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POLICY BULLETIN #06-34-EL|I

THE INTERACTIVE VOICE RESPONSE SYSTEM (IVRS)

Date:
March 8, 2006

Subtopic(s):
Recertification

This procedure can
now be accessed on the
FlAweb.

Other Centers/Offices
will be added as the
process progresses.

IVRS recertification must
be completed at least
one day before the
scheduled in-office
appointment.

The purpose of this policy bulletin is to inform Job Center and Non-
Public Assistance (NPA) Food Stamp (FS) Office Staff of the
Interactive Voice Response System (IVRS), which will provide
certain Food Stamp households with the opportunity to recertify via
telephone. This process will begin in the following NPA FS Offices:

e F43 Long Island City
e F53 Queens

The Data Sheet (W-908D) and the Telephone Recertification Letter
(W-908E) have been developed for this process and will be mailed to
the participant.

The W-908D lists details of the participant’s household known to the
New York State Welfare Management System (WMS), such as
composition and income and informs participants that if the
information listed is correct and has not changed, they can recertify
using the automated telephone recertification process. If there are
changes in the information listed on the W-908D or the information is
incorrect, the participant cannot recertify via IVRS.

The W-908E informs the participant of his/her eligibility to recertify
via telephone. It explains that if the participant has no earned income
and no changes in circumstances, as indicated on the accompanying
Data Sheet, s/he can recertify by telephone. Participants are
reminded that they also have the option of being recertified in person
at their local NPA FS Office.

The letter further explains how to recertify by telephone if the
participant chooses that option.

Samples of the forms are attached.

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



Selection of Eligible
Cases for
Recertification via
IVRS

Accessing the IVRS
Reporting System

PB #06-34-ELI

During Phase I, only NPA FS unengageabile (i.e., unemployable)
participants are eligible to recertify using the automated phone
system.

At the beginning of each month those cases that meet the above
eligibility criteria and are due for recertification in the following month
will be selected for this mailing. This letter (Mail Job #542) will be
mailed out a week after the mailing of the normal FS recertification
package. For example at the beginning of March, cases due for
recertification will be mailed the normal FS Recertification package
on March 10, 2006. Cases that are eligible to recertify by phone will
be mailed an IVRS Recertification letter on March 17 2006.

An IVRS reporting system has also been developed and is available
on the HRAweb application section. This report will list all cases that
are eligible to recertify via IVRS for a given month. The report will
also identify the households that have successfully completed the
recertification interview via IVRS with a Y in the IVRS Recert field. If
a Y does not appear in the field, the participant did not complete the
recertification interview and will have to come into or call the FS
Office to complete their recertification following current procedure.

Designated Workers must access the IVRS Reporting system daily
to determine which participants completed the recertification
interview successfully. Once the participants have been identified,
Workers must access WMS to complete a “no change”
recertification. Those participants who did not complete the
recertification interview successfully, will have to report to the FS
Office to complete their recertification in person or schedule a
telephone interview if they have a hardship waiver in accordance
with current procedure.

To access the report:

e Click on Applications in the upper right-hand corner of the HRA
intranet home page.

e Select HRA Telephone Recert Reporting System from the
listed options and the HRA Telephone Recert Reporting
System Login screen appears.

FIA Policy, Procedures and Training 2 Office of Procedures



Log In screen

Admin screen

Enter Appointment
Date screen

PB #06-34-ELI
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First time user and nead a User ID and Password?  Click here

Log in

Alraady have a User ID and Password, please sign in below

UseriD [

Password [
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Forgot your Liser 10 or Password? Click hare
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e Enter the User ID and Password, click Log In and either the
IVRS Admin or Enter Appointment Date screen appears.

The Admin screen is completed by authorized personnel only to

add/delete staff as users of the IVRS Reporting System.

R 1vis 118 Hecest Report System - Microsoft Internet Explorer provided by Human Resources Admintstration =[0ix|
Flo Edt Vew Foortes Tos b (Back v () - (¥] (2] | sewn ormenns @) 00 0L e G B i
Address [ ] bote[lmebdeffiarscert|IvRSReoot. sip B>

Yuriy Leyfman: Report

Enter Appointment Date

From: [Fet =][15 =] [Foos 3
...... v To: e SEalfee
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e Enter the From and To dates for the desired range of

recertification dates, press Submit and the Report for Centers

screen will appear.
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Report for Centers
screen

Staff will only see cases
for the Center they are
assigned to.

PB #06-34-ELI
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Address [E] hitp:/fwebd

HIYRSReport 2spx

Enter Appointment Date

Fromn: [mar =][T =][zo0e [F

The report can be
sorted by any of the
columns listed, but
multilevel searches
are not available.
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Report for Centers: F53, F43

Toe Case Appointment VRS 1
—gl (o Centers Cases U0 ot -

70 F43 00004478651F 1 No 060762765 LARIAN HELEN  3/3/2006

|— 71 F43 00004 Mo 1! 14/2006

If there is a Yes in
this RFI/SSA Hit
field, Center 43
must resolve it.

a8
72 F43 DODO4 2 Mo O ‘942006 Y indicates
73 F43 00004 o Moo 2/2006 v the case
74 FS3 00004 2 Moo 72006 \ successfu“y
| 75 F53 00004 o N O 342006 completed the
e . ves o 22006 e :
i — recertification
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Center F43
Requirements

Manual Actions
Required by Worker

A CNS notice will be
generated by this action,
therefore a manual
notice is not required.

Note: F53 cases with an unresolved Resource File Integration (RFI)
hit will not be selected for IVRS recertification.

¢ |dentify the case number(s) of the participant(s) who successfully
completed the IVRS interview, as indicated by the Y in the IVRS
Recert column, and access WMS to complete a “no change”
recertification for these participants. If a Y does not appear the
participant will have to come into the FS Office and compete their
recertification interview.

F43 includes cases with unresolved Social Security Administration
(SSA) RFI information. If there is a Yes in the RFI SSA Hits field on
the IVRS Reports for Centers screen, Workers must first review
and resolve the SSA RFI information. The case must be rebudgeted
using the data in RFI.

WMS must still be updated even if the participant successfully
completed the recertification interview by IVRS. The Worker must:

1. Calculate and save a new budget;

2. Enter a Continuing Eligibility Determination (CED) date in
Element 012 on the Turn-Around Document (TAD);

3. Enter Authorization Code 444498 in the New Authorization
Number field on the TAD;

4. Annotate the WINROQ76 to indicate that the participant recertified
via IVRS.

FIA Policy, Procedures and Training 4 Office of Procedures



Availability of IVRS
Cases

Please use Print on
Demand to obtain copies
of forms.

PB #06-34-ELI

Cases will remain in the online IVRS database for a six-month
period. If, for example, a case receives an IVRS Telephone
Recertification Notice on March 17, 2006, and has a scheduled FS
Recertification Date of April 5, 2006, with a FS Authorization to Date
of May 30, 2006, the case would remain in the online IVRS file from
March 2006 through September 2006. The case would then be
placed in a history file.

The Food Stamp Office will be able to sort and access the list as
needed, (e.g., by Center Recertification Date within Unit Worker, by
straight Next Recertification Date, by Case Number, by Successful
Telephone Interview Date).

Effective April 1, 2006

Attachments:

W-908D Data Sheet

W-908D (S) Data Sheet (Spanish)

W-908E Telephone Recertification Letter

W-908E (S) Telephone Recertification Letter (Spanish)

FIA Policy, Procedures and Training 5 Office of Procedures



Form W-908D (page 1) LLF
3/8/06

Case Number:

Data Sheet

The CITY of NEW YORK

Human Resources Administration
Family Independence Administration

Date:

Case Name:

Listed below is information HRA currently has on file concerning your Food Stamp case. We need to verify this

information to determjine if you are/stjll eligiple, for assistarice. | infdrmation [here is cprrect and has not
changed, you can re qrﬁfy\qs ng HRA!'s autornated telephone rfecertification process.

k U //\\ Hallj\s\eholﬁ/icl)mp Jsitior} )

\\ h/abe \ \ \\ // / Birthdate | SSN

~—
NIV
Shelter Information
Address of Record:
City: State: Zip:

Monthly Rent Amount: $

Mail Job #542



Form W-908D (page 2) LLF

3/8/06

Human Resources Administration
Family Independence Administration

Persons in Household with Income

Name

Income Type

Monthly Income

/7 TotaNonFy HouseHold Incom?

the VHusehold

A:Hen—ReJistration Number

Other Allowances

Allowance Type

Name of Person with Allowance

If the information on this data sheet is incorrect and/or has changed, you must recertify in person at your local
Food Stamp Office or Job Center, unless you claim a waiver for hardship situations as explained in the Notice of
Food Stamp Appointment Insert (W-129RR [Insert]), mailed to you as part of your Food Stamp recertification
package. If you are a Center 17 Family Call Center customer, go to the Bureau of Eligibility Verification, 253
Schermerhorn Street, 4th floor, Brooklyn, New York or call (718) 752-3937.



Form W-908D (S) (page 1) LLF

3/8/06 The CITY of NEW YORK

Human Resources Administration
Family Independence Administration

Fecha:

Nuamero del Caso:

Nombre del Caso:

Hoja de Datos

Mas abajo encontrard informacion que la HRA actualmente mantiene relativa a su caso de Cupones para
Alimentos. Necesita ificar lo tos para\deternjinar si usted™aun fl'jene derecho a recjbir asistencia. Si la
S

i es % cta y ha habjdo ¢ambigs)\ usted puede[receriificarse utilizando el
mati oporta% no. 7 5
\ /U\ Ni*r\vb/(#s del Hogar_/ |

0 )] pemre | L) Fecha el | Ngmerodess
\—/1] W[V

Informacion de Vivienda

Direccion Archivada:

Ciudad: Estado: Cédigo Postal:
Cantidad Mensual del Alquiler: $

Mail Job #542



Form W-908D (S) (page 2) LLF Human Resources Administration
3/8/06 Family Independence Administration

Personas del Hogar con Ingreso

Nombre Tipo de Ingreso | Ingreso Mensual

\ /7 Ingreso[Mensual Total del Hoi;ar

&
—T |
o]
«
Q
—=_|
h;
o
0O
c

dadaao# de EE.UU.

| NGmero de
Registro de Extranjero

W\
( Bamiphle
)L e

@
/
/
|
|

\NJI/E\NIRV
=/ 0 OO U |

Otros Subsidios

Tipo de Subsidio Nombre del Beneficiario

Si lainformacion incluida en esta hoja resulta incorrecta y/o ha cambiado, usted debe recertificarse en persona en

su Oficina de Cupones para Alimentos o Centro de Trabajo, a menos que usted reclame una dispensa por razén de
dificultades extremas que esté experimentando segln se explica en el Aviso de Cita de Cupones para Alimentos (W-
129RR [Insert] [S]), que se le envio por correo como parte del paquete de recertificacion de Cupones para

Alimentos. Si usted es cliente del Centro 17 de Llamadas para Familias (Center 17 Family Call Center), debe

recertificarse en el Departamento de Verificacion de Elegibilidad (Bureau of Eligibility Verification) ubicado en el 253
Schermerhorn Street, 4to Piso, Brooklyn, Nueva York o comunicarse al nUmero de teléfono (718) 752-3937.



Form W-908E (page 1) LLF
3/8/06

£ The CITY of NEW YORK

2 Human Resources Administration
FamilyIndependence Administration

Date:

Case Number:

Case Name:

Telephone Recertification Letter

HRA now has a new method to make your recertlﬂcatlon process for food stamps easier. Households with no

earned income and no
have to do is call a toll-f

system. All you

EE NUMBER (866) 761-
ile concerning your Food

changed, you can either
Stamp (NPA FS)

ecertify in pe b Center or NPA

FS Offlce unless you claim a waiver for hardshlp situations as explalned in the Notice of Food Stamp
Appointment Insert (W-129RR [Insert]), mailed to you as part of your Food Stamp recertification package. If you
are a Center 17 Family Call Center customer and the information on the Data Sheet is wrong or has changed, or
if you do not wish to recertify by telephone, go to the Bureau of Eligibility Verification, 253 Schermerhorn Street,

4th floor, Brooklyn, New York or call (718) 752-3937.

If you choose to use our new telephone recertification process:

You can call from any touch-tone telephone, 24 hours a day, 7 days a week.
You will be able to choose English, Spanish or Chinese (Mandarin) from the system options.

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

[ )
[ )
e You do not have to go to your local Job Center or NPA FS Office.
[ )
[ )

You will receive a notice in the mail indicating your continued eligibility for food stamps.

You can recertify in person at your local Job Center or NPA FS Office or by telephone. Either way, you must
recertify or reschedule your in-person appointment at least one day before the date on the Recertification
Appointment Notice previously sent in your recertification package.

Mail Job #542



Form W-908E (page 2) LLF Human Resources Administration
3/8/06 Family Independence Administration

How to Recertify by Telephone

If you choose to recertify by telephone, simply call (866) 761-8357 from a touch-tone phone. This must be done
at least one day before your recertification appointment date. Please have the enclosed Data Sheet in front
of you when you call. You will be asked to enter your Social Security number and your date of birth. Then you will
be asked to answer either “Yes” or “No” to a series of questions.

Once you complete the interview, you will be given a confirmation number. Write this number down and keep it
with your recertification package. Within two weeks of the completed interview, you will receive a notice in the
mail about your continued eligibility for food stamps.

If you do not complete the automated interview successfully, you will not receive a confirmation number.
This means your recertification interview will be considered incomplete. If you do not receive a
confirmation number, you must keep your recertification appointment, indicated on the Recertification
Appointment Notice.

If you decide to recertify at your Center instead of by telephone, you must do so on the date indicated on
the Recertification Appointment Notice. Iffyou can ke ppeintment, ymt call the Center at
least one day before e on't otice to\reschedule.

Enclosure: Data Sheet\(\W-908D)

1




Form W-908E (S) (page 1) LLF

3/8/06 The CITYof NEW YORK

Human Resources Administration
FamilyIndependence Administration

Fecha del Aviso:

Numero del Caso:

Nombre del Caso:

Carta de Recertificacion Telefénica

HRA tiene ahora un nuevo y mas facil método para llevar a cabo su recertificacion de cupones para alimentos.
Ahora los hogares sin ingreso salarial y sin cambios que reportar pueden realizar su recertificacion usando el
sistema de teléfono automatizado. Todo lo que hay que hacer es llamar a un nimero gratuito desde un teléfono
con teclas para contestar, :

S| DESEA REALIZAR
TELEFONO GRATUITO
RECERTIFICACION.

NO, TIENE| QUE LLAMAR AL NUMERO DE
DIA TES DE LA % DE SU CITA DE

=0

Adjunta se encuentra lista toda la|informacion actual que HRA tiene
archivada concerniente a & s . Si la informacidn en la Hoja de Datos es correctay
no ha cambiado, usted puede recertifi ) ftglé entarse en persona a su Centro de Trabajo local u
Oficina de Cupones para Alimentos de No Asistencia Publica (Non-Public Assistance Food Stamp — NPA FS). Si
esta informacion es incorrecta o ha cambiado usted tiene que acudir a dicho local u oficina en persona para
recertificarse, a menos que usted reclame una dispensa por razon de dificultades extremas que esté
experimentando segun se explica en el aviso Aviso de Cita de Cupones para Alimentos (W-129RR [Insert] [S]),
gue se le envio por correo como parte del paquete de recertificacion de Cupones para Alimentos. Si usted es
cliente del Centro 17 de Llamadas para Familias (Center 17 Family Call Center) y la informacion en la Hoja de
Datos es incorrecta o a cambiado, o si no desea recertificarse por teléfono, debe recertificarse en el Departamento
de Verificacién de Elegibilidad (Bureau of Eligibility Verification) ubicado en el 253 Schermerhorn Street, 4to Piso,
Brooklyn, NY o comunicarse al nimero de teléfono (718) 752-3937.

Si usted opta por utilizar el nuevo proceso de recertificacion por teléfono:

¢ Puede llamar desde cualquier teléfono con teclas, las 24 horas del dia, 7 dias a la semana.

e Podra elegir inglés, espafiol o chino (mandarin) de las opciones del sistema.

o No es necesario que se presente a un Centro de Trabajo u Oficina de Cupones para Alimentos de No Asistencia
Publica.

¢ Recibird un nimero de confirmacion al completar la entrevista telefonica.

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

Usted puede recertificar en persona en su Centro de Trabajo u Oficina de Cupones para Alimentos de No
Asistencia Publica o por teléfono. De ambas formas, tendrd que recertificarse o reprogramar su cita en persona
por lo menos un dia antes de la fecha en el Aviso de Cita de Recertificacion (Recertification Appointment
Notice) que le fue enviado previamente en el paquete de recertificacion.

Mail Job #542



Form W-908E (S) (page 2) LLF
3/8/06

Coémo Llevar a Cabo la Recertificacién por Teléfono

Human Resources Administration
Family Independence Administration

Si usted opta por recertificarse por teléfono, llame sencillamente al (866) 761-8357 desde un teléfono con teclas.
Usted debera realizar esta llamada por lo menos un dia antes de la fecha de su cita de recertificacion.
Favor de tener en la mano la Hoja de Datos adjunta al realizar la llamada. Se le pedira que marque su ndmero de
Seguro Social y su fecha de nacimiento. Luego tendra que contestar "Si" o0 "No" a una serie de preguntas.

Al completar la entrevista, se le dara un nimero de confirmacion. Anételo y guardelo con su paquete de
recertificacion. Dentro de dos semanas de haberse completado la entrevista, recibira un aviso por correo sobre su

eligibilidad continua respecto a cupones para alimentos.

Si usted no completa la entrevista automatizada de manera satisfactoria, no recibird un nimero de
confirmacion, lo que significa que su cita de recertificacién sera considerada incompleta. Si no recibe un
numero de confirmacién, deberd cumplir su cita de recertificacion indicada en el Aviso de Cita de

Recertificacion.

Si usted decide recertificarse en su Centro en vez de por teléfono, debe hacerlo en la fecha indicada en el

Aviso de Cita de Reg
antes de la fecha en

14 cita,

Adjunto: Hoja de Dato

e

amar al

Centro p|0r lo menos un dia

1
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