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The Childcare Service

The Parent Customer Journey

*Please note, individual screens are subject to change
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These slides show the parent customer journey through the 

application process for both Tax-Free Childcare and 30 hours 

free childcare. 

This journey overview is broken down into sections: 

Starting an 
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Childcare Account 
& Secure 
Messages

Paying into 
The Account

30 Hours 
Codes

30 hours 
free 

Childcare

Tax-Free 
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Paying a 
Provider

Reconfirmation
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Starting an 
Application

The next slides show the initial 

filters that the applicants pass 

through before they can start the 

application process.
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Starting an 
Application

The 
Application

Process

Childcare Account 
& Secure Messages

Making a 
Payment

Paying a 
Provider

30 Hours 
Codes

This is the childcare service home 

screen. Through this parents can 

apply for 30 hours, TFC, and 

access their childcare account. 
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We are opening the childcare service up to further cohorts of parents 

by the age of their youngest child. The next few screens are to ensure 

that the right groups of parents can get through the service. 

This “were you invited” screen is targeted at any parents who 

participated in the childcare service trial, from November 2016 to the 

rollout of the full service in April 2017. 

Parents who participated in this trial should click “yes” here, and will be 

able to access the service by entering their name, date of birth and 

postcode. Other parents should click “no” here.
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For those parents who say ‘no’ to the 

previous slide, here they should enter the 

date of birth of their youngest child. If the 

child is young enough the parent will be 

forwarded to the application.
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This is what parents will see if their youngest child 

is not young enough, i.e. if the service has not been 

rolled out to them yet. They can sign up for an 

email alert to tell them when they can apply. 
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The 
Application 

Process
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The next slides show the 

application process from the 

point of view of the parents. 
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This Government Gateway screen 

marks the first step in the 

application process. 
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The next slides show the input of 

basic information about the parent 

and child. 
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The next slides outline the 

questions asked to confirm the 

parents’ eligibility. 
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The parents’ details are 

summarised before submitting.
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Childcare Account
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The next slides show how the 

parent sets up their childcare 

account. Parent pay money into 

this account, receive the 

government top-up, and use the 

money to pay for childcare.



These questions follow on from the 

childcare service application, but are 

about setting up the online childcare 

account, rather than the application 

itself. 
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The parents are directed to our 

user response survey after 

completing their application. 
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This is the home screen for a 

childcare service account. 



Secure Messages
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This is where parents view the 

correspondence between 

themselves and Tax-Free 

Childcare and/or 30 hours free 

childcare. 
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Parents receive an email alert 

notifying them that they have 

secure message. 



Signing In and Out
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These slides show how to sign 

into and out of the parents’ 

childcare account. 



The same gov.uk start page is 

used for both signing into an 

account, and applying for an 

account for the first time. 
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As for starting an application, 

parents are asked if they were 

invited to join this service; that is 

whether they took part in the 

trials or not.  

Yes
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The same Government Gateway 

screen as for starting an 

application. 
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Parents who already have an account can 

sign in using their Government Gateway 

User ID and password, which they 

created when they made their application. 
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To sign out, parents should click 

the “sign out” link in the top right 

corner of their childcare account 

screen. 
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Paying into 
the Account
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This is for Tax-Free Childcare 

only. These slides show how a 

parent makes a payment into 

their childcare account, so that 

they can receive the government 

top-up.  

Tax-Free 
Childcare
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Adding a 
Childcare 
Provider
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This is for Tax-Free Childcare 

only. A childcare provider must 

be added to the account so that 

parent can make payments, 

including the government top-

up, to them. 

Tax-Free 
Childcare
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If a provider is marked as 

‘sensitive’ by their regulator then 

parents will need to search 

using both their regulator 

reference and their postcode. 
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Paying a 
Childcare 
Provider
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This is for Tax-Free Childcare 

only. This is how parents can 

make a payment, including the 

government top-up, to a 

childcare provider from their 

childcare account. 

Tax-Free 
Childcare
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30 Hours 
Codes
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This outlines the possible 

outputs from a 30 hours free 

childcare application, as well as 

how parents can access their 30 

hours codes.  

30 Hours 
Free 

Childcare
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These slides show how a parent can access 

the 30 hours codes they’ve received. 

87
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The code will start ‘500’. 
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This is the output for parents who are 

deemed eligible and do not need to provide 

further evidence.
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This is the output for parents when further 

evidence is needed to confirm their 

eligibility. They will receive a secure 

message in their online account. 
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This is the output for parents when they 

attempt to reconfirm their eligibility, but are 

found ineligible. For example if their income 

increases to above the maximum income of 

£100,000 pa. 
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Reconfirmation

To continue to claim 30 hours free 

childcare and Tax-Free Childcare 

beyond the end of the parent’s 

grace period, the parent must 

reconfirm their eligibility every 

three months. The next slides 

show how a parent does this. 

Reconfirmation



for internal use only

The parent accesses the reconfirmation 

page from within their online childcare 

account. 

Reconfirmation
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Reconfirmation
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The reconfirmation page lists all the 

parent’s details, which they can 

change. 

Reconfirmation



Reconfirmation

The reconfirmation page lists all 

the parent’s details, which they 

can change. 
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Reconfirmation

The reconfirmation page lists all 

the parent’s details, which they 

can change. 
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The parent has now reconfirmed 

their eligibility, and receives a 

secure message confirming this. 

They can continue to receive Tax-

Free Childcare and/or 30 hours 

free childcare, and will need to 

reconfirm again in three months.

Reconfirmation
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This is the message that a parent 

will receive if they reconfirm, but 

are no longer found eligible for the 

childcare service. 

Reconfirmation
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This is the message a parent will 

receive if they have successfully 

reconfirmed. 

Reconfirmation
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These slides show the childcare provider customer journey 

through the application process for Tax-Free Childcare. 

This journey overview is broken down into sections: 

Starting an 
Application

The 
Application

Process

Childcare Account 
Management

Reconciling payments 
from parents

30 Hours 
Codes

Tax-Free 
Childcare
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Starting an 
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The next slides show the initial 

filters that the provider passes 

through before they can start the 

application process.



Starting an 
Application

The 
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Process

Childcare Account 
& Secure Messages

This is the childcare service home 

screen.  Through this providers 

can sign up to TFC, sign in to their 

account and access guidance on 

the scheme. 
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Reconciling payments 
from parents
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The next slides show the 

application process from the 

point of view of the provider. 
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Starting an 
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Process

Childcare Account 
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The provider enters the 11-digit 

unique user ID they received in 

their original invitation letter, along 

with their setting postcode.

User IDs all begin with 5000. 
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If the provider is registered with 

HMRC they will have a UTR. If 

providers do not know their UTR 

they should call the helpline on 

0300 123 4097. 

Nannies will select ‘no’ and sign 

up using their National Insurance 

Number. 
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Starting an 
Application
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Application

Process

Childcare Account 
& Secure Messages

Reconciling payments 
from parents

A provider’s UTR postcode may 

not always be the same as their 

business/setting postcode. 

If a provider is unsure, they can 

call the helpline on 0300 123 4097 

to have their UTR postcode 

confirmed. 
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If the provider is registered with 

HMRC they will have a UTR. If 

providers do not know their UTR 

they should call the helpline on 

0300 123 4097. 

Nannies will select ‘no’ and sign 

up using their National 

Insurance Number. 
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Childcare Account 
& Secure Messages

Reconciling payments 
from parents

Once the provider has either 

entered their UTR or their NINO 

they will then be asked to confirm 

their bank details. 

This is the account that all 

payments made form parents’ 

childcare accounts to this provider 

will be received into. 
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At this point the provider can 

nominate an account ‘delegate’, 

i.e. someone to manage the 

account on their behalf. 
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A nominated delegate will receive 

their own user ID (via letter) and 

temporary password (via email)
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The primary account holder will 

then be asked to set-up their 

password to allow them to sign 

back in to their account
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Provider Account 
Management

for internal use only

The next slides show how the 

provider can manage their 

account, including changing 

their bank details and setting up 

an account delegate.
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Process

The main account holder can 

sign in to their account using 

their user ID and password.

The account delegate can sign 

in using their own user ID and 

password. 
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The main account holder can 

nominate a new delegate or 

update delegate details
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