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The

Program, authorized by the SNAP Act of 1977, is administered by the Food and Nutrition Service
(FNS) under the United States Department of Agriculture (USDA). The SNAP Program is designed
to help low income households obtain a more nutritious diet by supplementing the funds they have
to spend on food.

CONTENTS OF VOLUME V

Volume V contains policies and procedures necessary to administer the SNAP Program.

Volume V is divided into chapters which contain the following material:

1. Chapter 1, General - Policy in this chapter outlines general information pertaining to the
SNAP Program.

2. Chapter 2, Definitions - This chapter provides the meaning to SNAP terminologies used
primarily by the certification worker.

3. Chapter 3, Nonfinancial Criteria - Policy in this chapter specifies the national uniform
standards on nonfinancial eligibility criteria which must be applied to all households in
determining eligibility for SNAP.

4. Chapter 4, Income - Material in this chapter provides instructions for the certification worker
to follow in the consideration of income available to all households. This section also
specifies allowable exclusions and deductions from income.

5. Chapter 5, Resources - Material in this chapter provides guidelines for the certification
worker's use in establishing the presence of a resource and whether it must be included or
excluded for SNAP purposes. This chapter also contains facts about ownership of real
property in Mississippi.

6. Chapter 6, Determining Eligibility and Benefit Levels - This chapter contains methods for
determining eligibility and benefit levels based on financial criteria.

7. Chapter 7, Special Circumstances - This chapter provides instructions for determining
eligibility and benefit levels for households with special circumstances. Any exceptions to
ongoing policy are covered in this chapter.

8. Chapter 8, Certification Process - Policy in this chapter outlines procedures and standards

to be followed in determining eligibility for both assistance and non-assistance households.
Also included in this chapter is policy pertaining to the Choctaw Food Distribution

Program.
Volume V | Chapter 1 BRE000}
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10.

11.

12.

13.

purpose and procedural guidelines for the Early Detection/Fraud Prevention (EDFP)
process.

Chapter 10, Hearings - This chapter contains policy pertaining to complaints and hearings
and outlines procedures to be followed by both the county and state office in handling the
complaint and/or hearing. This chapter also outlines the client's rights regarding hearings.

Chapter 11, Claims - Policy in this chapter pertains to procedures to be followed in
establishing and handling any overissuance and/or misuse of SNAP benefits.

Chapter 12, Restoration - Policy in this chapter outlines procedures to be followed when
restoring lost benefits to a household.

Chapter 13, Tables - This chapter contains tables which outline income eligibility
standards and deduction standards and which outline the benefit level of each eligible
household.

DEFINITION OF PROGRAM INFORMATIONAL ACTIVITIES

Program informational activities are those activities that convey information about the SNAP
Program, including household rights and responsibilities, to applicant and recipient households
through means such as publications and face-to-face contacts.

REQUIRED ACTIVITIES

The following program informational activities are required:

1.

The following materials shall be displayed in the county offices.
(1) Nutrition Information:

Posters and pamphlets containing information regarding foods containing
substantial amounts of the recommended daily allowances of protein, minerals and
vitamins, menus making use of these foods, and the relationship between health
and diet.

(2) Nutrition Programs:

Printed materials such as posters, fliers, and pamphlets that explain the Special
Supplemental Food Program for Women, Infants and Children (WIC). Such materials
may also include information regarding client participation in the Family Nutrition
Program (FNP).

(3) Rights and Responsibilities:

Volume V | Chapter 1 BI0;!
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2.

Printed materials such as posters, fliers and pamphlets that explain the application
processing standards, the right to file an application on the day of initial contact and a
nondiscrimination statement to comply with Civil Rights requirements.

The poster "AND JUSTICE FOR ALL" displays the nondiscrimination statement to
comply with Civil Rights requirements (posters may be requested from State
Operations).

Counties shall monitor closely the population of non-English speaking households to
determine the need for bilingual services and interpreters. Program materials in the Spanish
language (and other languages, when deemed necessary based on census data and
information from local agencies knowledgeable about population trends) including
applications, informational pamphlets, and notices of client rights and responsibilities must
be available for applicants and recipients. These materials shall include a statement that the
SNAP Program is available to all persons without regard to race, color, sex, age, disability,
religion, national origin or political belief.

Volume V | Chapter 1 l00%
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VOTER REGISTRATION

The National Voter Registration Act (NVRA) of 1993 contains provisions which made it easier for
individuals to register to vote in all elections. Under this Act, all agencies in a state that provide
public assistance are designated as a voter registration agency. The following services must be
provided by a voter registration agency:

1. Distribution of voter registration application forms and declination forms to
applicants/recipients of agency assistance;

2. Assistance in completing voter registration application forms unless the applicant/recipient
refuses such assistance; and

3. Acceptance of completed voter application forms for transmittal to the county Circuit Clerk
for processing within five days of receipt by the agency.

The NVRA prohibits any person providing voter registration services from:

Seeking to influence an applicant’s political preference or party registration;

Displaying any political preference or party allegiance;

Discouraging registration;

Implying in any way that the availability of Agency services or eligibility for benefits is
dependent upon voter registration; or

S. Disclosing any applicant’s voter registration information except as needed for the
administration of NVRA or identifying the agency’s name on the application form.

el NS =

Agency Responsibilities

Each voter registration agency must provide each applicant/recipient the opportunity to register to
vote or to update a voter registration record by offering the Mississippi Voter Registration
Application form and declination form at the time of each:

- Application or reapplication,
- Recertification/reevaluation, and
- Report of change of address.

When providing the applicant/recipient the opportunity to register to vote, the applicant must be
verbally asked “If you are not registered to vote where you live now, would you like to apply to
register to vote here today?”

Volume V | Chapter 1  BKoxKo;
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Any applicant or recipient who contacts the worker to request an application, either in person or by
phone, will be provided a voter registration form and declination form (see discussion of the
declination form below). If the household requests that an application form be mailed, a voter
registration form and declination form must be mailed along with the application. If the client who
initiates an application or recertification by mail or telephone later comes into the office for the face-
to-face interview, voter registration services must also be provided at that time.

Assistance in completing the voter registration forms must be offered in the same manner as an
application for agency assistance. Clients must clearly be provided the option to either complete
the registration form in the office or take the form with them to complete at a later time.
Caseworkers, though, should encourage clients who check “yes,” or otherwise say they’d like to
register to vote, to complete the application on site to ensure timely delivery to the Circuit Clerk.
Households that do not complete the forms in the office may either hand deliver or mail
completed forms to the county Circuit Clerk’s office or return the forms to the MDHS county
office. Clients should be informed that completed voter registration forms will be submitted to
the county circuit clerk within five (5) business days of completion or from the date received by
the county office. During the application process, if the individual completes and signs the voter
registration form, the date of signature must be entered on the MAST screen in MAVERICS. See
“Declination Forms” below for procedures when the client declines the opportunity to register to
vote.

Whenever a client contacts the county office by phone or in person to report a change of address, a
voter registration application must also be provided. If the report is made by phone, a voter
registration application must be mailed to the household. When the form is used to update voter
registration, Section Il of the form, along with all other sections of the registration form, must be
completed.

Declination Forms

Regardless of whether or not a client wishes to register to vote, a voter Declination form must be
completed by the client. This form indicates if a client wishes either to register or not register to vote.
Workers should remind clients that this form is for voter registration purposes only and in no way
affects their application for benefits. Completion of the declination form should be handled as
follows:

1. The client should check the box next to the appropriate answer to the question of whether
he or she wishes to register to vote.

Volume V | Chapter 1 [EuxE
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2.

The client should sign and date the form. It is also recommended that the client print his or her
name beside the signature. If the client receives assistance from agency staff in completing the
form, the staff person assisting should sign and date the form as well.

If the client refuses to sign the declination form, the worker processing the form should
print the client’s name, and date and initial the form. The form must be scanned to the
Temporary Documents folder of the household’s case record, with documentation of the
action taken entered on the IIDO screen and the FOES (Forms/Explanations/Screens
Documentation) screen in MAVERICS.

NOTE: In the event that a household’s authorized representative is being interviewed, a declination
form will not be required. The case should be documented on I1DO that the authorized representative
has been informed of the opportunity for household members to register to vote and that voter
registration forms can be provided to the household upon request.

Agency Coordinator Duties and Responsibilities

To oversee and coordinate agency and local office compliance with NVRA, the State Operations
Director will serve as the agency’s NVRA Coordinator. The State Operations Director will be
responsible for:

compiling and analyzing voter registration data provided by county offices
answering questions submitted by county offices regarding voter registration procedures

serving as liaison to the Secretary of State’s office on issues of voter registration and
NVRA compliance

ensuring that NVRA training materials are incorporated into agency training materials and
that semi-annual training in voter registration is conducted

ensuring that NVRA compliance is incorporated into standard monitoring procedures

ensuring that agency offices have an adequate supply of voter registration materials at all
times

developing and maintaining an up-to-date list of site NVRA contacts

Volume V | Chapter 1  BKoi¥
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Site Coordinator Duties and Responsibilities

The County Director or his/her designee will serve as Site Coordinator to ensure that voter
registration services are successfully administered. Responsibilities of the Site Coordinator include
the following:

e maintain adequate supplies of voter registration applications, declination forms,
transmittal forms, training materials, and posters

e train new or reassigned employees on voter registration duties immediately upon
hiring or reassignment and ensure re-training twice annually

e monitor and resolve any issues relating to the voter registration process

e ensure the timely and accurate transmittal of completed voter registration applications to
the county circuit clerk within 5 business days of completion by the client communicate
with local and state election officials to ensure that materials are current

e contact State Operations concerning any issues or problems regarding the
voter registration process

e serve as contact person on voter registration matters for state and county election officials
on a weekly basis, review completed voter registration applications and declination forms
to ensure the forms are completely filled out. Ensure that the county office name is noted
in Section | of the voter registration application.

e display NVRA posters in the office’s lobby

NOTE: Regional Directors shall monitor county voter registration activities to ensure that NVRA
guidelines are being met.

The Site Coordinator is responsible for supervising the daily voter registration activities at the
location. The Site Coordinator should monitor agency activities and quickly work with employees to
resolve any noted deficiencies.

The Agency Coordinator will review the data compiled by Site Coordinators from the NVRA Data
Reports on a monthly basis to determine whether offices are performing their NVRA responsibilities.
If a review of the numbers indicates that an office is underperforming in its obligations, as required
by the NVRA training manual, the Agency Coordinator shall require the Site Coordinator to take
immediate action and submit a report on such follow-up measures

Volume V | Chapter 1  Blojke
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within a month of being notified by the Agency Coordinator. The Agency Coordinator shall forward
copies of all such communications to the Secretary of State’s office. If the Agency does not take
appropriate remedial measures, the Secretary of State shall perform an audit of the office’s voter
registration practices.

NVRA performance should be included in all employees’ evaluations.

NVRA Reporting

County offices will be responsible for submitting all voter registration applications to the county
circuit clerk’s office within five (5) business days of completion of the application. This includes any
applications completed to update an existing registration. Attachment C, NVRA Transmittal Form,
should be used to submit the applications to the circuit clerk. The timely delivery of voter registration
applications is extremely important to ensure that all individuals are properly registered to vote. When
submitting voter registration applications to the county circuit clerk’s office, please use the following
procedure:

. All fields on the NVRA Agency Voter Registration Application Transmittal Form should
be completed, with a copy of the form retained in an office administrative file.

. The transmittal, along with all voter registration applications, should be placed in a secure

and sealed envelope. Date of birth, social security numbers, telephone numbers and the agency of
registration are confidential and should be kept from public view.

. For every Mississippi election, the voter registration deadline falls 30 days prior to the

election. County office staff should be aware of these deadlines and transmit applications as soon as
possible when a registration deadline is near.

In order to meet NVRA reporting requirements, special coding must be entered on the Marital Status
(MAST) screen in MAVERICS to capture voter registration activity. Coding entered on MAST will
indicate the date of voter registration for the household member being interviewed, when the
registration took place (either at application, reevaluation, or when the household

reports an address change), and whether or not the client checked “yes” or “no” on the declination
form (or left the form blank). Using this MAST coding of voter registration activity, Management
Information Systems (MIS) will produce the “NVRA Data Report” to be submitted by State
Operations via email to the Mississippi Secretary of State’s office. This monthly report will indicate
the date of actual voter registration, not the MAVERICS system month, in which the registration
occurred.

Volume VChapter T [uioi¥:!
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EXAMPLE: At recertification interview on March 5" for the new certification period beginning in
April 2011, the 35-year-old PI wishes to register to vote. The PI checks “yes” on the declination form
and fills out and signs the voter registration form on the date of interview. On the MAST screen, the
worker enters the NVRA date of 03/05/2011, along with the NVRA “type” code of “R” to indicate
registration occurred at recertification/reevaluation and the NVRA code of “Y” that the client
indicated on the declination form that he/she wished to register to vote. Even though the system
month at the time of voter registration is April 2011, the application is considered to have occurred in
March 2011 and the form will be included in the applications submitted to the circuit clerk’s office
during the month of March. The NVRA Data Report will reflect that voter registration associated
with this case occurred in March.

EXAMPLE: The PI reports in person on April 27 that the household has moved. Based on this
reported change, the PI is offered the chance to update voter information and fills out the voter
registration form including the section used to update the household’s address. The county worker
will access the MAST screen in the current system month of June and enter the NVRA date
04/27/2011, the NVRA “type” code of “C” to indicate an address change and the NVRA code
“Y” to indicate the client’s desire to be registered at the new address. Though the change of
address is documented in the system month of June, the change is considered to have occurred in
April and the form will be included in the applications submitted to the circuit clerk’s office
during the month of April. The NVRA Data Report will reflect that the address change occurred
in April.

Upon request, voter registration forms may be provided for other household members who may wish
to register. If additional voter materials are provided, the case should be documented and the
household member or representative informed that completed forms may either be returned to the
county office or submitted to the county circuit clerk’s office. When voter registration forms are
returned to the county office, the worker must enter the appropriate information on the MAST screen
and document I1DO.

See Volume X, Chapter 3, for instructions on MAST coding of voter registration activity.

Training

All county offices must train new or reassigned employees on voter registration duties immediately
upon hiring or reassignment. All staff must be trained regarding NVRA procedures on a semiannual
basis. For training assistance, county offices should contact State Operations who will coordinate
training through the Secretary of State’s office. Training material will include NVRA policy found in
Chapter 1 of Volume Il and Chapter 1 of Volume V, along with the NVRA Training Manual located

in the “Training Resources” folder in Interwoven/Worksite.
Volume V | Chapterl RlokEs
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County offices will be required to submit a report of all employees who attended the training via
the MDHS-EA-106 to State Operations within one month of the training.

Prohibitions
When providing voter registration services, MDHS employees must not engage in the following:

J seek to influence a client’s political preference or party designation (voter registrants are not
required to declare party affiliation in Mississippi)

o display any political preference or party allegiance

o make any statement to a client or take any action for the purpose of discouraging the client
from registering to vote; or

o make any statement to a client or take any action that would lead a client to believe that a
decision to register or not to register has any bearing on the availability of services or
benefits the client will receive.

Registration of 17-Year-Olds

Mississippi law allows persons who will be 18 years of age on or before the date of a November
general election to vote in a primary election associated with that general election. Therefore, the
agency may determine that in some instances a 17-year-old household member is eligible to
register to vote. If a 17-year-old will turn 18 on or before the general election date in November,
the 17-year-old can register and vote in the primary election held earlier in the same year, and must
be provided with a voter registration application and declination form at each application,
reapplication, and change of address transaction

Volume V | Chapterl RLoxEs
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FEDERAL LAWS PROHIBITING DISCRIMINATION

No applicant or participant shall be discriminated against in any aspect of the SNAP Program
administration including, but not limited to, the certification of households, the issuance of
benefits, fair hearing procedure, and any other service for reasons of age, race, color, sex,
disability, religion, national origin or political beliefs. The SNAP Act, the Age Discrimination Act
of 1975 (Public Law 94-135), the Rehabilitation Act of 1973 (Public Law 93- 112, Section 504),
and Title VI of the Civil Rights Act of 1964 (42 USC 2000d) prohibit discrimination in any aspect
of program administration. Enforcement may be brought under any applicable Federal Law. Title
VI complaints are processed in accord with 7 CFR 15.

HOW TO FILE A DISCRIMINATION COMPLAINT

Individuals who believe that they have been discriminated against because of age, race, color, sex,
disability, religion, national origin or political belief may file a written complaint with the Secretary
of Agriculture or the Administrator of FNS-USDA, Washington, D.C. 20250, or with the State
Agency. An explanation of both FNS and the State Agency complaint system shall be given to each
individual who expresses an interest in filing a discrimination complaint, and he shall be advised of
the right to file a complaint in either or both systems.

1. Complaints should contain the following information to facilitate investigations:

a.  The name, address, and telephone number or other means of contacting the person
alleging dil051scrimination.

b.  The location and name of the organization, individual or office accused of
discriminatory practices.

c.  The nature of the incident, action, or the aspect of program administration that led the
person to allege discrimination.

d.  The reason for the alleged discrimination (race, age, color, sex, disability, religion,
national origin or political belief).

e.  The names, title (if appropriate), and addresses of persons who may have knowledge
of the alleged discriminatory acts.

f. The date or dates on which the alleged discriminatory actions occurred.

g. The provision for the complainant to select whether the complaint will be
investigated by USDA, the State Agency, or both.

2. If the client makes verbal allegations and is unable or reluctant to put the allegations in
writing, the person to whom the allegations are made shall document the complaint in
writing. Every effort shall be made to obtain information specified in Item 1 above.
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3. If the person making the complaint chooses to remain anonymous, the person to whom
the complaint is made will document the problem or circumstances as described by the
complainant including as much information as possible as listed in Item 1 above. The person
recording the complaint will sign and date the documentation.

4. When agency staff receive and document complaints as described in Items 2 and 3 above,
that person will immediately alert his immediate supervisor or county director for further
handling.

5. Complaints should normally be filed no later than 180 days from the date of alleged

discrimination. USDA must grant extensions of filing time prior to investigation to those
complaints received or referred to USDA. Reasons for delay in filing must be included when
requesting an extension.

WHERE TO FILE A DISCRIMINATION COMPLAINT

An individual has the right to file a discrimination complaint with USDA, or the State Agency or
both. A complaint may also be filed at the local office. The person accepting the complaint must fully
explain all options to the person filing the complaint. Complaints may be made directly to the State
Agency or USDA or both and the client shall be provided self-addressed envelopes for this purpose.
The individual may mail his written complaint to the Secretary of Agriculture, Washington, D.C.
20250.

RESPONSE TO DISCRIMINATION COMPLAINTS

USDA Office

Complaints made to the Federal Agency will be reviewed and investigated by USDA.
County Office

When the discrimination complaint is received in the county office, the initial report will be made to
the Regional Director and to Field Operations by phone or in MAVERICS mailbox (registered) on
the day received or no later than the next working day. Based upon the nature of the complaint, the
county will follow guidance from the Regional Director and Field Operations for any unusual
situations.

Complaints received in the county office will be immediately forwarded to the State Office with a
copy of the complaint to the Regional Office. The State Office will acknowledge receipt of the
complaint to the complainant within five (5) working days. A copy of the acknowledgment will be
mailed to the county office and regional office.

The county office will maintain a permanent administrative file to record all discrimination
complaints received and contain copies of correspondence related to each complaint.

Volume V | Chapter 1 B0



\VIKIESI[ZEB [GENERAL: NONDISCRIMINATION COMPLIANCE]

Revised 04-01-06

State Office

Complaints received in the county office will be immediately forwarded to the State Office with a
copy of the complaint to the Regional Office. The State Office will acknowledge receipt of the
complaint to the complainant within five (5) working days. A copy of the acknowledgment will be
mailed to the county office and regional office.

Based on the analysis of the complaint, one of three (3) situations will occur:

a.  Referral: cases received that required no action; cases in this category will be
considered closed at this point.

b.  Age discrimination: cases will be forwarded to the FNS Regional Office of Civil
Rights (OCR).

C. Investigation: cases that contain alleged violations in FNS program, a prohibited
basis of discrimination and an adverse action as determined by the complainant.

An onsite investigation must consist of an interview with the complainant. The investigation may
be discontinued at this step if the complainant indicates that discrimination did not occur; that
he/she understands how the case was handled; does not wish to pursue the complaint; or
withdraws the complaint. The person conducting the investigation should obtain a signed
statement from the complainant at this point. The signed statement should be included with the
investigative report.

If investigation is necessary to substantiate or refute the allegations, the following steps will be
taken in addition to the interview with the complainant: (1) review of the complainant’s case file;
(2) review of other similarly situated case files concluding with not less than ten (10) percent of the
applicant pool; (3) interviews with management in the county offices; (4) interviews with relevant
witnesses and other applicants/participants; and, (5) interviews with representative of
grassroots/advocacy organizations, if warranted.

Field Operations will gather facts that will either support or refute the complainant’s
allegation(s) ensuring that all relevant sources of information are investigated. The facts will be
reviewed and evaluated. A decision letter informing the complainant of closure or follow-up
action and the right to appeal to the Secretary of Agriculture will be written and submitted to
FNS Regional OCR. FNSRO will maintain rights to oversight and concurrence with the agency’s
decision. Upon FNSRO’s approval, the decision letter will be issued to the complainant.
Corrective action, when necessary, will be implemented. All complaints, regardless of the
originating office, shall be processed and closed within 90 days of receipt.

Field Operations maintains a log of all civil rights complaints processed by MDHS which is
available for review by FNS officials.
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The final disposition of all discrimination complaints will be forwarded to the FNS Regional Office
upon completion.

AGE DISCRIMINATION COMPLAINTS

All age discrimination complaints must be immediately forwarded to the FNS Regional Civil Rights
Office for referral to the Federal Mediation and Conciliation Service (FMCS). When an age
discrimination complaint is received in the county office, notify Field Operations immediately and
confirm the report in writing or forward complainant's written statement no later than the next
working day to Field Operations with a copy to the Regional Director.

COMPLAINT INVOLVING OTHER AGENCIES

When a complaint involves another Federal Agency, Field Operations will refer the complaint to
that agency and will notify complainant of the referral.

PROGRAM COMPLAINTS

When the complaint is strictly a program issue (not a discrimination issue based on age, race, color,
sex, disability, religion, national origin, or political belief), it will be processed through the routine
program hearings procedure and not as a discrimination complaint. Discrimination complaints will
not be handled in the hearing process.

PUBLIC NOTIFICATION

Applicants and recipients will be informed of nondiscrimination compliance via the following:

1. The State Agency shall publicize the procedures for filing state and federal complaints.
This includes nondiscrimination statements on the application, pamphlets, etc.

2. All certification offices shall display the nondiscrimination poster(s).

3. Information regarding the complaint system and an explanation of the procedure must be

provided to all persons within ten (10) days from the request.
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COMPLAINTS MADE BY OR ON BEHALF OF APPLICANTS OR RECIPIENTS

Complaints require a prompt review of previous action or lack of action, enabling the county to
explain to the complainant reasons for the action and/or to make any required adjustments.

Complaints may be made by any interested person, but information concerning an individual
household is not to be released unless there is a written request by a responsible member of the
household, its currently authorized representative, or a person acting in its behalf to review materials
contained in its case file. If any doubt exists as to whether a person is acting on behalf of the
household, the household should be contacted.

Complaints Made to the County Department

If the complaint is made in person by the head of the household, spouse, or authorized
representative, it is customary for him to see the worker first and talk over the matter, or
sometimes the worker will request the supervisor or county director to handle the interview if this
seems wise; or the complainant may request that he be allowed to talk with someone other than
the worker.

When a complaint is received by letter or telephone, the county director or his designee will review
the action in question with the worker. A decision must be made as to whether the action or lack of
action being protested was in order. If the review shows that an error was made, the necessary
adjustments will be made and the claimant will be appropriately notified. If, as a result of the review,
it is found that the action was proper, an explanation will be made to the claimant by personal
interview, telephone call or letter.

If the complaint cannot be adjusted to the satisfaction of the complainant, he shall have the right to
request an agency conference and/or a state hearing.

Complaints Made to the State Office

All complaints concerning SNAP made to the state office are referred to the appropriate
administrative level for handling.

OTHER COMPLAINTS

The following discussion includes, but may not be limited to, the additional types of complaints that
the county office may receive.

Complaints Made About Applicants and Recipients
If a person in the community makes a complaint about the receipt of SNAP, the amount of SNAP, or

the conduct of the recipient, refer to the material on confidentiality in Chapter 1. The worker will,
however, make a general explanation of the eligibility requirements and in addition take other steps as

may be appropriate to the complaint.
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The identity of the complainant shall be kept confidential.

General Complaints About the SNAP Program

Complaints may be made regarding the regulations and/or the administration of the SNAP program.
These complaints should be referred to the county director or his designee who will provide general
information regarding regulations and administration; and take other steps a may be appropriate to
the complaint. It must be remembered that the administration of the SNAP program is funded by the
public and that interested citizens have the right to knowledge of the program provided
confidentiality is not violated.

If a group of individuals arrive at the county office without prior appointment for the purpose of
discussing program matters, the county director has the authority to use discretion in determining
whether the day's schedule would allow for such a meeting without disrupting certification
interviews or other activities which are necessary in carrying out the responsibilities of
administering the SNAP program; however, every effort should be made to meet with the group as
soon as possible.

When meeting with a group, local fire code regulations should be observed in considering the
number of people allowed to be in the meeting area.

Complaints Regarding Retailers Authorized to Accept SNAP Benefits

Complaints may be made to the county office regarding violations by retailers authorized to
accept SNAP benefits. These complaints are confidential and shall be made known only to the
county director or his designee who will immediately notify by memorandum the Division
Director’s Office. A copy of the memorandum should be filed in a confidential folder set up for
this purpose.

COMPLAINT RECORDS

It is required that the county keep a record of all SNAP complaints outlined in this material, as well
as the disposition of the complaint. Each complaint received will be documented using the MDHS-
EA-111, Customer Service Documentation Form, and filed in a folder set up for this purpose. If
the complaint is received orally, in person or by telephone, or writing, the complaint and disposition
will be documented and filed. If the complaint is in the form of a letter, the letter will be attached to
the form.

The county director is responsible for reviewing complaint records quarterly to assess whether
patterns of problems are present in the county’s operation. The results of the tally of complaints
documented on MDHS-EA-111, Customer Service Documentation Form, will be documented on
the Customer Service (CUSE) screen in MAVERICS. County, regional and state customer service
reports will be generated monthly based on the information entered in MAVERICS.
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In addition, the complaint records and reports, including the validity of figures, are subject to
review by appropriate State, Regional, and USDA Personnel.

The above record keeping procedure does not apply to complaints alleging discrimination which is
outlined in NONDISCRIMINATION COMPLIANCE. It also does not apply to complaints that are
pursued through an agency conference and/or fair hearing.

In addition, the complaint records are subject to review by ME staff, Regional Staff, and
appropriate USDA Personnel.
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INTRODUCTION

The electronic case record is maintained in the county office through the Interwoven/Worksite
system and contains recorded information pertaining to the applicant or recipient. The case record
also includes the household/individual data contained in MAVERICS.

PURPOSE OF THE CASE RECORD

The purpose of the case record is directly related to the purpose of the Supplemental Nutrition
Assistance Program (SNAP). The case record serves its primary purposes to the Agency when:

1. It clearly furnishes eligibility data on households which have applied for or are
receiving SNAP benefits.

2. It validates the action taken by the Agency, based on data, to grant, deny or authorize a
change in the SNAP benefit amount.

3. It furnishes verification for the validity of expenditure of public funds on behalf of needy
people.

The secondary purposes which do not relate to the standards for basic minimum content, but which
the case record may serve are:

1. To aid in the supervision of work.
2. To assist in the development of the worker's skill.
3. To evaluate the performance of the worker.

The case record is a permanent source of information which prevents the need for repetition of
certain information by the client, and duplication of work by the worker. It protects the client, the
county office, and the community against inaccuracies which might arise from errors of memory. To
assure accuracy of statements, recording should be done promptly during an interview or when the
information is secured.

The purpose of the case record is centered around the household's needs and is not set up as a record
of the worker's activities. It has value only as it results in more adequate, helpful, and efficient
administration of food assistance for the household.

CONTENT OF CASE RECORD

The electronic case record must contain historical information, not just the latest information in order
to provide an audit trail. The case record must be made available upon request for quality control
audits or other reviews. Recent applications and supporting documentation must be retained in the

electronic files for accountability purposes.
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DOCUMENTATION IN CASE RECORD

The case record must be documented to support eligibility, ineligibility, and benefit level
determinations. Documentation shall be in sufficient detail to permit a reviewer to determine the
reasonableness and accuracy of each determination. Case record documentation is required in the use
of IEVS data, both when an adverse action is and is not initiated. IEVS screens in MAVERICS (nhot
IEVS State Resource Data) may be used and the record clearly notated to identify the resulting case
action.

CONFIDENTIAL NATURE OF CASE RECORD

To assure the right of the household to a confidential relationship with the Agency, the worker must
know and observe regulations regarding the release of information about households and individual
household members from the case records. For a detailed discussion of these regulations, see
CONFIDENTIALITY, later in this chapter.

Case record documents may be provided:

1. For the Quality Control Unit as required by Federal regulations. Quality Control will
have access to the electronic case record.

2. To a county or district attorney for purposes directly related to the administration of the
SNAP program. Printed copies of documents will be provided.

3. When subpoenaed by the court. Refer to Chapter 1, CONFIDENTIALITY, SUBPOENA
OF CASE RECORDS, for the procedure to be followed. Printed copies of documents will
be provided.

PURPOSE OF CASE RECORD FORMS

The worker is responsible for the completion of case forms, entering data in MAVERICS, and
scanning pertinent documents into the case record. Case record forms have been designed for:

1. Economy of time, space, material, and uniform organization to facilitate location of
specific materials.

2. Inclusion of a written explanation when needed to clarify or to explain without
repetition.

Case record forms and MAVERICS screens also provide the mechanics necessary for the worker to
determine eligibility and provide services. In this capacity, forms and screens provide for:

1. Authorization of action, whether approving, denying, increasing, reducing or
terminating SNAP benefits.

2. A clear and usable record.
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3. Maintaining the electronic case record in Interwoven, based on the county of residence.

THE CASE NUMBER

The case number is assigned by MAVERICS to the case head (primary individual). It is not to be
assigned to any other person. Once the unique case number is assigned by MAVERICS, the same case
number will be used each time that person applies for assistance as the case head (PI).

Therefore, each case head applying for SNAP benefits anywhere in the State has a unique case
number. For the procedures for assignment of case numbers, see Volume X.

THE INDIVIDUAL NUMBER

Each adult and child will be assigned an individual number by MAVERICS for identification
purposes. Each person will be assigned only one individual number even though he may be receiving
SNAP benefits and/or TANF. The person retains his individual number when the case is closed and
reopened and when transferring between households. The individual number for the SNAP case head
will not be the same as the SNAP case number. See Volume X for Assignment of Individual
Numbers.

MAINTENANCE OF INDIVIDUAL RECORDS

Each case head who applies for SNAP benefits shall have a separate electronic case record folder. All
forms, correspondence, and other pertinent information will be scanned and electronically filed in
accordance with instructions in this chapter.

Destruction of Case Records

To assist in case record disposal, county offices will receive reports each year with instructions for
destroying and weeding case records. Special MAVERICS reports will be produced the first weekend
in July each year until all county paper case records are destroyed and archived. The reports will
identify and provide instructions for cases that meet the retention period (cases closed and
claims/restorations paid out or otherwise closed for 3 years, remaining Health Benefits cases closed
for 5 years) and certain cases that have not been archived:

e The Annual Destruction/Archive Report will list cases already archived and will
i?}en(tjiéydcases that should be destroyed. Cases noted on this report should be pulled and
shredded.

e The Annual MSCAP Destruction/Archive Report will list cases already archived and will
identify MSCAP cases by resident county that can be destroyed. Cases noted on this report
should be pulled and shredded.
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o The Annual Weed/Destroy Report will identify cases that meet the retention period policy
and will indicate by program which program material should be destroyed and which
program material should be weeded. For combination cases, the report will determine
whether each program’s material should be destroyed or weeded. The destroy report will
also identify claim related cases that meet the destruction criteria.

o The MSCAP Annual Weed/Destroy Report will identify MSCAP cases by resident
county that meet retention period policy and will indicate by program which program
section should be destroyed and which program section should be weeded.

In situations where cases are transferred from one county to another after the annual MAVERICS
reports are provided but before required action has been taken, the receiving county should be
notified of the action needed for each case.

ARRANGEMENT OF DOCUMENTS IN ELECTRONIC CASE FOLDER

An electronic case record must be created for each case head who applies for SNAP benefits. Case
record material may include a combination of manually completed forms, appropriate verification
documents, and other eligibility related materials. Documents must be scanned into SNAP
electronic file folders contained in the Interwoven/Worksite system. Individual file folder options
¥vi|||| be available, depending on the nature of each document. The file folders will be identified as
ollows:

SNAP ONLY CASES:

Application Forms:

MDHS-EA-180 Expedited Screening Form (if system is down)
MDHS-EA-900 Application

MDHS-EA-900 Supplement

MDHS-EA-940 Notice of Appointment

Any document serving as notice of expiration

Permanent Documents:
MDHS-EA-941 Notice of Child Support Enforcement

Temporary Documents:

Shelter Expense Verification

Resource and Income Verification, including Work Number Information
Child Care Expense Verification

Medical Expense Verification

Child Support Deduction Verification

MDHS-EA-504C Work Registration
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MDHS-EA-508 Household Statement of Food Loss Due to Household Disaster
MDHS-EA-510 Communication Form/Choctaw Food Distribution Program
MDHS-EA-511 Notice of Household Request for Termination

MDHS-EA-918 Representative Authorization

Personal Data Folder

Identification

Social Security Card

Birth Certificates

Marriage Licenses

Child Support Orders

Divorce Decree

Conviction documents (drug, parole, fleeing felon, etc.)

Case Review Documents:

MDHS-EA-173 Case Review Guide (2" and/or 3" party)
MDHS-EA-173T Case Target Review Guide Client
Inquiry Documents

SNAP Hearings:

Request for the Hearing
Other Supporting Documents Related to the Hearing Request

For combination SNAP/TANF cases, documents should be scanned into electronic Generic Case

folders. File folders will be identified as follows:
COMBINATION CASES:

Application Forms:

MDHS-EA-180-Expedited Screening Worksheet (if system is down)
MDHS-EA-900 Application Form
MDHS-EA-900 Supplement

MDHS-EA-940 Notice of Appointment for Determination of Eligibility (if system is down)

Permanent Documents:
MDHS-EA-941 Notice of Child Support Enforcement

Temporary Documents:

Resource and Income Verification, including
Work Number Information Child Care Expense
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Personal Data Folder
Identification

Social Security Card

Birth Certificate

Marriage Licenses

Child Support Orders

Drug Felony Documentation

Case Review:

MDHS-EA-173 Case Review Guide (2" or 3 party)
MDHS-EA-173T Case Target Review Guide Client
Inquiry Documents

Fair Hearing

Hearing request and other supporting documents related to the hearing request that have not been
previously scanned into Interwoven/Worksite

ADDING TO DOCUMENTS IN INTERWOVEN/WORKSITE

Documents may be added to existing case folders, provided the documents being added are related to
the same case action. For example, when a new application is being processed and certain document
folders are being established, additional related documents, such as multiple documents to establish
shelter deductions (rent receipt, along with utility bills) may be contained in a single Temporary
Documents folder until final case disposition. Any new case action would require the establishment
of new folders related to the case change.

EXAMPLE: A household applies for SNAP in January. The household provides verification of
shelter expenses which are scanned to the case’s Temporary Documents folder at the time of
interview. A household member qualifies for a medical exemption, and at interview the household
is provided a request to provide verification of the allowable medical expenses. The household
provides the medical expense verification within the ten-day notice period and these documents
are added to the existing Temporary Documents folder, with the application subsequently
approved. Later in April, the household reports and verifies an increase in rent which causes a
change in benefits. The document verifying the rent increase is scanned to a new Temporary
Documents folder because this represents a new case action separate from that established at the
time of application.

Refer to the Interwoven/Worksite Users Guide for instructions on use of the Adding To documents
function.
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REGULATIONS SAFEGUARDING CONFIDENTIAL INFORMATION

The Assistance Titles of the Social Security Act require that the Department provide safeguards
which restrict the use of or disclosure of information concerning applicants and recipients of
TANF, Child Support or Social Services to purposes directly connected with the administration of
the programs. These regulations also specify that information can be shared with programs
administered under Title IV-A, IV-B, IV-C, IV-D, IV-E, XIX, XX, XVI and any federal or
federally assisted program which provides assistance, in cash or in-kind, or services, directly to
individuals on the basis of need. The federal laws and regulations governing the Supplemental
Nutrition Assistance Program (SNAP) specify that information from these records shall be
disclosed only for purposes directly connected with the administration of the program. The State
statutes prescribe that the State Department shall establish rules and regulations restricting the use
or disclosure of information, records, papers, files, and communications concerning applicants and
recipients to purposes directly connected with the administration of the programs.

The information which may be disclosed and that which must be safeguarded is set out below.

INFORMATION TO BE SAFEGUARDED

Agency employees, state or local, working in any capacity are prohibited from disclosing
information concerning any applicant or recipient of assistance, or services, except in the
administration of the program described in this material. The information which is considered
confidential shall be:

1. Names and addresses of applicants and recipients or lists of applicants/recipients,
2. Case records with each and every document,
3. Information provided by another agency without permission from that agency. Examples

are BENDEX, SDX, Unemployment Compensation IEVS, etc.,
4. Social Security Administration (SSA) information.

5. National Directory of New Hires (NDNH) data.

Employees shall not disclose information of a confidential nature even though a record of the
information has not been made.

PENALTY

Disciplinary action will be taken against any Agency employee violating the regulations pertaining
to the safeguarding of information in accordance with the disciplinary policies and procedures of
the State Department of Human Services and/or the State Personnel Board. A willful violation of
this regulation will be termed inefficiency in office and the employee may be suspended or

removed.
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In addition, State statutes specify that such acts can be considered as misdemeanors and upon
conviction an individual may be fined or imprisoned or both. The specific details of these
penalties are located in Sections 43-15-21, 43-17-7 and 43-19-45 of the Mississippi Code of
1972.

If the representative of an agency or organization to whom information has been disclosed violates
the regulations, the Executive Director of the Mississippi Department of Human Services, after
conducting an investigation, will report the employee or representative to the head of the Agency
involved.

The State Department of Human Services will provide all employees of the State and County
Offices with a copy of the rules and regulations governing the safeguarding of information,
including a statement regarding the penalty for any use of such information in violation of the
regulations. The Department will also make available copies for distribution to all agencies and
individuals who are interested.

PENALTIES FOR IMPROPER DISCLOSURE -SSA INFORMATION

Federal law restricts the use of SSA information obtained through computer access or other means
to purposes directly connected to the administration of the SNAP. Any agency employee that
publishes, discloses, or makes known in any manner confidential SSA information is subject to a
civil money penalty of $10,000 for each such unauthorized publication or disclosure, or a criminal
penalty of a fine of not more than $10,000 or imprisonment of not more than 1 year, or both, for
each such unauthorized publication or disclosure.

SAFEGUARDING OF NATIONAL DIRECTORY OF NEW HIRES DATA

Refer to the discussion of the National Directory of New Hires (NDNH) in Chapter 8 under
“Verification and Documentation.” Any use of NDNH data except in the administration of SNAP
and/or any unauthorized disclosure of such data must be reported immediately to the Director of
State Operations, who will in turn notify Management Information Systems (MIS) within one hour
of discovery.

PERSONS AUTHORIZED TO DISCLOSE INFORMATION

Disclosure of all information, including records of every kind, shall be governed by these
regulations. Observe these regulations as set out below regarding the release of information when a
request is made and the Department does not have an agreement with the agency requesting the
information:

1. Information from State Office records. Refer the request to Field Operations for

information on persons or families applying for or receiving SNAP. The Director of the
Department will obtain information about the request and make a decision in accordance

with the regulations.
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Information from county department records. Refer the request to the County Director, who
will investigate the request and release the information in accordance with these regulations

or deny the request if not in accord.

Court subpoenas. When a state or county staff member receives a subpoena for the record,
this must be obeyed. See discussion, SUBPOENA OF CASE RECORDS, later in this

chapter.
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INFORMATION TO BE RELEASED
The information listed below will be released under the circumstances described:

1. Members of the Joint Oversight Committee will have access to the eligibility data of
applicants and recipients when needed for discussion at Legislative meetings.

2. Information shall be provided to County and District Attorneys in connection with
fraudulent receipt of SNAP.

3. The client or his authorized representative will have access to certain information in his
case record as set out below under the discussion, DISCLOSURE TO CLIENT OR
CLIENT REPRESENTATIVE.

OTHER INFORMATION TO BE DISCLOSED

The State department prepares and publishes regularly statistical and financial data about the
programs. The county and state staff is authorized to release and to interpret the following
information regarding SNAP:

1. Number of applications received, number approved, number rejected, type of assistance
requested, and similar data, compiled monthly, quarterly, or annually in the several
instances.

2. Services available from the department and the conditions under which services can be

given. Number of persons requesting services and number receiving them, by nature of the
request when available.

The department prepares and publishes an annual report on the operation of the programs, in
accordance with the State statute. Other reports, usually those required by Federal regulations, are
also available and are published.

DISCLOSURE TO GRAND JURIES
When cases involving fraud are presented to the grand jury in active session, the information

necessary for their consideration and decision will be made available. Members of such bodies are
expected to observe the regular court ethics with regard to use of this information.

DISCLOSURE OF INFORMATION FROM SNAP CASES
SNAP case information can only be released to individuals/agencies as outlined below:
1. Persons directly connected with the administration or enforcement of:

a. The Supplemental Nutrition Assistance Program or,
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b. Other Federal assistance programs or Federally-assisted State programs which
provide assistance based on need, to low income individuals. These programs
include but may not be limited to TANF, SSI, Health Benefits, etc.

2. Employees of the Comptroller General's Office of the United States for audit examination
authorized by provision of law.

3. Officials of local, State or Federal law enforcement, upon their written request, for the
purpose of investigating an alleged violation of SNAP. The written request must include
the identity of the individual requesting the information and his authority to do so, the
violation being investigated, and the identity of the person for whom the information is
requested.

DISCLOSURE TO LOCAL, STATE AND FEDERAL LAW ENFORCEMENT

The Personal Responsibility and Work Opportunity Reconciliation Act of 1996 requires State
agencies to make available, upon written request, to any Federal, State, or local law enforcement
officer the address, social security number, and (if available) photograph of a SNAP recipient
under certain conditions. The officer must furnish the recipient’s name and notify the agency that
the individual is fleeing to avoid prosecution, custody, or confinement for a felony, is violating a
condition of parole or probation, or the individual has information necessary for the officer to
conduct an official duty related to a felony/parole violation.

DISCLOSURE TO INTER AGENCY DEPARTMENTS

Access to SNAP case file information shall, upon request, be made available to persons directly
connected with the administration of other Agency administered programs.

DISCLOSURE TO SOCIAL SECURITY ADMINISTRATION

There may be instances when the Social Security Administration conducts audits of the Wire Third
Party Query (WTPQ) process. Although the SNAP case should not be turned over to SSA, it is
permissible to cooperate with the officials to the extent of validating the WTPQ/SSA requirements.

DISCLOSURE TO CLIENT OR CLIENT REPRESENTATIVE

The County Director will release certain information to a client or his authorized representative as
follows:

1. In connection with a request for a hearing, state or local. Refer to Volume V, Chapter 10
for information to be included in the hearing folder and the circumstances under which the
client has access to the information.

2. Information supplied by the client or obtained by the worker that the client needs in order
to be able to qualify for a benefit which he has requested, including proof of age,
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documents relating to real and personal property, and other factual material that will
assist a client in obtaining a service or benefit.

3. Client's statement of income and resources and other forms which the client has signed
which are contained in SNAP case records.

4. Budgets worked to determine eligibility for SNAP.

A responsible member of the SNAP household, its currently authorized representative or a
person acting in the household’s behalf must present a written request to the County Director to
examine the case record. The request must specify the material desired, the purpose for which
the material will be used and contain an acknowledgment from the household that MDHS is not
responsible for the manner in which the information is used once it is in the possession of the
household or its representative. Copies of such requests should be filed in the case record and
kept in an office file. At the discretion of the County Director, confidential information may be
withheld from release, such as medical or medical social information obtained by the agency,
the names of individuals who have disclosed information about the household without the
household’s knowledge or the nature or status of pending criminal prosecutions. The case record
may only be examined in the county office during normal business hours, and may not be
removed from the county office.

HANDLING OF COMPLAINT LETTERS

When a SNAP applicant, recipient, or authorized representative makes a complaint, usually by
letter, to a public official about his denial, inadequate receipt, or other action taken about his
request, the State or County Department handling the complaint may include that information in
the reply which will provide an adequate explanation of the Department's action. That is, when the
person or authorized representative sets out facts about the person's circumstances and enters a
complaint against the Department, this implies the consent of the client for the Department to
reply to the complaint.

Determine first that the client himself knows that the other person is writing the Department about
his dissatisfaction with the action or lack of action. When a client or his authorized representative
writes to a public official, either State or Congressional, or other public agency, the public official
usually sends the letter, so that the County or State Department knows that the inquiry or
complaint is from the client. Do not include more information than is necessary to explain the
Department's position or action.

SUBPOENA OF CASE RECORDS

When the court issues a subpoena to the County Director or a county staff member to personally
appear, or produce a case record, the employee must appear or be held in Contempt of Court.

Follow these procedures:

1. The County Director or his representative will notify the State Office by providing via
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email a copy of any subpoena immediately to the Office of Field Operations, State
Department of Human Services, Jackson, Mississippi. Contact Field Operations by phone to
advise the Director that the subpoena is being emailed so that handling can be expedited. All
activities to release case records in this circumstance must be coordinated through Field
Operations and will be forwarded to the Office of the Attorney General for review and
advice on any special handling prior to release.

2. If the court will permit, do not turn over the entire case but read from it the portions
pertinent to the legal action.

Note that with reference to fraudulent activities, the County Director, upon request of the County
or District Attorney, may provide copies of any material pertinent to the legal action at the time of
the trial, without a subpoena being issued.

DISCLOSURE TO LEGISLATIVE OFFICIALS

The Federal regulations also provide for the disclosure of such information to committee or
legislative body (Federal, State or local) when such body certifies that the information is needed in
connection with their official duties with regard to the program and that the information will not be
used for any other purpose.
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Any staff member and relatives and/or personal interest cases of staff members may apply for
and receive assistance; however, there are special procedures for taking and processing
applications for employees and individuals related to, or of personal interest to, a staff member as
listed below.

The county director is responsible for taking and processing applications for employees or
personal interest cases and for submitting the case to the Regional Director for review and
authorization of the approval or denial. The county director may delegate intake or case reviews,
but not the regional director's task, to a county supervisor who has no close relationship to the
employee or individual applying. Applications for assistance from supervisors or their relatives
will be assigned to the county director for processing, and submitted to the regional director for
final approval or denial. Applications submitted by a county director or his/her relatives will be
taken and processed by the regional director. Applications received from individuals who have a
close relationship with the worker’s supervisor will be submitted to the county director for review
and authorization or denial.

The relatives for whom the special procedures must be used include a staff member's spouse,
grandparents (also great, great-great, and great-great-great grandparents), parents (including
stepparents), brothers and sisters (including stepbrothers and stepsisters, half-brothers and half-
sisters), children (including stepchildren), grandchildren, aunts, uncles, nieces, nephews, first
cousins, first cousins once removed, and these relatives of a staff member's spouse who are related to
this degree by marriage. These relationships are the same as those for TANF specified relatives.
Furthermore, the interests of the agency will be served by not assigning any eligibility determination
to an employee who has a particularly close relationship with the applicant.

Since county staff are prohibited from processing applications for relatives within the degree
described above, the county director must not process an application for one of his/her close
relatives. In these instances, the regional director or program specialist will take the application. The
regional director will review the facts, make the decision, and authorize or deny assistance.

Applications from relatives of staff members other than the county director do not require the review
and approval of regional directors. The county director is responsible for assigning the application to
an eligibility worker who can process the application objectively and for authorizing eligibility for
such relatives. However, cases should not be assigned to a worker supervised by the relative of the
applicant.

DEPARTMENT OF HUMAN SERVICES EMPLOYEE CASES

In order to avoid a conflict of interest which might occur if a county staff member is allowed to take
the application of a fellow employee, it is required that the county director, or the county supervisor,
if the county director so designates, take the application or application for recertification, provided

there is no degree of relationship or personal interest involved.
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INTRODUCTION

In accordance with federal regulations, Quality Control (QC) Staff review a sample of the caseload
to determine eligibility and correct basis of issuance for active cases and the validity of denials and
closures for inactive cases.

The QC review may or may not immediately follow the certification approval or negative action
taken by county staff. Differences between the county’s eligibility/benefit level determination and
the findings of the quality control review sometimes occur due to misunderstanding or failure to
report on the part of the recipient, error on the part of the county worker or error on the part of the
QC Reviewer.

The Quality Control Unit will delay reporting differences to FNS for 10 calendar days from the date
on Form MDHS-QA-250, as outlined below. This allows the County and Regional Director time to
review and investigate the findings and to agree or disagree with the QC determination.

It is very important that any disagreement with the findings of the quality control review be
expressed for the following reasons:

1. Reconciliation of the disagreement results in the proper action being taken on the case.

2. Because the findings are an important part of formulating plans for corrective action to
reduce the error rate, it is necessary that the findings be as accurate as possible. Through
the procedure of agreeing or disagreeing, both QC Reviewers and county eligibility staff
are made aware of their errors in interpreting and applying policy. This procedure is
actually a form of corrective action in itself, in that repetition of the misinterpretation or
misapplication of policy can be avoided in handling other cases.

3. The report to FNS will properly reflect error rates. QUALITY
CONTROL STAFFRESPONSIBILITIES

Upon completion of a review, the Quality Control Unit will scan the review findings for cases
reviewed into the Case Review folder in Interwoven/Worksite. The County Director and the
Regional Director will be notified via email of cases requiring corrective action. All Quality Control
reviews citing ineligibility or eligibility with a benefit amount error greater than $38 will be retained
in the office as follows:

1. For 10 calendar days from the date on Form MDHS-QA-250 when no response or other
contact regarding the error has been received from the County or Regional Director; or

2. Until the disagreement is resolved if the Regional Director has notified the Quality
Control Unit of a disagreement. The contact and resolution must be achieved within the
10-day arbitration period.
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Upon receipt of the completed response form(s), the Quality Control Unit will scan the response
form(s) into the Case Review folder in Interwoven/Worksite. A listing of correct and drop cases will
be posted monthly to Interwoven/Worksite.

COUNTY RESPONSIBILITIES

The county does not have to respond when QC reports findings of a correct case. The County
Director, or his designee, will review and print required forms prior to routing to appropriate staff
and set a tickler to ensure that the response is handled no later than 7 calendar days from the date
entered at the top of the response form when the findings are that of eligibility but incorrect benefit
amount or ineligibility.

Eligibility and supervisory staff must review the case record and Quality Control findings to
determine whether to agree or disagree with the review findings. When the county disagrees
with the QC findings, the County Director, or his designee, must complete the original MDHS -
QA-250 and attachments or Invalid Closure/Denial Error Summary and route to the Regional
Director.

The eligibility worker will take immediate corrective action when the county agrees with the
findings. Required actions include, but are not limited to, reworking the case, preparing a claim for
an overissuance, preparing restoration of lost benefits, etc.

If the county disagrees with the Quality Control findings, the worker will delay taking corrective
action until disagreements are resolved.

REGIONAL DIRECTOR RESPONSIBILITIES

The Regional Director will review the county's agreement or disagreement as soon as possible upon
receiving the response form, consult with county staff if necessary to obtain additional information,
and take steps as outlined below:

1. When the county agrees with the Quality Control findings:

a.  The Regional Director will forward the response to the Quality Control Unit if
he/she concurs with the county's agreement.

b.  If the Regional Director does not agree with the county's decision then he/she will
follow the procedure set out below for resolving differences and advise the county on
proper handling.

NOTE: Unless the Quality Control Unit receives notice from the Regional Director
within 10 calendar days from the date shown at the top of the response form, the
Quiality Control findings will be included in the error report.
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2. When the county disagrees with the Quality Control findings:

a. If the Regional Director believes the county's basis for disagreement is valid,
he/she will notify the Quality Control Director prior to the 10 day deadline and
provide the response and information or verification to support the disagreement,
keeping a copy for his/her records.

The QC Director will be responsible for contacting the Regional Director and
they will attempt to resolve the difference. If the difference is resolved at this
level, the response confirming resolution will be scanned into
Interwoven/Worksite and the County and Regional Director notified via email
from the Quality Control Unit.

b.  If there is a disagreement which cannot be resolved between the QC Director and the
Regional Director, the issue will be resolved by the QC Director in conjunction with
appropriate staff from the SNAP Policy Unit and State Operations.

If the decision is that the first findings were correct, the QC Director will explain the
basis of the decision to the Regional Director. The Regional Director will notify the
county in writing and advise of appropriate handling.

If the decision is different from the original QC findings, the County and Regional
Director will be notified with revised MDHS-QA-2081 and MDHS-QA-250, if
applicable, from the Quality Control Unit.

C. If the Regional Director does not believe that the county's disagreement is valid,
he/she will advise the county in writing of appropriate actions and forward the
response to the Quality Control Unit.

REFUSAL TO COOPERATE WITH QUALITY CONTROL

When a household refuses to cooperate with the Quality Control Reviewer and the agency has
taken other administrative steps to obtain that cooperation without obtaining it, the household shall
be notified by the Quality Control Reviewer of the penalties for refusing to cooperate with respect
to termination and reapplication. If a household refuses to cooperate after such notice, the Quality
Control Reviewer may attempt to complete the case and shall report the household's refusal to the
QC Supervisor for termination of its participation without respect for the outcome of that attempt.
The QC Supervisor will enter in MAVERICS a “REFUSED TO COOPERATE WITH QC” alert.
The alert will be generated to the case worker and their supervisor notifying them of the refusal.
MAVERICS will automatically generate a ten day closure notice.

If a household is terminated for refusal to cooperate with the Quality Control Reviewer, the
household may reapply but shall not be determined eligible until it cooperates with the Quality
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Control Reviewer. Cooperation with the QC Reviewer will be pended as verification. One
exception to this is that, in the instance of an expedited application, the case will be processed
according to expedited procedures with cooperation with the QC Reviewer as postponed
verification.

If the household which was terminated for refusal to cooperate with a State Quality Control
Reviewer reapplies after 95 days from the end of the annual review period (September 30), the
household shall not be determined ineligible for its refusal to cooperate with the Quality Control
process, but it must provide verification to the county in accordance with Chapter 8,
VERIFICATION AND DOCUMENTATION.
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DUTIES OF THE OIC

The Officer-in-Charge or OIC, as it is commonly called, is a representative of the Atlanta Regional
Office of Food and Nutrition Service, United States Department of Agriculture, and is under the
direct supervision of the District Manager of USDA, FNS, in Mississippi. Each Officer-in-Charge is
assigned a specified group of counties/states.

The OIC will call on the County Director, or his designee, before transacting any business at the
county office. The OIC is to visit the director to obtain general information on staffing and
certification responsibilities and to make arrangements for access to case records and issuance
records. The OIC will not pull any material from the files but will make his needs known to the
county staff. Generally, the duties and responsibilities of an OIC are as follows:

1.

Periodically, the OIC may be required to make administrative reviews of the SNAP
offices in this region.

The OIC is required to conduct non-discrimination reviews of the county offices
including all certification and issuance sites. These reviews are in addition to
administrative reviews and are not contingent on audits scheduled.

Both the State Department of Human Services and OIC received complaints or inquiries
from recipients which require follow-up action. Therefore, it is frequently necessary for the
case record to be reviewed by the OIC before the client is contacted. This would necessitate a
visit by the OIC to the county office.

Frequently, the OIC is in need of statistical data for his region. If it is necessary to visit a
county office to obtain this type of information, visits of this nature should be coordinated with
the Director of Economic Assistance by the District Manager, USDA.

Occasionally, the OIC is required by the Regional Office of USDA in Atlanta or by the
Washington Office to make special reviews in county offices such as participation profiles.
These reviews could possibly be scheduled during an audit but every effort is made to avoid
this occurrence.

In addition to the duties outlined above, the OIC is responsible for authorizing retail
grocery stores, meal delivery services, communal dining facilities, and drug or alcoholic
treatment and rehabilitation centers, and determining continued eligibility of these
establishments to accept SNAP benefits. Any inquiries or complaints concerning these

establishments should be referred to the OIC.
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NOTE: Inquiries from Mississippi grocers/retailers who wish to participate in the SNAP
Program as authorized retailers should be informed of the call-in application procedure by
USDA, Food and Nutrition Service. To request an Application for Authorization to Participate in
the SNAP Program, the business must call the Atlanta, Georgia Field Office at (404) 562-7060.
This telephone number is for new authorization and change of ownership of retailers only.
Currently approved retailers should contact the Raleigh, North Carolina Field Office at (919)
790-2927.

County Workers are not to seek clearance of SNAP policy from the OIC, but will direct any
questions to the appropriate supervisor within the Department of Human Services.

FNS Compliance Management Centers have been established in the following locations:
Tallahassee, Florida (phone: 850-942-8315), Montgomery, Alabama (phone: 334-272-0844), and
Jackson, Mississippi (phone: 601-965-4562). These centers have responsibility for retailer
compliance activities for the southeast region, and will receive reports of suspected retailer fraud
and/or abuse. However, when county offices receive such information on suspected retailer fraud,
the county should take no action to investigate the charges. Rather, the county office must
forward the information in the form of a memorandum to the Director of the Division of Economic
Assistance. The memorandum should include all pertinent information obtained from the person
making the report.

USDA FNS FIELD OFFICE

All Mississippi counties will be served by one office. Correspondence and phone calls should be
addressed as follows:

Don Horne, Officer-in-Charge
USDA - Food and Nutrition Service
Federal Building, Suite 1233 100
West Capitol Street

Jackson, Mississippi 39269

Phone: (601) 965-4562
Fax: (601) 965-4426
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ABLE-BODIED ADULT WITHOUT DEPENDENTS (ABAWD)

An individual who is between the ages of 18-50 without minor dependents. Eligibility for an
ABAWD s limited to 3 months within a 36-month period unless that individual is meeting the
ABAWD work requirement or is otherwise exempt. See Chapter 3, WORK
REQUIREMENTS/ABAWDS.

ADDICT/ALCOHOLIC REPRESENTATIVE

A person who is an employee of and designated by the private nonprofit organization or
institution or the publicly operated community mental health center that is administering the
treatment and rehabilitation program to act on behalf of the resident addict or alcoholic in
applying for, receiving and using SNAP benefit amount for food prepared by and/or served to the
addict or alcoholic. See Chapter 8, REPRESENTATIVES.

ADVERSE ACTION

Action taken to reduce or terminate a household's SNAP benefits within the certification period. See
Chapter 8, DECISION AND NOTIFICATION.

AGENCY CONFERENCE

A formal review at the local level of a client complaint conducted by the county director or designee.
See Chapter 10, GENERAL.

ADMINISTRATIVE DISQUALIFICATION HEARING

A hearing initiated by the department whenever there is documented evidence to substantiate that a
member of a SNAP household intentionally committed an act that constitutes a violation of SNAP
Regulation or any related state statute. See Chapter 10, GENERAL.

AND JUSTICE FOR ALL POSTER

Displays the nondiscrimination statement to comply with Civil Rights requirements. Posters may

be requested from State Operations. See Chapter 1, PROGRAM INFORMATIONAL
ACTIVITIES.
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APPLICATION FORM
The MDHS-EA-900 form which is used by a household member or authorized representative to make

application for participation in SNAP. See Chapter 8, APPLICATION FORM and the GENERIC
FORMS MANUAL.

ASSISTANCE HOUSEHOLD

A household in which all members are included in a TANF money payment budget. See Chapter 2,
CATEGORICALLY ELIGIBLE HOUSEHOLD, and Chapter 7, CATEGORICALLY ELIGIBLE
HOUSEHOLDS.

AUTHORIZED REPRESENTATIVE

An adult non-household member authorized to act on behalf of the household in making application
for SNAP. See Chapter 8, REPRESENTATIVES.

BASIC UTILITY ALLOWANCE

The BUA is a standard deduction allowed for households who incur at least two out-of-pocket non-
cooling or non-heating expenses and do not receive LIHEAP. See Chapter 6, EXPENSES -
UTILITY EXPENSES and Chapter 13, TABLE I.

BENEFIT REPRESENTATIVE

Individuals designated to receive an EBT card and use SNAP benefits for the household. See Chapter
8, REPRESENTATIVES.

BLIND/DISABLED GROUP HOME REPRESENTATIVE

An appointed staff member of a blind/disabled group home may act as the authorized
representative for the residents. See Chapter 7, BLIND AND DISABLED GROUP LIVING
ARRANGEMENTS.

BOARDERS

Boarders are individuals or groups of individuals (excluding residents of a commercial boarding
house) residing with others and paying reasonable compensation to others for lodging and meals. RS

Volume V | Chapter 2 Reei8




\IRSIERIZEM [DEFINITIONS: CERTIFICATION TERMINOLOGY]

Revised 12-01-15

Boarders are ineligible to participate in the program independent of the household providing the
board. They may participate as members of the household providing the boarder services to them, at
such household’s request. See Chapter 7, BOARDERS.

BOARDING HOUSE

An establishment which is licensed as a commercial enterprise which offers meals and lodging for
compensation. In counties without licensing requirements, a boarding house is a commercial
establishment which offers meals and lodging for compensation with the intention of making a profit.
See Chapter 7, BOARDERS, NON-COMMERCIAL BOARDING HOUSES.

BUA - See Basic Utility Allowance.
BROAD-BASED CATEGORICAL ELIGIBILITY (BBCE)

BBCE households are not subject to a resource test. All households are considered to be broad-
based categorically eligible, with the following exceptions: (1) households containing a member
currently disqualified for Intentional Program Violation (IPV); (2) households with a member
convicted of a drug felony; (3) households containing at least one elderly or disabled member that
fail the gross income test but pass the net income test. Resources of all members of such non-
BBCE households must be verified and tested. See Chapter 5, RESOURCES. Refer to
“Categorically Eligible Household” later in this chapter for the definition of a “regular”
categorically eligible household.

CAPITAL GAINS

Profits made from the sale of a capital asset (such as equipment, property, share of stock, etc.).
The full amount of the capital gain is counted as income in the SNAP case. Capital gains are
typically taxed at a lower rate than other income. See Chapter 7, SELF-EMPLOYMENT
INCOME.

CASE HEAD

The person in whose name application is made for participation in the program. This is the person
who normally assumes primary responsibility and leadership in making decisions which affect the
household. The Pl in MAVERICS. See definition of PIl. See Chapter 8, FILING AN
APPLICATION.
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CATEGORICALLY ELIGIBLE HOUSEHOLD (Regular)

A categorically eligible household is one in which all members are recipients of public assistance
and/or Supplemental Security Income (SSI). (See Chapter 3, Ineligible Aliens for exception.) See
Chapter 8, CATEGORICALLY ELIGIBLE HOUSEHOLDS and Chapter 6, GENERAL
PROVISIONS, and “Broad-Based Categorical Eligibility” earlier in this chapter.

CERTIFICATION

The process necessary to determine a household's eligibility and SNAP benefits. See Chapter 8,
THE CERTIFICATION PROCESS.

CERTIFICATION PERIOD

The established period of specific calendar months during which the household is eligible to receive
SNAP. See Chapter 8, THE CERTIFICATION PROCESS.

CHOCTAW FOOD DISTRIBUTION

Under provisions of the Food and Nutrition Act of 2008 the Mississippi Band of Choctaw Indians is
authorized to administer a Food Distribution Program. Under this program commodity assistance is
available to all eligible Choctaw Indians living on or near the Choctaw Reservation. This
commodity package is an acceptable alternative to SNAP. Duplicate participation in both programs
is prohibited. See Chapter 8, CHOCTAW FOOD DISTRIBUTION.

COLLATERAL CONTACT

A verbal confirmation of a household's circumstances by a person outside of the household. See
Chapter 8, SOURCES OF VERIFICATION

COMMINGLED FUND

A fund that includes assets from several accounts, pooled together, to reduce management and
administrative cost, also known as a pooled fund. See Chapter 5, RESOURCES TO BE
EXCLUDED

COMMUNAL DINING FACILITY

Any facility such as senior citizen’s centers, apartment buildings occupied primarily by elderly
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persons or SSI households or any public or non-profit private school (tax exempt) which prepares
meals especially for elderly persons during special hours and certain other public or private
nonprofit establishments (tax exempt) which prepare and serve meals for elderly or SSI recipients.
See Chapter 3, NONFINANCIAL CRITERIA, USE OF SNAP/MEAL SERVICES.

COMPLAINT REVIEW

An informal review at the local level of a client complaint. A complaint review enables the county
to explain to the complainant reasons for action and/or to make any required adjustments. See
Chapter 1, COMPLAINT REVIEW.

DELIVERED MEALS

Any member of an eligible household, who is 60 years of age or older or incapacitated or otherwise
disabled to the extent that he/she is unable to adequately prepare meals, may use all or any part of
his/her benefit amount to purchase meals from a non-profit meal delivery service authorized by
FNS for such purpose. See Chapter 3, NONFINANCIAL CRITERIA, USE OF SNAP/MEAL
SERVICES.

DESTITUTE

Extreme lack of resources or means of subsistence utterly impoverished. See Chapter 7,
DETERMINING DESTITUTE STATUS FOR MIGRANTS AND SEASONAL FARM
WORKERS.

DISABLED PERSON
A member of a household who:

1. receives or has been certified to receive Supplemental Security Income benefits under
title XV1 of the Social Security Act or disability or blindness payments under titles I, II,
X1V, or XVI of the Social Security Act. An individual is considered disabled if he has
been certified for one of these benefits or payments but the initial payment has not yet
been received. Also, persons who remain certified for disability benefits or payments, but
whose checks are entirely recouped to recover a prior overpayment are considered
disabled;

2. is a recipient of state or federally administered Supplemental Security Income (SSI)
payments under Section 1616(a) of the Social Security Act (optional State
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supplementation) provided that eligibility to receive the benefits is based upon the
disability or blindness criteria used under title XVI of the Social Security Act or
payments under Section 212(a) or Pub. L. 93-66 (mandatory minimum State
supplementation of SSI benefits);

3. IS a veteran receiving a pension for non-service connected disability;

4. is a veteran with a service-connected disability rated or paid as total under title 38 of the
United States Code or is considered in need of regular aid and attendance or permanently
housebound under such title of the Code;

5. is a surviving spouse of a veteran and considered in need of aid and attendance or
permanently housebound or a surviving child of a veteran and considered to be permanently
incapable of self-support under title 38 of the United States Code;

6. IS a surviving spouse or child of a veteran and entitled to compensation for a service-
connected death or pension benefits for a non-service-connected death under title 38 of the
United States Code and has a disability considered permanent under section 221(i) of the
Social Security Act. "Entitled" as used in this definition refers to those veterans' surviving
spouses and children who are receiving the compensation or benefits stated or have been
approved for such p