	Table of Contents



Background-------------------------------------------------------------------------------- 3
I. Interviewer Places Call------------------------------------------------------------ 4
Interviewer Process

II. Incoming Calls---------------------------------------------------------------------- 5 
Phone System Process                                         		
N-FOCUS Process   
                                             	           
III. Interviewer Receives Incoming Call From Applicant------------------------- 6
Interviewer Process

IV. Interview Process------------------------------------------------------------------- 7
Interviewer Process
N-FOCUS Process

V. Applicant Does Not Call By Appointment Date------------------------------- 8  	
N-FOCUS Process
Interviewer Process
Phone System Process

VI. N-FOCUS Case/Application Cannot Be Located------------------------------ 9
Interviewer Process

VII. Face-to-Face Interview Process--------------------------------------------------- 10-11       	
A. Process for Face to Face Interview Scheduling
Customer Service Center (CSC) Interviewer Process
Service Area Contact Process
N-FOCUS Process
B. Process for Face to Face Interviewing
Local Office Interviewer Process
C. Client Doesn’t Appear for Interview
 N-FOCUS Process
D. Client Responds To Notice of Missed Interview (NOMI)  
Client Calls ACCESSNebraska Process
Local Office Receives Request Process
Local Office Interviewer Process
E. Client Doesn’t Respond to Notice of Missed Interview (NOMI)
N-FOCUS Process
CSC Interviewer Process

Process Maps:
		Background  
		Section I	Interviewer Places Call  
		Section II	Incoming Calls 
		Section III	Interviewer Receives Incoming Call From Applicant 
		Section IV	Interview Process 
		Section V	Applicant Does Not Call By Appointment Date  
		Section VI	N-FOCUS Case/Application Cannot Be Located 
		Section VII	Face-to-Face Interview Process 
				

APPENDIX  	
Items Referenced in Process Guide:
Crisis Energy Process in the Interviewing Function  
Identifying Duplicate Applications
Interview Checklist 
Types of Interviews 
When Interviewer Processes Case 
Request for Paper Application Template
Face to Face Interview Scheduling Contact List
Informational Message


Interviewer Tools:
Employment First Talking Points
Interviewer AABD Desk Guide
Language Line Instructions 
Process For Work Tasks in the Interviewing Function

















	
Background


	The Interviewing Function is responsible for conducting Interviews for all Economic Assistance programs requiring an interview.

All applications (whether new, review or recertification) will be screened for Expedited Service (when SNAP is applied for), pended, and tied by Application Management staff.  When at least one program on an application requires an interview, all programs applied for on that application, whether new, review or recertification, will be assigned to the Interview Function.  A Work Task is created for this application. An additional Work Task is created if SNAP is expedited.  

 Upon receipt of a Work Task, Interview Function staff in the Customer Service Center will make one attempt to contact the applicant to conduct the interview prior to the interview appointment letter being created.  Additionally, Interviewers will process SNAP for those applications that qualify for  Expedited,  when possible.  In certain situations Interviewers will also process Crisis Energy (LIHEAP). 

When an applicant calls for their interview, information provided by the caller is matched with N-FOCUS information to provide information about possible N-FOCUS related persons who could be the caller.  This information assists the Interviewer in identifying the application of the caller. 

The staff conducting telephone interviews will be located in the Customer Service Center.  Staff conducting face to face interviews will be located at Local Offices.  
  












	
I. Interviewer Places Call 



	Interviewer Process:
	1. Access Work Task and navigate to the application.
2. Determine if an interview is required for any program applied for.  If so, go to #3. If not, change that program case to the appropriate Mode(s) and check if the application indicates a Crisis Energy (LIHEAP) need, following Crisis Energy Process in the Interviewing Function, when indicated.   Stop.  PROCESS IS COMPLETE.
3. Determine whether a Face to Face interview is required. If so, contact the Service Area contact for scheduling.  CONTINUE PROCESS AT SECTION VII, Face to Face Interview Process.  If not, go to #4.
4. Review the application and determine if the application is in your specialty.  If so, go to #5.  If not, update the specialty on the Work Task and return application to the Work Task Manager.  Process for this application is complete. 
5. Review documents submitted by the applicant.  If the application indicates a Crisis Energy (LIHEAP) need, follow Crisis Energy Process in the Interviewing Function.  Attempt to speak to the client.  If successful, go to #6.  If not successful, go to #7.
6. Determine if the client is available for a phone interview. If so, CONTINUE PROCESS AT SECTION IV, Interview Process.  If not, because the applicant is requesting a Face to Face interview, CONTINUE PROCESS AT SECTION VII, Face to Face Interview Process.   If not, for other reasons, go to #7.
7. Select an interview time and send the Interview Letter. PROCESS IS COMPLETE UNTIL CLIENT CALLS FOR THEIR INTERVIEW. 























	
II.  Incoming Calls



	Phone System Process:
	1. A phone call for the Interview is received.
2. The Caller enters their identifying information. 
3. When the N-FOCUS Process is completed (see N-FOCUS Process, below), the call is routed to the next available interviewer for that specialty.  Note:  If no interviewer in that specialty is available, Change Management staff within that same specialty will conduct the interview.  CONTINUE PROCESS AT SECTION III, Interviewer Receives Incoming Call From Applicant.


	N-FOCUS Process:
	N-FOCUS identifies possible Master Case matches based on the identifying information entered in Step 2 of the Phone System Process, above.
SEE SECTION V, If Applicant Does Not Call by Appointment Date (NOMI Process).



1. 

	
III.  Interviewer Receives Incoming Call From Applicant



	Interviewer Process:
	When a call is received (based on specialty, if identifiable), the Interviewer will do the following:
1. Determine if N-FOCUS was able to locate the case/application.  If so, go to #2.  If not, go to SECTION VI, N-FOCUS Case/Application Cannot Be Located.
2. Determine if an interview is required, following Identifying Duplicate Applications.  If so, go to #3.  If not, inform the applicant that an interview is not required, end the call, and move programs to correct mode.  If the application indicates a Crisis Energy (LIHEAP) need, follow Crisis Energy Process in the Interviewing Function.  Stop.  PROCESS IS COMPLETE. 
3. Determine if a Face to Face interview is required/requested.  If required, process continues in SECTION VII, Face to Face Interview Process.  If not required, determine if the caller is requesting a Face to Face interview and if so explain timeframes and possible delays in determining eligibility and if client still wants a face to face interview process continues in SECTION VII, Face to Face Interview Process.  If a face to face interview is not required or requested (the caller is willing to do a phone interview) go to #4.
4. Determine if the call was routed to the correct specialty.  If so, go to #6.  If not, go to #5.
5. Escalate the call, if possible. Stay on the line until the call is received.  If call can be escalated, Stop.  PROCESS IS COMPLETE.  If not, CONTINUE TO SECTION IV, Interview Process.  





	
IV.  Interview Process



	Interviewer Process:
	1. Prepare for the interview. Open the N-FOCUS Case, Application, and Verification Checklist.  Follow the Interview Checklist and Types of Interviews.  Go to #2.
2. Conduct the interview, answer questions and explain program requirements and timeframes and the verifications needed to determine eligibility before ending the call. Refer to the Interview Checklist.  Go to #3.
3. Identify and process any withdrawals or obvious denials on programs the client is not eligible for or no longer wishes to apply for.  Follow When Interviewer Processes Case.  Go to #4.
4. Determine if there are other programs to be processed.  If so, go to #5.   If not, (there are no other programs to process) go to #12. 
5. If the application indicates a Crisis Energy (LIHEAP) need, see Crisis Energy Process in the Interviewing Function.  Go to #6.
6. Determine if SNAP is requested on application.  If so, go to #7.  If not, go to #11. 
7. Rescreen SNAP and determine if this application is eligible for Expedited Service, based on information obtained during the interview.  If so, go to #8. If not, go to #11.
8. Determine if there is proof of Identity for the Head of the SNAP Household.  If so, go to #10. If not, go to #9.
9. Call to see if Identity can be verified by a collateral contact.  If so, go to #10.  If not, document the attempt in the narrative and complete the Verification Request and then go to #12.
10. Process Expedited SNAP and go to #11.  
11. Determine if verifications are due.  If so, send the Verification Request and then go to #12.  If not, go to #12.
12. Make needed referrals, narrate, and update N-FOCUS, as needed.
Stop.  INTERVIEW PROCESS IS COMPLETE.


	N-FOCUS Process:
	Change the Mode for each program case as follows: 
· Change SNAP cases in active status with no further verifications needed to Change Management Mode.  
· Change programs previously withdrawn and denied in # 3 in Interviewer Process, above, to Change Management Mode.  
· Change all other programs, including SNAP with verifications due, to Processing Mode.





	

V.  Applicant Does Not Call By Appointment Date



	N-FOCUS Process:
	1. If applicant does not call for their interview, N-FOCUS sends a Notice of Missed Interview (NOMI) for all programs requiring an interview.
2. Programs not requiring an interview are changed to Processing Mode.
3. When needed, N-FOCUS will update the SNAP Expedited Indicator to Not Expedited for applications that had previously screened in as Expedited.
4. Application remains pending for each program applied for according to program timeframes. 
5. At the end of program pending timeframes, if no Interview Completion Date is entered, a Work Task is created to deny or close the Program Case.  


	Interviewer Process:

	1. For each program identified on a Work Task, confirm that an interview is required.  If so, go to #2.  If not, go to #3.  
2. Deny/Close the Program Case and then go to #4.
3. Change program case to Processing Mode, set Work Task, and then go to #4.
4. Narrate case actions.  Stop. PROCESS IS COMPLETE.


	Phone System Process:
	If applicant calls for an interview, the Phone System Process at Section II, Incoming Calls, is followed.  The Phone System Process, and information located in N-FOCUS, will determine if there is a valid application awaiting an interview and route the call accordingly. 
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VI.  N-FOCUS Case/Application Cannot Be Located


	Interviewer Process:
	If an N-FOCUS case or application cannot be located for a caller:
1. Determine if the caller has reached Interviewing Function by mistake.  If so, reroute call.   If not, (the caller is requesting an interview) go to #2.
2. Ask the caller if they have completed an application. If so, go to #3.  If not, refer the caller to www.ACCESSNebraska.ne.gov to apply on-line or document demographic information on Request for Paper Application Template and send to I and R staff to send out a paper application.
3. Conduct another search of N-FOCUS by name and SSN to locate a case with a tied application.  If located, and application is tied, go to SECTION IV, Interview Process.  If not, go to #4.
4. Determine if it was an e-application. If so, go to #5.  If not, (a paper application was completed) go to #6. 
5. Check the N-FOCUS listing of electronic applications to see if an e-application can be located.  If so, inform he caller that they will need to call back after 24 hours. If not, inform the caller that they will need to resubmit their application and wait 24 hours. Stop.  PROCESS IS COMPLETE.
6. Inform the caller that it can take up to 3 days mailing time before a paper application is received in the agency and to call back.  Encourage the caller to complete an e-application if they do not want to wait.   Stop.  PROCESS IS COMPLETE.





	
VII.  Face To Face Interview Process 


	A.  Process For Face to Face Interview Scheduling 


	Customer Service Center (CSC) Interviewer Process:
	1. This process continues from Section I, Interviewer Places Call, Step #7 and Section III, Interview Process, Step #4.  The Interviewer transfers the call.  The Client and Customer Service Center (CSC) Interviewer are both on the call when the call is received by the service area contact for scheduling face to face interviews in the office where the interview will be conducted. 
2. CSC Interviewer informs Service Area Contact of: 
· The name of the client,  
· Where the client lives, 
· Programs requiring an interview,
· If the interview will be in the Adult or Family specialty,
· Application timeframes requiring consideration for scheduling,
· Any language/interpreter needs, and
3. The CSC Interviewer disconnects from the call when it is determined the face-to-face interview has been scheduled.  Stop.  CSC PROCESS IS COMPLETE.


	Service Area Contact Process:
	4. The Service Area Contact:  
· Schedules the interview with the client, 
· Generates an Interview Appointment Letter in N-FOCUS Correspondence. 


	N-FOCUS Process:
	5. N-FOCUS populates the date of the interview appointment as the Interview Due Date. 



	B.  Process For Face to Face Interviewing

	Local Office Interviewer Process:

	1.  Prior to the Interview: Prepare for the interview, following the Interview Checklist. 
2. When the client appears for the interview: Conduct the interview, following the process in Section IV, Interview Process, with the following exceptions in the order of the interview steps:  
· Review the contents of the Informational Message with the client at the end of the interview. 
· If SNAP is Expedited and proof of identity is needed, attempt a collateral contact to verify identity during the interview while the applicant is still present.  
· Provide and Explain the Verification Request with the client at the end of the interview.  





	C.  Client Doesn’t Appear For Interview

	N-FOCUS Process:

	1. When the Interview Due Date passes and an Interview Date is not entered, N-FOCUS: 
· Sends a NOMI for all programs requiring an interview.
· Changes the Mode of pending programs not requiring an interview to Processing. 
2. For SNAP Expedited cases, on the 7th day N-FOCUS changes the expedited indicator code, if appropriate. 


	D.  Client Responds To Notice of Missed Interview (NOMI) 

	Client Calls ACCESSNebraska Process:
	1. The client calls and the call is routed according to Section II, Incoming Calls; or (go to #2, below)


	Local Office Receives Request Process:

	2. The client contacts a local office to reschedule a Face to Face interview. Determine if the client continues to have a valid application.  If so, follow the Service Area scheduling procedure. Stop, PROCESS IS COMPLETE.  If not, go to #3.
3. Inform the client that they must reapply before an interview can be scheduled.  Stop.  PROCESS IS COMPLETE.  


	Local Office Interviewer Process:

	4.   If the client appears for the rescheduled interview, continue at Section VII, Face to Face Interview Process, Part B, Process for Face to Face Interviewing, Step #1. 


	E.  Client Doesn’t Respond to Notice of Missed Interview (NOMI) 

	N-FOCUS Process:

	1. Tracks program timeframes for programs applied for. At the end of program timeframes, N-FOCUS creates a Work Task to deny or close the case. 
2. Tracks and updates the Mode of program cases. SNAP Exception: following change to denied status, N-FOCUS continues to track SNAP applications which remain in Interview Mode the additional 30 days. 


	CSC Interviewer Process:
	3. For each program identified on a Work Task confirm that an interview is required.  If so, go to #4.  If not, go to #5.  
4. Deny/Close the Program Case and go to #6.
5. Change program case to Processing Mode, set Work Task, and go to #6.
6. Narrate case actions.  Stop.  PROCESS IS COMPLETE.





