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POLICY DIRECTIVE # 13-20-ELI
(This Policy Directive Replaces PD #11-25-ELlI)

REVISION TO THE SUPPLEMENTAL NUTRITION ASSISTANCE PROGRAM TELEPHONE
RECERTIFICATION INITIATIVE

Date: Subtopic(s):
August 30, 2013 SNAP Recertification
AUDIENCE The instructions in this policy directive are for Non Cash Assistance
(NCA) Supplemental Nutrition Assistance Program (SNAP) Center
staff.

REVISION TO THE This policy directive has been revised to include the Centralized
PRIOR DIRECTIVE Recertification Mail Unit (CRMU) process.

POLICY At recertification all NCA SNAP households must be interviewed to
determine their eligibility for continued SNAP 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]);
See PB #13-66-OPE for ® Telephone (person-to-person);
information on home visit e At a local community based organization (CBO); or
requests. e Home visit (if applicable).

Only NCA SNAP unengageable participants who have no earned
income and no changes to report are eligible to recertify via IVRS.
Most other NCA SNAP participants are encouraged to recertify by
telephone interview (person-to-person).

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 or fax to: (917) 639-0298

Distribution: X


http://hraedocs.hra.nycnet/HRAeDocs/DocumentFunctions/DocumentDirectAccess.aspx?DocId=32707887-aa36-493c-863c-629db0c5ae52

BACKGROUND

The Notice of Expiration/
Recertification for SNAP
Benefits is system-
generated by Codes
Z95, 796, and Z99 in the
Client Notices System
(CNS).

See the Participant Calls
to the NCA SNAP
Center section beginning
on page 7 for more
information on this
process.
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The SNAP telephone recertification initiative was implemented to
enable SNAP participants to more conveniently provide pertinent
information concerning their recertification and to improve the NCA
SNAP Centers’ efficiency in completing and processing SNAP
recertification cases.

The following forms are used in this initiative:

e Supplemental Nutrition Assistance Program (SNAP)
Application/Recertification (LDSS-4826);

e Notice of Expiration/Recertification for SNAP Benefits;

e Incomplete Supplemental Nutrition Assistance Program (SNAP)
Recertification Form (W-901F); and

e Missed Interview Notice (LDSS-4753).

Note: Form LDSS-4826 is the SNAP application a participant must
complete and sign in order to recertify for SNAP benefits.

The Notice of Expiration/Recertification for SNAP Benefits provides a
scheduled date and time with a four hour timeframe for the telephone
recertification interview and the telephone number at which the
participant will be contacted. The notice also provides the telephone
number of the Centralized Recertification Mail Unit for the participant
to call:

e If the scheduled date/time for the telephone recertification
interview is not convenient for him/her;

If the participant needs to add a telephone number;

If the telephone number listed for the household is not correct;
If the participant prefers to be contacted at another number; and
If the participant prefers to be interviewed in-person.

Form LDSS-4826 and the Notice of Expiration/Recertification for
SNAP Benefits are part of the recertification packet sent to the
participant at least two weeks before a scheduled recertification
interview. The participant is instructed to complete, 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 SNAP Center.

Form W-901F serves as the cover letter when the LDSS-4826 form
is returned to the participant because he/she did not sign page 5 of
the LDSS-4826.
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The Supplemental Nutrition Assistance Program Telephone
Recertification (BRC-901D) brochure is provided to NCA SNAP
applicants at the initial application interview and is also sent to NCA
SNAP participants two months before the recertification month. It
provides information, questions and answers about the SNAP
telephone recertification process.

SNAP Telephone Recertification Processing

SNAP telephone recertification cases are processed by the
Centralized Recertification Mail Unit (CRMU) and by the Telephone
Recertification Group in Telephone Interview Processing Services
(TIPS).

The CRMU is responsible for:

¢ Handling all SNAP recertification packets received from the post
office including recertification packets returned as undeliverable
by the U.S. Postal Service;

e Date stamping all completed SNAP recertification packets
received and sorting them by borough;

e Determining if Form LDSS-4826 has all of the required
signatures;

e Scanning/Indexing the signed LDSS-4826 and any supporting
documents into the HRA One Viewer,

¢ Determining if a telephone number is missing or illegible;

e Receiving telephone calls from households regarding their SNAP
telephone recertification interviews;

e Monitoring the return of additional/missing documentation or
signatures required to complete the telephone recertification
interview;

e Rescheduling of interviews upon the participant’s request even if
the appointment is in the past; and

e Updating telephone numbers in Welfare Management System
(WMS) /Paperless Offices System (POS).

See PD #10-36-OPE for
the process for handling
returned mail.

Telephone Interview The TIPS is responsible for the following case actions on households

Assignment is now done  that gpted for the telephone recertification interview:
in an automated manner

via Agile Communication
Environment (ACE) auto
assignment. See PB .
#12-45-SYS

e Processing case actions resulting from:

Missed telephone recertification appointments resulting in
a case closing.

= Unsuccessful attempts to contact households for the
telephone interview.

e Conducting telephone recertification interviews;

FIA Policy, Procedures, and Training 3 Office of Procedures
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e Approving telephone recertifications;
e Requesting additional/missing documentation/signatures; and
e Processing the failure to return additional/missing documentation.

REQUIRED SNAP Recertification Packets Received in the Centralized
ACTION Recertification Mail Unit (CRMU)

Upon receiving a recertification packet, the designated CRMU
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 recertification. When a signature is missing the CRMU Worker
must proceed as follows:

¢ When there is no signature on page land 5, send the participant
the application, accompanying documents, and Form W-901F
advising him/her to sign page 5 of the application and return it

Signed and completed and any accompanying documents in the enclosed postage-paid
applications along with envelope.
accompanying e If the application has been signed on page 1 but the signature is

documents must be

canned and indexed. missing on page 5, mail Form W-901F and a copy of the

application to the participant advising him/her to sign page 5 and
return the copy of the signed application in the enclosed postage-
paid envelope. This will preserve the application filing date but
the recertification process cannot be completed until the
signature is received.

e Scan and index the W-901F into the electronic case record in
POS.

¢ In all instances, annotate the Supplemental Nutrition Assistance
Program (SNAP) Pending Applications Control (W-706B) form.

Note: When either the signature on page 5 or both signatures (page
1 and 5) on the LDSS-4826 are missing do not scan and index the
forms into the electronic case record until the required signatures are
obtained.

If Form LDSS-4826 is returned completed and signed, the CRMU’s
Control Worker must scan and index the application along with any
accompanying documents into the electronic case record and
execute the following actions in POS:

e Access the POS Portal;

POS actions for the . e o
CRMU Control Worker e Click the NCA SNAP Recertification Log link;

FIA Policy, Procedures, and Training 4 Office of Procedures
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Human Resources
Administration
Department of

Social Services

2 Good Morning ! Today is Friday, August 09, 2013 11:45 AM

HRA Home Page

NCA SNAP Application A A A AR POS Management
Log POS (Paperless Office System) Console
NCA SNAP Recertification A A AR

POS Release Notes
Log

NCA SNAP Deferral Log f:(lzlgltgre System
Public Transportation
Automated
Reimbursement (PTAR)

NCA SNAP Calendar

Rental Assistance
Database (RAD)

FIA Reports HRA One Viewer

Front Door Reception
(FRED)

FIA IVRS Telephone
Recert Reporting System
(IVRS)

2% ENTERPRISE VAULT:

Enterprise Vault Benefits

SNAP Employment

stem (FSES
Read More = ¢ )

Sign-Up for the

Entarnrica Wault

e Log into the NCA SNAP Recertification Log by entering their
WMS ID, WMS password and selecting their location in the
SNAP Sites menu:

y Human Resources
Administration
Department of
Social Services

J'&5 €7 ¥ ¥ NCASNAP Recertification Log.

Enter your WMS User 1D and Password to login

User ID
Password _

SNAP
Sites

|Melrose SNAP Center (F40) |

[ LOGIN > || CLEAR

1f you forget your password please contact Help desk:
718-510-0551 or send email to; Helpdesk-

9 pos portal A HRA Home @ Help POS@hra.nve.dov
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Instructions window

The Recertification
Interview Log window
allows NCA SNAP
Center staff to view
past, current, and future
recertification interview
appointments.

PD # 13-20-ELI

e The Instructions window for the Recertification Interview Log
appears. After reading the instructions, click the Continue button.

Recertification Interview Log
Center 1D : F40

InstiuctionNindow,

\The Recertification Interview Daily Log will display all recertification inteniew appointments for the selected
date range.

\Taview appeintments, selectthe search criteria and appropriate filters, then click an Retrieve.

T filter the data that was already retrieved, update the selections in the filter section and click Filter,
Click on Display to selectthe columns that should be displayed on the screen

Click on Print to selectthe columns ta be printed and print the on-screen output.

Click on the Exit button to close the window

Selection
Please select the view below:

& Ful View
r Quidk View
Continue

e The Recertification Interview Log window will appear. Proceed

as follows:

= Use the desired case search criteria in the Search by box,
such as:

— Appointment Date (select date or specify date range)
— Case Number
— Case Name

= Click the Retrieve option from the tool bar at the top of the
Recertification Interview Log screen. A listing of all cases that
meet the search criteria will appear,

= Highlight the appropriate case from the list;

= Click the LDSS-4826 Received button on the bottom of the of
the Recertification Interview Log screen.

FIA Policy, Procedures, and Training 6 Office of Procedures



Recertification
Interview Log window

Click
Retrieve
option.
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Retrieve Pw Filter Dlﬁ“ Suw Cl’nﬂi Cenier Help -

Application Type Filter Appeintment Status Filter

[

o o o U o o o

CRMU must annotate
information for Mail
Returned/Undelivered
mail on the LDSS-4826
Received window.

CRMU will
select Yes
and note date
of returned or
undelivered
mail.

Complete fields

Recertification Interview Log ;
Center ID - F40 LDSS-4826 Received
- |

—L k?“ Interpreter Appt. Date Appt. Time :igi::::s L“‘;
- — ] |
Use desired -
search criteria. c
=
=
=
r_
1/27
Select case
from the list. | |q m ]
PRl -
Assign l LDS5-4826 Received A Reschedule Contact HeptAppointment. Eailed JoHeep ProcessFailedfodiesp
Exit \ 7
~ —-—— ’

The LDSS-4826 Received window will appear. Complete the
following fields and click the OK button:

Mail Returned or Undelivered? (If No is selected the
following fields will be enabled)

Signed LDSS-4826 received?

Date LDSS-4826 Received

Envelope Post-Mark Date

Interview Type (defaults to Telephone)

Contact Number and, if applicable, Extension (If the
recertification interview date has past or is within the next 24
hours, call client and reschedule the interview).

Select
No

Did the applicant requast a new
ol tmen L e e e e - - == - e Ll i - - - ———————————————— -

FIA Policy, Procedures, and Training
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= Mail Returned or Undelivered? (If YES enter the date of
returned or undelivered mail)

= Click Ok

= Turn the case over to TIPS for processing.

Missing or lllegible Telephone Number on Form LDSS-4826

If the telephone number is missing or illegible on page 1 of Form
LDSS-4826 (i.e. missing a number) staff should check WMS in an
attempt to obtain the telephone number already on file, otherwise the
case must be flagged as an “in center” appointment. The CRMU
Control Worker must mail out the Notice of SNAP Recertification
Appointment W-129RR notice informing the participant that he/she
must report to the Home Center for a recertification interview as
follows:

e Click the LDSS-4826 Received button (in the Recertification
Interview Log window, see screen shot on page 5), the LDSS-
4826 Received window will open;

= Select In-Center as the Interview Type (leave the Contact
Number field blank);and
= Click the OK button;

e The Recertification Interview Log window reappears. Click the
Reschedule button;

e The Interview Scheduler window appears. Select the new date
and time for the In-Center interview and click the OK button.
Selecting In-Center will generate the (W-129RR) form that must
be mailed to the participant;

e Scan and index LDSS 4826 and supporting document(s), then
enter a comment into POS indicating that the disposition has
been changed to an in-person interview due to a missing or
illegible telephone number.

Interview Scheduler Recertification Interview Log _
window (Center|D) - F40 IntewiewiScheduler

This window will allow you to reschedule the recertification interview.

Please enter the new date and time. The appointment cannot be in the past.

Bl -
Enter new
interview date
and time. 5|
=l

FIA Policy, Procedures, and Training 8 Office of Procedures



Interview Scheduler
window

The correct appointment
type must be indicated.
The interview type
determines which notice
gets generated.

Form W-908F is
generated for telephone
appointments.

Form W-129RR is
generated for In-Center
appointments.

Interview Scheduler
window

Enter new
interview date
and time.
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Participant Calls the NCA SNAP Center

e Request for an In-Person Interview:

If the participant calls the NCA SNAP Center to request an in-
person recertification interview instead of a telephone
recertification interview, the Worker can update the type of
appointment directly in POS as follows:

= Access the Recertification Interview Log window;

Recertification Interview Log
Center D : F40

Inteview,Scheduler

This window will allow you to reschedule the recertification interview.

Please enter the new date and time. The appaintment cannat be in the past.

Appeintment Date:

Appointment Time: I d I dl ;I =

Intervizw Typs ' Telephons O InCanter

OK Cancel

= Select the Reschedule button to record the new date and
time for the recertification interview. The Interview Scheduler
window appears;

= Select the In-Center option in the Interview Type field;

= Select a new date and time for the recertification interview and
click the OK button. Form W-129RR will be generated which
must be mailed to the participant.

Recertification Interview Log

Center ID : F40 Inteview,Scheduler

This window will allow you to reschedule the recertification interview.

Please enter the new date and time. The appointment cannot be in the past.

Appointment Date:

Epeeintment Time: [ =1 = =] -

Interview Type ' Talzphone O Incenter

OK Cancel

=

FIA Policy, Procedures, and Training 9
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e Request to Reschedule the Telephone recertification Interview:

All appointments, including those of participants who contact the
SNAP Center in the last month of their certification period to
schedule/reschedule their recertification appointment, must be
recorded on the Recertification Interview Log even if the
appointment is in the future. When the appointment is recorded,
ensure that the appropriate appointment type (in-center or
telephone) is selected.

If the participant wants to have a telephone recertification
interview but calls the SNAP Center to reschedule the date/time
of the interview, the CRMU Control Worker must do the
following:

Recertification Interview Log w

Center ID - F40 =

A

oy
3

Quick View

o o o o

Spoken LDSS-4826 Appt
TEna Interpreter Appt. Date Appt. Time R ived Stan

’;111111111
B

-~ . ot

Contact Jfeptippointment; Eaileg Jolkeen Rrpcesskailediojtoon

N2

Assign LDS 5-4826 Received Reschedule
Exit

D

= Click the Reschedule button. The Interview Scheduler
window will appear;

See PB #13-06-OPE for = Select a new date and time for the interview and click the OK
more information on button. This will generate the Notice of Rescheduled
Form W-908F.

Supplemental Nutrition Assistance Program (SNAP)
Telephone Recertification Interview W-908F that must be
mailed to the participant.

Recertification Interview Log . .
Center 10 : F40 Intenview,Scheduler

This window will allow you to reschedule the recertification interview

Please enter the new date and time. The appointment cannot be in the past

Enter new
interview date
and/or time

FIA Policy, Procedures, and Training 10 Office of Procedures
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e Reporting a New Contact Telephone Number:

If the participant wants to have a telephone recertification
interview but calls the SNAP Center prior to the interview to
change his/her telephone number, the CRMU Control Worker
must do the following:

» 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, entering the telephone number in the
Contact Number field, and clicking the OK button.

Recertification Interview Log )
[ ContactV\indow,

Contact Attempted

equested call time

Contact Attempt 1

Did you sucoessfully contact the dient? i ves [o™ & ves & o
08/09/2013 8/9/2013
Gves Bro By O
Enter new 8/912013 8/9(2013
contact number. Comments

Telephone Interview Assignment/Preparation

Telephone Interview

Assignment is now done . . . .
i an automated manner  C2S€ assignment is now handled in an automated manner via the

via Agile Communication Agile Communication Environment (ACE) system. The assignment

Environment (ACE) auto ~ Will be made the night before the scheduled interview. The

assignment. See PB integration of POS and ACE allows for the recording and tracking of

#12-45-SYS language services offered to applicants and participants. ACE will
pull the preferred language to be spoken and for written notices from
WMS and pre-fill the drop down boxes on the Telephone Contact
and Tracking Language Access Indicators screen. The TIPS
Supervisor may assign cases to the Worker the day before a
recertification interview as follows:

e Access the Recertification Interview Log window;
e Select the case from the list and click the Assign button.

FIA Policy, Procedures, and Training 11 Office of Procedures
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ifi i Recertification Interview Lo - -
Recertification EERili 4 LS & % W w ©
Interview Log window A e S

Search By Application Type Filter Appointment Status Filter

08/09/2013
Quick View

Select the case to be =
forwarded to the
ES/Worker.

1

( Assign ) LDS5-4826 Received Reschedule Contact

— i =

The Referral Action window will appear;
e Select the Worker or designee to assign the case to and click the
OK button.

Referral Action window  [FEME =Tl NG R AReT)
(select SNAP Eligibility enter D= 40
Specialist or designee) S—

Caszz |

Referer Case To

Select the SNAP
Worker or designee
to receive the case

Enter comments, [f any

Ok Cancel

FIA Policy, Procedures, and Training 12 Office of Procedures
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Recertification Worker Upon receiving an assignment, the Worker must access the Action tab
from the Activities Management window, select the Review Case
activity, and execute the following actions:

A-CtiViti es Management F§ POS 4.2 - [Activities Management] EEEZAM  Thursday, July 15, 2010
window —— ,
Flg Edt Tools Window Hep
=2kaEd EdL
@Aclion % FA0FS Elighilty Specialst Quzue |
Activity Descrintion
Hpplication Modification
Select Review Application Referrals
Case activity Case Hember Addition
to enter case Document Intake
comments. EFS lssuance (NCA FS Case)

Ermor Correction

FS Application Interview

FS Case Transfer
FS Change Case Data

FS Recert Interview

In-Center Referral

Make Case Comment

Print a Form

Stat | Bssign | Eemove| Schedule | Reapzning | [pdete Dispastion | HlG | Wiew Your Schedule | Eomment|

¢ Review the application and accompanying documents scanned in the
HRA One Viewer. Determine if Form LDSS-4826 has the required
See PD #09-43-SYS for signature on page 5;
RFI, PD #11-11-EMP for o Verify information with Resource File Integration (RFI), TALX/The
TALX, and PB #13-42-SYS Work Number Service, the State Online Query (SOLQ) System, and
for SOLQ. the Automated Child Care Information System (ACCIS) Child Care
Provider match in POS;
e Compare information submitted with case information in WMS, POS,
and the HRA One Viewer. If necessary, enter case comments using
the Make Case Comment activity.

FIA Policy, Procedures, and Training 13 Office of Procedures
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Accessing the Recertification Interview

The Worker must access their queue and select the SNAP Recertification
Interview filter. The Worker then clicks on the Scheduled For column
header to sort the activities in their queue and selects the next interview
activity.

122354 PM

F5 P05 7.1.1 - [Activities Management]

Friday, Auqust 09, 2013

Fie Edb Took ‘Window Help

= 5
ERAEES L
Jﬁfi—‘uctinn EE.SNAP Elighilty Specialit Quzue
=t Filer ¥ dctivity Type Flle [ ety dpprove File
Waker Lqpicaton rterview | prove pplcation rtervew I
oM € I :I' ESNAP lssuncel” rprove ESNEAP lssuance [
Uncovered Rlecer nteriew V' dncrove Fecerticatin [
Chiange Case Data [ ooy Chinge Case Data [0
Emor Cameckions [~ ooy Gamessions
[ ity Stahus Filer Ober” AN
Gl Fenoed T | T Achiy Akt Fle P
ot Seheiled” Completed [© ComgDuel” T
Nat Stated Overdie]” |
Alert ‘ Case Hame ‘ CaseHo Sufl Received From Scheduled For ‘ Status ‘

I |

3913 1:00pm |Nm Sartet |

4 | /

Stat | B3t | Hemnve| Sichertle | Heapering | Updte Dispastian | WS | Yiew Your Schedule | Eomment|

When the Worker selects the activity and clicks the Start button, the new
Telephone Contact and Tracking Language Access Indicators window
opens.

FIA Policy, Procedures, and Training 14 Office of Procedures
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Telephone Contact and Tracking Language Access Indicators
Window

Telaphomne Contact and Tracking La

Ploase click the Call buficn o initinle the telaphons call, The Script window will open, You miust select the oulcomes of
tha call in the Call Outcome feld

Applicant is: O i Phois -
Appointment Type:
Case Mumber:
Case Marme:
Casehead Name:

Contact Number:

Extension:
Profemred Language for Spoaking:  Spanish Praferred Language for Written Notices:  Spanish

Call Qutcoma:

Dowes the applicant want to use HRA'S Free infterpretation services? CiYe o

| Carici | Conbinis

POS will retrieve the following information from the Application Interview
Log or Recertification Interview Log and the POS record:

= Applicantis

= Appointment Type

= Contact Attempt #

= Case Number

= Case Name

= Case head Name

= Contact Number / Extension

= Preferred Language for Speaking

= Preferred Language for Written Notices

The Worker clicks on the Call button to initiate the call. POS will connect
to ACE and make the call using the contact number retrieved for the
case. The Script window appears, guiding the Worker with the proper

greetings and information upon reaching the participant, another
individual or voicemail.

FIA Policy, Procedures, and Training 15 Office of Procedures



See PB #12-45-SYS, and
PB #13-06-OPE
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Telephone Contact and Tracking Language Access Indicators

Telephone Contact Script — please use the text below if you are able to reach the casehead:

Hello, | am calling for JOHN DOE. Are they available?

Instruction to Worker:
If the applicant/participant is available, conduct the interview.
If the applicant/participant answers Mo, ask the following:

Since we are unable to conduct the interview, when would be a better time to contact you?

Telephone Contact Script — please use the text below if you are not able to reach the casehead:

Hello, this is JOSEPH SMITH and | am calling regarding the scheduled telephone interview for JOHN DOE .
Please let JOHN DOE know that we will try to contact them again later today or please have them call 212-555-
1213 to reschedule the interview.

Telephone Contact Script for voicemail:

Hello, this is JOSEPH SMITH and | am calling about your scheduled telephone interview for JUNE 18, 2012,
We will call you back at a later time. Thank you.”

Close

The Worker clicks Close to return to the Contact window and enters the
Call Outcome. The following options will appear in the drop down menu:

The applicant/participant answered and is available for the interview
The applicant/participant answered and is not available (asks to
reschedule appointment)

The applicant/participant answered and reported that he/she does not
have enough minutes on their cell phone, would prefer a call back at a
different telephone number.

Call went to voicemail or answering machine.

The number you dialed is not in service.

At the customer's request, this line is not accepting any incoming calls.
The subscriber has not set up their voice mail.

The voicemail is full and cannot take any messages.

The number you dialed is incorrect, please check the number and dial
again (Check LDSS-4826/WMS for contact number)

Other (Comment Required)

Contact Attempts

On the assigned date of the telephone interview, the Worker must initiate
the telephone interview process directly from their queue. The ACE
system records all contact attempts and results.

If the contact number is either incorrect or unavailable, ACE instructs the
Worker where to look to secure the contact number (i.e. the scanned
application, WMS, etc.). ACE also allows for the recording of a new or
modified contact telephone number.

FIA Policy, Procedures, and Training 16 Office of Procedures
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Number Not in Service / Incorrect

If a message is received that the dialed number is incorrect or not in
service, the Worker must check the LDSS-4826 form and WMS to
confirm the contact number. The Worker indicates whether the contact
number matches.

If the number matches, the Worker must click Yes and Continue to exit
the Contact window.

If the number does not match, the Worker records the new contact
number and clicks Call Again to initiate a call to the corrected contact
number. This number is saved to the Application Interview Log or the
Recertification Interview Log when the Contact window is closed.

Call Qutcome: | The number you dialed is incorrect, please check the number,

Please check the LDSS-4826 application form and WMS to confirm the contact number,
Does the contact number match? | O Yes @No (O No Phone Number Found

New Contact Number: (212) 555-2345 Extension:

Call Time: 3/22/2012 11:45 AM

Call Outcome: The client answers and is available for the interview. v

The Worker must record the outcome of the new call. If the Worker
indicates that the applicant/participant is available for the interview, they
will be able to click Continue to start the interview.

Call Outcome of Other

If the call outcome selected is Other (Comment Required), a comment
text box opens and the Worker must enter a detailed case comment.

Unsuccessful Contact Attempt

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

e The call went to voicemail/answering machine
e The line is not accepting incoming calls

e Subscriber has not set up voicemail or the voice mailbox is
full.
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Second failed attempt

Request to Reschedule to
a different phone number

Request immediate call
back to a different phone
number

PD # 13-20-ELI

After waiting a short period of time (approximately 15 to 20 minutes) or
following the next interview, the Worker must attempt to call the
participant a second time.

The status of the interview will automatically be updated to Fail in the
Recertification Interview Log window upon the second unsuccessful
contact attempt. See page # 36-44 of this procedure on how to handle
Cases that are Missed Telephone Recertification Interviews or failed to
keep appointments.

Successful Contact - New Contact Number Requested

If the Worker is able to reach the participant, but they ask to be contacted
at a different telephone number, the Worker must indicate whether the
participant wants to reschedule the interview and must record the new
contact number.

If the participant wants to reschedule the interview, the Worker clicks
Continue after recording the new contact number and accesses the
Recertification Interview Log to reschedule the interview.

If the participant does not want to reschedule the interview, a Call Again
button appears to allow the Worker to call the participant at the new
contact number. This number is saved to the Application Interview Log or
the Recertification Interview Log when the Contact window is closed.

Call Qutcome: | The applicantiparticipants answered and reported that helshe does not have enough minutes
on their cell phone, wold prefer a call back at a ifferent telephone numbe.

Reschedula the interview? | () Yes (9)No

Please enter the new contact number and click the Call Again button,

New Contact Number;  (212) 395-2345 Extenslon:

Call Time: 3/22/2012 11:45 AM

Call Outcome:  The client answers and is available for the interview, v

The Worker must record the outcome of the new call. If the Worker
indicates that the participant is available for the interview, they will be able
to click Continue to start the interview.
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Successful Contact / Interview conducted

Call Outcome: | Theappicnl et ansered and s avalele o e i

Ploase indicats Whether the applicantwans o use HRA's ree interpretaion seices

If the participant’s preferred language (to be spoken or for written notices)
is not English, the following question appears in the Contact window:
Does the applicant want to use HRA'’s free interpretation services?

If the participant does not want to use HRA'’s free interpretation services,
the Worker must indicate the reason:

Does he aplicant want o use RRA's e ntrpretaion servies (s (Mo

Provie s s by el et e et

If the Worker indicates that the participant is available for the interview,
they will be able to click Continue to start the interview. (See screen print
on page 14.)

Once the interview has started, POS will update the appointment status to
Kept on the Recertification Interview Log window. The Worker must
enter all required information for each window in the SNAP
Recertification Interview activity, per standard procedure for
recertification in POS.

Note: Information obtained during the telephone recertification interview
supersedes information previously provided on the paper application. Any
discrepancies between information provided during the interview and the
paper application should be recorded in POS by entering a case
comment.
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FS POS 4.2 - [Activities Management] 58:20AM  Thursday, July 15, 2010
Activities Man ag ement File Edit Took ‘Window Help
window |&| =& mer e

gACtiDﬂ | %, FA0FS Eligibility 5 pecialist Queuel

Activity Description

Application Modification

Application Referrals
Case Member Addition
Document Intake

EF5 | NCAFS C
Select Make Case e LTS Tl
rror Correction

CO mm ent aCtIVIty tO FS Application Interview
enter case comments, FS Case Transfer

H FS Change Case Data
if necessary. l\\ F5 Recert Interview
In-Center Refenal
Make Case Comment
Print a Form

Review Case I

Start | Lissign | Eemovel Schedule | Feopening | Update Disposition | WS | Wiew Your Schedule | Qommenll

When the LDSS-4826 Signature Capture window appears during the
SNAP Recertification Interview activity, the Worker must check the
Unable to Capture Signhature box.

LDSS-4826 Sig nature FS POS 4.2.1 - [LDSS4826 Signature Capture] 1:44:44 PM
Ca ture WlndOW Elle Edit Tools ‘Window Help
P |plelé®mm v | t2n uyEan e $5me2 4N D=

Page 1 -

Applicant/Reprezentative Signature
Select Unable to L T

Captu re Si gn atures ’: I Unable to Capture Signatures |
option. / Lo B

Cerlification: Applicant Signature

Check that the signature JPok Loed <sun |
is on page 5 of Form

LDSS-4826 before Contioaions A

completing this step. : <isen |
Otherwise, see Missing

Documentation and/or P rr=

Slgnature SeCtIon on ' Applican%lm%queﬂ to close case == Sign

page 23.

View Printed LDS5-48265 | Hext | Erimt | Previous |

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

FIA Policy, Procedures, and Training 20 Office of Procedures



PD # 13-20-ELI

Unable to capture Unable to capture electronic signature
electronic signature

window Please select the reason that the electronic signature(s) cannot be captured:

" The signature pad is not working.

. . |_,;. 1
Select this option. K i+ Homebound casehead or signed application in record i

0K | Cancel |

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

e Eligibility Determination
Budget

TAD

Grants Data Entry (if needed)
Print Forms

After all required information has been entered in a window, proceed to
the next window by clicking the Next button until the SNAP
Recertification Interview activity has been completed.

A case comment must be  |f there are any changes to the case, the Worker must indicate these

entered whenever there is changes in a case comment.
a change made to the

case.

When all interview windows have been completed, the Approval
Elements window will appear. Send the case to the Supervisor for review
and sign-off by executing the following actions:

e Click on the Next button on the Approval Elements window. The
Close window will appear;

e Click the Complete Activity button. The Approval Assignment
window appears;

e Select the appropriate Supervisor to receive the case. The designated
Supervisor is highlighted by default. However, the worker may select
a different Supervisor, if necessary;

e Enter a case comment (if necessary) and click the OK button.

POS moves the case with the Approve SNAP Recertification activity
from the Worker’s queue to the Supervisor’'s queue.
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Ending a call

To end a call, the Worker will click on the new End Call icon in the POS
tool bar or the End Call option in the Tools menu.

Fle Ed Tods Window Hep

O

Ol E L LL‘IM’"

Bo

I $ERUAE S0 EDE

No messages from WMS via OLTP

L0g & Phone Cal

The Contact window appears and the Worker indicates whether the

interview is completed and whether the activity should be suspended. The
Worker must enter a case comment.

Telephone Contact and Tracking Language Access Indicators

Please click the Cancel button to resume the interview. Please click End Call to end the call.

Applicant is: On the Phone w

Appointment Type: FS Application Interview Contact Attempt #: 1
Case Number: 00012345678A

Case Name: DOE JOHN

Casehead Name: Doe, John

Contact Number: (212) 555-1212 Extension:

Was the interview completed?

Suspend the activity?
Comment: The interview is complete.
Cancel | [ End Call
L
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Resuming a call

If the Worker ends a call without completing the interview and returns to
the SNAP Recertification Interview, the Contact window appears and
allows the Worker to call the participant back and resume the interview.

The Worker must record the outcome of the new call. If the Worker
indicates that the participant is available for the interview, they will be able
to click Continue to start the interview.

Please click the Call button to resume the interview,

On the Phone

FS Application Interview
00012345678A
DOE JOHN

Doe, John

i 85112 -

Spanish v

The applicant/participant answered and is available for the interview.

The call was dropped and the interview is now resumed.

Applicanyparticipant indicated they did not need interpretation services ‘
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Forms Data
Entry window

Click Yes to the
Documentation
Requirements
(Form W-113K)
option if missing
documentation
and/or signature.

Response to Question
window for Form
W-113K —
Documentation
Requirements

PD # 13-20-ELI

Recertification Deferrals

Missing Documentation

Enter a due date of
10 calendar days
from the present.

If based on the telephone recertification interview the participant is
required to provide additional documentation, the Worker will:

e Select Yes to the Documentation Requirements (Form W-113K)

option. When the Form Data Entry window appears during the
SNAP Recertification Interview activity.

FS POS 4.2.1 - [Form Data-Entry] 2:07:08 PM WWednesday. July 28. 2010

Eile Edit Tools Window Help

<
I
D

I'Reque:l for Identification Card/T. icai ization (Form WE07A)

[Hequesl for Birth or Death Verification from Agencies Dutside New York City (Form WE80]
Documentation Requirements (Form w-113K]

Social Security Administration - Consent for Release of Information

/ FPlication (Form wW-119]

NEE : BE

e Enter a due date of 10 calendar days from the present in the

Response to Question window and click the OK button;

Response bo Question

[Form ¥113K—Documentation Requirements | =

Due Date: 00/00/0000

/ Forms. Please return the following forms completed and signed where necessary:

l- w1470 Primary Tenart's Statement Regarding Occupancy of
Secondary Tenant

I. LDS5-4826 Food Stamp Application

DK Cancel

» Indicate the missing documentation. If the required signature on
page 5 of Form LDSS-4826 is missing, click the LDSS-4826
SNAP Application option;
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Response to Question
window for Form
W-113K —
Documentation
Requirements

Response to Question

PD # 13-20-ELI

Form W113K—Documentation Requirements |

Due Date: 00/00/0000

Forms. Pleaze return the following forms completed and signed where necessany:

l- ‘w1470 Primary Tenant's Statement Regarding Ocoupancy of
Secondary Tenant

Select the LDSS-4826
SNAP Application option if
the required page 5
signature is missing.

l/7 I. LDSS-4826 Food Stamp Application

Print Forms window

If no additional
documents and forms are
required, do not click the
Print button.

0K | Cancel |

= Click OK once the Response to Question window is complete.

Inform the participant that the W-113K form will be mailed to him/her

along with a postage-paid return envelope. Advise the participant that the

missing documentation and/or signature must be submitted within 10
calendar days in order to complete the recertification process, and that

documentation can be returned by mail or fax (Worker must provide the

TIPS fax number to the participant over the phone)

e Select the W-113K and W-119D options and click Print to generate

the notices;

E:07:21 PM

FS POS 2.3.1 - [Print Forms]
File Edt Tools ‘Window Help

Wednezday, January 07, 2009

jaloléeale el u+tEcanae|bas s HA

EEE =]}
EEE | a8 |

Select Forms
W-113K and W-119D.

w119 Request for Contact on Mailed or Faxed Application

Eligibility Factors and Suggested D ocumentation Guide

W129RR
Widovy

Motice of Food Stamp Recertification Appointment

Food Stamp Recertification Notice [FE61 and FE3)

-_——

Form No Form Description Copies
DS53151 Food Stamp Change Report Form

D553152 Action Taken on Your Food Stamp Case

D553574 Food Stamps Single Issuance

D553938 Food Stamp ication Expedited P ing 5 y Sheet

DS54753 Food Stamps - Request for Contact/Missed Interview

EBT_23 Motice of Special Benefit

EXP_76R Documentation Receipt

M3G Motice to Heport to Center

M3MM ification of Applicati il [Cash Assi: . Food Stamps and Medical Assistance
M40K Motice of Denial of Expedited Food Stamp Processing or Inability to Issue Food Stamp Benefits
M42G Referral for a Medicaid Eligibility Determination

558 Social Security Card Application

w102 Motification to Participant of New Worker

W113K Documentation Requirements

Forms =

e-fom

e-fom

e-forn
e-fom
e-forn
e-fom
e-fom
e-forn
e-fum_

e-fom

e-fom
e-fon

e-forn

e-fom

e-fom

P
/
Hext \l Print
~

— -

| ‘ Previous

e Click Next after the forms have printed. A message will appear:
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“This case was deferred. The case must be sent to the Supervisor for
review. Please select the Supervisor to whom the deferral approval
activity will be assigned and click the OK button to continue.”

The Approval Assignment window will appear;

(ase Defarred ﬂ

i This s was cefeted, The case muskbe sent b the Supenvisr forreviem, Plesse select the Stpervisa o whom the deferal aoproval activty il b assined and ik
2 the O Bukton Eo contint,

e Select the Supervisor to send the case to for review and approval,
enter a comment (if appropriate), and click the OK button.

Approval Assignment Approval Assignment
window

Selected Case

[Zase Name CIN
Suli Easeloai Easehead

Select the Supervisor;
enter a comment

. . rRefer Case To
(if applicable).
Title |Unit| Last Name | First Name | Un |Phone Numberl j
|FS Supervisor
|FS Supervisor

|FS Supervisor

|FS Supervisor

FS Supervigor

- Enter Comments If Any

Cancel | 1] 4 |
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Returned Deferral —
Worker Instructions

Returned Deferral —
Deferral not required

Returned Deferral —
Eligibility factor not
selected.

Select the
Screen Picklist
Icon.

PD # 13-20-ELI

Deferral Disapproved by Supervisor

If the deferral is disapproved after supervisory review, the SNAP
Recertification Interview in the Worker’s queue will be updated with a
description of “SNAP Recertification Interview — Returned Deferral”. The
reason(s) for the deferral disapproval will determine the next action(s) to
be taken.

FS POS 4.2.1 - [Activities Management]

Ele Coi Tools window Help

[ ] © || e [ G5 e

S acton = 70 R |

’—Umt Filter [ Activity Tupe Fil

I Activity Approve Filter
Approve FS Application (nterview [
=

wotker (%
ChU =l
d

uuuuuuuu

I Activity Status Filter
Suspended T Femoved I I Activity Alert Filter Filter
Hot Scheduled Eompleted Eoming Due 7
ot Scheduled [T ampleted) T a =
Overdue 7 _I

Mot Started T

Activity | DueDate | Alert | Case Hame

F5 Recert Intervie: o [
FS Recert Intervisw - Returned Deferral |

Total: 2 Cases

< | xl

st | Assion | Remove | e e T e wiiS | Wiewvour Schedule | Comment |

Deferral Returned - Not Required

If the deferral was returned because the Supervisor indicated that there
should be no deferral, the Worker must continue processing the case for
recertification.

Deferral Returned for Additional Documentation

¢ If the deferral was returned because required documentation for an
eligibility factor was not selected, the Worker must:

= Go to the Window drop down from the tool bar, select Screens to
access the Screen Picklist;

FS POS 4. 3 - [Address Information]

File Edit Tools | LT o P TN Help

Screens F1z=
wWeithdeaws sl

[« | - EEE

Eiciprarsl war

J]r_“‘l|<'r’f|°‘.§:’

|F'resenl: Addres

w1 Oddress InFormaktion

St MosDirsMame: El A=

=  Or select Screen Picklist from the tool bar as follows;

 —

- | EEE EA | B8 |
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Select the Eligibility window for which document must be
requested (Employment Information in this example);

Screen Picklist

|Emp|0}fment Information |

Household Composition -
Case Member Information

Address InfTormation

Additional Suffix InfTormation

CIN Re-Use

Individual Detail

TAL> Information

Food Stamp Household Composition
Employment InTormation
Current Income

Medical

Resources

Shelter ==
Other Expenses

Education and Training

Other Information

ChildfTeen Health Program Script
Request to Close Case

Form Data Entry

Cancer |

Click Yes for the appropriate question to access the Response to
Question window;

FS POS 4.3 - [EMPLOYMENT INFORMATION] 4:44:03PM  Friday, September 17, 2010
Fle Edt Tools Window Help

INDICATE IF YOU OR ANYONE WHO LIVES WITH YOU THAT IS APPLYING: Yes No

|s Employed?

I Self-Employed?

o
|is Unemployed? coe
[Pallicipating In A Stiike? / / I e
Iix Anyone in the Household a Migrant or Seasonal Farm Worker? L I(- @

Select Yes to respond
to the appropriate
guestion/issue.

Spanish Hext Previous
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=  Click on the Document box;

Response to Question

Info from WRS Smith John 01/15/2010
Employee

Beauty Culture $900.00

Empl

Street

City Click the Document box.
o

Zipl

Wage Year Quarter

r Lancel

» Select the appropriate document. Leave the Scan checkbox blank
so that the eligibility factor will appear on the W-113K form. Click
OK to save the entry;

Accepted Document Scan HewDuc;I

IF"ay Stubs -

Job Letter

IT ax Return

Select the document.

Leave Scan

IIJ uarterly E stimated Tax

checkbox blank.

OK | Cancel |

= Access the Form Data Entry window and Select Yes to the
Documentation Requirements (Form W-113K) option;

FS POS 4.3 - [Form Data-Entry]
Elle Edit Iools Window Help

Yes Mo =
Iﬁeque:l for Identification Card/T Medicaid Authorization [Form WE07A] o @
I'nequasl Tor Birth or Death Venfication from Agencies Dutside New York City (Form W680) -~ & j
Documentation Requirements (Form W-113K]) - & o
Fucial Security Administration - Consent for Release of Information (Form W515R) -~ &
[Hequesl for Contact on a Food Stamp Application(F orm D55 4753] -~ &
[Reque:l for Contact on a Food Stamp Application [Form W-119) - =
=]

Select Yes to the I/

Documentation
Requirements
(Form W-113K)
option.

Spanish | Mewt | Previous |

= Enter a new due date of 10 calendar days from the present for the
W-113K form in the Response to Question window;
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Response to Question

[Form ¥113K—Documentation Requirements | =

Due Date:00/00/0000

Enter new Du e Date Forms. Please return the following forms completed and signed where necessary:
r ‘w1470 Primary Tenant's Statement Regarding O ccupancy of

Secondary Tenant

I. LDS5-4826 Food Stamp Application

oK | Cancel |

= Go to Print Forms to generate a new W-113K form. Click Next
once the form is printed to re-send the Deferral Approval activity
to the Supervisor.

4:49:20 PM

Fridav, September 17, 2010

FS POS 4.3 - [Print Forms]
File Edit Tools ‘Window Help

ool —n sy s wvFAen @ =S5 &30 0 &omss

Form No Form Description Copies Forms +
D552474 551 Referral and Certification of Contact e-forn
D553151 Food Stamp Change Report Form e-forn
D553152 Action Taken on Your Food Stamp Case e-fom
D553574 Food Stamps Single Issuance

D553938 Food Stamp Application Expedited P ing S y Sheet e-fom
D554753 Food Stamps - Request for Contact/Missed Interview e-fum_
EBT_23 Motice of Special Benefit e-formn
EXP_76R Documentation Receipt e-formn
M3G Motice to Report to Center e-fom
M3MM Motification of Application Withdi 1 [Cash Assi: . Food Stamps and Medical Assistance, e-forn
MA40K Motice of Denial of Expedited Food Stamp Processing or Inability to Issue Food Stamp Benefits e-forn

MA2G6 Referral for a Medicaid Eligibility D inati e-forn

555 Social Security Card Application

Select Form W-113K.
w102 Motification to Participant of New Worker e-fom
W113K e-for

Documentation Requirements

w119 Request for Contact on a Food Stamp Application e-formn

W119D Eligibility Factors and Suggested D ocumentation Guide

w129RR Motice of Food Stamp Recertification Appointment e-forn
Hext Print Previous

Deferral Approved

Upon notification by the Supervisor of the approved deferral, the Worker
must mail the W-113K and W-119D forms including a postage-paid return
envelope to the participant and ensure that he/she is aware of the missing
documentation and/or signature requirements

Supervisory Review

Once the case is sent from the Worker to the Supervisor for review, an
Approve SNAP Recertification Deferral activity will appear in the
selected Supervisor’'s queue. The Supervisor must select the Approve
SNAP Recertification Deferral activity and click the Start button;
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Fil= Tools Window Help

G| I w2 0| Qe

FS POS 4.2.1 - [Activities Management]

PD # 13-20-ELI

Monday, £

F Action EE F40FS Supervisor Queus

Unit Filter I Activity Type Filter [ Activity Approve Filter
Wforker % ] r
CMU X E B
Uncovered r ]
] i
B i
[~ Activity Status Filter B ki
r r [ Activity Alert Filker Filter
i i E
5 B LClear
Activity | Due Date ‘ Alert Case Hame Case NHo |Suf‘ Rec(ﬂ

Approve FS Recert Deterral

Total: 25 Cases

Select Approve SNAP
Recert Deferral activity.

| i

Click Start g

Assign ‘ Eemove|

Schedue | | | s | viewYou Schedde | Conment

The Household Screen will appear. The Supervisor must click Next

to open the Form W-113K Preview Window;

FS POS 4.2.1 - [Household Screen]

Fle Edit Tools MWindow Help

O | <ot T 5| B W YEQU A = $EHE &1L 2|00 &5 8
Suffix/Individual Inquiry Code WMS Message via OLTP
.|
Control Information
District :_ Center :_ Worker :-— Case Number : _ |
Present Address il

Street Number Direction Name Type Apt i City
State:| [l Zip Code: __ Phone: | - -
Suffix Information {* Active i~ Applying v ‘Waoiking Families No
FS Suffix | 1 Fs status [l FS#AC [0 =)
Suff Case Name )
Case Member Information
Citizen /
Suff Ln CIN Hame Relation DOB 55H WYal Sex National FS AFIS /5T
11 [
Click Next. L ;
I | Hext Previous
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Click View to
retrieve the form.
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¢ Inthe Form W-113K Preview Window, the Supervisor must view the
printed deferral form(s);

FS POS 4.2.1 - [FORM W11 3K Preview Window]

File Edit Tools Window Help

S|t = n|e | oy B Y Eall @ =% e &8 000 & m| s
INSTRUCTIONS:

Displayed below is a list of the ¥W-113K forms printed for this case. To view the form(s). you must:

1) Click on the "View' Button to retrieve and review the form.
2) Close the image

If no form is found. the following message will appear:
"No ¥-113K could be found at this time. Please open the HRA One Viewer to view the Printed W-113K forms_ "

Click on the "View' Butt
Date D, Type Doc Humber
View I 0872372010 W-113K Documentation Required 1270316
Hext Previous |

e The Supervisor must review the detailed eligibility factors. Check the
Approval box for each satisfactory eligibility factor. Enter comments
for each disapproved eligibility factor.

Supervisory Review — Deferral Not Approved

If the deferral is disapproved for any reason, it must be returned back to
the Worker for follow-up. The reason(s) for the supervisor deferral
disapproval will determine the next action(s) to be taken by the Worker.

e To disapprove a deferral, the Supervisor must click the Refer Back to
Worker button;

FS POS 4.2_1 - [Disapproved Elements]

Eile Edit Toclk Window Help

= === =l = |8 | wvyHMel @ = |5 = &1L |00 05| #0088
f’;zr:::*.‘if;?:z::.m e | i
If the deferral is — e —— arvermon |
disapproved, the
Supervisor will select Db apmeved Elomert i
[Suffix Information e —
the Refer Back to |_ ErET ||
Worker button. l\ e B Fiview Carment Lo
T i
Tdei \@h.p,ﬂes.dence L SSM = I‘
Disapproval Reasons Review Commen T ———
mr, | SRS  WETEEEm
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e The Refer to Worker window will appear. The Supervisor must select
the Worker and click OK;

Refer to Worker

Select Center

Selected Case

Select the O S
ES/Worker.
Suffix i Daseload Casehead Name

Refer Case To

Title Unit Last Name First Name L Phone Number ﬂ

0K Cancel

The SNAP Recertification Interview activity in the Worker’s queue will
be updated with a description of “SNAP Recertification Interview —
Returned Deferral”. (See screen shot on page 26.)

Supervisory Review - Disapproved Deferral Corrected and Returned

Disapproved Deferral If a previously disapproved deferral was corrected by the Worker and re-
Sclfg;r?ﬁ:sg and Re- submitted for review, the Supervisor must make a new determination on

the deferral. To determine if the re-sent deferral is ready to be approved,
the Supervisor must review each previously disapproved element;

¢ if the deferred item is correct, click the Approval button;

FS POS 4.2.1 - [Disapproved Elements] 5:25.06 Fh Hond:
Eil=  Edit Tools window Help
If a previously L e o B ||y Ee @ =% 5o &5 e
disapproved element is e B
now approved, click [ [ |
. Disapproval Reasons Review Commenl t Log
Approval for that item.
Disapproved Elsment
’ﬁx Information e ==
Add Comment
Disapproval Reasons Rewiew Commenl t Log
If all previously T
disapproved eIement; ’ P ﬁ
are now approved, click Disapproval Feasons Fieview Commen tLag
Done.
=
= Refer Back to Worker o

o If all previously disapproved elements are now approved, the
Supervisor must click the Done button.

FIA Policy, Procedures, and Training 33 Office of Procedures



Only telephone
interviewed cases are
moved to the MPU
Recertification Deferral
Change queue.

In-center cases are
moved to the MPU
Deferral Recertification
Home queue.

PD # 13-20-ELI

Deferral Approved

If after the Supervisor has completed the review of the case deferral and
has clicked the Done button, and all elements of the deferral have been
approved, the case will be moved to the MPU Recertification Deferral
gueue to await submission of the requested documentation.

FS POS 4.2.1 - [Activities Management]
Fle Edft Tools Window Help

BEEETD

3 Action 5 FA0FS Supervisor Qe |

Unit Fiker ¥ &ctivity Type Filter [~ Activity Approve Filter
Worker & FS Application Interviewl ™ | | Apprave 75 dpnlization Intervien I
oMU EFS lssuance [ Anprove EFS Issuance [
Uncavered Enprove FS Becerficaion ™
Lpprave S Change Base Data 7
Lpproyve Enor Conestians 7
tpprave Other, 7

[ dctivity Status Fiker

SR Yo Racer Deforral Home '—‘ ﬂl

ot Sehedued T i

o WPV Recert Deferral Change = ﬂl
Activity | Due Date | Alert | Case Hame | Case Ho |5u|1 Receive
Totak 2 Cazes
4| | A
Start | Assigh | Remave | Schedule | Fieanening | Update Disnosfion | WhiS | Wiew Your Schedule | Commenll

The Supervisor must verbally instruct the Worker to mail the W-113K and
W-119D including a postage-paid return envelope to the participant and
ensure that he/she is aware of the missing documentation and/or
signature requirements.

Processing Documentation Returns

When the missing documentation and/or signature is received, the TIPS
or Home Center staff must scan and index the documentation submitted
into the case record via the Document Intake activity. POS will add a
Forwarded Document activity to the Mail Processing Unit (MPU) TIPS
Supervisor's MPU Recertification queue and highlight the
Recertification Interview activity with a Document alert for the
document received.
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Activities Management
window

Alert to the MPU
Supervisor that
documentation
and/or signature
was received
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2:00:23 PM

Wednesday, July 28, 2010

FS POS 4.2.1 - [Activities Management]

File Edit Tools Window Help

lo|olu 2mA[®

A aclion T F40FS Supervisor Queve |

Unit Filter ¥ Bctivity Type Filker [ Activity Approve Fiker
Warker (% F5 tpplication Interview] ™ Eparove FS Anlication Inteniem ™
CMU I hd EFS lssuance [~ Aoprove EES [ssuznce r
Uncavered FS Recett Intervizw W Snprove FS Fecertiisation ™
FS Change Case Datal™ Sapove F5 Change Gase Data [0
Errar Corrections [~ Lpprove Encr Conections I
[~ Activity Status Fiter———————— Other ¥ pppiove Other ¥

Suspended ™ Remaved T [~ Activity Alert Filter Eiter |

Nt Scheduled = Completed 1] Laming Dus ]
Nt Sterted I ‘ Dyerduzl™ ﬂl
Activity | Due Date | Alert | Case Hame | Caze Ho |Suf| Rece * |

i“

F= Recert Intarvizwy | |Document _

Farwarded Document I NA
]
FS Recert Interview | "JA I“

Total: 9 Cases -
(| | y

Start |

Assign | Femave | Schedule | Feapening | pdate Dispasitiah | WS | Wiew Your Schedule | Eﬂmmeﬂtl

The TIPS Control Supervisor must monitor the MPU Recertification
Deferral Change queue and assign the Recertification Interview
activity with a Forwarded Document alert to a MPU TIPS Worker.

The MPU TIPS Worker must confirm that the requested documentation
was received and then complete the recertification process.

Telephone Recertification Approvals

For completed recertification cases, the Supervisor must review the
Approve SNAP 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 in the HRA
One Viewer to ensure that information was accurately recorded in POS
as well as other pertinent documents in the HRA One Viewer, and that
Form LDSS-4826 has the required signature on page 5.

The Supervisor must approve the recertification using the Approve
SNAP Recertification activity and transmit the approval to WMS in order
to complete the processing of the telephone recertification interview.
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TIPS Control Clerk

Failed to Keep
Appointment

796 Reminder Notice
generated
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Failure to Keep Appointment/Failure to Comply with Recertification

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

e Households that did not submit a signed and completed LDSS-4826
will receive the Reminder Notice Z96.

¢ Households that submitted a signed and completed LDSS-4826 will
receive the Missed Appointment Notice Z99.

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.

Failure to Keep the Telephone Recertification Appointment

On a daily basis, the TIPS 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, or
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 that an interview was not conducted on paper (outside of POS)
by reconciling the log. For confirmed cases, the TIPS Control Clerk
executes the following actions:

No LDSS-4826 Submitted (to be completed by Home Center staff):

e For those cases that never returned a signed and completed LDSS-
4826 form, mark the case as Failed to Keep Appointment in POS
(cases not successfully contacted by telephone are automatically
marked Failed to Keep Appointment by 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.
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T : : FS POS Yersion 4.2
Recertification Interview £ 22
il=  Retrieve Print Filier  Display  Summary
i Recertification Interview Log [Center Number F40]
og winaow e e e e == R g
arch by ! Appoinmen t Ty Appoinment Status —|
& Appointment Date I~ caseMumber [~ Telephaone Interview (FiliEze
1+ Select Date 1 I I~ In-Center Interview - :ss::ummem
[wednesaay, duy 23 =] I~ Potential VRS - Fvil el tembmes o
‘@ EEE R I © caseMame I~ Mo Change 1 nlntmer't
SeleCt Search data |Ferm—r |T;D;— I I~ Original Appainime
. i . 1 Recd [ cBO e
——————————— 4 ™ auth Rep AFIS Beports I

Cas Spoken
Lang

Interpreter Appt Date | Appt Time LDS

Rec

Select filter criteria. |/

Cases meeting filter
criteria appear here. : - E
Assign LDSS 4826 Contact Fr—rhedl K_Epl l Failad_lu Keep Erunass Fﬂiled_ to Exit

Received eep Tr

o
\h—’

Completed LDSS-4826 Submitted:

e For those cases that have a returned, signed, and completed LDSS-
4826 form (cases not successfully contacted by telephone), and are
marked as Failed to Keep Appointment in the Recertification Log
within five days of the appointment date, MIS will mail the LDSS-4753
on the business day after the appointment is marked as failed to keep.

¢ |If the case is marked as failed to keep more than five days after the
appointment date, the TIPS staff must prepare and mail the LDSS-
4753 notice.

Z99 Missed Appointment
Notice generated

e For each case that was marked as failed to keep more than 5 days
after the appointment date, access WMS to obtain the date of the next
recertification as follows:

= Access POS;

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

= Select the SNAP Change Case Data option;

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

WMS Inquiry icon - ‘
i  ——H 0| B |
e WS Inquiry }

o el m e meaks ar k= B e o

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

Select option 1.

Case Composition —
Suffix/Individual
Summary screen / WMS

Form Data Entry window

MIS will mail the LDSS-
4753 if the appointment is
marked as failed to keep
within 5 days of the
appointment date.

The LDSS-4753 is only
required to be sent by the
TIPS staff to individuals
who file an NCA SNAP
application/recertification
form (LDSS-4826) if the
case was marked as
failed more than 5 days
after the appointment
date.

See PD #11-01-ELI for
information on the LDSS-
4753
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B Inquiry Screens !E E

Address I SDX I Restrictions I Pending I 40 Quarters
Case I Individual I Recoupment I Benefit ] RFI I Budget

2.Case Composmon Sufhx Summar}I [NQCSUZ NOCS34).

3.Case Composition - Individual Summary (NQCS3B).

4.Case Composition - EAS/EAF Indicator Summary (NOCS84).

5.Case Inquiry Associated Names and Addresses(NOCS13).

6.4l Change Actions for period[NQCSE4).

7 .Recertification, mailout-response, discrepancy and recert-result data[NQCS27). L]

Click the X button to close the Inquiry Screens window, and then
WMS shows the date for next recertification on Case
Composition - Suffix/Individual Summary screen;

Case No: Case Suffix: Last Data Say
Case Number Center Unit Worker QRS FS Rent: 0 Date NeXt
PA Rent: 0 Restrictig ifi i
Addioss ci g P Recertification
“Case Name DMMNSSRRANGRES LFiNind ~~ CaseName 27— 7 LFLN Ind
Suffix01  FS Suffix 01 Case FS Lang Spoken E Suffix Case Lang Spoken
PG Status Type Lang Read ' PG Status Type Lang Read
PA Parent Ind TB Ind . PA Parent Ind TB Ind
MA Safety Net Ind TB Date ' A Safety Net Ind TB Date
_____ TN s ooy U . AN L
Date Lsashﬂecell 08/20/07 | Date Next Recert 12/20/07|  Issuance Date Pa / / Issuance Date Fs  / /
uffix CcA
PAMAFS LN CIN FirstName M Last Name Sex DOB PAMAFS ES (D
G

Click the Next button.

FS POS 4.2.1 - [Form Data-Entry] 215:23PM  Wednesday, July 28, 2010
File Edit Tools MWindow Help
|Yes No d

|-5m:ia| Security Administration - Consent for Release of Information [Form W515R) I @
Request for Contact on a Food Stamp Application [Form W-119) F &

|§ ic Alien Yerification for Entitl [SAVE] Referral [Form W-515X) / s

I’FIA School/Training Enrollment Letter [Form 'W-700D) / o
[Nolice of Food Stamp Recertification Appointment [Form W-129RR) / o

Click Yes to the
LDSS-4753 option
if LDSS-4826 was
submitted.

Spanish Mext | Previous
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Response to Question

. [ | MISSEDINIERVIEW-APPLICATION | 4
window
Scheduled Date: IW
Com plete the [ MISSED INTERVIEW - RECERTIFICATION :
Missed Date Missed Interview: [00/00/0000 :
Interview- :
e . Did the client submit a completed LDSS-4826 (Food Stamp Benefits
Recert|f| CatIO n Application/Recertification) 7 “ Yes “No |
Sect|on Food Stamps will be Discontinued on: 007000000 !
. 1 -~
1 1

216:24 PM

Prlnt Forms W|nd0W FS POS 4.2.1 - [Print Forms]
Fle Edit Tools Wwindow Help
et aals | e w YESW A @ $om &8 W BEmEsE
Form No Form Descripti Copies Forms =
DS52474 551 Referral and Certification of Contact e-form
DSS53151 Food Stamp Change Report Form e-forn
DS53152 Action Taken on Your Food Stamp Case e-forn
Se|eCt the DSS3574 Food Stamps Single Issuance
DS53938 Food Stamp ication E i i Sheet e-forn
DSS4753 form . DSS4753 Food Stamps - Request for Contact/Missed Interview e-for
EBT_23 Notice of Special Benefit e-forn
EXP_76R Documentation Receipt e-forn
M3G Notice to Report to Center e-forn
M3MM ification of icati i [(Cash Assi . Food Stamps and Medical Assistance’ e-forn
MADK Notice of Denial of ited Food Stamp ing or Inability to Issue Food Stamp Benefits e-forn
M42G Referal for a icaid Eligibility D inati e-forn
555 Social Security Card Application
w102 Notification to Participant of New Worker e-forn
W113K Documentation Requirements e-forn
w119 Request for Contact on a Food Stamp Application e-forn
w119D Eligibility Factors and Suggested Documentation Guide
W129RR Notice of Food Stamp Recertification Appointment e-fomn
— -
Hext ‘l Print P Previous
S ="

Supervisory Role The Control Home Center Supervisor will process the closing of cases for
participants who failed to keep their recertification interview. The Y10
closing will be pending until the last day of the month following the date of
the originally scheduled recertification interview:

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

Recertification Interview — BSS=E Sl : o O[] G ©
Log WlndOW . Print Filter Dispiay. Summary  Change Center  Help

Search B Application Type Filter Appointment Status Filter

-———

~

Assign LDSS-4826 Received Reschedule Contact jieptappointment. EpiledJojtean J'DEESS Egiled fojicen

=13 o -
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Failed to Keep _ e The Failed to Keep Recertification Interview Log window appears.
Eg;iﬁ:{é%%\t/'on Interview 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;

Post Closing to WMS —
SNAP Recertification » |If the status of the interview is unknown and must be verified,
Interview Log window 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 Closings to WMS button;

Click Prior Month
option.

|

Select case.

< Previous. Tatsl Failes To Kaae Apcointmants © 9 Fage:0/0 Hext >

Post closing to WIS Assign Reschedule Kept Appointment Hold closing Exit

If the Post Closings to WMS button is clicked, the Post Closing to
WMS — SNAP Recertification Interview Log window appears. If the Yes
button is clicked, a transaction with closing code Y10 (Failure to Recertify
[No Notice Required]) will be posted to WMS for the case. POS will
prevent the posting of the Y10 closing if the case is not in active (AC)
status and warn the user about pending TAD transactions in WMS prior to
the transmission of the Y10 closing.

Post Closing to WMS - FS Recertification Interview Log

Click Yes to send
the Y10 closing to These cases will be closed For Failing to keep the interview, Would you like to continue?
WMS.
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FTK a Deferral
Appointment

TIPS Control Supervisory
Review and Assignment

Activities Management
Window

MPU Recertification
Deferral Change Queue

PD # 13-20-ELI

Failure to Keep (FTK) a Deferred Appointment to Submit Missing

Documentation and/or Signature

Beginning on the first business day following the 25th calendar day of the
month, the TIPS 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 Recertification Deferral Change queue.

The TIPS Control Supervisor must review the case activity to confirm that
the documentation and/or signature requested was not received. This is
done 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 One Viewer 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.

Upon confirming that documents and/or a signature have not been
submitted, the TIPS Control Supervisor must:

¢ Indicate the missing document(s) and/or signature in the Case
Comments section by selecting the pended SNAP Recertification
Interview activity from the MPU Recertification Deferral Change
gueue and click the Comment button.

¢ Assign the activity to a TIPS Control Worker for a case closing by
clicking the Assign button.

1:47:20FPM

FS POS 4.2.1 - [Activities Management]
Fle Edit Tools Window Help
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Selected Caze
No (000100036254 Case Name |EUZMAN MARY CIN |TA34545U

Suffis | 1 Casehead Name Mary Guznan SN [160-13-1616
- — Stalf Member Comment Date Entered j
Indicate missing I\*"HHMMNM\;I_ [12/18/08 03:38 AM
documents and/or
signature.
|Homano Margarita j |I]2;'11!1I] 10:21 AM
IHumanu Marganita j |I]4/1 5410 08:15 AM
|Breton Jose j ;l |I]71281'1I] 01:46 PM
b
1] 4 | Qancel|
TIPS Control Worker To process the case closing, the TIPS Control Worker must:

Case Processing

Review the case comments to determine the missing
documentation and/or signature requirement, as indicated by the
Supervisor;

Generate a Client Notices System (CNS) notice using SNAP
Closing Code V21 (Failure to Provide Verification);

Indicate the missing documentation and/or signature requirement
on the Verification Selection Entry Screen in CNS;

Retain the CNS Supervisory Review printout containing the CNS
notice number,

Enter the CNS notice number into POS;

Give the CNS Supervisory Review printout to the Supervisor when
routing the case closing activity for approval;

Select the picklist and choose the TAD option in POS. The TAD
window will appear.

Execute the following actions in the TAD window:

= Enter the CNS notice number in the Notice # field include the
alpha and do not cut and paste the number from CNS;

= 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.
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i FS POS 4.2.1 - [UNDERCARE .
TAD Window : L ] Enter the CNS Notice number
e Et ok Hndon e (include the alpha and do not
BleoldB2R & Fo e mYEINA ®EDEHE -
= 2l [o[w | UDECARE cut and paste the number from
WS Data POS Data CNS into POS).
Food Stamp Tad Window
Caze Number Suf Center Unit Worker Rule Status  Proj AcctNo Reuse case No
I | | - (FsFo0s = I |
Select Case Suffix M3E Ind WMS Bdgth  Notice Bdgt#t  Notice i APP SRC CED Date Interview Date
CLOSED-Compliance fi I = = T | (/00 oz
'\~ ase Name Language Language Read Notice Language  FSINTW LFLN  Homebound Ind
k [English =1[English ~I[English = I[F-Face =]/ =I[T Yes & No
Category Plg\\ Status Status Reason From Date To Date
FS |FS |CLUSED-CumpIiar ¥21-Failure to Provide Verification ate)

Select V-21 Failure to
Provide Verification

—

Individual Hame Linedt CIN Pig Slatus Deny ? Status Reason Date
e e e Sz
Hext | Previous | Ignore Errars: | Show Individual Data Bun Rules |

e Click the Yes button to confirm and continue;

Success

Click Yes to continue

Click Complete
Activity

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

o 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;

Close |

Closing Window : Disapproved Elements

Current Activity : FS Change Case Data

Complete Activity | Suspend Activity

Cancel |

e Select the 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.
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Approval Assignment
window

Select
Supervisor.

Enter case
comments.
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~Selected Case -

-_ Case Name __ CN -
Suffy l Casehead Name |- 56N -i

~Refer Case To-

Title Unit

R

IFS Supervisor

Last Name

First Name | UMW | Phone Number _‘_|

IFS Supervisor

~Enter Comments If Any -

Particinant failed to provide required documentation. Case wil _|
e closed.

( | L|_|

e Submit the CNS Supervisory Review printout to the Supervisor.

Upon receipt of the approval of the case closing activity, the TIPS Control
Supervisor must execute the following actions:

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

¢ 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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PROGRAM
IMPLICATIONS

Medical Assistance
(MA) Implications

LIMITED ENGLISH
PROFICIENT (LEP)
AND HEARING
IMPAIRED
IMPLICATIONS

FAIR HEARING
IMPLICATIONS

Avoidance/
Resolution

Conferences

PD # 13-20-ELI

There are no MA implications.

For Limited English Proficient (LEP) and hearing-impaired
applicants/participants, make sure to obtain appropriate interpreter
services in accordance with PD #11-33-OPE and PD #08-20-OPE.

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 SNAP Center and requests a
conference, the Receptionist must alert the Center Director’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 Director’s designee. In Model
Offices, the Receptionist at Main Reception will refer the
applicant/participant to NCA General who will then issue a SNAP
Conf/Appt/Problem ticket to the applicant/participant to route him/her to
the NCA SNAP Reception area. The NCA SNAP Receptionist will alert
the Center Director once the applicant/participant is called to the NCA
SNAP Reception desk.

The Center Director’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 Director’s
designee will decide to resolve or defend the case based on all factors
and on whether the case was closed correctly.

FIA Policy, Procedures, and Training 45

Office of Procedures


http://hraedocs.hra.nycnet/HRAeDocs/DocumentFunctions/DocumentDirectAccess.aspx?DocId=b2e68404-14e5-4918-ac53-5a0a478c74b9
http://hraedocs.hra.nycnet/HRAeDocs/DocumentFunctions/DocumentDirectAccess.aspx?DocId=c072c6bc-a0fd-4cff-a528-41c75881dd75

Evidence Packets

REFERENCES

RELATED ITEMS

ATTACHMENTS

Please use Print on
Demand to obtain copies
of forms.

PD # 13-20-ELI

The Center Director’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 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 ADM 8

GIS 08 TA/DCO18
18NYCRR 387.7(i)
18NYCRR 387.17 (f)(3)

PD #09-43-SYS
PD #10-36-OPE
PD #11-01-ELI

PD #11-11-EMP
PB #12-45-SYS
PB #13-06-OPE
PB #13-66-OPE
PB #13-42-SYS

BRC-901D Food Stamp Telephone Recertification
(Rev. 11/14/08)

BRC-901D (S) Food stamp Telephone Recertification (Spanish)
(Rev. 11/14/08)

W-706B Supplemental Nutrition Assistance Program (SNAP)
Pending Applications Control (Rev. 8/21/12)

W-901F Incomplete Supplemental Nutrition Assistance Program
(SNAP) Recertification Form (Rev. 8/23/12)

W-901F (S) Incomplete Supplemental Nutrition Assistance Program
(SNAP) Recertification Form (Spanish) (Rev. 8/23/12)

W-908F Notice of Rescheduled Supplemental Nutrition

Assistance Program (SNAP) Telephone Recertification
Interview (Rev. 1/31/13)

W-908F (S) Notice of Rescheduled Supplemental Nutrition
Assistance Program (SNAP) Telephone Recertification
Interview (Spanish) (Rev. 1/31/13)
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®MORE CONVENIENT:

You can recertify for FOOD STAMPS
from your own home.

EEASIER:
No more having to travel by bus or

train to the FOOD STAMP CENTER for
recertification.

mSAVE TIME:

Without all that running around, you
will have more time for work, family
and friends.

For more information
contact the HRA Infoline:
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 can be
scheduled instead of your having to
go to THE FOOD STAMP CENTER for the
interview.

WHERE?

We will call the telephone number that
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
having to travel to the Food Stamp Center.

Question:
How wiill I know if | can participate in Telephone
ecertification?e

rmati

[1FL

Answer:

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.
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EAHORRA TIEMPO:

cohmmenos diligeneias por
hacer tendrd mads tiempo para
su frabajo, su familia y sus
dmiSFadesd

RECERTIFICACION
POR TELEFONO

PARA CUPONES
PARA ALIMENTOS

[ UL

Para mas informaciéon comuniquese
con la Linea Informativa (Infoline) de
HRA: 877-472-8411

Michael R. Bloomberg

Alcalde

0 Administracion de Recursos
Humanos

con la Linea Informativa de la Ciudad SEAAIEIe0 s

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.
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RECERTIFICACION POR TELEFONO DE CUPONES PARA ALIMENTOIS

:.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 usted ir en
persona al CENTRO DE CUPONES PARA
ALIMENTOS.

;DONDE?

Liamaremos al nuUmero de teléfono que

usted nos proporcione en el Formulario de

Peticién de Hora de Llamada (Call Time
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 recertificaciéon de Cupones
para Alimentos se realiza por teléfono en vez de
usted tener que presentarse al Centro Oficina
de Cupones para Alimentos.

Pregunta:
5COmo sé si puedo participar en Recertificacién
por Teléfono?

Respuesta:

yecto pilofa.
rmi
Cid

altelefénic

Le llamaremos cuando recibamos su
solicitud llenada y firmada. Liamaremos ademds
segun la informacién proporcionada en el
Formulario de Peticién de Hora de Lliamada. Este
formulario se encuentra en la Ultima pdgina del
Aviso de Recertificaciéon que usted recibird en
breve por correo.

Pregunta:
5 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

Pregunta:
2Qué tal si no estoy para contestar la
llamada?

Respuesta:

En caso de que 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




Family Independence
Administration

A Human Resources
Form W-706B Administration
Rev. 8/21/12 Department of
Social Services

Supplemental Nutrition Assistance Program (SNAP)
Pending Applications Control

"A" Group Number:

Card Number:

Group/Section:

NOTE: As of August 29, 2012, any reference to the Food Stamp Program in this notice shall mean the Supplemental Nutrition Assistance Program (SNAP), and any reference to Food
Stamps shall mean SNAP benefits.

Date ; ;
SNAP Action Control Mail/Fax
SNAP 25th Case Worker’'s . 30th
Appl Day Case Name Number Name Interview Day
. Expe- Single . Appl. Returned RFI ) Due Decision
Filed dited Issue Deferred Accept Reject No Signature Only Date Rec'd Date Comments

AR
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Form W-901F LLF Human Resources | Family independance
Rev. 8/23/12 Adminisiration iﬁ.drrlr‘msrralu:n

Departmant of
Social Sarvices |

Date:

Case Number:

Case Name:

NCA SNAP Center:

Incomplete Supplemental Nutrition Assistance Program (SNAP) Recertification Form

NOTE: As of August 29, 2012, any reference to the Food Stamp Program in this notice shall mean the
Supplemental Nutrition Assistance Program (SNAP), and any reference to Food Stamps shall mean SNAP
benefits.

On € nd documEgnts onduct a
telephone recertificafion intetview. P Recettification, your signature is

[~ There was no signaturenon p# jcati ication. We are refufning a copy of your
application to ydui Pleask sig your application dnd immediately return it in the
enclosed posta i riginal application on file¢ so we may prepare for
and conduct yountelephgh a iglbili eryiew. However, the recertification process will not be

considered completétntil we receive your required signature.

[~ 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. 8/23/12 Administration | Administration
Departmant of |
Social Sarvices |

Fecha:

Numero del Caso:

Nombre del Caso:

Centro de SNAP de Asistencia No en
Efectivo:

Formulario Incompleto para Recertificacion del Programa de Asistencia de Nutricion
Suplementaria (SNAP)

NOTA: A partir del 29 de agosto, toda referencia al Programa de Cupones para Alimentos en este aviso se
denominara el Programa de Asistencia de Nutricion Suplementaria (SNAP), y toda referencia a Cupones para

Alimentos se denominaré —|

pcertificacion para realizar una
ormularip ge Recertificacion de

mas|devolviendo una copig de su solicitud. Favor
de firmar la pag plverla en el soprie adjuntod prepagado de inmediato.
Nosotros vamos wﬂ archivos para poder prepararL/ realizar su
entrevista telefonica de recertificacion para elegibilidad. Sin embargo, el tramite de recertificacion no se
considerara completo hasta que recibamos su firma como debido.

o
tar

El ,
entrevista de recertif i
SNAP se requiere su fi

[~ No habia firma

[~ No habia firmas enninguna de las péaginas de su solicitud. Le estamos devolviendo su solicitud
y documentacioén 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-908F LLF Human Resources
Rev. 1/31/13 Administration
Department of
Social Services

Date:

Case Number:

Participant Name:

Center:

Notice of Rescheduled
Supplemental Nutrition Assistance Program (SNAP)
Telephone Recertification Interview

As you requested, we have rescheduled a telephone recertification interview for you on the date and within the
timeframe listed below. We have also listed the telephone number that we will contact you at.

Telephone interview [\ bere enf N [ and __|

Telephone number \ \\

If you prefer to be cont i phene number, please gall Ug at |

at least one day prior to yo ph certificaffion interview date sd that we may update our
records.

 Hecertification interview. |

Once you have completed your telephone recertification interview and you have been informed that you have
been recertified, there is NO need for you to come in person to the SNAP Center.

®
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Family Independence
Administration

Form W-908F (S) LLF y Human Resources
Rev. 1/31/13 Administration
Department of
Social Services

Fecha:

Numero del Caso:

Nombre del Participante:
Centro:

Aviso de Nueva Entrevista de Recertificacion Telefonica
del Programa de Asistencia de Nutricion Suplementaria (SNAP)

A peticion suya, hemos reprogramado una entrevista telefonica de recertificacion para usted en la fecha y las
horas a continuacion. Ademas, hemos listado el nimero de teléfono al cual nos comunicaremos con usted.

Fecha de la entrevista tetefgnica: __— — ~antre \ — Y

distinto, favor delllamarnas al |

efopicaTeprogramada de certificacion para que

br teléfono|de receftificacion. |

;ta

I

Una vez que usted haya llevado a cabo la entrevista de recertificacion y se le haya informado que ha sido
recertificado(a), NO tiene que presentarse en persona al Centro del SNAP.



