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SUBJECT: IMPLEMENTATION OF ELECTRONIC CUSTOMER CORRESPONDENCE 
 
 
CROSS REFERENCE: None 
 
 
EFFECTIVE DATE:  December 20, 2014  
 
 
PURPOSE:  
 
The purpose of this memo is to announce two new processes to allow individuals to receive 
correspondence about their case. The first new process allows individuals with a MyACCESS 
account to view PDF versions of correspondence related to their case (such as Notices of 
Decision, letters, and forms) online. The second new process allows individuals to choose to 
receive email notification when a correspondence is posted online, instead of receiving a copy 
through postal mail. 
 
BACKGROUND:  

DEPARTMENT OF HEALTH SERVICES 
Secretary Kitty Rhoades 

1 West Wilson Street 
P.O. Box 7850 

Madison, WI  53707-7850 
Telephone:  (608) 266-9622 

FAX:  (608) 266-7882 
www.dhs.wisconsin.gov 

DEPARTMENT OF CHILDREN  
AND FAMILIES 

Secretary Eloise Anderson 
201 East Washington Avenue, Room G200 

P.O. Box 8916 
Madison, WI 53708-8916 
Telephone: 608-266-8684 

Fax: 608-261-6972 
www.dcf.wisconsin.gov 
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The federal Patient Protection and Affordable Care Act (ACA) requires state Medicaid agencies 
to provide individuals with the option of receiving their health care notices in electronic format 
no later than January 1, 2015. To comply with Centers for Medicare & Medicaid Services (CMS) 
requirements, as well as modernize benefit delivery and improve customer service, the 
Department of Health Services (DHS) and the Department of Children and Families (DCF) will 
offer this option starting December 20, 2014, for most health care, FoodShare, Wisconsin 
Shares Child Care, and Wisconsin Works (W-2) correspondence. 
 
 
POLICY:  
 
Starting December 20, 2014, individuals who have a MyACCESS account for an open case or a 
case closed for less than 30 days will be able to view their health care, FoodShare, Wisconsin 
Shares, and W-2 correspondence online. Correspondence will be posted to individuals’ 
MyACCESS pages in the early evening on the day the notice has been generated and will be 
stored in the Electronic Case File (ECF). 
 
Note: Correspondence that was generated before December 20, 2014, will not be viewable in 
MyACCESS. 
 
In addition, individuals will have the option to receive notification of most of their 
correspondence online rather than through postal mail. The option to change the delivery 
method to online will be available in ACCESS Apply for Benefits (AFB), Renew My Benefits 
(RMB), and Check My Benefits (CMB). Workers will also be able to update the option on the 
“General Case Information” page in CARES Worker Web (CWW). These same options to 
change the delivery method will also be available if the individual later chooses to change his or 
her delivery method from online back to paper. 
 
Individuals must actively change their delivery method to online if they would like to receive 
notification by email instead of receiving paper copies of notices in the mail. This option will not 
be automatically updated at implementation, but an individual can choose to make this change 
at any time after December 20, 2014. Once an individual has changed the delivery method to 
online, he or she will receive an email on any day in which a new correspondence is available to 
view. 
 
Individuals who do not change their delivery method will continue to receive all of their 
correspondence through postal mail and will not receive any email notifications. They will still be 
able to view PDF versions of their correspondence in ACCESS as long as they have a 
MyACCESS account. 
 
While most correspondence, including the DHS Enrollment & Benefits Handbook (P-0079), are 
included in this initiative, some correspondence will continue to be mailed to the individual even 
if the delivery method is online. DHS and DCF will continue to use postal mail for 
correspondence that includes forms, such as the Verification Checklist (VCL) and Six-Month 
Report Form (SMRF), which may need to be filled out and returned by the individual. 
Additionally, DCF will mail correspondence that includes information on fact finding or fair 
hearing rights. Also, all letters related to Benefit Recovery and Intentional Program Violations 
(IPVs) will be sent via postal mail. The list of documents that will continue to always be mailed 
includes: 
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Correspondence Related to Multiple Programs 
CRD1 DENIED RFA 
CRD2 WITHDRAWN RFA 
CRD3 DENIED (WEB) RFA 
CRL1 RFA EXTENSION GRANTED 
CSRS CASE RENEWAL SUMMARY 
CVCL VERIFICATION REQUEST 
ELIG/DFS DFS ELIGIBILITY CORRESPONDENCE 
IPVI IPV INITIAL 
PCCL PAPERLESS  CORRESPONDENCE CONFIRMATION LETTER 
PCFE PAPERLESS  CORRESPONDENCE FAILED EMAIL LETTER 
CML FS/CC SMRF Form 
CMLR FS /CC SMRF RMNDR LTR 
 

Correspondence Related Only to FoodShare  
AELJ FS DISQUALIFICATION 1, 2 MONTH  
CSLV FSET ENROLLMENT FINAL 
CSLW FSET ENROLLMENT INITIAL 
CSLX FSET EMPLOYABILITY PLAN REVIEW 
CSLY FSET JOB CLUB 
CSLZ FSET EMPLOYMENT WORKSHOP 
FSDL FSET DISENROLLMENT 
FSRL FSET REFERRAL 
BIL2 EBT 60 DAY WARNING LETTER 
BIL3 EBT 300 DAY WARNING LETTER 
 

Correspondence Related Only to Health Care  
CTID MA CITIZENSHIP-ID VERIFICATION 
 

Correspondence Related Only to Wisconsin Shares 
IPVC IPV CHANGE 
IPVD IPV DELETE 

 
Correspondence Related Only to W-2 

BVJD JOB ACCESS LOAN DENIAL 
BVLL JOB ACCESS PAYMENT LETTER 
BVLM JOB ACCESS LOAN DUNING NOTICE 
WCL1 24 MONTH ALERT LETTER 
WCL2 24 MONTH FINAL ALERT 
WCL3 60 MONTH ALERT LETTER 
WCL4 60 MONTH FINAL ALERT 
WPAR NOT ELIGIBLE FOR ARP 
WXT1 24 MONTH EXTENSION DENIAL 
WXT2 24 MONTH EXTENSION APPROVAL 
WXT3 60 MONTH EXTENSION DENIAL 
WXT4 60 MONTH EXTENSION APPROVAL 
 
Even though the above correspondence will always be mailed, individuals who have chosen the 
online delivery method will also receive an email notification, and all individuals will be able to 
view these documents from their MyACCESS page. 
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Note: W-2 work program correspondence that is generated through CARES mainframe will be 
sent by postal mail and will not be included in MyACCESS to view. 
 
All correspondence related to benefit recovery will only be sent to the individual through postal 
mail due to confidentiality requirements. These documents, which will never be viewable in 
MyACCESS, include: 
 
BRCO CC OVERPAYMENT NOTICE 
BRFO FS OVERPAYMENT NOTICE 
BRMO MA OVERPAYMENT NOTICE 
BRSO SC OVERPAYMENT NOTICE 
BRWO W2 OVERPAYMENT NOTICE 
FSEP FSET EMPLOYMENT PLAN SUMMARY 
 
In addition, the following Child Care provider notices will not be included in MyACCESS:   
 
CCAN CC ADJUSTMENT NOTICE 
CCAP PROVIDER AUTH NOTICE 
CCAR CC ATTEND RPT FORM 
CCMD CC ATTENDANCE MODE 
CCYR YS RENEWAL FORM 
CCY4 YS PART REMINDER 
BVLR PROVIDER PAST DUE 
BVLP PROVIDER REPAYMENT AGREEMENT 
BVLQ PROVIDER PAYMENT SUMMARY 
CCWR WISCCRS REMINDER 
CCWC WISCCRS CONTINUATION 
CCIV CHILD CARE INVOICE 
CCBF CHILD CARE BID FORM 
CCFP FINGERPRINT-BASED BACKGROUND CHECK  
 
Correspondence that is generated through CARES mainframe will be sent by postal mail and 
will not be included in MyACCESS. As noted above, this includes W-2 work program 
correspondence that is generated through CARES mainframe. 
 
Note: The agency must mail a paper copy of a correspondence to individuals at their request, 
even if they have opted for the online delivery method. 
 
 
WHO CAN VIEW NOTICES: 
 
Based on existing security rules for MyACCESS accounts, the primary person and the primary 
person’s spouse can view their case correspondence in ACCESS. “Target view” individuals – 
meaning adults who are living in the household but are not the primary person or primary 
person’s spouse – will not be able to view case correspondence online, unless they are a “Full 
view” individual – meaning a primary person or primary person’s spouse – on their own case. 
Children, outside tax dependents and tax filers, are not able to set up MyACCESS accounts, so 
they will not be able to view correspondence online. Authorized representatives are not able to 
establish MyACCESS accounts using their own credentials, so they will not be able to view 
correspondence online. Authorized representatives will not receive email notifications regarding 
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new correspondence available to view online. If the authorized representative is set up in CWW 
to receive copies of correspondence, they will continue to receive them through postal mail. 
 
Individuals who have a MyACCESS account but whose cases have been closed for more than 
a calendar month will not be able to change their delivery method or their email address. 
 
Because W-2 individuals who are not receiving health care, FoodShare, and/or Wisconsin 
Shares benefits cannot create a MyACCESS account, they will continue to receive all 
correspondence by postal mail and will not have an online correspondence option. 
 
MyACCESS requires a case number for authentication, so individuals will not be able to set up 
a MyACCESS account until a case has been created in CWW. Correspondence for an 
individual who has only submitted a Request for Assistance (RFA) but does not yet have a case 
cannot be viewed online. 
 
 
EMAIL NOTIFICATIONS: 
 
When an individual has chosen the online delivery method, the individual will receive a letter via 
postal mail indicating that he or she has requested to receive correspondence online and 
confirming his or her correct email address (see attachment). Instructions will be provided on 
the notice explaining how to log in to or set up a MyACCESS account. Once an individual has 
chosen online delivery, he or she will stop receiving paper versions by postal mail, with the 
exception of the correspondence listed previously. Individuals will be informed that they must 
report changes in their email address to ensure they continue to receive notifications about new 
correspondence. 
 
An individual who has chosen online delivery will receive an email on any day in which at least 
one new correspondence has been generated. If and when an email comes back as 
undeliverable, CWW will automatically update the online option to “No” and generate a copy of 
the correspondence to be sent via postal mail. 
 
CWW will send the individual a letter via postal mail stating that an attempt was made to send 
an email to the provided email address but the email was undeliverable (see attachment). The 
notice will inform the individual that his or her delivery method has been switched back to postal 
mail and outline the steps the individual needs to take to reenroll in online delivery. An 
automatic case comment will be entered on the case letting the worker know that an email 
delivery failed, a letter was sent via postal mail, and the delivery method was changed back to 
postal mail. 
 
Note: Even if the email notification fails, all of the dates and deadlines in the original 
correspondence will continue to apply, including deadlines related to verification and fair 
hearings. 
 
In rare situations, an email may be returned as undeliverable and will be missing the identifying 
information needed to identify the specific correspondence for which the email notification was 
sent. These case numbers will be sent to the DHS CARES Call Center. CARES Call Center 
staff will forward the information to the local agency for follow-up with the individual to 
determine if the email address is correct and if the individual did receive the notification. If the 
email address is correct and the individual did receive the notification, no further action is 
necessary. If the email address is incorrect, the correct address should be updated in CWW 
and any correspondence the individual was not notified of must be re-sent to the individual via 
postal mail. 
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CARES CHANGES: 
 
GENERAL CASE INFORMATION PAGE: 
 
The “General Case Information” page has been enhanced with an additional question in the 
“Contact Information” section. This question asks whether the individual wants to receive an 
email notification to view his or her correspondence online instead of receiving correspondence 
by postal mail. The field is updatable to allow the worker to change the option at the individual’s 
request. If the individual selects online delivery when submitting an ACCESS application or 
renewal, a conflict panel will display for the worker processing the ACCESS submission, and 
the worker should update CWW to match what the individual reported in ACCESS. 
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CORRESPONDENCE HISTORY SEARCH RESULTS PAGE: 
 
The “Correspondence History Search Results” page will be enhanced to display notices that 
were provided to the individual via online delivery. If an email has been returned as 
undeliverable, the page will display the date the undeliverable email was returned, with “Mail 
(Failed Email)” in the “Distributed By” section. This will indicate that the email failed and that a 
copy of the correspondence was sent through postal mail. The duplicate button is disabled for 
these entries because the same document was listed as “online.”  
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ACCESS CHANGES: 
 
MYACCESS CHANGES: 
 
A new “My Letters” section has been added to the Navigation Menu. This will allow the 
individual to access his or her correspondence online and manage the delivery method. A new 
information message will be displayed when an individual has unread correspondence from the 
last 30 days. The message will include a link to the “View My Letters” page. 
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The CMB “View My Letters” page is a new page that allows individuals to view their 
correspondence online. The page will default to display correspondence from the past 90 days 
but does have the option to view more letters by selecting a specific year from the dropdown. 
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The CMB “Manage My Letters” page is a new page in ACCESS that allows individuals to 
update their email address, as well as change their delivery method. Changes made on this 
page will result in automated updates to the “General Case Information” page in CWW. 
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APPLY FOR BENEFITS (AFB) CHANGES: 
 
A new section has been added to the “People” section of AFB to allow the individual to choose 
the online delivery option. 
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The AFB “Summary” page has been enhanced to include a new section, “Getting Letters 
Online.” This section will display the individual’s email address, whether he or she has chosen 
the online delivery option and a link back to the “People” page if he or she decides to change 
his or her choice. If the applicant does not answer the question about online delivery, the 
answer will be defaulted to “No.” 
 

 
 



OM  14-J7 Page 15 of 31     
 
 
Renew My Benefits (RMB) Changes: 
 
A new section has been added to the “Household Members” page in RMB to allow the individual 
to review his or her current delivery method and make a change if needed. 
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If the individual chooses to update the delivery method, he or she will be taken to the “Report 
Household Changes” page, and a new section will display that will allow him or her to change to 
a different delivery method. The individual will have the option to choose “Change” or “No 
Change.” 
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If the individual chooses to change the delivery method, he or she will be taken to the 
“Household Members” page to change the delivery method and/or email information. 
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Once the individual comes to the “Summary” page, he or she will see a new section that shows 
the delivery method selection and email address.  
 
 

 
 
Note: Changes made to an individual’s email address or delivery method in RMB will only take 
effect once the worker has processed the renewal. 
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Report My Changes (RMC): 
 
Individuals will not be able to change their delivery method using RMC. They will be directed to 
change their delivery method through MyACCESS. A statement will be added to the RMC 
landing page informing the individual of this. 
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Individuals will continue to have the ability to change their email address using RMC. When the 
individual changes his or her email address, a yellow information message will display letting 
the individual know that a change in email address will result in a change to where his or her 
online notification will be sent. However, this change will not take effect until the worker 
processes the change. 
 
 

 
 
 
CONTACTS: 
 
BEPS CARES Information & 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 
 



OM  14-J7 Page 22 of 31     
 
 
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 
 
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 – SeniorCare, CTS – 
Caretaker Supplement, CC – Child Care, W-2 – Wisconsin Works, FSET – FoodShare Employment and Training, 
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/JS 
DCF/DFES/BWF/JK 
DCF/DECE/BELP/PZ 
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NEW LETTERS AND EMAILS FOR ELECTRONIC CORRESPONDENCE 
 
CONFIRMATION LETTER – INITIAL 
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 CONFIRMATION LETTER – EMAIL CHANGE 
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 CONFIRMATION EMAIL – INITIAL 
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 CONFIRMATION EMAIL – EMAIL CHANGE 
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FAILED EMAIL LETTER 
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 NOTIFICATION EMAIL 
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