
A guide to the  
Enrollment Services Center’s  

process for appeals 



Lets take a look at: 
• The ESC’s fair hearing inbox 
• The ESC’s filing system 
• The ESC’s Access tracking system 
 

Recognizing and understanding these will be 
beneficial as we examine the steps the ESC 
takes when processing appeals 

 
 



 The ESC’s Fair Hearing 
Inbox is split into folders 

 Each folder is based on 
emails/documents 
received from the 
Division of Hearings and 
Appeals 

 Rules have been created 
for each folder to route 
emails directly to the 
correct place 



 As actions are taken on an appeal, categories are assigned to 
notify fellow workers what has been completed 
 



 The electronic filing system is 
designed to correspond with the 
Fair Hearing Inbox 

 Within the ESC’s electronic filing 
system the term “file” refers to an 
individual petitioner’s 
documentation, the term “folder” 
is used for grouping files at any 
given point in the fair hearing 
process  

 As emails from DHA are received 
the attached documents are 
manually added to the 
petitioner’s electronic file 

 The file is then moved to the 
corresponding folder based on the 
attachment received and any 
necessary action 



 When a petitioner’s file is broken down, which is 
discussed later in the PowerPoint, the information 
from the appeal is entered into an Access database 

 
 



 The Access database can track: 
• Basic information (i.e., petitioner’s name, CARES and appeal numbers, etc.) 
• Appeal information (i.e., program under appeal, reason for appeal, county of appeal, 

etc.) 
• Decision information (i.e., dismissed, remanded, abandoned, withdrawn, etc.) 

 



 The information entered 
into the Access database 
can be used to query 
information regarding an 
agency’s fair hearings 

 Some of the queries that 
can be used include: 
• The number of appeals by 

county (shown to the right) 
• The number decisions 

received by type(shown on 
the next slide) 

• The number of appeals by 
program 



 Information tracked in the Access database can be useful 
in developing future training or agency workflows by 
providing information on where skill sets reside 
 



Now that there is a better understanding of 
the tools used by the ESC to process appeals, 
let’s look at each step in the appeal process 

The actions taken by the agency are a reaction 
to an email and attached documents sent by 
DHA 

Therefore the following steps will include the 
emails received from DHA and the steps taken 
by the agency 



 When a request for summary 
email is received a file is 
created for the petitioner and 
the attached document is 
moved to the “Pre-Hearing” 
folder 

 The “Folder Created” category 
is added to the received email 

 Once a worker begins research 
on the appeal they add their 
category to the email to avoid 
duplication of work 

 The worker then attempts to 
contact the petitioner to 
discuss their appeal 

 A summary is written and the 
Summary of Action Leading to 
Appeal form (right) is filled out 
and returned to DHA 
 



Contact with the petitioner prior to the hearing, 
or the agency conference, is vital to the fair 
hearing process 

Often the petitioner is simply appealing because 
they do not fully understand the action taken by 
the agency 

Answering the petitioner’s questions and 
explaining the agencies reasoning helps to resolve 
many appeals 

Understanding what and why the petitioner is 
appealing helps the agency be better prepared for 
a hearing 

 



 The summary (blank template to 
left) contains a detailed timeline of 
all action taken on a case relevant 
to the appeal 

 It also includes policy citations 
with an explanation of how the 
agency complied with the policies 

 The summary includes all 
applicable documentation (i.e., 
notices of decision, reminder 
letters, etc.) 

 The summary is sent to both DHA 
and the petitioner 

 It is beneficial to compile the 
information included in the 
summary before contacting the 
petitioner to discuss their appeal 

 For redacted examples of ESC 
summaries please contact Matt 
Carper at 
Matthew.Carper@wisconsin.gov 



 The appeal notice (right) acts as a 
receipt that DHA has received the 
summary 

 It indicates whether continued 
benefits need to be issued 

 When an appeal notice email is 
received, the attached document 
is moved to the petitioner's file 
within the “Pre-Hearing” folder 

 If continued benefits are ordered, 
the file is moved to the “Continued 
Benefits” folder 

 Once continued benefits are 
issued, the file is moved back to 
the “Pre-Hearing” folder 

 Categories are added to emails 
containing appeal notices similar 
to request for summary emails 



 When a hearing notice (left) 
email is receive the document is 
moved to the petitioner’s file 
currently located in the “Pre-
Hearing” folder 

 The petitioner’s file is then 
transferred into the “Schedule 
Hearing” folder 

 A corresponding appointment is 
added to the Fair Hearing 
Calendar (next slide) and the 
category in the inbox is changed 
to “Done” 

 A few days after the hearing is 
scheduled the summary is 
reviewed again for possible 
updates 





An email is sent to the presiding administrative 
law judge to notify them of who will be appearing 
on behalf of the agency and the telephone 
number the worker can be reached at 

Before the hearing the appearing worker reads 
through the summary as written to be sure all 
necessary information is presented logically 

CWW is also checked prior to the hearing to 
ensure any updates made to the case are not a 
surprise during the hearing 
 



Case comments are added to the case in 
CARES to indicate that the hearing was held 
and what information was discussed in the 
hearing 

The petitioner’s file should then be moved to 
the “Post-Hearing” folder 

Within the “Post-Hearing” folder the 
petitioner’s file is placed in the “Abandoned” 
folder if a hearing was not held, or the 
“Pending” folder if a hearing was held 



 When a decision (left) email is 
received the attached 
document should be moved to 
the petitioner’s file 

 The petitioner’s file should then 
be moved to the “Decisions” 
folder 

 Within the “Decisions” folder 
the petitioner’s file is placed in 
either the “Abandoned,” 
“Dismissed,” “Remand,” or 
“Withdrawn” folder based on 
the decision received 

 Necessary action on the case is 
taken and case comments 
indicating both the decision and 
action are added 

 The petitioner’s file is moved to 
the “Breakdown” folder 



All relevant information is added to the Access 
data base 

Any non PDF documents are changed to PDF 
forms 

The petitioner’s file is place in a folder accessible 
to DPU workers and all documents are loaded 
into ECF under the document code “FH” 

The petitioner’s file is then placed in the “Done” 
folder for possible future reference 

The process is then over for one appeal and starts 
for another 
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