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CARES Worker Web Changes to Telephonic Signature 

 

CROSS REFERENCE 
• Operations Memos 14-29 and 15-03 
• Process Help Handbook, Section 1.6.6 Collecting a Telephonic Signature 
• FoodShare Wisconsin Handbook, Section 2.1.1.4.1 Telephonic Signatures 
• BadgerCare Plus Handbook, Section 25.5.2 Telephone Signature Requirements  
• Medicaid Eligibility Handbook, Section 2.5 Valid Signature 
• Wisconsin Shares Child Care Subsidy Policy Manual, Section 1.3.2.1 Apply by Telephone 

EFFECTIVE DATE 
April 22, 2017 

PURPOSE 
The purpose of this Operations Memo is to announce changes in CARES Worker Web (CWW) related 
to the telephonic signature process.  

https://www.dhs.wisconsin.gov/dhcaa/memos/14-29amendedv2.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/15-03.pdf
https://prd.cares.wisconsin.gov/help/ph/process_help/a1/1-6.htm#1.6.6
http://www.emhandbooks.wisconsin.gov/fsh/policy_files/2/21/2-1-1.htm
http://www.emhandbooks.wisconsin.gov/bcplus/policyfiles/4/25/25.5.htm
http://www.emhandbooks.wisconsin.gov/meh-ebd/policy_files/2/meh_2.5_valid_signature.htm
https://dcf.wisconsin.gov/manuals/wishares-cc-manual/Chapt1-Program_Overview_Eligibility/1.3.2.1-apply-by-telephone.htm
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BACKGROUND 
Telephonic signatures are collected by Income Maintenance (IM) and child care agency workers on the 
Print Application Registration and Generate Summary pages of CARES Worker Web for FoodShare, 
health care, and child care. Workers are required to read all of the statements in the “Telephonic 
Signature” section of the pages to members and applicants. The members and applicants are required to 
respond “yes” after each statement is read.   
 
Effective April 22, 2017, members and applicants are only required to respond “yes” after the entire 
“Telephonic Signature” section is read by the worker. The one “yes” response after the statements is 
referred to as a single affirmation.  
 
Workers currently use Contact Center Anywhere (CCA) to record telephonic signatures. In the future, 
agencies will transition from CCA to a new application, Genesys, for the purpose of recording 
telephonic signatures. To prepare for the transition from CCA to Genesys, enhancements are being made 
to the Print Application Registration and Generate Summary pages in CWW.  
 
More information regarding the transition from CCA to Genesys will be published in a separate 
Operations Memo. 

POLICY 
There is no change to the telephonic signature policy for FoodShare, health care, or child care.   
• For information on FoodShare telephonic signature policy and processes, refer to the FoodShare 

Wisconsin Handbook, Section 2.1.1.4.1 Telephonic Signatures.  
• For information on the health care telephonic signature policy and processes, refer to the BadgerCare 

Plus Handbook, Section 25.5.2 Telephone Signature Requirements and the Medicaid Eligibility 
Handbook, Section 2.5 Valid Signature.  

• For information on the child care telephonic signature policy and processes, refer to Wisconsin 
Shares Child Care Subsidy Policy Manual, Section 1.3.2.1 Apply by Telephone. 

CARES 
Workers will continue to use the Print Application Registration and Generate Summary pages in CWW 
to collect telephonic signatures for FoodShare, health care, and child care. Workers will also continue to 
use CCA to record a telephonic signature and copy and paste the Interaction ID from CCA into the 
Telephonic Signature ID field for reference in the applicable CWW page.   
 
The following enhancements will be made to the Print Application Registration and Generate Summary 
pages and telephonic signature process effective April 22, 2017: 
• The non-functioning Begin Recording and End Recording buttons will be removed. 
• An “Automated Prompt” section will be added. This section will primarily be used when Genesys is 

available. However, the Prompt ID in this section indicates which version of the text is displayed in 
the “Telephonic Signature” section, which will vary depending on the program(s) selected or 
whether a RFA is being processed.  

• The telephonic signature text will be changed. These changes are needed to support the future use of 
an automated audio prompt in Genesys. (See Attachment 1 [English], Attachment 2 [Hmong], and 
Attachment 3 [Spanish] for the revised telephonic signature text.) 

http://www.emhandbooks.wisconsin.gov/fsh/policy_files/2/21/2-1-1.htm
http://www.emhandbooks.wisconsin.gov/fsh/policy_files/2/21/2-1-1.htm
http://www.emhandbooks.wisconsin.gov/bcplus/policyfiles/4/25/25.5.htm
http://www.emhandbooks.wisconsin.gov/bcplus/policyfiles/4/25/25.5.htm
http://www.emhandbooks.wisconsin.gov/meh-ebd/policy_files/2/meh_2.5_valid_signature.htm
http://www.emhandbooks.wisconsin.gov/meh-ebd/policy_files/2/meh_2.5_valid_signature.htm
https://dcf.wisconsin.gov/manuals/wishares-cc-manual/Chapt1-Program_Overview_Eligibility/1.3.2.1-apply-by-telephone.htm
https://dcf.wisconsin.gov/manuals/wishares-cc-manual/Chapt1-Program_Overview_Eligibility/1.3.2.1-apply-by-telephone.htm
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment1.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment2.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment3.pdf
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• Workers will ask applicants and members to confirm agreement and understanding of the list of 

statements in the “Telephonic Signature” section one time.   
 
The “What would you like to do” field on the Generate Summary page will be defaulted to “MS - Mail 
Summary” when “P - Telephonic Signature” is selected. 

PRINT APPLICATION REGISTRATION PAGE 

Figure 1 Print Application Registration Page with Impacted Sections Indicated 



DMS and DECE Operations Memo 17-J3 
March 31, 2017 
Page 4 of 10 
 

Figure 2 Updated Print Application Registration Page  
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GENERATE SUMMARY PAGE  
Updates on the Generate Summary page are consistent with those on the Print Application Registration 
page. The statements in the “Telephonic Signature” section of the page will continue to be dynamic 
based on the program(s) requested on the case. 
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Figure 3 Generate Summary Page with Changes Indicated 
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TELEPHONIC SIGNATURE PROCESS 
The following is the revised process for collecting a telephonic signature with a single affirmation after 
all statements have been read instead of a “yes” after each statement in the “Telephonic Signature” 
section: 
1. Select “P – Telephonic” in the FoodShare/Health Care Signature and/or Child Care Signature 

field(s) as applicable. 
2. Click the “Start Recording” button in CCA to begin recording the telephonic signature. Copy and 

paste the CCA Interaction ID into the Telephonic Signature ID field in CWW. Verbally read the 
statements from the “Telephonic Signature ID” and “Signing Your Application” sections of the page 
to the applicant or member. 

3. Click “View” to view the Case Summary PDF. 
4. Provide a concise verbal summary of the eligibility factors using the Case Summary PDF. 
5. Verbally read the last paragraph in the “Summary of Your Requests” section to the applicant or 

member. 
6. Verbally read all text in the “Use of Social Security Number” and “Telephonic Signature” sections 

to the member, including the single affirmation question at the end of the “Telephonic Signature” 
section.    
Note: The worker must wait for the applicant or member to state yes, affirming understanding and 
agreement at this point.   

7. Verbally read the text in the “Completing the Signature” section to the applicant or member, pausing 
for the applicant or member’s responses at the appropriate times. Click “End Recording” in CCA to 
stop recording once the applicant or member has completed the signature by stating his or her full 
legal name and the current date and time. 
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Figure 4 Generate Summary Page Showing CCA Recording Process 
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TRANSLATIONS 
The Print Application Registration and Generate Summary pages are displayed in English in CWW. 
Workers must continue to offer the telephonic signature option via a translator to applicants and 
members in their preferred language.   

TELEPHONIC SIGNATURE TEXT TRANSLATIONS AND ATTACHMENTS 
The three attachments for this Memo contain the English, Hmong, and Spanish text for the “Signing 
Your Application,” “Summary of Your Requests,” “Use of Social Security Number,” “Telephonic 
Signature,” and “Completing the Signature” sections of the Print Application Registration and Generate 
Summary pages. 
 
These attachments are intended as reference when collecting a telephonic signature and: 
• A Spanish speaking worker is translating to a Spanish speaking member, 
• A Hmong speaking worker is translating to a Hmong speaking member, or 
• An interpreter for a language other than English, Spanish, or Hmong wants a reference sheet to 

follow when translating the worker’s statements into the member’s preferred language.    
 
The Prompt ID number indicates which version of the text is displayed in the “Telephonic Signature” 
section of the Print Application Registration and Generate Summary pages and can be found in the 
“Automated Prompt” section of the pages. 
 
English 
Generate Summary Page 
• Prompt ID 01: Health Care Only 
• Prompt ID 02: FoodShare Only 
• Prompt ID 03: Child Care Only 
• Prompt ID 04: Health Care and FoodShare 
• Prompt ID 05: Health Care and Child Care 
• Prompt ID 06: FoodShare and Child Care 
• Prompt ID 07: Health Care, FoodShare, and Child Care  
Print Application Registration Page 
• Prompt ID 08: Request For Assistance (RFA) 
 
Hmong 
Generate Summary Page 
• Prompt ID 01: Health Care Only 
• Prompt ID 02: FoodShare Only 
• Prompt ID 03: Child Care Only 
• Prompt ID 04: Health Care and FoodShare 
• Prompt ID 05: Health Care and Child Care 
• Prompt ID 06: FoodShare and Child Care 
• Prompt ID 07: Health Care, FoodShare, and Child Care  
Print Application Registration Page 
• Prompt ID 08: Request For Assistance (RFA) 
 
 

https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment1.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment2.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment3.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment1.pdf
https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment2.pdf
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Spanish 
Generate Summary Page 
• Prompt ID 01: Health Care Only 
• Prompt ID 02: FoodShare Only 
• Prompt ID 03: Child Care Only 
• Prompt ID 04: Health Care and FoodShare 
• Prompt ID 05: Health Care and Child Care 
• Prompt ID 06: FoodShare and Child Care 
• Prompt ID 07: Health Care, FoodShare, and Child Care  
Print Application Registration Page 
• Prompt ID 08: Request For Assistance (RFA) 

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 https://dcf.wisconsin.gov/files/regionaloperations/pdf/bro-contacts.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 
 
 
 
DHS/DMS/BEPS/ME 
DCF/DECE/BOP/KP 
 

https://www.dhs.wisconsin.gov/dhcaa/memos/17-j3attachment3.pdf
https://dcf.wisconsin.gov/files/regionaloperations/pdf/bro-contacts.pdf
mailto:childcare@wisconsin.gov
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