CHAPTER V
CASE REVI EW

1. Introduction. The Departnent of Labor is responsible for
revi ew ng SESA C case investigative procedures and net hodol ogy
to assess the SESA s adherence to QC requirenents. Standard data
definitions and SESA investigative procedures have been desi gned
to ensure that: (a) sufficient information is collected to
determ ne whet her the key week paynent is proper; and (b)
accurate data is collected and recorded for anal ytical purposes.

Regional O fice staff wll periodically conduct reviews of QC
i nvestigative case files for three purposes:

- To determ ne the adequacy of SESA case investigations
Wi th enphasis on QC s investigation of new issues and
verification of previously resolved issues, and the
accuracy of coding.

- To work with SESAs to inprove QC investigative
oper ati ons.

- To work with SESAs to correct case data.

I nformati on obtained during a case review nonitoring trip will be
recorded in the Regional Ofice BQC Federal Mnitoring System

2. Requirenments. The requirenents relating to the investigative
process and data collection are | ocated in ET Handbook No. 395,
Benefits Quality Control State Operations Handbook, Chapters 1V,
V, VI, VII, and Appendix C (Ilnvestigative Quide Source, Action,
and Docunentation). The requirenents are sumari zed and
categorized in the Investigative Requirenents Crosswal k and in

t he Requirenent s/ Exception Codes Crosswal k | ocated i n Appendi ces
E and F of this Handbook. Guidelines for ADP users of the

Regi onal Monitoring System are Contained in ET Handbook NO. 404.

3. Case Revi ew Process

oj ective. The Regional Ofice staff nust review an average
of 100 cases per State during the Cal endar Year. Regional
O fices have the option of sanpling fewer cases (mninmm 70
cases per year) in some States and review ng |larger sanples in
ot her States, based upon their evaluation of the relative quality
of each State's QC program |In order to obtain representative
sanpl i ng throughout the year in each State, Regional Oficess are
requested to sanple at | east 25 cases in each quarter where the
annual sanple is 100 or greater. |In States where the annua
review sanple is |l ess than 100 cases, ROs are requested to sel ect
sanples in tw non-consecutive quarters. Two on-site reviews are
required during the year. ROs may exercise the option of



conducting the additional case reviews by nmail with State
concurrence. Case review is undertaken to verify that:

(1) The SESA investigation is adequate (i.e., conplete and
thorough). This neans determ ning whether: (a) all issues have
been identified; (b) all issues have been pursued to a
supportabl e conclusion; and (c) all issues identified have been
properly resolved. It also nmeans that required QC nethodol ogy
and procedures have been fol | oned.

(2) The coding and entry of case information into the QC
dat a base have been done accurately to reflect docunentation in
the case file. (This includes verifying that the concl usions
concerning error classification have been based on the
application of State witten | aw and policy and upon the findings
of thorough fact-finding.)

On the follow ng page, Figure V-1 illustrates the steps in the
process of nonitoring SESA case review.

4. Conduct Case Reviews. Regional Ofice nonitors must conduct
reviews of a representative sub-sanple of conpleted cases. The
Case Review Cuide, presented in Figure V-2, provides for a

m ni num revi ew and shoul d not be construed as all-inclusive.
Moreover, it is recognized that each nonitor will have an

I ndi vi dual nethod and sequence for reviewing a case. The Cuide
presents a mnimal |ist of things which nust be checked; it does

not require any one specific approach or order of review

However, a final sign-off on a case (Disposition Codes 1, 2 or 3)
by a nmonitor in the Regional Ofice BQC Federal Monitoring System
is a certification that all QC investigative requirenents have
been reviewed. Each Regional Ofice is encouraged to devel op
State-specific versions of the Case Review Guide to assist in
review ng and evaluating the case file.

Each docunent or process listed on the CGuide nust be exam ned

t horoughly to determine if the investigation is conplete and

t horough and the coding accurate. Followi ng are the instructions
for the use of the Case Review Guide presented in Figure V-2.

The Case Review Guide is also included in Appendix D

a. The left colum of the Case Review Cuide |lists docunents
and processes which correspond to elenents on the Data Col |l ection
Instrunment (DCl) and required investigative procedures.

b. The center column lists specific itens on the docunents,
or situations and information which require investigation or
verification by the QC unit.

c. The right colum outlines the type of fact-finding that
shoul d have been conducted, the type of verification activity
t hat shoul d have been conducted, and the docunentation that would




be needed to substantiate that the requirenents have been
adequately net.
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Figure V-1
Case Review Process Flow Chart. This chart illustrates the

steps in the nonitoring process for conducting case review.

CASE REVIEW
PROCESS FLOW CHART

Become knowledgeable of:

State and Federal Ul Law
QC requirements and procedures
Case Review guide and its use

v

Select representative subsample

v

Conduct Case Review
-Review case documentation using the Case
Review Guide as a reference tool.
-Review case coding using the Investigative
Requirement Crosswalk as a reference tool.

v

Determine if there is an investigative or
coding exception.
- Assign the appropriate exception code.

v

Record investigative and coding exceptions on the Monitor
Discussion Form, discuss cases with QC Supervisor, record
the exception code and the disposition status, and enter data for
all cases in the Regional Office QC Federal Monitoring system

v

Analyze data from the Regional Office Exceptions
Report on a quarterly and annual basis.
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Figure V-2 - Case Review Guide Facsimile. This sets forth a minimum list of items to review which may raise potential issues or which are
required investigative procedures.




CASE REVIEW GUIDE

DOCUMENT ITEM TO REVIEW ACTION/VERIFICATION

AGENCY RECORDS

Initial/Addi- Effective date/date filed Matches monetary
tional Claim Employer(s) Matches employer/claimant
statement:
- Separation date - Separation date
- Reason for separation - Reason for separation
Eligibility issues Factfinding statement
addressing:

- school - school
- Able & Available - Able & Available
Referral/work refusal - Referral/work refusal
Disqualifying income Verification statements
- pension from income source
- vacation
- severance
Alien Status INS verification
Dependents Verification/documentation

Out-of-State employment  Issue addressed
Benefit Rights Interview  Matches claimant
questionnaire

Requalifying wages Earnings verification
Monetary Number of employers Employer wage verifications
Determination and wages for all listed employers

Weeks of work - Weeks of work

Effective date Matches initial claim

Base period Correct period for effective

date
Weekly benefit amount Calculate properly under law

Maximum benefit amount Calculate properly under law
Matches payment history

Monetary Additional employers Wage verification(s) from
Redetermination added employer(s)
Increase/decrease in Supplemental check(s) issued
Weekly Benefit Amount Overpayment determinations
ESARs Printout;  Active registration date Job Service registration
ES-511; ERP Referral dates Employer verification of
result of referral
Employers not on monetary Wage & separation statement
Claimant statement on
employment
Wage restriction Claimant statement on
restriction
& availability determination
Type of work seeking Matches QC Claimant

questionnaire
- Claimant statement on
inconsistency
Address Matches QC claimant
guestionnaire
- Notification to ES if
different




(Pg 2 of 4)

DOCUMENT ITEM TO REVIEW
Benefit History
Printout Effective date

Overpayment
Printout

Supplemental
Check Printout

Key Week
Certification

Nonmonetary
Determinations

Appeals
Decisions

WBA

MBA

Balance
Wages/deductions

Dollar amounts
Weeks affected
Balance

Number of checks issued
dollar amount

Eligibility issues

A&A
-School

-Return to work
-Wages

-Separation

Work Search contacts
Late filing

Claimant signature

Present for all issues
detected in above
document review

Fact-finding and
Conclusion/outcome

Coded correctly

ACTION/VERIFICATION

Matches monetary

Matches monetary redetermination
Wage & separation verifications
obtained for all employers/weeks
Deductions calculated properly

Matches OP determination
Notification of errors in
calculations to appropriate
administrative unit

Matches monetary
redetermination

Claimant statements/
determinations

A&A

-Training institution

verification

-Employer verification

-Wage verification

-Separation verification

Work Search verification(s)
Claimant statement-determination
Match QC claimant questionnaire
-Investigation if discrepancy

Verification or new
factfinding obtained on all
issues affecting key week
Afforded due process

Implementation of

conclusion/outcome

- Overpayment established

- Weeks previously
disqualified paid

Matches information on
documentation
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PROCESS

(Pg 3 of 4)
ITEM TO REVIEW

CLAIMANT
INTERVIEW

Coding

EMPLOYER
INTERVIEWS

Advised of interview
Authorization to Release
In-Person interview
Questionnaire dated &
signed by claimant/
investigator

All items completed
Potential issues
recognized

-Alien Status

-School
Availability

-Transportation
-Wage demands
-Hours/days

-Type of work
-Child care
-Physical limitation
-Special licenses
Work/referral refusal
Wages

Separation(s)

Claimant codes

All forms completed,
dated, signed
Wages for base period

Employer(s)
amend

Wages for benefit year
employer(s)

Separation issues

Other Incomes
-Disability
-Retirement
-Training allowance
-Severance Pay
-Holiday pay
-Bonuses

-Accrued leave
-Back pay

ACTION/VERIFICATION

Claimant call-in letter sent
Signed and dated by claimant
Explanation if exception

Claimant identification
Explanation if exception
Explanation if exception

Match against Agency records
-Statements taken on
discrepancies

-Factfinding statements

from employers/
claimants/third parties

Nonmonetary issued

Wage/separation verification
obtained from employer(s)

Matches information on
documentation

Explanation if exception
Verification of base period
wages

-Compare with monetary;

monetary if appropriate
Verification of BY wages
-Compare with payment history
-Discrepancies resolved
-Supplemental check(s)
-Overpayment established
Factfinding statements/rebuttals
from claimant/all employers
Nonmonetary determinations
issued

Verification statements obtained
-Discrepancies resolved
-Supplemental check(s)
-Overpayment established
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(Pg 4 of 4)
Process Item To Review

EMPLOYER
INTERVIEWS
(Continued)
Work Search contacts

Coding Coded correctly

OTHER INCOME

VERIFICATIONS
Verification statement obtained
OASI
Workers Compensation
Educational training
allowances
Residuals

Coding Coded correctly

OTHER
VERIFICATIONS
Verification statements
search policy
Union registration
Job Service registration
policy
Private Employment Agency
verification(s)
Educational training
allowances
Dependency

Coding Coded correctly

FINDINGS &
CONCLUSIONS

-Pertinent facts of
investigation
-Explanation of non-
English Speaking
-Proper/improper payment
-Basis for decision
-Explanation of unusual
delays

Coding Coded correctly

Action/Verification

Verification statements obtained

Claimant rebuttal obtained
Determination issued

Matches information on
documentation

SSI

from income source
-Discrepancies resolved
-Supplemental Check(s)
-Overpayment established

Matches information on
documentation

Local Office work

obtained

Rebuttal statement(s)

obtained

Nonmonetary determination(s)
issued

Matches information on
documentation

Narrative Summary

Supported by documentation in
file

Signature of interpreter

Nonmonetary determination(s)

Overpayment/underpayment actions

Formal actions by other
SESA units

-Appeals

-Fraud

-Local Office

Matches information on
documentation




5. Determ ne and G assify Exceptions Found in Case Review. A
system for classifying exceptions to QC nethodol ogy has been
established. Fromthis classification system a coding structure
suitable for use in the Regional Ofice BQC Federal Mnitoring
System (see ET Handbook No. 404) has been devel oped to record

i nformati on about inadequaci es and exceptions to the required QC
nmet hodol ogy that are detected in case investigations. The
Exception Codes are used for determning the QC unit's adherence
to the investigative requirenents established in ET Handbook No.
395.

a. Definition of Case Exception. An exception arises
In a QC case when a reasonabl e question exists regarding the
adequacy of the investigation or the accuracy of the coding of
the findings. Exceptions occur whenever the SESA investi gator
does not do one or nore of the follow ng:

- ldentify all issues;
- Pursue all issues to a supportable concl usion;
- Properly resolve all issues identified;

- Foll ow requi red QC net hodol ogy and procedures;

- Accurately code and enter the case information into
t he QC data base.

b. Description of Exception Code System. The
exception coding structure has been devel oped to descri be
| nadequaci es detected in a case investigation. Exception Codes
are directly derived fromthe requirements prescribed in ET
Handbook No. 395. Each Exception Code consists of two 3-digit
conponents. These conponent codes are:

(1) First three diqgits:

- Requirenent Code - Athree-digit code used to
classify investigative i nadequaci es and i nconsi stencies
with uniform QC requirenents as found in ET Handbook
No. 395. These codes fall into several categories
(series): ldentification, Pursuit, Resolution,
Procedures, and Codi ng.

(2) Second three digits - There are three types:

- Issue Code - Athree-digit code used to classify the
type of eligibility issue related to the exception
f ound.

- Process Point Code - A three-digit code used
to classify the type of required QC process or
activity that relates to the exception found.




- DCI Code - Athree-digit code used to classify
the Data El enent which was entered incorrectly.

Each Exception Code begins with a Requirement Code. Select a
Requi renment Code fromthe following five series:

- ldentification Series: The Q unit did not
identify an issue.

- Pursuit Series: The QC unit did not pursue an
I ssue to a supportabl e concl usion.

- Resolution Series: The Q unit did not
properly resolve an issue.

- Procedure Series: The QC unit did not apply QC
procedures correctly.

- Coding Series: The QC unit did not code the
case accurately.

Sel ections fromthe Identification, Pursuit, and Resol ution
Series of the Requirenent Codes are matched with the three-digit
| ssue Code which best describes the type of eligibility issue
affected. Selections fromthe Procedures Series of the

Requi rement Codes are matched with the three-digit Process Point
Code which best describes the exception. The Coding Series
Requi rements are matched with the DCl itemthat has been coded

I naccurately. Each independently arising exception is to be
coded and recorded separately. See Figure V-3 on the next page
for a summary of the Requirenent, |ssue, Process, and DCl codes
and see section 7. of this chapter for the definitions of each
code. (A full page copy of all QC Exception Codes is located in
Appendi x G)

The third digit in the Requirenent Codes, |ssue Codes, and
Process Point Codes has been reserved for Regional Ofice use.
The Regi ons may choose to leave it as a zero or substitute
single-digit codes that will enable themto identify additiona
factors that will aid technical assistance activities.
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v6 /T

EXCEPTI ON_CODE SUMVARY SHEET

REQUI REMENT CODES

I DENTI FI CATION SERIES THE QC UNIT DI D NOT | DENTI FY AN
| SSUE

110 The unidentified issue could potentially effect
t he Key

Week.

120 The unidentified issue could not effect the Key
Week

PURSU T SERIES The QC UNIT DID NOT PURSUE | SSUES TO A
| SUPPORTABLE CONCLUSI ON

210 Obtain adequate facts fromthe enpl oyer.
220 Obtain adequate facts fromthe clai nmant.
230 Obtain adequate facts fromthird parties.
240 (Obtain adequate facts from SESA.

250 Obtain a necessary rebuttal.

unit for

260 Refer to another pursuit.

270 Oher, not el sewhere classified.

RESOLUTI ON SERIES THE QC UNIT DID NOT PROPERLY RESOLVE
| SSUE |

310 Issue a nonetary redeterm nation.

320 Issue a nonnonetary determ nation or
redeterm nation.

330 Issue a nonetary redeterm nation consistent with
witten |

State | aw policy.

340 Issue a formal/informal nonnonetary determ nati
o redetermination consistent with witten State |
l policy
350| Afford due process.
360| Take ot her actions.
370| | ssue formal warnings.
380: O her, not el sewhere classified.
1

-1
PROCEDURE SERIES THE QC UNIT DID NOT APPLY QC PROCEDURH

CORRECTLY

410 Include docunentation.

420 Properly record information

430 Conduct interviews as required, or explain
440 Attend appeal hearings, or explain.
450 Follow Interstate procedures, or explain.
460 Account for all sanpled cases/enter date into t
system |
470 O her, not el sewhere classified.
1

-1
CODING SERIES THE QC UNIT DID NOT CODE THE CASE ACCURAT

on

aw/

oa yim

‘s Jaqunu
‘Sapop anss| Y1 m yoslau Jeyl
“JooUS AJAauuUNg apo) UO 11d99xg

ELY

510 Process date accurately, careless.

520 Process data accurately, msunderstanding.

‘SapoD 11U 104 SS990.id
199ys AJauuns s 1yl

yslau Jeyl sapoy luausltinbay 8yl pue

sapo) 1uaualinbay ayil salelsisn|||
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1
OTHER M scel | aneous
—

900 Gossly inconmplete (case cannot be reviewed
wi t hout
significant inprovenent)

| SSUE CODE

The REQUI REMENT exception relates to an | SSUE i nvol vi ng:

010 Mnetary Eligibility

020 Covered Enpl oynent

030 Dependency

040 Requalifying Wages/Wrk on Subsequent Benefit
Year

050 Seasonal Wage Credits

060 Enpl oyed

070 Separation, voluntary quit

080 Separation, discharge

090 Labor Dispute

110 Work Refusal

120 Renpval of a disqualification

130 Able to Wirk

140 Available for Wrk

150 Actively Seeking Wrk

160 Oher Eligibility Issues

170 Between Terns Deni al

180 |Issuance of Overpaynent/Underpaynent Actions

190 Disqualifying Wages

210 Disqualifying Inconme

220 Fraud/ M srepresentation

230 Enpl oynment Service (Job Service) Registration

240 Alien Status

250 O her Issues, not el sewhere classified

PROCESS PO NT CODES
|| The REQUI REMENT exception relates to an investigative
PROCESS
i nvol vi ng:

100 SESA records

200 Claimant Interviews

300 Base Period Wage Verifications

400 Enpl oyer Separation Statenents

500 Wbirk Search, Union, Private Enpl oynent Agency
Interviews/Verifications

600
700
800
900

O her Income, Wrk and Earnings Verifications
Agency Policy Statenents

Case Conpl etion/Summary of |nvestigations

Ot her Process Points, not el sewhere classified

DCl | TEM

The REQUI REMENT exception relates to one of the DCl

tens.

BO1 through B13
CO1 t hrough C09
D01 through D08
EO1 through E19

000

FO1 t hrough F13
&1 through Gl5
HO1 t hrough H11
El 01 through EI 08

I nvestigation grossly inconplete



6. Recording Exceptions. Findings fromcase review nust be recorded in sufficient detail to
identify the case, provide for discussion with the appropriate SESA staff, and maintain
docunentati on about the review for entry into the BQC Federal Monitoring System The follow ng
i nformation nmust be recorded:

Case identifier

- Investigator identification

- Exception Code

- Correct DCl Entry if appropriate
- Disposition Code

- Found ID

- Resolved ID

The Monitor D scussion Report generated by the automated system provides the first three entries
above plus other information useful to the reviewer and is recommended for use. Figure V-4 on
the foll owi ng page presents a facsimle of the system generated Monitor D scussion Report. |If
any other formis used to record review findings, the reviewer nust be sure to obtain al
information required for discussion with the QCS and subsequent entry into the automated system

Exceptions must be entered into the automated system followi ng review. Cases which are sanpl ed
but not reviewed will be identified by the systemdue to a lack of entry. The systemwl|
i nclude them as non-revi ewed cases on the next Sanple Sel ection Report.
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Figure V-4

Worksheet. Facsim |l e of Regional Mnitor Discussion Form
_—
Report Date: mi dd/yyyy
REG ONAL MONI TOR DI SCUSSI ON FORM
State: New Jer sey RO case #:
92028
Batch #: 9141 RO Case Review | D: paul h
Seq #: 9
BYB: 01/27/ 1991 I nvestigator: 41
KW Dat e: 09/ 28/ 1991 First Assigned: 10/ 15/ 1991
KW Act i on: 1 Reassi gned: N
Supv Rev Conp: 0
Days to Inv Case: 88
Days to Supv C ose: 0
Days to Conpl: 88
EXCEP EXCEPTI ON CORRECT DI SP FOUND RESOLVED
# CCODE DCl CCODE 1D 1D
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7. Conpleting the Monitor Discussion Form. Figure V-4 (previous page)
is a facsimle of the Monitor Discussion Form Either this formor a

variation which includes all pertinent information nust be conpleted for
all cases reviewed. All exceptions noted during the review of the case

nmust be docunented in conplete narrative detail. This information is to
be used for discussion with the SESA QC supervisor to clarify whether or
not an exception actually exists. |If it is established that an

exception does exist, the narrative provided on the Mnitor D scussion
Form (or acceptable variation) is to be used for followup action on the
exception(s) to ascertain that proper corrective action has been taken.
A separate discussion formis conpleted for each case.

a. Initial Entry of Exceptions

(1) Exception Code. Space is provided for the nonitor to enter
the 6-digit Exception Code. The Exception Code should be entered when
detected. Changes can be nmade to the entry after discussion with the
supervisor, if necessary.

(2) Correct DCl Value. Wen an exception is detected in the
coding series, enter the correct DCl val ue needed to correct the
exception. The Regional Mnitoring software is equipped with an
Automatic DCI Checking feature which will not allow a case to be cl osed
at the RO level until the data on the State DCl agrees with the field
| abel ed "correct DCl val ue" entered by the nonitor on the "Xceptions”
screen.

(3) Disposition. D scuss the exception(s) wth the SESA QC
supervi sor and attenpt to reach a consensus as to the resolution of the
exception. Enter the appropriate D sposition Code as described in
7.b.(4), page V-26.

(4) Found ID. Enter the Identifier of the reviewer who detected
t he excepti on.

(5 Resolved ID. Enter the lIdentifier of the revi ewer who
resol ved the exception

(6) Coments. Provide sufficient narrative as to the type and
cause of the exception(s) to docunment and descri be the exception and
provide a trail to properly review the case during the followup visit.
The expl anation should be nore case specific than the itens listed on
the Investigative Requirenent Exception Codes. Wen an exception is
pending correction, it is inportant that the associated data el ement be
reviewed in followup visits.
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b. Followup Entries. |If the SESA QC supervisor and the Regi onal
O fice Mnitor cannot reach a consensus, the nonitor should foll ow
di spute resol ution procedures described in Chapter VII and use

Di sposition Code "4 - Pending.” |If a consensus is reached at a l|ater
date, the Disposition Code should be changed to "2 - Resolved.” If it
is still not possible to reach a consensus after followi ng the D spute

Resol uti on procedures, the Disposition Code should be changed to "3 -
Di sputed. "

(1) During subsequent reviews, no further entry is needed if the
status of the exception is unchanged.

(2) If aclarification is requested/required prior to final
resol ution, Disposition Code "4 - Pending" should be used.

Data recorded on the Monitor D scussion Form nust be recorded in the
automated system This will trigger a followup report if the action
has not been resolved during the initial or subsequent visit(s). Wen
action is conpleted on each exception(s), details nust be noted on the
di scussion form being used as a guide for subsequent reviews. Wen
final action on all exceptions for a case is conpleted, the D sposition
Code on the discussion formis changed to "2 - Resolved.” (Al codes 4
and 5 nmust ultimately be resolved as codes 1, 2, or 3.) The discussion
formcontaining the narrative detail of the exception nust be kept for
Regi onal O fice docunentation. This copy should be retained in the case
file for the use of the rereviewer even if it is determned in

di scussion with the QC supervisor that no exception exists.

(3) Record the Exception Code(s), if appropriate, after discussion
with the SESA QC Supervisor. |f a case has nore than one exception,
separate entries nust be nmade, but only one exception should be coded
for each independently arising issue. For exanple, if an issue is not
identified, this is the exception which is coded; failure to conduct
fact-finding or properly resolve the issue would not be coded an
exception.

Simlarly, if failure to pursue a separation issue were the

i ndependently arising issue, an exception should be coded for failure to
obtai n adequate facts fromeither the enployer or the claimant but not
both parties.

Each i nstance of an exception should be recorded even though it occurs
I n every case reviewed. Any question |eft unanswered w thout adequate
expl anati on shoul d be coded as an exception. However, multi-part
questions that are inconplete should be coded as one exception
regardl ess of the nunber of inconplete itens. Any discrepancy in

I nformati on gathered by an investigator which was not explained in a
mar gi nal note or, if necessary, did not lead to a fact-finding statenent
shoul d be coded as an exception. Incorrect data requested by the SESA
QC investigator should be coded as an exception even though apparently
correct information was obtained despite the error in requesting the

i nf ormati on.
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Codi ng Exceptions should al so be coded only for each independently
arising DCl error. For exanple, if before investigation and after

I nvestigation fields do not change as a result of the investigation, but
both are coded wong due to the erroneous coding of the before field,
then only one error has occurred. |If both were independently coded
wong, then there would be two errors and two exceptions. If a work
search contact is coded acceptable and the nonitor determnes it is
unverifiable, then even though two fields are affected there is only one
error and only one exception is coded. Selection of the best exception
code shoul d be determ ned by using the detailed instructions and
definitions |listed bel ow

(a) How to Handle Cases with No Exceptions. |If there are no
exceptions in the case, proceed to the "Di sposition" colum, and enter
"1". This code indicates the case is approved w thout any exceptions

(see section 7.b.(4), p. V-26).

(b) How to Handle Cases with Exceptions. Wen the QC nonitor
determ nes that an exception has occurred, the nonitor should select the
conbi nati onof codes nobst descriptive of the inadequacy. The flow chart
in FigureV-5 (next page) illustrates the process used for classifying
t he exceptions.
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FIG V-5

Exception Codes Flow Chart. This chart illustrates the process utilized
for determning the Exception Code to assign for the exception detected.

Figure V-5
Exception Codes Flow Chart. This illustrates the process utilized for determining the Exception
Code to assign for the exception detected.

Review case file

Close the case in
the RO Automatic
System

Review the
Requirement
exception codes

y
No |Match with onsor Dacuesion Discuss case | |CeioriNg oo
foperly IDENTIFIED? > mmmmepl ISSUE code ey With QQ b dlispoOsition in the
SERIES) (010-250) o aerpasle Supervisor RO Automated
v
Wasistue No |Match with ISSUE
foperly PURSUED? - code
<?>/ZSE\RIES> (010-250)
Yes
v
%@ No Me&tch with ISSUE
operly RESOLVED? Sl cOdE
(300.SERIES) (010-250)
|
Yes |
v
l No Match with
PROCESS POINT
:Spec'sg@%z? ¥ code
(100-900)
Match with DCI
item
(B1-H11)
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Detailed definitions of each Exception Code conponent foll ow.

REQUI REMENT CODES

| DENTI FI CATION SERIES. THE QC UNIT DI D NOT | DENTI FY AN | SSUE

Begi n the process of selecting an exception code by review ng the
Identification Series first. Codes fromthis series should be sel ected
only if an issue was not positively identified. An issue has been
positively identified if there is sone docunmentation that shows
recognition of the existence of the issue by the QC unit.

For QC purposes, the word issue is generally defined as follows:

An issue is any situation in which a reasonabl e question exists as
to the past, present, or future rights to unenploynent insurance
benefits for the key week or other benefit weeks.

An exanple of an issue that is not identified properly is the claimant's
mention of a Key Week job refusal with no evidence of recognition or
pursuit of the issue by the QC investigator.

Even if other problens exist in the Pursuit, Resolution, Procedure, or
Coding Series arising fromissue identification exceptions, the case
shoul d be coded in the Identification Series. Once an issue

i dentification exception has been found, the nonitor should select the
code which better describes the exception fromthe foll ow ng codes.

110 - The unidentified issue could potentially affect the Key Wek.

Thi s code should be selected for any issue which could potentially
af fect the paynent of
the Key Week

120 - The unidentified issue could not affect the Key Wek.

Thi s code should be selected only for those issues which could have
no possi ble affect on

the paynent of the Key Wek. For exanple, a one-week denial of
benefits for |ack of

avai lability four weeks prior to the Key Wek. (Non-Key Wek
i ssues that devel op nust be

pursued and resol ved, but the QC investigation should not be
structured to detect them)

PURSU T SERIES. THE QC UNIT DID NOT PURSUE AN | SSUE TO A SUPPORTABLE
CONCLUSI ON.

Sel ection of codes fromthe Pursuit Series should be considered only
after the nonitor has first considered selection fromthe Identification
Series codes. Pursuit Series codes are to be
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consi dered for selection only if there is evidence that an issue has
been positively identified by the QC unit, but the subsequent pursuit of
that issue is found to be inadequate. |Inadequate issue pursuit is

I ndi cated when the nonitor exam nes the facts of a case and there is not
substantial evidence to support a concl usion.

An exanpl e of an issue not being pursued properly is that of obtaining
i nformation fromthe enployer that the claimant was di scharged for

unaut hori zed absences fromwork, but failing to seek or obtain evidence
on the reasons for the absences, dates that the absences occurred,

warni ngs to the claimant, or behavior after the warnings.

Docunent ati on nust be certain and exact. It nust contain essential
facts. |If a fact is mssing or its absence is not adequately expl ai ned,
and the fact is necessary to the resolution of the issue, an exception
nmust be coded. The case cannot stand on its own nerit if it has not
been pursued to a supportabl e concl usion.

The investigator nust conduct new and original fact-finding on newy
arising issues, or on previous issues that were not adequately

adj udi cated. Facts nust be verified on previously

resol ved i ssues affecting the Key Wek which appear to have been handl ed
properly. These codes relate to the quality of the investigation. Each
code applies to either clainmant, enployer, or third party.

"New and original fact-finding" neans interview ng the best w tnesses
avai l abl e, obtaining the best evidence avail able, and using open-ended
inquiries. New and original fact-finding is applied not only to newy
arising issues, but also to those developed in attenpted verification
(see next paragraph). It nust be done in accordance with QC

i nvestigative procedures or an adequate explanation nust be provided of
why an alternative nethod was used or why it was not done.

"Verify facts"” means confirm ng previously established statenents,
reviewm ng previously established records, and using controlling
inquiries. Verification of facts is applied to previously resolved

i ssues, but if a new issue is thereby devel oped, new and original fact-
finding is enployed. (See previous paragraph.) It nust be done in
accordance with QC investigative procedures or an adequate expl anation
nmust be provided as to why an alternative nethod was used or why it was
not done. Even if other problens exist in the Resolution, Procedure, or
Coding Series arising fromissue pursuit exceptions, the case should be
coded in the Pursuit Series. Once an issue pursuit exception has been
I dentified, the nonitor should select the code which best describes the
exception fromthe followng Iist of codes.

210 - Obtain adequate facts fromthe enpl oyer
This code is sel ected when the case contains documentati on
to prove that the investigator realized there was an issue
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or a question concerning the claimant's past, present, or

future right to benefits, but the facts are not adequate to
correctly resolve the issue. All errors and/or om ssions arising
in the collection of facts prior to the point at which the actual
decision is made are coded in this series. Facts may be inadequate
i f they do not cover all aspects of the issue which are required
under standard principles of adjudication and any special facts

whi ch may be required under SESA policies. [ET Handbook No. 301, A
Per f ormance Based Quality Control Program for Nonnonetary

Adj udi cation (QPl) can be used as a reference tool in determning
all facts necessary to properly adjudicate the issue.] |If any
necessary information is mssing and there is no acceptable

expl anation of the investigator's inability to secure the

I nformation, the facts are inadequate.

Do not code the fact-finding as inadequate if there is
docunentation that the QC unit attenpted to obtain

I nformati on and has provi ded an adequat e expl anation for the
inability to get nore detailed information

220 - Obtain adequate facts fromthe clai mant.

Sane as the definition for 210, only applies to the
cl ai mant .

230 - Obtain adequate facts fromthird parties.

Sane as the definition for 210, only applies to third
parti es.

240 - Obtain adequate facts from SESA.

Sane as the definition for 210, only applies to the SESA

250 - Ontain/attenpt to obtain a necessary rebuttal

This code is selected when the docunentation in the file
establishes that one of the interested parties was not given an
opportunity for rebuttal. Al parties nust be afforded the
opportunity to present rebuttal to information which is in conflict
with information which they have presented, if the conflicting
facts are to be used to resolve the issue. It is not required that
t he investigator obtain agreenent between the conflicting
statenents, but the parties nust be apprised of the information and
gi ven the opportunity to present information which is favorable to
their respective case. Qpportunity for rebuttal nust be offered
for both nonetary and nonnonetary determ nations, clainmnt and

enpl oyer alike, irrespective of whether finality of the State | aw



operates. Rebuttal includes not only the opportunity to offer
opposi ng facts, but includes the opportunity to argue or explain
the facts or suggest other sources where facts can be found.
Qpportunities for

rebuttal can be initially pursued in person, by phone, or by mail,
but if an issue develops, it nust be pursued in accordance with QC
i nvestigative procedures.

260 - Refer to another unit for pursuit.

This code is selected when an issue that should have been pursued
by a unit other than the QC unit has not been referred to the
appropriate unit for action.

270 - Ot her, not el sewhere classified.

RESOLUTI ON SERIES. THE QC UNIT DI D NOT PROPERLY RESOLVE
| SSUE.

Sel ection of codes fromthe Resolution Series should be considered only
after the nonitor has first considered selection fromthe Identification
and Pursuit Series. This series is selected only if issues have been
properly identified and have been pursued so that substantial evidence
I's avail able to support a proper conclusion. This Series applies not
only to the QC unit, but also to non-QC units which nmay have the power
to act.

An exanpl e of an issue that has not been properly resolved is a
situation where the facts of a given case and State law require that a
recover abl e over paynment be established, but the action has not been
taken by the agency.

Even if other problens exist in the Procedure or Coding Series arising
fromissue resolution exceptions, the case should be coded in the

Resol ution Series. Once an issue resolution exception has been

i dentified, the nonitor should select the code which best describes the
exception fromthe followng |ist of codes.

310 - Issue a nonetary redeterm nation.

This code is selected when the issue has been identified and
pursued to a supportable conclusion but a nonetary redeterm nation
has not been issued.

320 - Issue a nonnonetary determ nation or redeterm nation

Sane definition as 310, only applies to nonnonetary
det erm nati ons.

330 - Issue a nonetary redeterm nation consistent with State
witten | aw and policy.

This code is selected when all issues have been identified, pursued
to a supportable conclusion, and a redeterm nati on has been issued,




but the decision is incorrect based on the facts and State witten
| aw and policy.



340 - Issue a formal/informal nonnonetary determ nation or
redeterm nati on consistent with State witten | aw and

pol i cy.

Sane definition as 330, only applies to nonnonetary
det erm nati ons.

350 - Afford due process.

Thi s code should be sel ected when the claimant's rights have been
substantively conmprom sed. This is the case with respect to the
Secretary's Standard for Clains Determ nations, the principles
announced by the U S. Suprenme Court in JAVA, or other principles
of fair hearing enbodied in Section 303(a)(3) of the Soci al
Security Act. For exanple, a determ nation was printed but not

| ssued, appeal rights are mssing, or the determnation fails to
state grounds in such a way that a reasonabl e person could raise a
pr ot est.

360 - Take other required actions.

This code woul d be sel ected when the docunentation contained in the
case record proves that an action should have been taken, but the
record establishes the fact that the action was never taken. This
applies to both QC and non-QC units, if the issue was properly

I dentified and pursued, but has not been resolved by action. This
woul d include instances where a nonetary redeterm nation is

requi red, but the QC unit did not refer the case to the appropriate
unit for issuance of the redeterm nation; or a nonetary
redeterm nati on was issued, but supplenental checks were never

i ssued. Anot her exanple would be where the i nvestigation is
conplete and clearly establishes fraud, but the QC unit did not
refer the case to the Fraud Unit for issuance of a nonnonetary
determ nati on.

370 - Issue formal warnings.

Thi s code should be used only in those States having a | egal
provision and/or a witten policy which requires the issuance of a
witten, formal warning. |t should be sel ected when the case
contains all of the documentation necessary to prove that a formal
war ni ng shoul d have been issued, but was not issued or was

i mproperly issued.

380 - O her, not el sewhere classified.

PROCEDURE SERIES. THE QC UNIT DI D NOT APPLY QC PROCEDURES
CORRECTLY.

ET Handbook No. 395 establishes specific procedures and processes which
nmust be followed for conducting QC investigations to ensure the
integrity of the data collected. An exanple of a Procedures
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Series exception is this: An in-person work search contact is verified
by mail (and there is no explanation or an unacceptabl e reason for not
verifying the contact in-person).

| f a procedural inadequacy results also in coding exceptions (see Coding
Series section which follows) the exception should be recorded only in
this series.

Once a QC procedural exception has been identified, the nonitor should
sel ect the code which best describes the exception fromthe follow ng
i st of codes.

410 - | nclude Docunentati on.

This code should be selected only when the QC Unit failed to obtain
docunent ati on which woul d establish that the required procedures
had been followed. (The docunent is missing.) It nust be clearly
proven that the State foll owed prescribed QC procedures and took

t he necessary action but failed to docunent the action. (Required
docunentation includes, at a mninmum a copy of all agency
docunents fromthe claimant's original file and any docunents
pertaining to the QC investigation as described in Chapter VII of
ET Handbook No. 395.)

420 - Properly record information.
Thi s requirenent code should be selected for any situation in which

the docunent is included in the file, but contains an inadequacy.
It includes, but is not limted to:

m ssing answers on a QC form

m ssing explanation for discrepancies on a QC form
i nadequat e expl anation of inconsistencies on a QC form
m ssing signatures and dates

- inadequate or inconplete Summary of |nvestigation
430 - Conduct interviews as required, or adequatel y
explain why it was not possible to do so.

Thi s code woul d be used when:

- the claimant interview was not conducted in-person and adequate
effort to obtain an in-person interview was not nmade or not
adequat el y expl ai ned.

- an in-person work search contact was not verified in-person and

adequate effort to verify in-person was not made or not adequately
expl ai ned.
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- a QC contact was not nade by either the primary or secondary
met hods for obtaining informati on and an adequate expl anati on was
not provi ded.

“"New and original fact-finding" was not done in accordance with
QC investigative procedures and adequate expl anati on was not
provi ded.

440 - Attend appeal hearing or provide an adequate expl anati on
for non-attendance.

Al'l appeal s hearings resulting from QC determ nati ons nust be
attended by the QC investigator responsible for obtaining the
information which led to the determ nation. See ET Handbook No.
395, Investigative Requirenments, Chapter VI.

450 - Follow required Interstate procedures.

Thi s code shoul d be selected when there is evidence in the file
that the QC unit did not use the prescribed Interstate procedures.

460 - Account for all sanpled cases/enter data into the system

Thi s code should be selected if a case cannot be | ocated for review
or if a sanpled case has not been included in the SESA data base.

470 - O her, not el sewhere classified.
This covers any procedural requirenment not previously listed.

CODING SERIES. THE QC UNIT DD NOT CODE THE CASE ACCURATELY.

This requirenent category is used to describe any exceptions that relate
to entering case information into the Data Coll ection Instrunment (DCl).
The Coding Series codes are to be considered for selection only if there
i s evidence that an issue has been positively identified by the QC Unit,
t he subsequent pursuit of that issue was adequate, the resolution is
proper, and correct QC procedures were followed as required, but the
case i s coded inaccurately.

An exanpl e of a Coding Series exception is an overpaynent that
has been established by QC in the amobunt of $100, but has been coded as
$1000.

Once a QC codi ng exception has been identified, the nonitor should

sel ect the code which best describes the exception fromthe foll ow ng
i st of codes.
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510 - Process data accurately - unintentional

This code woul d be used for any coding error that appears to be
i nadvertent. It includes, but is not limted to:

- Data entry errors

- Computation errors

- Transcription errors

- Transposition errors

520 - Process data accurately - msinterpretation.

This code would be selected if the error in coding a data el enent
was caused by investigator msinterpretation of a data el enent
definition.

900 - Grossly Inconplete - nonitor determ nes that

i nvestigation of the case is inconplete and that further reviewis
not warranted; or requires reinvestigation (e.g., wong week

i nvesti gat ed) .

This code is NOT to be used_siwolv because an excessive
nunber of errors was found in the case.

| SSUE CODES

The 23 issue description codes are used to classify the specific issues
relating to exceptions coded in Requirenent Codes for Identification
Pursuit, and Resolution Series.

Once a Requirenent exception fromthe Identification, Pursuit, or
Resol ution Series has been identified, the nonitor should sel ect the
| ssue Code which best describes the exception fromthe codes which
follow (Definitions of each issue listed bel ow include, but are not
limted to, those found in Workload Validation and the QPl.)

The REQUI REMENT exception relates to an | SSUE i nvol vi ng:

010 - Monetary eligibility

020 - Covered enpl oynent

030 - Dependency

040 - Requalifying wages/work on subsequent benefit year
050 - Seasonal wage credits

060 - Enpl oyed

070 - Separation, voluntary quit

080 - Separation, discharge

090 - Labor dispute
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110 - Work refusal

120 - Renoval of a disqualification

130 - Able to work

140 - Avail able for work

150 - Actively seeking work

160 - O her eligibility issues

170 - Between-terns deni al

180 - Issuance of overpaynent/under paynent actions
190 - Disqualifying wages

210 - Disqualifying incone

220 - Fraud/ m srepresentation

230 - Enploynent Service (Job Service) registration
240 - Alien status

250 - Ot her issues, not elsewhere classified

PROCESS PO NT CODES

The nine Process Codes |isted bel ow have been devel oped to be used in
conjunction with the Procedure Series Requirement Codes. Once an
exception has been identified in the Procedure Series, the nonitor
shoul d sel ect the code which best describes the QC process that was not
adequat el y handl ed.

100 - SESA clains/tax records (both original & after
i nvesti gation)

200 - Caimant interviews

300 - Base period wage verifications

400 - Enpl oyer separation statenents

500 - Work search, union, private enpl oynment agency

I nterviews/verifications

600 - Ot her inconme, work and earnings verifications

700 - Agency policy statenments

800 - Case conpl etion/summary of investigation

900 - OQther process points, not el sewhere classified

DATA COLLECTI ON I NSTRUMENT (DCl) | TEM

The actual DCl item should be recorded as the second part of any
exception code which relates to the Requirenent Coding Series. Select
the DCl itemthat relates to the specific case using the Investigative
Requi renments Crosswal k as a reference tool (Appendix E)

For exanple, the QC Unit incorrectly recorded the anount of base period
wages before investigation by transposing the nunbers. This exception
woul d be recorded as 510 E3. Code 510 was used because the error was
careless in nature and E3 is the DCl itemthat was coded incorrectly.
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(4) Disposition Codes. Disposition Codes are used to record the
current status of the case. The "D sposition" colum should be

conpl eted for cases with exception(s) only after the exception(s) has
been di scussed with the SESA QC supervisor. Record one of the follow ng
codes:

1 - Approved. The case has no exceptions. This code constitutes
noni tor approval and sign-off.

2 - Resolved. Wen all exceptions in the case have been corrected
or it is agreed that no correction will be made, the disposition
code will be "2 - Resolved.”" (E g., Wrk Search Verification is
properly conpleted and signed, but not dated; the nonitor and QC
SESA supervisor agree to correct the problemin the future but not
to take action on the particular case.) This code constitutes
noni tor approval of the changes and nmonitor sign-off. (If any
correction agreed to is not made before the nonitor departs, the
case will be coded "4 - Pending.")

3 - Disputed. The case cannot be resol ved between SESA and
Regional O fice nonitor. This code constitutes final action and
noni tor sign-off.

4 - Pending. The case exception(s) has been discussed with the
SESA QC supervisor and corrective action has been agreed upon, but
not conpleted. It designates work-in-progress and does not
constitute nonitor sign-off. (This entry will trigger a list of
cases for follow up review through the Regional Ofice tracking
system)

5 - Reviewed but not D scussed. The case has been reviewed
conpletely and the nonitor discussion formlists an exception, but
t he supervisor and the nonitor have not yet discussed the
exceptions and reached agreenent on disposition. |t designates
wor k-i n-progress and does not constitute nonitor sign-off. (This
entry will trigger a list of cases for followup review through
the Regional Ofice automated system)

NOTE: Wien the nonitor returns to the Regional Ofice, the results
of the Mnitor Discussion Forms nust be entered on the Regional

O fice BQC Federal Mnitoring System under the Exceptions Recording
function. This will provide an automated tracking record for

anal yzi ng and provi ding feedback and assistance to the SESA to

i mprove the quality of QC operations.

8. Keeping lnvestigative Exception Tracking Logs. Chapter VI of this
handbook provi des detailed instructions for entering data on Regi onal
O fice automated systens. Refer to Chapter VI for instructions on
recordi ng dat a.
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9. Interstate Request Monitoring. Mnitoring of interstate requests
shoul d be integrated into the case review process. Interstate requests
will be reviewed as any other type of docunentation in the case file.

Accountability lies with the paying State which is ultimtely
responsible for the integrity of the investigation. Therefore, the
enphasis in nonitoring of QC interstate requests should be within the
paying State. The sanme standards of quality must be applied to
Interstate verifications as to intrastate verifications.

If there are problens with the verifications, the nonitor should work
with SESAs within his/her Region or Regional Ofice staff from other
Regi ons, as necessary, to resolve the problem

10. Personal Qpservation of the QC Investigators Techniques. One of
the goals of QC nonitoring is to assure that QC Requirenents are being
followed. As determ ned by the Regional Ofice nonitoring staff, it may
be necessary to acconpany the SESA QC investigator to the field. The
frequency of the field operation visit(s) will be at the discretion of
the Regional O fice consistent with avail able resources and program
needs.

11. Schedule. Segnents of review are schedul ed as foll ows:

a. Case Review. Ongoing (often enough to ensure an annual
speci fied case review sub-sanple is acconplished).

b. Exception Review. Quarterly and annually, based on Regi ona
O fice tracking record

c. Requirenment Determ nation. Annually, based on cumul ative
results of case findings and exception anal yses reports. (This
determ nation will not be made until sufficient data is collected and
anal yzed to establish benchmarks.)
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