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All Employment Network (EN) Call 

February 7, 2013

Welcome – Dan O’Brien from the Office of Employment Support Programs (OESP) welcomed everyone on behalf of Bob Williams.

Beneficiary Outreach and Supports for Success (BOSS) Listening Session 

Bob Williams reported that he sent out an email blast recently to seek your advice on how to best collectively maximize, tweak and improve our efforts to identify and educate beneficiaries that are most likely to succeed. The first of these calls will take place February 22, 2013 from 1:30 - 3:30 p.m. EST, continuing every Friday through the month of April.  This will be a listening session to get suggestions on how to improve the program. Beneficiary Access and Support Services (BASS) put tools in place and are doing an excellent job reaching out to beneficiaries. We want to hear your ideas how best to refine and strengthen our efforts. Over 70 people have signed up to take part in the call.  

Secure Provider Portal (Portal) and Interactive Voice Response (IVR) 

Felix Stump, Deputy Project Director, Operations Support Manager (OSM), reviewed recent enhancements to the Portal - including the ability to upload documents. This should be much easier and more reliable than faxing.   

Other upgrades include enhancements to the Timely Progress Review (TPR) Report, more accurate assignability data - including names and Social Security numbers on all reports, and more detail added to error messages when an upload of a file is unsuccessful so you can easily correct the error.  

You can upload a file saved in any format (e.g., pdf, jpeg, tiff, doc) however, we prefer you use tiff).  OSM converts all documents to tiff files, so it would be easier for OSM to send a tiff, but it is not required.  

Operations Workgroup Update 

Sabra Gardner, Project Director, OSM, reported that 21 ENs have discussed a variety of subjects over the past few weeks. Discussions will continue every other week over the next few months.  A series of topics were addressed over the past five weeks including the Individual Work Plan and Ticket Assignment, Payments, Certification of Services (COS) and the Portal.  

The short term solutions OSM will be implementing include communications.  All GovDelivery messages sent will be clearly identified in the subject header to alert you of the nature of the email. Categories will probably include technical bulletins, announcements, reminders, and corrections. There may be additional headers coming in the future. In addition, every message sent through GovDelivery will go to the primary OSM contact (known as the EN Other). OSM is working through a variety of wonderful suggestions to improve the operational processes. More information will follow as the Work Group progresses.  

Beneficiary Referral CD 

Sabra Gardner reported that the OSM is streamlining the process and recently completed a thorough review.  OSM adjusted several things including timing and emailing passwords. Several ENs were reporting they were not getting the CD.  Some tips to remember: OSM cannot send the CD until the CD Manager has cleared suitability. Also, make sure the contact information for that person is accurate including mailing address and email to send the password.  Some ENs reported receiving CDs that were blank. A process is in place to identify and pull out blank CDs prior to mailing and notify you why you didn’t get the CD. It might be possible the CD is getting delivered, but not to the person it needs to go to.  If no beneficiaries exist that match the disabilities you serve in your service area, you will not get a CD. OSM is considering certified mail or Federal Express. We are also considering using the same password every month which will make it easier for you.  January CDs were mailed out by last Thursday. If you have not received it, can’t open it, or it is blank, put Beneficary CD in subject line, email to ENOperations@MAXIMUS.com.  Let us know what the problem is and we will respond within one week.   

OSM will also be adding a new field on the CD which is the Ticket eligibility date.  Estimated roll out will be the April CD.  

Business Services Inquiry Protocol 

Desiree Fitzgerald of OESP reported that the Business Services Inquiry Protocol was sent out earlier today as an attachment to the reminder about this call. This was a service improvement that you requested and we were happy to make. You may start using it today (02/07/13). We only made one change since you last saw the document for comment. We clarified on the document that the Portal has the full payment status report, but the IVR will only show the last payment made.  

Please pay particular attention to the response times. Those are the maximum time frames you should expect us to take to respond before escalating something to the next stage. Thank you for suggesting this document. We will update it as things change.  

Annual Performance Outcome Report (APOR) 

Felix Stump provided a few quick reminders. 

The APOR was sent out by email on January 31, 2013. It is due February 15, 2013.  OSM will take those responses, information collected and provide to Social Security.  Some information from the APOR will be transitioned to BASS to complete your report card that will be posted on the Beneficiary Resource Directory. Services you offer and disabilities you serve may be different than when you first become an EN.  Disabilities served have now been condensed to just six impairment codes. The services section has also been changed slightly. It will impact the Beneficiary CD and how you appear in the directory, so look at these closely.  

These changes will take place when results of the APOR are tabulated in March or April.  The report card will not be reflected until sometime later. There will be only one phase of the APOR, not two like there was last year.  

EN Performance Indicators 

Dan O’Brien reported that the EN Performance Indicators are attached to the reminder about this call that went out earlier today. A lot of feedback was received previously and OESP is in the process of programming a new computer system and evaluating the way data is collected, particularly data from the COS. Until this is resolved, OESP is temporarily suspending the COS data from the Performance Indicators. You still need to provide the services and complete the COS form.  There are currently four performance indicators we will be using for Calendar Year 2012 and 2013. These include percent of job placement, percent of job retention for six months, the number of Outcome Payments and the ratio of Milestone Payments compared with Outcome Payments. These represent what OMB considers the core employment measures they want all federal agencies to use. These performance indicators should be coming out approximately May of 2013.  

· OSM Office Closures 

Felix Stump announced that the OSM office will be closed 2/18 for President’s Day.

Question and Answers from phone lines:

Q.  We are stuck in the Suitability Process since August. Who can we reach out to for assistance? We are not making any progress by contacting ENSuitability@ssa.gov.  

A.  OESP will have someone call this EN.  

Q.  NENA will want to submit questions on the APOR and Performance Indicators.  Who should we send this to?

A.  Mark Green, Deputy Director, Office of Beneficiary Outreach and Employment Support via email at mark.green@ssa.gov.

Q.  Is it the APOR or the Report Card that we should make available to all Ticket Holders?

A.  You are to make available the Report Card to Ticket Holders. The APOR contributes some things to the Report Card and our administrative records contribute some of the information in addition to the Customer Service Survey. So there are really three sources of information that go into the report card.  

Q. Regarding performance indicators, percentage of job retention. It states “number of unique Social Numbers triggering payments for six of 12 months while assigned to them. Can you explain this?

A.  This is a translation of the common performance measures from the Office of Management and Budget.  They are encouraging all federal agencies to use the best they can. The common measure is six months job retention. This was our effort to translate that and use our administrative data. For instance, a Phase 1 Milestone 3 would count as three months; an outcome payment month would count as one month. 

Q. Will our performance indicators be based on payment requests submitted or paid within the calendar year?

A.  We will look at cases that were paid at the time the data is complied (usually 2-3 months after the end of the calendar year) and count those paid with claim months in that calendar year. The business process should require that we make all payments on hand prior to running the data.

Q.  We are fairly new and although we are making progress, we have received many milestone payments but only a few outcome payments. Will you take that into consideration?

A.  We take into consideration how long you've been in business and if you have had a surge of new clients, we can tell that. What we're looking for is ENs who are not helping people get to self-sufficiency. 

Q.  I am also having a problem getting Suitability Clearance.  What should I do?

A.  Follow the Business Inquiries Protocol plan and email ENSuitability@ssa.gov.  The Social Security Administration’s Employment Network Contracts Team – Suitability will provide support.  .

Q. Regarding the Beneficiary Outreach and Supports for Success Listening Session.  I signed up for it but have not received a response.  

A.  We received a lot of volunteers for this work group and we will contact you with more information.  

Q & A from Live Chat:

Portal Questions

Q. When uploading a tiff file, I can only get one page to upload at a time. Why is that?

A.  That may be due to the size of the files. Currently, you cannot upload a file to the Portal that is larger than two megabytes. OSM is working to increase this limit.
Q. Once an IWP is faxed how long will it take for me to see the ticket in the Portal?

A. It depends on if the IWP submitted was complete. It can take 7-10 business days to process and if it is complete then it will appear on the Portal.
Q.  Is there a size limit on uploading documents in the Portal?

A.  Yes, current the limit is 2 mg. We are working on increasing this.

Q. Can you please explain what an "eticket assignment" is and who this service is provided to?

A. eTicket Assignment is a feature on the Portal available only to Workforce ENs to assign tickets. 

Q.  We have not been able to access the Portal as we have not been able to go through the initial log- in process. What do we need to do?

A.  Contact ENsystemshelp@MAXIMUS.com or call 866-949-3687and follow the prompt for the Systems Help Desk.  

Q. It seems that Secure Portal allows in the dropdown menu...entry of Social Security number into Subject line, associated, for example, with an uploaded IWP...is this not a PII issue? 

A.  The Portal is a secure site and this information is allowed to be entered and submitted.
Beneficiary CD

Q. Is the CD supposed to download in a notepad format? I just got mine for the first time and I couldn't read it.

A. It does download in a CSV format that might open up in Notepad if you double click the document icon. Instead, open Excel first and choose to open that file in Excel.

Q.  Have you considered allowing for access to the CD from the Portal?

A.  Yes, we have. Unfortunately, due to the size of the beneficiary CD data file, it is not able to be transmitted conveniently through the Portal at this time.

Q. I made a request to increase my geographic area for the Beneficiary CD. How long before the CD will have the additional beneficiary information?

A.  Allow one or two months for this change.

Q. Is the beneficiary CD different from the one we normally receive from MoveIT?

A. The file you receive through MoveIT is likely a response file to your eProcess requests. The beneficiary referral CD is a CD-ROM that is snail-mailed monthly to those ENs that have requested it. It includes all eligible Ticket-holders who are available for assignment that live in the geographic area that the EN has defined.
Annual Performance Outcome Report 
Q. The APORs we received has a question "has the EN completed their annual security awareness training per Part IV - Section 3 of the agreement?" - Does this mean has our EN staff signed (annually) the "SSA Security Awareness: contractor Personnel Security Certification form?  Is there other training required to meet this contract standard?

A. There is no other training required.  We ask that your staff sign this form annually and keep it on file.

Q.  Regarding the APOR, you changed some language specific to questions 3 and 4 from "employment services" to “vocational rehabilitation”.  Are you asking if we have certified VR counselors?

A. No you are not required to have certified VR counselors on staff.

Q. Who was the APOR sent to?

A.  It was emailed to both the Signatory Authority and the EN Other (our primary contact)

Q. Please tell me how the email with the APOR is titled so I can check if the signatory authority or the EN other received it? How do I make the EN Contact the primary contact?
A.  It was sent from ENAPOR@MAXIMUS.com - Subject: Annual Performance Outcome Report (APOR) Notification, on the evening on January 31.  Our primary contact for day to day operations is called the “EN Other”.   If you want to make any changes to your contacts, you need to complete the BPA Change form available at www.yourtickettowork.com.

Q. What if we have already sent in the APOR and put no for psychotic when it should have been yes for psychiatric, what do we do?

A.  You can submit a corrected APOR and put “Corrected APOR” in the subject line.
Performance Indicators

Q. Will there only be 3 Performance Indicators for ENs using the Outcome only method since there are not Milestone payments issued to obtain that last percentage?

A.  If you are on Outcome only method, your ratio of Milestones/Outcomes will be 0%/100%.
Miscellaneous

Q. To unassign a beneficiary's Ticket, the IVR says that the beneficiary must submit a letter to OSM with the name of the EN, the name of the beneficiary, the SSN, then sign and date it. The EN can also un-assign by providing OSM with this information as well, correct?

A. Yes, an EN can unassign a ticket that is assigned to them, but they can’t unassign a ticket that is assigned to another EN.  BASS now has an unassignment form for Beneficiary’s to use posted on their website www.chooseworkttw.net.

Q. Can a veteran also be a Ticket-holder and assigned to an EN?  What happens to their Veteran’s benefits when they assign their ticket?

A.  Yes, it is possible that a disabled veteran might also be receiving SSI/SSDI and they could be eligible for Ticket to Work.  Nothing will happen to their Veteran’s benefits when they assign their ticket, but they should check with their VA rep. to discuss how earnings from work might affect their benefits.

Questions Regarding the Workforce Payment Agreement/Suitability

Q. Are Workforce ENs cleared for Suitability receiving CDs?
A: Workforce ENs must receive suitability clearance to receive the beneficiary CD unless they are Workforce ENs operating under the new Workforce payment agreement. Note from OSM: The Workforce EN will not get the CD automatically unless they requested it on the RFQ or by email to ENContracts@ssa.gov.

Q.  Are you saying no suitability is required for WF is operating under the new WF payment agreement? Is this OSM responding to this question?
A: Yes, that is what we are saying.
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