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July, 12 2006 Recertification, Forms

This procedure can
now be accessed on the
FlAweb.

In-office interviews may
be waived in hardship
situations.

See PB #06-34-ELI for
more information about
the IVRS project.

Please use Print on
Demand to obtain copies
of forms.

The purpose of this policy bulletin is to inform all Non-Public
Assistance (NPA) Food Stamp (FS) Office staff that a brochure
discussing a new method of recertification called the Interactive
Voice Response System has been developed in English, Spanish
and Mandarin. The Interactive Voice Response System (IVRS)
brochure (W-901C) contains a series of questions and answers
describing the phone recertification process and lists the benefits of
recertifying by phone versus in person. This policy bulletin serves as
information for all other staff.

Currently, most NPA FS participants are scheduled for an in office
recertification appointment in order to determine eligibility for
continued assistance. The IVRS will make it possible for eligible
participants to recertify by telephone, so that they are not required to
come into the center. Management Information Systems (MIS) will
mail eligible participants the IVRS brochure prior to their normal IVRS
mail-out.

Samples of the forms are attached.
Effective Immediately
Related Items:

PB #06-34-ELlI

Attachments:

W-901C Interactive Voice Response System (IVRS)
W-901C (S) Interactive Voice Response System (IVRS) (Spanish)
W-901C (C) Interactive Voice Response System (IVRS) (Chinese)

HAVE QUESTIONS ABOUT THIS PROCEDURE?

Call 718-557-1313 then press 2 at the prompt followed by 765 or

send an e-mail to FIA Call Center

Distribution: X


http://fndocument/CDCOpenClient/DocContent.aspx?Library=HRAContent%5efndocument&Id=003754511&ObjType=2&Op=Open
http://fndocument/CDCOpenClient/DocContent.aspx?Library=HRAContent%5efndocument&Id=003754511&ObjType=2&Op=Open

Q: How will I know if | can recertify by
telephone?

A: If you are selected to recertify by telephone,
you will receive a packet notifying you of your
eligibility. This packet will be mailed to you after
your normal recertification packet has been
mailed. If the information in the packet concerning
your household is correct, you can recertify by
phone using the Interactive Voice Response
System.

Q: What is IVRS?

A: IVRS is an Interactive Voice Response System
that is used by the Human Resources
Administration (HRA) to allow certain Food Stamp
households to recertify for food stamps by
telephone.

Q: Is there a special telephone number |'have
to call to recertify via IVRS?

A: Yes. The telephone number is a toll-free
number and will be provided in the IVRS packet
sent to you. The IVRS recertification must be
completed at least one day before your scheduled
in-office appointment.

Q: If I recertify by IVRS, do | have'to keep my
scheduled in-office recertification
appointment?

A: No. If you recertify successfully by IVRS you
will be given a confirmation number. Within two
weeks of completing the IVRS interview you will
receive a notice in the mail about your continued
eligibility for food stamps. Remember, if you
recertify using IVRS you do not have to keep your
in-person office appointment.

Q: What happens if I'm not able to recertify by
IVRS or 1 do not complete the interactive
interview successfully?

A: If you cannot recertify by IVRS you must keep
your scheduled in-office appointment or call your
Food Stamp Office to reschedule the in-office
appointment.

Benefits of IVRS
If you choose to use our new telephone
recertification process:

e You can call from any touch-tone telephone,
24 hours a day, 7-days a week.

e You will be able to choose English,
Spanish or Chinese (Mandarin)
from the system options.

¢ | You do not have‘to go to'your local
NPA FS Office.

e You will receive a confirmation number once
you complete the telephone interview.

e You will receive a notice in the mail indicating
your continued eligibility for food stamps.
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You can recertify
for food stamps
by telephone

Interactive Voice Response

System (IVRS)

W-901C
7/12/06



P: ¢Cémo sé si puedo llevar a cabo la
recertificacién por teléfono?

R: Si usted es seleccionado(a) para recertificarse
por teléfono, recibira un paquete notificandole de
su elegibilidad. Este paquete se le enviara por
correo después del paquete normal de
recertificacion. Si la informacién en el paquete
respecto a su hogar es correcta, usted puede
recertificarse por teléfono usando el Sistema
Interactivo de Respuesta Oral (Interactive Voice
Response System — IVRS).

P: ¢Qué es el IVRS?

R: El IVRS es un Sistema Interactivo de
Respuesta Oral utilizado por la Administracion de
Recursos Humanos (HRA) para brindar la
oportunidad de recertificarse por teléfono a ciertos
hogares que reciben cupones para alimentos.

P: ¢Hay un nimero de teléfono-especial para
Ilamar y recertificarse por el'IlVRS?

R: Si. El nimero de teléfono es gratuito y sera
incluido en el paquete de IVRS que-recibira. La
recertificacion por el IVRS tiene que llevarsea
cabo por lo menos un dia antes de su cita en
persona programada.

P: ¢Si me recertifico por el IVRS, tengo que
cumplir con mi cita de recertificacion en
persona?

R: No. Al llevar a cabo su recertificacion por el
IVRS usted recibird un ndmero de confirmacion.
Dentro de dos semanas de llevar a cabo la
entrevista por el IVRS usted recibira por correo un
aviso respecto a su elegibilidad continua de
cupones para alimentos. Recuerde, si se
recertifica por el IVRS, no tiene que presentarse a
Su cita en persona.

P: ¢Qué pasa si no puedo recertificarme por el
IVRS o si no llevo a cabo la entrevista interactiva
satisfactoriamente?

R: Si no puede recertificarse por el IVRS tiene
que cumplir con su cita en persona previamente
programada o llamar a su Oficina de Cupones
para Alimentos para reprogramar su cita en

la oficina.

Beneficios del IVRS
Si usted opta por usar nuestro huevo proceso
de recertificacion por teléfono:

e Puede llamar desde cualquier teléfono-con
teclas, las 24 horas del dia, los 7 dias de la
semana.

e Podra elegiriinglés, espafiol o chino
(mandarin) de‘las opciones del sistema.

e | No es necesario que se presente a su Oficina
local de Cupones para Alimentos de No
Asistencia Publica (NPA ES Office).

e Recibird un nimero de confirmacion al llevar
a cabo la-entrevista telefonica.

e Recibira un aviso por correo que indicara su
elegibilidad continua de cupones para
alimentos.

Usted puede llevar a cabo
su recertificacion de
cupones para alimentos
por teléfono

Sistema Interactivo de
Respuesta Oral (IVRS)

W-901C (S)
7/12/06
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