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SUBJECT: State Online Query Internet Process (SOLQ-I) and Automatic Update of 

Social Security Information in CWW   
 
 

CROSS REFERENCE:  Operations Memos 02-70, 04-51, 11-42, and 12-51 
           CARES Guide Chapter 10 
 
EFFECTIVE DATE:  April 29, 2013 

 

 
PURPOSE: 
 
The purpose of this memo is to announce the implementation of a CARES Worker Web 
(CWW) automatic, real time update of information received through the State Online Query 
Internet (SOLQ-I) process with the Social Security Administration (SSA). The update will occur 
at application, renewal, person add, program add and Six Month Reporting (SMRF). The 
information that will be updated includes Social Security Number (SSN) verification, Social 
Security Income (SS), Supplemental Security Income (SSI) and Medicare information. The goal 
of automatically updating SSA information in CWW is to improve program integrity as well as 
reduce the workload associated with manually collecting and updating the information. 
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BACKGROUND: 
 
The Department of Health Services (DHS) received a grant to automate specific processes in 
CWW, to improve program integrity and reduce workload. Under the first project in September 
2011, the department, in coordination with the Department of Children and Families, 
implemented the first project, the automatic update of Unemployment Insurance 
income(Operations Memo 11-42).   
 
The current project is the automatic update of information from the SSA. Workers currently 
obtain SSA information by querying the data exchanges available through CARES Mainframe 
functions SOLQ, DXSA, and DXSX. At application, workers manually enter the SSA information 
in CWW. A semi-monthly automatic update of SS income and a weekly update of SSI income 
and eligibility are done for most open; ongoing cases. If the individual is newly eligible for a 
benefit through SSA, there may be a delay in updating the information. This can cause errors in 
benefit determination. Real time automatic updating of this information in CWW will reduce the 
case processing time for workers and improve payment accuracy. 
 
Currently, CARES uses a daily WTPY process to verify the applicant’s SSN, citizenship and 
identity but the process does not notify workers when the SSN cannot be verified through SSA. 
The real time automated process will set a discrepancy to alert the worker when SSA cannot 
verify an SSN. 
 
The weekly SSI Auto Update process and the semi monthly Social Security Update processes 
will continue in addition to the real time automatic update. 
 

NOTE: Citizenship/Identity verification currently completed through a batch process with 
SSA is not included in this first phase of the SOLQ-I. The departments will add this function 
as a second phase to the SOLQ-I process. Until then, CARES continues the citizenship and 
identity verification through the current batch process. 

 
 

NEW CARES/CWW PROCESS: 
 
ONLINE 
 
CARES initiates the SOLQ-I web service from the CWW General Case Information page during 

intake, renewal, person add, program add, and SMRF. CARES initiates the SOLQ-I web 
service for SMRF processing when the worker marks the SMRF complete (CMP) in CWW for 
FS and/or Child Care (CC). 
 
The web service sends the request for SSN, SS and SSI income, Medicare, and the prisoner 
match (for individuals who are between 18 years and 65 years) information for all individuals 
included in eligibility determinations who have a valid SSN (verification code ”V”, “C”, or “W”) on 
the CWW Household Members page. If the SSN is verified and SS income, SSI income ,or 
Medicare exists, CARES updates any of the pages listed below that contain related information 
before the worker gets to the page in the driver flow (unless there is a discrepancy). Because 
prisoner match data is not available in real time, CARES updates discrepancies from the 
prisoner match in CWW process approximately 3 to 5 days after CARES sends the request.  

                                                
In Operations Memo 12-70, the Bureau of Working Families issued instructions to FEPs on manually completing 
W-2 reviews. Under those instructions, FEPs must manually conduct reviews and cannot initiate the review driver 
flow in CWW. This means that CARES will not run data exchanges during W-2 reviews. The bureau hopes to have 
the W-2 review process automated by Fall 2013. 

http://www.dhs.wisconsin.gov/em/ops-memos/2011/index.htm
http://www.dhs.wisconsin.gov/em/ops-memos/2012/pdf/12-70.pdf
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This will reduce the number of monthly prisoner discrepancies created (Operations Memo 12-
51). CARES also calls the web service when the worker clicks on the magnifying glass icon on 
the Discrepancy Panel or through a query from the CWW Data Exchange Query page.  

 

NOTE: When workers change the demographics (SSN, first or last name or date of birth) 
on the Household Members page, the General Case Information page will be scheduled to 
initiate SOLQ-I web service request for SSN verification. 

 
This new process automatically updates the following CWW pages: 
 

1. Household Members  
2. Benefits Received   
3. Permanent Demographics  
4. Unearned Income Gatepost  
5. Unearned Income  
6. Medicare Gatepost   
7. Medicare  

 
When there are no discrepancies, CARES will update all of the above pages if information 
exists (i.e. if there is no Social Security income received, the Unearned Income Gatepost and 
the Unearned Income pages will not be updated). Of the pages listed above, when 
discrepancies are set CARES will update either some of the pages or none at all. (See page 8 
for more information on discrepancies)  
 

NOTE: CARES does not automatically update the Disability page, so it is extremely 
important that workers continue updating the information on that page when an individual is 
determined disabled by the SSA. 

 
Begin months updated through SOLQ-I follows the same logic as the UI updates. During intake, 
CARES auto updates the page using the filing date as the effective begin month. If there is a 
backdate request, CARES uses the first month of the backdate period as the effective begin 
month, if there is existing SS, SSI, or Medicare information for that month.  
 
During renewal, SMRF, person add and program add driver flows, CARES updates the CWW 
pages with the current information and the current month as the effective begin month. 
 

NOTE: If workers are doing a person add with a BCP/Medicaid backdate request, CARES 
updates the income from the current month. The worker will have to query the income and 
manually update any income for the backdated month manually. 

 
CARES no longer drops the DX verification codes out at review. 
 

HOUSEHOLD MEMBERS PAGE 
 
CARES updates the SSN verification code if an SSN is verified through SOLQ-I. CARES 
displays a discrepancy, if the SSN cannot be verified (See page 9 for more information on 
discrepancies). 
 

http://www.dhs.wisconsin.gov/em/ops-memos/2012/pdf/12-51.pdf
http://www.dhs.wisconsin.gov/em/ops-memos/2012/pdf/12-51.pdf
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BENEFITS RECEIVED PAGE 
 
SOLQ-I updates the SSDI Payment, SSI Payment, SSI Letter and SSI 1619B fields if the 
individual is receiving any of these benefits. At this time, CARES displays a message notifying 
the worker that SOLQ-I was either successful or unavailable.  
 
 

 
 
 

PERMANENT DEMOGRAPHICS PAGE 
 
CARES updates the date of death field, if the person is deceased. 
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UNEARNED INCOME GATEPOST PAGE 
 
If anyone is receiving SS or SSI, CARES populates these fields with a Y in the appropriate 
question on the Gatepost page.  

 

 

UNEARNED INCOME PAGE 
 
CARES updates all SS and SSI income types, if the person is receiving a payment. It also 
updates all income to a monthly amount and default to “available”. The process continues to 

update the claim number for SS income. CARES will not update the State SSI income. A 
discrepancy will display, if the person is receiving a State SSI payment. The worker must verify 
and enter the State SSI payment manually. Workers must continue to enter the SSI-E 
expenses as “verified” to disregard the income for FS. The SSA/COLA default amount carries 
forward what was previously updated on the page. Workers will navigate to SS/SSI information 
from the Unearned Income page by clicking on the magnifying glass icon. 

 

 

MEDICAL GATEPOST 
 
CARES updates the Medicare question with a “Y” for anyone entitled to Medicare. 

 

 

MEDICARE 
 
CARES updates this page with the Medicare information for any individuals entitled to 
Medicare.  
 
 

DISCREPANCIES 
 
As with the UI auto update process, the SOLQ-I process uses the discrepancy functionality to 
alert the worker when SSN verification and/or SS or SSI income information is either not 
updated completely or at all. SOLQ-I discrepancies occur during the online process only. 

 

 NOTE: Workers must update the information necessary to complete case processing 
before running eligibility and confirming the benefit determination. 

 
Once a discrepancy is set, workers can view it from the case summary page or from any page 
within the case. The discrepancy displays in the information bar at the top of the page (next to 
Action Items and Documents). CARES does not recreate the same discrepancy if the 

discrepancy already exists. If possible, workers should resolve discrepancies before 

running eligibility. CARES assigns the discrepancy to the primary worker for a case. Workers 
must be aware of discrepancies while processing a case and take corrective action on the case 
before running eligibility or confirming benefits. Once the primary worker has taken the 
appropriate corrective action to resolve the discrepancy, the primary worker must update the 
status of the discrepancy by choosing one of the options listed below: 
 

 Resolved; 

 Duplicate ; 

 Withdrawn; or  

 No impact;  
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While secondary workers must not update discrepancy statuses, they must follow up on 
discrepancies as well. The secondary worker must then use case comments to record the 
status updates. In cases with both primary and secondary workers, case comments are 
essential in order to track actions on the case. Secondary workers only receive alerts for 
discrepancies through the overnight batch process. 
 

NOTE: The number of outstanding discrepancies on the primary worker’s home 
page may not be the same as the count from searching for a list of discrepancies. 
This is because discrepancies are dynamic and CARES can create them at any 
point while a worker is updating a case.  
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To get a list of outstanding discrepancies and work from the Search Results list to resolve 
discrepancies, workers click on the magnifying glass icon from My Tasks. When workers select 
the case, they are taken to the Case Summary page to resolve any discrepancies for that case. 
The worker navigates back to the Search Results list by clicking on the “Return to Search 
Results” tab within the case. 
 
Workers can also get a list of outstanding discrepancies by searching for outstanding 
discrepancies from the Caseload Management Search Criteria page. Workers and supervisors 
can use this function to query outstanding SSA discrepancies by using county/tribe, IM 
Consortium, office, worker or caseload number.  
 
Using the case number, the primary or secondary worker can view the discrepancies for that 
case, make the appropriate updates to resolve the discrepancy, and update the status (primary 
worker), or document the status in case comments (secondary worker). The worker can then 
return to the Search Results. 
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SOLQ-I DISCREPANCIES 
  

SSN ver not found/last name mismatch: SSA cannot verify an SSN because the last name 
doesn’t match. Workers must follow up with the customer to resolve the discrepancy and obtain 
verification of the SSN. CARES will not automatically update any CWW pages when this 
discrepancy is set. 
 

New SSN provided check DX and update: SSA verifies the SSN, but the SSN and/or date of 
birth (DOB) is off by one digit. Workers must check SOLQ-I to obtain the correct SSN and 
update the Household Members page with the correct information. 
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New DOB from SSA check DX and update: SSA found the person and returned an SSN 
verification, but the SSA date of birth does not match the date of birth in CARES. Workers must 
use SOLQ-I and other resources to determine the correct date of birth. 
 

Dual/Trip entitle update SS and Medicare: The SOLQ-I process cannot update income for 
individuals with dual or triple claim numbers. Workers must check SOLQ-I with the individual’s 
SSN and manually update the income on the Unearned Income pages. 
 

Federal SSI-update State SSI (SISS): SOLQ-I can only update federal payment information. 
Workers must verify the State SSI payment and update the information manually on the 
Unearned Income page.  
 

Railroad Retirement update Medicare: The SOLQ-I process cannot update income or 
Medicare as some or all benefits may be received through Railroad Retirement. Workers must 
verify income or Medicare and update the appropriate pages in CWW. 

 

Gross/net SS discrep enter OT income: The auto-update process totals the net SS income, 
the amount of the Medicare premiums, and any SS recoupments to see if the total matches the 
gross SSA income amount on SOLQ-I. If the totals match, CARES updates the net income on 
the Unearned Income page and the Medicare information updated on the Medicare page. If the 
totals don’t match (Medicare Part D premium taken out or SSA income is being garnished for 
child support, back taxes, etc.), CARES sets a discrepancy. This discrepancy is the same as 
Alert 369 that occurs during BENDEX batch processing. Currently, the SOLQ file does not 
contain details on these income deductions. Workers must contact SSA or the 
applicant/member to gather more information on the deduction. 

 

 
In order for CARES to correctly budget the income, the worker must enter the amount that is 
being deducted on the Unearned Income page as “OT” income. The worker should document in 
case comments why the OT income is being entered. If the deduction is for an allowable 
expense for the program requested, the worker must enter the expense on the appropriate 
page in CWW (Support Obligations/Payments page, the Medical Expense page, or Medical 
Coverage page). 
 

NOTE: Discrepancies are only set once a day per individual and SOLQ-I data can 
only be stored in CARES for one day. If the worker corrects an SSN based on a 
discrepancy, s/he will not be able to re-verify the SSN through the SOLQ-I process 
that same day. This is because CARES will only display the information that SSA 
returned with the original process done that day. The WTPY process will continue to 
verify SSNs in the nightly batch process and CARES will display the information the 
following day.  
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DISCREPANCY HISTORY 
 
Workers can access an individual’s discrepancy history for UIB, SOLQI, prisoners match, and 
SWICA () by clicking on the ‘View Individual DX Discrepancy History’ radio button on the 
Individual Summary page. 

 
 

 
 
 
If there are resolved discrepancies present for an individual, CARES will display the 
discrepancy on the Discrepancy History Results Page.   
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1. The worker can filter by discrepancy type or resolved date using the navigator buttons at the 

bottom of the page. 
 
2. To navigate by Source, the worker can click on the icon on either the left or right, or select 

using the dropdown. 
 
3. To navigate using resolved date, the worker can enter the date in the field provided and 

click “go.” 
 

 
DATA EXCHANGE QUERY:  
 
Workers must search for an individual’s DX information, i.e., birth query, UI, SSN Verification, 
SS or SSI income, Medicare, and prisoner information on the Data Exchange Query page. 
Workers enter the SSN or PIN, select one of the three options under “What would you like to 
do?” and click ‘go’ to see the data requested on the appropriate details pages. 
 
Workers can also access the appropriate details pages by clicking the magnifying glass icon on 
the Unearned Income page, or from the Information Bar at the top of the case when a 
discrepancy is set. The current SOLQ process in the mainframe (DXSQ) can be used for a 
short time, but will eventually be disabled. The DHS CARES Call Center will send out a 
message to agencies when the mainframe query is no longer available. 
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DATA EXCHANGE QUERY PAGE   
 

 
 
 

SSN VERIFICATION DETAILS PAGE 
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SSA DETAILS PAGE 
 

 
 

SSI DATA EXCHANGE PAYMENTS DETAILS PAGE 
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State and vendor workers query SS/SSI data from the CWW Non CWW SOLQ Search page. 

 

 
 
 
ALERTS: 
 
NEW ALERTS  
 

 472 - SSN/INCOME DISCREPANCY: CARES generates this alert when an SOLQ-I 
discrepancy for SSN or income verification (not related to Medicare) is set for the 
primary worker in the case. CARES sends the alert to the CC and W-2 worker if they 
are not the primary worker on the case. 

 

NOTE: This alert is not set in intake mode. If an SOLQ discrepancy is set during 
intake and is not resolved by the primary worker, the FEP and CC worker will see the 
discrepancy in the information bar. Workers processing the case must resolve all 
discrepancies prior to running eligibility and confirming. Alerts are not removed by 
CARES automatically. The FEP and CC worker should delete these alerts manually. 
 

EXISTING ALERTS (GENERATED ONLY THROUGH BATCH PROCESSING) 
 

 468 - 45 Day Alert to supervisor for overdue discrepancy  
 369 - SS INFO UPD AND DISCREP EXISTS  
 370 - FYI SS INCOME UPDATED  
 371 - NEW SS INCOME ADDED  
 372 - HOUSEHOLD MEMBER EXPIRED  
 373 - RECV BENEFITS IN OTHER STATE  
 381 - MEDICARE INFO END DATED  
 382 - SS INCOME END DATED  
 383 - FYI MEDICARE INFO UPDATED  
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FUTURE: 
 
The departments are planning the following enhancements to the SOLQ-I Process. CARES will: 
 

 Automatically update SSIE expenses disregarded in FoodShare eligibility 
determinations; 

 For Medicaid, update Social Security for individuals with dual and triple entitlements; 

 Add Citizenship/identity verification to the SOLQ-I process; 

 Have SOLQ-I update the correct information in CARES (SSN or DOB) instead of setting 
a discrepancy when an ‘*’ or ‘3’ SSN verification code is received from SSA; and 

 Generate a message to review or update the Disability page when SSDI or Medicare 
information is found. 

 

 
CONTACTS: 
 
For IM related programs:  BEPS CARES Information & Problem Resolution Center 
 
For child care related policy questions from outside of Milwaukee County:  
County and tribal Child Care Coordinators should contact their Bureau Regional Operations 
(BRO) Child Care Coordinators at 
http://dcf.wisconsin.gov/regional_operations/pdf/contact_list.pdf.  
 
For child care related policy questions for Milwaukee County:  
Child Care Help Desk at: childcare@wisconsin.gov or (608) 264-1657. 
 
For W-2 Policy Questions in the Balance of State: Bureau of Regional Operations, W-2 
Regional Coordinators 
  
For W-2 Policy Questions in Milwaukee: Milwaukee Operations Section Regional Administrators 
 
For W-2 CARES Processing Questions:  W-2 Help Desk 
 
*Program Categories – FS – FoodShare, MA – Medicaid, BC+  – BadgerCare Plus, SC – Senior Care, CTS – 
Caretaker Supplement, CC – Child Care, W-2 – Wisconsin Works, FSET – FoodShare Employment and Training, 
BC+ Core – BadgerCare Plus Core, CF – Children First, EA – Emergency Assistance, JAL – Job Access Loan, JC - 
Job Center Programs, RAP – Refugee Assistance Program, WIA – Workforce Investment Act, Other EP – Other 
Employment Programs.   

 
 
DHS/DHCAA/BEPS/BWF 

http://dcf.wisconsin.gov/regional_operations/pdf/contact_list.pdf
mailto:childcare@wisconsin.gov

