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And 
Basic Interviewing

Participant Guide

An effective interview is useless without correct documentation

And

Correct documentation is useless without an effective interview.

Documentation is a reflection of your interview.

It takes both to insure your case is accurate.

Let’s discuss the following questions:

Why is an effective interview important?

Why is documentation important?

Who are you documenting for?

What are you doing with documentation from prior case activity?

What are the consequences of not conducting a thorough complete interview?

What are the consequences of not documenting timely, completely or accurately?

How does documentation contribute to something being called an error versus deficiency?

Will anyone share either a case where the QC, E&R or CAR finding could have been prevented by better documentation?

How to successfully interview and document a case:

Step 1:  Preview – Before you take bring the client back:
· If the case is active or the client has received benefits before, look at the previous documentation. 

· Look at the application and any other forms they have completed.  Are there discrepancies? 

· If you think AP is in the home, check CSS.

· Ask client about any discrepancies

Step 2:  Take two minutes to establish rapport and set parameters for the interview:
· Jot down notes on a blank piece of paper for future reference.

· Ask such things as: 


How are you?


What is going on in your situation?


How are you hoping we can assist you today?

· These are the notes that likely end up on NARR, background history of the case.

· Be sure you document who you are interviewing, what programs you are interviewing them for and what type of action you are processing.

Step 3:  Explain what you will be doing during the interview
· How long it might take

· That you will be asking a lot of questions and taking a lot of notes, either on paper or on the computer. 

· Explain that you will need verification and that you will give them a checklist for things you need back.

· Explain that you are doing this as a way to be sure the client gets the correct amount of benefit they are eligible to receive.  

· Discuss the interfaces that occur and explain that if they do not give correct information they may have to pay back benefits

· Explain QC and OIS to the client and stress the importance of correct and complete information 

Step 4:  Conduct a thorough interview.
·   Use good interpersonal helping skills.  Remember the three “core conditions’ which are essential to the development of the helping relationship:  Empathy, Respect, and Facilitative Genuineness.  

· Use Active Listening skills.  Active listening requires you to focus on what the person is saying both in the content of the message and in the manner in which the message is delivered.  Don’t just hear,  listen!!

· Use Open and Indirect questions to get more information   There is no “correct” type of question to use but the mix is critical to gaining correct information.  Begin topics with an open or indirect question and fill in the necessary details with closed questions. 

· Look at the verification provided during the interview and determine it is gives you any clues to additional questions you need to ask or clarification that needs to be made. 

Step 5:  Document thoroughly during interview.  
· You should only have to go back and add or fix documentation with new information 
and verification that comes in after the interview.

· Consider to the extent possible blocking your schedule so interviews are one hour apart.  30 minutes does not allow enough time to adequately interview and do all needed documentation.

· Complete the ADT as fully as possible the first time you touch it

· Add a note about what verification is requested.  (Note:  It is suggested you  keep form  173 on your desk and record what verification is needed as soon as you realize it’s needed. Don’t try to remember and do the 173 all at once at the end of the interview.

· When verification comes in, add documentation with new date it is being added.  Do not amend existing documentation.  You need to be able to distinguish between original documentation and what was added. (Note: When counties are notified that cases are pulled for QC or E&R, they have already been reviewed/looked at so if you go in and “Fix or add” documentation, be sure to annotate the date you are adding the new/fixed documentation…. Not identifying this has the potential to look like falsification of the record!!!)

    Step 6:  Wrap up your interview.
· Give an overview of what you have just done.

· Review the form 173 and insure the client understands what verification is still needed. 

· Ask if the client has any questions

· Ask if there is anything they have thought of that they need to correct, clarify or add.

Step 7:  Review your documentation.  
· Make sure you wrote what you meant to write and that it makes sense.

· Documentation should match what is keyed on the SUCCESS screen. 

· Documentation assists in making sure we take the correct action but also enables the case record to “stand on its own”, or speak for itself when it is being reviewed by any third party (supervisor, record reader, QC, E&R).  Does what you documented stand alone?

· Not all documentation is on SUCCESS.  Documentation in the case record needs to match what is documented on SUCCESS.  Ex. On SHEL - Name of landlord, If six paystubs are provided, only 4 used, those not used should be annotated. 

· Information in the record on forms 297, 354 and verification needs to match what is documented on MISC, NARR, STAT, SHEL, etc or discrepancies should be explained.

You have been given a handout titled “Food Stamp Screen Guide to SUCCESS Documentation including ADTs”.  

It includes:  

· SUCCESS screens

· Documentation Standards from the policy manual

· ADTs 

· CAR guidelines from the CAR review

Documentation Standards
· The policy manual lists minimum documentation standards for each SUCCESS screen.

· Do not be limited to just do what the documentation standard requires.

· Negative documentation is documentation that states the client gave a negative response to an interview question.  (Example:  When discussing lawbreaker status, the client stated no one in the AU met any of the lawbreaker criteria).  We are not required to do negative documentation.  This does not mean that it cannot be done if it would support the interview and the case accuracy.

· Supervisors can always require more documentation than the minimum required by policy. 

ADT (Automated Documentation Tools)
· ADT’s are not mandatory in the food stamp program.
· ADTs are tools to guide the documentation but may not be sufficient for complete documentation.

· Do not feel limited by ADT’s.  

· Free flow documentation is always allowed in addition to/exclusion of the ADT.

· Do not try to write within the ADT if there is not sufficient space. (Examples ERN2 and WORK and SHEL)

· Go to the next blank REMA page and document what is needed to fully explain the client’s response and the verification.

Case Accuracy Review Guidelines
· Each SUCCESS screen is listed and questions are asked to determine if policy was correctly applied and documented.

· It follows the SUCCESS screens in their order on SUCCESS

· It gives clear guidelines of what is expected to be addressed 
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