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     Joint Operations Memo 18-J7: Implementation of Wisconsin 
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Subsystem – CMF and CMU Placement Policies and Systems 
Changes 

      
 
EFFECTIVE DATE:  June 23, 2018 
 
 
PURPOSE 
 
The purpose of this memo is to: 
 

1. Introduce the ability for Wisconsin Works (W-2) agencies to schedule a Case 
Management Follow-up (CMF), Case Management Follow-up Plus (CMF+), and Case 
Management Underemployed (CMU) eligibility review phone appointment and to collect 
a telephonic signature for W-2 eligibility reviews conducted by telephone;  

 
2. Describe policies for conducting W-2 eligibility reviews by telephone and collecting 

telephonic signatures; and 
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https://dcf.wisconsin.gov/manuals/w-2-manual/Production/01/01.5.1_W-2_Eligibility_Reviews.htm
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-J7.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-J7.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-J7.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/14-J1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/14-J1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/16-08.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/16-08.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/16-08.pdf
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3. Provide instructions for collecting W-2 telephonic signatures in CARES Worker Web 
(CWW) using the Contact Center Anywhere (CCA) application.  

 
 
BACKGROUND 
 
The Department of Children and Families (DCF) released Operations Memo 16-08 that 
expanded allowances for conducting Case Management Follow-up (CMF) and Case 
Management Underemployed (CMU) eligibility reviews by telephone. 
 
When a CMF or CMU participant has a work schedule that makes it difficult to come into the 
office for a face-to-face eligibility review, the Financial and Employment Planner (FEP) may 
conduct the eligibility review by telephone. After completing the eligibility review, the Case 
Summary page is mailed to the participant to sign and return within seven (7) working days. 
 
With the implementation of the Case Management Follow-up Plus (CMF+) placement (see Joint 
Operations Memo 18-J7), a new feature has been added to CWW to allow the collection of a 
telephonic signature as a valid form of signature and eliminates the requirement to mail the 
Case Summary page to the participant for a signature. 
 
 
POLICY CHANGES 
 
The following policies are effective June 23, 2018. The updated W-2 manual sections are 
attached with all policy changes incorporated. Policy that was removed is struck through and 
policy that has been added is underlined. 
 
 
W-2 ELIGIBILITY REVIEWS 
 
Current Policy 
 
The W-2 agency is required to conduct a W-2 eligibility review at least every six months.  
 
 
Updated Policy 
 
Policy has been updated to specify that the W-2 agency may conduct a W-2 eligibility review by 
telephone when a CMF, CMF+, or CMU participant has a work schedule that makes it difficult to 
come into the office for a face-to-face eligibility review.  
 
See attached updated W-2 Manual Section 1.5.1. 
 
 
CONDUCTING W-2 ELIGIBILITY REVIEWS BY TELEPHONE 
 
Current Policy 
 
There is no policy providing guidelines on how to conduct W-2 eligibility reviews by telephone.  
 

https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/16-08.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-J7.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-J7.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
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New Policy 
 
New policy has been added to provide guidelines for reviewing and summarizing eligibility 
information collected during the telephone interview. 
 
See attached new W-2 Manual Section 1.5.1.1. 
 
 
TELEPHONIC SIGNATURE 
 
Current Policy 
 
There is no policy on telephonic signature as a valid form of signature for completing a W-2 
eligibility review. 
 
 
New Policy 
 
New policy has been added to specify that a signature over the phone has the same legal effect 
and can be enforced in the same way as a written signature.  
 
See attached new W-2 Manual Section 1.5.1.2. 
 
 
CARES WORKER WEB (CWW)  
 
W-2 agencies must complete the following steps to initiate a W-2 eligibility review and invoke 
the W-2 review driver flow (see Joint Operations Memo 14-J1 on initiating W-2 eligibility 
reviews): 
 

• Select the Process Review or Renewal button on the Case Summary page; and 
• Select an Interview Type from the Application/Review Interview Details page for the 

WW – W-2 Program and click Next to start the W-2 Review Driver Flow. 
 
Effective June 23, 2018, W-2 agencies will be able to schedule a CMF, CMF+, or CMU W-2 
eligibility review phone appointment in CWW and collect a telephonic signature for eligibility 
reviews conducted by telephone. 
 
 
CLIENT SCHEDULING 
 
A new client scheduling appointment activity type was added to support W-2 eligibility review 
phone appointments (see Notices below for a description of the appointment notice): 
 
CODE DESCRIPTION 
AT W-2 ELIG REV/PHONE 

 
 

https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/14-J1.pdf
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CONTACT CENTER ANYWHERE 
 
Contact Center Anywhere (CCA) is a software that supports call center systems. The features 
available to W-2 agencies are the abilities to make outbound calls, record a telephonic 
signature, and assign a unique ID to the record. (See W-2 Telephonic Signature Process below 
for instructions for collecting a telephonic signature.) 
 
A Contact Center Anywhere Reference Guide for W-2 will be available in the PTT Learning 
Center as a document within the Case Management Follow-up Plus (CMF+) course. 
 
 
GENERATE SUMMARY PAGE 
 
The Generate Summary page has been modified to include P – Telephonic as an option in the 
Wisconsin Works Signature drop-down menu. 
 

 
 
The What would you like to do? field will default to MS – Mail Summary when P – 
Telephonic is selected. 
 
 
W-2 Telephonic Signature Instructions 
 
1. Select P – Telephonic as a signature type. CWW will dynamically display the following 

telephonic signature-specific sections: 
 

• Telephonic Signature ID 
• Signing Your Eligibility Review 
• Summary of Your Requests 
• Automated Prompt 
• Use of Social Security Number 
• Telephonic Signature 
• Completing the Signature 

 
Each section displays a script that the FEP must read to the participant. 
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2. Click on the View button in the Summary section to display the Case Summary PDF. (See 

Summary of Your Requests below for instructions on providing a verbal summary of the 
Case Summary PDF.) 
 

3. Click the    icon in CCA to begin recording the telephonic signature. 
 
 

4. Copy and paste the CCA Interaction ID into the Telephonic Signature ID field on the 
Generate Summary page. 

 
 
5. Verbally read all of the statements under each signature-specific section of the Generate 

Summary page. 
 

6. Click the    icon in CCA to stop recording the telephonic signature. 
 
 
Summary of Your Requests 
 
When the FEP gets to the Summary of Your Requests section, the FEP must provide a verbal 
summary of the W-2 eligibility review. This section will vary from case to case due to the unique 
circumstances of each W-2 group’s eligibility factors. 
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An effective summary is short and concise. The summary ensures that the information collected 
during the interview is correct. There is no need to read the Case Summary PDF word for word. 
Simply state the information that was used in determining eligibility: 
 

A. Program of assistance 
B. Address and contact information 
C. Names and relationships of all household members 
D. Absent parent information 
E. Key nonfinancial eligibility factors, including but not limited to: 

1. Custodial parent status; 
2. Age of youngest child; 
3. Citizenship or qualified non-citizenship status; 
4. Cooperation with child support; 
5. Cooperation with W-2 program requirements; 
6. Receipt of Supplemental Security Income or Social Security Disability Insurance; 

and 
7. Program disqualifications for anyone in the home. 

F. Income information 
1. Earned income details: 

a. Name of employer; 
b. Rate of pay; 
c. Number of hours worked per pay period; and 
d. Bonuses and commissions 

2. Unearned income details: 
a. Sources of unearned income; and 
b. Amounts 

G. Expense information 
1. Shelter and utilities; 
2. Medical; 
3. Child support; and 
4. Dependent care 

H. Any verification that is required to determine W-2 eligibility and the due date of 
verification. 

 
Example: Nicole is a single mother with two children ages 10 and 8. She is receiving W-2 Case 
Management Follow-up, Child Care, Health Care, and FoodShare. The FEP calls Nicole and 
completes a W-2 eligibility review over the phone. Nicole is working full-time at ABC Industries. 
She does not receive any child support. She pays rent that includes water and heat. 
 
The FEP provides the following verbal summary to Nicole:  
 
Nicole, you completed your W-2 eligibility review. You live at 825 Madison Avenue, Milwaukee, 
WI 53228 with your children, Tristen and Mariah. Your contact phone number is 414-555-5555. 
You are employed at ABC Industries. You are paid bi-weekly. You make $9 per hour and work 
80 hours per pay period. You have no other sources of income. Your rent is $500 per month 
and includes utilities. Is this information correct? Are there any changes needed? 
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Automated Prompt 
 
The Prompt ID number in the Automated Prompt section indicates which version of the text is 
displayed in the Telephonic Signature section. At this time, the Automated Prompt section is 
non-functional and will be used for W-2 when CCA is replaced by a new application, Genesys. 
DCF will notify W-2 agencies when Genesys is in effect and the Automated Prompt section is 
functional. 
 
 
Use of Social Security Number 
 
The FEP must read the statement under the Use of Social Security Number section as it is 
displayed. This statement is an approved statement in W-2 policy for providing social security 
numbers. (See W-2 Manual, Section 2.7.1.) Paraphrasing is prohibited. 
 
 
W-2 ACKNOWLEDGEMENTS 
 
The W-2 Acknowledgements page has been updated to specify that the participant signed the 
eligibility review telephonically. Additional updates have been made to align acknowledgement 
statements with existing W-2 policy. Updates are highlighted in yellow: 
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TELEPHONIC SIGNATURE 
 
The Case Summary PDF will now include a Wisconsin Works (W-2) Telephonic Signature 
section that references the participant’s telephonic signature: 
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TRANSLATIONS 
 
The telephonic signature script on the Generate Summary page is displayed in English in 
CWW. The FEP must offer the telephonic signature option via an interpreter to CMF, CMF+, 
and CMU participants in their preferred languages.  
 
Attached to this memo are English and Spanish text for the telephonic signature script on the 
Generate Summary page. These attachments are intended as references when collecting a 
telephonic signature and: 
 

• A Spanish speaking FEP is interpreting to a Spanish speaking participant; or 
 

• An interpreter for a language other than English or Spanish wants a reference sheet to 
follow when interpreting the FEP’s statements into the participant’s preferred language. 

 
 
NOTICES 
 
The new case-based W-2 Eligibility Review Appointment notice code is CSW5. CSW5 will 
include the date and time of the eligibility review phone appointment and the phone number in 
which the FEP will contact the participant. (See Attachment: W-2 Eligibility Review Appointment 
(CSW5)). 
 
CSW5 will be available in ACCESS Check my Benefits (CMB). 
 
 

https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment4.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment4.pdf
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TRAINING 
 
Training on telephonic signatures for W-2 eligibility reviews is available on the Partner Training 
Team (PTT) Learning Center in the Case Management Follow-up Plus (CMF+) course.  
 
 
AGENCY ACTION 
 
W-2 agencies must familiarize staff with the new telephonic signature policy and CWW system 
changes and update any relevant standard operating procedures.  
 
 
ATTACHMENTS 
 
W-2 Manual, Section 1.5.1 W-2 Eligibility Reviews 
W-2 Manual, Section 1.5.1.1 Conducting W-2 Eligibility Reviews by Telephone 
W-2 Manual, Section 1.5.1.2 Telephonic Signature 
Generate Summary Telephonic Signature Script – English 
Generate Summary Telephonic Signature Script – Spanish 
W-2 Eligibility Review Appointment (CSW5)  
 
 
CONTACTS 
 
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 
 
 
DCF/DFES/BWF/CH and BY 
 

https://wss.ccdet.uwosh.edu/stc/dcf/psciis.dll?linkid=422378&mainmenu=DCF&top_frame=1
https://wss.ccdet.uwosh.edu/stc/dcf/psciis.dll?linkid=422378&mainmenu=DCF&top_frame=1
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment1.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment2.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment3.pdf
https://dcf.wisconsin.gov/files/w2/ops-memos/pdf/18-09attachment4.pdf
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