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Revision to Policy Bulletin

This policy bulletin is being revised to inform staff that Service Now
(SNOW) is a new and preferred method for contacting the FIA Call
Center with policy and procedural questions. See updated
instructions on page 2 of this policy bulletin.

Policy Bulletin

The FIA Call Center responds to questions received from Family
Independence Administration (FIA) staff. The questions must come
from FIA staff. FIA line level workers must first discuss their
questions/issues with their trainer or supervisor. If the discussion
does not provide an answer to the worker’s question, or if further
clarification is needed, then a request to the FIA Call Center can be
made by the staff member, the trainer, or the supervisor.

Staff should use the HRA eDocs search engine on the HRA Intranet
to locate procedures that may provide answers to their questions.

See PB #17-109-OPE Requests to the FIA Call Center to update non-citizen information on
I"\’,r_g(‘)% ;“bm'ss'on ofthe | the Inter-Agency Date of Status (DOS) and Date Entered Country

' (DEC) Transmittal Form (W-200B) must be reviewed, approved, and
submitted by the Benefits Access Center AJOS Il Immigrant Liaison
or by the NCA SNAP Center’s Supervisor/Director’s Designee.

Note: When submitting a W-200B to change non-citizen information
in WMS, staff must always use the most current version of the form
and must submit legible documentation, in PDF format (files ending
in .pdf) only, to support the change.

HAVE QUESTIONS ABOUT THIS PROCEDURE?
Call 718-557-1313 then press 3 at the prompt followed by 1 or
send an e-mail to FIA Call Center Fax or fax to: (917) 639-0298

Distribution: X
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The FIA Call Center does not respond to questions from:

e Applicants or participants

e Individuals not employed by the Department of Social
Services (DSS)/Human Resources Administration
(HRA)/Department of Homeless Services (DHS)

e Advocates/attorneys (outside of the agency), etc.

The FIA Call Center responds to questions related to published FIA
procedures regarding Cash Assistance (CA) and Supplemental
Nutrition Assistance Program (SNAP) policy.

Note: This includes policies and procedures related to Cash
Assistance such as Career Services, Homelessness Prevention
Administration, etc.

The FIA Call Center can be contacted by:

e submitting a self-service ticket in Service NOW (SNOW)
through the ITS Incident Portal at https://nychrapro.service-
now.com/sp,

e email at FIA Call Center Fax at fiacallcenter2@dss.nyc.gov, or

e telephone at 718-557-1313, then press 3 at the prompt
followed by 1, or

e facsimile at 917-639-0298 (use fax for Date of Status, Date of
Entry, or Alien Citizenship Indicator changes only).

Contacting the FIA Call Center Through SNOW

The preferred way to contact the FIA Call Center is through Service
NOW (SNOW).

Staff should submit a self-service ticket in SNOW through the ITS
Incident Portal at https://nychrapro.service-now.com/sp, by

o clicking Request Something
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o and then selecting ‘FIA Call Center Request”.

My Tickets

Home 2 Service Catalog ¥  All Categories Search Catalog | Q |
Categories Popular Items | =

Account and Access Create Incident (End U... FIA Call Center Request User Account Request ...

Pr

ocedure Inquir

Can We Help You?
al Network
Communicaticns and Callabo... ua e ailbo
Employee Services View Details View Details View Details
Files and Documents
. Folder Permission Req... Multi-User LAN ID Form SVC ID Request

nfrastructure Management

Req ser(s Multi-User LAN ID Form SVC ID Request
Standard Changes cee:

View Details View Details View Details

The staff member (requestor’s) contact information will be pre-
populated. The requestor will complete the remaining fields, subject
and subcategories, then submit attachments, as necessary.

Home ¥ FIACall Center Request | Search Catalog

FIA Call Center Request

ocedure Inquiry Requ -

This form is used by staff to request assistance and/or clarification of policy and procedural issues.

Required info

* Indicates required

* Requested for

@  Michelle Papillon *®

*Program Area

‘CustumerSuppud ‘ . ‘
*Subject A
[rore- B

Watchlist User

Case Number

* Requested Via

‘E-Msit ‘ " ‘

*Im:uu‘,' Description

To add an attachment, click the ' next to ~d9atachments
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Next, select the appropriate file from the desktop or saved folder.

@ open >
A4 == 3 This.. » papidddd (. w [+ O Search papid0d4 (\hd03ho...
Organize = Mew folder FE - i ] 0

& OneDrive - NYC D [ 12 INF 07 Determination of EAF Form LDSS-4403.pdf =] Calho
@%—ADM—'I? Mandatory Disability Determinations. pdf =| Captu
& This PC (292 ADM-47 HEAP SUA secondary tenant.pdf [ Car Fa

_ 3D Objects @QE—INF—M Medical Assistance Disability Approval Motice Option.pdf @Carr}r

q [ Desktop 6@ $5_INF-22.pdf Residing in a Institution.pdf I Carry
@ Documents @QS_INF-?_Z.pdf Student Meal Plan.pdf FlCarry
* Downloads @About NYC Civic Corps.pdf @Caseﬁ
J" Music @Begin - B2W Program Implementation.pdf @Case#
. I3 Birth Death Records Request Precedure.pdf [E3 Cash 4
E=| Pictures @Broker's Fees.pdf @Cashi
B Videos [3") Brooklyn Attendance 09-D7-2021xlsb [ Cash 4
= Windows7HD (C g37) Brooklyn Service Center Attendance xlsh I Cash 4
- System Reservec @Bmoklyﬂ Service Center Attendance 1.xlsb @Chang

= netlogon (WDC4 @Budgeting 551 35A Income for Food Stamps. pdf @Child
<@ I Bureau of Reconcilliation and Control - BORAC.pdf EEg Child
=% Network i RS e
File name: | | | Anfiles ¢ ~

Then press “Open” to insert the attachment to the request.

The attached document will be displayed between the “Inquiry
Description’ box and the ‘Add attachments’ box.

Home » PCCfequest | Search Catalo

|Custnrv'\er5u|;pn|'t | - ‘

* Subject A

(“one- <)

watchlist User

Case Number

* Requested Via

|E—Ma|l | - ‘

* Inquiry Descrition

JV
d2-INF-0

03 Attachment.pdf (34.7 KB) & 3¢

[

just now

P |nad azachments

To add additional PDFs, repeat the steps described above.
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Contacting the FIA Call Center by Email, Fax, or Phone

When contacting the FIA Call Center by email, phone or fax the staff
should provide the following information:

first and last name,

Windows login ID,

telephone number,

Center name and number,

Supervisor's name (required for W-200B requests),

subject matter of the question (i.e., CA, SNAP, employment,

housing, etc.),

e background information including policies/manuals that have
already been searched for an answer to the question,

e the question requiring a response, and

e attachments in .pdf format only, of any supporting documents.

Questions received by phone, fax or email will be logged into Service
NOW and a request ticket will be created and auto emailed to the
requestor.

The auto-generated email will come from: nychrapro@service-
now.com. The email header will contain an indication that it is from
the IT Service Desk, an external site, and the incident number.
(See example below).

Email header

N
4 I
[EXTERNAL] Incident RITM0000000 has been opened

The body of the email will contain a summary of the information
submitted by the requestor. (See top of next page).

FIA Policy, Procedures, and Training 5 Office of Procedures
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Soﬁu&mge

Request RITM has been opened on your behalf.
Request #: RITM

Due Date: 2022-12-16 14:37:09

Opened At: 2022-12-16 14:37:09

To view your ticket, click here

Policy and Procedure Inquiry Request

Requested for: Michelle Papillon
Program Area: Information Technology
Center:

Subject A: Employment

Subject B: Policy

Subject C: ABAWD

‘Watchlist User:

Case Number:

Requested Via: Other

Inquiry Description: TEST

Ref:MSG

If the staff would like to follow-up with the ticket, they can click the
blue ‘here’ link in the initial ticket email they received or go to the
SNOW portal and click on My Tickets’ and select the ticket on which
they would like to follow-up.

Responses to all
questions will come via | FIA Call Center staff will research the question and provide a

email from the FIA Call | response by email from the FIA Call Center Fax.
Center Fax.

The requestor will receive an auto-generated email from:
nychrapro@service-now.com with a header indicating that the
incident has been resolved and the resolution of the query.
(See below).

Email header

N

4 N
[EXTERNAL] Incident RITM0000000 has been resolved

The resolution email will contain the resolution, incident number, and
a link to view any additional information on the request.
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Depariment of

Socipl Services

Your request RITM has been completed.
Request #: RITMI

Due Date: 2022-12-16 14:37:09

Opened At: 2022-12-16 14:37:09

To view your ticket, click here

Policy and Procedure InguirpgRequest

Requested for: M

Program Area: Information Tedhnology
Center:

Subject A: Employment

Subject B: Policy

Subject C: ABAWD

Watchlist User:

Case Number:

Requested Via: Other

Inquiry Description: TEST

Ref:MSG:

Staff should click the blue word ‘here’ to view the additional
information.

Staff should create a new request if they need additional assistance
with the query.

Effective Immediately
Related Item:
PB #17-109-OPE  Revisions to the Inter-Agency Date of Status

(DOS) and Date Entered Country (DEC)
Transmittal (W-200B)
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