Processing Returned Mail (PH 3.16)


1. With a forwarding address in WI– There will be a typed address and zip code or a sticker:

a. Update CWW with the new address. FS and HC can be updated without additional verification.  Members receiving childcare must provide additional verification and workers should enter a ? to pend child care only.
2. With a forwarding address outside of WI

a. Attempt to contact the primary person to determine if they no longer reside in Wisconsin or if they are temporarily absent for health care or FoodShare. If the worker is unable to contact the member follow the next steps.

i. Enter the forwarding address as the alternate mailing address in the Mailing Address section on the General Case Information page. If Child Care is open, enter a ? in the Address Verification field on the Case Information page.
ii. If health care is open, on the Current Demographics page, update the Currently Living in WI verification field to Q? to pend health care (Child Care pends if open).

iii. If the primary person responds and reports they are a resident of another state and not temporarily absent for health care or FoodShare, on the Current Demographics page update the Currently Living in WI field to No and “Is a temporarily absent WI resident for HC” and “Is a temporarily absent WI resident for FS” to N for the programs that are open. If Child Care is open, update the Address Verification field to NQ on the General Case Information Page.

iv. If the primary person does not respond to the verification request or does not provide verification of Wisconsin residency, on the Current Demographics page, update the Currently Living in WI verification field. If health care is open, use QV. If Child Care is open, update the code to NQ in the Address Verification field on the General Case Information page.
v. If the primary person responds that they are temporarily absent, update the Currently Living in WI answer to N on the Current Demographics page and the verification code to NQ and update the responses to the questions “Is a temporarily absent WI resident for HC” and “Is a temporarily absent WI resident for FS” to Y. CARES requires the worker to update the responses dynamically based on the open programs.  For example, if only health care is open, the FoodShare response is disabled.
vi. Run and confirm the case with the change of address.
3. Without a forwarding address:

a. If mail is returned to the agency with no known forwarding address, the agency must attempt to find the new address if possible. All attempts to obtain a member’s current address must be documented in case comments. Suggested methods to obtain a member’s address include:

i. Contact the member by phone (for health care, a member’s verbal statement of new address is acceptable verification. Childcare requires additional verification)

ii. Check ECF to make sure that all outstanding documents and change reports listing updated contact information have been recorded in CWW.
iii. Check KIDS to determine if an address change has been recorded.
iv. Check data exchanges (such as social security and unemployment to see if address has been updated.)
v. Check case and PIN comments for updates from FSET or W2

vi. Query Wisconsin Circuit Court Access case details for any recent court cases listing an updated address.

b. If mail is returned to the agency with no known forwarding address and the member’s new address cannot be obtained, workers should update the Address Verification field on the General Case Information page as follows:
i. If health care is open, workers should enter Q?. A Q? in the Address Verification field pends health care and childcare. (for health care, returned mail with no forwarding address is the only situation in which workers should change the value in the address verification field.)
ii. If childcare is open on the case, but health care is not open, workers should enter ? to pend child care only.

iii. If the new address has been provided for health care but not for childcare, workers should enter ? to pass health care and pend child care for verification
c. If the member does not provide new address information by the requested date (verbal or written verification for health care or written verification for childcare), workers should update the Address Verification field as follows:
i. If health care is open, workers should enter QV. A QV fails health care and childcare.

ii. If Child Care is open, but health care is not open, workers should enter NV. An NV fails childcare only.

d. Run and confirm the case. 
4. Homeless Individuals
a. Homeless individuals using the local agency address for mail must pick up mail within 30 days. The local agency will shred DHS mail not picked up within 30 days. Other mail will be returned to sender.

b. If returned mail is received from a homeless individual’s mailing address, remove the mailing address so that the only remaining address is the local agency address. Attempt to contact the customer by phone to obtain a new mailing address. If the customer cannot be reached, future mailings will be sent to the local agency.
5. Case Comments
a. Case comments should include the date the returned mail was received by the local agency, the address it was returned from and what the piece of mail was (notice of decision, verification checklist, etc.) along with the action taken by the worker.

Returned Mail Processing for Health Care Members with and without Continuous Coverage

· For Health care members without continuous coverage, if returned mail is received prior to when their 45-day renewal letter is sent out, resume the normal process outlined in Process Help 3.16.
· For Health care members with continuous coverage, if returned mail is received prior to when their 45-day renewal letter is sent out, resume the normal process outlined in Process Help 3.16.  However, if the member does not verify their address, do not confirm the negative health care action.  Leave the care benefits unconfirmed.
Returned Mail Processes for Health Care Renewals before Adverse Action in the Renewal Month

The following actions must be taken if a 45-day renewal letter has been sent and returned mail is received on or before adverse action of the renewal month. ***These steps do not need to be completed if the health care renewal has been submitted by the member, the renewal has been fully processed by the agency, or the renewal is in progress at the time the returned mail is received. However, workers must follow the steps below on returned VCLs when the health care renewal is in progress.

Health Care Renewal Notices Returned with In-State Forwarding Address

If the renewal notice is returned with a forwarding address in Wisconsin, workers must:

· Follow the process outlined in Process Help 3.16 to update the address on the case based on the programs open on the case, including following the process for required verification for other programs.

· Resend the renewal notice (Process Help 58.3.2 Correspondence History Search Results Page and 58.4 How do I send a Duplicate Notice)

· Document actions taken in the case comments.

***Note:  The duplicate correspondence will include a cover letter with the case’s most recently updated address for mailings.

· If the renewal notice comes back a second time, with no forwarding address, follow the steps in the Health Care Notices Returned with No Forwarding Address section below.

If a Verification checklist related to the health care renewal is returned with a WI forwarding address, workers must:

· Update the mailing address in CARES

· Extend the VCL due date by 20 days.
· Send new VCL.
· Document in case comments
Health Care Renewal Notices Returned with Out-of-State Forwarding Address
If the mail is retuned with an out-of-state forwarding address, workers must:

· Follow the process outlined in Process Help 3.16 to determine if the member is temporarily absent for Health Care and/or FoodShare, update the address (including temporary mailing address) and take the appropriate actions to update the case based on the programs open.

· If verification of WI residency is not provided, do not confirm negative health care action.  This will allow the member’s eligibility to be systematically extended by one month at adverse action to allow them time to complete the renewal.

· If phone contact is made, workers must attempt to complete the renewal over the phone.

· If the member reports they are temporarily absent for health care, and does not complete the renewal by phone, workers must send the renewal notice to the new mailing address.  (Process Help 58.3.2 Correspondence History Search Results Page and 58.4 How do I send a Duplicate Notice)

· Take the appropriate actions to update the case based on the programs open, including following the process for required verification for other programs.

· Document your actions in case comments.

· All other programs of assistance should continue to follow current policy and process.

If the VCL related to the health care renewal is returned with an out of state forwarding address, workers must follow the process in Process Help 3.16 to determine if the member is temporarily absent for health care and/or FoodShare.

In addition, the worker must do the following if the member reports they are temporarily absent from WI or if phone contact cannot be made:

· Update the mailing address in CARES.
· Extend the VCL due date by 20 days.
· Send a new VCL.
· Case comment your actions.
If verification is not provided, do not confirm the health care negative action.  This will ensure that the member’s eligibility is systematically extended by one month at adverse action to allow them time to complete the renewal.  If the renewal is not completed by the end of the month of the extension, CARES will close the case for failure to renew instead of denying for failure to verify address.

Health Care Renewal Notice Returned with No Forwarding Address

If mail is returned with no forwarding address, workers must:

· Follow the process outlined in Process Help 3.16.2 to find a new address for the member and update the address (including a temporary mailing address) and take the appropriate actions to update the case based on the programs open, including following the process for required verification for other programs.

· If a new address is found, resend the renewal notice (Process Help 58.3.2 Correspondence History Search Results Page and 58.4, How do I send a Duplicate Notice)

· If no new address is found, the worker must check case comments to see if member received health care renewal notification via at least two other methods.  Alternate methods include text message, email message, or member viewed renewal notice in their ACCESS account.  Case comments will contain information about successful deliver of renewal text message and email messages when a member views their renewal notice in their ACCESS account.

· If the member did not receive notification via at least two other methods, the worker must call the member using each of the phone numbers listed on the case at least once.

· If the member answers, attempt to complete the health care renewal by phone.

· If the member cannot complete their health care renewal over the phone but gives an updated address, workers must send a duplicate renewal notice to the new mailing address for the member (Process Help 58.3.2 and 58.4)

· Take appropriate actions to update the case based on the programs open on the case, including following the process for required verification of other programs.

· Document actions in case comments.

· If the member does not answer, leave a voicemail for the member when possible.  Document the phone call in case comments and clearly state that the call was about a health care renewal with returned mail.

· If the member returns the call, attempt to complete the renewal over the phone.

· If the member cannot complete a renewal over the phone, send a duplicate renewal notice to the member’s new mailing address (Process Help 58.3.2 and 58.4)

If the VCL related to health care renewal is returned with no forwarding address, refer to the instructions above and Process Help 3.16.2

If the member provides the new address, or if the worker finds a new address:

· Update the address in CARES.
· Extend the VCL due date by 20 days.
· Send a new VCL.
· Document in case comments

If the verification is not provided, do not confirm the negative health care action. This will ensure that the member’s eligibility is systematically extended by one month at adverse action to allow them time to complete the renewal. If the renewal is not completed by the end of the month of the extension, CARES will close the case for failure to renew instead of denying for failure to verify address.

***Note:  Because CARES cannot automatically extend health care renewal dates after adverse action, additional instructions will be issued in a subsequent CCN for handling health care renewal returned mail that is received and/or processed after adverse action of the renewal month.
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