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CROSS REFERENCE 
Process Help, Chapter 53 Workload Dashboard 

EFFECTIVE DATE 
September 24, 2016 

PURPOSE 
This Operations Memo announces enhancements being made to CARES Worker Web (CWW) to add 
renewals and reviews to the Workload Dashboard for the BadgerCare Plus, Caretaker Supplement, 
FoodShare, Medicaid, Wisconsin Works (W-2), and Wisconsin Shares Child Care programs. In 
addition, this Memo announces a new automated process for sending Pre-Printed Renewal Forms 
(PPRFs) for health care and Caretaker Supplement renewals, as well as enhancements to the logic used 
in CWW to generate the PPRF and case summary.  

BACKGROUND 
The Workload Dashboard is a CWW tool that manages and tracks applications, Six-Month Report 
Forms (SMRFs), and potential errors and discrepancies. Starting September 24, 2016, renewals and 
reviews for all programs will display on the Workload Dashboard. Adding renewals and reviews to the 
Workload Dashboard will allow workers to more effectively track and accurately report on timeliness, 
performance, and workload related to renewals and reviews. 
 

https://prd.cares.wisconsin.gov/help/ph/process_help/e53/53.1.htm
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Note: W-2 refers to its six-month eligibility redeterminations as reviews. All other program areas refer 
to their annual recertification processes as renewals. For readability, both the review and renewal 
processes will be referred to as “renewals” in this Operations Memo.  
 
Also beginning on September 24, 2016, PPRFs will be automatically generated and sent as an 
attachment to the 45-day renewal letter for cases that have a health care and/or Caretaker Supplement 
renewal due. This new process is being implemented to comply with provisions in the Patient Protection 
and Affordable Care Act of 2010 that require states to provide individuals with a renewal form 
containing information available to the agency that is needed to renew eligibility. In addition, the PPRF 
and case summary documents will be enhanced to include more relevant eligibility information.  

POLICY 
There are no policy changes associated with this Memo. 

CARES 
The following CWW enhancements will be implemented on September 24, 2016. References to 
“renewal” or “review” in CWW pages, sections, and drop-down menus will now be titled 
“renewal/review.”   

WORKLOAD DASHBOARD CHANGES 
Renewal/review work items will be created when a renewal is submitted through ACCESS, a PPRF is 
received and scanned, or a worker completes the Interview Details page after initiating a renewal from 
the Case Summary page. Creation of renewal/review work items will be similar to creation of 
application work items. Like application work items, if renewals for multiple programs are initiated or 
submitted together, the programs are tracked together using one renewal/review work item. If they are 
initiated or submitted separately, the programs will be tracked as separate renewal/review work items. 
 
The steps for assigning, reassigning, and transferring work items will not change from the current 
process. The steps for withdrawing work items have changed and are outlined in the “Withdrawing 
Work Item Enhancements” section of this Memo.  
 
CWW will display the following statuses on the Workload Dashboard:  

• Received 
• Processing 
• Pending Verification 

 
The work item will be completed when confirmation of all assistance groups (AG) related to the work 
item has been completed. Similar to application work items, the renewal/review work item is only 
considered complete after all programs on the work item have been confirmed. When “No Action 
Required on Inbox item” is selected on the ACCESS Renewal Summary page, the entire renewal/review 
work item is withdrawn. 
 
The Work Item Search page, Search Results page, Work Item Details page, and Work Item panel will be 
updated to include renewals. 
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The Inbox Search and Search Results page will only search and display ACCESS renewals. 
 
The Work Item Search and Search Results page will search for and display all ACCESS renewals, 
PPRFs, and renewals initiated by a worker.  

Figure 1 Workload Dashboard with Renewals Added 
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Figure 2 Work Item Search Page with Renewal/Review Added as a Category for Searching 

SECURITY 
All users with security level 25 or higher will now be able to withdraw application, renewal/review, and 
SMRF work items.  
 
Only users with security level 50 or higher will continue to be able to reassign application, SMRF, 
potential error, and now renewal/review work items from each program. Only users with security level 
99 will be able to withdraw discrepancy work items. 

LONG-TERM CARE INDICATOR 
The Work Item Search page, Search Results page, Work Item Details page, and Work Item panel will be 
updated to include a Long-Term Care (LTC) Indicator. For applications, the indicator will be set based 
on whether the applicant indicated on his or her application that someone in his or her household has a 
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need for long-term care services. For renewals, the LTC indicator will be set if either of the following 
applies: 

• Someone on the case is in an open Institutional Medicaid or Community Waivers assistance 
group.  

• At the time the renewal is received or initiated, someone on the case is in an Institutional 
Medicaid or Community Waivers assistance group that closed for lack of renewal within the last 
three months. 

 
This same LTC indicator will also be added for the following: 

• Changes and renewals on the Changes/SMRFs/Renewals Inbox Search Criteria page, along with 
the corresponding Search Results, Reassignment, and Renewal Summary pages.  

• Change Search Results, Reassignment, and Summary pages. 

Figure 3 Work Item Search Results Page Showing the LTC Indicator for Renewals 

COMPANION CASE INDICATOR 
The Inbox Search Criteria page and Inbox Search Results page will be updated to include the ability to 
search by Companion Case Indicator. The indicator will be set based on whether a companion case 
exists. 
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Figure 4 Inbox Search Criteria Page with the Companion Case Indicator 
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DUE DATES AND TIMELINESS 
The processing due date (Days Left to Complete) for renewal/review work items is based on when the 
renewal is due and when it is submitted by the member or initiated by the worker. The normal renewal 
window is the time between the second Saturday of a given month, when the 45-day renewal letter is 
issued, through the end of the following month, when the renewal is due. The following is additional 
information about due dates logic for renewal/review work items:  

• An on-time renewal is a renewal that is submitted by the member or initiated by the worker 
during the renewal window. The processing due date for on-time renewal work items (all 
programs) is the last day of the renewal month. For example, a May renewal submitted on May 
10 has a processing due date of May 31.   

• If a health care renewal is received prior to the renewal window, it is considered an early renewal 
and the due date for processing the renewal is 10 days from when it is received by the agency. 

• If a W-2 worker initiates a review before the review window, the due date for processing the 
review is seven working days from when it is initiated by the W-2 worker. 

• If a FoodShare renewal is received prior to adverse action of the month prior to the renewal due 
month, it is considered an early renewal and the due date for processing the renewal is 10 days 
from when it is received by the agency. 

 
If a FoodShare renewal is received along with another program renewal or application, the 
agency may process both the FoodShare and the other program renewal regardless of the 
FoodShare renewal being early.  
 

• If a late health care renewal is received (up to three months after the renewal due date), the due 
date for processing the renewal is 10 days from when it is received by the agency.  

• When a W-2 review is initiated, the processing due date is based on the verification checklist due 
date or the last day of the review month, whichever comes first.   

• If a Caretaker Supplement renewal is within the Caretaker Supplement renewal window, the 
processing due date for the renewal is the last day of the Caretaker Supplement renewal month. 
If it is not, then the following applies: 

 If Caretaker Supplement is the only program being renewed, the Caretaker Supplement o
processing due date logic will match the logic used for health care renewal work items. 

 If FoodShare or another health care program is also being renewed, the processing due date o
for Caretaker Supplement will match the due date of the program that is in the renewal 
window. 

• The processing due date for Child Care renewals is the last day of the renewal month. Child Care 
renewals that are received within one month after the renewal month are considered late but are 
still processed as renewals. 

• If a Child Care renewal is received prior to the renewal window, it is considered an early renewal 
and the due date for processing the renewal is 30 days from when it is received by the agency. 

CARES WORKER WEB HOME PAGE CHANGES 
To increase system performance and reduce duplication, the following counts will be removed from the 
CWW Home page: 

• Apps with Priority Service 
• Apps Received Before 
• Apps Received After 



DHCAA, DFES, DECE Operations Memo 16-J6 
August 26, 2016 
Page 9 of 21 
 

• Total Number of Apps 
• Online Renewals Received 
• Online SMRFs Received 
• SMRFs 
• Employer Verifications 

Figure 5 CWW Home Page Shown with Changes to My Inbox Items and My Tasks 

TEAM DASHBOARDS 
Team dashboards will now be displayed on a worker’s CWW Home page if an agency has chosen that 
display and if that worker is part of the team. To choose to have the team dashboard displayed on team 
members’ homepages, the agency should select a new type, “Show on Homepage,” on the Team Details 
page for that team. This type, similar to other team types, will be editable: it can be added or removed 
from a team at any time. 
 
Note: This excludes W-2 Geographical All Staff Teams, which are systematically created and updated. 
 
Only the team dashboards that are selected as “Show on Homepage” and the signed-on worker’s own 
dashboard will be displayed on the Home page.  
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Figure 6 Team Details Page Showing How to Display Team Dashboard on the CWW Home Page 
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Figure 7 CARES Worker Web Home Page with Team Dashboard  
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WORK ITEM ENHANCEMENTS 

WORK ITEM FLAGS 
Currently, there are three options for flags on work items: 

• Reviewed: Set by workers to show that a work item has been reviewed but not yet completed.  
• Escalated: Indicates a work item that may require supervisor review.  
• Withdraw Requested: Indicates that a work item should be potentially withdrawn.  

 
These flags will continue to be used for renewals. Based on IM agency feedback, the following flag 
options will be added, so workers can see the details of their work items on the Workload Dashboard:  

• Other AG Pending Case is Correct: This flag is for health care applications and renewals that 
have been processed and are pending for another type of health care. 

 
Example 1: BadgerCare Plus is processed to BadgerCare Plus CLA pending. The work item updates 
correctly from BadgerCare Case Processing to BadgerCare Plus CLA Pending Verification, but the 
Dashboard still reflects BadgerCare Plus CLA pending and BadgerCare Plus in “case processing.” Case 
processing is a cue to a worker that something still has to be processed on the case. Workers will use this 
after they have reviewed the case and have determined it has been correctly processed so they don’t 
continue to revisit that specific work item. 
 

 
 

• System Error Reported: This flag will be used when there is a system error on the case that 
prevents processing and that error has been reported to the CARES Call Center for a fix before 
the renewal can be processed.  

• VCL Issued Manually: This flag will show on cases where a system-generated verification 
checklist is not able to be issued when processing. 

Figure 8 New Work Item Flags 
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WITHDRAWING WORK ITEM ENHANCEMENTS 
To better document the reasons why work item types (programs) are withdrawn, the withdrawal 
functionality is now at the program level, and a reason is required to complete a withdrawal. If all work 
item types in a work item are withdrawn, the work item will be marked “withdrawn.” Workers will no 
longer be able to withdraw an entire work item.  

REASONS FOR WITHDRAWING WORK ITEMS 
When withdrawing work item types, workers have to identify the reason for the withdrawal. The 
following are reasons for withdrawing work items for applications, SMRFs, potential errors and 
discrepancies, and renewals/reviews: 
 
Applications: 

• Application to be processed as renewal 
• Duplicate application 
• System problem 
• Applicant derequested this program  
• Applicant already receiving benefit 

 
SMRFs: 

• System problem 
• Renewal processed in place of SMRF  
• SMRF submitted in error 
• FS no longer open. SMRF not needed 

   
Potential Error: 

• System problem  
 
Discrepancy: 

• System problem: There are no changes for the security restriction preventing workers from 
withdrawing Discrepancy work items. 
 

Renewal/Review: 
• Program was administratively renewed  
• Duplicate renewal submission 
• Member opted not to complete early renewal  
• Member opted not to renew the program 

Figure 9 Withdraw Functionality on the Work Item Details Page 
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Example 2: A FoodShare application is submitted. During the interview, the applicant states that he or 
she no longer wants to apply for FoodShare. The worker will be able to withdraw the FoodShare request 
on the work item to show the applicant is no longer requesting FoodShare; this would close the entire 
work item. 

Figure 10 Withdrawal of Single Program Work Item  

 
Example 3: BadgerCare Plus and FoodShare renewals are submitted. During the FoodShare interview, 
the member states that he or she no longer wants to renew their FoodShare benefits. The worker will be 
able to update the FoodShare request on the work item to show the member is no longer renewing 
FoodShare. This will withdraw the FoodShare work item type; however, the overall work item, as well 
as the BadgerCare Plus work item type, will remain on the dashboard. 
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Figure 11 Withdrawal of Multiple Programs Work Item  

WORK ITEM SEARCH RESULTS PAGE 
The column currently labeled as “APP/RFA/Case” on the Work Item Search Results page will be 
renamed “ACCESS/RFA/Case.” In addition, any item in the listing that corresponds to an ACCESS 
Tracking Number will display the prefix “ACCESS” instead of “App.” 
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Figure 12 Work Item Search Results Page with New ACCESS/RFA/Case and ACCESS Headers 

APPLICATION/REVIEW INTERVIEW DETAILS PAGE  
The Application/Review Interview Details page will be renamed Interview Details page. 

Figure 13 Interview Details Page 

ALERT REMOVALS  
The following renewal-based alerts will no longer be created:  

• 19 FSET Case Review Due 
• 20 FSET Case Review Past Due 
• 47 Eligibility Review No-Show 
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• 84 Eligibility Review Past Due 
• 161 WNW Case Review Due 
• 162 WNW Case Review Past Due 
• 229 W2 Case Review Due 
• 230 W2 Case Review Past Due 
• 274 A CC Review Is Initiated 
• 290 Review Due, Last Review NFTF 
• 291 Review Due, Last Review FTF 
• 450 Process Online CC Review  
• 451 Process Online CC SMRF 

CONVERSION  
Only unprocessed ACCESS renewals in the Inbox will have renewal/review work items created at the 
time of implementation. 

AUTOMATION OF PRE-PRINTED RENEWAL FORMS 
Starting with the 45-day renewal letters issued on October 8, 2016, CWW will automatically issue a 
PPRF as an attachment to the 45-day renewal letter when health care and/or Caretaker Supplement is 
due for a renewal. As a result, the 45-day renewal letters that include health care and/or Caretaker 
Supplement will be updated to reference and provide instructions for the PPRF.  
 
If a renewal is due for a case with FoodShare only, the PPRF will not be enclosed with the 45-day 
renewal letter. Households will continue to receive separate 45-day renewal letters without PPRFs for 
Child Care and W-2 reviews.  
 
There may be certain scenarios, such as a case in an unfinished driver flow, that will prevent the PPRF 
from generating with the 45-day renewal letter for health care and/or Caretaker Supplement. In these 
scenarios, members will be sent a version of the 45-day renewal letter that instructs him or her to contact 
the agency if he or she would like a PPRF. When a worker generates a PPRF on the Generate Case 
Summary page, a revised cover letter will be sent with the PPRF. Please see the attachment to this 
Memo for samples of the updated 45-day renewal letters and PPRF cover letter.  

PRE-PRINTED RENEWAL FORM AND CASE SUMMARY ENHANCEMENTS 
The PPRF and case summary will be enhanced to include only information that is relevant to the 
member’s eligibility determination. The logic will be updated to exclude case information that is not 
relevant to the eligibility determination of the program(s) open or under review. For example, income or 
asset types that are not counted under the program rules would not be displayed on the PPRF or case 
summary. The display logic is dependent upon how the PPRF or case summary document is generated. 
 
When a PPRF is automatically generated to be included with the 45-day renewal letter, the document 
will only include relevant information specific to the program(s) due for renewal. When a worker 
generates a PPRF or case summary on the Generate Summary page, it will include information relevant 
to all programs open on the case. 
 

https://www.dhs.wisconsin.gov/dhcaa/memos/16-j6attachment1.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/16-j6attachment1.pdf


DHCAA, DFES, DECE Operations Memo 16-J6 
August 26, 2016 
Page 18 of 21 
 
To ensure that the PPRF and case summary accurately reflect the member’s circumstances, these 
documents will also be updated to identify things the member has reported as not applying to anyone in 
the household. If such information is relevant for program eligibility, the section will be included in the 
PPRF or case summary with a statement to indicate that no one in the household has reported the 
corresponding information. The relevant sections include the following:  

• Pregnancy Information 
• Long-Term Care Services 
• Settlement Information 
• Health Care Coverage Information 
• Assets 
• Other Asset Summary Questions 
• Job Income Information 
• Self-Employment Information 
• Room and Meals Income Information 
• Other Income Information  
• Educational Aid Information 
• Shelter information  
• Utility Information 
• Heating Assistance Information 
• Housing Assistance Information 
• Other Bills Questions  
• Dependent Care Bills 
• BadgerCare Plus Tax Deductions  

 
Example 4: If an Elderly, Blind or Disabled (EBD) Medicaid case does not have asset information on 
file, the PPRF or case summary would display the following text in the Assets section: “You told us no 
one in your home has assets (for example, bank accounts, stocks, bonds, vehicles, life insurance, real 
property, personal property, or burial assets.)” 
 
If the case has some reported information for Job Income Information, Self-Employment Information, 
and/or Other Income Information, the PPRF or case summary will display a statement to indicate that 
the information displayed in that section is the only information on file for the household.  
 
Example 5: If any self-employment is reported on a case, the following will be displayed on the PPRF 
or case summary: 
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The PPRF will be identified with a document code of “PPRF” in the upper right corner of each page. 
The case summary will continue to be identified with a document code of “APP,” which will now be in 
the upper right corner of each page if the signature type selected is “Written.” 

FOODSHARE RENEWALS 
As described earlier in this Memo, a PPRF will not be included as an attachment to the 45-day renewal 
letter if FoodShare is the only program due for renewal. However, for cases where FoodShare is due for 
renewal at the same time as health care and/or Caretaker Supplement, a PPRF will be included as an 
attachment to the 45-day renewal letter. The PPRF will contain the necessary information for FoodShare 
such as utility information. Therefore, the PPRF is considered a renewal form for FoodShare.  
 
If a PPRF that includes FoodShare information is returned, agencies must contact the member and 
process the FoodShare renewal according to current processing timelines. For additional on-demand 
processing details, see Operations Memo 15-49. 
 
Note: The signature page of the health care-only PPRF no longer has the checkbox that refers to 
FoodShare.  

SCANNING THE PRE-PRINTED RENEWAL FORM AND CASE SUMMARY 
The PPRF will be stored in the Electronic Case File (ECF) under a new document type titled “Pre-
Printed Renewal Form,” with the document code of PPRF. All pages of the PPRF returned by the 
member, including the signature page, must be scanned into ECF using the PPRF code.  
 
The case summary will continue to be stored in the ECF under the document code APP. All pages of the 
summary returned by the member must be scanned into the ECF using the APP code. 
 
Workers should ensure that they use the appropriate batch class when scanning the PPRF and case 
summary. Scanner operators have the option to use the Scan First (ScanFirst) or Process First (ProcFirst) 
option with their documents. ProcFirst batch classes are for those documents that have been reviewed 
and processed by an IM worker before being scanned. Agencies can continue to scan and validate 
documents for ProcFirst using these codes:  

• ProcFirst MultiPage P1 
• ProcFirst SinglePage P1 

 
ScanFirst batch classes are for those documents that are being scanned as soon as they come into an 
agency. They are not seen or processed by an IM worker before being scanned; for renewals, they will 
create a work item on the Workload Dashboard. Agencies can continue to scan and validate documents 
for ScanFirst using these codes: 

• ScanFirst MultiPage1 
• ScanFirst SinglePage1 

 
If a PPRF is processed upon receipt at the IM agency, it should be scanned using the ProcFirst batch 
class. If ScanFirst is used for a PPRF that has already been processed, a duplicate work item will appear 
on the Workload Dashboard. 
 

https://www.dhs.wisconsin.gov/dhcaa/memos/15-49.pdf
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PPRFs may be returned directly to the Centralized Document Processing Unit (CDPU) or Milwaukee 
Document Processing Unit (MDPU). If this happens, the CDPU or MDPU will scan the PPRF using the 
PPRF code, and the renewal will appear as a work item on the Workload Dashboard. Once the PPRF is 
scanned using the ScanFirst approach, the worker should follow the current process.       
 
When the PPRF is scanned by the CDPU, MDPU, or agency using ScanFirst, a work item will appear on 
the Workload Dashboard with work item subtypes corresponding to the programs that were due for 
renewal when the 45-day renewal letter and PPRF were sent.  
 
For a PPRF that is returned by the member and then scanned: 

• If the PPRF was sent with the 45-day renewal letter on a health care only case, there will only be 
one work item type, and it will be for health care.  

• If the PPRF was sent with the 45-day renewal letter on a health care and FoodShare case in 
which both programs were due for renewal, there will be one work item with two work item 
types, one for health care and one for FoodShare.  

• If the PPRF was sent with the 45-day renewal letter on a health care and FoodShare case, but 
only health care is due for renewal, there will only be one work item type, and it will be for 
health care.  

• If a worker generated a PPRF from the Generate Case Summary page, and the PPRF was 
returned by the member and then scanned, the work item types would be set based on the open 
programs on the case when the PPRF was scanned.   

• If a late PPRF is returned and scanned, an application work item will be created, instead of a 
renewal work item. The following are examples of when a PPRF would be considered late: 

 For health care or Family Planning Only Services, if the PPRF was returned later than three o
months after the end of the renewal month.  

 For Caretaker Supplement, if the PPRF was returned later than one month after the end of the o
renewal month. 

 For FoodShare, if the PPRF was returned after the end of the renewal month.  o
 
ScanFirst documents and/or unprocessed documents for the case will be available to all workers in the 
Information Bar.  The Information Bar includes a Document Panel that shows all unprocessed 
documents linked to the case. Clicking on the magnifying glass link will take the worker to the 
Document Viewer displaying the image of the corresponding document within the context of all other 
unprocessed documents for the case.   

CONTACTS 
BEPS CARES Information and Problem Resolution Center 
 
For Child Care policy questions outside of Milwaukee County: Bureau of Regional Operations (BRO), 
Child Care Coordinators at http://dcf.wisconsin.gov/regional_operations/pdf/contact-list.pdf  
 
For Child Care CARES/CWW, CSAW, and CCPI IT systems processing questions statewide and policy 
questions in Milwaukee County: Child Care Help Desk at childcare@wisconsin.gov or 608-264-1657 
 

http://dcf.wisconsin.gov/regional_operations/pdf/contact-list.pdf
mailto:childcare@wisconsin.gov
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For W-2 CARES Processing Questions: W-2 Help Desk 
 
 
DHS/DHCAA/BEPS/AW, NH 
DCF/DFES/BWF/GS 
DCF/DECE/BELP/PZ 
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