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As a Support Coordinator (SC) or Support Broker (SB) you will need an account, user name and 
password, in order to access BetterOnline™ web portal. This guide will help SCs, SBs, and Self-Directed 
Support Coordinators know what to expect when getting set up in portal and how to retrieve lost or 
forgotten user names and passwords.  

How does Public Partnerships create SC and SB User Names and Passwords? 
 
Every Monday, Public Partnerships receive a file generated from CIMOR. This file is called the 
SDS Participant Roster. This lists all individuals approved in SDS and their associated SCs (and 
SBs if applicable).  
 
Public Partnerships compares this weekly report to the SCs and SBs already associated in 
BetterOnline and looks for changes.  
 
If there is a change, Public Partnerships determines if the SC/SB already exists in 
BetterOnline™. If the SC/SB already exists in BetterOnline™, Public Partnerships will associate 
the SC/SB with the individual’s profile. 
 
If the SC/SB does not exist in BetterOnline™, Public Partnerships creates a new SC/SB profile, 
associates them to the profile of the individual they are supporting, and generates a user name 
and password. Public Partnerships will send the newly created user name and password in a 
secureemail from csmosds@pcgus.com, with subject line “secureemail Public Partnerships 
Account Information”. Our secureemail system, zixmail, requires that you create a user name 
and password. Please remember this log in information, as we will likely send you secureemails 
in the future.  
 
Public Partnerships completes this comparison and sends new user name and passwords by 
Wednesday each week. 
 
I am a new SC/SB, but I have not received a user name and password, who should I contact?  
 
Public Partnerships uses the CIMOR generated SDS Participant Roster to make any changes to 
SC/SB associations. The SC/SB must be associated to the individual’s profile in CIMOR by 
Friday the week prior to ensure that they will be included in the Monday report. If you have not 
received a user name or password by Wednesday, you should contact your regional SDSC. 
 
The SDSC should ensure that you are associated in CIMOR correctly, including the SC/SB email 
address. If the SC/SB is correctly associated and has a complete profile the SDSC should inform 
the SC/SB that they should contact Public Partnerships Customer Service (CS) via phone at 1-
844-735-7370 or via email at csmosds@pcgus.com.  
 
The SC/SB should ask the CS representative if they can verify if they are associated to the 
individual in BetterOnline™. If the SB/SC is not associated and are properly associated in 
CIMOR they were not include in the weekly SDS Participant Roster and will be included in the 
following week’s roster.    
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I am a new SC/SB and I did not receive my user name and password two weeks in a row, what 
should I do?  
 
After following the above procedure, if the SC/SB has still not received an email with the user 
name and password, they should contact the regional SDSC.  
 
The SDSC should contact their regional Enrollment Specialist (ES) and indicate that they have 
reviewed CIMOR and BetterOnline™ and the SC/SB has not received a user name and password 
in at least two weeks after the change had been made in CIMOR. Please do not contact the ES  
about missing user name and password if the change in CIMOR was made that week.  
 
The change will be communicated through the SDS Participant Roster the following week.  
 
Why can’t SC/SB create their own user name and password? 
  
Public Partnerships self-service user name and password is only available for individuals/DRs 
and employees. The self-service portal requires that the account is already in BetterOnline to 
create a user name and password.  
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I have already received my user name and password, but I have misplaced it or have locked 
myself out, who should I contact? 
 
Public Partnerships Customer Service can unlock accounts, reset passwords, and provide user 
names and passwords. You can contact CS via phone at 1-844-735-7370 or via email at 
csmosds@pcgus.com. You will need to provide the agent your first and last name as well as the 
email listed in CIMOR. The agent will use this to confirm your identity and provide assistance to 
get back in to your account.   
 
A SC or SB no longer works with the individual, what is done to ensure they do not have 
access to BetterOnline™ and the individual’s account? 
 
Public Partnerships relies solely on the SDS Participant Roster to make changes and remove 
SC/SB from individual profiles. If there is a change to the associated SC/SB this needs to be 
updated ASAP in CIMOR so it reflects in the roster. If the SC/SB needs to be removed from 
BetterOnline, the SDSC should request the removal by contacting the regional enrollment 
specialist. Public Partnerships will inactivate the SC/SB after the request is made by the SDSC.  
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The SC/SB is added to the  
individual(s) profile in CIMOR.

Public Partnerships recieves  
the SDS Roster each Monday.

Public Partnerships cross 
references the associations  
in BetterOnline™ with the  

SDS Roster.

If the SC/SB already has a 
profile, Public Partnerships 
associates the profile to the 

individual(s) profile. 

If the SC/SB is not in  
BetterOnline™, Public  

Partnerships creates the 
profile, associates the  

account, and creates the 
username and password.

Public Partnerships  
creates the new SC/SB  

username and password 
and emails the information 
via csmosds@pcgus.com to 

the new SC/SB.

If the SC/SB does not  
have an email in the  
SDS Roster, Public  

Partnerships cannot create 
the account. Please ensure 
that the email is included 

in the CIMOR profile.
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SC/SB Profile Creation Process

SC – Support Coordinator
SB – Support Broker
SDSC- Self-Direct Support Coordinator
CS – Customer Service
SDS Roster – Self-Directed Supports Roster
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The SC/SB is new and  
has not recieved their  

account from  
csmosds@pcgus.com.

The SC/SB notifies the  
SDSC that they have not  

recieved the email. 

The SDSC reviews CIMOR 
to ensure that the SC/SB is 

associated correctly and their 
email is in the SC/SB profile. 

If the SC/SB is not associated, 
the SDSC will confirm that the 

SC/SB email is in CIMOR.

If the email is in CIMOR 
and the SC/SB was added 
to the individual(s) prior to 
the Monday of that week, 
then the SDSC will email 
the Regional Enrollment 

Specialist.

If the email is not in 
CIMOR the SDSC will 
update the record and 

inform the SC/SB to look 
for their username and 
password the following 

week.

If the email isn’t recieved 
from Public Partnerships by 
Wednesday of the follow-

ing week, the SC/SB should 
inform the SDSC. The SDSC 

will contact the Regional 
Enrollment Specialist.

 If the SC/SB is associated, 
the SDSC will direct the 

SC/SB to email or call CS.

The SC/SB will email or call 
customer service and ask 
the representative to con-
firm if they are associated 

to the individual(s).

The SC/SB must confirm 
their email, first name and 

last name to CS. 

If the SC/SB is not associated 
with the individual(s), they 

will need to wait until Public 
Partnerships recieves next 

week’s SDS Roster.

If the SC/SB is associated 
with the individual(s), they 

should ask CS for their  
username and to reset  

their password.
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Missing Username and Password/ Unlocking Accounts

SC – Support Coordinator
SB – Support Broker
SDSC- Self-Direct Support 
Coordinator
CS – Customer Service
SDS Roster – Self-Directed 
Supports Roster
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