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Attachment A

SNAP POS Release Notes

Version 7.3.1 December 23, 2013

These Release Notes contain descriptions of changes in Supplemental Nutrition Assistance Program Release
7.3.1 for the Paperless Office System (POS) scheduled for Monday, December 23, 2013. These have been
distributed via HRA email. If you would like to be added to the distribution list, please contact Sandra Hilton.

These and prior Release Notes may also be found on the HRA Intranet at
http://intranetnew.hra.nycnet/sites/HRAIntranet/Pages/POSReleaseNotes.aspx

Table of Contents

1. Updates to POS CIN Re-Use Window for New York Health Exchange (HX).........cccocovveeriineeen.
2. New WMS Clearance Error E2785 ... oottt e ettt e e e e eieeae e e e e e e eannes
3. Streamlined BUSINESS RUIES .........cociiiiiiiiie e
4. SNAP Center NUMDer 0N POS FOIMMS......coiiiiiiiiiiiiiee ettt e e eaa e
5. New N10 COMPIELION Edil.......cooiiiiiiiieiie et e e e e e e e e e
6. New Employability Code Completion Edits in SNAP Application and Recertification

7. Denial Code YO9 Edit iN TAD ...ttt e ettt e e e e e e et e e e e e e e s antbeeeeaaeeeannes
8. Reminder: ABAWD (Able Bodied Adult without Dependents) Calendar...............ccccvvvveeeeeiinnne
9. New Question in Employment Information WINOW.............ccoeeiiiiiiiiniiieciece e
10. SNAP Front End Review (FER), PRase I6..........cooooiiiiii e
11.  SNAP FER Window for FIA, PRESe [l .......ccccoiiiiiiiiiiiieiii et
12. SNAP FER Completion Edit in SNAP Recertification INterview............occccveeieeiiiniiiiiiieee s
13. Recording of ACE (Agile Communication Environment) CallS...........ccoooiiiiiiiiiiiiniiiiiiieeeens
14,  ACE RECOMMING LOQ ..ccuttiieiiiiiieiiiee ettt ettt ettt e e et e e st e e s e e s nnb e e e annneeenneeas
15. Received From and Date Columns in POS Individual QUEUE.............ccvvvvveiiiiiiieiiiiieeeieeeeeeeeenens
16. Case Comments for ONnling APPlICALIONS .........uviiiieiiiiiiiiiie e e s e e e e eaes
17. New Privacy Agreement Text for POS and POS Portal Sign-On Pages ........ccccccvveeeevinieennnne.
18. Database Move for MARU @Nnd SBL .......cooiiiiiiiiiiiiiiiiiiiiee ettt e e e e e e
19. POS SignOn and POS Portal UPAAtesS..........uuuiiiiieiiiiiiiiiiiee e eiiiiies e e e sssiiieer e e e e e s sninaaaeeaeeaennes
20. Paperless Alternate Module (PAM) ROIOUL ...........ooiiiiiiiiiiiiiee e
21, Updates to PAM ENFOIMENT .....ooiiiiiiiiiiieie ettt e e e e e e e e e e e s
22.  Updates to POS INAEXING WINUOW .....c.uviiiiiiiiiiiiieie ittt e et
23. Documents Removed from POS IndexXing WINAOW .............cooiiiiiiiiiiiiiiaaeiiieeee e
24. Specialized Reports Option in POS Management CONSOIE...........c.uvvvieeeeiiiiiiiiiee e
25.  Update to ACE Scheduled CallS REPOIT..........viiiiiiieiiiiie ettt
26. Demonstration Project: Self-Service SCanNiNg ..........ccouiuiiiiiiiiiiiiiieee e
27. New ACE Aggregate Report in POS Management CONSOIE..........ccvvvvieieiiiiiiiiieee e

Page 1 of 13


http://intranetnew.hra.nycnet/sites/HRAIntranet/Pages/POSReleaseNotes.aspx

Attachment A
SNAP POS Release Notes
Version 7.3.1 December 23, 2013

1. Updates to POS CIN Re-Use Window for New York Health Exchange (HX)
Effective December 2013, POS was updated to receive Client Identification Numbers (CIN) for individuals
who are applying, denied or active through the New York State Health Exchange (NY HX). WMS extended its
communication to the HX system when generating the Clearance Report.

The CIN Re-Use window was updated to add a new DIST (District) field. This field will indicate whether the
CIN in the Clearance Report was received from New York City WMS or from the NYS Health Exchange.

Updated CIN Re-Use Window

File Edit Tools ‘Window Help

0| o B E Ty | B Q w ¥YEaW A IE @ & |00F EE Es
Fogistry B Application Date Unit\Worker Case # Case Nama Suffix Caze Type Request New Clearance

Ly Snf Fiest Name  MI Lasi Name Sex S5 D08 AFIS Exind  CIN CNTR  Case/Reg#

Ra —
Case Caso Stat O co nd Stat
LnSuf Namo Sex SSN DOF Afis CIN CNTR Case/Reg # TyPe PANMA FS Naie #p PANMAFS Score DIST
HZ N AC 10a HETE

Fi HANA R H N4 N4 ET 108 HYC

Fi NMANA A N N4 NA& AP 106 HYC

SHCA AP AP 4 H AP AP AP 108 NHYC

INCA ET RT E W EI RI EI 108 HYC

The selected CIN match is indicated by the arrow. You may highlight the suggested CIN match or chose another
appropriate CIN from the clearance.
Do you wish to use a new CIH because there is no appropriate CIH match in the clearance ? Yes { Ho i+

Next Previous

CIN Selection Criteria Update
The CIN Selection logic was also updated to add Health Exchange (HX) cases.

POS selects the CIN of an individual who is in receipt of both Medicaid and Supplemental Social Security
Income (MSSI) and a score of 102 or higher. When there is no active SSI match and there is one exact (106)
match, POS selects this match.

When multiple matches are displayed on the Clearance Report, POS selects the appropriate CIN using the
following criteria after evaluating the CIN score:

Active on a Cash Assistance (CA) case; or

Active on a Supplemental Nutrition Assistance (SNAP) case; or
Active on a Health Exchange case;

Active on a Medicaid case; or

Sanctioned, closed, or rejected on a CA case; or

Sanctioned, closed, or rejected on a SNAP case; or
Sanctioned, closed, or rejected on an Health Exchange case; or
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e Sanctioned, closed, or rejected on a Medicaid case.

If there are multiple matches with the same CIN score, case type and status, the Eligibility Specialist (ES)
must select the appropriate CIN on the window.

2. New WMS Clearance Error E2785

With the extension of the WMS clearance search to the NY HX, WMS returns the following new error
message when the Open TI call for the Clearance Report fails due to a communication problem: E2785:
Communication to HX Failed.

3. Streamlined Business Rules

POS was updated to bypass the individual category code business rules for households with more than 10
individuals on the case and more than 2,000 activities in the POS case history. This change prevents freezing
on the TAD window and allows processing of the case to continue. The following message appears for the
Worker:

o Due to the large case composition, the TAD rules will not validate the data for the following field(s) for this
case. Please ensure the validity of the value selected in this field. Field(s): Individual Cat Code in TAD
Individual Detail window.

4. SNAP Center Number on POS Forms

POS E-Forms were updated to begin the center number for SNAP Centers with the letter S. For example,
forms that previously listed FO2 for the East End SNAP Center now list the center number as S02.

5. New N10 Completion Edit

A new completion edit was added to prevent improper use of the Rejection Code N10 (Failed to Keep
Application Interview) in the SNAP Application Interview:

e Rejection Code N10 should only be used when the applicant failed to keep the interview. The rejection
must be processed using the SNAP Failed to Keep Application Interview activity.

6. New Employability Code Completion Edits in SNAP Application and Recertification

New completion edits were added in SNAP Application Interview and SNAP Recertification Interview to
require re-evaluation of the employability code for individuals with updated interview information. These edits
run for cases that are activated during the SNAP Application Interview or continue active during the SNAP
Recertification Interview.

The following new edits were added:

e You have indicated a change to Has Daily Activity Limited because of an lliness/Temporary Disability or is
Blind, Sick or Disabled window, the Employability Code Determination window must be reevaluated for
this individual, please return to the Employability code Determination window and click on Run Rule
button.

e You have indicated a change to Worker’s Compensation window, the Employability Code Determination
window must be reevaluated for this individual, please return to the Employability Code Determination
window and click on the Run Rule button.

e You have indicated a change to NYS Disability Benefits window, the Employability Code Determination
window must be reevaluated for this individual, please return to the Employability Code Determination
window and click on Run Rule button. You have indicated a change to Social Security Disability Benefits
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window, the Employability Code Determination window must be reevaluated for this individual, please
return to the Employability Code determination window and click on the Run Rule button.

e You have indicated a change to Private Disability Insurance Health/Accident Insurance Policy Income
window, the Employability Code Determination window must be reevaluated for this individual, please
return to the Employability Code Determination window and click on the Run Rule button.

e You have indicated a change to Is or Was Drug or Alcohol Dependent window, the Employability Code
Determination window must be reevaluated for this individual, please return to the Employability Code
Determination window and click on the Rule button.

¢ You have indicated a change to Unemployment Insurance Benefits window, the Employability Code
Determination window must be reevaluated for this individual, please return to the Employability Code
Determination window and click on the Run Rule button.

e You have indicated a change to Is Unemployed window, the Employability Code Determination window
must be reevaluated for this individual, please return to the Employability Code Determination window
and click on the Run Rule button.

e You have indicated a change to Supplemental Security Insurance (SSl) Benefits window, the
Employability Code Determination window must be reevaluated for this individual, please return to the
Employability Code Determination window and click on the Run Rule button.

e You have indicated a change to Is Employed window, the Employability Code Determination window must
be reevaluated for this individual, please return to the Employability Code Determination window and click
on Run Rule button.

e You have indicated a change to Is Self-Employed window, the Employability Code Determination window
must be reevaluated for this individual, please return to the Employability Code Determination window
and click on the Run Rule button.

e You have indicated a change to Is Pregnant window, the Employability Code Determination window must
be reevaluated for this individual, please return to the Employability Code Determination window and click
on the Run Rule button.

e You have indicated a change to Special Assessment window, the Employability Code Determination
window must be reevaluated for this individual, please return to the Employability Code Determination
window and click on the Run Rule button.

¢ You have indicated a change to Is Needed in the Home to Care for a Child Under the Age of 6 or an
Incapacitated Person window, the Employability Code Determination window must be reevaluated for this
individual, please return to the Employability Code Determination window and click on Run Rule button.

e You have indicated a change to Client Alien Type window, the Employability Code Determination window
must be reevaluated for this individual, please return to the Employability Code Determination window
and click on the Rule button.

e You have indicated a change to Education and Training window, the Employability Code Determination
window must be reevaluated for this individual, please return to the Employability Code Determination
window and click on the Run Rule button.

7. Denial Code Y99 Edit in TAD

The TAD window was updated to require a case comment when denial code Y99 (Other) is used for the case
or for an individual on the case. When the ES exits the TAD, a new window appears with the following
guestion:

e Do you wish to use this code to Reject/Close this case or individual?

If the ES clicks Yes, they must enter a detailed case comment indicating why code Y99 must be used. The
following instructions appear on the window:

e Comments are required if “Yes” is selected. Please enter an explanation for using reason code Y99.
(Note: These Comments will be added to the Case Comments section of this case and may be used for
Audits).
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If the ES clicks No, they must click Previous and change the denial code(s) in the TAD from Y99 to another
code. The following appears if the ES clicks No:

e You must click Previous to return to the TAD window and change the SNAP Reason Code
Reason Code Y99 Window

Reason Code Y99
File, sic

1l |
e - — - T -

Faaaon codks W8 (Other] shauld anly be used when there is no other code that fis the criteria. N pou =2l want o use this code, you
mast enher A case camment Othereise, click on the Provioes botton o selest appropriabe reasan oosse on e TaD

POS SMNAF Reason Code Ya9 |

Do you wish to use this code to Reject!/Close this case or individual? () Yes () No

Comements are required if “Yes" is selected. Please enter an explanation for using reason code Y&9
(note; These Comments will be added o the Case Comments section of this case and may be used
for Audits.

8. Reminder: ABAWD (Able Bodied Adult without Dependents) Calendar
The ABAWD Calendar displays the past 36 months of ABAWD compliance information.

9. New Question in Employment Information Window
A new question was added on the Employment Information window:

“Have you or has anyone living with you changed or quit jobs or reduced any form of income in the last 30
days — including reduced work hours or income?”

This new question will appear in the SNAP Application Interview, SNAP Recertification Interview and

SNAP Change Case Data activities, the corresponding error correction activities and the corresponding
approval activities.

New Response to Question Window

The new Response window lists the household members and allows the ES to indicate whether the

applicant/participant has changed their job(s), quit their job(s), reduced their work hours or reduced any form
of income in the past 30 days.
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Response to Question

| I
Changes in past 30 days
["]Changed job(s)

[]Quit job(s)
[ |Reduced work hours
["]Reduced any form of income

|+

New Approval Window

The Approval window appears when the answer for the new question is Yes.

File Edit Tools Window Help

who N 00
Changes in past 30 days

[[] Changed job(s)

[l Quit job(s)

[] Reduced work hours

[ Reduced any form of income

- Supervizory Review
Documents: gmﬁ‘l
C. Log
" | Approve
" Disapprove
4| I [— 3|
Hext | Previous I

10.SNAP Front End Review (FER), Phase I

The SNAP-FER window in the SNAP-FER activity was updated to add new web services to retrieve
collateral matches:

LexisNexis Instant Verify
LexisNexis Credit Report Match
TLC Match

Marriage Match

The updated window includes the following tabs:

LexisNexis Instant Verify

LexisNexis Credit Report Match

Taxi Limousine Commission (TLC) Match
Marriage Match

IREA (Investigation, Revenue and Enforcement Administration) Recommendation
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The updates for SNAP FER Phase Il will be effective January 13, 2014. For additional details, please refer to
Attachment E: Desk Guide for SNAP Front End Review Phase Il.

11.SNAP FER Window for FIA, Phase Il

The SNAP-FER window for FIA in the SNAP Application Interview activity was updated to include the
following tabs:

LexisNexis Instant Verify

LexisNexis Credit Report Match

TLC Match

Marriage Match

IREA Recommendation/FIA Decision

The LexisNexis Instant Verify, LexisNexis Credit Report Match, TLC Match and Marriage Match tabs will
include the same information as the IREA version of the window.

The updates for SNAP FER Phase Il will be effective January 13, 2014. For additional details, please refer to
Attachment E: Desk Guide for SNAP Front End Review Phase II.

12.SNAP FER Completion Edit in SNAP Recertification Interview

The following completion edit was added to the SNAP Recertification Interview to require an entry in the
FIA Recommendation section of the SNAP Front End Review window within the SNAP Application
Interview when there is a recommendation from IREA:

e The SNAP FER recommendation was received from the IREA Reviewer, but the SNAP FER screen was

not annotated by the FIA worker. The case cannot be completed until the SNAP FER window is
annotated in the SNAP Application Interview.

13.Recording of ACE (Agile Communication Environment) Calls

POS was updated to record telephone interview calls made through the POS ACE interface effective
December 30, 2013.

When the ES initiates a call from ACE and the contact is confirmed, a pre-recorded message is played
alerting the applicant/participant that this call may be recorded for quality and training purposes.

The ES hears a few seconds of silence until the message is fully played to the applicant/participant. When the
ES picks up the phone, s/he must wait a few seconds to allow this message to play. The ES should not hang
up if they do not hear anything immediately.

The recorded calls are available for review by authorized FIA staff in the ACE Recording Log.

For additional details, please review Attachment B: Desk Guide ACE Recording.
14.ACE Recording Log

A new log was added on the POS Portal to allow review of ACE calls by authorized FIA staff. The calls are
available for 14 days. The authorized FIA staff can:

e Search calls by worker name
e Search calls by applicant name
e Search calls by case number
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Play call recording

Pause call recording

Rewind call recording

Fast forward call recording

Archive call — specify reason for archiving the call (quality control, training)

ACE Recording Log Enrollment

The POS Enroliment window was added to the POS Portal. Authorized staff logs into the ACE Recording Log
using their WMS ID and Password.

Human Resources

Administration
Department of
Social Services.

2 Good Afternoon! Today is Tuesday, November 26, 2013 5:44 PM HRA Home Page
NCA SNAP Application RS SER———— POS Management
Log POS (Paperless Office System) Console
NCA SNAP Recertification [ ———

Log POS Release Notes
O A e e |
PAM (Paperless Alternate .
NCA SNAP Deferral Log Modul Ghitd Care Systeny

(ACCIS)

|E

Public Transportation
Automated
Reimbursement (PTAR)

NCA SNAP Calendar

Rental Assistance
Database (RAD)

ACE Recording Log HRA One Viewer

FIA Reports Front Door Reception
(FRED)

FIA IVRS Telephone
Recert Reporting System
(IVRS)

SNAP Employment
System (FSES)

D A

Login Window for ACE Recording Log

» Human Resources
Administration
Department of
Social Services

P2 T e ACE Recording Log

Enter your WMS User ID and Password to login

useeo | |
Password [

SNAP j

Sites

| LOGIN > || CLEAR |

All data contained in this system is confidential by City, State and Federal law and
regulations. Failure to protect this information from unauthorized use or disclosure may
subject you to discipline as well as financial, civil and criminal penalties, up to and
including incarceration.

By logging into this system, you agree to these terms of use.
Modified on 09/27/2013

If you forget your password please contact Help desk:
718-510-0551 or send email to: Helpdesk-

9 pos Portal # HRA Home 0 Help POS@hra.nyc.qov
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ACE Recording Log Enrollment

The POS Enrollment window was updated to allow SNAP management to identify users that can access the
ACE Recording Log. The enrollment coordinator will choose the ACE Recording User checkbox in the
Special Tasks window in the POS Enrollment window.

ACE Recording Log

K-‘ http:/ flocalhost:4675/ACECallRecording.aspx - Microsoft Internet Explorer provided by Human Resources = 0] %

= 0 Y B
ACE Recording Log 4 R L} L7
Center : F43 Seach  Roloea Achin | Swier | v

ACE Call Recording Reports  Archieved Calls

Search By Filter By
& Dats 11Ma2012 B © Center [F20 = Coal © |y PROGRESS
Oy - Cnotreviewen O REVIEW COMFLETE

NOT REVIEWED AFFLICATION
NOT REVIEWED AFPLICATION
AFFLICATION
AFPLICATION
AFFLICATION
RECERTIFICATION
RECERTIFICATION

AFFLICATION
AFPLICATION
AFFLICATION
RECERTIFICATION

813-4012 NOT REVIEW

APPLICATION
11/18/2013 1 4531288 NOT REVIEWED RECERTIFICATION

11/18/2013 1 128118 NOT REVIEWED AFFLI

11/18/20

RECE
11/18/2013 10:26 AM 00: WOT REVIEWED RECERTIFICATION

12345

For additional details, please review Attachment B: Desk Guide ACE Recording.
15.Received From and Date Columns in POS Individual Queue

The POS Individual Queue was updated to indicate the name of the staff person from whom the case
action was received for all case actions in the Received From column and to track the date and time that a
case action was received in the new Received From Dt (Received From Date) column:

e The name of the staff person is tracked in the Received From column.

= This column was previously only filled for approval activities.

» If the case action was reviewed by a Supervisor in an approval activity and returned to the
Worker for corrections, the Received From column includes the word Returned and the name of
the Supervisor.

= For approval activities in a supervisor’s queue, the Received From column indicates the name of
the Worker who submitted the activity to the supervisor. Previously, this column tracked the latest
gueue in which the case was last pending.

e The date/time that the action was received is tracked in the new Received From Dt column.

j Received From I Received From [t I
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16.Case Comments for Online Applications

A new Case Comment button was added for MARU (Mail Application Referral Unit) in the Appointment
Scheduling window in the Online Application Intake activity. This allows MARU to record a case comment
if they call the applicant during the intake and scheduling of the appointment for the online application.

I7 Schedule a Same Day Interview

430 PM - 13230 PM)

SopcTine | QULTT05| ootarons | osiiSors | aaganoro | 0ssasers | casesoro | GagRsers | ovsusers | ostTe
el S x | w | o V4V
phselo s = X g /ﬁlf/f//a“ %///y/ 2
G a | o | x| o | « VA0 /777
ol a8 o X “ o P t/ 27 2
. SEEENENNY

04:00 PM 1 o % 2 s z ¥ f ':."1:‘.'23 ;

Best Svadable Times
The applicant indicatied tht e best lmes (o call Tor an infene are; Mot Foaumd
Proferred Contact Number: IS

When the ES clicks on this button, a Case Comment window appears. The ES enters their comment and
clicks OK. The comment is saved when the ES clicks Next on the Appointment Scheduling window.

SNAP Intake

Appointment Scheduling

Enter a Comment for the Appointment Case

Case Number: [120806004885
sumcfi ]
CIN:[CIN000O1

Comments:

This is a sample comment for the case]

1963 characters left

OK
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17.

18.

19.

New Privacy Agreement Text for POS and POS Portal Sign-On Pages

New privacy agreement text was added in the sign-on pages for POS, RAD (Rental Assistance Database) ,
PAM (Paperless Alternate Module) , MONIQ (Model Office Numbering Identification Queue) and FRED (Front
Door Electronic Reception)::

¢ All data contained in this system is confidential by City, State and Federal law and regulations. Failure to
protect this information from unauthorized use or disclosure may subject you to discipline as well as
financial, civil and criminal penalties, up to and including incarceration. By logging into this system, you
agree to these terms of use.

Database Move for MARU and S61

On Sunday, November 10, 2013, MIS moved the MARU and the Residential Treatment SNAP Center (S61)
onto a new database server platform. This new platform offers increased reliability and stability for the POS
workers. This is the continuation of the move to one database which will have a number of good
conseqguences.

Both MARU and S61 have updated center selection menus in the POS Sign On page to access MARU, S61
and the Bronx Region SNAP Centers.

POS SignOn and POS Portal Updates

The POS and POS Portal SignOn windows were updated to validate the Windows ID when users log into
POS. If the Worker’s network ID in POS Enroliment does not match the network ID used to log into the
computer, the following error appears:

e The Windows ID for Worker Name with the WMS ID ‘123XXX’" and the Windows ID ‘abcd123’ does not
match the current POS information. Please contact your POS Enrollment Coordinator or the POS Help
Desk to update the POS data.

To correct their Windows ID in POS, the Worker must contact their location’s POS Enrollment Coordinator or
the POS Help Desk.

20.Paperless Alternate Module (PAM) Rollout

21.

MIS has developed the PAM system to track manually processed cases. Selected workers and supervisors
will have the ability to document and approve or disapprove cases processed within PAM. PAM rolled out in
the following locations in October and November 2013:

Fordham Job Center (044)

SSI SNAP Center (S15)

East End Job Center (023)
East End SNAP Center (F02)
Rider Job Center (038)
Centralized Fair Hearing (FSH)

For detailed information on PAM, please refer to the PAM policies and manual.
Updates to PAM Enrollment

The POS Enroliment window was updated to allow SNAP management to identify Data Entry Supervisors and
Data Entry Operators that can process cases through the new PAM system. The enroliment coordinator will
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choose the PAM Data Entry Supervisor or the PAM Data Entry Operator checkbox in the Special Tasks
window in the POS Enrollment window.

22.Updates to POS Indexing Window

The following forms were added in the POS Indexing window for PAM:

e PAM LDSS-4403 Determination of Eligibility for EAF
e PAMLDSS-3513 NYC - SNAP Recoupment Data Entry Form
e PAM LDSS-4707 IPV Ancillary Document

To index manual data entry forms for processing in the Paperless Alternate Module or to generate the
Receipt for Scanning and Indexing Internal Paper Authorization Documents (FIA-1102) at centers that do not
currently use PAM, the Worker must select Internal Paper Authorization Document in the Document Type
menu and select one of the following forms:

Paper LDSS 3517 Turn Around Document

Paper LDSS-3573 PA Recoupment Data Entry Form

Paper LDSS-3722 Fair Hearing Case Update Data Entry Form
Paper LDSS-4962 Infraction Deletion Form

Paper LDSS-3652 Transaction Cancellation

Paper LDSS-3575 Cash Authorization Document

Paper LDSS-3574 Nutrition Assistance Program (SNAP)
Paper LDSS-3774 EPFT Benefits Pull

PAM LDSS-4403 Determination of Eligibility for EAF

PAM LDSS-3513 NYC - SNAP Recoupment Data Entry Form
PAM LDSS-4707 IPV Ancillary Document

Two new options were added for the Document Type field: Citizenship and Immigration Documentation
and OCSE.

23.Documents Removed from POS Indexing Window

The POS Indexing window was updated to remove the following forms from the Document Description
menu:

VISA Verification (MICSA only)

Court Document (MICSA only)

LDSS-3517 Turn Around Document TAD

DSS-3722 Fair Hearing Update Data Entry Form

DSS-3573 New Recoupment

DSS-3652 Transaction Cancellation Data Entry Form
DSS-3774 EPFT Benefits to be pulled - data entry form
DSS-3575 PA Single Issuance Authorization Form Payment
DSS-3574 Food Stamp Single Issuance Authorization Form

24.Specialized Reports Option in POS Management Console

A new option named Specialized Reports was added to the Select Center screen in the POS Management
Console effective Monday, November 4, 2013. Access is limited to authorized users. The reports in the
Specialized Reports Menu are accessible during business hours. Retrieval of data is available for authorized
users via a connection to centralized POS tables.

Page 12 of 13
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This new menu includes the Signature Capture, WINRO643 and PC Bank reports, which were previously
included in the Citywide Reporting menu.

The user must access the POS Management Console through the POS Portal and select Specialized

Reports in the Select a Center window. The user must then click on the, Signature Capture, WINR0643 or
PC Bank Report tab.

25.Update to ACE Scheduled Calls Report

The ACE Scheduled Calls Report will be updated effective December 31, 2013 to include the scheduled
interviews that could not be automatically assigned to an interviewer by ACE Auto-Assignment and were
placed in the application interview and recertification interview overflow queues.

26.Demonstration Project: Self-Service Scanning

A new demonstration project in two HRA locations allows participants of that site to scan and index their own
documents. This new process is restricted to document return for recertifications. This project allows a
participant to scan documents a day after the Documentation Requirements and/or Assessment Follow-Up
(W-113K) has been issued to the participant.

For additional details, please refer to Attachment B: Desk Guide for Self-Service Scanning
Demonstration Project.

27.New ACE Aggregate Report in POS Management Console

A new Management Console report has been developed to allow the Family Independence Administration
(FIA) SNAP management to track cases that were scheduled for telephone interviews or received calls
through the POS ACE telephony system. This report will be available effective December 31, 2013.

For additional details, please review Attachment C: Desk Guide POS Management Console ACE
Aggregate Report.

Page 13 of 13
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Desk Guide: Self-Service Scanning Demonstration Project
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Overview

A new demonstration project in two HRA locations allows participants of that site to scan and index their
own documents. This new process is restricted to document return for recertifications. This project allows
a participant to scan documents a day after the Documentation Requirements and/or Assessment Follow-
Up (W-113K) has been issued to the participant.

The self-service process is as follows:

e The ES conducts a recertification interview and issues a W-113K to the participant;

e The participant comes to the self-service area to scan documents at least one (1) day after receipt of
W-113K and uses the Multi-Function Printer/Scanner (MFP) to scan their documents.

e The ES completes a document intake activity to save the documents and route notifications to the
appropriate area(s) at the center.

MFP Process

The participant swipes Common Benefit Identification Card (CBIC), enters their Client Identification
Number (CIN) or enters their Social Security Number (SSN) on the MFP. The MFP places a web service
call to POS to retrieve case information, determine the case type, case status, determine whether a W-
113K for the recertification interview with a due date in the future and obtain the documents needed. If the
case cannot be found or does not meet the W-113K recertification criteria, the web service call returns a
message to the MFP.

The MFP then informs the participant that their case was not found or that there is no pending W-113K
for their case.

The MFP displays the case information, including:

Casehead Information

List of case members

Documents were requested for

Eligibility factors that are requested

List of documents needed (including any forms needed)

The MFP presents the casehead information and asks the participant that the retrieved case is theirs. The
participant selects Yes to continue flow; No to return to the start of the process. If the participant selects
No, the MFP returns to the beginning of the flow. If the participant selects Yes, the participant selects
each case member, scans and identifies the document type for each document. The scanned documents
are sent to the Lexmark Document Distributor (LDD). Once all documents are scanned and identified, the
participant presses the Print Receipt button to complete the self-service scanning. The MFP prints the
document receipt for the participant.

If the participant walks away from the MFP without completing the process, the MFP times out after three
minutes to end the participant’s activity. The case is then loaded to the Self-Service Scanning Queue to
allow assignment to a ES for completion of the indexing.
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Desk Guide: Self-Service Scanning Demonstration Project
Date: December 23, 2013

Self-Service Scanning Queue

The Self- Service Scanning Queue in POS allows Supervisors to assign cases that require indexing of
documents submitted through the MFP.

The queue includes the Self-Service Scanning activities that must be assigned to a ES.

F Action = F40 SNAP Supervisor Queue

it Filker TDEV [ Activity Type Filter
Worker (*
CMU | |
Uncovered € selfSenice Scanning S40 =

[ Activity Statuz Filker
r

r
-

The Assign button allows Supervisors to assign the new Self-Service Scanning activity to a ES.

F Action EE F40 SMAP Supervisor Dueue

Lrit Filter TDEV [ Activity Type Filter [ Activity Approve Filter
{v
Wocr;eur ~ [5eir-service | ; F
Unzovered € - -
r r
I ™
I ™

[ Activity Status Filter

r r [ uctivity Alert Filter Filter
~ ~ ~ o
|— |— Llear

Activity Due Date Alert Case Hame Case Ho |Suf| Centerl
Self Service Scanning
Total: 1 Case
< | 2+

Start | Aszign Bemowe Schedule | | WS | Wiew vour Schedule |§0mment|
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Self-Service Scanning Activity
A new activity named Self-Service Scanning is assigned via the Self-Service Scanning queue.
The activity appears in the ES’s queue and includes the following windows:

e Household Screen
¢ Image Indexing

Household Screen

When the Household Screen opens, the ES can review the current case information, including the
household members. The ES clicks Next to continue.

Household Screen

¥ersion 17.3 - Papetless Office System - [Household Screen]

File Edit Tools ‘Window Help

Control Information

Present Address o

Suffix Information = Achive " Applying ¥ | No ES 1PV or, Sanction Found

Case Member Information

Cizn
Suff Ln CIN Relation S5M Val Sex / Mt HE CA MASNAP

Hext Previous
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Image Indexing Window

The Image Indexing winodw allows the ES to review and index the documents. The document
description and selected by the participant for each document at the MFP are displayed in the window.

The upper half of the window displays the document. The ES clicks on the back and forward arrows to
view each page in the document.

The lower half of the window allows the ES to review and update the Document Description and CIN
selected by the participant at the MFP for each document.

Image Indexing Window

Fle Edit Tools Window Help

SEEEIT

IMAGE DISPLAYED IN THIS SPACE

Yiew Document Description Ln First Hame MI Last Hame
I| Fecent Letter from Doctor Clinic ebe with Curent .t’-‘«ddle_”
|| Birth/Hospital Certificate _||
|| Social Security Card

Sex SS5H DoB
||W-1 37E Acceptance-Denial of Request folvy-1378 Acceptance-Denial of Reguest for Additional Allowance l_
[['4-1374 Frequest for Additional Allowance Ml NMEE e

[ | kanice-Cenial of A
Hext | Previous |

Updating the document description
To update the document description, the ES selects the document in the lower section of the window. The

Select the Correct Document Description pop-up window appears. The ES selects the updated
Document Type and the updated Document Description.
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Select the Correct Document Description Window

Document Type: |Correspondence/Hotices j

Document Description: [}

0K Cancel

Document received cannot be used

When the ES finds a document that cannot be used, they must select Miscellaneous in the Document
Type menu and Unusable Self Service Scanned Document in the Document Description field.

Updating the individual to whom the document belongs

To update the individual to whom the document belongs, the ES clicks in the CIN menu in the lower
section of the window.

The Individual Selection pop-up window appears. The ES then selects the updated individual.

] G I

eptance-D Eﬂ'li-i|£l equest for Additional £

Ctzn
Suff Ln CIN Mame Relation DOB 55N Wal Sex / MU HE CA MASMHAP AFIS/ST

AN LI s B
N - |-

Completing the activity

Once indexing is completed, the ES clicks Next to complete the Self-Service Scanning activity.
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Desk Guide: ACE Aggregate Report in POS Management Console
Date: December 31, 2013

Overview

A new Management Console report has been developed to allow the Family Independence
Administration (FIA) Supplemental Nutrition Assistance Program (SNAP) management to track cases that
were scheduled for telephone interviews or received calls through the POS ACE telephony system. The
new report will available effective December 31, 2013.

This ACE Aggregate Report has been updated with POS data to allow management to track the status
of required application actions. The report will contain all SNAP cases scheduled for a telephone
interview or that are no longer telephone interview cases, but received at least one contact through ACE.

Regional and center managers are responsible for monitoring the report and ensuring that application
actions are processed in a timely manner for cases appearing in the report.

Details

The data for the current week’s report is updated on a daily basis and will be available in the ACE
citywide reporting view in the POS Management Console. Access will be limited to authorized users.
Access will be limited to off-hours in order to minimize impact on business hours. Retrieval of data will be
available for authorized SNAP Centers via a connection to centralized POS tables.

The user is able to save the report output to text or Excel files.
Connecting to the report

The user must access the POS Management Console through the POS Portal and select ACE in the
Select a Center window. The user must then click on the ACE Aggregate Report option in the Select
Report menu.

Select a Center

POS Centers

Manhattan C& Region Office =]
lanhattan/Special Meeds CA Region Office

Regional Office HRA MICSA Center

Special MeedsHomebound Review CA Office

Special MeedsiSpecial Projects CA Office

HO

HOU Central Office
Al

R&U (Help Cesk)
Losy

Specialized Reports
Citywvide Reporting j
-

Connect I Cancel |

ACE |

L Select Report
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Report Filters

The following filters are available for this report:

e Report Type

TIPS (Telephone Interview Process and Services)
Timeframe Selection

Retrieve By

Display

Report Type Filter (Radio Button)
The default option for this filter will be telephone interview. This should be a radio button filter.

(*) Telephone Interview
() ACE Call

TIPS Filter (Drop Down Menu)

The user will be able to view all cases, cases for home centers covered by F11, cases for home centers
covered by F24 and cases for home centers covered by F43, respectively. All will be the default option.

*) All

() TIPS 11
() TIPS 24
() TIPS 43

Timeframe Selection Filter

The reports will be available in daily, weekly and monthly outputs. The user will be able to select specific
date ranges.

(*) Yesterday

() Past 7 Days

() A Month

() Specify Range From To

Retrieve by File Date or First Call Date

The users will be able to retrieve the data based on the File Date or the First Call Date. If the Worker
selects File Date, the Report Date will be retrieved based on the File Date. If the user selects Start Date,
only those cases with an ACE Call Date will be retrieved and the data will be retrieved based on the First
Call Date.

(*) File Date
() First Call Date

Display

(*) Data
() Summary
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Report Columns:
Detailed Report Columns
The detailed report will include the following columns:

Application Home Center
Case Number
Case Name
File Date
Phone (Yes/No)
Decision Status
Decision Code
Interviewer
Interview Date
10. Current Center
11. Current Status
12. Latest File Date
13. Source

14. Call Count

15. First Call Date
16. TIPS

CoNoOOA~WONE

Summary View

The Summary View will group the cases by the TIPS location, number of contacts made, the decision
status and the decision code.

Report Responsibilities
The center managers and deputy managers confirm that the required application actions are completed

for the cases listed in this report. Regional staff will conduct a weekly audit of the report to ensure that the
required actions were completed.
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Saving report output to an Excel file
Please complete the following steps to save the report data to a text or Excel file:

1. Set the filters and retrieve the report data by clicking on the Retrieve icon.

@

2. Click on the Save As icon.

a5

3. The Save As window will appear.
4. Select C$ on ‘Client’ (V:) in the Save in menu.
5. Double click on the Documents and Settings folder.

2| x|

Savejn | I PosMC j = % El-
- @' Desktop =
gback: D tdy Documents % arth02825:011
=] aaro |} M_';' CDI’ﬂDUtBI =1 augL
[E) aarcd| - o 1 [£] babb&9971
= =% A% on Client' [A] =
[Z] aaro4 = Lol Disk [] 2 [£] bapt14031
] abran 3 PoshiC 1 [Z] barreazst
] abras 52 D3 on Thent D7) 1 [Z] barneazaz
S E$ on 'Clignt' [E:]
-
] | S — ) 2l
: b 0% on Clie
Flemsmel o I (- [ _sae |
[
e e b P S e |

2| x|
Save jr Ig C$ on 'Clent' [+ j = £ ER-

ACD_Prod L) frsw [CDIPBEDLLS
ad Cos [C3)Program Files
CBO Test Images ) Icons [ pwrtep

Comman Framewark, [C)imanging [C)RegFiles
‘Documents and Settings JmMYpRTaT=] ) 5vbase
drivers S)orant [C)topaz

| 2l
File name: | Open I
Save as ype: I Text with headers ;I Cancel |

6. Double click on the folder with your network ID.

KN
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Saving report output to an Excel file (continued)

7. Double click on the Desktop folder.

Save jm: I I Documents and S ettings j L= e E2-

File name: | Open I
Save a3 tipe: ITe:-:t with headers LI Cancel |

8. Type the file name.
9. Select Excel with headers in the Save as type menu.
10. Click the Save button.

) Administrator

=
=}
-

L)

Save in: I () CBret27a1 j = EF -

WINDOWS
JCnokies E’] mylog

“:f Favoarites
_JSkart Manu

UserData
File name: | Qpen I
Save az type: ITe:-ct with headers LI Cancsl |
21
Save i I@ Deskiop j L] cf B
|7 2438 FS Case TransFer Sckivity L) Deskkop Tk
|2 24658.05 Activity Flow Revisions |2 Deskkop Tte
|7 &d Hoc Reports |C3)E-Forms
|2 AFIS rules ICIEFS chanae
|-) CA application count comparison IZ) Ernail back.
|7 Changes to Total Resources window I Expand ret
KN 2

File hame: ITest_F! eport_Guesng Save I
Save a3 type: IE:-:c:el with headers j Cancel |
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Recording of ACE (Agile Communication Environment) Calls

POS was updated to record telephone interview calls made through the POS ACE interface effective
December 30, 2013.

When the Eligibility Specialist (ES) initiates a call from ACE and the contact is confirmed, a pre-recorded
message is played alerting the applicant/participant that this call may be recorded for quality and training
purposes.

The recorded calls are available for review by authorized FIA staff in the ACE Recording Log.
ACE Recording Log

A new log was added on the POS Portal to allow review of ACE calls by authorized FIA staff. The calls
are available for 14 days.

The authorized FIA staff can:

e Search calls by worker name

e Search calls by applicant name

e Search calls by case number

e Play call recording

e Pause call recording

¢ Rewind call recording

e Fast forward call recording

e Archive call — specify reason for archiving the call (quality control, training)

ACE Recording Log Access

Authorized staff logs into the ACE Recording Log using their WMS ID and Password.

Human Resources
Administration

27 Good Afternoon ! Today is Tuesday, November 26, 2013 5:44 PM HRA Home Page

NCA SNAP Application b s i POS Management
Log POS (Paperless Office System) Console
NCA SNAP Recertification [ ———
i POS Release Notes
sl
PAM (Paperless Alternate o
NCA SNAP Deferral Log Module) (C:'C'gég"e System
i
Public Transportation
NCA SNAP Calendar Automated
Reimbursement (PTAR)
Rental Assistance
Database (RAD)
ACE Recording Log HRA One Viewer
FIA Reports Front Door Reception

(FRED)

FIA IVRS Telephone
Recert Reporting System
(IVRS)

SNAP Employment
System (FSES)

L e T
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Login Window for ACE Recording Log

, Human Resources
Administration
Department of
Social Services

ACE Recording Log

Enter your WMS User ID and Password to login

User ID |
Password |

SNAP
sites | j

| LOGIN b || CLEAR |

All data contained in this system is confidential by City, State and Federal law and
regulations. Failure to protect this information fram unauthorized use or disclosure may
subject you to discipline as well as financial, civil and criminal penalties, up to and
including incarceration.

By logging into this system, you agree to these terms of use.

Modified on 09/27/2013

If you forget your password please contact Help desk:
e 718-510-0551 or send email to: Helpdesk-
P PoS Portal # HRA Home 0 Help POS@hra.nvc.gov

ACE Recording Log Enrollment

The POS Enrollment window was updated to allow Supplemental Nutrition Assistance Program (SNAP)
management to identify users that can access the ACE Recording Log. The enroliment coordinator will
choose the ACE Recording User checkbox in the Special Tasks window in the POS Enrollment
window.

ACE Recording Log

./ /localhost:4675/ACECalIRecording.aspx - Microsoft Internet Explorer provided by Human Resources Adminiski - |EI X
Yy ) —1 Q
@ & |
?ctE RFedl?ord g Log b At Archive 5.;;![:‘ t’/‘
enter : Search eied o i Help
ACE Call Recording Reports  Archieved Calls
Search By Filter By
© pat 111812013 2 o Ca
&y fal © NOT REVIEWED

11/18/2012

AFFLICATION

11/18/2013 09 APPLI ON

11/18/2013[10
11/18/2012 0%

NOT REV

11/18/2012[10

11/18/2013 02! NOT REVIEWED RECERTIFI

RECERTIFI

11/18/2012 08
11/18/2013 09

11/18/2012[11:34 AM 00:08:24

11/18/2012 0% NOT REVIEWED

W 00:2

NOT REVI

11/18/2012(09:41 AM 00:0 VED AFFLICATICN

11/18/2013 12:08 PM 00:08:51 NOT REVIEWED RECERTIFICATION

11/18/2012[11:43 AM RECERT! TION
11/18/2012 01:01 PM 00:12:04 RECERTIFICATION
11182012 10:44 AM 03:42:11 APPLICATION
11/18/2013 05:55 AM 00:15:13 NOT REVIEWED APPLICATION

11/18/2012 11:26 AM 00.05.58 NOT REVIEWED RECERTIFICATICON

11/18/2012 11:23 AM 00:10:51 NOT REVIEWED APFLICATION

NOT Rl

ED RECERT!

11/18/2012(02:34 PM 00:01:18 TION

11/18/2012 10:26 AM 00:00:24 NOT REVIEWED RECERTIFICATICN

12345|
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ACE Recording Log Tab

The ACE Recording Log opens with the ACE Recording Log tab, with the following buttons enabled:

Button

Description

Search

Opens a search window

Find Related Calls

Opens Find Related Calls window for a selected case

Review Evaluation

Opens Case Evaluation window (read only)

Archive Call Archives call
Start Call Review Once row is selected it retrieves details of that row
Help Opens the Help about Screen
e ¢ C
Q QA B @
Saarch Ralated Archive Slart Call
| ] Calls Call R iEw Hulp

The ACE Recording Log tab will include the following columns:

Column Description
Change Center TIPS Location that completed the call
Date Sort by Date in descending order
Time Sorts by Time in descending order
Duration Displays Duration of call (hour and Minutes)

Worker Name

Worker making the call

Case Number

Applicant/Participant’'s Case Number

Case name Applicant/Participant's Case Name
Dialed Number Phone number for ACE call
Reviewed History of review activity

Activity POS case activity

Archived Reason

Sorts by reason

Archived By

The staff person who archived the call
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ACE Call Recording Tab

calhost:4675/ ACECallRecording.aspx - Microsoft Internet Explorer provided by Human Resources = 0] %
£ \ —
ACE Recording Log O (7))
Center : F43 Related Archive
Cans call Halp
ACE Call Recording Reports  Archieved Calls
Search By Filter By
111182013 Can

© WoT REVIEWED

NOT REVIEWED

NOT REVIEWED
NOT REVIEY
NOT REVIEY

NOT REVIEY
NOT REVIEY
NOT REVIEV

2 01:01 FM 00:12:04

2 10:42 AN 00:£2:11

MPLETE &

11/18/2013 NOT REVIEWED
11/18i2012 NOT REVIEWED RECERTIFICATION
11/18/2012 00:10:51 NOT REVIEWED APPLIC,

1/18/2012 02:24 FM
11/18/2012 10:

00:01:18

NOT REVIEWED RECERTI!
NOT REVIEWED RECERTI

A1 00:00:24

12345

Search area

The following window appears when the user clicks on the Search button:

Search By

o Date ﬁ o Caze Name C Center

o Worker Mame o Case Number
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Find Related Calls Window

The user can also find related calls for a specific case

/2 http://localhost:46 75,/ ACERelatedCalls.aspx - Microsoft Internet Explorer provided by Human Resources Administration i [=] 3

ACE Recording Log O @ ¢ )
Center: F43 E?:v‘::-m t’:ﬁ’:o‘: N(':ma:fs Help

ACE Call Recording Reports  Archieved Calls

Case Information:

Cumently Selected Call detsils:

Duration .
Change Center n s | WorkerName | Case Number Reviewed Archived Reason

11182013 |1 WED  RECERTIFICATION

Cthar Relsted Calls found for this caze

E - SERE—

11/18/2013 NOT REVIEWED FRC

11182012

NOT REVIEWED FRC

Bstart| E (-« @ EQO B E (L] dr] Sa] @v.] 4. Ba.| Es. | Eh.][@n. B | 300 | Bu | [LIcBEBRIBE 23m
Archived Calls Tab

This tab displays calls that were archived. Calls can be archived for up to 90 days. The tab includes the
following buttons:

QA 20 &8 e

J oo | o -l Bl
Button Description
Search Opens a search window
Find Related Calls Opens Find Related Calls window
Review Evaluation Opens case Evaluation window
Start Archive Call Review Once row is selected it retrieves details of that row
Help Opens the Help about Screen
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The Archived Calls tab include the following columns:

Column Description
Date Sort by Date in descending order
Time Sorts by Time in descending order (after date has been
sort)
Duration Displays Duration of call (hour and Minutes)
Worker Name Worker making the call
Case Number Applicant/Participant’s case Number
Case name Applicant/Participant’s Case Name
Dialed Number Phone number for ACE call
Reviewed History of review activity
Activity POS case activity
Archived Reason Sorts by reason
Archived by History of Individuals that archived the call

Archive Calls Window

ACE Recording Log
Center : F43

localhost: 4675/ ArchievedCalls.aspx - Microsoft Internet Explorer provided by Human Resources Ac

ACE Call Recording Reports Archieved Calls

Search By

T1M82013

Filter By
0 Center [F4D = C oAl

T Mot Reviewed

T Progress

T Review Complete

Help
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When there is a request to archive a call, the following pop-up window will appear requesting reason for
archive.

CALL ARCHIWE

Pleaze select the reason for Archiving the call:

C Guality Contral

(] Training

& Disciplinary
Ok | Cancel |

Call Review Evaluation

The review must answer all listed questions. If they answer No for certain questions, a pop-up window
appears asking for additional information, as shown below. The reviewer can enter comments with
additional details.

The following questions appear for the call reviewer:

Did the staff person ask the applicant/participant if they have an Access NYC account?

Did the staff person explain the benefits of having an Access NYC account?

Did the interviewer identify him/herself and purpose of the call?

Was appropriate language used?

Did the staff person let the client know approximately how long the interview would take?

Did the staff person speak clearly and in a pleasant tone of voice?

Was the appropriate hold technique/handled dead air used appropriately?

Was the staff person knowledgeable and able to answer all the applicant/client’s questions?

Was the information communicated to the applicant/participant by the staff person correct and

accurate?

10. Was the referral/deferral completed correctly? Was it necessary?

11. Did the staff person summarize the next step(s) for the client?

12. Did the staff person offer assistance?

13. Did the staff person information the applicant/client that in addition to dropping off the document, mail
or fax options are available?

14. Was the fax number offered to the applicant/client?

15. Was the fax number correct?

16. Enter any additional comments here:

CoNoOA~WNE
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Call Review Window

Call Review Evaluation: Please answer all of the guestions below:

Did the staff person ask the spolicant/participant if they have an Acoess NYC scocount™
Did the staff person explain the benefits of having an Acoess NYC sccount™

Did the intervigwar identify him/her s2lf and purpose of the call?

Was sporogrists |sngusge ussd”™

Did the staff person let the dient know spproximately how long the interview would take?

Did the staff person spesk clesrly and in 3 plessant tone of voice™

Was the hold technigue/! dead sir used istely?
Wss the staff person knowledgestle and sble to answer all the spelicants/dient's questions?

Wss the information communicated to the spplicsnt/participant by the staff person comect and sccursts?
Wss the referslidefers] completed comactly? Was it necsssany?

Did the staff person summarize the next stepls) for the disnt?

Did the staff person offer sssistancs?

Did the staff persen infarm the applicant'dient that in additien to drepping off the documents, mail or fax eptions ar= available?

‘Was the fax number offered to the applicant/dient?

i I TS T TS T B R B R TS Rl M RS s 1
T

Was the fax number comact? & s

Enter any additional Comments here:

SPIZMAN MARIAR Case Review [

Call Review Evaluation Pop-Up Response Windows

If appropriate language was not
used, please select one of these
options:

() Primary spoken language not used

() Interpreter not contacted or not available

If appropriate hold technigue/
handled dead air was not used
appropriately, please select one of

these options:
() Disengaged conversation abruptly

() Extensive wait time without explanation
[:j Talking to others heard in the background




ATTACHMENT D

Desk Guide: ACE Recording
Date: December 30, 2013

Call Review Evaluation Pop-Up Response Windows (continued)

If staff person did not speak clearly
and in a pleasant tone of voice,
please select one of these oplions:
{7 Judgmental

) Intimidating

Fude
Abrasive

() Inappropriate language used
Comments

If staff parson did not communicate
correct and accurate information, please
select one of these options;

Cited incorrect policy

Failed to address applicant/participant inguiry
Comments

If a referral/deferral was not
completed correctly or was not
necessary, please select one of
these options:

() Requested unnecessary documents
() Made incorrect referral

() Cited incorrect imeframe deadline

i)

If staff person did not summarize
next step(s), enter comment here:
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SNAP Front End Review (FER), Phase I

The Investigation, Revenue and Enforcement Administration (IREA) in conjunction with the Family
Independence Administration (FIA) Supplemental Nutrition Assistance Program (SNAP) created a new
SNAP POS activity in June 2013.

The Supplemental Nutrition Assistance Program -Front End Review (SNAP-FER) system gives the IREA
worker the ability to review the SNAP application and make a recommendation to SNAP based on their
own findings or results.

Phase Il of the SNAP-FER functionality will be implemented on January 13, 2014.
SNAP FER Window for IREA

The SNAP-FER window for IREA in the SNAP-FER activity was updated to add new web services to
retrieve collateral matches:

LexisNexis Instant Verify
LexisNexis Credit Report Match
TLC Match

Marriage Match

The updated window includes the following tabs:

LexisNexis Instant Verify

LexisNexis Credit Report Match

Taxi Limousine Commission (TLC) Match

Marriage Match

IREA (Investigation, Revenue and Enforcement Administration) Recommendation

SNAP FER Window for FIA

The SNAP-FER window for FIA in the SNAP Application Interview activity was updated to include the
following tabs:

LexisNexis Instant Verify

LexisNexis Credit Report Match

TLC Match

Marriage Match

IREA Recommendation/FIA Decision

SNAP FER Completion Edit in SNAP Recertification Interview

The following completion edit was added to the SNAP Recertification Interview to require an entry in
the FIA Recommendation section of the SNAP Front End Review window within the SNAP
Application Interview when there is a recommendation from IREA:

e The SNAP FER recommendation was received from the IREA Reviewer, but the SNAP FER screen
was not annotated by the FIA worker. The case cannot be completed until the SNAP FER window is
annotated in the SNAP Application Interview.
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Updated SNAP-FER Window (LexisNexis Instant Verify Tab Displayed)

This tab displays the LexisNexis Instant Verify collateral results. If there are multiple matches, the IREA
Worker clicks the Forward and Back arrows to navigate between results.

FER Indicator
I—

Case Information

Case Number Case Name SNAP Case Status Address Apt City State Zip Code
LexisMexis LN Credit TLC Match Marriage IREA
Instant Verify Report Match Recommendation
Individual Status
CIN Ln Last Nama First Namea Middle Sex DOB SSN Ind. St

M| 4] |pagetof2r | M)

LexisNexis Verification

Status LexisNexis |D
Verification Checks
55N matches First and Last name Fail
SSN is valid per SSA format Fall
SEN is Mot listed as deceased. Fail
MNumber of identities associated with SSN is below the Pa
S5
threshoid value.
Address Is Not a Mall Drop. Fall
Address s Not High Risk Fall
Address is Mot Business, Fall
Ownership of the Property is verified (historical) Fail
Occupancy of the Address is verified (historical). Fail
Cumrent residency of the address is verified. Fail
Comments
-~
~
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Updated SNAP-FER Window (LexisNexis Credit Report Tab Displayed)

This tab will display the LexisNexis Credit Report collateral results. The IREA Worker clicks on the
Request Credit Report link to request the information. The IREA Worker clicks on the Display Credit
Report link to display the match results. If there are multiple individuals, the IREA Worker clicks the
Forward and Back arrows in each section to navigate between results.

FER

Case Information

State Zip Code

Case Number Case Name SNAP Case Status

LexisMexis LN Credit TLC Match Marriage IREA
Instant Verify Report R Match Recommendation

Individual Status
CIN Ln Last Name First Name Middle Sex Doe SSN Ind. St
W4 pagerofar | MM
Request Credit Report (PDF] _ Display Credit Report

Comments

["Previous | [ save |
JSLEvous | fuBe
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Updated SNAP-FER Window (TLC Match Tab Displayed)
This tab will display the TLC Match collateral results. It displays two sections:
e TLC Business Owner Match - If there are multiple matches, the IREA Worker clicks the Forward and

Back arrows in each section to navigate between results.

e TLC Driver Match - If there are multiple matches, the IREA Worker clicks the Forward and Back
arrows in each section to navigate between results.

CFX

FER Indicator

Case Information
Case Number Case Name SMAP Case Status Address Apt City State Zip Code
LexisNexis LN Credit TLC Match Marriage IREA

Instant Verify Report e Match Recommendation

Individual Status
CIN Ln Last Name First Name Middle Sex DOB 55N Ind. 5t

W] ] pagenofzr | | ml
TLC Business Owner Match _

Business Owner Information Base/License Information
Principal Owner SSN Base Mame
Principal Owner Name Base License
Principal Owner DOB Period Expires
Principal Owner Title License Typa
Base Address
Building Strest Apt# City State Zip Code

A4 4] Page1of27 | b |i]
TLC Driver Match

Drivers Information License Information 2
Driver 85N Driver License License Type Criver DOB
Divaptiame Period Expires License Status
Driver Address
Bldg Mo Street APT City State Zip Code
Income Information
Fair Amount Tip Amount Period (MMYYYY)

a4 4] |Page1ofz7 | »|m| ¥

Comments

| Previous Save
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Updated SNAP-FER Window (Marriage Match Tab Displayed)

This tab displays the Marriage Match collateral results. If there are multiple matches, the IREA Worker
clicks the Forward and Back arrows to navigate between results.

FER Indicator

—

Case Information

Marriage License & Ceremony Data
License Number
Match Type
Ceremony Date
Ceremony Place

Bride Information

Father's First/Last Name

Father's Birth Country

Comments

',':hel'rious ]

Case Number Case Name SNAP Case Status Address Apt City State Zip Code
LexisNexis LN Credit TLC Match Marriage IREA
Instant Verify Report i, Match Recommendation
Individual Status
CIN Ln Last Name First Name Middle Sex DoB SSN Ind. St

Ceremony Address
Ceremony City
Ceremony State/Zip

Ceremony Country

First Name Address DoBs
Last Name APT Birth City
Middle Name City Birth State
Surname (new) State Birth Country
Bride AKA zip Occupation
SSN Country
Father's First/Last Name Mather’s First/Last Name
Father's Birth Country Mother's Birth Country

Groom Information
First Name Address DOB
Last Name APT Birth City
Middle Name City Birth State
Surname: State Birth country
Groom AKA zip Occupation
SSN Country

Mother's First/Last Name

Mother's Birth Country

[Csave ]

Me] 4| Pagenrof2r | v M|
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Updated SNAP-FER Window (IREA Recommendation Displayed)

This tab displays the existing IREA Recommendation section.

FER Indicator
Case Information
Case Number Case Name SNAP Case Status Address Apt City Stata Zip Code

LexisNexis | LN Credit Marriage IREA
Instant Verify | Report || L=G-Match mmn

IREA Recommendation

P s laoonmoon
[[]Bev 230 Date Sent 00/00/0000 Response Date |
() Accept Case (_) Deny Case (O Reduce Budget () Recommendation Pending () Accept-Pending W-113K
SNAP-FER R dation R {Use only when jation is Deny or Reduce) | EI-Excess Income ~
Comments
~
~

The new fields were also added as read-only fields in the SNAP Front End Review window in the
Approve SNAP FER for the IREA Supervisor, and in the SNAP Application Interview for the ES and
Approve SNAP Application Interview for SNAP Supervisor at the SNAP Center.



ATTACHMENT E

Desk Guide: SNAP Front End Review (FER), Phase I
Date: January 13, 2014

SNAP FER Window for FIA

The SNAP-FER window for FIA in the SNAP Application Interview activity was updated to include the
following tabs:

LexisNexis Instant Verify

LexisNexis Credit Report Match

TLC Match

Marriage Match

IREA Recommendation/FIA Decision

The LexisNexis Instant Verify, LexisNexis Credit Report Match, TLC Match and Marriage Match
tabs will include the same information as the IREA version of the window.

Updated SNAP-FER Window (IREA Recommendation/FIA Decision Tab Displayed)

This tab displays the existing IREA Recommendation/FIA Decision section.

==X

Case Information
Case Number Case Name SMNAP Case Status Address Apt City State Zip Code

REA
Recommendation/
FlA Decision

Marriage

LexisNexis LN Credit
Report Match

Instant Verify R I TLC Match

Recommendation from IREA

() Accept Case () Deny Case (%) Reduce Budget () Recommendation Pending () Accept-Pending W-113K
SNAP-FER Recommendation Reason: (Use only when recommendation is Deny or Reduce) El-Excess Income v

IREA n C

FIA Decision based on IREA’s Recommendation

() Case Accepted () Case Denied () Budget Reduced [ Disagree with IREA’s Findings

Comments
| _ ;

Previous Next
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