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MEMORANDUM

DATE: February 20, 2018

TO:

Job Center Directors, Non-Cash Assistance (NCA) Supplemental Nutrition
Assistance Program (SNAP) Center Directors

FROM: James K. Whelan, Executive Deputy Commissioner Office of Policy,

Procedures and Training

RIAVE!

SUBJECT: RAR/HVN Center 90 Changes in the Intranet Quorum (IQ) System

The RAR/HVN Center 90 and Office of Constituents Services (OCS) staff use the 1Q
System as part of their daily function in servicing applicants and participants that
request or are granted a reasonable accommodation and/or home visit
needed/homebound status. Effective December 29, 2017, changes were made to the
IQ system that affects how Center 90 and OCS use the IQ system.

Changes to the IQ System are the following:

Center 80 and OCS are now able to designate a call as an Emergency or a Non-
Emergency. Cases identified as an emergency (impending eviction, utility shutoff
notice or no food) will be listed in red at the top of the RAR queue. Center 90 must
prioritize cases marked as emergency and contact the individual on the same day or
the next business day to further evaluate the emergency and take any necessary
actions (i.e. schedule a home visit, request extension from utility provider, etc.).
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CD #18-01

 Center 90 staff are now able to enter comments in the People Record section. The
people record is a contact record composed of profiles of individuals known to the
system. These profiles contain personal information such as, name, address,
telephone number and any customized fields. Staff at Center 90 should document
important information observed during the home visit or information communicated
at the home visit (i.e. client has mobility issues, allow longer time to answer door).
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e A new section called HVN Inquiry Tasks has been added to the FIA RAR
Operations Unit workflow. This section allows the staff at Center 90 to select a
Task Name and a Task Outcome. For every Task Name selected a Task Outcome
must be selected. If a Task Outcome is not selected, the workflow cannot be
completed. The Task Name and Task Outcome are as follows:

Task Name Task Outcome

Home Visit Home Visit Successful

Home Visit Unsuccessful

Rescheduled Home Visit HRA Request
Rescheduled Home Visit Client Request

Client Outreach Information Provided

Home Visit Scheduled

No Client Response — Staff should do at
least two outreach attempts before closing
the workflow.

Case Update Issued EBT Card

Issued Benefits

Mailed CAS Forms*

Mailed Eligibility Documents*

No Client Response

Other Update

*If mailed documents or forms is selected,
workflow can be closed once completed.
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CD #18-01
- If multiple tasks are required to properly document the needs of the individual,

staff is allowed to add multiple tasks to one workflow. The multiple tasks should
be added during the interview or home visit.

Task Name: ~| Task Date: T outcome: R
HV Date: 9 Time: Assgned To:
e o i
Doc¢ Request: 1 Received: 7 Client Delay: ¥ commens 4

- For all scheduled home visits, the Notice of Scheduled Home Visit (FIA-1028h)
must be sent to the applicant/participant and documented in the comments
section.

Attachment:

FIA-1028h Notice of Scheduled Home Visit
FIA-1028h (S) Notice of Scheduled Home Visit (Spanish)
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FIA-1028h (E) 02/14/2018 (page 1 of 2) LLF

Date:

Case Number:

Case Name:

Center:

Notice of Scheduled Home Visit

[ ] This notice is to let you know that someone from the Human Resources Administration
(HRA) will visit your home. On , we spoke to you about this visit.

We agreed to schedule your home visit for:

CIAM  [1PM

€ to talk| with you to schedule a

somegne can visit you at home.
You must call us within five business days of receiving this notice.

The purpose of this home visit is to discuss:

[ ] You must have the documents listed below when we do the home visit:

See next page -
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If you have any questions or cannot keep this appointment, call the telephone number on
page 1. You must call us before the time scheduled for your home visit.

L] This is a mandatory eligibility appointment. If you do not keep this appointment or call
us, your Cash Assistance and/or Supplemental Nutrition Assistance Program (SNAP)
benefits may end or be reduced.

[] This is a nonmandatory eligibility appointment.

[ | This is not an eligibility appointment.

A medical or mental health condition or disability may make it hard for you to

understand this notice or to do what this notice is asking you to do. This kind of condition

may make it hard ou to otherservices-at | ~Af this is true , we can help
you. Call us at -557-138 /\ ou ha?/\? a ri[; tc mr this kind of help under the law.

@ [ —/ |
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Fecha:

Numero del Caso:

Nombre del Caso:

Centro:

Aviso de Visita Programada al Hogar

[ ] Por el presente este aviso le informamos que la Administracién de Recursos Humanos
(Human Resources Administration — HRA) visitara su hogar. El :
hablamos con usted sobre esta visita.

Hemos acordado programar su cita segun indicado a continuacion:

N —

Fecha de | /\ LIAM  [IPM
Si usted no pue [ [ 2 < inmediaie-e-l:—,

L] Por el preserite_aviso/I¢ ido hablar con usted para
programar una-isi 2 Llamenos rSJ—pGFEiq-feFma;Jlos cuando

podemosvisitar su hogar. Usted debe llamarnos dentro de cinco diaslaborables de haber
recibido este aviso.

El objetivo de esta visita al hogar es tratar siguiente tema:

[] Usted debe tener los siguientes documentos durante nuestra visita a su hogar:

Vea la préxima pagina -
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Si usted tiene alguna pregunta o si no puede cumplir esta cita, favor de llamar al numero de
teléfono en la pagina 1. Usted debe llamarnos antes de la hora programada de su visita al
hogar.

[] Esta cita de elegibilidad es obligatoria. Si usted no cumple esta cita o no nos llama,
sus beneficios Asistencia en Efectivo y/o del Programa de Asistencia de Nutricion
Suplementaria (SNAP) se pueden terminar o reducir.

[ Esta cita de elegibilidad no es obligatoria.

[] Esta cita no es de elegibilidad.

El padecimiento de una afeccidén o discapacidad médica o psiquiatrica puede
impedirle entender este aviso o cumplir el mismo. Este tipo de afeccién puede obstruir el
recibimiento de gfros servicigs\de la[HRA. Si'e ion|le corresponde a usted,

S aI]H .|Gonforme a la ley, usted tiene

nosotros pod
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