PROGRAM EVALUATION AND ANALYSIS SECTION 

OFI - REMINDERS FOR FFY09 QA REVIEW


AGENCY COMPLIANCE PROCDURES
TRAINING – Civil Rights/Title VI- ADA/Section 504, HIPAA, LEP/SI 

All Training Logs need to include: 

· Title of Training (Training Curriculum)

· Name of county/state office location

· Training date(s)

· Training facilitator

· List of Attendees with employee’s name and job title

· Date of hire for new staff

· Identify if attendee is new or veteran staff

Training methods:

· Civil Rights/Title VI – State Office video.  
· ADA/Section 504 – State Office online training modules.
· HIPAA – State Office video - Full video for new hires, last 15 minutes of video for veterans (the last segment of the video).
· LEP/SI – CD from LEP/SI coordinator, or online training module from LMS. Note: Counties can develop their own training curriculum but it must be approved by the DFCS LEP/SI coordinator.
General Statements regarding trainings for Civil Rights/Title VI, ADA/Section 504, HIPAA and LEP/SI: 

· All DFCS staff Social Services, Family Independence and Administrative staff must complete the above training.
· Training must be completed annually – If the county trained on April 1, 2008 the next annual training must be completed within 30 days from April 1, 2009.
· Staff on family leave – train within 30 days from the date the employee returns to work.
ADA/Section 504 – online training modules
· TANF staff that complete work related to TANF employment services work must complete the TANF ADA on-line module.
· SS staff that complete work related to SS must complete the SS ADA on-line module.
· All other OFI, SS, and Administrative staff must complete the FS module which is considered the basic module.
· Ensure that the date all DFCS staff individually completed the on-line module is recorded on the training log.
 AGENCY COMPLIANCE PROCDURES

TRAINING – IRS/BEERS:
· Required annually by October 1.
· New staff must be trained prior to attending New Worker Training and prior to having access to SUCCESS when they could receive an alert.
· User Agreement Forms signed.
· Training logs must be maintained.
· OFI staff that can access an IRS/BEERS alert, plus any staff member that has access to IRS/BEERS barriers, are involved in the IRS/BEERS Security Plan, or that will  transport secured letters to the Post Office must complete the training.  Due to the severity of the penalties, whoever has access to or handles IRS/BEERS related materials must be trained.
· Training method: State Office video.
Additional General Statements regarding trainings regarding Civil Rights/Title VI, ADA/Section 504, HIPAA, LEP/SI & IRS/BEERS:
· Have make-up training sessions for all staff that missed any training sessions.
· Track and monitor that all employees have met compliance.
· It is a good practice that when a staff member transfers from one office to another office that the county train the transferring employee as they would a new employee.  This ensures the employee’s training is current and enters the employee in the current county’s train track.  If the employee is not trained as a new employee the county must request the former office to forward the most recent training log to the new office and track the employee’s training to ensure it is completed on a yearly basis.
Resource Contacts:
DFCS County coordinators for Civil/Rights Title VI, ADA/Section 504 and HIPAA should contact the DHR Coordinator as a resource:  Mr. Menelik Alleyne, Legal Services Officer, 404-463-7257 or mralleyne@dhr.state.ga.us 
DFCS County Coordinators for LEP/SI should contact the DFCS LEP/SI Coordinator: Ms. Adina Broome, Legal Services Officer, 404-463-2002 or amboome@dhr.state.ga.us
DFCS Policy Coordinator for IRS/BEERS two barrier security: Mr. Jacki Jackson 404-651-8700 or jjjackson@dhr.state.ga.us 
AGENCY COMPLIANCE PROCDURES

REQUIRED POSTER LIST 

IN PUBLIC AREA (LOBBY AREA):

· POLICY OF NONDISCRIMINATION IN SERVICE PRACTICES - TITLE VI / LEP/SI     (English/and Spanish versions can be located in the LEP/SI manual)  
· AND JUSTICE FOR ALL – TITLE VI - Form AD-475-B (3/98)  

· FOOD STAMP RIGHTS AND RESPONSIBILITIES - TITLE VI - Form FNS-183 (12/78)

· EXPLANATION OF THE FSP (SNAP) APPLICATION PROCESSING STANDARDS

· EXPLANATION OF HE RIGHT TO FILE AN APPLICATION ON THE DATE OF INITIAL CONTACT (THE RIGHT TO SAME DAY FILING)
· NOTICE OF PRIVACY PRACTICES – HIPAA Form 5460 (English 06/05)   Form 5460 Sp (Spanish 06/05) (With local contact information)

· NOTICE OF FREE INTERPRETATION SERVICES - LEP/SI Poster

·  NAME OF COUNTY LANGUAGE COORDINATOR – LEP/SI

POSTER required in an employee work area:
· UNAX – STOP UNAUTHORIZED ACCESS - IRS Publication 03081 (5/98)

Recommended LEP/SI Forms to be maintained at front desk:
· LEP/SI Intake and Tracking Forms

· “I Speak” Flashcards

· Waiver of Rights to Free Interpreter Services

· Discrimination Complaint Forms for Civil Rights and LEP/SI

PROGRAM ACCESS
SNAP - Supplemental Nutrition Assistance Program 

· As of October 1, 2008, SNAP is the new name for the federal Food Stamp Program.  SNAP stands for the Supplemental Nutrition Assistance Program.  Over time, FNS and other Federal Agencies materials will no longer reference the Food Stamp Program and begin using the term SNAP.  

NEW FEDERAL REVIEW ELEMENTS FOR FY09:
TELEPHONE CONTACT WITH THE LOCAL OFFICE PRIOR TO THE COUNTY REVIEW
· A pre-entrance conference review tool designed to find out how the specific local office is set up regarding application and certification procedures prior to the on-site review.
· Anonymous phone contact to identify what information is being given to clients including recordings and messages during and after office hours.
INCREASED FOCUS ON PROGRAM ACCESS
· Increased focus on FS program access and client services through observations of the office’s physical environment, application processes and organizational work flow to identify customer service barriers. 
NEW POSTINGS REQUIRED IN THE LOBBY 
· An explanation of the Food Stamp (SNAP) Application processing standards.
· Posting in the lobby of the right to same day filing.
CASE READINGS
· Specific cases reviewed will be cited as correct or incorrect – no deficiencies will be cited; however, deficiencies identified may be listed as a weakness in summarizing any strengths and weaknesses observed.   

FS RECERTIFICATION

· Twenty cases will be reviewed.  Ten reviews that were recertified and ten reviews that ended with the client not being recertified.  These readings are designed to provide insight to access barriers at recertification.
CUSTOMER COMPLAINT PROCESS
· Added in 03/2008 – A check of the Constituent Services Compliant Log.  County complaint files should reflect those received from Constituent Services.  Effective 10/01/08 the most recent three months of the Constituent Services Compliant Log will be reviewed and compared to the county log.  
FAIR HEARING LOGS
· Implemented 05/2008 – Check of timeliness of submission of FS hearing requests.  Effective 10/08 the most recent three months will be reviewed. 
· Keep one running log and update it through each step of the hearing process.  This report is no longer submitted on a monthly basis to the State Office.  It is checked at each Quality Assurance Review.  The most recent three months are viewed.
COMPLETE A REGIONAL QUALITY IMPROVEMENT PLAN (QIP)
· Each region will have counties reviewed within a 3-4 month period.
· A Regional Quality Improvement Plan will be due 45 days after the last county within the region is reviewed; however, the region should begin working on the QIP after the first county is reviewed.
·  Contact for QIP is Rachel Redding-King - Corrective Action.
PROMISING PRACTICES IN FOOD STAMP (SNAP) PROGRAM ACCESS INITIATIVES
· Replaces the best practices in processing food stamp applications
REMINDERS ABOUT OTHER QA REVIEW ELEMENTS:
FOOD STAMP APPLICATIONS – When someone applies for Food Stamp benefits the Forms we are limited to giving them are:
· Application for Assistance (Form 297) 
· Rights and Responsibilities (Form 297A)
· Expense Statement (Form 354)

· Verification Checklist (Form 880)

FS INITIAL CERTIFICATIONS

· If postponed verification is required on an expedited application there is an ADT on FSFI that can be completed to ensure the client is sent the correct notice.
· Approve non-expedited applications by the 30th day.
· Make sure expedited cases are coded appropriately on MISC to maintain correct state data on the number of cases expedited.
· Track and monitor SOP daily (applications & denials); weekly monitoring only results in discovery of what went over SOP in the past week and failure to meet federal tolerance levels. 

FS DENIALS & TERMINATED CASES
· Document 500 code denials.
· Fully document SUCCESS to explain the reason for termination.
FS CASE DOCUMENTATION SUGGESTIONS:

For all FS cases actions documented on NARR, clearly document the program and leading reason for case actions, the precise information related to case actions.  Examples of information that should be included in documentation:
· FS Case Reopen – Untimely 10/09 FS Review - wage verifications received 11/12, benefits prorated from 11/12
· FS Case Reinstatement - agency failed to mail 10/09 Review appt., entitled to full months benefits for 12/09 and 11/09
· OV – Interim Change FS - New wages reported by Head of household; states rate of pay and hours are unknown.  Wage verification requested this day by F809 due X date. 
· Initial FS App Interview expedited postponed verf. required due X date

Failure to clearly document the program and reasons for case actions result in misunderstanding of the case status which can result in errors such as:

· A correctly closed FS case being incorrectly reopened when a new application is required.
· Untimely FS reviews and 60-day reopens are being given full month benefits when benefits should have been prorated from the date all verifications were received.
ERROR PRONE CASES 

· Budgeting 1 cent or 1 dollar etc. when there is no employment results in incorrect data.  The practice corrupts data on working clients that may be pulled from SUCCESS.
· Fully document and explain any discrepancies in the budgeting of wages and self-employment income.
CLAIMS MANAGEMENT

· AE/IHE Claims and IPV claims on ADDR NARR.  
· For suspected fraud document the date it was first suspected and when the 5667 is completed; per the feds the audit must establish that the 5667 referral was sent (to OIS) within 30 days from the date of discovery of the suspected fraud.
TANF ADA/SECTION 504 CASE READINGS
ADA Forms 504, 505, and 506 were developed by TANF Policy in conjunction with Legal Services.  Missing Forms, signatures, unchecked boxes and incomplete documentation (forms) indicates potential non-compliance with Federal policy.  The Forms 504 and 505 are mandatory, the Form 506 is conditional.
· Thorough and complete documentation regarding the disability and limitations is required to ensure that the agency can provide the recipient with the appropriate accommodations needed for them to complete their TANF Family Service Plan (TFSP) requirements.

· The TANF ADA Compliance Checklist must be reviewed with each grantee relative at every TANF application and review.  All required fields on the Forms must be completed, and the Forms must be signed and dated by both the client and the Case Manager.  In addition, the TANF ADA Compliance Checklist must indicate if an ADA/Section 504 disability is claimed or observed and whether or not accommodations are necessary for the grantee relative or other individual to meet their TFSP requirements.

· Staff should be reminded that receiving SSI or TANF as a payee is not sufficient documentation of accommodations provided by the agency.  The ADA Disability Tracking and Documentation Form must be completed for every grantee relative and individual who signs a TFSP and for whom a disability is claimed or observed, this includes payee-only grantee relatives.
· Remove the term payee only from all ADA documentation.  Adding it only serves to raise questions if we appropriately addressed ADA and made accommodations for all clients that had TFSP requirements making application for children.
· If no disability is claimed or observed and the client is not known to have been federally approved for disability benefits the Disability and Tracking Form 506 is not required to be completed.
· The Disability and Tracking Form 506 should indicate what disability type is claimed or observed and all sections of the Form completed.

· Documentation is required for ADA/Section 504 issues on the DEM4 Remarks screen in SUCCESS for every grantee relative or individual who completes a TFSP at every TANF application and review.  This documentation must indicate whether or not an ADA/Section 504 disability is claimed or observed and whether accommodations have been offered and are necessary for the individual to meet their TFSP requirements.  Additionally, documentation on DEM4 should not conflict with the documentation on the Forms 504, 505, and the conditional Form 506.
HIPAA CASE READINGS: Food Stamp and TANF Initial Approvals
· Each adult interviewed at application must be asked to sign an NPP. 
· A new NPP is required with each application.
· NPP must be signed and dated by the client and contain the county contact information.
· A copy of the NPP should be provided to the client.
· Assistance unit members age eighteen or older who are not interviewed in person must be mailed a Notice of Privacy Practices (NPP) - The NPP should not be given to the individual interviewed to be delivered by hand.
· The NARR screen must be documented with the date the NPP was mailed and the name of the individual to whom the NPP was mailed.
· Adult assistance unit members who are not interviewed and to whom the agency has mailed the NPP, should not be required return it.
IRS/BEERS TWO BARRIER SECURITY REVIEW  
NOTE: For FFY09 only the IRS/BEERS training logs and User Agreement Forms will be checked since Two Barrier Security Reviews were completed for all counties in FFY 08.  (IRS/BEERS training requirements are outlined on page two of this document). The information about two barrier requirements are included below only to remind staff to  maintain the two barrier security requirements and to obtain State Office approval before changing the two barrier security plan.
· Security Plan should reflect current two barrier security arrangements.  All DFCS locations should have a copy of the State Office approved Security Plan for IRS/BEERS.
· If the security barriers change in any way the DFCS location must contact the State Office for approval of a new IRS/BEER Security Plan.  The contact person at the State Office is Mr. Jacki Jackson.
· If the personnel responsible for IRS/BEERS changes, an e-mail to Mr. Jackson with the new names for the county should be sufficient.
TANF VALIDATION

· Verified hours and SUCCESS participation hours must be consistent; any discrepancy must be explained on ESAC
· Eligibility for deeming must be documented on ESAC
· Daily monitoring/supervision of participation in an activity is required and should be verified  (JSI, JST, VOC, WPU, CSV)

· Verification of hours should be filed in the ES case record
TANF MANDATORY FORMS     

Application Reference TANF 1105-7, Review reference TANF 1710- 3& 4
· Complete TANF Policy Mandatory Forms checklists for all TANF cases at application and review.
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