A guide to the
Enrollment Services Center’s
process for appeals



® Lets take a look at:
e The ESC’s fair hearing inbox
» The ESC’s filing system
e 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

Subject Categories
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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
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® 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
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lkupAppealReason '

lkupAppealType =
Appeal
lkupApplicationDecision

lkupHearingResult Appeal Date: 10/5/201
lkupProgram 5
Appeal Reason: scontinued
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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.)
o Decision information (i.e., dismissed, remanded, abandoned, withdrawn, etc.)

Demnon No an 74/114751 _j';"

| Appeal Hearlng
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Confirmation Worker:
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Application Decision:| | - E[
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Hearing Result: | "‘lNlthdrawal E[ -
withdrawal Date: 11/1/2010
Agency Rep: ' B
Hearing Comments:
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® The information entered
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into the Access database 5w
can be used to query
information regarding an
agency'’s fair hearings

® Some of the queries that
can be used include:
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» The number of appeals by
county (shown to the right)

e The number decisions
received by type(shown on
the next slide)

e The number of appeals by
program
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® Information tracked in the Access database can be useful
in developing future training or agency workflows by
providing information on where skill sets reside
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® 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



Summary of Action Leading to Appeal " Submit by Email
ATTACH THE NOTICE OF ACTION THAT PROMPTED THE APPEAL

Clicking the submit button will open your email program with a data file attached. You may attach the notice to the email

PLEASE SUBMIT THIS FORM, EVEN IF THE ISSUE HAS BEEN RESOLVED.

Petitioner Information

When a request for summary B —
email is received a file is — ]
created for the petitioner and gy L | we [ ]@[ |

the attached doC HmiliiG e wmeE ]
moved to the “Pre-Hearing” Benefit Information

folder el S L
The “Folder Created” category | e e

[ Denied [[] Monreceipt [[] Repayment

is added to the received email [ Departmenteview [ Other [] Mocifed

[ Discontinued [7] Recoupment 5173

Once a Worker begins researCh Effective Date of Adverse Action: I:I
on the appeal they add their HeatngLocation T e

. . (@ County where petitioner resides 0 :’hls he;r:g- is expected to take
15 mi .
category to the email to avoid Corher onger an 15 it
d 1 1 Explanation of Action (why was this action taken and why has the client appealed?)
u p I I C at I O n Of WO r k I your explanation is lengthy or if you have a document you prefer not to retype, please indicate in this box that you will be
ding d by | mail. If the d less, hitto th il geth ed
T h e WO r ke r t h e n a tte m pts to :ve:mr;:mc;;t::;::;sﬂs)froﬁfa mail. 1 ocument is 10 pages or less, you may attach it to the email message that is creats
C O n t a ct t h e p et it i O n e r‘ to :ef:£:2:$°Md the issue with the client, please describe the action taken and provide the petitioner with the Withdrawal

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



EMROLLMENT SERVICES CENTER
PO BOX 7190
MADISON WIB3707-7190

Date: (Month spelled out, day, year)

State of Wisconsin\Division of Hearings & Appeals
David H. Schwarz, Administrator

BO0E University Avenue, Suite 201

PO BOXTETS

Madison, WIB3707-7T875

Re: MName
Address
City, State, Zip
Case#
Appeal #F0O0-T4/

Dear Mr. Schwarz:

Sincerely,

Your position

Enralliment Services Center

Wisconsin Department of Health Services
Bureau of Enrollment Services

Ce: Applicant/client'’s name
{John Smith}

“w s State of Wisconsin

Enrollment Services Center
Phone/TTY: 1-800-291-2002
Fax: 1-888-409-1982

Enclosures:

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

State of Wisconsin\DIVISION OF HEARINGS AND APPEALS

Telgl

E-mai: D;

To: Enrollment Services Center
Date: November 3, 2011
Subject: Appeal Notice

Petitioner:

Appeal # BCC-136129

CARES #

The Division of Hearings and Appeals has received a request for a fair heaning from the
above named petitioner on your decision concermng BCC - BadgerCare Plus - Core Plan,
Discontinued.

You may proceed with the modification to the petitioner's benefits.

You will be notified of the hearing date when it 1s scheduled.

Please refer to case number [l if vou need to contact us regarding this request.




State of Wisconsin\DIVISION OF HEARINGS AND APPEALS

October 27, 2011

EE: B 211
CARES#: _

We have scheduled a telephone hearing for you on Wednesday, November 9, 2011 at 11:00 am.

and all other persons participating in this hearing by telephone must call Administrative Law Judge
Joseph A. Nowick at (608) 266-2689 at least 24 hours before the date of the hearing to provide a telephone number where
they can be reached at the time of the hearing. The Administrative Law Judge will initiate the call at the above date and
time.

Any exhibits that you wish to include at the hearing should be received by the administrative law judge no later than two
business days prior to the hearing date. Exhibits can be sent either . mail to the Division of Hearings and Appeals,
Attention: Joseph A, Nowick, 5005 University Avenue, Madison, WI 53705- or the exhibits can he faxed to (608) 264-0885,

Vour raguest will be issed if we 2 ; /01 2 schedule and time. Write to ¢ of Hearmgs and
Appeals. P.O. Bo 1son, W 7875 if y g eed a hearmg. Call (608) 266-3096. if you need to

tI]E pnur to l'he hez:m! or du.m:lE the hF'aIli:lE.

If you need mformation about accommodation for a disability or for Eng
266-3096. This telephone number is only for the admimstrative hearing p

que Ud quisiera presentar en s auc ser recibida por el Fuez Adminisoanvo a mas terdar dos dias sntes de la andencia La
puv\'lﬂ _szmdnda r.or comea pestal 3 Divizion of Hearings and Appeals, Arencion- Joseph A Mowick Tarversity Avenue Madizon 53705- o
3 e 0825
offecan para personas incapacitadas, 0 pars conseguir un mtérprete, Lame al (608) 266-3094.

cec Enrollment
Division of Hs “ave Access And Accountzbality - email

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



January 24 - 28, 2011

Monday

H MCP 116354

hl'_ MED 116410, G

MCP 115763

I 1CP 116303

I MCP 116235

Tuesday

I NICP 116057

I MCP 116123 |
M FOO 11596 |

t— MED 116292
M MIED 116515
EEMEC 116489

Wednesday Thursday

M FOO 116051 |
Il I FOO 116202 ||

I OO 116264 qi
I FO0 116550 |

I MCP 116364

| I 1 CP 116203

| o0 116111
I MCP 116091 | — P 116518

I MCP 116241

| N MCP 1166670
' MCP 116058 |

- FOO 116100, MCP 116118

Friday




® 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



Division of Hearings and Appeals

DECISION

The above-namad petitionsr raquestad 2 hearing under Chapter HA 3, Wis. Admin Code, in regard 1o FoodShare General Eligthility.

The case was duly scheduled for hearmg and at the appomnted time and place an examiner was available to take testimony. Petiioner or
2 representatrve failed to appear, by phone or in person, and petitioner has not provided zood cause for non-appearance.

At this time, no elamm of good ecanse for failure to appear at the scheduled hearing has been made, and we conclude that petitioner has
zbandoned the appeal

NOW, THEREFORE, it is ORDERFED

That the petition fior review hersin be and the same 13 hereby disnussed.

REQUEST FOR A REHEARING

Thes 15 2 final admmistrative decision. If vou did not mtsnd to sbandon your request for 2 hearms, you must tell us se by submiting a
specific request to the Divizion of Hearings and Appeals, P.Q. Box 7875, Madison, WI 53707-7875. This request must ba recetved in
this office within thirty (30) days of the date of this Order, pursuant to Wis. Adm Code sec. HA 3.10(3).

CIRCUIT COURT APPEAL

You may alse appeal this decizion to Cirewrt Court in the county where you live. Appeals must be filed no more than 30 days after the
date of this hearing decision (or 30 days after a demal of 3 reheaning, iof vou ask for one).

For poposes of appeal to Ciromit Cowrt, the respondent 13 Department of Health Services. Appeals must be served on the Office of the
Secretary of that Department, either parsonally ar by certified mail. The address of the Depariment 120 1 West Wilson Sneet, Eoom
651 Madison, WI 53703. The process for appeals to the Civemit Court 15 in Wisconszin Statutes 5§ 22752 and 227.53.

Given under my hand at the City of Madisen, Wisconsin,
this date, October 6, 2011.

THIS IS 4 CERTIFIED COFY OF THE DECISION ;
MADE IN THIS MATTER AND FILED I¥ THE |‘<-,uvm}u; D e
DIVISION OF HEARINGS AND APFEALS IN THE

CITY OF MADISON, WISCONSIN

Eenneth D. Duren, Assistant Adnunistator
Division of Heanings and Appeals

Enrollmen: Services Center - email
Division of Health Care Access Avd Accountability - emsi]

DEHA-15 (R1047)

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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