PROCESSING FUNCTION GUIDE

The primary function of processors is to gather and track required verification related to all applications and then determine eligibility for economic assistance programs.  The work will be conducted in the local offices.  This includes initial eligibility and reviews/recertifications.  In the meantime, all alerts received on these Master Cases will be addressed by the processors.

Staff in the Processing Function will receive applications based on specialization in order to promote efficiency and accuracy.  The following flow chart outlines how the work will be specialized.  Note-The staff in the Interviewing Function will specialize their work according to the same categories.
APPLICATION PROCESSING SPECIALIZATION FLOWCHART
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The Processing Function will have 3 Work Queues.  As actions are needed, the work will flow into one of the 3 Queues.

After an application has been completely processed, it will be checked into the universal caseload.






	Verification Queue – #1
	
	Alerts/Processing Queue – #2
	
	Ready to Process Queue – #3

	(initial)
Application screened by Application Management and determined not to need an interview.

If the Processing Function determines that an interview “is” needed, the application will be re-routed to the Interviewing Function.
Application reviewed by Processor to determine if any further verifications are required.
Presumptive Eligibility (PE)applications will be processed first.  See PE guide.
	
	(daily)
Alerts received on pending applications will be routed to this Queue.  This Queue will be driven by automated alerts.  

Group MC alerts or check alerts history for additional alert types on the same MC before working the case.

Send applicant a new Verification Checklist/RFC if alert indicates additional verification is required. Update Verification Checklists as verifications come in and alerts received.
	
	(ready)
Work coming into this Queue could be received from the Interviewing Function, Change Management Function or Queues #1 and #2 in the Processing Function.

When work is received in this Queue, it has been predetermined that the application is ready for an eligibility determination and final processing.  This will be completed in order of the date the applications were received and required policy processing timeframes

(see process guide).
PROCESSING STEPS:
· Ensure correct programs were pended

· Review scanned documents history & correct categories

· Review alerts history

· Review narrative history

· Data entry into the Expert System

· Apply all policy (utilize on-line manuals, policy logs, help screens, 

	If further verifications are required, a Verification Checklist will be completed and sent to the applicant.  The application will then be returned to the Processing Mode.
	
	When it has been determined that all required verifications have been received or a denial is appropriate, the application will be routed to Queue #3.
	
	data bases, trainings, etc.)

· Run budgets/Review budget summaries

· Create notices

· Referrals/Communication to Charts, EF, etc

· TPL

· Service Authorizations

· Narrative documentation

· Sync up review/recert dates where possible

	If no further verifications are required, the application will be sent directly to Queue #3 for complete processing.
	
	
	
	

	
	
	
	
	After processing, the Master Case will be routed to the Universal Caseload.




OPERATING PRINCIPLES
· Staff will receive work from the Queues one Master Case at a time and will never have a case assigned to them longer than the period that they are completing immediate work on the case.

· After completing the application/alert that a Processor is working on, the Processor will notify the Queue that they are available for the next Master Case in the Queue.

· Queues 1 and 2 are intended to be acted on and cleared daily.

· Processing staff will be assigned to one Queue at a time but may be reassigned to another Queue at any time based on timeframes and workload priorities.

· Every time a case is touched we need to narrate and possibly set a future work task for tracking.

· Processors will have minimal phone contact with applicants.  All requests for further verification will be made in writing (Verification Checklist/RFC).

· If a Processor disagrees with verification an Interviewer has required, or finds verification they feel an interviewer should have requested, it will be corrected by the Processing Function staff and not returned to the Interviewing Function for correction.

· All changes reported during the application pending process will be followed up for required verification by the Change Management staff.  Change Management will send a Verification Checklist/RFC to the applicant and an automated alert will be set.  Change Management will document.  Processing staff will respond when the work task is received.

· Except for Food Stamps, applications will be denied 30 days after a Verification Checklist was sent if the verification was not provided.  After that date, the client will need to complete a new application.

· Staff within the Processing Unit will need to be assigned to close programs (other than FS) that do not respond to the automated 45 day letter to submit a new application (this hasn’t been finalized, could be a Change Management duty).

· If a Master Case has a mix of Pending and Active programs in it, all alerts related to the MC will be directed to the Processing Unit.

· Processing will not be doing an initial review of Verifications Checklists created by the Interviewing Unit.  If it is discovered during the period the application is pending that an additional verification should have been requested, it will be done by the Processing staff at the time of discovery.

· Each Queue will be prioritized by date the application was received and program policy timeframes (added Presumptive Eligibility as a priority to queue #1 and ADC/EF, Child Care, Block grant services and Emergency Assistance programs as priorities to queue #3).

· FS applications will remain in the Processing Caseload until processed or the 60th day of the application pending period.

· Verification Requests (VR) on Active programs will be acted on immediately on the 10th day after they were sent if the requested verification is not provided by the client.

· Applications will be processed by program, as ready, but grouped by Master Case if additional programs are ready.
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