
 

Payment Troubleshooting 

First time taking payments not working 

The first time you are taking in payments there are many more things to review as 
there could be a setup issue 

1. Verify COWS configuration 

 
2. Verify Caselle licensing. At a minimum CRW40004 Cash Receipting Web 

Service is required 



 

 
3. Update COWS licensing. Many changes made require COWS to be restarted on the 

server. So just restart on the server. 
4. Verify firewall. If the COWS log indicates it cannot reach port 5673. Request their IT 

open outgoing traffic from the server COWS is installed on 
5. Validate payment provider tokens 

 

 



 

6. Online payments not allowed for this distribution - in order for COWS to 
post payments Online payments must be enabled for each distribution that 
will take in payments 

 
 

Payments are not posting to Caselle 

The pending payments screen will show all payments that were posted by the payment 
provider (MSB or Zift) but not yet posted to Caselle. The pending payments is found on the 
community portal page (eg: https://clientname.ourcommunityconnect.com)for that client 
under Portal Admin -> Pending Payments 

 
1. Click Retry Now. If payments remain in the list continue on. Sometimes retry now will 
provide you with the error that you need to fix. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

2. Review the log file. The easiest way to get to the log file is to log into the client miViewPoint site 
(eg: https://clientname.miviewpoint.net) with Civic credentials and go to Other>Folder Viewer. 

a. Click on the log.txt file in the miViewPoint folder. In the case of a hosted client there 
may be multiple log files, you would choose the one with their client name in it. 
 

 
 
b. The best way to review a log file is to find the last date stamp. The firs line of the log 
entry is usually the most useful. 

 

 

i. COWS timed out - typically indicates that COWS is not running. Just start the COWS 
service on their server 

ii. User not authorized - typically indicates an issue with the OAuth token as setup                  
in Caselle System Management and Portal Settings. Review the step above to ensure 
everything is properly configured 

iii. COWS version mismatch - indicates that the COWS version is not matching the 
expected version. For this typically it means they forgot to update COWS on the server 
when they did their program updates. It could also mean that they did a manual update 
(not using Program Updates from Caselle eg: zip extract). In this case a query will need to 
be made to update the AAD version table. For example, if they updated to the August 
2023 release. UPDATE tblOrganization SET Version = '2023.08.63' 

iv. “No Workspace assigned to create receipts”. Go into Cash Receipting and ensure 
there is a workspace setup to Use for online payments. 
 

https://clientname.miviewpoint.net/


 

 
 

 

 

 

 

 

 

 

v. Invalid Client ID or Oauth token - review the steps above 

 
C. If you don't find anything relevant in the miViewPoint log the next place 

to check is the COWS log. The COWS log is most commonly found in 
the clients startup folder. 

3. Retry the payments by clicking Retry Now. If you fixed the issue the list will clear. If 
not, check the log again for new errors. 

4. If you've tried everything and COWS is still erroring out it may be a case where 
COWS was installed prior to all Caselle databases existing. The solution to that is 
to get on the server and launch Caselle. Go to System Management - > 
Installation -> Update Connect Online Web Service 
 

 


