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This Job Aid is designed to help you understand how to use IES to find information on the status of a customer’s benefits, the eligibility period, details on who is included in the eligibility determination and customer income as determined by the eligibility worker. 


Finding Information in IES Using Inquiry and Eligibility
[bookmark: _GoBack]Logging in to IES
Internal Users: https://ies.dhs.illinois.gov/ies/ 
External Users:  https://ies-ext.illinois.gov/ies_ext
[image: ]If you are a State of Illinois employee with an Illinois.gov email, you will sign in to the IES Worker Portal using the same User ID and password you use to sign in to your computer when you start your day. For users with an external.illinois.gov account, you will login to the Worker Portal for External Users with the User ID given and password chosen when you created that account. For those using an external User ID, please refer to the MFA Login Job Aid for additional secure login procedures. 
[image: ]


After logging into IES and arriving on the Landing Page, you will have different options and functionality depending on the Security Role you were given. Your Security role is dependent on your required business functions, Data Sharing Agreement and legally allowable access to DHS/HFS Data as determined by our legal and security teams.  As an external user, you will not be able to use all the functionality in IES. When you attempt to use a function not included in your security role you will get a denial message. 
[image: ]
Landing Page -Left Navigation
[image: ]The ‘menu’ of tools on the left side of each IES page is referred to as Left Navigation. Left Navigation is divided into 4 tabs: History, Case Info., Organizer and Navigation. As an external user, you will have access to the History, Organizer and Navigation Tabs. Under the Organizer Tab you will only be able to use the My Favorites function. This function allows you to bookmark screens you use often, and can be a time-saver. The History Tab will show the Name and Case Number of the last ten cases you have researched in IES. When you click on the case name/number the Case Summary screen will display for that case. You can return to the Landing Page from any screen by clicking on the IES  Icon          in the top left corner of the screen or the IES Home. [image: ]
You can search for client information using either the ‘Quick Search’ Function or by using the Navigation Tab. [image: ]When using Quick Search you will use the drop down menu to choose the category of data you will use to search for your client. Enter the information into the adjacent box and click ‘Go’. Depending on your search category, you will be brought to either the individual or case summary page associated with that individual. 
[image: ]The Navigation Tab will show your Inquiry search functionality which is dependent upon user security role. There are at most 5 search criteria for external agencies. Search by Address is the most universally allowed search function.
Quick Search
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IES Page Icons 
   [image: ]
Each IES page has a set of Icons that serve as shortcuts to functions and tools you’ll use frequently when working with IES. Some icons are available on every page, while others are only available on pages where they apply. 
· The question mark circle is your Show Page Help Icon and will open a new window that provides page level help information
· The star circle is your Add Favorite icon and allows you to bookmark frequently used pages in IES
· The page circle is the Page Level Print Preview icon and opens a read-only version of the page in a separate window for printing
· The remaining icons are not usuable for External Inquiry Users of IES

Using Inquiry Functions in IES
Address Inquiry
1. Using left navigation click on Inquiry and then Address.
2. On the Address – Search page, enter known address information in the fields, using as much detail as possible and click [Search]
[image: ]TIP: more details usually result in better search results but if you do not get any results, try removing some information and searching again.

3. The address search may return multiple addresses based on the data you entered. Choose an address that most closely matches your clients address. If multiple results were returned and you do not see your client at the address, go back and try another entry.
[image: ]

4.  Once you click on an address, the Address – Summary screen will display all public benefits recipients, or any individuals included in an Eligibility Determination Group (EDG) using that address as their address of record.

[image: ]



5. You can copy the Case number using either left click on your mouse, or click on number and use Control + C. You will need this number to complete an Eligibility Search.
Inquiry by Application
1. From Left Navigation, choose Application Summary. Enter the Application Number. Searching by Application Number allows you to see the current status on a new application, all individuals included on the Application and dates of contact with the customer. 
Inquiry by Case Number
1. From Left Navigation, choose Case, enter case or EDG number and click [Search].
[image: ]
Any time your Security Role in IES restricts your access to certain function, you will get an ‘Access Denied’ message.
[image: ][image: ]

The Case Search Summary screen lists all people on the case, shows contact information, RIN, SSN and Date of Birth. This page also shows all types of assistance on a case, the status of the case and each EDG, and displays the 10 most recent actions taken on a case.
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Inquiry by Individual
1. Return to Left Navigation and click on Individual. The Individual search page displays. When searching under individual you may search using name, SSN, and birthdate. You will need two pieces of information before you click [Search].

[image: ]







As always, the more information entered in the data fields, the more precise the search results will be. In this example, if a date of birth or SSN had also been entered, there would be fewer, or with SSN, only one results(s). The match column wil give a percentage of how well the result matches the search data entered. In this case, because only a name was entered, all benefits recipients with the name John Smith show a 100% match. If you see the individual you are looking for, click on their name and you will be taken to the Individual Summary screen.

The Individual Summary page is a source of additional customer information including SSN, DOB, EDG Affiliations, Living Arrangement and the customer’s MCO with contact information.  If the Customer was auto-enrolled in a plan it will display here as well. You may also see basic TPL information on this page.






Individual Summary screen:
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This screen also displays Alien Entry Date and ID and Social Security Claim #. 







Using Eligibility Search and Summary 
1. Return to your left navigation bar and click on Eligibility Search and the Eligibility Search page displays
2. Use known Case or EDG number, or the number copied from the Inquiry screen and enter in field on screen using left click and paste or Control + V. Click [Submit].
             [image: ]    
Paste Case or EDG Number into search field on Eligibility Search page and click on submit button

The Eligiblity Summary screen displays. Each EDG for the case is listed along with corresponding eligibility information.You can use this page to identify the eligibility status for a particular benefit period, determine when eligibility results were certified by a caseworker, and access the budget results that were created for each program. Use the scroll bar on the right side of the screen to view complete eligibility results. 
[image: ]


[image: \\illinois.gov\HFS\CHIUsers1\Margaret.Dunne\My Pictures\Tips&Tops\Eligibility#2.PNG]
3. This screen will also tell you EDG Status (Approved, Denied, Pending or Closed). If the case is pending status and there are reasons like docs needed, then Verification Checklist (VCL) will be noted.
4. Certification date is listed and redetermination will generally be one year from this date.
[image: C:\Users\Margaret.dunne\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\LL871U4U\Stop_hand_nuvola_alternate_text.svg[1].png]If this is all the information you require and you may stop here.  
If you need additional information, such as the income the state used to make the determination of eligibility for each TOA, the members of the household, participation status of each person in the EDG and coverage type, you can continue by clicking on a specific Benefit Period. The EDG – Summary page will display for the TOA you chose.
[image: ]




This screen will give you information about the EDG including the Review or ‘Rede’ date, spenddown information, and relationship of all group members to the Head of Household (HOH). The three other Tabs on the top of the page will lead to additional screens.
[image: C:\Users\Margaret.dunne\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\COMVL67N\alert_facebook_spam[1].jpg] If you see this symbol, it is alerting you to an Appeal on the customer’s case:
[image: ]
 In the example below, this is Mother’s medical EDG so daughter is excluded. 
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[image: C:\Users\Margaret.dunne\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\3H7T2WDZ\Exclamation-Point-Orange-Circle[1].jpg]Remember excluded does NOT mean child does not have coverage. Each person in a case has their OWN medical EDG! You would need to click on daughter’s medical EDG to get her information. 


 Income
1. To see the income that the benefit determination is based on for this eligibility period, click on the Income Tab. The income amount is based on the evaluation of the caseworker during data collection and includes earned, unearned and self-employment income. 
In the example below, the earned income is $800 per month and there is no unearned income. Based on a household size of 2, the household is at 61.03% of the Federal Poverty Level. Under the Income Test Results it says “Pass” which means that the customer passed the income eligibility criteria for medical coverage.
[image: ]


Income Earned (0.00) 
Unearned (2085.96) 

Countable Income is over Income Limit so failed eligibility test.

In this example the Unearned income exceeds the income limit for the Medicare Saving Program so this individual ‘failed’ income eligibility criteria for this benefit.
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Finally, using the Notices Reasons tab, you can see any notice reasons for program eligibility/ineligibility under each EDG. 
[image: ]




Smith, John

Important Notes:
Change your password every 60 days at DoIT Identity Management 
Login to IES at least once a month! If you are inactive in IES for 60 days your status will automatically be changed to ‘Inactive’.  If your account becomes inactive you will need to resubmit a new IL444-2022 Access Request Form (DHS Contract) or HFS 1706G Form (HFS Contract) to become active again.
If you switch agencies or have a new email, you will need to create a new external Illinois.gov ID and submit a new Access Request Form. 





IES SUPPORT
End Users will have access to the following resources to resolve their issues themselves:
· IES Training Materials. End Users should follow their Training Roadmaps and take all assigned training including Computer Based Tutorials (CBTs) and a review of access, functionality and terminology in IES.  Job Aids will help Users with screens included in their security role, understand Multi-Factor Authentication (MFA), and the process to log in to IES.
· IES Communications. The IES External User Resource Center will also notify users when there are known problems with IES, outages, or solutions to commonly encountered problems.   http://www.dhs.state.il.us/page.aspx?item=76484
· External User IES Troubleshooting Guide. This Guide contains troubleshooting tips and escalation instructions. It will be shared with external agencies as part of training and communications and will be on the IES External User page for reference.
If, after reviewing the resources above, an End User is not able to resolve an issue themselves, their IES Agency Security Administrators (ASA) will be the first line of support.  ASAs should attempt to troubleshoot the issue and if they cannot, should escalate the issue following the steps in the Troubleshooting Instructions and Next Steps section below. 
HFS and DHS Liaisons will provide support for ASAs and will escalate problem.  ASAs should review the Troubleshooting Instructions and Next Steps section below and if they cannot resolve a user’s problem, they will follow the ‘next steps’ necessary to escalate the user’s problem for resolution. 
The Troubleshooting Instructions and Next Steps section covers four broad categories of potential user issues:  Active Directory ID and password support; Multi Factor Authentication support, IES functionality questions, and IES error messages. The table below outlines the various entities that handle problems in these categories.  Please follow the specified course of action for the type of issue you are experiencing.






TROUBLESHOOTING INSTRUCTIONS AND NEXT STEPS
	Problem
	User Troubleshooting Tip
	Next Steps for ASA

	Login Failure
	Change password at DoIT Identity Management.
If you have not been active in 60 days, resubmit an access request form
Make sure IE 11 is your browser
	Contact your HFS or DHS Liaison for assistance

	Do not understand the client information in IES
	User should first refer to CBTs and Job Aids. Case Structure CBT should help to understand how information is presented, while other tools will help you to find needed information. If user still cannot understand information they should consult with ASA
	Act as resource and IES expert, if you do not know answer, check with your HFS or DHS Liaison or email questions to: HFS.PacisTransition@illinois.gov
Follow the reporting steps in Reporting and Escalating a Problem section below. Remember not to include PII!
Black out this information on screenshots 

	Cannot find client but they tell me they have a benefit
	User should utilize all search functionality that they have access to. Sometimes an address search will find clients when a name or birthdate may be incorrect.  Using address, user can obtain Case or EDG Number for an eligibility search. Still cannot find client? Consult with ASA.
	Act as resource and IES expert, if you do not know answer, contact your Liaison who may also send the question to:  HFS.PacisTransition@illinois.gov
If needed. Follow the reporting steps in Reporting and Escalating a Problem section below. Remember not to include PII! Black out this information on screenshots

	Technical Issue in viewing pages in IES. Some examples could include screens freezing, getting ‘kicked out’, or information not displaying correctly.
	Report problem to your ASA with as much information as possible. 

	Report directly to your HFS/DHS Liaison as set out in the table Follow the reporting steps in Reporting and Escalating a Problem section below.



REPORTING AND ESCALATING A PROBLEM
If an ASA cannot resolve an issue, they will escalate it to either their DHS/HFS Liaison or directly to the User Support Center depending on the audience group (state versus external) and functionality. The table below sets out where an ASA should escalate an issue. It is critical that you follow the correct path. If an ASA goes to the USC when they have been instructed to go to their DHS/HFS Liaison, they will be sent back to their Liaison. 


After following the Troubleshooting Instructions and Next Steps, if a problem cannot be resolved, ASAs should escalate to the following:
	Agency 
	Escalate to DHS/HFS Staff Liaison or, in limited circumstances, may go directly to the USC
	Contact Email

	DCFS Technical Support & Eligibility Roles
	User Support Center(I-FAST)
1-855-345-5448
	customerservice@iessupportcenter.com

	DCFS Inquiry only role
	Annette Coleman
217-785-2548
Sarah Farias
217-785-2544
	Annette.Coleman@illinois.gov 

Sarah.Farias@illinois.gov 

	DCEO 
	User Support Center(I-FAST)
1-855-345-5448
	customerservice@iessupportcenter.com

	DCEO Contractors
	WIOA: Levi Beerup
217.558.6672
LIHEAP, HWAP, CSBG:
Jeffrey Davis
217.558.6465
	Levi.Beerup@Illinois.gov 



Jeffrey.Davis@illinois.gov 

	SSA
	SSA ASA, Kevin Rice
(877) 326-0108, ext. 29103
	Kevin.Rice@ssa.gov 

	Child Care Contractual Agencies
	Loretta Davis-technical
Michael Garner-Jones-content 
	Loretta.Davis@illinois.gov
Michael.GarnerJones@illinois.gov

	Chrysalis (HFS SASS Vendor)
	HFS: Kristen Kennedy
217-557-9815
	Kristen.Kennedy@illinois.gov 

	Appeals/ Managed Care Providers
	DHS: Mike Callaway 
312.793.8694
HFS: Leslie Ann Taylor 312.793.4801
	Michael.Callaway@Illinois.gov 

LeslieAnn.Taylor@illinois.gov 

	DOC/Wexford
	Margaret Dunne
	HFS.PacisTransition@illinois.gov 

	WVS/SNAP Contractual Agencies
	DHS Provider Manager then
Margaret Dunne
	HFS.PacisTransition@illinois.gov 

	Illinois State Police
	J. Mitch Davis
217. 557.1923
Margaret Dunne
	J._Mitch_Davis@isp.state.il.us

HFS.PacisTransition@illinois.gov

	Department of Aging
	Margaret Dunne
	HFS.PacisTransition@illinois.gov

	DRS (Division of DHS)
	DHS Rehabilitation Technology Section
	DHS.RehabTech@Illinois.gov


	DDD (Division of DHS)
	John McNamara 
217.782.6056 
Jay Bohn 217.558.1361
	john.mcnamara@illinois.gov

Jay.bohn@illinois.gov 

	DMH (Division of DHS)
	Heather Crone 
217-557-2427
	heather.crone@illinois.gov

	Remaining Agencies
	Margaret Dunne
	HFS.PacisTransition@illinois.gov 


When reporting an issue, it is critical that you provide complete information. You should be prepared with the following information if you call in the problem or you should include the following information in an email if you send the problem by email. 
1. Description of the problem.  Begin with a short label as described below.  
· IES – Active Directory
· IES – MFA
· IES – Other Registration Issue
· IES – Understanding client information
· IES – Incorrect information
· IES – Technical problems in accessing or navigating pages
· IES -  Search issues
1. Customer’s name and application or case number. If the issue was encountered for a specific customer, please provide this information. See the CAUTION: Personally Identifiable Information section below for instructions on handling sensitive information.
1. Agency name and Provider # (if applicable). The agency that is reporting the problem and their provider number.
1. Short narrative description of the problem
1. Page Location.  The page or area of the Application where the problem occurred or question revolves around. 
1. Time & Date.  The approximate time and date the problem occurred.
1. Screen shot, if available 
CAUTION:  Personally Identifiable Information (PII) 
When reporting IES or ABE problems, users should NEVER include a client’s personally identifiable information, for example first and last name in combination with a birthdate or social security number.  Be especially careful of screenshots with PII, if a Social Security Number is included in a screenshot the screenshot should be encrypted, or the PII information blacked out with a text box.  T-Numbers or case numbers are not PII. 



User refers to training materials, IES External User Resource Center and External User IES Troubleshooting Guide 


User notifies the ASA if they can't resolve problem


ASA escalates problem as needed following written guidelines
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YOU ARE ACCESSING A U.S. STATE INFORMATION SYSTEM, WHICH
1) THIS COMPUTER, (2) THIS COMPUTER NETWORK, (3) ALL
COMPUTERS CONNECTED TO THIS NETWORK, AND (4) ALL DEVICES AND
'STORAGE MEDIA ATTACHED TO THIS NETWORK OR TO A COMPUTER ON
THIS NETWORK. THIS INFORMATION SYSTEM IS PROVIDED FOR U.S.
GOVERNMENT-AUTHORIZED USE ONLY. UNAUTHORIZED OR IMPROPER
USE OF THIS SYSTEM MAY RESULT IN DISCIPLINARY ACTION, AS WELL
AS CIVIL AND CRIMINAL PENALTIES. BY USING THIS INFORMATION
SYSTEM, YOU UNDERSTAND AND CONSENT TO THE FOLLOWING: (1)
YOU HAVE NO REASONABLE EXPECTATION OF PRIVACY REGARDING ANY
COMMUNICATION OR DATA TRANSITING OR STORED ON THIS
INFORMATION SYSTEM. AT ANY TIME, AND FOR ANY LAWFUL
GOVERNMENT PURPOSE, THE GOVERNMENT MAY MONITOR, INTERCEPT,
AND SEARCH AND SEIZE ANY COMMUNICATION OR DATA TRANSITING
OR STORED ON THIS INFORMATION SYSTEM. (2) ANY COMMUNICATION
OR DATA TRANSITING OR STORED ON THIS INFORMATION SYSTEM MAY
BE DISCLOSED OR USED FOR ANY LAWFUL GOVERNMENT PURPOSE. SEE
‘STATE'S PRIVACY POLICY.
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