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Summary

This Action Transmittal provides updated guidance on the use of The Work
Number (TWN), a web-based income verification service administered by
Equifax. Family Investment Administration (FIA) programs use TWN to verify
earned income for household members aged 16 and older. Effective
immediately, all LDSS and LAA staff must limit TWN income verification
requests to a maximum of three (3) months of history per transaction. If
additional months are required, the query must be run by a supervisor.

Policy
When TWN is Required

A. Forthe Supplemental Nutrition Assistance Program (SNAP), Temporary
Cash Assistance (TCA), the Temporary Disability Assistance Program
(TDAP), Public Assistance to Adults (PAA), and all types of Medical
Assistance (MA), case managers are required to review TWN:

1. At application and redetermination for each household member
aged 18 or older and for any children ages 16 through 17 who are
not enrolled in school; and

2. When thereis an interim change that affects income or eligibility.

B. For SNAP, TWN review is also required for Maryland Benefit Reviews
(MBRs) that result in an eligibility or benefit change.

C. For Office of Home Energy Programs (OHEP) assistance, TWN is only
required at application when the income of applicants’ age 18 and older
cannot be verified from information in the Eligibility and Enrollment
(E&E) system.

1. Local Administering Agency (LAA) and OHEP staff members
must try to verify any missing income information for applicants
over 18-years old in E&E before using TWN.

2. LAA and OHEP staff must not use TWN for Categorically Eligible
households. These households’ E&E-listed income was verified by
case managers.

TWN User Responsibilities

A. The E&E system runs a three-month query and populates applicable
income information as part of the automated clearances process.

B. Reminders:
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1. TWN records obtained within the immediately preceding thirty

(30) days may be used to verify current or anticipated income and
hours worked.

2. TWN reports older than 30 days may be used to verify prior
income and hours worked.

3. TWN serves as a primary source of income verification. When
income is verified through TWN, no additional verification is
required.

C. If a case manager or LAA/OHEP staff member (referred to going
forward as a “TWN user”) determines that a manual TWN query is

necessary, the TWN user must log into TWN and complete the query as
follows:

1. TWN presents users with options for the length of time they wish
to view.

2. TWN users must select Social Services Verification: 3 Months to
verify a customer’s current income.

3. TWN users must not use Social Services Verification: 6 Months,
Social Services Verification: 1 year, Social Services Verification: 3

Years, or Social Services Verification: All Records to verify current
income.

4. The screen shot below illustrates the TWN query options and
indicates which query to use.

EQUIFAX
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D. Additionally, TWN users may not request Additional Records from the
response of the original query, as shown below.

EQuUIFax VERIFICATION INSIGHTS PORTAL™ 1 (@ 2 HiUserName

New Order

Tracking Number: Pay Date Range:
05/01/2024-08/15/2024

I — | Social Service Verification: 3 Months
B> Order History Fermissible Furpase. Selectsd permissible purposs

Requesior Details (20 Usage Type  Selected usage typs (ze)

[3 Downiload Report

Individual’s Information Highlights
+—= Consumer Name = Example Company
ST SSM: HOCNM-1234  Date of Birth 0308,19% Jab Title: SALES ASSOCIATE

Employment Status: " Active

Address. 123 Main 51 City ST 12343 20K Annual ncome: $29,102.80

information shove is data provided by the employer Example Compan, 4
Wonthly Haurly $19.36

- o R
@ Additional Records Found ’b I 4‘

Documentation requirements.

A. Al TWN responses—including those indicating that no information is
available—must be uploaded to the Case Documents section of the
Eligibility and Enrollment (E&E) system.

B. Case managers must document in Narration the details of any
information obtained whenever a TWN query is conducted.

TWN Queries Longer Than Three Months

Search options longer than three months may only be used in the following
situations:

A. Office of the Inspector General (OIG) Audits or Reviews;
B. Quality Control (QC) reviews;

C. Appeals;

D. FIA Program Integrity; or

E. At supervisor discretion.
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When information beyond three months is necessary, a supervisor must
initiate the query. Supervisors may request longer records when:

A. Alast day of work must be verified and cannot be verified through
BEACON,;

B. The information is necessary for processing an overpayment claim; or

C. The case is being reviewed or investigated for potential fraud, or for
audit purposes.

Unauthorized TWN Queries

Inappropriate or unauthorized use of TWN is a violation of the Employment
and Income Verification Services contract and may result in disciplinary
action, including revocation of access. Prohibited queries include (but are not
limited to):

A. Searching your own information (e.g., name, SSN, email);
B. Inquiries involving family members, friends, or co-workers;
C. Inquiries of individuals not associated with a benefit application; and
D. Excessive lookups of the same individual within 30 days.
TWN Training

Equifax provides mandatory training for the use of TWN. This training must be
completed before a user is granted TWN access. Training is typically through a
pre-recorded video, but Equifax will also offer a live webinar at the request of
the TWN Contract Manager.

TWN Web Manager/Liaison Responsibilities

All local departments of social services (LDSS) and central offices must assign
a contact person (a TWN Web Manager) to serve as their TWN liaison. If your
LDSS does not have a TWN Web Manager, contact the TWN Contract
Manager Jamilah Stanberry at 410-767-7464 or via email at
Jamilah.stanberrv@maryland.gov to assign a new TWN Web Manager. Wanda
Levenson is the dedicated TWN liaison for OHEP and LAAs and can be

contacted via email at wanda.levenson2@maryland.gov.

TWN liaisons communicate directly with the TWN Contract Manager and
provide assistance with the following tasks, as needed:

A. Add a new user,
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B. Activate or deactivate a user,
C. Reset passwords,
D. Change user information, and

E. Obtainand maintain asigned “User Acknowledgment” agreement
from each user upon completion of TWN training.

Note: It is extremely important that TWN users are deactivated in TWN when
they no longer need access to TWN. This may be when they leave the
organization or it may be due to changing to a position that does not require
TWN access. If your LDSS needs to deactivate old users and does not currently
have a TWN Web Manager, contact the TWN Contract Manager to deactivate
the old users.

Handling TWN Technical Issues

TWN users must first seek assistance from their local Web Manager for any
technical issues with TWN. If the Web Manager cannot resolve the issue, the
Web Manager must email the request to the TWN Contract Manager. If the
issue cannot be resolved by the TWN Contract Manager, the Contract
Manager will contact the TWN Coordinator at Equifax for resolution.

References

AT 24-15 The Work Number (TWN)

Inquiries

Please direct policy questions to FIA Policy by completing the FIA Policy
Information Request Form. Montgomery County staff may submit their policy
guestions via email at fia.policy@maryland.gov.

cc:  DHS Executive Staff
FIA Management Staff
Constituent Experience
DHS Help Desk
Office of Administrative Hearings
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