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2.3 Initial Contact
...

2.3.1 DARS or DRS Is Not the Right Resource

All individuals referred to DRS must be given the opportunity to apply for DRS services and meet with a counselor, regardless of whether or not the information obtained during the initial contact or application for services appears to support the individual’s eligibility for DRS services. Only a counselor can make the decision regarding whether or not the individual is eligible for DRS services or needs to be referred to another DARS division or program or to an agency or organization outside of DARS. 
If a counselor determines that DRS is not the appropriate resource for the consumer (for example, when the consumer is requesting housing assistance and is not requesting or in need of disability-related services), refer the consumer to the appropriate agency or organization that may be able to help. 

If the consumer's primary disability is visual, or if the consumer is legally blind, refer the consumer to the DARS Division for Blind Services (see Chapter 3: Eligibility, 3.8 Required Assessments and Policies for Selected Disabilities/Visual Disorders).

...

2.3.3 Consumer Needs DRS Services

If DRS is the appropriate division, obtain the information to complete the fields for the Initial Contact. 
The consumer must be assigned to a caseload at the time that the initial contact is entered into the electronic caseload management system. (Note: The consumer may be reassigned to another counselor at any time. Refer to Chapter 11: Technical Information and References, 11.4 Transfer of Cases and Caseloads for more information.)
If the consumer cannot be seen for an application at the time of the initial contact, schedule an appointment for the earliest possible date (see 2.3.6 Scheduling the Application). 

*An application for services must be completed within 30 calendar days of initial contact. If the application cannot be completed within 30 calendar days, the case file documentation must reflect a good-faith effort to meet this time standard.*

*Based on 34 CFR Section 361.41(a)

…
2.3.6 Scheduling the Application

(Revised 02/11)

When scheduling the appointment, *determine the consumer's

· language preference; and/or 

· need for 

· a translator, 

· interpreter services for the deaf, 

· reasonable accommodations,* and/or 

· assignment to a specialty caseload, and 

· other items that may speed up the application and eligibility process. 

*Based on 34 CFR Section 361.37(a)

For DARS policy and procedures to access language services, see Business Procedures Manual, Chapter 35: Language Services.

When appropriate, use DARS5003, Application Appointment Letter, to schedule the appointment. 

Ask the consumer to bring appropriate records, including

· an original identification verification document (see 2.4.2 Identification and Employment Verification Documents); 

· an original Social Security card (see 2.3.4 Social Security Number); 

· contact names and addresses; 

· dates of medical treatment and provider names, addresses, and phone numbers; 

· employment history; 

· school information;
· list of agencies from which they receive services at the time of application; 

· training records; 

· proof of income (see Chapter 4: Assessing and Planning, 4.6.2 Types of Income, Liquid Assets, and Required Proof); 

· Social Security Disability benefits award letter; and 

· other items that may speed up the application and eligibility process. 

2.4 Application

2.4.1 Overview

The application process includes

· confirming that DRS is the right resource for the consumer; 

· completing the application for services; 

· conducting a diagnostic interview; 

· 
· explaining 

· expectations, 

· roles, and 

· consumer's rights; 

· obtaining signatures on the application and on forms to allow DRS to collect and disclose information;
· offering the opportunity to register to vote; and 
· gathering, reviewing, and documenting information necessary to determine eligibility for services.
…

2.4.4 Completing the Application

(Revised 06/10, 02/11)

The application must be completed in a private location that maintains the confidentiality of the information provided by the consumer (see Business Procedures Manual, Chapter 20: Confidentiality and Use of Consumer Records and Information).
Explain to the consumer the circumstances wheninformation about him or her will not be kept confidential. Refer to the following guidance document for additional information: Situations Requiring Release of Confidential Consumer Information.
Explain in detail the expected outcomes and services related to the specific DRS program (VR, ILS, or CRS) that best meet the consumer's needs. 


The application information is usually recorded electronically in the case management system; see the Quick Start Guide and Help information for guidance. Use DARS5056, DRS Application for Services, DARS5057, DRS Application Statement—Vocational Rehabilitation Program, DARS5058, DRS Application Statement—Independent Living Program, or DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program to capture the application information when ReHabWorks is not available. 

Ensure that all information entered on the application is accurate. Most of DARS' state and federal reports are compiled from this information, and the accuracy of the reports depends on correct application information.




2.4.5 Application Statements

(Revised 05/10)

Before the application is signed, discuss with the consumer the 

· purpose and expectations of the VR program; 

· roles and participation of the counselor and consumer throughout the VR process (see Chapter 1: Foundations, Roles and Responsibilities); 

· consumer's role in making informed choices in the selection of the 

· employment goal, 

· services, and 

· service providers; and 

· application statements. 

Provide a copy of the application statements to the consumer.

Approval by the counselor and the signature of the consumer, or the consumer's representative, verify that the consumer was provided the above information.

If a representative is signing the application statements for the consumer, explain to the consumer that information in his or her case file will be made available to the representative. For guidelines on establishing an individual or parent as the representative for the consumer, see Business Procedures Manual, Chapter 20: Confidentiality and Use of Consumer Records and Information, 20.1.1 Applicability.
Although the consumer may choose whomever he or she wants as a representative, inform the consumer that you will not purchase goods or services from a provider who serves as his or her representative because of the conflict of interest. For further information, see Chapter 7: Purchasing, 7.5.18 Identifying the Provider and Payee.

2.4.6 Application Signatures

(Revised 02/11)

The application signature is usually recorded electronically in the case management system. Use DARS5057, DRS Application Statement—Vocational Rehabilitation Program, DARS5058, DRS Application Statement—Independent Living Program, or DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program to record the application signatures when the electronic system is not available. 

The consumer signs the application electronically by using a personal identification number (PIN) (see PIN Procedures, below). 

PIN Procedures

The electronic case management system automatically assigns the last four digits of a consumer’s SSN as his or her temporary PIN at initial contact. At application, or anytime that the PIN is reset, the consumer must choose a new PIN to replace the temporary PIN.

The consumer enters a four-digit PIN as a signature of authorization on the application and all other electronic documents that require a signature of authorization (for example, the application and IPE). Encourage the consumer to use a number that is easy to remember, 
but do not record the PIN in the case note.

PIN cards are available as DRS Stock Items that provide

· an explanation of the PIN's purpose, and 

· a tear-off section for recording the PIN and the counselor's name and phone number. 

When the consumer cannot enter a PIN, follow the procedures in 2.4.9 When DRS Staff Members May Enter a PIN on Behalf of a Consumer. 

...

Representative Signature 

A consumer may designate someone to serve as his or her representative in all or part of the rehabilitation process. The representative may be authorized to sign documents, speak on the consumer's behalf, or serve in other capacities indicated on the DARS1487, Designation of Applicant or Consumer Representative. In some cases, a representative can play an important role in facilitating communication and helping the rehabilitation process move forward to a successful outcome.
For guidelines on establishing an individual or parent as the representative for the consumer, see Business Procedures Manual, Chapter 20: Confidentiality and Use of Consumer Records and Information, 20.1.1 Applicability.
...

2.4.8 Documents Provided to the Consumer

In addition to a copy of the application statements, explain and provide the following:

· 
· 
· 
· *a copy of "Can We Talk? Appeal Procedures for Applicants and Consumers," which explains DRS's appeal and mediation procedures; 

· for each VR consumer, a copy of "A Guide for Applicants,” which explains 

· services and outcomes, 

· options for developing the IPE, 

· consumer's right to appeal, and 

· services available from the Client Assistance Program (CAP);* and 

· for ILS and CRS consumers, a copy of the respective program brochure. 

*Based on 34 CFR Section 361.57(b)

2.4.9 When DRS Staff Members May Enter a PIN on Behalf of a Consumer

(Revised 02/11)

During any DRS process requiring the consumer's signature, there are only three circumstances when DRS staff members may enter a PIN on behalf of the consumer: 

· the electronic case management system is not available, 

· the consumer is not present, or 

· the consumer cannot physically enter a PIN. 

In those instances, follow the procedures outlined below. 

The Electronic Case Management System Is Not Available
When the electronic case management system is not available, do the following:

1. print, complete, and obtain the consumer's signature on the paper version of the form, such as 

· DARS5057, DRS Application Statement—Vocational Rehabilitation Program;
· 
· 
· DARS5058, DRS Application Statement—Independent Living Program; 

· DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program; or 

· any other applicable forms; 

2. tell the consumer that a temporary PIN will be used to enter the information into the electronic case management system as soon as possible; 

3. as soon as you have access to the electronic case management system, create a temporary PIN using one of the following two procedures: 

· if the consumer has already set his or her PIN, have the area manager or the area manager’s designee 

· reset the PIN to the last four digits of the consumer's SSN, and 

· document the action in a case note; or 

· if the consumer has not already set his or her PIN, you can sign the document for the consumer by using the last four digits of the consumer's SSN; 

4. enter the information from the signed paper form into the electronic case management system, and enter the temporary PIN to sign the electronic form; and 

5. document the use of the temporary PIN and the reason in a case note.

6. keep the signed paper form(s) in the paper case file, even after recording the information in the electronic case management system; and 
7. have the consumer reset the PIN on his or her next visit, when the electronic case management system is available. 

Consumer Is Not Present

If the consumer is not present and with the consumer's permission,

1. contact the area manager or the area manager’s designee to 

· independently verify permission directly with the consumer, 

· reset the PIN to the last four digits of the consumer's SSN, and 

· document the reason for resetting PIN in a case note; 

2. later, when the consumer is present and the electronic case management system is available, 

· have the consumer reset the PIN to a new number, and 

· document the action in a case note. 

Consumer Cannot Physically Enter the PIN

When a consumer cannot physically enter a PIN, you

1. enter a PIN for the consumer, 

2. have the action witnessed, and 

3. enter the witness's name in the electronic case management system in the appropriate space. 

...
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