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Desk Guide

HANDLING INQUIRIES AND REFERRALS ABOUT THE TICKET PROGRAM 

GENERAL GUIDELINES: 

When Do I Refer Beneficiaries/Recipients to MAXIMUS?

TSC/SPIKE/FO/PC staff should answer general questions about SSA’s Ticket to Work program.  If at any time the beneficiary or recipient wants more detailed information about the Ticket to Work program, refer them to MAXIMUS at 1-866-968-7842 (1-866-YOURTICKET) or TTY/TDD at 1-866-833-2967 (1-866-TDD2WORK).  However, before referring them we need to make sure that we have taken care of any program related issues such as correcting addresses and/or state and county codes on our records (see DI 55002.001.C and DI 55002.045); and, answered any non-Ticket work related questions, including inquiries about other work incentive provisions.

TSC/SPIKE/FO/PC staff should refer beneficiaries/recipients to MAXIMUS when they:

· are ticket-eligible and want to get their tickets before the scheduled mailing date (see DI 55002.030B.);

· are ticket-eligible and want to get a duplicate ticket because they allege non-receipt or loss of a ticket (see DI 55002.030C.);

· want their names removed from the list of beneficiaries/recipients that MAXIMUS makes available to employment networks (ENs) (see DI 55050.025.A);

· want to know what ENs are available to serve them (see DI 55005.001, item 3d);

· have a question about a particular EN (see DI 55005.001, item 3d);

· have a complaint about an EN (see DI 55075.005C.1.);

NOTE:  If the complaint is about a State Vocational Rehabilitation (VR) agency, do not refer the beneficiary/recipient to MAXIMUS.  Instead follow the instructions in DI 55075.010C.

· have a question about assigning or reassigning their ticket to an EN or State VR agency (see DI 55005.001, item 3e); or 

· have a question about their progress review or in-use status (see DI 55005.001, item 3e).

When Do I Refer an EN to MAXIMUS?

Refer ENs to MAXIMUS when they:

· have a complex question about the Ticket to Work program (e.g., a question about the EN payment systems) (see DI 55005.001, item 3f);

· want information about a specific beneficiary/recipient (see DI 55005.001, item 3d); if they have written consent, follow current rules on Privacy/FOIA
· have a complaint about a beneficiary/recipient (see DI 55075.005C.2.); or
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· have a question or dispute about a milestone or outcome payment they received (see DI 55005.001, item 3f).

When Do I Refer State VR Agencies to MAXIMUS?

Refer State VR agencies to MAXIMUS when they:

· have a complex question about the Ticket to Work program (e.g., a question about the EN payment systems) (see DI 55005.001, item 3f);

· want information about a specific beneficiary/recipient (see DI 55005.001, item 3d); if they have written consent, follow current rules on Privacy/FOIA
· have a question or dispute about a milestone or outcome payment they received (see DI 55005.001, item 3f).

NOTE:  Do not refer State VR agencies to MAXIMUS when they:

· have complaints about beneficiaries/recipients, as they have a separate dispute resolution process for handling these issues (see DI 55075.010.C); or

· have questions about or disputes with a VR cost reimbursement payment, as they have a special protocol to follow (see DI 55060.001.C.3.).

When Do I Refer Other Callers to MAXIMUS?

Refer other callers to MAXIMUS when they:

· have a complex question about the Ticket to Work program (see DI 55005.001, item 3f);

· are an organization that is interested in becoming an EN (see DI 55005.001, item 3c);

· have a complaint about an EN (see DI 55005.001, item 3c); or

· are a State Protection and Advocacy to Beneficiaries of Social Security (PABSS) specialist, representing a beneficiary/recipient on a specific ticket related issue, such as in a dispute with an EN (see DI 55075.005C.3.).

______________________________________________________________________________
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QUESTIONS AND ANSWERS ABOUT TICKET INQUIRIES:

What is Ticket to Work?

Ticket to Work is one part of a law signed in December 1999, which expands the options available to Social Security and Supplemental Security Income disabled and blind beneficiaries who want assistance in going to work.  SSA has contracted with a Program Manager (PM), currently MAXIMUS, who will be administering this program for us.

This program is completely voluntary.  You do not have to participate if you do not feel you can work.  You do not have to let us know that you are not going to use the Ticket.

What do I Actually Receive With my Ticket?

If you are an eligible beneficiary or recipient you will receive a “Ticket to Work and Self-Sufficiency” document, a booklet “Ticket to Work and Self-Sufficiency” and a “Good News” letter.

As a representative payee, an authorized representative, or guardian for an eligible beneficiary or recipient, you will only receive the booklet “Ticket to Work and Self-Sufficiency” and a copy of the “Good News” letter sent to the eligible beneficiary or recipient.  The website for a facsimile of the Ticket, booklet and notice are at:  

http://eis.ba.ssa.gov/parc/hot-topics/workincentives/workincentives.htm
What are the Advantages of Participating in the Ticket Program?

By participating in the Ticket program:

· you will receive assistance in returning or continuing to work, at no cost to you; and,

· you will not have to undergo a medical review (CDR) while you are using your ticket. 

The special CDR exemption applies only if you begin using your ticket on or before the date SSA initiates the medical CDR.  (See DI 55025.001)
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Is the Ticket Program Available in My State Now?
As of November 2003, the Ticket Program is available in all states and territories.   (Refer to the chart in DI 55002.005.C.8.)   

I Recently Moved to a Ticket State.  How do I Get a Ticket?

If the individual is otherwise eligible for the Ticket, respond as follows.  We are taking action today to update the address information on our records. You will receive a notice shortly advising you that you are eligible for a Ticket.

I Plan to Move to a Non-Ticket State.  Will I Lose My Ticket?

You will remain eligible for a Ticket.  While there are some ENs that are providing national services, some service providers may not be conveniently located in states where the Ticket Program has not yet been phased in. You can contact the EN for specific information.

Will My Disability Benefits Stop if I Don’t Use My Ticket?

No, your benefits will not stop.  The Ticket to Work program is strictly voluntary.  You have the option of deciding whether and when you want to use your ticket.  (See DI 55002.010.A)

Why Didn’t I Get a Ticket?

Before answering this question, determine that they are receiving disability benefits; what their age is; if we have their correct address; and what their SSN is.  Then check that they meet the general eligibility requirements.  They must:

· have attained age 18 and not attained age 65;

· be receiving a Federal disability benefit (not just State Supplement payments); and

· reside in a Ticket State.

There are some exceptions to the general ticket eligibility requirements (see DI 55002.005.C).

· The Federal disability benefit is only because of:

· benefit continuation payments during a medical cessation appeal; or

· SSI presumptive disability benefits; or

· SSI benefits based on the childhood disability standard; or

· provisional (temporary) cash benefits under Expedited Reinstatement (EXR); or

· Section 301 payments.
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· Their records show they have a Medical Improvement Expected (MIE) diary and they have not had their first CDR (unless they’ve been receiving benefits for three years).

· Benefits are in suspense or deferred status and they are not currently receiving a Federal payment (some corrective inputs may need to be made).

· Beneficiary/recipient is residing in a non-ticket state. 

· Title II beneficiary does not have an SSN.

For Title II this includes the disabled worker, disabled widow, disabled widower, childhood disability beneficiary (no matter what age) and disabled surviving divorced spouse.  For Title XVI only, ensure that they are receiving benefits based on adult standards  (see DI 55002.035.C if they are still shown as a DC, but are over age 18 to determine if an age 18 medical redetermination has been done).

· First, need to determine what state the beneficiary/recipient is calling from to determine if the beneficiary/recipient lives in a state that has been phased in.   (800# Agents - see the chart in TSOG 17001.050.E.)  

· Second, ensure that the address and state and county code are correct for the residence of the beneficiary/recipient. 

· Third, if living in a state where Tickets are being phased in, check the last digit of SSN.

· Refer to DI 55002.030 – DI 55002.045 and TSOG 17001.050 for more detailed instructions and examples on why a beneficiary/recipient did not receive a ticket.

NOTE:  If a beneficiary and/or recipient are Ticket eligible, they do not have to wait until they receive the Ticket to contact an EN or State VR agency.
Can Someone Who Receives Retirement Benefits Get a Ticket?

No.  To get a ticket you must be getting a disability-based benefit.  (See DI 55002.005.B.2)
What Causes My Ticket to Terminate?

Your Ticket will be terminated the month you are not eligible for disability benefits because you have been found to no longer meet the medical requirements.  Your Ticket will also be terminated the month you attain age 65 (See DI 55002.055.A).  NOTE: This does not apply to CDBs.  (See below for re-entitlement information.)
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Can I Get Another Ticket?

You can only receive one Ticket per period of entitlement.  (If Ticket is simply lost, they call MAXIMUS for a replacement of the whole Ticket package.)  If you should become entitled to disability benefits again because of new claim or we’ve reinstated your benefits, you will be eligible for a new Ticket.  In these cases, the previous ticket will be terminated.  (See DI 55002.010.B)
What do I Have to Do to Get Assistance or to Use the Ticket?

Shortly after you receive your ticket, you will begin receiving information and/or calls from Employment Networks (ENs) and/or State Vocational Rehabilitation agencies (VR agencies), which have received your name from the Program Manager (PM), offering their services to you in case you are interested in returning to work.

You might be receiving information from several ENs or a State VR agency.  If you are interested in going to work, you should compare the different programs that they are offering.  If you decide to go to work and you and the EN or State VR Agency can come to an agreement on a work plan, then you “assign” or give your ticket to an EN or State VR Agency.  You may only assign your ticket to one EN or State VR Agency at a time.  With an EN you would sign a work plan with them called an Individual Work Plan (IWP) and with a State VR Agency you would sign an Individualized Plan for Employment (IPE).  

You may wish to contact a local Protection and Advocacy (P&A) system to assist you with advice about obtaining employment services or selecting an EN.  (See “Is There Anyone That Can Help me Make a Decision…” for website of P&As names and addresses.)

However, you do not have to wait to be contacted by an EN.  If you want information about ENs right away, you can call the number in the booklet that came with your Ticket 1-866-968-7842 (1-866-YOUR TICKET) and talk to an Employment Network Coordinator (ENC) who can give you the names of ENs in your local area.

I am Already Working, So Can I Use My Ticket?

Yes.  If you meet all the requirements and have received a Ticket, you can talk with ENs and/or State VR agencies and assign or give them your ticket if you can come to an agreement on a work plan with them
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Is There Anyone That Can Help me Make a Decision About Whether I Should Return to Work?  Or, Is There Someone That Can Help me Make a Decision on Which EN is Best for Me?

Yes.  SSA has contracts with agencies that can help you in making these decisions.

If you need assistance in making an informed decision about working, you can contact a community-based organization that is part of the Benefit Planning Assistance and Outreach (BPAO) Program to help explain how work will affect your benefit and to assist you in making return to work decisions.  

NOTE:  Current addresses and phones numbers for BPAO are on the Intranet at:  

http://mwww.ba.ssa.gov/work/ServiceProviders/BPAODirectory.html
Or you can give the Internet site for BPAO addresses and phone numbers:

http://www.ssa.gov/work/ServiceProviders/BPAODirectory.html or http://www.yourtickettowork.com/bpao 
You may also wish to contact a local Protection and Advocacy (P&A) system to assist you with advice about obtaining employment services or selecting an EN.  They can also assist you in developing, implementing or amending your work plan.

NOTE:  Current addresses and phone numbers for P&A organizations are on the Intranet at:
http://mwww.ba.ssa.gov/work/ServiceProviders/PADirectory.html
Or you can give the Internet site for P&A organizations:

http://www.ssa.gov/work/ServiceProviders/PADirectory.html or http://www.yourtickettowork.com/res_advocacy 
Can I Change ENs?

Yes.  If you are not satisfied with the EN you are working with, you should contact MAXIMUS (1-866-968-7842 or TTY/TDD 1-866-833-2967) to notify them you want to stop working with the current EN and/or to notify them that you want to work with another EN.  Remember that you have to terminate your agreement with the first EN before you can assign your Ticket to another EN.
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What If I Have Problems With My EN?

First you should try to resolve your problem with the EN as they have a procedure in place to solve disputes.  If you still have a problem, then you should contact MAXIMUS (1-866-968-7842 or TTY/TDD 1-866-833-2967).

I’ve Already Contacted MAXIMUS and I’m Still Not Happy.

Then you can ask MAXIMUS to refer your inquiry to Social Security.  Remember that at any point, you can contact a Protection and Advocacy Group (see note above on obtaining names and addresses of P&As).

What If I Don’t Want to Work and I Don’t Want to Receive Any Information on ENs?

You can contact MAXIMUS (1-866-968-7842 or TTY/TDD 1-866-833-2967) and ask them to remove your name from their records.
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