
State of Illinois
Phase 2 of The Integrated Eligibility System (IES) and ABE's 
"Manage My Case" and Appeals Portals



IES Phase 2 – Go Live
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 For Go Live – IES will bring over from the Legacy System, all cases which have been 
active within the last 150 days and some older than that.  The older cases will remain in 
the Legacy System’s Client Database (CDB) for historical reference.  

• Case information from the CDB will be loaded into IES.  Active cases coming over from the 
Legacy system will get NEW, 9-digit IES case numbers. 

• Case Information on pending applications will remain in IES at conversion with their current 
tracking/case number.

 For most cases, the Legacy System doesn’t have all of the data IES needs. 
Caseworkers will look at each case when they process the redetermination or change 
request to make sure the case has all of the data moving forward.

 When processing the redetermination or a change request, workers who are not able to 
get the needed information electronically from a data hub or from a saved case record, 
will send a Request for Verification Notice to the client.

• Clients can use MMC to respond to that request for verifications or report a change
• Clients should NOT add missing information into MMC unless it is in response to a 

request for information;
 No client will lose benefits because of the conversion of data to IES. For cases 

affected by the data conversion issues, benefit changes will only occur as part of a redetermination or 
case change request based on current information.  When they process a redetermination or a case 
change, the caseworkers will look for and merge multiple cases with the same Head of Household 
(HOH), clean up the data, and re-run clearances and eligibility. 

Case Information at Go Live
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 Information on active and closed appeals from 1/1/2010 to 10/18/2017 will 
be loaded into IES for Go Live.

 With Respect to appeal requests received in the run-up to Go Live

• Appeals staff will continue to register appeals using the current process that 
they use through the end of the day on 10/18

• Final day of hearings will be held 10/19.  There will be no hearings scheduled 
the week of 10/23, and only a light schedule on10/30 and 10/31

• Appeals team will register appeals received between 10/19 and 10/24 in IES 
after Go Live

• FCRCs will continue the current process of communicating appeal requests 
and documentation to the Bureau of Appeals and Hearings through 10/23

• FCRCs will hold pre-hearing conferences through the ‘down day’ – 10/23 –
and will complete “legacy” hearing notes and other hearing results 
documentation and send to the Bureau of Hearings and Appeals.

Appeal information at Go Live
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Redetermination Dates at Go Live
 IES generates redetermination notices 60 days before the end of the benefit 

period.  That’s when the “Time to Renew” button will appear in MMC. 

 The first set of “redesigned” redetermination notices that IES will send out will 
be in November 2017 for the benefit period ending on January 31, 2018. 

 NOTE: People with a redetermination due in October, November, or December 
of 2017 should have received or will be receiving their redetermination notices 
as before.  They are under the pre-Go Live process. 

• Clients can NOT use MMC to complete a redetermination due in October, 
November, or December since IES didn’t generate the mailing.  

• Clients should return the redetermination forms for medical only cases as 
they do today:  Upload, fax or mail in to the IMRP or take to the local office.

• If the redetermination is for medical and SNAP, the forms need to go to the 
local office for redeterminations due in October, November and December 
ONLY.  

 If someone has a question about the dates their redetermination forms are due 
or where to send them, call 1-855-458-4945.



Changes the Client 
will See in IES Phase 2 
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• Benefit correspondence will have a standard “look and feel”, language has been simplified and 
some similar notices have been consolidated; there is a new “Notice of Decision” which 
consolidates several types of case action notices.

• When customers are mailed a request for form or verifications, a Document Cover Sheet with a 
barcode will be included.  Customers should include the cover sheet with any forms or verifications. 

• There will be a new Central Scanning Unit (CSU) in Springfield where the customers will mail 
forms and verifications.  The CSU address will be printed on forms to return, cover sheets, and 
return envelopes.   The CSU will scan verifications received for AKU and all local offices (with the 
exception of the 3 LTC hubs) to the appropriate electronic case file.  Customers can still bring 
documents to the local office.

• Electronic interfaces will detect changing customer circumstances (e.g. new sources of income, 
Social Security determination, Medicare).  Customers may receive notices of case changes – even if 
they have not reported a change.

• Customers can check benefit information using the ABE Manage My Case (MMC) portal and can 
file and manage appeals online in the ABE Appeals portal.  Among other things, the head of 
household on the case will be able to check the status of applications, report changes, add newborns 
to a case, upload documents, check for and change appointments (SNAP and TANF), complete 
redeterminations, view and print Notices.

• All redeterminations will be processed through IES.  As long as all relevant information is in the 
IES case record, IES will be able to automatically redetermine some medical cases after a review of 
electronic sources of information (known as Process A).  Those required to submit redetermination 
information to the state (Process B), can redetermine their benefits online through MMC.  

Changes the Client can Expect with Phase 2
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With Phase 2, individuals filling out an application will have the option to go 
through Identity Proofing after answering the household questions for each person 
on the case.  

• Identity proofing is NOT required, the applicant can still submit an application 
by clicking the box that says “Verify Identity Later” at the bottom of the page.

• But if the identify proofing is successful, once the application is submitted, 
ABE will list what information could be verified electronically and what 
documents are still needed that can be uploaded with the application.

Please refer to the ABE Guide for Customers for a step-by-step explanation of 
how  to apply for Benefits through ABE and use Manage My Case (MMC).  

Visit the ABE Customer Support Page for various resources including 
ABE Guides, FAQs, How To Set Up Manage My Case and more.

Change to ABE’s Application
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Real-Time Verification if Go Through ID Proofing in Application



New Medical 
Management Unit 

(MMU) 
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 The current Illinois Medicaid Redetermination Program office has a new 
name and new functions.  It’s Office 155, the Medical Management Unit.  

 The MMU will continue to process redeterminations for medical-only 
cases. 

 The MMU will also process changes, conduct appeals and maintain
medical-only Family Health Plan (except All-Kids Share or Premium Level 
cases), ACA Adult and Former Foster Care cases (categories 94 and 96). 
This includes client-initiated newborn-adds.

 Once a Family Health Plan, ACA Adult or Former Foster Care application 
has been processed at the local office, the caseworker will electronically 
transfer it to the MMU.  This transfer process has already begun.

 For those not able to use Manage My Case, all forms and documents, 
including form 243, request to add a person to a case, need to go to a 
local Family and Community Resource Center (FCRC).  The local 
office will scan and upload the document into the client’s case, which will 
create a task in the queue of a caseworker in the MMU.  

Medical Management Unit (MMU)



New and Improved 
NOTICES 
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360C Notice of Decision – Combines a number of old Notices –
Dynamic to suit Number of People and Benefits on case

Bar Code – tracks to case

SNAP approved, 
read SNAP 
benefits section 
for $ and who

Medical approved for at 
least 1 person, read medical 
section for who and months 
covered

Refer to MMC section
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360C Medical Benefits – benefits and how decided eligibility

How We Decided 
Eligibility, 

- separated for each 
person on case
- # of people counted 
in family size (differs by 
program)
- Countable monthly 

income.
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360C Medical Card (2 sided paper) – is ALWAYS last page 
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267 VCL Cover Sheet – to be returned with request for 
verifications 



ABE Manage My Case 
(MMC) 
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Case Summary
Customers can apply for 

new benefits or report 
case changes

Customers can view 
correspondence. If a 
notice requires 
action, there will be 
an indicator on the 
page

Customers can also view 
the status of their 
application, 
redetermination, or 
reported case change

Customers can 
reschedule an 
appointment 

Benefit Details
Customers can view the 

type of assistance 
received by month

View current benefits 
and when they’re up 
for redetermination

View historical benefit 
information

Account Management
The primary account 

holder can adjust 
access permissions 
for household 
members and third 
party reps 

View/change 
communication 
preferences 

Change a password

Manage My Case Module
The Manage My Case module is divided into four tabs:

Contact 
Information

Customers can view 
how to get in touch 
with someone 
about their case

Customers can send 
an email to the 
FCRC
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ABE Manage My Case - on the Homepage
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1. Have an ABE User ID and Password that meets the enhanced password 
requirements.

• If client has a User ID and Password, they will be prompted to update the 
PW and  secret questions to meet new security requirements: 

– 8 characters from at least 3 of 4 categories:  Uppercase, lowercase, 
numbers, special characters

– Cannot contain user’s Account or name and must change every 6 months
• If client doesn’t have a User ID and PW, they will need to create one.

2. Link their User ID and Password login information to their case information

3. Go through Identity Proofing (federal requirement) after linking their case. The 
service is through Experian.  Clients can submit applications without 
completing identity proofing, but will not be able to see electronic verification 
results or access MMC without successfully going through Identity Proofing. 

ABE Manage My Case Portal – Clients Need to…
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Linking an ABE Account to Case Information
Any customer can use MMC, whether they applied through ABE or not.  Clients will 
need an ABE user name and password.  When a client logs in to ABE and clicks 
Manage My Case from the ABE homepage for the first time, they will be asked to 
Link their Account and go through Identity Proofing

Customers enter their date of 
birth and their Individual ID  or 
SSN – Identity Proofing then 

occurs.  Individual ID #s are on 
the Notice of Decision (360C) 
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ABE Identity Proofing – Types of Questions
After an ABE application or a case linking request is submitted, ABE will access the 
third-party identity proofing service, Experian, and display a set of multiple choice 
questions that only the customer would know the answer to, things like past addresses, 
family members names, etc. 
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ABE Identity Proofing - Verification
If the ID Proofing service is able to use the customer’s answers to verify identity, 
applicants see the information that ABE was able to verify electronically, or their case 
will be linked and they will see the MMC homepage.  
If the customer is unable to answer the questions correctly or if the service does not 
have enough information to offer questions, the customer will be asked to contact the 
Experian Help Desk and obtain a code to enter into ABE.  



Landing Page/Case Summary
First Tab  
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MMC – Case Summary Page (1)

The Renew My Benefits button 
will display when the customer 

is up for redetermination.  
Appears when redetermination 

letter is generated 60 days 
before end of benefit period

Customers can get their own 
benefit details here or from the 

tab at the top of the page
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MMC – Case Summary (2)
Customers can view Verification Requests & Notices and see the status 
of their application, change report or Rede from the MMC landing page.
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Available Notices Page
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MMC - Case Summary (3)
Report Changes

Customers choose the 
change being reported and 

then enter details about 
what is changing

If adding an Approved 
Representative, customers 
MUST upload an Approved 
Representative form signed by 
both the client and approved 
Representative for the add-
request to be processed.  You 
can use either DHS’ IL 444-2998 
or HFS’ 3806D, but be sure to 
write the case number on the 
form

Reporting a new member 
through MMC means a 
transaction number is 
generated and a task added to 
a caseworker queue.  No new 
application needed.  
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MMC – Report a Change

Be Sure to keep 
selecting  Next until 
it takes you to the 
screen to sign and 
submit the change

Information on 
file may be 
limited during 
first year after 
Go Live due to 
how data came 
over from old 
system.  It’s 
ok, do not fix, 
just report 
change.
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Every Change submitted in MMC requires an 
electronic signature, just like the application
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MMC- Case Summary (4)
Appointments & Verifications

If verifications are needed, 
will be listed here.  Submit 

them directly, also view 
document upload history

View upcoming 
appointments and 

reschedule, if necessary



Benefit Details 
Second Tab  
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Medical Benefits display (1)
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Medical Benefits display – by person

Information presented by 
person

Plan Anniversary Date is 
the date BEFORE WHICH 
they must change plans if 
they wish.  Can choose a 

new plan beginning 60 
days before their MCO 
Plan Anniversary Date.  

Will show remaining 
spenddown amount, if 
relevant
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SNAP Details Page



Contact Information
Third Tab  
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Customer Contact Information Tab

Customers are reminded 
to review address 

information and report 
changes.

Customer’s questions submitted 
through MMC appear in a 

caseworker’s email queue in IES



Account Management
Fourth Tab  
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Account Management Tab
The Primary Account Holder can grant access to other adults on the case and respond 
to Provider requests for access to high-level case information.   

Customers can:
1) Change password; 2) 

Manage their communication 
preferences; 3) the primary 
account holder can grant 

access to other adult 
members on the case; and 4) 

grant or end access to an 
ABE Partner Provider who 

has requested to see limited 
benefit/household 

information
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Manage Communication Preferences

Customers can opt 
to receive 

electronic alerts 
when new notices 

are available to 
view in MMC.  They 
can also to choose 

not to receive 
notices in the mail. 
Must have an email 

to choose 
electronic only
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Access the Appeals Portal through Manage 
My Case – no need to login again

Three options appear  
on every page of 
MMC.  Can link 
directly to appeals 
portal



Approved Reps
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An approved representative is a person 
who has been given permission by a client 
to apply for benefits and receive notices.  

The approval must have either a written or 
an electronic signature by the client.

Approved Representative - Definition
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Add/Change/Delete an Approved Representative in MMC
Clients with existing accounts can use Report My Changes in MMC to add a 
new Approved Representative or change/delete an Approved Representative
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Reporting Approved Representative Changes
Changes can be reported either as a ‘Change in Contact Information’ or 
‘Other Change’.
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Customers should describe the Authorized Rep 
change, including the name of the person adding 
or deleting.  
- If adding an Approved Representative, they 

MUST also upload form IL 444-2998 signed 
by them and the Approved Representative.  
Also add the case number to the form.

- If deleting an Approved Representative, client 
lists the name of the Approved Representative 
and states they want to end their designation 
as an Approved Representative.  

- As with all change reports, the client will have 
to electronically sign the change report before 
submitting – like they do an application.  

- Once the client submits the change report, they 
can upload the documentation. Upload the form 
under:  

• Proof of Relationship – Other Legal Documents

• Without the uploaded form, the request cannot 
be processed.

• Be sure to sign and submit all change reports  

Reporting Authorized Rep Changes (Add or Delete)



Appeals Portal
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Appeal Functionality in ABE

ABE for Appeals: The ABE portal will now allow users to 
file and manage appeals for 49 different programs.

Filing an Appeal: The user will provide name, address, 
select the program appealing, identify a representative 
and electronically sign the appeal form. 

Managing an Appeal: The user can submit 
requests directly to the Bureau of Hearings for 
continuances, withdrawals, etc.
Upload Documents: The user can upload documents 
such as representative forms, Powers of Attorney, and 
exhibits for the hearing.

Correspondence: All correspondence from the Bureau of 
Hearings will be available in the ABE Appeals portal, including 
the Final Administrative Decision. 
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Appeals Homepage in ABE
Access through ABE MMC or directly at:
https://abe.illinois.gov/abe/access/appeals

Users can file appeals 
directly from this site.

Additionally, users can 
monitor an existing 
appeal and perform the 
following functions:
 Check Status
 Upload Documents
 Request Continuance
 Withdraw Appeal
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Appeal Options

Login info will 
appear here

You can either start a 
new appeal request or 
check the status of an 

existing appeal
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Appeal Program Questions

Questions will trigger sub-
questions. 
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Appeal Details (bottom of screen)

Add the approved 
rep information here

E-sign the appeal 
request
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Upload Documents

Browse for 
documents and click 

on add

Review uploaded 
documents before 

submitting
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Appeal Submission Confirmation

Once finished filing their appeal, 
the ABE Appeal users receive an 
Appeal tracking number which 
they will use to manage their 

appeal

You can print a PDF or 
view an HTML version of 

your appeal request

MP2
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Questions
Check out the ABE Customer Support Page at:

dhs.illinois.gov/ABE

Customers can email:  DHS.ABE.Questions @Illinois.gov


