m FAMILY INDEPENDENCE ADMINISTRATION

. Seth W. Diamond, Executive Deputy Commissioner P
uman Resources =
Administration ]
Department of

Social Services I
James K. Whelan, Deputy Commissioner Lisa C. Fitzpatrick, Assistant Deputy Commissioner
Policy, Procedures, and Training Office of Procedures

POLICY DIRECTIVE #09-17-ELI
(This Policy Directive Replaces PD #08-42-ELI)

REVISIONS TO THE FOOD STAMP TELEPHONE RECERTIFICATION INITIATIVE

Date: Subtopic(s):
April 3, 2009 Food Stamp Recertification
AUDIENCE The instructions in this policy directive are to inform staff at Non

Cash Assistance Food Stamp (NCA FS) Centers of the Food Stamp
telephone recertification initiative. This procedure serves as
information for all others.

REVISIONS TO This policy directive has been revised as follows:
THE PRIOR
DIRECTIVE e Corrected erroneous form number references to the Food Stamp

Telephone Recertification Brochure (BRC-901D).

e Revised instructions on the Incomplete Food Stamp
Recertification Form (W-901F) to emphasize that the participant
is required to sign page 5 of the recertification application.

e Removed instructions to generate the Request for Contact on a
Food Stamp Application (W-119) form when the participant is
required to provide missing documentation, as this form is not
used for recertifications.

e Revised instructions for when the participant has not provided the
required signature on page 5 of the Food Stamp Benefits
Application/Recertification (LDSS-4826) form during the
recertification interview.

e Provided information on the three different methods of conducting
the Food Stamp recertification interview.

e Removed instructions for handling recertification packets returned
as undeliverable by the U.S. Postal Service, as these packets will
be processed by the Mail Processing Unit.

e Included new automated process of moving deferred cases to the
MPU Deferred Recert queue upon printing of the Documentation
Requirements and/or Assessment Follow-Up (W-113K) form.

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

Distribution: X
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BACKGROUND

Correction made to
brochure number

PD #09-17-ELI

All NCA FS households must be interviewed to recertify their
eligibility for continued Food Stamp (FS) benefits. The recertification
interview may be conducted through one of the following methods:

e in-person

e automated telephone response system (Interactive Voice
Response System [IVRS])

e telephone (person-to-person)

Only NCA FS unengageable (i.e., unemployable) participants who
have no earned income and no changes to report are eligible to
recertify via IVRS. All other NCA FS participants are strongly
encouraged to recertify by telephone (person-to-person). Exceptions
to the telephone interview include households that have an individual
requiring finger imaging and households that specifically request an
in-person interview.

This procedure covers the telephone (person-to-person)
recertification process.

The FS telephone recertification initiative was implemented in 2007
at the East End (FO2) and Fordham (F44) NCA FS Centers and
recently implemented at all other NCA FS Centers. All households
except those that have individuals requiring finger imaging have
been included in this initiative.

For the purposes of this initiative, the following forms were
developed:

e Food Stamp Telephone Recertification Brochure (BRC-901D)

e Food Stamp Telephone Recertification Brochure Insert
(W-901AA)

e Incomplete Food Stamp Recertification Form (W-901F)

The BRC-901D brochure informs the household of the
opportunity to have the recertification interview by telephone and
provides answers to frequently asked questions.

Form W-901AA indicates either the household’s telephone
number currently on record or that the Agency does not have one
on file. The participant is instructed to call his/her designated
NCA FS Center (the telephone number is provided on the notice)
if his/her listed telephone number is incorrect or to provide a
missing telephone number if he/she wishes to recertify by
telephone.

FIA Policy, Procedures, and Training 2 Office of Procedures



The Notice of Decision
on Your Food Stamps is
system-generated by
code 295 in the Client
Notices System (CNS).

See the Telephone Calls
to the NCA FS Center
section for instructions
on handling these
requests.

PD #09-17-ELI

BRC-901D and W-901AA are sent to the participant
approximately two months before the participant’s recertification
month (the recertification month is defined as the second to last
month of certification).

Form W-901F serves as the cover letter when the Food Stamp
Benefits Application/Recertification (LDSS-4826) form is returned
to the participant because he/she did not provide the required
signature on page 5 of the recertification application.

The following forms are also used in this initiative:

Food Stamp Benefits Application/Recertification form
(LDSS-4826)
Notice of Decision on Your Food Stamps

Form LDSS-4826 is the application the participant must sign and
complete in order to recertify for FS benefits.

The Notice of Decision on Your Food Stamps provides a
scheduled date and time for the telephone interview and the
telephone number at which the participant will be contacted. The
notice also provides the telephone number to his/her designated
NCA FS Center for the participant to call if:

= the scheduled date/time for the telephone recertification
interview is not convenient for the participant;

= the telephone number listed for the household is not correct or
if the participant prefers to be contacted at another number;

= the participant prefers to be interviewed in-person.

Forms LDSS-4826 and the Notice of Decision on Your Food
Stamps are part of the recertification packet which is sent
approximately one month after the BRC-901D and W-901AA are
sent to the participant. The participant is instructed to sign and
return form LDSS-4826 along with copies of any required
documentation either by mail using the enclosed postage-paid
envelope or in-person at his/her designated NCA FS Center.
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Revised

MPU date stamps all
completed FS
recertification packets
received at the NCA FS
Center and forwards
them to the Control
Section for processing.
Recertification packets
returned as
undeliverable by the
U.S. Postal Service will
be processed by MPU.

REQUIRED
ACTION

Control Worker

If the signature is on
page 1 but not on page
5, the application filing
date is preserved but the
telephone recertification
process cannot be
completed.

Signed and completed
application

PD #09-17-ELI

FS Telephone Recertification Processing

FS telephone recertifications are processed by the Control Section
and the Telephone Recertification Group.

The Control Section is responsible for handling:

e FS recertification packets forwarded from the Mail Processing
Unit (MPU); and

e telephone calls from households regarding the FS telephone
recertification.

The Telephone Recertification Group is responsible for contacting
the household and conducting the telephone interview.

Control Section

FS Recertification Packets Forwarded from MPU

Upon receipt of the recertification packet from MPU, the designated
Control Worker will review form LDSS-4826 to confirm that the
participant provided the required signature. Although form
LDSS-4826 requests two signatures, only the signature on page 5 is
required to complete the telephone recertification process. If the
signature on page 5 or both of the signatures are missing, the
Control Worker proceeds as follows:

e If no signature at all is provided on the application, send the
participant the application, accompanying documents, and form
W-901F advising him/her to sign and return the application and
accompanying documents in the enclosed postage-paid
envelope. Annotate the Food Stamp Program Pending
Applications Control (W-706B) form.

e If a signature is provided on page 1 but not on page 5, mail a
copy of the application and form W-901F to the participant
advising him/her to sign and return the copy of the application in
the enclosed postage-paid envelope. Follow the instructions for a
signed and completed application below.

If form LDSS-4826 is returned signed and completed, the Control
Worker must scan and index it along with all the accompanying
documents (including form W-901F if sent to the participant) into the
electronic case record and execute the following actions in the Food
Stamp Paperless Office System (FS POS):

FIA Policy, Procedures, and Training 4
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FS POS actions forthe o  Access the MONIQ/FS Reception window.
Control Worker e Select the Recertification Interview Log option in the FS
Reception drop-down menu.
e The Instructions window for the Recertification Interview Log
appears. After reading the instructions, click the Close button to
proceed.

Instructions window S —

[The Recertification Interview Daily Log will display all recertification interview appointments for the
zelected date range.

To view appointments, select the search criteria and appropriate filkers, then click on Retrieve.

To filter the data that was aready retrieved, update the selections in the filter section and click Filter.
Click on Display to select the colurmns that should be displayed on the screen

Click on Print to select the columns to be printed and prirt the on-zcreen output,

Toa azsign the failed to keep tranzactions. click on the Process Failed to Keep Transactions
buttan.

Click on the Exit button to close the window.

Close |
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e The Recertification Interview Log window appears.
Execute the following actions:

The Recertification = Use the desired case search criteria in the Search by box,

Interview Log window such as:
allows NCA FS Center

staff to view past, _ . .
current, and futare Appointment Date (select date or specify date range)

recertification interview — Case Number
appointments. — Case Name

= Click the Retrieve option from the tool bar.

= Alisting of all cases that meet the search criteria appears.
Select the case from the list (selected case will appear
highlighted).

= Click the LDSS-4826 Received button.

Recertification FS POS Version 22.1
InterV|eW LO WlndOW File Retrieve Print Filker Display  Summary
g Recertification Interview Log [Center Number F23]
—Search by 1
Click & Appaintment Date " Case Number Appoinment Type ~Appainment Status Filter
.  Select Date
Retrieve |
t. S ™ Telephone Interview | [ Kept Appointment
Op on < Epecify Range ' Case Name I In-Center Interview T Failed to Keep Appointrment
From, To I Qriginal
Iusmwus [10mai0s Appoirtment date | [ None
Case No Case Name Spoken Interpreter Appt Date | Appt Time L]
d . d Lang R
Use esire E—— English Mo 1000142008 09:00 A ‘r‘E_l
search (|
. . L] English Mo 1000142008 09:00 A e
criteria
T Enalish Mo 1000142008 09:00 A e
L] Enaglish Mo 1000142008 09:00 A e
Lo o] English Mo 10/0142008 09:00 AM
Select case
from the ||St L] English Mo 1000142008 09:00 A
4] |
"LDSSAB:i\ K Failed to K P Failed
: ept ailed to Keep rocess Failed to <
Assign Received Contact [ Reschedule By inai Keep Tr . Exit
5 4

~_
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e The LDSS-4826 Received window appears. The Control Worker
completes the following fields and clicks the OK button:

= Mail Returned or Undelivered? (selecting the No option
enables the fields below)

= Signed LDSS-4826 received?

= Date LDSS-4826 Received

= Envelope Post-Mark Date

= Interview Type (defaults to Telephone)

= Contact Number and, if applicable, Extension

LDSS-4826 Received LDSS-4826 Received BER
window
Case Mumnber: i“
Cage Mame: | e ————
Select No Casehead Marme: i_
Mail Returned or Undelivered? |  Yag Mo |
Date of returned or undeliverad mail: ! Saturday | May 17, 2008 _-j
Signed | DSS-4826 recsivad? | £ Vas  Na |
Date LDS3-4826 Received: I Saturday Way 17, 2008 _.,_i
Complete Envelope Post-Mark Date: I Saturday Wy 17, 2008 _.,-;
fields Interview Type: ‘i" Telephane  In-Centar ‘
Contact Mumber: !7,7, Extension: |
Did the applicant request a new call ‘ ‘i & No ‘
tirme?
Date Saturday ,  May 17,2008 =] Time:| =
OK | Cancel |

4
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e The Control Worker is returned to the Recertification Interview
Log window. Forward the case to the Control Supervisor by
selecting the case and clicking the Assign button.

Recertlflcatlon FS POS Yersion 2.2.1

. . File Retrieve Print Fiter Display  Summary
Interview Log window Recertification Interview Log [Center Nurber F23]

[~ Search by

' Appointment Date ' Case Number Anpoinment Type —‘—Appummem Status Filter

€ Zelect Date I—
Fiiday |, Onober 3% ™ Telephone Interviews | [~ Kept Appointment

& Specify Range € Case Name I In-Center Interview ™ Failed to Keep Appointment

Eeo 19 I— [ Original
08/01/08 10/03i08 - Appointment date ™ Mone

Case No Case Name Spoken Interpreter Appt Date | Appt Time s
Lang R
English No 10/01/2008  08:00 AW VEJ
————— SSEE— |English INo | 10m152008 0900 AM e
e ORI ] Enalish No 10/0142008 | 0300 AM Yo
Select case — E— |English No | 1on12008 | 09:00AM e
oot : =
Supervisor

W — ﬁ

EETEEIIE TR Enalish No 10/01/2008 0300 AM e
—— — |English INg | 1om1i2008 0900 AM e
4 | _’l_l
—
: LDSS 4826 . Kept Failed to Keep | Process Failed to :
‘ Assign r\ Wacaicad Contact | Reschedule Appol Appol Keep Transaction Exit
- ~
- =

e The Refer Action window appears. Select the Control Supervisor
or designated person (designee) to refer the case to and click the
OK button. If a copy of form LDSS-4826 was returned to the
participant due to a missing signature on page 5, indicate this in
the Enter comments, if Any section. Also, forward the
recertification packet to the selected Control Supervisor or
designee.

Refer Action window
(select Control
Supervisor or designee)

|unit | Last Name | FirstName |Phone
o] o]

Select
Control
Supervisor
or designee

Enter comments if
participant failed to

provide the required
signature on page 5
of form LDSS-4826
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Control Supervisor
or designee

Refer Action window
(select Recertification
Group Supervisor or
designee)

Select
Recertification
Group
Supervisor or
designee

PD #09-17-ELI

Upon receipt of the recertification packet, the Control Supervisor or
designee must:

review the recertification packet. Ensure that a copy of form
W-901F is included in the packet if the participant did not provide
the required signature on page 5 of form LDSS-4826;

access the Recertification Interview Log window in FS POS
and review the case to ensure the information was properly
recorded,

select the case on the Recertification Interview Log window
and click the Assign button. The Refer Action window appears;
select the Recertification Group Supervisor or designee to
forward the case to and click the OK button;

forward the recertification packet to the selected Recertification
Group Supervisor or designee.

e T

|Unit | Last Name |  FirstMame |Phone

FIA Policy, Procedures, and Training 9 Office of Procedures



Telephone
Recertification Group
Supervisor or designee

Recertification Worker

Activities Management
window

PD #09-17-ELI

Telephone Recertification Group

The Telephone Recertification Group Supervisor or designee must
maintain a tickler file of scheduled telephone recertifications
organized by appointment date. At least one day prior to the case’s
scheduled appointment, the Supervisor must execute the following
actions for each case:

Access the Recertification Interview Log window.

Select the case from the list using the applicable search filter(s)
and click the Assign button. The Refer Action window appears.
Select the Telephone Recertification Worker to assign the case to
and click the OK button.

Forward the recertification packet to the assigned Telephone
Recertification Worker.

Upon receipt of the assignment, the Telephone Recertification
Worker must access the Action tab from the Activities
Management window, select the Review Case activity and execute
the following actions:

Select Review
Case activity

FS Change Case Data
FS Recert Interview
In-Center Referral
Make Case Comment

—

FS POS 2.1.1 - [Activities Management] 11:2542PM  Saturdaw, Mav 17, 2008

File Edit Tools ‘Window Help
& | 2|4 | e n]

& Action i B, F40 FS Elighility Specialist Qusue

Activity Dascription

Application Modification

ion Refemals

Case Member Addition
Document Intake

EFS Issuance [NCA FS Case)
Error Comrection

FS Application Interview

Print a Form
Review Case

Gt || deson || Bemeve || Gehedil || Femeni || LpseDisposion. || WG || ViewYourSchedue | Comment |

Review the application and accompanying documents. Determine
if form LDSS-4826 has the required signature on page 5. Enter a
case comment using the Make Case Comment activity if this
signature is missing.

Verify information with Resource File Integration (RFI) and
TALX/The Work Number Service (see PD #09-03-EMP), where
applicable.

FIA Policy, Procedures, and Training 10 Office of Procedures
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Compare information submitted with case information in the

Welfare Management System (WMS), FS POS and the Human
Resources Administration (HRA) OneViewer. Enter case
comments using the Make Case Comment activity if any
discrepancies arise.

Activities Management
window

Select Make a
Case Comment
activity to enter

FS POS 2.1.1 - [Activities Management]

Fle Edt Tools Window Help

|& ] == mer|e|

& btion | T FAOFS Elgvy Speciaist Queue |

Activity Description
Application Modification
A ion Referrals
Case Member Addition

Document Intake
EFS Issuance (NCA FS Case)
Errar Conrection
FS Application Interview
F5 Change Cass Data
F5 Recert Interview

In-Center Refemral

case comments,
if necessary

[ Make Case Comment ]

Print a Form

Review Case |

Start l Assian | Hemave

15| iow You Sehede | Commer |

On the date and time indicated on the Recertification Interview

Log window (Appt Date and Appt Time columns), make the first
attempt to call the participant to conduct the recertification
interview.

This attempt (and every subsequent attempt) must be recorded
on the Contact Attempted window, which is accessed via the
Contact button from the Recertification Interview Log window.

Recertification

FS POS Yersion 2.2.1

. ) File Relrieve FPrint Fiter Display  Summar: 0
Interview LOg window Recertification Interview Log [Center Number F23]
. Search by
£ Appointment Date € Case Number ~ Appoinment Type *‘* Appoinment Status Filter
© Gelect Date |
I Telephone Interview | [ Kept Appointment
# Gpecify Range B LI Centerintensn | i qta Keep Appointment
e ) = [~ Original
0/01/08 10i02i08 Appointmentdate | [ Hone
Case No Case Name Spoken Interpreter Appt Date | Appt Time L]
Ca” Lang R
part|C|pant English Mo 10/01/2008 08:00 AM YE_I
English Mo 10/01/2008 09:00 AM e
on
H H Enaglish Mo 10/01/2008 09:00 AM e
indicated
1 English Mo 10/01/2008 08:00 AM e
date/time
- manEn |z 08119420 0 Al &
E—E English Mo 1001/2008  09:00 AW e
i T I Enaglish Mo 10/01/2008 09:00 Am e,
4 | _"_‘
~
LDSS-AWZGI > K Failed to K P Failed
= ept ailed to Keep rocess Failed to .
=i Received‘ B RB'EhEdUIE Appointment Appointment | Keep Transaction Exit
N ¥+
— P
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Successful Contact

Follow the steps in the If the Telephone Recertification Worker successfully contacts the

Unsuccessful Contact participant for the telephone recertification interview, he/she must:
section if contact cannot

be made.
e select Yes to the Did you successfully contact the client?
guestion and enter the date and time of the contact;
Contact Attempted Contact Attempted
window oot
cootre.
El’ltel’ fIrSt Casehead Name:
Contact Murnber; — Extension:
ContaCt Requested call time: I
Attempt Contact Attempt 1 Contact Atternpt 2
Informatlon Did you successfully contact the client? ® Yes 1 Mo Did you successfully contact the client? " Yes Mg
here Date that the contact was attempted?  [gogms = Date that the contact was atterpted? [ -]
Time that the contact was attempted? W Time that the contact was attempted? J—L|
[~ Contact Atternpt 3 {853 termpt 4
Did you successfully contact the client? & Yes ¢ Mo Did you successfully contact the client? & 7 &
ThlS W|ndOW must be | Date that the contact was attempted? ’—Ll Date that the contact was attempted? J—_|
Completed each tlme an Time that the contact was attermpted? ’—L| Time that the contact was atterpted? ’—4|
attempt to contact the GTERE
participant is made.
Interview Type * Telephone i~ In-Center
New Contact Mumber: " Yes 7 No
Cantact Murnber [ Bsensiom [
Ok | Cancel |
Vs

e click the OK button to return to the Recertification Interview

Log window;

e click the Exit button on the Recertification Interview Log
window;

e click the Open POS button from the MONIQ/FS Reception
window;

FIA Policy, Procedures, and Training 12 Office of Procedures



Activities Management
window

Select filter
criteria

Click to begin
telephone
recertification
interview

PD #09-17-ELI

e check the Activity Type Filter box and the FS Recert Interview
box;

e select the case and click the Comment button to review all
comments entered during the recertification interview preparation
step;

e click the Start button to begin the telephone recertification
interview.

FS POS 2.1.1 - [Activities Management] 13251 P Saturday, May 17, 2008

File Edt Tools Window Help

I action Ty FA0FS Eliaibiity S pecialist Oueue i
Unit Filter [V ictivity Tupe Filker I Activity Apprave Filter 1
Worker & FS Application Interview™ | | Anprove in
EFS lssuancs [C T
F5 Recert Interview =
F5 Change Case Data[~ A r
Errar Conections [ r
_ Other [~ A e r
I Activitw Alert Filter ﬂ‘f_]
Coming Dus [
Oyerduel™ Clear
Activity i Due Date I Alert | Case Hame | caseHo !Sufi Receive
FS Recert Interview [ smime | | e —— C— 1
Click to view
all comments
entered
Total: 1 Case
L |
Start | \ Assigh | Bemove I Schedule I HEeopening | Update Disposition | WS I Yiew Your Schedule (Eﬂmmﬁnll \
D S N o /

Once the interview has started, FS POS will update the appointment
status to Kept on the Recertification Interview Log window. Enter
all required information for each window in the FS Recertification
Interview activity, per standard procedure for recertifications in FS
POS.

Note: Information obtained during the telephone recertification
interview supersedes information provided on the paper application.
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LDSS-4826 Signature
Capture window

Select Unable
to Capture
Signature
option

Ensure the required
signature on page 5 of
form LDSS-4826 was
provided before
completing this step.
Otherwise, see the
Missing Documentation

and/or Signature section.

Unable to capture
electronic signature
window

PD #09-17-ELI

When the LDSS-4826 Signature Capture window appears during
the FS Recertification Interview activity, the Worker must check the

Unable to Capture Signature box.

41830 PM

Thursday, October 11, 2007

FS POS 1.3 - [LDSS4826 Signature Capture]
File Edit Tools Window Help

ool s |28 YESUQ $2=&1 & WF &GO

Page 1 -
Applicant/Representative Signature
hehssa P Jones

[~ Uinable to Capture Signatures!

Page §-
Certification: Applicant Signature

[Mefissa P Janes

Page 5 -
Cerlification: Hushand/Wile Signak
[Peter @ Jones
Pageh -
e it
Page 5 -

Withdrawal Signature/
Request to Close Case Signature
I” Applicant refused to sign withdrawal or request to close case

View Printed LDS5-4826 I Hext I

Print i Previous |

When the Unable to Capture Electronic Signature window
appears, select the Homebound casehead or signed application
in record option and click the OK button.

Select option

?

Unable to capture electronic signature

Please zelect the reason that the electronic signature[s] cannot be captured:

{" The signature pad is not working.

* ‘Homebound casehead or signed application in record

ok |

Cancel i

Within the FS Recertification Interview activity, the appropriate
budget and Turn-Around Document (TAD) actions for the case must
be processed by completing the following windows:

Eligibility Determination
Budget

TAD

Grants Data Entry (if needed)
Print Forms

FIA Policy, Procedures, and Training 14
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A case comment must
be entered whenever
there is a change made
to the case.

PD #09-17-ELI

Once all required information on a window is entered, proceed to the
next window by clicking the Next button until the FS Recertification
Interview activity is complete. If there are any changes to the case,
the Worker must indicate the change made in a case comment.
When all interview windows have been completed, the Disapproved
Elements window appears. Send the case to the Supervisor for
review and sign-off by executing the following actions:

e Click on the Next button on the Disapproved Elements window.

e The Close window appears. Click the Complete Activity button.

e The Approval Assignment window appears. Select the
appropriate Supervisor to send the case to. The Worker’s
designated Supervisor is highlighted by default, but he/she may
select a different Supervisor if necessary.

e Enter a case comment (if necessary) and click the OK button.
FS POS moves the case with the Approve FS Recert activity
from the Worker’s queue to the Supervisor’'s queue.

e Forward the recertification packet to the selected Supervisor.

Telephone Recertification Approvals

For completed recertifications, the Supervisor must review the
Approve FS Recertification activity and place a check mark in the
box for each window to indicate approval/disapproval. The
Supervisor must also review the recertification packet to ensure
information was accurately recorded in FS POS and that form
LDSS-4826 has the required signature on page 5.

The Supervisor approves the recertification using the Approve FS
Recertification activity and transmits the approval to WMS to
complete the processing of the telephone recertification interview.

FIA Policy, Procedures, and Training 15 Office of Procedures
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Revised Missing Documentation and/or Signature

If the participant is required to provide additional documentation
and/or has not provided the required signature on page 5 of form
LDSS-4826, the Worker must execute the following actions:

e When the Form Data Entry window appears during the FS
Recertification Interview activity, select Yes to the
Documentation Requirements (Form W-113K) option.

Forms Data FS POS 2.1.1 - [Form Data-Entry] L3421 PM  Satwday, May 17, 2008
Entry WI ndow Fle Edit Tooks Window Help

|Yes No|
|'nequesl for Identification Card/Temporary Medicaid Autharization (Form WE07A) l oo
[Financial Tnstitutian Inquiry (Form W532F) l‘h P

Ihequesl for Birth or Death Verification from Agencies Outside New York City (Form W680)

[ /Documentation Requirements (Form W-113K)

Click Yes to the e 7
Documentation gGencics autside New York City (Form WE81) [c o
Req uirements Guest For Contact? Missed Interview (LDS5-4753 Food Stamp) lr =
(FO rm W-113 K) |'nequesl Tor Contact on a Food Stamp Application (Form W-119) l e I
0 ption if missi ng Fyslemalic “Alien Verification for Entitlement (SAVE] Referal [Form W-515X] l e
documentation |'F|A School7Training Enroliment Letter (Form W-700D] l e
and/or si g nature Fchnnl Verification Letter (Form W-700E] l pemgpen
I‘Family Care Assessment (Form W 582A) l o
Ibeclalaliun of Application for a Social Security Number (Form EXP-83H) l P
IhAU Case Documentation Transmittal(F orm W153P] l P

Spanish Previous

e Upon selecting Yes to the Documentation Requirements
(Form W-113K) option, the Response to Question window
appears.

¢ Indicate the missing documentation, if applicable. If the required
signature on page 5 of form LDSS-4826 is missing, click the
LDSS-4826 Food Stamp Application option. Enter a due date of
10 calendar days and click the OK button.

Response to Question
window for Form \ B
W-113K — FORMS  Please return the following forms completed and signed where necessary:

Documentation

Req uirements I 1470 Primary Tenant's Statemert Regarding Occupancy f

Secandam Tenant

Select the LDSS-
4826 Food Stamp

App| ication I ‘ I~ LD55-4826 Food Stamp Application -
option if signature
is missing o | cenca |
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Response to Question
window for Form
W-113K —
Documentation
Requirements

Enter a due date
of 10 calendar

PD #09-17-ELI

Response to Question
Form W113K—Documentation Requirements H

RETURN APPOINTMENTS FOR ADULTS

r To be Finger Imaged

! - Must return in person r Far an employabilty assessment

[T Tobe Finger Imaged

I ': Must return in person I~ Faran smployability assessment

days =
OK | Cancel |
e Inform the participant that he/she will receive this notice in the
mail along with a postage-paid return envelope and that the
missing documentation and/or signature must be submitted within
10 calendar days in order to complete the recertification process.
Revised e When the Print Forms window appears during the activity, select
the W-113K and W-119D options and click the Print button to
generate the notices. Generate another copy or make a
photocopy of form W-113K to give to the Supervisor for review.
Mail the notices including a postage-paid return envelope to the
participant and ensure that he/she is aware of the missing
documentation and/or signature requirements.
Print Form s WindOW F PO 2_3_1,",“ Fums] EO1:21PM  Wadnesday, January 07, 2003
» o[-t m@[s]o2[n|ufmame e samnsis mmnm=
If no additional Fam Ho Fomm Descript Copies Farms]E5
documents and forms e e =
are required, do not click DS53574 Food Stamps Single Issuance
the Print button_ DS53938 Food Stamp Application Expedited Processing Summary Sheet e-forn
DS54753 Food Stamps - Request for Contact/Missed Interview e-forn
EBT_23 Motice of Special Benefit e-forn
EXP_76R Documentation Receipt e-forn
M3G Motice to Report to Center e-forn
M3MM Motification of Application Withdrawal [Cash Assistance, Food Stamps and Medical Assistance e'lum_
B Senean
w102 Motification to Participant of New Worker e-forn
Select forms w13k Documentation Requitements e-for
W-113K and w119 Request for Contact on Mailed or Faxed Application e-forn
W-119D P e ey
Wl40vyY Food Stamp Recertification Notice (F&1 and F63) e-forn
Hext 4 Print | \greuiuus |
S ~ e 4
e Suspend the recertification activity pending the receipt of the
missing documentation and/or signature.
Revised Upon receipt of form W-113K from the Worker, the Supervisor must

review the case via the Review a Case activity to determine if the
deferral is valid and complete.
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Activities Management
window

Alert to the MPU
Supervisor that
documentation
and/or signature
was received

PD #09-17-ELI

e |If the deferral is not valid, return form W-113K to the Worker and
instruct him/her to continue processing the telephone
recertification.

e If the deferral is incomplete and additional documentation and/or
required signature (not indicated by the Worker) is needed, return
form W-113K to the Worker and instruct him/her to prepare and
mail another W-113K form including a postage-paid return
envelope to the participant.

The deferred case will be automatically moved to the MPU Deferred
Recert queue within 3 days following the printing of form W-113K if
the recertification is still pending.

Documentation Returned

When the missing documentation and/or signature is received and
scanned and indexed into the case record by MPU via the
Document Intake activity, FS POS will add a new Forwarded
Document activity to the MPU Supervisor's MPU Recertification
gueue as well as highlight the Recertification Interview activity for
which the document was received with a Document alert.

10:46:11 AW Tuesday, Auqust 05, 2008

Varsion 12.2a - Paperless Office System - [Activities Management]

File Cdt Toadls Window Help
& |/ [ ] = [ e |

& action T 040 Supervisar Queue I B Login Queus |

[ Unit Filter
Worker (=
Chl
Uncovered

I~ Activity TepeFiker
Applieationmevien]T &

= 1 & 7
Ghsnge Base Datal™ | 5

Feop [T

I~ Activity Status Filter

[ Activity Aleit Filer
A Coming Duel™
AT Campleted] Hyverdue ™
|

Activity | ouepate | Alert | Case Hame | casemo |[sufl  Reces
mcaﬁon Interview I ?&IA l——1=|7.i-=
rﬁﬁﬁcaﬁon Interview I !&IA =_l=“r1_!-=
rRec?ﬁcation Interview | Pocumervt  —— A— |=-F-i=

7 Prirt & Form | i | —— | — 1 [
Print & Farm | A | | — 1
[INEFS Issuence (CAFS Case) | s s | — 1 [
Farwarded Documert | e . i [ — |1_|=
gmm lssuance (CAFS Case) | i | — | — [1—5=
Total: 25 Cases —Jj
< | »

Stat | ssign | Bemove |

Schedule | Feopering || Updeie Disposiion || WMS | ViewYour Schedule | Comment |

The MPU Supervisor must monitor the MPU Recertification queue
and assign the Recertification Interview activity with a Forwarded

Document alert to a MPU Worker. The MPU Worker must confirm
that the requested documentation and/or signature was/were
received and complete the recertification.
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Activities Management
window

The MPU Deferred
Recertifications queue
lists all cases in which
telephone recertifications
were deferred due to
lack of documentation
and/or signature.

PD #09-17-ELI

Processing Cases that Fail to Submit Missing Documentation
and/or Signature

Starting the first business day following the 15th calendar day of the
month, the Control Supervisor must identify cases with recertification
appointments scheduled for the previous month that did not submit
the requested documentation and/or signature. These cases will be
found in the MPU Deferred Recertifications queue.

FS POS 2.2.1 - [Activities Management] 243,59 PM

File £db Tools Window Help

ISR L

Q'Ag[im B, F40 F5 Assistant Site Manager Queue
Unit Filtes [ Activity Type Filker ™ Activity Approve Filter
Worker (= F& Bpplication nteriew]™ Approve FS Application Interview [T
oMU MFU Deferred = EFS Issuance [ Appitve EFE ssuance I
Uncavered FS RecertInterview = Apprave £8 Recertfioation =
F5 Change Case Data [~ Fpprove FS Ehange Cass Data [T
Error Carrections [T Aipprove Eror Canections [0
I Activity Status Fiter—————————————————— (ten [ Approve Other 7
Suspended T Remayed [0 I Activity Alert Filter Filter
Mot Seheduled T Completed 7 Coming Duel™
ot Starea G ke
Activity | Duepate | Alert | Case Hame CaseHo  [sufl  Receive
FS Recert Interview | M | — | — 1
Total: 1 Case
< | 2l
Stat | s Remove Schedue | Feoperivn || UpedeteBisposton | | wMS | View Your Schedule | Comment

The Control Supervisor must review the case activity to confirm that
the documentation and/or signature requested was not received by
executing the following actions:

e From the Review a Case activity, review form W-113K in the
case record to determine the document(s) and/or signature
requested.

e Check the HRA OneViewer to confirm the requested document(s)
is/are not present in the case record and/or the required signature
is missing on page 5 of form LDSS-4826.
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Upon confirming that documents and/or signature were (was) not
submitted, the Control Supervisor must indicate the missing
document(s) and/or signature in the Case Comments section by
selecting the pended FS Recert Interview activity from the MPU
Deferred Recertifications queue and click the Comment button.
He/she must then assign the activity to a Control Worker for a case
closing by clicking the Assign button.

S OS2, 1 - [Rctivities Managament]

Fie 5! Took Windes Hap

boemAE

| i o %Feommzhpmu.\m&ml

T Aty Statur Fite

AL

1 Acthty Tyge Flies - -

b B B o o B

i Click to enter

comments

Fase elase deleried recer V21 Lobed o subset ] {11

il o e el Lisalbind it 15 ey

Indicate missing
documents
and/or signature

'h

Toaak: ¥ Cana
il

Blast J duon | Bavove

Sehedis |.

T
;
i
ug

To perform the case closing, the Control Worker must:

e in FS POS, review the case comments to determine the missing
documentation and/or signature requirement, as indicated by

his/her Supervisor;

e in CNS, indicate the missing documentation and/or signature
requirement on the Verification Selection Entry Screen and
generate a CNS notice using FS Closing Code V21 (Failure to
Provide Verification). Retain the CNS Supervisory Review
printout containing the CNS notice number. The CNS notice
number will be entered into FS POS (see next steps). The CNS
Supervisory Review printout must be given to the Supervisor
when routing the case closing activity for approval;
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e in FS POS, select the Picklist and choose the TAD option. The
TAD window appears. Execute the following actions:

= enter the CNS notice number in the Notice # field.

= select the Closed-Compliance option in the Status field.

= select the V21-Failure to Provide Verification option in the
Status Reason field.

= click the Next button to run the business rules. A confirmation
window appears.

H FS POS 2.2.1b - [UNDERCARE]
TA D WI ndOW Ele Edit Tools Window Help I
[glelémm|e|vale usEen @ e $ame s MX[HE Enter CNS
)
W5 Data POS Data Notice
number
Food Stamp Tad Window
Case Number Suf Center Unit Worker Rule Status  Proj.No Acct.No e case No
[ssasassnes [ [FS POS Traming =l[FsPOS =1 [ |
SEIeCt Case Suffix M3E Ind WHMS Bdgtit Motice Bdgtit Motice # CED Date Interview Date
CI 0 Sed - i I | =] [ ] [09/30/2008  [09/30/2008
Compliance '\- ase Name Language Language Read Hotice Language LFLN  Homebound Ind
T'\ [English =1 [English =l[English =/ =1[T ¥es € No
Calegnw Status Status Reason From Date To Date
[Fs !DLI]SED Compliar x| [§FEN =] hzosze07 fo5:31:2008
SelectV2l-
Failure to
PrOVId e . Indlvldual Hame Linett CIN Prg Status Deny 2 Status Reason Date
Verification [ eeesssss [FS [closED =0 =1[12/0872007
“ [z massts [FS [cLosED =T =l[iz708/2007
Hext | Previous | Ignore Errors: | Show Individual Data | Run Rules

click the Yes button to confirm and continue;

This case has passed all the Business Rules. Do you want to move on ko the next window (select Mo’ to remain in the
TAD window)?

e click the Next button on the Form Data Entry, Notice Data
Entry, Print Forms and Approval Status windows;
e click the Complete Activity button on the Close window;

Closing Window : Disapproved Elements

Current Activity : FS Change Case Data

LComplete Activity | Suszpend Activity |
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e select the Control Supervisor on the Approval Assignment
window, enter a case comment and click the OK button.
The activity will be routed to the selected Supervisor for approval
of the case closing;

Approval Assignment ~Selected Case -
window vo M coove (N o~ I
|
Suffix ' Casehead Hame: [N SSN EI
~Refer Case To -
Title Unit Last Mame First Name UAw | Phone Humber _‘J
Select
SU erViSOI’ FS Supervisor FS
p IFS Supervisor |DES
fFS Supervisor DEV
- Enter Comments If Any -
Fatticipant failed to provide required documentation. Case will -
Enter case F ey 2
comments
4| | ".'—'

e submit the CNS Supervisory Review printout to the Control
Supervisor.

Upon receipt of the approval activity, the Supervisor must execute
the following actions:

e Access the Recertification Interview activity to approve the
case closing.

e Review the Household Screen window and click the Next
button.

e Review and approve the closing on the TAD window, verifying
the CNS notice number from the CNS Supervisory Review print
out. Click the Next button.

e Click the Next button on the Print Forms window.

e Click the Xmit button on the Approval Status window to transmit
the closing to WMS.
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Second Failed Attempt

Follow the steps in the
Successful Contact
section if contact is
made.

Contact Attempted
window

PD #09-17-ELI

Unsuccessful Contact

If the Worker is unable to contact the participant for the telephone
recertification interview on the first attempt, select No to the Did you
successfully contact the client? question and enter the date and
time of the unsuccessful contact in the Contact Attempt 1 section.

After waiting a short period of time (approximately 15 to 20 minutes),
the Worker will attempt to call the participant a second time. If the
Worker is again unsuccessful, he/she will access the Contact
Attempted window and select No to the Did you successfully
contact the client? question and enter the date and time of the
unsuccessful contact in the Contact Attempt 2 section. The Worker
must also enter comments regarding the unsuccessful attempts in
the Comments box. The status of the interview will automatically be
updated to Fail in the Recertification Interview Log window upon
the second unsuccessful contact attempt.

Note: The Contact Attempt 3 and Contact Attempt 4 sections may
be used under special circumstances based on the Worker's and/or
Supervisor’s discretion.

Enter second
contact attempt
information here

Case Number. ‘m
Case Name: P T
Casehead Mame  EETRRETERE,
Contact Mumber: R ] Extension: |
Reguested call time
Contact Attempt 1 ~Contact Atternpt 2
Did you successfully contact the client? € ez & Mo Did you successfully contact the client? & yes & g
Date that the contact was attempted? -~ Date that the contact was attempted? IEISMZIZEIEIB ‘vJ
I/ Time fied? !Ug_gg am - Time that the contact was attempted?  [0g:15 am -l
[ Contact Atterngt 3 [ Contact Atternpt 4
Did you successfully contact the client? © Yes © Mo Did you successfully contact the client? € Yes € o
Date that the contact was attempted? !DSH 72008 v Date that the contact was attempted? ||; 7200 ~
Time that the contact was atternpted? l = Tirne that the contact was attempted? w-l
Comments
Unsuccessful contact attermpts were made to reach the client on 512/08. The appointrment status will be marked as "failed to
keep"
Interview Type: & Telephone " |n-Center ‘

‘ New Contact Murnber:  Yes = No ‘

Contact Number. [ = = Extension

Ok Cancel
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Failure to Keep Appointment Processing

Control Clerk On a daily basis, the Control Clerk must process all cases that failed
to keep the telephone recertification interview scheduled for the
previous business day. This includes cases that:

e could not be successfully contacted by telephone
e never returned a signed and completed LDSS-4826 form

For each case, the Clerk must first confirm that an interview was not
started or rescheduled for a future date. The Clerk must also confirm
that an interview was not conducted on paper (outside of FS POS)
by reconciling the log. For these confirmed cases, execute the
following actions:
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Failed to Keep
Appointment

Recertification
Interview Log window

Select filter
criteria

Cases
meeting
filter criteria
appear here

PD #09-17-ELI

For those cases that never returned a signed and completed
LDSS-4826 form, mark the case as Failed to Keep
Appointment in FS POS (cases not successfully contacted by
telephone are automatically marked Failed to Keep
Appointment by FS POS), as follows:

= Access the Recertification Interview Log window.

= Select the Appointment Date option in the Search by box.

= Select the Select Date option and indicate the date in the
drop-down field (or select the Specify Range option and enter
the specific dates, if necessary).

= Select the None option in the Appointment Status Filter
section.

= Click the Retrieve option in the tool bar.

= Select each case on the list and click the Failed to Keep
Appointment button.

F5 POS Version 2.2.1
File Retrieve Print Filker Display  Summary

Recertification Interview Log [Center Number F23]

Be_'aru'r! hy_
= Appointment Date " Case Number Appoinment Type 4]*Appo_|nm_em Status Filter
 Select Date. I -

Thursday , October 02,/%

I~ Telephone Interiew | [ KeptAppointment

 apecify Range ' CaseName [ In-Center Interiew | = £oiiod tn Keep Appointment
From: To: I r Original
|| T Apninipenideie | [ Hdie
Case Name Spoken Interpreter Ap_pi'D'zite Appt Time LDS

LDSS 4826
Received

Contact [ Heschedule

Kept:
A i 1
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Recertification
Interview Log window

Select the
Print tool
bar option

Select filter
criteria

PD #09-17-ELI

Print the list of cases marked Failed to Keep Appointment,
as follows:

= Select the Appointment Date option in the Search by box.

= Select the Select Date option and indicate the date in the
drop-down field (or select the Specify Range option and enter
the specific dates, if necessary).

= Select the Failed to Keep Appointment option in the
Appointment Status Filter box.

= Click the Retrieve option from the tool bar.

= Click the Print option from the tool bar (select desired
columns in the Columns to Print window and click the OK
button).

= Click the Exit button.

F5 POS Yersion 2.2.1
Flle Rebrieve Print Fiker Display Summary
Recertification Interview Log [Center Number F23]

s réh-hy_
* Appointment Date £ Case Number Appoinment Type - Ampoinment Status Filter
& Select Date |

Thursday , October 02,%|
- Specw'ﬂt Range f:' Case N_a_mff r.ln-@_-qnt_erlhterwéw

From: Ta:
FA I

[ N [

| Case No Case Name. | Interpreter ApptDate | Appt Time

I~ Telephone Interdiew | [ Kept Appointment

e :.Fa'”E.d to Keep Appointment

r Orlg\rjal'

Tentdate | ™ fionel

LDSS 4826

N Process Failed fo Exit \
ECcelve

Assili Contact | Reschedule|  Hept falienio ey Keep Transactiog /
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e For each case on the list, access WMS to obtain the date of the
next recertification as follows:

= From the MONIQ/FS Reception window, click the Open POS
tool bar option.

= The Activities Management window appears. Click the
Action tab.

= Select the FS Change Case Data option.

= The Household Screen appears. Click the WMS Inquiry icon
on the tool bar.

WMS Inquiry icon Click WMS 2ol B |

Inquiry icon
='WS Inquiry

Pp LTS By ey = e e

= The Inquiry Screens window appears. Select the 1. Case
Composition - Suffix/Individual Summary option on the
Case tab.
Inquiry Screens window B Inquiry Screens BE E

Address | SO I Restrictions I Pending | 40 Quarters
Caze ] Individual | Fecoupment | Benefit ! FiFl | Budget

Select option 1
H \rnary :
2 Caze Compogition - Suffis Summary [NEACS02 MOCS34)
3.Case Composition - Individual Summary [NQCS3B).
4 Caze Composzition - EASEAF Indicator Summary [(NOCS8A]

5.Case Inquiy dszociated Mames and AddiessesMOCS13).

B.All Change Actions for perind[MOCSEA].

7 Recertification, mailout-responze, discrepancy and recert-result data[MOCS27). _:]

r

= The WMS Case Composition - Suffix/Individual Summary
screen appears behind the Inquiry Screens window
(minimize the Inquiry Screens window to view all the data, if
necessary). Annotate the Date Next Recert on the list for use
on the Food Stamps - Request for Contact/Missed Interview
(LDSS-4753) form.

Case Composition — Case No: Case Suffix: Last Data Saved: 5/17/200§ Date N
. L. Case Number Center Unit Worker QRS FS Rent: 0 ate Next
SuffIX/|ndIVIdua| PA Rent: 0 Restriction: R t
Address City Zip Phone Number ecer
Summary screen HY
“'Case Name DEMESSSSESRSRE LFiNind [T CaseName T 2=
Suffix 01 FS Suffix 01 Case FS Lang Spoken ‘ Suffix Fs Suffix ang Spoken
PG Status Type Lang Read . PG Status e Lang Read
PA Parent Ind TB Ind . PA arent Ind TB Ind
MA Salety Net Ind TB Date 3 MA Safety Met Ind TB Date
_____ B e e I AR
Date Lsas;fﬂecelt (08/20/07 | Date Next Recent 12/20/07 Issuance Date Pa / / Issuance Date Fs  / /
uffix CA
PAMAFS LN CIN Fitst Name M Last Name Sex DOB PAMAFS ES D
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= Click the X button to close the Inquiry Screens window and
WMS Case Composition - Suffix/Individual Summary
screen. Click the Next button.

LDSS-4753 e Generate the Food Stamps - Request For Contact/Missed

Interview (LDSS-4753) form in FS POS, as follows:
Form LDSS-4753 is also

sent to participants who = From the Changes to FS Case window, select Phone in the
fail to keep their in- S f Ch field | he P E .
person recertification ource o ange(s) field, select the Prepare Forms option
interview. See PD #09- and click the Next button.

16-ELI for detailed = The Form Data Entry window appears. Click Yes to the Food
Instructions. Stamps - Request For Contact/Missed Interview (LDSS-

4753) option.

45:47 PH Saturday, May 17, 2008
Forms Data Entry FS POS 2.1.1 - [Form Data-Entry] 11:45:47 PM aturday, May 17, 2001
. File Edit Tools ‘Window Help
window
l‘l’es Ho =
|heque:t for Identification Card/T emp: p Medicaid Authorization [Form WE07A] I(.. ~
Financial Institution Inquiry [Form W532F] I(.. ~
|heque:t for Birth or Death Verification from Agencies Dutside Hew York City [Form W680] I(.. ~
|i)ucumentalion Requirements [Form W-113K]) I o
Fncial Security Administration - Consent for Release of Information [Form W515R] I(.. ~
Iheque:t for Marriage or Divorce Yerification from Agencies outside New York City [Form WE81] ~
[Request For Contact/ Missed Interview (LD55-4753 Food Stamp) | |5" &
. it (.. -
Click Yes to the |
L DSS 4753 ystematic Alien Verification for Entitlement [SAVE] Refenal [Form W-515%] I(.. ~
H IF1A School/Training Enroliment Letter [Form 'W-700D]

option f o e
|‘Nulice of Food Stamp Recertification Appointment [Form W-129RR] I(.. ~
Fchnul WVerification Letter [Form 'W-700E] I(.. ~
Family Care Assessment [Form W-5824] I(.. ~
|i)eclalalion of Application for a Social Security Number [Form EXP-83H] I(.. ~ =

Ed

Spanish I Hext I Previous
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= The Response to Question window appears. Execute the
following actions:

Response to Question

window e e El

Select the Missed Interview — Recertification check box.
Enter the date the recertification interview was missed.
Select Yes or No to the Did the client submit a
completed LDSS-4826 (Food Stamp Benefits
Application/Recertification)? question.

Enter the date the FS benefits will be discontinued. This is
the last calendar day of the month following the month of
the Date Next Recert (indicated on the WMS Case
Composition — Suffix/Individual Summary screen e.qg., if
Date Next Recert is 2/26/09, then the date FS benefits will
be discontinued is 3/31/09).

Click the OK button.

Response to Question

Scheduled Date: |00/00/0000

Complete the
Missed

. \\:;
Interview-
Recertification

section

™ MISSED INTERVIEW - RECERTIFICATION

Date Missed Interview: 00000000

Did the client submit a completed LDSS5-4826 (Food Stamp Benefits
Application/fRecertification) ? Cvyas { No

Food Stamps will be Discontinued on: 0070070000

oK | LCancel

FIA Policy, Procedures, and Training

29 Office of Procedures



PD #09-17-ELI

= Click Next on the Form Data Entry window. The Print Forms
window appears.

= Select the Food Stamps - Request for Contact/Missed
Interview (LDSS-4753) option and click the Print button.

= Click the Next button. The Close window appears. Click the
Complete Activity button.

Print Forms window FS POS 1.2a - [Print Forms]

122819PH  Tuesday, October 02, 2007

File Edit Tools ‘Window Help

= AR e e et R UF T

Form No

Foim D

DS553151

D5531562
Select the Desa574
DSS4753 D553938
form - D554753

EBT_23

EXP7ER
M3G
M3MM
M40K
M42G
555
w102
W113K
w119
Ww119D
W129RR
WwW133D

Food Stamp Change Report Form
Action Taken on Your Food Stamp Case
Food Stamps Single lssuance

Food Stamp Application E dited Pi ing 5 y Sheet

Food Stamps - Request for Contact/Missed Interview
Motice of Special Benefit

Documentation Receipt

Motice to Report to Center

ion of Application Withd l [Cash Assi . Food Stamps and Medical Assistance;

Motice of Denial of Expedited Food Stamp Processing or Inability to |ssue Food Stamp Benefits

Referral for a Medicaid Eligibility D

Social Security Card Applicalion
Motification to Participant of Mew Worker
Documentation Requirements

Request for Contact on Mailed or Faxed Application
Eligibility Factors and Suggested Documentation Guide
Motice of Food Stamp Recertification Appointment

Social Security Number Verification

Copies Forms =~

e-forn

e-forn
e-forn

e-forn

e-forn

e-forn
e-forn
e-forn
e-forn

e-forn

e-forn

- ~
Hext Il Print |\ Previous |

N /

~—_

= Give the completed LDSS-4753 form to the Supervisor to mail
to the participant.

Households who failed to keep their appointment will also receive a
notice from the New York State (NYS) Office of Temporary and
Disability Assistance (OTDA) the first week of the month following
the month of the missed appointment, as follows:

The Missed Appointment ¢  Households that submitted a signed and completed LDSS-4826

Notice is system- will receive the Missed Appointment Notice.

generated with code 299 . . .

and the Reminder Notice © Households that did not submit a signed and completed LDSS-
with code Z96 in CNS. 4826 will receive the Reminder Notice.

HRA’s Management Information Systems (MIS) will send OTDA two
files at the beginning of each month identifying the households that
meet the respective criteria above.
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Processing Case Closings Due to Failure to Keep
Recertification Interview

Failure to Keep Beginning the first business day following the 15th calendar day of

Appointment the month, the Control Supervisor will close cases that failed to keep
their recertification interview originally scheduled during the prior
month by performing the following:

e Access the Recertification Interview Log window and click the
Process Failed to Keep Transaction button.

FS POS ¥ersion 2.2.1
File Retrieve Print Fifter Display Summary

Recertification

Interview Log window Recertification Interview Log [Center Number F23]
Search by -
("A;_qu_in_tmemDa_le " Case Number Appainment Type ~Appoinment Status Filter
lEelect Dt I—
™ Telephone Interview | [ Kept Appointment

Friday Detober. 03 T

€ Speoiy Range " Cage Name I In-Center Intervies

I Failed to Keep Appointment
Fram To: u ariginal
IT [— I Appointment date ™ Mone

Case No Case Name Spoken Interpreter ‘ Appt Date si\:p_pi"'l;ime- LDS

4 7 \ 3
.. LDSS 4826 . . K Faile d to K ! F' Failed
P L 1826 Ba = ept al ed to Ke mcess ailed to
Assign | poceived | COMact | (Reschedule ] L imen X Keep Transac IExir
~ — — ’
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Failed to Keep
Recertification
Interview Log window

Click Prior
Month
option

Select
case

Post Closing to WMS —
FS Recertification
Interview Log window

[ AL vec pa L—
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The Failed to Keep Recertification Interview Log window
appears. Select the Prior Month option in the Search by section
and the Retrieve tool bar option to display all cases which failed
to keep their recertification interview originally scheduled during
the prior month.

FS POS Yersion 2.2.1

File Retrieve Print Display

Failed To Keep Recertification Interview Log [Center Number F23]

jBearch By
T : © Case Number
1

1 1 |

€ Specift Range
From: To I Last Wame of Casehead or Payee

[nsatins | Joaisoms |

As
Ta

Telephone
Interview

Appt Time np_pl

Status

Case Name

Case No

‘ - Appt Date

Totals:
’TDNFMHWKM mnmnelts |g

V2 .
¢ Post-(\3’:‘:':‘:!5!'!Els":° ’Ass'ign
— o —

= |f the status of the interview is unknown and must be verified,
select the case from the list and click the Hold Closing

button.
= |f the failure to keep the interview has been confirmed, select

the case from the list and click the Post Closing to WMS
button.

=
Kept Appointmenq Hold Closing/
-~ -

Reschedule Exit |

— Ifthe Post Closings to WMS button is clicked, the Post
Closing to WMS — FS Recertification Interview Log
window appears. If the Yes button is clicked, a transaction
with closing code Y10 (Failure to Recertify [No Notice
Required]) is posted to WMS for the case.

These cases will be closed For Failing to keep the interview, Would vou like ko continue?

Post Closing to WMS - FS Recertification Interview Log

Click Yes to

confirm Y10
closing
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PD #09-17-ELI

Missing or lllegible Telephone Number on Form LDSS-4826

If the telephone number is missing or illegible on page 1 of form
LDSS-4826, the Control Worker must execute the following actions:

Interview Scheduler
window

Access the LDSS-4826 Received window (from the
Recertification Interview Log window via the LDSS-4826
Received button), select In-Center as the Interview Type
(leave the Contact Number field blank), and click the OK button.
The Recertification Interview Log window appears. Click the
Reschedule button.

The Interview Scheduler window appears. Select the new date
and time for the In-Center interview and click the OK button. This
automatically generates the Notice of Food Stamp Recertification
Appointment (W-129RR) form that must be mailed to the
participant.

Place the recertification packet in the appropriate tickler file
based on the interview date.

This wandow will allow you to reschadula the racertificaton inteniew.

Plaasa anter the new date and time. The appontmant cannot ba in the past,

Enter new
interview date
and time

I\ Appointment Date : Monday | May 19,2008 ¥

Appointment Tima : m <] :fm =] [

oK Cancel
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PD #09-17-ELI

Telephone Calls to the NCA FS Center

If the participant calls the NCA FS Center:

e To request an in-person interview instead of a telephone
interview:

The Control Worker must update the interview preference type in
FS POS as follows:

= Access the Recertification Interview Log window.

= Select the case from the list using the applicable date filter(s)
and click the Contact button.

= The Contact Attempted window appears. Select the
In-Center option in the Interview Type field and click the OK

button.
Contact Attempted @@
Case Name ]

Cagehead Name:

Contact Number: Extension

Reguested call time:
Contact Attempt 1 Contact Attempt 2

Did you successfully contact the client? ¢ yeg  No Did you successfully contact the client? & yes ¢ pg

Date that the contact was attempted? - | Date that the contact was atternpted? A
Time that the contact was attempted? - Time that the contact was attempted? -

Contact Atternpt 3
Did you successfully contact the client? ¢ Yes  No

-Contact Atternpt 4

Did you successfully contact the client? € 5
Date that the contact was attempted? - Date that the contact was attempted?
Time that the contact was attempted? - Time that the contact was attempted? E

. Comments:
Indicate |
requested
Interview Type: ¢ Telephone # |n-Center

interview type —

Mew Contact Murmber: " Yeg @& No

Contact Mumber: Extension

QK ‘ Cancel |

|

= The Worker is returned to the Recertification Interview Log
window. He/she must click on the Reschedule button to
record the new date and time for the interview.
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PD #09-17-ELI

= The Interview Scheduler window appears. The Worker must
select a new date and time for the interview and click the OK
button. This automatically generates form W-129RR that must
be mailed to the participant.

Interview Scheduler [oerviewseheditgr |
WlndOW Thus varidow wil allows you fo reschedule the recertication interaew.
Please anter the new date and tme. The appoinimant cannot be in the past
Appointmant Date Monday . May  19.50H =
|
Enternew Appointment Time:  [12 < [0 -] [ET =
interview date
and time
0K ‘ Cancel ‘
e To request a different date/time for the telephone interview
instead of the date/time indicated on the recertification packet:
The Control Worker must record the requested date/time on the
LDSS-4826 Received window (accessed from the
Recertification Interview Log window via the LDSS-4826
Received button) by selecting Yes to the “Did the applicant
request a new call time?” question and selecting the date and
time in the corresponding drop-down fields.
LDSS-4826 Received
Case Number: ILJuu'll]uuzﬁhUI-
Case Mame: JlssuaNCcE EFS
Casehzad Name: IE's |ssuance
hlail Retumned or Undelivered? ‘(' Yes O Mo ‘
Diate of returned ar undelivered mail | _—]
Signed LDSS5-4826 received? |  Yas Mo |
Diate LDSS-4826 Receved: | _._I
Envelope Post-Mark Date: | ;|
Interview Typa: ‘r“' Telephone £ In-Center ‘
Contact Number Ij Extension: I_
Enter new _ _
interVieW date E;:et;e applicant request a new call ‘ ‘o & o |
and time Drate: B Tirne: I LI

0K ] Cancel |
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PD #09-17-ELI

e To report a different telephone number to call for the interview:

The Control Worker must record the new contact number on the
Contact Attempted window (accessed from the Recertification
Interview Log window via the Contact button) by selecting Yes
to the New Contact Number field, enter the telephone number in
the Contact Number field and Extension field (if applicable),
and clicking the OK button.

Contact Attempted
Genne
Casehead Name:
Contact Number. Extension:

Requested call time:

Contact Attempt 1

Did you successfully contact the client? " yes " Mo

Time that the contact was attempted? -

Contact Attempt 3
Did you successfully contact the client? ¢ Yes ( Mo

Date that the contact was atternpted?

[ Date that the contact was atternpted?

Contact Attempt 2

Did you successfully contact the client?

" Yes " Mo

Time that the contact was attempted? -

-Contact Atternpt 4

Enter new
contact number

Did you successiully contact the client? € &
Date that the contact was attempted? v Date that the contact was attempted? 1
Time that the contact was attempted? - Time that the contact was attempted?
Comments
Interview Type Telephone " In-Center
MNew Contact Mumber. ® Yos " Mo

Contact Number:

Extension:

Ok Cancel

b |

PROGRAM
IMPLICATIONS

Medical Assistance
(MA) Implications

There are no MA implications.

LIMITED ENGLISH
SPEAKING
ABILITY (LESA)
AND HEARING
IMPAIRED
IMPLICATIONS

For Limited English-Speaking Ability (LESA) and hearing-impaired
applicants/participants, make sure to obtain appropriate interpreter
services in accordance with PD #09-14-OPE and PD #08-20-OPE.
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FAIR HEARING
IMPLICATIONS

Avoidance/
Resolution

Conferences

Evidence Packets

REFERENCES

PD #09-17-ELI

To avoid inappropriate adverse actions, process all changes of
address and address corrections immediately. Ensure that the
address is complete, including any “in care of” designation and the
apartment number. Prior to initiating a case closing for inability to
locate, review the case record documentation and WMS to ensure
that all information corresponds.

If an applicant/participant comes to the NCA FS Center and requests
a conference, the Receptionist must alert the Center Manager’s
designee that the applicant/participant is to be seen.

If the applicant/participant contacts the Eligibility Specialist directly,
advise the applicant/participant to call the Center Manager’s
designee. In Model Offices, the Receptionist at Main Reception will
issue a FS Conf/Appt/Problem ticket to the applicant/participant to
route him/her to the NCA FS Reception area and does not need to
verbally alert the Center Manager. The NCA FS Receptionist will
alert the Center Manager once the applicant/participant is called to
the NCA FS Reception desk.

The Center Manager’s designee will listen to and evaluate the
applicant’'s/participant’s complaint regarding the case closing. The
applicant/participant must provide current verification of address to
resolve the issue. After reviewing the documentation, case record,
and discussing the issue with the Group Supervisor/Eligibility
Specialist, the Center Manager’s designee will make a decision. The
Center Manager’s designee will decide to resolve or defend the case
based on all factors and on whether the case was closed correctly.

The Center Manager’s designee is responsible for ensuring that
further appeal by the applicant/participant through a Fair Hearing
request is properly controlled and that appropriate follow-up action is
taken in all phases of the Fair Hearing process.

All Evidence Packets must contain a detailed history (e.g., copies of
FS POS “Case Comments” and/or NYCWAY “Case Notes” screens,
History Sheet [W-25]), copies of relevant WMS screen printouts,
notices sent, and other documentation relevant to the action taken.

01 ADM9 at4
18 NYCRR 387.7(i)
18 NYCRR 387.17(f)(3)
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PD #09-17-ELI

RELATED ITEMS PD #09-03-EMP

PD #09-16-ELI
ATTACHMENTS
Please use Print on BRC-901D Food Stamp Telephone Recertification Brochure
Demand to obtain copies (Rev. 11/14/08)
of forms. BRC-901D (S) Food Stamp Telephone Recertification Brochure
(Spanish) (Rev. 11/14/08)
W-706B Food Stamp Program Pending Applications Control
(Rev. 11/14/08)
W-901F Incomplete Food Stamp Recertification Form (Rev.
4/3/09)
W-901F (S) Incomplete Food Stamp Recertification Form
(Spanish) (Rev. 4/3/09)
W-901AA Food Stamp Telephone Recertification Insert

(Rev. 4/3/09)
W-901AA (S) Food Stamp Telephone Recertification Insert
(Spanish) (Rev. 4/3/09)
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®MORE CONVENIENT:

You can recertify for FOOD STAMPS
from your own home.

HEASIER:
No more having to travel by bus or
train to the FOOD STAM NTER for

recertification.

mSAVE TIME:

Without all that runrNing axQund, you
will have more time fo amily
and friends.

For more inform
contact the HRA |
1-877-472-8411

Or

The City of New York Infoline:

31d
Or

visit our Website:
http://www.nyc.gov/hra

>
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FOOIDI STAMP TELEPHONE RECERTIFICATION

WHY?

To make the RECERTIFICATION process
for FOOD STAMPS easier and more
convenient for you.

WHEN?

Telephone interviews gGn be
scheduled instead of jou i

interview.

WHERE?

you provided to us.

Rights and Responsibilities

By calling 877-472-8411 or 311 you may

receive client informational booklets

regarding:

1) What You Should Know About Your Rights
and Responsibilities, when applying for or
receiving benefits.

2) What You Should Know about Social
Services Programs.

3) What You Should Know if You Have an
Emergency.

Or visit our Website: hitp://www.nyc.gov/hra

Question:
What is Telephone Recertificatione

Answer:
Your interview for Food Stamp recertification
is done over the telephone instead of you

havind to wavel to the Fgod ftamp Cen

Questi¢n:

How wiill pdrticiodte in Telephne
Recerffig
nswe
OU W ions d fon in
oUr N ific@tion packet

We will call you on the date and time
recorded on your recertfification appointment
letter; but only if we've received your
completed, signed application.

Question:
What if | need a different time or want to use a
different telephone number?

Answer:

When you receive your recertification packet
a telephone number will be provided to calll
and change the appointment date, time or
contact telephone number.

Question:
What if | miss the call2

Answer:
You will be able to reschedule your
appointment.

Question:
What if | need to send in new documents
like pay stubs or a birth certificate?

Answer:

You will be asked to mail any necessary
documents to your Food Stamp Center
(copies, not originals).

TELEPHONE

RECERTIFICATION:

EASY,

FAST, CONVENIENT




M MAS CONVENIENTE:
puede recertificar para
CUPONES PARA ALIMENTOS
desdasu propi@ W@g ars

B MAS FACIL:
ya nQetieNe quc™@im o rGREl.oLINISs
es o trenes para ir al CENTRO DE
CUPONES PARA ALIMENTOS para
su recertificacion.

A “U
m =
A
Cc
m=
Vo)
—|;|-
37
.

MAHORRA TIEMPO:
cohmmenos diligendids por
hacer tendrd mads thempQ para
s U MIROIEET] OF su. familia

RECERT!EICACION
POR TELEFONO
PARA CUPONES

L PARA Al IMENTOS

amistades.

Para mas informacién cok
con la Linea Informativa (I
HRA: 877-472-8411

Michael R. Bloomberg

Alcalde

0 Administracion de Recursos
Humanos

con la Linea Informativa de la Ciudad SIS

de N_ueva York (The City of New York Py

Infolme): 311 Comisionado

0]

visite nuestra Pagina de Internet:
htt p//WWWHYCg OV/h ra Derechos de propiedad intelectual 2008, Ciudad de Nueva York.

Administraciéon de Recursos Humanos/Departamento de Servicios
Sociales. Para solicitar permiso para reproducir la totalidad o parte de

este material, comuniquese con la Administracion de Recursos i i Administracion de Recursos
Humanos de la Ciudad de Nueva York. -~ Humanos
Departamento de
Pl Servicios Sociales
—

BRC-901D (s) LLF
Rev. 11/14/2008




RECERTIFICACION POR TELEFONO DE CUPONES PARA ALIMENTOS

:.POR QUE?

Para que el proceso de RECERTIFICACION
de CUPONES PARA ALIMENTOS sea mds

facil y conveniente para usted.

. CUANDO?

Las entrevistas teleféonicas pueden ser
programadas en vez de ustedi
persona al CENTRO DE CUPQ
ALIMENTOS.

;DONDE?

Liamaremos al nuUmero de teléfono
usted nos proporcione en ¢
Peticién de Hora de Llamc
Request Form).

Derechos y Responsabilidades

Sillama al 877-472-8411 o 311 puede
reck:)ibir folletos de informacion al cliente
sobre:

1) Lo Que Usted Debe Saber Sobre
Sus Derechos y Responsabilidades,
al solicitar o recibir beneficios.

2) Lo Que Usted Debe Saber Sobre
Programas de Servicios Sociales.

3) Lo Que Usted Debe Saber
en caso de Emergencia.

O visite nuestra Pagina de Internet:

Or visit our Website: http://www.nyc.gov/hra

Pregunta:
2En qué consiste la Recertificacion por
Teléfono?

Respuesta:

Su entrevista para recertificacién de Cupones
para Alimentos se realiza por teléfono en vez de
usted tener que presentarse al Centro Oficina
de Cupones para Alimentos.

br e Recertificacion

Alir
ec
Madié
on.

h telefonica?

ampos|su
lamagemos ademds
segun la informacién proporcionada en el

Formulario de Peticidén de Hora de Lliamada. Este

formulario se encuentra en la Ultima pdgina del
Aviso de Recertificaciéon que usted recibird en
breve por correo.

Pregunta:
2 Qué tal si necesito una hora diferente o si
deseo utilizar ofro niUmero de teléfono?

Respuesta:

El paquete de recertificacion que usted recibird
contendrd un formulario para solicitar una hora
mds conveniente y proporcionar un nimero de
teléfono por el cual se le pueda conseguir

NO podamos comunicarnos

con usted de antemano, le llamaremos en al
dia/hora programados segun indique su Aviso
de Recertificacién. Dicha llamada sélo se
realizard si usted envid la solicitud firmada.

Pregunta:

2Qué tal si tengo que enviar nuevos
documentos tales como talones de paga o
actas de nacimiento?

Respuesta:

Le pediremos que envie por correo a la Centro
de Cupones para Alimentos cualquier docu-
mento necesario (no envie documentos origi-
nales, sdlo fotocopias).

SU RECERTIFICACION FACILITADA:

FACIL,

RAPIDA, CONVENIENTE




i Human Resources | Family Independence

Form W-706B Administration Administration
Rev. 11/14/08 Dhepatmuent of
Social Services
Food Stamp Program
Pending Applications Control
"A" Group Number:
Group/Section: Card Number:
Date FS 25th Case Worker's _ 30th Food Stamp Action Control Mail/Fax
Appl. D Case Name Numb N Interview D
Filed ay umber ame ay Expe- Single Deferred Accept Reject Appl. Returned RFI Date Rec'd Due Decision
dited Issue No Signature Only Date Comments

)
Bl
-
%




Form W-901F LLF Human Resources | Family independance
Rev. 4/3/09 Administration | Admanistration

Departmant of
Social Services

Date:

Case Number:

Case Name:

NCA Food Stamp Center:

Incomplete Food Stamp Recertification Form

On , you returned your recertification application and documents to conduct a

Stamp|Recertifidation, your

e are refutni opy of your
nd imm}cﬁttum it in the
ication on fjle so we may prepare for
ell, the recertification process will not

[T There were no signatures on any pages of your application. We are returning your application and the
accompanying documents. Please sign page 5 of your application and immediately return it with the
accompanying documents in the enclosed postage-paid envelope , so that we may conduct the telephone
recertification interview.




Form W-901F (S) LLF Human Resources | Family independance
Rev. 4/3/09 Administration | Admanistration

Departmant of
Social Services

Fecha:

Numero del Caso:

Nombre del Caso:

Centro de Cupones para Alimentos
de No Asistencia en Efectivo:

Formulario Incompleto para Recertificacion de Cupones para Alimentos

umentos, de| recertifica

cion para|rea|izar una

b de Recertificacion de

El

ia_dp_ﬁu_l;olicitud. Favor

D prepagado de inmediato.
preparar y realizar su
itg de recertificacion no se

[T No habia firma en
de firmar la pagina 5

Dg archivos
entrevista telefoRi icacion | ibiligad. 5in embargo,
considerara completo h i ' o|debido.

[1 No habia firmas enninguna de las péaginas de su solicitud. Le estamos devolviendo su solicitud
y documentacion pertinente. Favor de firmar la pagina 5 de su solicitud y devolverla de inmediato con los
documentos pertinentes en el sobre adjunto prepagado, para que podamos realizar el tramite de la
entrevista telefonica de recertificacion.



Family Independence
Administration

Form W-901AA Human Resources
Rev. 4/3/09 m Administration
Department of
Social Services

Enclosed is a brochure to tell you about the Human Resources Administration’s new telephone recertification
process. The telephone recertification process will allow you to conduct your recertification interview over the
telephone instead of in the Food Stamp Center. In order to do this, we must have a telephone number on file

for you.

According to our records,

I_ We have the following telephone number on file for you,

| ]

igation interview|anhd the nu m.be.L\ALel have on file is
at to update our

If you would like to be

incorrect or we don’
records.

If the telephone number we have on file is correct, when it is time for your recertification we will send
you a recertification packet. The packet must be completed and returned in order to conduct the

telephone recertification interview.



Form W-901AA (S
Rev. 4/3/09 © Human Resources | Family Independence
: Administration Administration
Department of
Social Services

Adjunto se encuentra un folleto que le informara sobre el nuevo proceso de recertificacion por teléfono de la
Administracién de Recursos Humanos (Human Resources Administration). El proceso de recertificacion le
permitira llevar a cabo su entrevista de recertificacién por teléfono en vez de en el Centro de Cupones para
Alimentos. Para poder hacer esto, necesitamos un namero de teléfono suyo en nuestros archivos.

Segun nuestros archivos,

I_ Tenemos el siguiente nimero de teléfono suyo

| ]

acertificacion por|teléfono|yl o tenemos un ndmero en
e llamarnos al para

Si el numero de teléfono en nuestros archivos es correcto, le enviaremos un paquete a la hora de su
recertificacién. El paquete tiene que llenarse y devolverse para poder llevar a cabo la entrevista de
recertificaciéon por teléfono.
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