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- Obtain all pertinent, necessary information through verification, when 

appropriate. 
 

- Inform the client of his responsibilities, the process involved in establishing 
his eligibility, including the Department's processing time limits, and how the 
beginning date of eligibility is determined. 

 
- Adhere to the Department's policies and procedures to establish eligibility, 

including those regarding timely action and/or decision.   
 

- Assist the client in obtaining information required to establish his eligibility. 
When the Worker must make a collateral contact, such as an employer, the 
Worker must not disclose the client’s status as an applicant/recipient of a 
Department program. 

 
- Maintain the confidentiality of all information received from or about the 

client.  When the Worker must make a collateral contact, such as with a 
client’s employer, the Worker must not disclose the client’s status as an 
applicant/recipient of a Department program. 

 
- When the Worker is aware an applicant is an employee of the 

Department or relative of a Department employee or otherwise clearly 
may have an interest in limiting access to his case information, the 
option of coding his case confidential for his protection is presented.  
The advantages and disadvantages of limiting access to certain staff 
are explained. The applicant’s choice is documented in case 
comments. 
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EXCEPTION:

• The individual is fleeing to avoid prosecution, custody or 
confinement for a felony; or 

  Staff must not initiate contact with law enforcement officials 
to disclose information regarding SNAP clients.  However, information 
pertaining to a SNAP client or member of his household may be provided 
when written requests from federal, state or local law enforcement officers 
are received on official department letterhead of the issuing law 
enforcement agency and verifies that: 

 

 
• The individual is violating parole or probation; or 

 
• The individual has information necessary for the officer to conduct 

an official duty related to either of the two statements immediately 
above.  

 
The Worker provides only the individual’s last known address and SSN 
and, if available, a photograph of any member of the individual’s 
household.  It is the responsibility of the CSM to review and approve the 
release of all such information.  If a written request for information is 
questionable, the Supervisor or CSM must contact the DFA Economic 
Services Policy Unit for assistance.  Additional guidance on releasing 
confidential information is outlined in the DHHR Common Chapters 
Sections 200 - 260. 
 
NOTE: In all situations where case information is released to another 
organization or agency, the information must have form OFS-CI-1 
attached.  
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When the client discloses a domestic violence situation, extreme caution 
must be taken to safeguard any information about the individual’s location 
or living situation.  The Worker must not contact the individual named as 
the abuser or his relatives or friends for any information or verification 
required from the client.  The RAPIDS case must be coded with the 
domestic violence indicator to alert all who access the case about the 
client’s situation.  The indicator is coded on ANDA with either of the 
following: 
  
DA-Domestic Violence Disclosed - Referral Accepted 
 
DR-Domestic Violence Disclosed - Referral Refused 
 
The codes indicate disclosure of domestic violence and whether or not the 
client accepted a referral to a community domestic violence agency.  See 
Section 13.8,G. 

 
- Notify the client of the eligibility decision as soon as possible, but at least 

within the processing time frames for each Program or coverage group. 
 

- Ensure that copies of all pertinent information are placed in the client's case 
record or given to appropriate staff to file. 

 
NOTE: Copies of any information which involve a domestic violence 
situation must never be placed in the case record to insure the safety of 
the client and to insure that the alleged abuser does not gain access to 
information which may compromise the safety of the client.  If it is 
necessary to maintain records for the purpose of documentation of the 
situation for a WV WORKS temporary exemption from work requirements, 
the information must be maintained in a separate file which is secured and 
available only to Supervisors. Information maintained in a separate file 
regarding domestic violence may be presented as evidence at a Fair 
Hearing, so long as the client agrees to use of the information for such 
purpose.  

 
- Ensure that proper case recordings are made to document the Worker's 

actions and the reason for such actions. 
  

NOTE: Information about a domestic violence situation or the 
whereabouts of an individual or family who has left a domestic violence 
situation for a safer residence must never be recorded in the case record 
in order to insure the safety of the individual or family.  If it is necessary to 
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8. Redeterminations Submitted by inROADS 
 

Recipients of some Medicaid coverage groups, WV CHIP and other 
Programs receive an instruction letter and redetermination form.  The 
client may choose to return the completed form and information by mail or 
complete the redetermination online by use of inROADS.  The recipient 
receives certain information in the letter which must be entered online to 
use the inROADS redetermination process. 
 
inROADS brings some information from RAPIDS into the online 
redetermination for some programs and coverage groups.  The RAPIDS 
information shows in the following: 
 
- QC, PL and WV CHIP – alternating years, when the 

redetermination is passive 
 
- SNAP Benefits – 12-month reviews for AG’s certified for 24 months 

 
- QMB, SLIMB, QI-1 and PAC 

 
All other inROADS redeterminations only show current basic demographic 
information from RAPIDS. 

 
No signature page is required and the redetermination is considered 
electronically signed when the recipient uses this process and enters 
information from the letter and other identifying information requested.   

 
The online process is available for use through the end of the month the 
redetermination is due.  Redeterminations submitted in inROADS are 
processed by use of RAPIDS Inbox screen INRV. 

 
The client may also submit an application for another benefit(s) at the time 
of the inROADS redetermination. 

 
L. CLIENT NOTIFICATION, WRITTEN AND VERBAL 

 
The client must be notified in writing of the final decision on his application and 
the reason for it.  Notification must be provided for each Program for which the 
client applied, but notification for more than one Program may be included on 
one form letter. 
 
NOTE:  There is specific, court-ordered client notification policy which must be 
followed.  There are also specific forms which must be used and detailed 
procedures to follow.  Chapter 6 is devoted exclusively to client notification. 
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During the intake interview or during some other client contact prior to written 
client notification, the Worker may know whether or not the client is eligible and, if 
so, the amount of the benefit.  The Worker may tell the client the status of his 
application and/or benefit level, if he so chooses.  However, even if the client has 
been told his status and/or benefit level, he must still receive the information in 
writing.  See Chapter 6. 
 
Under some circumstances, the data system automatically generates notification 
to the client.  See the RAPIDS User Guide. 

  
M. COMPLETION OF THE APPLICATION PROCESS 

 
The application process is completed when all of the following have occurred: 

 
- Action is taken as follows: 

 
• To approve the application when all eligibility requirements are met; 

or 
 

• To withdraw the application at the client's verbal or written request, 
when a signed signature page from an inROADS application is not 
received or when he refuses to sign the application form; or 

 
• To deny the application when at least one eligibility requirement is 

not met or the client has failed to establish eligibility. 
 

- The client is notified of the action taken. 
 

EXCEPTION:

- The client receives his initial benefit, if eligible. 

  When RAPIDS determines a LIS/MPA applicant is a 
current MPA recipient, no notice is sent. 

 

 
N. COMMUNICATION WITH SSA 

 
Each CSM is responsible for appointing a contact person to communicate with a 
contact person in the local SSA Office.  This contact person does not interpret 
policy, but works out communication problems and any problems dealing with the 
completion and forwarding of forms, including those involved in the joint 
application process for SNAP benefits.  The Department's contact works directly 
with the contact from SSA. 
 
Any matters that cannot be worked out between the local office and the SSA 
contact person are referred to a DFA Policy Unit and to the SSA District Office by 
the appropriate staff. 

 




