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2.1 Overview

This chapter explains how to gather the information that is necessary to develop a case and support the eligibility determination.

The process for gathering information includes:
· making initial contact with the consumer; 

· 
· gathering identifying information; 

· determining whether DARS (or another agency) is the right resource to meet the consumer’s identified needs; 
· scheduling an appointment to complete an application for DARS services; 

· completing the application with the consumer; 

· explaining to the consumer: 

· the services to be provided; 

· DARS expectations of the consumer; and 

· the consumer’s rights; 

· obtaining all required signatures on the application and release forms; and 

· conducting a diagnostic interview. 

The term consumer refers to anyone who is a DARS customer at any point, from pre-application to case closure. 
2.2 Sources of Referrals

Numerous community sources—such as organizations, schools, clinics, employers, and doctors—refer persons to DARS for services. DARS staff members must accurately record the referral source in ReHabWorks. 
Some referral sources—such as the Department of Veteran’s Affairs, the Texas Department of Insurance, and the Division of Workers' Compensation—have specific processes that may affect the consumer's success. Outreach efforts are made by DARS staff members to inform potential referral sources about DARS rehabilitation programs and services and help them make appropriate referrals. 
More information about workers' compensation and managing referrals can be found on the following DRS forms, program Web pages, and guidance documents: 

· DARS3414, Vocational Rehabilitation Checklist for Consumers with Workers' Compensation Cases, which may be used to obtain and discuss important information with the consumer

· DARS3415 Workers' Compensation Contact Verification Letter, which is completed by DRS staff and provided to the consumer, when needed, to document the consumer’s participation in the vocational rehabilitation (VR) program

· Return to Work Services for Injured Employees guidance document

· Workers' Compensation program page
· Workers' Compensation Resources page
· Workers' Compensation Referrals to DARS guidance document


· 
· 
· 

2.3 Initial Contact

2.3.1 Overview 
Initial contact with a consumer may be made in person, by phone, in writing, or by email. The first contact with a consumer is a critical point in the vocational rehabilitation process. The consumer not only exchanges information with a DARS staff member, but also forms an impression about the staff member’s sincerity, concern, and professionalism. 
A successful exchange of information means that both the counselor and consumer fully understand what is being discussed. Communicate with the consumer in a way that best accommodates any limitations the consumer has. 

During the initial contact, develop an understanding of the consumer's needs. Determine the DARS program that seems most suited to meet those needs and explain the purpose of the program to the consumer.
Be familiar with the following programs and services: 

· Vocational Rehabilitation (both divisions)

· Independent Living Services (both divisions)

· Blind Children’s Vocational Discovery and Development Program (DBS)

· Comprehensive Rehabilitation Services (DRS)

· Blindness Education, Screening, and Treatment (DBS)

· Office for Deaf and Hard of Hearing Services (DRS)

· Business Enterprises of Texas (DBS)

After making initial contact with a consumer:

1. complete the initial contact page in ReHabWorks (RHW); 

2. complete (or meet with the consumer to complete) an application for services from the appropriate DARS office or division; and

3. provide the consumer with contact information for the office that the consumer is assigned to.
For additional instructions on completing the initial contact page in ReHabWorks (RHW), regardless of whether the consumer is applying for services from the Division for Blind Services (DBS) or Division for Rehabilitation Services (DRS), refer to the ReHabWorks User’s Guide (RUG).

2.3.2 Consumer Has an Open DRS Case

(Revised 08/15)

If the consumer has an open DRS case in a different supervisory unit, clarify whether the consumer is requesting a case transfer. If the consumer wants to transfer the case, refer to Chapter 19: Technical Information and References, 19.4.3 Transfer of Open Cases. 

If the consumer wants to continue receiving services through the assigned supervisory unit, provide the consumer with the contact information for: 

· the assigned unit; and 

· the assigned counselor. 

Document the contact in ReHabWorks (RHW).

If the consumer has a closed case, see 2.7 Opening a New Case or Adjusting the Phase of a Previously Closed Case. 
If the consumer has an open DBS case (that is, if the consumer’s primary disability is a visual impairment) and the consumer has another disability that requires additional support services:

1. inform the consumer that services can be coordinated between DBS and DRS simultaneously; and

2. contact the assigned DBS counselor to begin the process of coordinating services.
2.3.3 Consumer Needs DRS Services


The consumer must be assigned to a caseload when the initial contact is entered into ReHabWorks. (The consumer may be reassigned to another counselor at any time. For more information, refer to Chapter 19: Technical Information and References, 19.4 Transfer of Cases and Caseloads.) 
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 to Complete the Application). 

*An application for services must be completed within 30 calendar days of the initial contact. If the application cannot be completed within 30 calendar days, explain in the case file how a good-faith effort was made to meet the time standard.*

*Based on 34 CFR Section 361.41(a)

…
2.3.5 Obtaining a Temporary Social Security Number

(Revised 02/11)

If the consumer does not have a Social Security Number (SSN) or prefers not to provide it, ReHabWorks (RHW) assigns a temporary SSN. Do not select a random number for the consumer’s SSN. 
If the SSN that is entered is already assigned to another consumer in RHW:

1. verify the consumer’s SSN by viewing the consumer’s SSN card or other documentation; and
2. contact the DARS Help Desk for assistance resolving the situation. 
If the consumer later presents a Social Security card, replace the temporary (pseudo) SSN generated by RHW with the verified SSN.

2.3.6 Scheduling to Complete the Application

(Revised 02/11)

When scheduling an appointment to complete an application for services with a consumer, *determine the consumer's:
· language preference; and/or 

· need for: 

· a translator; 

· interpreter services for the deaf; 

· reasonable accommodations;* 
· assignment to a specialty caseload; and 

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

*Based on 34 CFR Section 361.37(a)

For information on obtaining language services, see Business Procedures Manual, Chapter 35: Language Services.

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

Ask the consumer to bring the appropriate records, including: 
· photo identification (for example, a driver’s license, state issued ID, school ID, passport, or military ID) and Social Security card (see 2.3.4 Social Security Number and 2.4.2 Documents Needed to Verify a Consumer’s Identification and Authorization for Employment);

· names and addresses of doctors seen recently;

· names and addresses of schools attended;

· information about medical insurance, including Medicaid and Medicare;

· a list of places worked, including the type of job, dates, reason for leaving, and salary;

· proof of income information for the consumer and for the consumer’s spouse or parents, if the parents or spouse claim the consumer as a dependent on their federal income tax, for example, a copy of a last pay stub, an award letter for Supplemental Security Income/ Social Security Disability Insurance (SSI/SSDI) or Veterans Affairs (VA), or a Notice of Payment for workers’ compensation (see Chapter 4: Assessing and Planning, 4.6.2 Types of Income, Liquid Assets, and Required Proof);

· proof of expenses related to the consumer’s monthly mortgage or rental payments, prescribed diets and medicines, debts imposed by court order, medical costs, and disability related expenses;

· names, addresses, and phone numbers of two people who know how to contact the consumer;

· reports of recent medical exams, school records, or other information that may help DARS understand the consumer’s disability; and 

· the consumer’s Ticket to Work, if the consumer is receiving Social Security disability benefits and has been issued one.

· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
If a consumer does not have some or all the information listed above, do not delay scheduling or completing the application for services. For additional information on the documentation that is required to determine a consumer’s eligibility and develop the Individualized Plan for Employment (IPE), refer to 2.3.4 Social Security Number, 2.4.2 Documents Needed to Verify a Consumer’s Identification and Authorization for Employment, and Chapter 4: Assessing and Planning. 

If the most appropriate program or provider is not yet determined, do not delay completing the application. If the consumer wants to apply for DARS services, the consumer must still be allowed to do so. 
If the consumer chooses to proceed with an application, do not delay initiating an assessment of the consumer’s eligibility for services. Ask the consumer to complete the application at the office where the consumer is making the consumer’s first contact.
If the services offered during the first contact meet the consumer’s needs but are offered by providers other than DARS and the consumer chooses not to apply: 
1. document the consumer’s decision clearly in a ReHabWorks case note; and 
2. close the case. 
2.4 Application

(Revised 09/29/14)

2.4.1 Overview

During the application process:
· 
· complete the application for services with the consumer; 

· conduct a diagnostic interview with the consumer; 

· explain to the consumer: 

· DARS expectations of the consumer; 

· the roles of the counselor and consumer; and 

· the consumer's rights; 

· obtain the signatures required on the application and on all other required forms to allow DRS to collect and disclose information; 

· offer the consumer the opportunity to register to vote; and 

· gather, review, and document the information necessary to determine whether the consumer is eligible for services. 
The information for the application can be entered into ReHabWorks by any DARS staff member. 
The counselor:

· completes the diagnostic interview; and 

· reviews the application and other documents submitted to determine whether the consumer is eligible for services.
2.4.2 Documents Needed to Verify a Consumer’s Identification and Authorization for Employment 
(Revised 06/09)


At the time that the consumer is applying for services, ask the consumer to provide original documents that establish that the consumer can work legally in the United States. 

If the consumer does not have the required documents:

1. allow the consumer to complete an application for services anyway; and

2. explain that, unless the consumer is eligible for Social Security disability benefits, the consumer must provide documents verifying the consumer’s identification and authorization for employment before DRS can determine the consumer’s eligibility for DRS services.

For more information about presumption of eligibility requirements, refer to Chapter 3: Eligibility, 3.2 Presumption of Eligibility for Social Security Recipients. 

Consumers who do not have the proper documents authorizing employment must obtain them because employers are required by federal law to request the documents when a consumer starts working. 

DRS may purchase a photo ID for the consumer, if needed, for work and work-related activities (for example, to apply for employment or drive a vehicle to work). For additional information on obtaining a Texas driver's license or ID card from the Texas Department of Public Safety, refer to Apply for a Texas Driver License.

Employment Authorization

To be eligible for vocational rehabilitation service, the consumer must provide DARS with: 

· one original, unexpired document from Column A, below; or 

· one original, unexpired document from both Column B and Column C, below. 

	List A
Documents that Establish Both Identity and Employment Authorization
	or
	List B
Documents that Establish Identity
	and
	List C
Documents that Establish Employment Authorization

	· U.S. Passport or U.S. Passport Card 

· 
· Permanent Resident Card or Alien Registration Receipt Card (Form I-551) 
· Foreign passport that contains a temporary I-551 stamp or temporary I-551 printed notation on a machine-readable immigrant visa 
· Employment Authorization Document that contains a photograph (Form I-766) 
· For a nonimmigrant alien authorized to work for a specific employer because of his or her status: a foreign passport; and Form I-94 or I-94A that has the following: (1) The same name as the passport; and (2) an endorsement of the alien’s nonimmigrant status, as long as that period of endorsement has not yet expired and the proposed employment is not in conflict with any restrictions or limitations identified on the form
· Passport from the Federated States of Micronesia (FSM) or the Republic of the Marshall Islands (RMI) with Form I-94 or Form I-94A, indicating nonimmigrant admission under the Compact of Free Association between the United States and the FSM or RMI
	· 
	· Driver’s license or ID card issued by a state or outlying possession of the United States, provided it contains a photograph or information such as name, date of birth, gender, height, eye color, and address 
· ID card issued by federal, state, or local government agencies or entities, provided it contains a photograph or information such as name, date of birth, gender, height, eye color, and address 
· School ID card with a photograph 
· Voter's registration card 
· U.S. Military card or draft record 
· Military dependent's ID card
· U.S. Coast Guard Merchant Mariner Card 
· Native American tribal document
· Driver’s license issued by a Canadian government authority
For persons under age 18 who are unable to present a document listed above:
· School record or report card
· Clinic, doctor, or hospital record 
· Day-care or nursery school record 
	
	· A Social Security Account Number card, unless the card includes one of the following restrictions: (1) Not valid for employment; (2) Valid for work only with INS authorization; or (3) Valid for work only with DHS authorization
· Certification of Birth Abroad issued by the Department of State (Form FS-545) 
· Certification of Report of Birth issued by the Department of State (Form DS-1350) 
· Original or certified copy of a birth certificate issued by a state, county, municipal authority, or territory of the United States bearing an official seal 
· Native American tribal document 
· U.S. Citizen ID Card (Form I-197) 
· Identification Card for Use of Resident Citizen in the United States (Form I-179) 
· Employment authorization document issued by the Department of Homeland Security 



Examine the documents presented. Expired documents cannot be accepted. If the documents are not expired, but will expire in the near future, counsel the consumer that unexpired documents are required by an employer.


Place in the case file a copy of the documents provided by the consumer. 
If the consumer is reluctant to allow the documents to be copied, or if a copy machine is not immediately available, for each document examined, enter the following information in a case note:

· document title; 

· issuing authority; 

· document number; and 

· expiration date (if any). 



…
2.4.4 Completing the Application

(Revised 06/10, 02/11, 09/14)

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 under which the consumer’s personal information is not kept confidential. For additional information, refer to the following guidance document: Situations Requiring Release of Confidential Consumer Information.

Explain in detail the expected outcomes and services related to the specific DRS program (for example, vocational rehabilitation, Independent Living Services, or Comprehensive Rehabilitation Services) that best meets the consumer's needs.

The information from the application is usually recorded electronically in ReHabWorks (RHW). See the ReHabWorks User’s Guide (RUG) for additional information on completing the application in ReHabWorks.. 
When RHW is not available:

1. enter the information from the application on the following forms: 
· DARS5056, DRS Application for Services
· DARS5057, DARS Application Statement—Vocational Rehabilitation Program
· DARS5058, DRS Application Statement—Independent Living Program 
· DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program; and 
2. enter the information from the applications into RHW as soon as possible. 
For more information, see 2.4.9 When DRS Staff Members May Enter a PIN on Behalf of a Consumer. Keep a copy of the signed paper application statement in the case file, even after the data has been entered in RHW.
Enter all information accurately. Most reports published by DARS for state and federal purposes are compiled from the information entered into RHW. The accuracy of the reports depends on the accuracy of the information in RHW. 
An application can be updated, as long as the case remains in application status. If an application needs to be updated when the case is no longer in application status, refer to the ReHabWorks Users Guide for information about requesting a data correction. 
…

2.4.6 Application Signatures

(Revised 02/11, 09/14)

Key Terms

Personal Identification Number (PIN) – A four-digit electronic signature used as a signature of authorization in ReHabWorks for the consumer, the consumer's representative, or the consumer's parent or guardian. 

ReHabWorks (RHW) – An automated tool (or electronic case management system) used to manage cases from initial contact to post closure. For more information about RHW, refer to the ReHabWorks Users Guide (RUG). 
Overview

Because RHW is an electronic system, the consumer’s signature on an application in RHW is recorded electronically. 
When RHW is not available, use one of the following online forms to record the signatures electronically:
· DARS5057, DARS Application Statement—Vocational Rehabilitation Program 
· DARS5058, DRS Application Statement—Independent Living Program
· DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program
The consumer signs the application electronically by using a PIN. See PIN Procedures, below. 

PIN Procedures

ReHabWorks automatically assigns the last four digits of a consumer’s Social Security number (SSN) as a pseudo (temporary) PIN when the initial contact is created. 
The consumer sets a new four-digit PIN: 
· before completing the application for services; and 
· at any time that the PIN is reset throughout the life of the case. 
For more information about setting and resetting a PIN in RHW, refer to the ReHabWorks User’s Guide, Chapter 8 PINs.
The consumer enters a PIN as a signature of authorization on the application and on all other electronic RHW documents that require a signature of authorization; for example, the Individualized Plan for Employment (IPE) and any IPE amendment. Encourage the consumer to use a number that is easy to remember and is not the last four digits of the consumer’s SSN. RHW uses the last four digits to create the pseudo PIN.Do not record the PIN in the case note.
PIN cards are available as DRS Stock Items. They 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.


1. 
· 
· 
2. 

Parent or Guardian Signature

(Revised 04/11)

The signature of either a parent or guardian is required when the consumer is: 

· a minor (that is, under 18 years of age); or 

· legally incompetent and assigned a legal guardian. 

Usually a foster parent is not the legal guardian for his or her foster child and cannot sign an application for services, releases, or the IPE on behalf of the child. The child’s managing conservator has the legal authority to sign these documents. Locate the conservator by contacting the nearest office of the Department of Family and Protective Services (DFPS).

A person who is under 18 years of age and legally married is not considered a minor under Texas law. 

When required, the parent or guardian sets a PIN in RHW. Encourage the parent or guardian to use a number that is easy to remember and is not the last four digits of the consumer’s SSN. RHW uses the last four digits to create a pseudo (temporary) PIN. Do not record the PIN in the case note. For more information about setting a PIN in RHW, refer to the ReHabWorks User’s Guide, Chapter 8 PINs.
When required, ask the parent or guardian to: 
· enter the PIN in the designated field on the RHW document; or 

· sign on the designated signature line on the paper version of the form. 

Representative’s 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 help facilitate communication and help 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.
When required, the representative sets a PIN in RHW. Encourage the representative to use a number that is easy to remember and is not the last four digits of the consumer’s SSN. RHW uses the last four digits to create the pseudo (temporary) PIN. Do not record the PIN in the case note. For more information about setting a PIN in RHW, refer to the ReHabWorks User’s Guide, Chapter 8 PINs.
When required, ask the representative to:
· enter the PIN in the designated PIN field on the RHW document; or 

· sign on the designated signature line on the paper version of the form. 

Resetting a Forgotten PIN
If the consumer cannot remember his or her PIN and RHW is available:
1. ask the area manager or the area manager’s designee to: 

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

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

2. ask the consumer to reset the PIN to a new number. 

To learn how to reset the consumer’s representative, parent, or guardian PIN, refer to the ReHabWorks User’s Guide, Chapter 8 PINs.

…

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

(Revised 02/11)

A personal identification number (PIN) is the equivalent of a legal signature. Do not enter it in ReHabWorks (RHW) without the direct consent and involvement of the consumer.

The only circumstances under which DRS staff members may enter a PIN in RHW on behalf of the consumer are as follows: 

· The consumer completed a paper application when RHW was not available 

· The consumer is not present when the PIN needs to be entered 

· The consumer cannot physically enter a PIN 


When RHW Is Not Available and a Paper Application Is Completed 
If RHW is not available when meeting with a consumer, proceed without delay by printing and completing one of the following paper applications, as appropriate:

1. 
· DARS5057, DARS Application Statement—Vocational Rehabilitation Program
· DARS5058, DRS Application Statement—Independent Living Program
· DARS5059, DRS Application Statement—Comprehensive Rehabilitation Program
· any other applicable forms
Tell the consumer that a pseudo (temporary) PIN is used to enter the information into RHW as soon as possible. 

As soon as RHW is available, create the pseudo PIN using one of the following two procedures, depending on the circumstance: 

If the consumer has already set his or her PIN, ask the area manager or the area manager’s designee to:
· reset the PIN to the last four digits of the consumer's Social Security number (SSN); and 

· document the action in a case note.
If the consumer has not already set his or her PIN: 
· sign the document for the consumer by using the last four digits of the consumer's SSN; 
· enter the information from the signed paper form into RHW; and 
· enter the pseudo PIN to sign the RHW form.
Document in a case note the use of the pseudo PIN and the reason for using it. 

Keep the signed paper application in the paper case file, even after recording the information in RHW. 
Ask the consumer to reset the PIN on his or her next visit to the DARS office, when RHW is available. 

Consumer Is Not Present

If a consumer calls to request a change in the consumer’s planned services or goals, ask the consumer to come into the office to enter the consumer’s PIN into RHW. 
If the consumer is not able to come into the office in a timely manner, ask 
the area manager or the area manager’s designee to: 

1. verify permission directly with the consumer; 

2. reset the PIN to the last four digits of the consumer's SSN; and 

3. document the reason for resetting PIN in a case note. 

When the consumer is present and RHW is available:
1. ask the consumer to reset the PIN to a new number; and 

2. document the action in a case note. 

Consumer Cannot Physically Enter the PIN

When a consumer cannot physically enter a PIN:
1. ask a coworker to serve as witness; 

2. enter the witness's name in RHW in the appropriate space; and 

3. enter a PIN for the consumer.

4. 
5. 
6. 



…
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