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Getting Started (Continued)
How do I place a subsequent order using a di�erent package code?  
Do I need to create a new myCB account?

You do not need to create a new account to place new orders. Either hit “Place Order” at the top of the page 
from within your account, or enter your new package code from mycb.castlebranch.com. Make sure you 
enter the same email address (username) for all orders to link within the same account. If you do place an 
order under a di�erent email address, contact our Service Desk to have the orders merged with your existing 
account. Any orders you need to place for di�erent schools can also be placed from your existing myCB 
account.

Can I place an order over the phone?

For security reasons, all orders must be placed online.

What payment options are available?
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Managing My Account
How do I upload my photo?

Move the mouse over the picture icon next to your name in the top left-
hand corner of your screen. Hover over “Edit Photo.” You will then be 
given the option to upload a new photo or remove an existing photo.

How do I update my username/email address?

To update your username (primary email address), go to “Account Settings” in the top right-hand corner of 
your screen. Click on “Username (Primary Email Address)”, then click “Edit” to the right of the current email 
address. Enter your new primary email address and click “Submit”. You will receive an email confirmation. 
You must confirm the new email address before you will be able to use your new login information.

What information goes to “Messages”?

Under “Messages,” you will find important alerts such as confirmation of order completion, notifications 
when faxed documents have been uploaded to “My Documents”, and reminders about upcoming due dates.

Who will have access to myCB and order results?

School administrators have a unique secure portal that allows authorized users to view a list of their students 
and/or faculty, view To-Do List progress, get status updates, and view final results. The school administrators 
do not have direct access to your myCB Account.

How can I share my information with others?

Hover over “Document Center,” in the left menu, then click “Share Documents”. Follow the step-by-step 
process to choose your recipients, select the information you want to share, and set how long they have 
access to the information. Each recipient will receive an email invitation to view the shared information. You 
can monitor the process and see when someone has accessed your information.

Can I combine separate documents into a single PDF?

Follow the step-by-step process in “Build Portfolio” in your “Document Center” to combine documents into a 
single, easily-shared PDF. You may also select files from “My Documents” within your “Document Center” to 
combine. Click on the desired document in “My Documents”, then click “Merge” (found below the document 
information) to add the file to the merge queue. After adding all files you wish to merge, select “Merge 
Queue,” located in the top right-hand corner of “My Documents”. Click “Merge These Documents”, and a 
new PDF will be created and saved in the “Merged Files” folder, located within “My Documents.”

MESSAGES

TO-DO LISTS

DOCUMENT CENTER
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Completing My To-Do Lists
What items can populate in my “To Do List”?
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Background Check
Where can I view my Background Check Order Confirmation?
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Background Check (Continued)
Why are there incorrect addresses on my background check?

Occasionally, your results may include a county in which you have not lived. This can happen when your 
address is cross-referenced with spouses, ex-spouses, loan co-signers, roommates, etc. and if you received 
mail at an address for a period of time but did not live at that address.

To dispute charges associated with additional addresses, click the appropriate link in the “Completed Order 
Results” notification located in your message center. Refunds are only given for counties containing no 
criminal records. If you are unable to access the “Completed Order Results” notification located in your 
message center, contact the Service Desk for assistance.

How do I get a copy of my background check results?

When your background check is complete, you will receive a completed results notification. This message 
will be available in your myCB Message Center. The message allows you to view a PDF of the results and 
provides access to the criminal record dispute form. You can also click “View Results” from within your 
Background Check “To-Do List.” Your background check results are stored in your Document Center. Select 
“My Documents” from the left-side navigation menu and then, select “Background Check.”

Drug Test
Where do I view instructions on how to complete my drug test?

Go to your “To-Do List” and to the left of the “Drug Test” item click on the blue plus sign for the steps 
required to complete the process.

How do I locate a collection site and schedule my appointment?

•	 Drug Test (E-Chain) - You will receive a registration form either in your email or directly in your drug 
test requirement. This form will assist you with scheduling your drug test and finding a location with the 
specified lab. We conduct registration every day Sunday-Friday. If you do not receive your registration 
form within 48 hours of order placement, please contact our Service Desk for assistance. Depending 
on the lab, we will either provide you with a list of collection sites in or around your current resident 
(entered during the order process) or will give you the link to the laboratory website and instructions on 
finding a collection site. It is your responsibility to schedule your appointment with the collection site 
and provide your unique registration code and picture ID.

•	 Drug Test (Standard) - Your drug test requirement will instruct you to go to your school administrator 
with your order confirmation so that you can receive your drug testing order form. At that time, 
either your administrator will provide you with the location where you will take your drug test, or you 
can choose a site from the list provided on your specified lab’s website. You will then schedule your 
appointment, following the instructions provided for you. On the appointment day, bring your picture ID 
and your drug testing order form.
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Drug Test (Continued)
It’s been 48 hours. Why have I not received my drug test registration email?

Check your spam/junk folders. Check your “To-Do List” Drug Test item and click on the blue plus sign to 
expand the informational text. If you cannot locate the email or do not have the registration information 
within your account, contact the Service Desk to be re-registered.

What if there is not a collection site near me?

If your school is set up for electronic registration and we do not provide you with an option within 50 miles 
of your current address, please contact our Service Desk. We may be able to find a site closer to your school 
or assist you in finding a private collection site that has an agreement with one of our labs.

How do I complete my drug test if I am instructed to see my school administrator within the  
Drug Test instructions?

If your school is located in a more rural part of the country, you may be directed to see your school 
administrator to get a paper chain of custody form, in lieu of being registered electronically. This form will 
direct you to a private collection facility.

How long does it take for results to be returned?

Negative results are typically available within 3-5 business days after completing your test. Results may be 
sent on to our Medical Review O�cer (MRO). Results processed via an MRO may take longer to be returned.

My test results say I am positive, but I have a prescription. What do I do?

All non-negative tests are sent to a Medical Review O�cer (MRO) for further review. The MRO will contact 
you for an interview; a minimum of three contact attempts will be made over a two-day time period. The 
MRO will request written documentation or electronic documentation for any prescriptions that may 
have produced positive test results. You have 24 hours to provide written documentation or electronic 
documentation of your prescription(s).

What do I do if I am contacted to retest?

You may be contacted to retest if your drug test results in a fatal flaw or dilute negative. You will receive a 
new chain of custody form to take back to the lab. If specimen is rejected due to donor error, you may be 
contacted to place or pay for a new order.
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Compliance Tracker
Where do I access instructions for completing a tracker requirement within my “To-Do List”?

Each requirement in your tracker has specific instructions listed within the requirement description. Expand 
the requirement description by clicking on the plus sign next to each requirement name. Also check your 
requirements for instruction forms to download.

How do I upload a document to fulfill a requirement?

Open the requirement and click on the “Browse” button to attach your file from either your computer or 
“My Documents”. After the file appears under “Attached Files”, click “Submit”. The status of the requirement 
will change to processing while your document is being converted into a PDF file. This conversion process 
usually takes less than five minutes to complete. If you have waited over 24 hours and your document is still 
processing, please contact the Service Desk.

What file format is acceptable and is there a maximum file size?

The most common file types are .jpeg, .png, .doc, PDF. All files are converted to a PDF format within our 
system as PDFs are the most universally viewable document for browsers and applications. There is a 
maximum file size of 5mg.

How do I upload multiple documents to fulfill a requirement?

Open the requirement, click on the “Browse” button, and attach your first document. Click the “Browse” 
button again to attach additional documents. Click “Submit” when all documents have been uploaded.

The status of the requirement will change to “In Progress” while your documents are being converted into a 
single PDF file. This conversion process usually takes less than five minutes to complete. If you have waited 
over 24 hours and your document is still processing, please contact us at: servicedesk@castlebranch.com.

Can I attach the same documents to multiple requirements at one time?

Even if the information for multiple requirements is included within a single document, the same document 
must be attached to each individual requirement. A reviewer reviews one requirement at a time and the 
attached documents for that specific requirement. Therefore, the documentation must be attached to each 
requirement for the review to be completed.
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Compliance Tracker (Continued)
How do I fax documents to fulfill a requirement?

Within the requirement, click the download button next to “or download the fax/mail requirement cover 
page.” Print the fax cover page. Note that this cover sheet is only specific to that requirement. For security 
reasons, documents that are faxed without the appropriate cover sheet will be destroyed. Fax the cover 
sheet and documentation to the fax number provided on the cover sheet with the cover page first, followed 
by your documentation. If you are completing multiple requirements, you will need to include each 
requirement’s corresponding cover sheet.

When faxing, the pages of documentation should be in the following order:

1. Fax cover sheet

2. Supporting documentation

3. Fax cover sheet (for additional requirement)

4. Supporting documentation (for additional requirement)

How do I mail documents to fulfill a requirement?

Within the requirement, click the Download button next to “Or download the fax/mail requirement cover 
page.” Print the cover page. Note that this cover sheet is only specific to that requirement. For security 
reasons, documents that are mailed without the appropriate cover sheet will be destroyed. Mail the cover 
sheet and documentation to the address that is displayed on the cover sheet with the cover page first, 
followed by your documentation. If you are completing multiple requirements, you will need to include each 
requirement’s corresponding cover sheet. When mailing, the pages of the documentation should be in the 
following order:

1. Cover sheet

2. Supporting documentation

3. Cover sheet (for additional requirement)

4. Supporting documentation (for additional requirement)

Documents are uploaded to your requirement within 48 hours of receipt. We recommend using a mail carrier 
with a tracking service.

 

How do I fax or mail documents to “My Documents” for secure storage?

Select “Print Fax/Mail cover sheet” from the upper right-hand side of “My Documents”. Then, choose 
the appropriate cover sheet. All documents transmitted with a Fax/Mail cover sheet will be stored in 
the “Faxed/Mailed Documents” folder. Documents uploaded to “My Documents” will not be attached to 
any requirements in your tracker. If you need to attach a document from “My Documents” to a specific 
requirement, open the requirement, choose “Upload file” then select “My Documents”.



Reference Guide 11

Compliance Tracker (Continued)
Who reviews and approves my documents and how often are they reviewed?

Your employer or school determines who will review your documents. This may be school/organization 
personnel or a dedicated team at CastleBranch. Documents are reviewed in the order in which they are 
submitted. However, as a school deadline approaches, those student documents become our priority. Our 
goal is to help you become compliant as quickly as possible. If you have submitted your documents for 
approval and your deadline is within 48 hours, please contact our Service Desk to ensure the review process 
is expedited.

Why would my document be rejected?

Documents may be rejected if they are illegible, loaded to the wrong requirement, or do not meet the 
specific guidelines. Our team is unable to make subjective approval decisions, therefore we adhere strictly to 
the stated guidelines. If we provide you with a reason for rejecting your requirement that is unclear on what 
you need to do to gain approval, please contact our Service Desk.

How do I avoid common mistakes when responding to requirements?

•	 Remember to hit the “Submit” button when attaching documents to a requirement. If you forget to hit 
the submit button, the requirement will remain in process and is not visible to the reviewer until you go 
back into your account and submit.

•	 Make sure that all fields on your forms are completed, signed and dated before attaching  
to your requirement.

•	 If multiple files need to be submitted to a single requirement, ensure all are attached prior  
to hitting submit.

•	 When uploading to your document center, title each document as they are uploaded so that you can be 
sure the correct documents are uploaded to their respective requirements.

•	 Fax all documents with the fax cover-page before the documentation for each requirement.

What do I do if I have a requirement needing multiple vaccinations and I have only completed my first 
shot in the series?

Most schools accept a series in process. When reading through the requirement, if the school accepts  
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Abuse Registry
Who receives my Abuse Registry results?

The recipient of your Abuse Registry results depends upon your order. Typically, results are sent directly 
to you. You will need to upload the results to your requirement. Your “To-Do List” instructions will advise 
on how you will receive your results. In some cases, the results may be sent to CastleBranch, and a 
representative will upload to your requirement.

When should I receive my results?

Abuse Registry results are generally returned within three to six weeks, but may take longer depending 
on your state’s specific process.

Need Help?
Who do I contact if I have questions? How do I ask for assistance after I have placed my order?

If you need assistance, you can use any of the “Need Help?” menu options. Go to the menu, located in the 
top right-hand corner of your homepage, and select any the following:

• Browse Help Topics: Includes answers to the most frequently asked questions.

• Chat with Us: Available Monday-Friday 8am-10pm and Sunday 10am-6:30pm EST

• Contact Service Desk 24/7: Allows you to enter an inquiry, along with attachments, to our Service Desk
team at your convenience.

• View Service History: Stores all communication between you and our Service Desk team for future
reference. You can view all inquiries made within the “Service Desk 24/7” system, update, view
responses, and view attached documents.

• Call Us: Available Monday-Friday 8am-10pm and Sunday 10am-6:30pm EST

Your Service Desk is available to assist you M-F 8am-10pm & Sunday 10am-6:30pm EST  
call 888-914-7279 or log in to your account and click “Need Help” for additional options


