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The Train Track
	Suggestions for a training session to review Interviewing for Clarification.


What’s in this packet?

Lesson Plan--
gives step-by-step instructions for what to say about the 




policy and directions for using the enclosed handouts

Handouts--

to be given to each participant.  This material is used to




clarify, demonstrate, and practice the new policy

Exercise

Keys--

to make you look really smart!

Prepare for the Meeting

	Presenter’s Preparation
	Participant’s Preparation

	Schedule a time and place for the meeting.
	Set aside meeting time and plan work schedule accordingly.

	Notify participants of the time, place, and topic.
	Complete meeting preparation:

	Assign pre-meeting preparation to the participants:
· Read: no specified reading is necessary
· Submit questions by _____ (assign a date)


	Submit questions about current or new policy and procedure.

	Accept questions from participants and research answers as necessary.
	Bring to training:

	Make copies of handouts for each participant.
	

	You may want a flip chart stand and pens, use your own judgment.
	

	Study and review the contents of the Train Track material.
	

	Prepare any visual aids you want to use (flip charts, overheads, etc.)
	


Notes to the trainer:  This train track is the companion training to “Documentation and Basic Interviewing.”  It can be trained separately or combined for a full day of training.  
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OPEN THE MEETING

State the purpose of the meeting.

The goal of this training is to have the participant more effectively resolve discrepant information provided by the client during the interview. This type of interviewing can improve case accuracy.

Note:  If this training is done as a separate workshop, then the trainer will need to do a review of basic interviewing skills with the participants.

Welcome participants and introduce presenters.

Distribute copies of handouts to participants and review what included in the handouts

· Interviewing for Clarification Participant Guide

· The Back-up List Handout (do not pass this handout until the group activity.  You will be prompted in the notes to do this later.)
Share Workshop Objectives:

At the end of this training, the trainee will be able to:

· More effectively ask questions in resolving discrepant situations that need further probing and clarification.
· Identify verification red flags.

I.
Opening

A. We have covered the basics about conducting a good interview and effectively documenting your case.  It’s time to talk more in depth about the things that need to be addressed and questioned during the interview or when verification is returned.
B. We all know that there are things the client says or does not say, that catch our attention and require us to delve or probe further.
C. Sometimes it is just a gut feeling but usually there is more:
1. Conflicting statements from the client

2. The client’s statement and the verification do not agree

3. Lack of information

4. Avoiding an answer – DOA – Did not answer

5. Just does not make sense

6. Contradicts what they previously said or reported

7. Requested verification is returned but reviewing it has leads that need to be followed up on.
D. You are the experts.  You can learn more from each other than we could ever teach you.  So we are going to complete an activity to help in this learning process.

	Trainer’s Note: Have the group count off by 5, then move around so all the one’s are together, two’s etc. Explain that you are doing this so that everyone can benefit from some different perspectives. 


E. We are going to break the interview down into specific eligibility topics:  
1. Address

2. Assistance Unit Composition

3. Earned Income

4. Unearned Income

5. Shelter

6. Management (not as a point of eligibility but as a topic of clarification concern)
F. Each group will take one topic and brainstorm:
· red flags to look for
· suggestions of things to notice or think about
· ways to follow up 
· suggested questions to ask  
	Trainer’s Note:  Have each group record their ideas on a flipchart and tell them that each group will have an opportunity to present their ideas to the larger group when done.


G. The trainer and co-trainer will begin by leading the group through a discussion of Address.  Tell participants to turn to page 2 of the PG.  This page has the questions we are going to consider and has places for you to take notes.
	Trainer’s Note: After the discussion, pass out the “Back Up List Handout” for Address and ask: Is there anything you haven’t already said?  Refer to the PG.

Give each of the five groups one of the remaining topics, a flipchart page, and markers.  They are to record their ideas on the page.  Remind the groups to select a reporter.  Give 15 minutes for the groups to come up with ideas.

After the 15 minutes, have the groups present their topic.  Discuss their ideas as they go along.  Ask for additional feedback and ideas from the rest of the group.

After the group is finished discussing each topic, hand out the list for that topic.  Have everyone look it over and ask if there is anything on the list that did not get mentioned.


II. Closing 
A. Do not be afraid to ask more probing questions.

B. Do not accept answers that do not resolve the situation.

C. Evaluate the verification and request more if necessary.

D. Assist the client in any way to help them get you what you need.

E. Be sure the client understands what is needed and what the issues are.

F. Make a judgment.  Approve or deny the case.  

G. Document what you did and why!
Trainer’s

Resource
Address:

· Does the AR receive their mail at a different residence than where they live?  

· Why?  

· Whose address is it?

· Is the answer reasonable?

· Has their address changed since the last time they received?  

· Have they moved?  

· How did they afford to move?

· Did everyone move with them?

· Are there new people in the home?

· Does the address match Code 1 or does it highlight on SUCCESS?  

· Is it a valid address, especially if they get mail at a P. O. Box? 

· Is it spelled correctly? 

· Is their area code for their phone not within the correct area code?  

· Why?

· Is it a cell phone?  Why is service not local?

· Does the address on their verification match what is in SUCCESS?

AU Composition:

· Are there people on STAT that the AR states do not live in the home?  
· Who are they, where are they now?  
· If the case shows that there were adults or teenage children or parents of children previously in the house, ask specifically about their whereabouts.     For example, your child’s father was in the home at the last review, does he still live/stay with you?  Document on STAT where this person is now. 

· Be sure to code them out on STAT with a 500 code.  Document on STAT where this person is now.
· Who was in the household at the last interview? 
· If there are others in the home that are non AU members:

· Do they purchase & prepare their own food?  Really? 

· Be sure they are clear what this means.  

· Who shops for groceries?  

· Who prepares the meals?

· Were they previously included in the AU?  

· What changed?

· Are they related to any of the AU members? 

· If so, how?  

· Do they meet the criteria to be separate Aus?

· Do they also receive Food Stamps? 

· Get enough information to screen them and look at their case to see if info matches?   

· Do they pay any of the bills?
· If so, which ones. 

· If not, Why not? 
· Are there other people who occasionally stay with them?

· Who are they?

· What is their situation?

· How much are they there?

· If there are children in the AU

· Who takes care of them while parent works/goes to school?

· Where do they go to school?

· Does this make sense?  

· Is school in their area?  

· Is grade level consistent with child’s age?

· Are both parents in home?  

· If not, where is other parent?   

· If they say the other parent of the children does not live with them, but you have a strong feeling they are in the home, check CSE (STARS) and ask them about it 

· Does the other parent see them regularly?  

· Does he pay support, give money, buy things? 

· If no parent is in the home:
· Where do they live?  

· Why does the child not live with them?

Earned Income:

· Does any AU member who is old enough to work have earned income?.

· Do you work? Every day, occasionally? Temp?

· Do you do any odd jobs that you get paid for?

· Do you make anything that you sell?

· Does anyone pay any bills for you because you do some type of work for them?  

· Do any of the children have part time jobs?  

· Ask about those teens and adults in the home who don’t work or go to school?  

· What do they do all day?  

· Are you sure they are not working or in school?

· Do they have money to spend? Where does it come from?
· Has anyone been looking for a job? Do you have any job offers?
· Wage stubs are best form of verification.  

· Does name and address match client?

· Look for overtime, tips, special types of pay, etc

· Look at deductions. Are they paying child support?  

· Look for changes in rate of pay or hours.

· Does the check match the client’s statement of current situation?

· Do the dates match what the client states for frequency of pay?

· Be sure you have total gross and not taxable gross.

· If you have to use an 809

· Copy any check stubs they have that are within the four consecutive weeks you would use. Do the check stubs match the 809?

· Does it look like client completed wage form? 

· Is there a signature and phone number?

· Do dates match what client said regarding frequency?

· Does other info match what client said?

· Do the hours listed on 809 times frequency equal the income listed as pay for that period?

· Are the weeks listed consecutive?

· If it is new employment, are all weeks of pay listed?  Do not accept just hours and rate if the client has received any pay.

· Did Clearinghouse have a match?

· If not, should there have been?  Resolve any discrepancies.

· Does the match agree with the client’s statement of work history?

· Is there an employer listed that client never reported?

· Does the surname match?

· If the client did work there, have we verified termination?

· Does a fraud referral need to be made?

· Does the amount for the previous quarter agree with client’s current statement?  If not, has there been a change?

· Is the client self employed?

· Do they receive a 1099?

· Do they file tax returns?

· Are they incorporated?

· Do they keep a record of what they earn?

· Do they have any business expenses?  

· Can they verify one?  

· Is it an allowable one?  

· If they don’t have business expenses, why not?

· If client has a new job

· Has another source of income stopped such as UCB, Disability Pay, etc

· Is there Child Care?

· Is Work Registration Code Correct?

· If the client’s job just ended

· Has another source of income started such as UCB, Disability Pay, Workers Comp, 

· Is there Child Care that also stopped?  

· Is Work Registration Code correct?

· Did you consider Voluntary Quit?  

· What about Management now?

· Do they have another job?

· Will they be called back to the old job?   If yes, when?

Unearned Income

Contributions, Loans, Vendor Payments, and In Kind Income
· Does anyone:

· Give you money to help you?

· Loan you money?

· Pay any of your bills? 

· Buy things you need?

· Provide you with a place to stay?
·  If so, What is their name?

· Are they related to you?

· Where do they live?  

· What is their phone number?

· How are they able to help you?

· How long will they continue to do this?

· Do they expect to be repaid?

SSI

· Do they receive the full amount of SSI?

· If not, Why?

· Is there a recoupment?

· Does SSA show other income?  Do we have this income?

· Does SSA show them having shelter provided?  Do we have the same situation?

· Does SSA have the same address we have?

RSDI

· Are they drawing off a disabled spouse or parent?  Where is that person?

· If they are drawing off them selves, is anyone else drawing off them?  Where is this person?

· Do they receive more than one check?

· Is anything withheld from their check?

· Medicare premium

· Recoupment

· Child support

· Garnishment

Child Support

· Is anyone in the household getting child support? 

· Who gets it and who is it for? 

· How is it being paid?

· How often does it come?

· Why do the children not get child support if a parent is not in the home?

· Is anyone ordered to pay support but does not pay? ( Refer to CSS for assistance)

· If it has recently stopped, why did it stop?

Unemployment benefits

· Does anyone draw UCB?  

· Does their statement match DOL? 

· Be sure to use the gross amount of benefits.

· If nothing is on DOL, verify through DOL.  Some extended benefits do not show up.

· Has anyone recently applied for UCB?

· If they applied have they given you a work history of earned income?

Disability Benefits

· Does anyone draw any type of disability benefits?  (Workman’s comp, sick leave, long term or short term disability benefits.)

· Are they paid through the employer or an insurance policy?

· Is lawyer getting any part of the benefits?

· Be sure you have gross and not net benefits.

· Have they gotten a settlement recently?

· Where is this money now?

Shelter

· Is there a mortgage payment?

· Whose name is it in?

· If not the client’s name, who is this person and where do they live?

· If there is no mortgage, why not?

· Are taxes and insurance included in the mortgage?

· If not, are they paid separately?  

· If they do not have taxes or insurance, document why?

Most mortgage companies require insurance

· If they live in the city, they will have two tax bills. 

· Do they live in a mobile home they own?  

· Do they have taxes and insurance?

· If they do not have taxes or insurance, document why?

· Do they pay lot rent?

· Do they live in public housing?

· Does the amount of rent seem in line for the household size and income based on what you know of others living in the same housing?

· Since rent in public housing is based on income & hh size, if au reports a change in rent, ask why it is changing.. AU or income change also? 

· Do they rent?

· If they furnish a lease:

· Is the lease current?

· Does the landlords name match the client’s statement?

· Does the address match the client’s statement?

· Does it list the number of people living there or list their names?  Does it match the client’s statement?
· If they furnish a receipt:

· Is it current?

· Does it have the landlord’s signature, address or phone number?

· Is it designated for rent?

· Are there any other charges included?  Late fees, deposit, utilities?

· Does any one help pay their shelter costs?

· Is it a sharing situation?

· Look back on STAT and see if there were non AU members listed.

· If these people receive food stamps, check their case to compare statements.

·  Is it someone outside the home?

· Is it paid as a contribution, vendor payment, loan, or in kind income?

· Does this match their statement of unearned income?  

· Is anyone an illegal alien or citizenship sanctioned?

· If any shelter costs are billed to or paid by an illegal alien or someone sanctioned for citizenship, you must prorate the shelter before entering on SHEL screen.  

· This includes rent, mortgages, taxes, insurance, etc. 

· Document well and show computation.

· Do not prorate utilities.

Management:

Form 354

· Does the information on form 354 match the client’s statement?

· Are the shelter costs the same?

· Did they list anything that was not discussed during the interview?

· When was the last time the bills were paid?
· Who paid the bills?

· If someone not in the AU was this reported during the interview?

· Have we verified?
· Based on the net income on the FSFI screen, does the AU have enough income to meet the expenses on form 354?

· If not,  How have they managed to pay their bills?

· If the bill are behind, do we have verification?

· Have we verified all vendor payments, loans, etc. 

Other expenses

· Has the household been living on zero income or does all their income go to meet their shelter expenses?

· How do they buy personal items?

· How do they buy school supplies and clothes for their children?

· If they have a vehicle, how do they buy gas?

· If they have cigarettes, soft drinks, etc with them, how do they buy these?

 
Medical Deductions
· Is there an AU member who is age 60 or older or disabled?

· Don’t forget children who get SSI.

· Does the person age 60 or older have medical expenses?

· If no, Why do they not have any expenses? 
· If yes, What are they?  Be sure to ask about everything because they do not know what is an allowable medical expense. 
· Do they have any old unpaid bills?

· They can be incurred years ago as long as they are still billed for them.

· Are they responsible for any medical expenses for someone who was previously in the AU or who could have been?
· Is there someone who recently went into the nursing home or died?

· Do they have insurance?

· Be sure to look at any bills they furnish for insurance payments, etc. 

· Do they have to pay for any of their Medicare premiums?

· If their RSDI or SSI check is less than what bendex shows determine what is being deducted.  

· Often they have to pay part of their Medicare depending on what plan they are taking. 

· Have they purchased eyeglasses or had dental work done?

· Do they have to pay someone to transport them to the doctor?

· If they use their own vehicle how many miles do they drive?

· Do they have to pay someone to care for them or their home due to their age or disability?
· Do they furnish any meals for this person?

· Do they have any special equipment to assist them?

· Lift chairs, life alert lines, special phone equipment, walkers, etc.  

· Remember all must be prescribed by a physician

· Do they purchase over the counter drugs and supplies?

· Remember, all must be prescribed by a physician

· Do they pay for CCSP or any other home health services?

· Do they have income to pay the medical expenses they are paying?

· If not, is someone else paying for any of them?

· Do we have current verification of all their medical expenses?

· Has their Medicaid recently stopped and will it affect their medical expenses?

· Were they on some type of Q track that has stopped?

· Are they now responsible for the Medicare premium?

· Have they been approved for RSDI so their SSI stopped?

· Do they have a pending Medicaid application that could affect what medical expenses they are responsible for?
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