNAF Case you dont see balow? Link Now! m
MNotices
My Documents ( T:) Have documents to submit? Upload Documents
Upload C nts
My Submissior
D Instructions to Download & Install Mobile App for Child Care. Send Instruction
My Account

Praofile

Se
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Linking Your Child Care Enroliment Details

Please follow the steps below if the child you wish to check-in/out of care is receiving Child Care Payment
Assistance.

Please disregard the steps listed below if the child you wish to check-in/out of care is paying for care
privately, or you are the foster parent/guardian of a child receiving payment assistance.

To link your Child Care Enrollment to your Customer Portal Account you must set up your QR Code and unique
PIN.

Setting Up Your QR Code

As a user of the Customer Portal, you will have a unique QR Code that is associated with your account.
Follow the steps below to set up your QR Code, so that you can use it to check-in/out a child.

1. Select the Link Enroliment button from your Dashboard options.

Welcome to Your Dashboard!

a Apply for Benefits Apply Now

C_D Have a Child Care Enroliment you don't see below? Link Link Enrollment Iq
Now!

2. Enter the required linkage details in their associated fields: Case # or Child’s First Name, Child’s
Date of Birth, and the last four (4) digits of the Authorized Individual's Social Security Number’s.

3. Then click Link Enroliment.
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Link Enrollment

To link an enroliment, please enter the case number below. If you do not
know the case number, you can also choose to enter the child and
parent/guardian information below and then click the "Link Enroliment”

button,
Case s
or
Child Information Parent/Guardian information
Child’s First Name Last 4 Digits of SSN
Child's Date of Birth
[

Link Enroliment

4. After clicking the Link Enroliment button, a pop-up indicates if you were able to successfully link your
Child Care Enrollment information or if you need to try the linkage steps again.

If you were successful in linking your Child Care Enroliment, navigate back to your dashboard by clicking the
OKAY button. If unsuccessful, select the TRY AGAIN button and repeat these steps.

Link Enrollment Link Enroliment

Congratulations! Link Enrollment Unsuccessful!
Your enrollment has been successfully linked! We are unable to link your enrollment at this time.

OKAY
TRY AGAIN
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5. Once you have completed linking your Child Care enrollment information, you can access Child Care
Certificate features in the Customer Portal including:

a. View QR Code: This provides you a web view of the QR Code associated with
your Customer Portal account.

My Coverage
Dashboard View QR Code
Link My Enroliment

Authorized
Parents/Guardians

My Account

Settings

b. Authorized Parent/Guardians: This shows the list of your approved authorized individuals.

My Coverage
Dashboard Authorized Parents/Guardians
Link My Enrollment Here is a list of the parents/guardians that have been approved to the account
View QR Code No records in Authorized Guardian using that filter
Authorized

Parents/Guardians

My Account

Settings

|
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Setting Up Your PIN Code

In addition to your QR Code, your Personal Identification Number, or PIN, is a unique code that is
associated with your account. To use the PIN code option for checking-in/out a child, you will need to set-
up the PIN using your Customer Portal or the Now Mobile App.

After registering, you will receive an identify verification email that contains steps to set-up your PIN code
for check-in/out. Verify your identify by clicking on the link provided in the email and following the
subsequent steps.

TN Department of

e Human Services

Identity Verification Required

Hi TestTwo Parent,

The Tennessee Department of Human Services (TDHS) has some exciting news to share! In an effort to provide
excellent customer service, TDHS has launched a new One DHS Customer Portal which will allow users access to
online applications, tools to manage your case, file an appeal and more, all from one spot.

With these changes, we hope to make it easier for you to navigate the online services and tools offered by the
Department, in a personalized manner.

To take advantage of the new One DHS CugtamerBagtal and its features, please take the additional step to verify
wour identity, by clicking the following link@Click Rere |

Please follow the below instruction to setup a Pin that will allow you to Check-In and Check-Out your
child.

Consumer (Parent/Guardian) website, One DHS:

1. Login

2. Click on your name on the menu bar

3. Click on Set/Reset Pin

4 Fill in 'Enter New Pin’ and "Confirm Mew Pin’ fields and click on Update button.

Mobile application:
1. Login
2 Click on "Set/Reset Pin’ icon on home screen

3.Fill in *Enter New Pin" and "Confirm Mew Pin’ fields and click on Submit button.

Thank you,
TDHS Team

After you have verified your identify, follow the instructions to setup a PIN that will allow you to check your
child in or out.

To setup a PIN using the Consumer Website:
1. Login to the Consumer Website, One DHS.

Department of
Human Services

Welcome to .
ONE DHS

Your single destination for applying and managing your bénefits online

Welcome Jane! How can we help you?
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2. Click your name on the menu bar.

TN oepormentt

—— Human Services

®  BenefisDashbord  AppesisDeshbosrd  Upload Documents  Leamm

Welcoma to
ONE DHS

Your single destination for applying and managing your benefits online

Welcome Jane! How can we help you?

3. Click Set/Reset Pin.

TN oeparmentot

Human Services

Welcom'e-tor "
ONE DHS

Your single destination for applying and managing your bénefits online

Welcome Jane! How can we help you?

4. This will bring you to the Set/Reset Your Pin screen. Type a new pin number inside the Enter New
Pin field and confirm it in the Confirm New Pin field.

Set/Reset Your Pin

Note: You must enter a 5-digit Pin

* Enter New Pin

* Confirm New Pin h
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To setup a PIN using the Mobile Application:

1. Log in to the Now Mobile App. If you have not yet downloaded and set-up your app, refer to the
‘Download the Now Mobile App’ section in this guide for assistance.

Select Home
Select Set/Reset Pin

Select the Enter New Pin field and type your new PIN number. Re-enter your PIN in the Confirm New
Pin box. Select Submit.

Note: Your PIN number must be 5 numeric digits. Members of the same household can not have

the same PIN.
ol T €D
Hello, JAMELA WYNN (1]
My Enroliments Seeall P—
Note: You must enter a 5-digit Pin.
WYNN, JAMYIAH
Enter New PIN
Enroliment Status Enrolled
Preiide Confirm New PIN
Pin Configuration: ﬁ
Set/Reset Pin
AN N © AN [ N ©
siport [ tome' | swpen seiwows | | sipper ome  Suwport  Settings

Important Note: By setting your PIN code online, you will not need to have a smart device to check a child
in and out of care. Simply remember your PIN and you will be able to use it at your Provider’s facility to
check a child in/out of care.

|
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Navigating the Now Mobile App

Before you download the Now Mobile app you must register an account in the Customer Portal and complete your
enroliment linkage. If you have not done this, refer to the ‘Creating a Customer Portal Account,” section of this

guide.

To log into the Customer Mobile Application, follow these steps:

1.

Download the Now Mobile app. This app can be downloaded from the Apple App Store or Google Play
Store. The app can be downloaded through the following links:

Apple App Store: https://apps.apple.com/us/app/now-mobile/id1469616608

Google Play Store: https://play.google.com/store/apps/details?id=com.servicenow.requestor&hl=en_US

Once the app has been downloaded, open the app on your mobile device.

Once the app opens, select the plus (+) sign to begin logging into your account. When logging in for the
first time, you may automatically be taken to the screen shown in Step 4.

Once the plus sign is selected, in the top field, enter the following link: https://tdhs.service-now.com/

If desired, create a mobile app nickname. Then, select Save and log in. For example, you can have this
app listed as the “TDHS Mobile App” within Now Mobile.

Enter your log-in credentials. Then, select Login.

1218 wi ¥ 12:19 = 12:20
< Ao store all % € g W T @
& Search Instances % ‘i - "
i Cancel tdhs.service-now.com sA
Now Mobile tdhsuat ) e
< No % https:/jtdhsuat g Enter the instance address
n w ps:/ftdhsuat.service-now.cor m or scan a QR code. servicen
2 tdhs R
? * https: . oo
L OPEN a % https://tdhs.service-now.com I hitmssilidhs:seryiee-noneam o I
aaaaaaaa
= Nickname (Optional)
4.7 44 i Password
*hk A Save and log in -
@
What's New Version History nguag
English o
Accessibility improvements
- Focus shifts to incorrect content Fergot Passwerd
Fixed more
Ise external logi
Preview o]
Easily find ar get
epartms Nt to em|
= ] 4
.- 4 = < Q Try with a demo account M

Note: Every parent/guardian/authorized individual will have their own username and password to the
Mobile Application. Accounts may not be shared between individuals.

7. You are now logged into the mobile app and can view your name, profile icon, and enrolled children.
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Viewing Enroliments and Attendance
To open a Child’s Profile:

1. Click on the Name of the child.
2. On the Child Enrollments screen, you can view a child’s:
e Enroliment Status
e Provider Address
e Enrolled Days (number of days the child has attended)
e Enroliment start and end dates
¢ |If participating in the Certificate Program, weekly co-pays and base rates will appear.
e Schedule (if a child is attending care full-time or part-time)
e Contact Phone Number

Note: You must scroll down your screen to view all this information. The screenshot shown on the right
below is viewable after scrolling down from the middle screenshot.

12:22
< App Store
Hello, JAMELA WYNN < Back Child Enroliments Child Enreliments
My Enrollments Seeall Enroliment Details Attendance
WYNN, JAMYIAH Enrolled Days
Enroliment Status Enrolled 5
F— WYNN, JAMYIAH
2508944 Enrollment Start Date
05/01/2021
Enroliment Details Attendance Enrollment End Date
Pin Configuration: ErrSlienEiD
2508944 Care Units
D Enrollment Status "
e .
Enrolled Weekly Base Rate®
Set/Reset Pin $60.00
Child Name

Weekly Co-Pay

WYNN, JAMYIAH $0.00

Child Full Name
WYNN, JAMYIAH

Schedule

Sl

Enrolled Days —
5 *Actual amount may vary based on child's age
and schedule type
Enroliment Start Date
(] A @ A (] VAN & fa (] Ry @

Support Home Support Settings Support Home. Support Settings Suppart Homo Support Sottings

3. To view attendance details, select Attendance.

4. Select Child Attendance List to open a list of past attendance records.

|
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5. Upon selecting this option, the Child Attendance List screen will appear. It displays a child’s recent
attendance details.

12:23

< App Store

< Back Child Attendance List

< Back Child Enrollments

Enrolled
WYNN, JAMYIAH

Check-In Time 11/07/2022 09:00:00
Check-Out Time 11/07/2022 13:15:00
Date 11/07/2022 Total Hours 4 Hours 15 Minutes

WYNN, JAMYIAH

2508944

Enrolled

WYNN, JAMYIAH

Check-In Time 11/04/2022 09:00:00

ut Time 11/04/2022 13:14:00

Date 11/04/2022 Total Hours 4 Hours 14 Minutes

Enroliment Details

Child Attendance List

Attendance

|
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Using Your QR Code to Check-In/Out a Child
To check in a child using a QR Code:

1. Regardless of where you are in the app, access the app home screen by clicking the Home button in
the bottom left corner.

Click your Profile Icon in the top-right-hand corner of the app.
Click the Show QR Code button on the lower left-hand side of the app.
Following your Provider’s instructions, use your QR code to check your child in.

Hello, JAMELA WYNN Profile

My Enroliments

WYNN, JAMYIAH
Enrollment Status Enrolled Scan QR code to

Provider JAMELA WYNN Check infout

Mobile Phone 0 E E

123-123-1234

Pin Configuration: Email -
JAMELAWYNN@xyz.com

&

Set/Reset Pin

Show QR code Set PIN

A & VA (] A & a h Ray e

Using Your Pin Code to Check-In/Out a Child

To check a child in or out of a facility, follow your Provider’s instructions to enter your child’s last name and your
PIN code into their system.

Note: If you forget your PIN code, you can follow the steps below to reset it.
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Updating Your PIN Code

In addition to your QR Code, your Personal Identification Number, or PIN, is a unique code that is associated with
your account. If this code needs to be updated or changed for any reason, you can do so from your Customer
Portal or the Now Mobile App.

To update your PIN using the Customer Portal:

1. From the Homepage, click Access Child Care & Family Assistance Dashboard.

#  BenefitsDashboard  AppealsDashboard  Upload Documents  learn  About  Non-Discrimination Jane Doe

Welcome Jane! How can we help you?

Apply for Child Care and/or

Family Assistance (Food and

Cash) Benefits

Child Care & Family
Assistance File Upload

Access Relief Portal

Access Child Care & Family

Assistance Dashboard

PRP Document Management

Access P-EBT Parent Portal

1

Access Appeals Dashboard

Apply for Child Support

Looking for Child Care

Providers

2. From your Dashboard screen, click the Set/Reset Pin button below the My Account header in the left-

hand panel.

#  Benefits Dashboard  Appeals Dashboard

Upload Documents Learn About

Non-Discrimination

Jane Doe

My Benefits
Dashboard

Upload Documents

My Submissions

My Account

Welcome to Your Dashboard!

all of your applic

2 N
can also upload any suppaorting docurm

for changes to pas
r link a case to your
B Apply for Benefits. Apply Now
My Appeals
Appeal Dashboard C—D Have a Child Care Enrollment you don't see balow? Link Now!
Link Appea
My Notices é) Have a Family First / SNAF Case you don't see below? Link Nowr
Notices

D Instructions to Downioad & Install Mobile App for Child Care.

Profile

Saming:

3. This will bring you to the Set/Reset Your Pin screen. Type a new pin number inside the Enter New Pin
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field and confirm it in the Confirm New Pin field.

4. Clicking Update will update your pin number and display a Successful Message at the top of your screen.

Set/Reset Your Pin

Mote: You must enter a 5-digit Pin

* Enter New Pin

.....

* Confirm New Pin

i~ 1

@ Your pin have been successfully updated.
You are now ready to download the mobile app and log in!

To update your PIN from anywhere in the Customer Portal:
1. Click your name in the menu bar.

TN Department of

Human Services

#  BenefisDashboard  AppealsDashboard  Upload Documents Learn  About  Non-Discrimination

Weitom‘e-tp o
ONE DHS

Your single destination for applying and managing your benefits online

Welcome Jane! How can we help you?

|
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2. Select Set/Reset Pin.

TN Department of

Human Services

#  BenefitsDashboard  AppealsDashboard  Upload Documents  Learn  Abour  Non-Discrimination

Welcome to

ONE DHS

Your single destination for applying and managing your benefits online

Welcome Jane! How can we help you?

3. This will bring you to the Set/Reset Your Pin screen. Type a new pin number inside the Enter New Pin field
and confirm it in the Confirm New Pin field.

4. Clicking Update will update your pin number and display a Successful Message at the top of your screen.

Set/Reset Your Pin

Note: You miust enter a 5-digit Pin

* Enter New Pin

* Confirm New Pin

.

@ Your pin have been successfully updated.
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To update your PIN using the Now Mobile App:

1. Log in to the Now Mobile App. If you have not yet downloaded and set-up your app, refer to the
‘Download the Now Mobile App’ section in this guide for assistance.

Select Home
Select Set/Reset Pin

Select the Enter New Pin field and type your new PIN number. Re-enter your PIN in the Confirm
New Pin box. Select Submit.

Note: Your PIN number must be 5 numeric digits. Members of the same household can not have

the same PIN.
Hello, JAMELA WYNN
My Enroliments Seeall SetYouir Pi
Note: You must enter a 5-digit Pin.
WYNN' JAMYIAH Enter New PIN
tus Enrolled

Provider Confirm New PIN
Pin Configuration: ﬁ
Set/Reset Pin

2

A E A @ A & & @

Support Suppo 9! Support Hom Support S

The Support section of the app contains important information that will help you learn how to use the app and
access key TDHS Resources.

To access app support:
1. Select the Support button.
2. Upon doing so, you will see three options appear:
e Alink to view the App Tutorial
e Alink to view TDHS’ Reimbursable Rate Chart

e Alink to Contact Us (The Tennessee Department of Human Services)
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