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B-204: Application
If VR staff cannot meet with the customer to complete the application for services at the time of the initial contact, the customer is scheduled for an appointment for the earliest possible date, but no later than 30 days after the date of the initial contact.
The Diagnostic Interview is typically scheduled with the VR counselor at the same time the application for services is completed. For information on the Diagnostic Interview, refer to B-205: Diagnostic Interview.
A customer is not required to be physically present in the VR office at the time of application for services, but the individual must be present in Texas to apply for VR services. The customer or their representative can participate by phone or complete the application at an off-site location, such as in a school or at their home. However, an application is not complete until a signature is obtained from the customer or the customer's authorized representative on the application for services.
When scheduling an appointment to complete an application for services with a customer, the VR staff determines the customer's:
· language preference; and/or
· need for: 
· a translator;
· sign-language interpreter services;
· reasonable accommodations;
· assignment to a specialty caseload; and
· other support services to facilitate the application and eligibility process.
…
B-204-6: Application Signatures
This content has been relocated to A-210: PIN Procedures.
Because RHW is an electronic system, signatures on an application in RHW is recorded electronically by using a PIN. See B-204-7: PIN Procedures, below.
When RHW is not available, print a copy of VR5057, Vocational Rehabilitation Program Application Statement, and has the customer sign the application statement. Inform the customer that a temporary (pseudo) PIN will be used to enter the information into RHW so that the service delivery process can begin. For additional instructions, see B-204-7: PIN Procedures, When VR Staff Members May Enter a PIN on Behalf of a Customer. Keep a copy of the signed application statement in the customer's paper case file.
If a customer does not have the legal authority to sign documents on their own, the legal guardian or representative MUST sign all documents.  However, as a best practice to ensure customer engagement in the VR process, the customer is also encouraged to sign documents that have been signed by their legal guardian or representative. For additional information, see A-200: Customer Rights and Legal Issues.
Customer Representative
If a representative is signing the application statements for the customer, the VR counselor explains to the customer that information in his or her case file will be made available to the representative. Regardless of whether or not the customer is legally able to sign documents for themselves or chooses to have a representative do this on their behalf, the customer must be involved in the application process.
For guidelines on establishing an individual or parent as the representative for the customer, see A-200: Customer Rights and Legal Issues.
Although the customer may choose whomever he or she wants as a representative, VR staff informs the customer that VR 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 D-200: Purchasing Goods and Services.
B-204-7: PIN Procedures
This content has been relocated to A-210: PIN Procedures.
RHW automatically assigns the last four digits of a customer's SSN as a pseudo (temporary) PIN when the initial contact is created.
The customer 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, see the ReHabWorks User's Guide, Chapter 8: PINs.
The customer 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 IPE and any IPE amendment.
When the customer is setting their PIN, VR staff encourages the customer to use a number that is easy to remember and is not the last four digits of the customer's SSN. (RHW uses the last four digits to create the pseudo PIN). The customer should make a personal note of the PIN and keep it where it can be found easily.
VR staff must not record the PIN or any type of prompts or hints that could inadvertently compromise the confidentiality of the PIN in the customer's case record.
Parent or Guardian Signature
The signature of either a parent or guardian is required when the customer 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.
Under Texas law, a person who is under 18 years of age and is legally married is not considered a minor. If a customer is under 18 years of age, he or she must provide documentation of marriage if he or she assert that they are their own legal guardian.
When required, the parent or guardian sets a PIN in RHW. When the parent or guardian is setting their PIN, VR staff encourages them to use a number that is easy to remember and is not the last four digits of their SSN. (RHW uses the last four digits to create the pseudo PIN). The parent or guardian should make a personal note of the PIN and keep it where it can be found easily.
VR staff must not record the PIN or any type of prompts or hints that could inadvertently compromise the confidentiality of the PIN in the customer's case record. For more information about setting a PIN in RHW, see the ReHabWorks User's Guide, Chapter 8: PINs.
When required, the VR staff asks 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 customer or their legal guardian may designate an individual 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 customer's behalf, or serve in other capacities indicated on the VR1487, Designation of Applicant or Customer 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 customer, see A-200: Customer Rights and Legal Issues.
When required, the representative sets a PIN in RHW. When the representative is setting their PIN, VR staff encourages them to use a number that is easy to remember and is not the last four digits of their SSN. (RHW uses the last four digits to create the pseudo PIN). The representative should make a personal note of the PIN and keep it where it can be found easily.
VR staff must not record the PIN or any type of prompts or hints that could inadvertently compromise the confidentiality of the PIN in the customer's case record. For more information about setting a PIN in RHW, see the ReHabWorks User's Guide, Chapter 8: PINs.
When required, VR staff asks the representative to:
· enter the PIN in the designated PIN field on the RHW document; or
· sign on the signature line on the paper version of the form.
To learn how to reset the customer's representative, parent, or guardian PIN, see the ReHabWorks User's Guide, Chapter 8: PINs.
When VR Staff Members May Enter a PIN on Behalf of a Customer
A personal identification number (PIN) is the equivalent of a legal signature. VR staff must not enter it in ReHabWorks (RHW) without the direct consent and involvement of the customer.
The only circumstances under which VR staff members may enter a pseudo PIN in RHW on behalf of the customer are as follows:
· the customer completed a paper application when RHW was not available;
· the customer is not present when the PIN needs to be entered, but did agree to let VR staff enter a pseudo PIN on their behalf; or
· the customer cannot physically enter a PIN.
For more information about setting and resetting a PIN in RHW, refer to the ReHabWorks User's Guide, Chapter 8: PINs.
When RHW Is Not Available and a Paper Application Is Completed
As soon as RHW is available, create the pseudo PIN using one of the following two procedures, depending upon the circumstance:
Procedure 1
If the customer has already set his or her PIN, ask a member of the unit management team to:
· reset the PIN to the last four digits of the customer's Social Security number (SSN); and
· document the action in a case note.
Procedure 2
If the customer has not already set his or her PIN the VR counselor:
· enters the information from the signed paper form into RHW; and
· enters the pseudo PIN (last 4 digits of SSN) to sign the RHW form.
VR staff documents in a case note the use of the pseudo PIN and the reason for using.
The signed paper application must be kept in the paper case file, even after recording the information in RHW.
VR staff must ask the customer to reset the PIN on his or her next visit to the VR office, when RHW is available.
When the Customer Is Not Present
A customer does not have to be present to apply for services, but the application is not complete until there is a signature on the application.
If the customer is not able to come into the office in a timely manner, the VR counselor ask VR Manager, VR Supervisor, or their designee to:
1. verify permission directly with the customer;
2. reset the PIN to the last four digits of the customer's SSN; and
3. document the reason for resetting PIN in a case note.
The next time that the customer is in the office and RHW is available, the VR counselor:
1. asks the customer to reset the PIN to a new number; and
2. documents the action in a case note.
Customer Cannot Physically Enter the PIN
When a customer cannot physically enter a personal identification number (PIN) in RHW, VR staff:
1. asks a coworker to serve as a witness;
2. enters the witness's name in RHW in the appropriate space; and
3. enters a PIN for the customer.
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