Verizon
800-332-6347
Published

Entry: Bypass
Intelligent

Routing

Suspected Fraud: “Suspected Fraud”, “Fraud”
Child Support: Child Support, Support

Other: Other

In Spanish:

Suspected Fraud: sospecha de fraude, Fraude

Child Support: Manutencion de los hijos, Apoyo

Other: otras

Note: Press 8 or say Main Menu should only be allowed once hearing

1-855-284-0650
(ICF ATT unpublished)

Intro

For English, press 1.
Para continuar en Espanol, oprima 2.

default to English

Welcome to the Maryland Department of Human Services.

No Selection/Invalid Selection — Repeat Menu 3 times then

Overall Requirements:

)

notification

Port Checker at 80% and Send

1 - Holiday and HOO check will occur before
sending call to each queue/skill

2 — All menus with DTMF should Repeat 3
times on no input/invalid selection

3 - All IVR prompts can be played in English or
Spanish based on language selected at

No entry or Invalid selection after 3™ try — set language to English
Press1or2 or

Invalid Selectio

Emergency
Notice?

n after 3" repeat

Play Prompt based on
language selected

EngSpan.wav

4 —Press 8 or Say “Main Menu” should send
Customer back to Main Menu. However, when
asking for an input, if 8 or Main Menu is given,
8 will be utilized for what the prompt is asking
for. In other words, the prompt input for data
will override the logic to return to Main Menu
if 8 is entered.

Play: EmergencyNotice.wav

I
False

Special
Notice?

False

Play Prompt based on
language selected

order to reinforce CDC guidelines

Play: EntryNotice.wav - In

Has
call history

data?

Play Prompt based on
language selected

No

v

If you need assistance with your SNAP
benefits, please press 1 now. For all other
options, please press 2.

A 4

No Selection/Invalid Selection — Repeat Menu 3 times then

continue

FIA- Snap

Press 1——— P

Play Prompt based on
language selected Press 2, No Selection/

Invalid selection after 3 menu repeat

If you need assistance with your utility
payments, please press 1 now. For all other
options, please press 2.

No Selection/Invalid Selection — Repeat Menu 3 times then

continue

FIA-Energy

Press 1

Press 2, No Selection/
Invalid selection after 3 menu repeat

For information on your specific child support case, say, "CHILD SUPPORT", or press 1.

For all other inquiries except for suspected fraud, say, "OTHER", or press 2. To report suspect fraud say, suspected

fraud or press 3 .

No Selection/Invalid Selection — Repeat Menu 3 times then continue

Main Menu or for prompts after Main Menu, not before.

Entry: Main
Menu

Intelligent
Routing

Press 1 or
say “Child Support”

Press 3 or

say “Suspected Fraud” »

Press 2 or say “Other” or No selection/invalid selection after 31

Press 8

or say,
MAIN MENU at any time during call

Play Prompt based on
language selected

repeat

Play Prompt based on
language selected

YOUTH FEELING UNFAIRLY TREATED", or "REPORT ABUSE OR NEGLECT."

Invalid
No Input/

Say “More Detail”

Input/

Didn’t hear what you need? Say, "MORE DETAIL."
No Selection — No Repeat of Menu go to DTMF IVR

Main Menu: You can say, "GET CASE INFORMATION", "GENERAL QUESTIONS", "SUSPECTED FRAUD", "FOSTER

At any time during this call you may say, "MAIN MENU" to return to the Main Menu.(This menu repeats)

Child Support

Fraud

English:
Report Abuse or Neglect: “Report Abuse or Neglect”, “Abuse”, “Neglect”, “Report”

Get Case Information: “Get Case Information”, “Case”, “Case Information”

General Questions: “General Questions”, “General”

Suspected Fraud: “Suspected Fraud”, “Fraud”

Foster Youth Feeling Unfairly Treated: “Foster Youth Feeling Unfairly Treated”, “Feeling

Unsafe”, “Unsafe”, “Youth in Custody”, “Custody”, “Unfair”, “Foster Youth Ombudsman”,
“Ombudsman”

More Detail: More detail,Detail
Main Menu: Main Menu

Spanish:
Report Abuse or Neglect: Informar abuso o negligencia, abuso, negligencia

Get Case Information: Obtener informacion del caso, Caso, Informacion del caso
General Questions: Preguntas generales, Preguntas

Suspected Fraud: sospecha de fraude, Fraude

Foster Youth Feeling Unfairly Treated: “Los jovenes de crianza se sienten tratados

injustamente, Sentirse insegura, Juventud en custodia, Ombudsman, Defensor del
Puebla

A

Press 1

Say “Get Case Information” Press 5

Press 2
Say “General Questions”

Press 3
Say Suspected
Fraud

General

Case Info Info

Press 1 Press 4 Press 5

Say Main Menu——

or Say Report Abuse or Neglect

More Detail: mas detalle, detalle
Main Menu: Mend principal

Press 8

Forward call send
call to general
queue based on
language.

Press 6

Social
Services

Play Prompt based on
language selected

Thank you. Goodbye.

>

Play Prompt based
on language
selected

If you are calling about an existing case regarding Child Support, Food Stamps, Cash, Energy, Housing, Medical Assistance, or Background

Checks, press 1.

If you are a youth in foster care, or a caller trying to reach the Foster Youth Ombudsman,

If you are calling about the Foster Care Program, Adoption, or In-Home Services, press 3.
For general questions about any of these programs, press 4.

To report suspected fraud by a vendor, contractor, employee, or individual receiving ben
To report suspected abuse or neglect of a child or vulnerable adult, press 6.

To return to the Main Menu at any time during this call, press 8.

No Selection/Invalid Selection — Repeat Menu 3 times

press 2.

efits, press 5.

No selection/invalid
selection after 3™ repeat




CVP Page(s): SMS

Social Family Family
Social Services: Social Services: Social Services: Social Services: Services: Investment: Investment: Fraud: Fraud: This menu option is available at any time:
Payments Group Homes Foster Care Background Checks- ervices: Energy: Energy: Find Vendor Welfare
Adult Services .
Apply Local Office
Press 8
SMS: Page 1 or say, ) i
MAIN Entry: Main
MENU Menu
Engish: Charges from your service provider may apply. To receive a text at the phone you are using now, say,
This Phone: This Phone “THIS PHONE”. To enter a different phone number, say, “NEW NUMBER”, or you can say, “END CALL”, or
New Number: New Number “REPRESENTATIVE”.
End Call: End, End Call
Representative; Representative, rep b 1 Note You can Press 1, Press 2, Press 3, at ASR menu even though the prompt doesn’t indicate that to Customer.
Yes: Y No Input After 3" Thank you.
es: Yes repeat Goodbye.
No: No Is ANI Y . or Press 9 or
Main Menu: Main Menu available? €Sy IF NO MATCH/No input, THEN: 37 “End Call”
Spanish: For a text to the phone you are on now, press 1.
This Phone: Este teléfono No To enter a different number, press 2.
New Number: Nuevo nimero To speak with a representative, press 3.
End Call: finalizar llamada, finalizar, Terminar llamada, Otherwise, press 9 to end this call.
Terminar No Selection/Invalid Selection — Repeat Menu 3 times Press 1 or
Representative: Representante Say “This Phone
Yes: Si
No: No SMS: Page 2

Main Menu: Men principal

Press 3 or say “Representative” or
Invalid Input after 3" repeat

Charges from your service provider may apply. Say,
“YES” to continue, or say, “REPRESENTATIVE”, or
“END CALL”.

Note You can Press 1, Press 2, Press 3, at ASR menu even though the

Thank you. No Selection After 3™ prompt doesn’t indicate that to Customer.
Goodbye. repeat

< or Press 9 or
Say “End Call”

— Press 3 or say “Representative” or—j
IF NO MATCH/No Input, THEN: Invalid Input after 3" repeat

Press 2 or

To continue, press 1. Say “New Number”

Representative, press 2.
End call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Play: closedholiday.wav
in Eng or Sp

Press 1 or say “Yes”

o

Say or enter your ten-digit phone number.
No Input — repeat 3 times and say goodbye.

After saying “No” 3 times or
CONFIRMATION: —————Pressing 2 3 times or Invalid Input after 3™ repeat. Holiday?

You entered {DIGITS ENTERED}.
Is that correct? Say “Yes” or Say “No”.

2, “NO” 1, “YES”

Play: closed.wav in Eng
or Sp

SMS: Page 2

The DHS Customer
Service Center is
currently offering
extended hours....

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Engish:

Main Menu: Main Menu

End Call: End, End Call
Representative: Representative, rep

Spanish: CVP Page(s): SMS
Main Menu: Menu principal ) — . ‘
End Call: finalizar llamada, finalizar, Terminar This menu option is available at any time:
llamada, Terminar SMS: Page 2
X Press 8
Representative: Representante
or say,
MAIN
1. Sending a text from cell with error MENU
message — pass..error message and \ /
press 8/Say main menu and got main The system will retrieve the
menu language-specific text for

the SMS message from the
database, and attempt to
send the message.

2. Sending a text from cell with error
message — pass..error message and
press2 — extended hours message —
pass

3. Sending a text from cell with error
message — pass..error message and

Sent « ”
Create PIN
press9 — Thank you goodbye.—pass FALSE successfully? TRUE the originati TRUE
. . e originating
4. Sending a text from cell with error page?
message — pass..error message and y ) 4
press9 —invalid selection of 7. — go to D) o)
MainEndtrasfer2, press 1 to go to main There was an error sending the message. Message sent successfully.
menu — pass
5 - 4. Sending a text from cell with FALSE

error message — pass..error message
and press9 —invalid selection of 7. — go
to MainEndtrasfer2, press 2 hear
extended message — pass

6 Sending a text from cell with error
message — pass..error message and
press9 —invalid selection of 7. — go to
MainEndtrasfer2, press 9 — say thank
you and goodbye.pass

Create PIN:
CSC Number
Sent via
SMS

“Create PIN”
the originating

)
Message sent successfully.

Say, “MAIN MENU” or “END CALL".
Note You can Press 8, or Press 9 on ASR menu
even though the prompt doesn’t indicate that to

FALSE

Customer.

Create PIN:
CSC Number
Sent via
SMS

IF NO INPUT OR MATCH, THEN:

To return to the main menu, press 8.

To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3

times
#3y “MAIN MENU”, “REPRESENTATIVE”, or “END CALL". Pre‘ss 9
Note You can Press 1, Press 2, or Press 9 on ASR menu even though the Press 8 “ ”
prompt doesn’t indicate that to Customer. “MAIN MENU” END CALL” or

No input after 3" repeat

IF NO MATCH/No input, THEN:

Thank you.
Goodbye.

To return to the main menu, press 1.
To speak with a representative, press 2.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Press 9
“END CALL” or Invalid 3X no
No input after 3" repeat match
Press 1
“MAIN MENU”

Play: closedholiday.wav
in Eng or Sp

Holiday? Yes

Play: closed.wav in Eng
or Sp

Yes

v

The DHS Customer
Service Center is
currently offering
extended hours....

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Family
Investment:
Energy: Find
Local Office

Social Services: . i i CVP Page(s): County Finder
Social Services: Family
Background

Checks Adult Services Investment

This menu option is available at any time:

Find Zipcode

Press 8
or say,
MAIN

MENU

Entry: Main
Menu

Find Entered Zip Code

Record
found in DB?

This zip code was not found.
Please enter the zip code again.

Thank you.
Goodbye.

No input
after 3" repeat

—>

No Selection/Invalid Selection — Repeat Menu

3 times

Invalid input after 3" repeat
Not found after 3 total tries

4 4 4

A A A A

Yy Family
Family Social Services: Social Services: Investment: Family Social Services: Investment: Social Services:
Investment Background Adult Services- Energy: Find Investment Adult Services- Energy: Find Background

Return Return Local Office - Checks- Return
Return

Return Checks- Return Return Local Office -
Return




English: This menu option is available at any time:
Welfare Recipient: Welfare,welfare recipient ,recipient

DHS Employee or Contractor: Employee, contractor, dhs
Press 8

Store Or Vendor: Store,vendor E . .

End Call: End,end call or say, ntry: Main

Main Menu: Main Menu MAIN Menu

Spanish MENU

Welfare Recipient: asistencia social, bienestar, receptor de bienestar
DHS Employee or Contractor: proveedor

Store or Vendor: tienda, Vendedor, Almacen,

End Call: finalizar llamada, finalizar, Terminar llamada, Terminar
Main Menu: Mend principal

Overall Requirements:

1 - All menus with DTMF should Repeat 3 times on no input/invalid selection

2 — All IVR prompts can be played in English or Spanish based on language selected at
EngSpan.wav

3 — Press 8 or Say “Main Menu” should send Customer back to Main Menu. However,
when asking for an input, if 8 or Main Menu is given, 8 will be utilized for what the prompt
is asking for. In order words, the prompt input for data will override the logic to return to
Main Menu if 8 is entered.

The Office of the Inspector General identifies, investigates, and resolves suspicions of fraud, waste,
and abuse. A complaint should only be made if an individual is not entitled to or is misusing benefits;
or if a vendor, contractor, or employee is suspected of misconduct. Reports can be anonymous.

N

Who do you suspect may be committing fraud? Say, “WELFARE RECIPIENT”, “DHS EMPLOYEE
OR CONTRACTOR”, or “STORE OR VENDOR"”. Or, you may say, “MAIN MENU” or “END CALL".

Note You can Press 1, Press 2, Press 3, Press 8 or Press 9 at ASR menu even though the prompt
doesn’t indicate that to Customer.

Thank you. 3X IF NO INPUT OR MATCH, THEN:
Goodbye. %Noplr'i:g; o
Or End Call To report a welfare recipient, press 1.

If you suspect fraud was committed by a DHS employee or contractor, press 2.
To report a store or vendor, press 3.

Main menu, press 8.

End call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Invalid Selection after 3™ repeat

Press 2 Press 3 p 8
Press 1 “DHS EMPLOYEE “STORE OR VENDOR” ress

“WELFARE RECIPIENT” OR CONTRACTOR” MAIN MENU

Fraud: Fraud: Fraud: Entry: Main
Welfare Welfare Vendor Menu

The Customer Service center is HoIiday?
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
MDDHS_General or This call maybe monitored or hours of operation 8 am to 8 pm
recorded. weekdays and weekends 9 am to
4 pm for al questions not child
support related.

MDDS_General_SPA




English:

Report Fraud Online: Report, report fraud online, fraud
Continue by Phone: Continue, phone, continue by phone
Main Menu: Main Menu

End Call: End, end call

I’ll Call Back: Ill call back, call back

Repeat Address: Repeat address, repeat

Text Me the Link: Text me the link, text

CVP Page(s): FraudWelfare

Spanish

Report Fraud Online: informe fraude en linea, reporte fraude en linea,
online

Continue by phone: continue por telefono, continua por telefono, continua Welfare Press 8
Main Menu: Mend principal or say,
End Call: finalizar llamada, finalizar, Terminar llamada, Terminar
I’ll Call Back: Volveré a llamar, llamar de vuelta MAIN

Repeat Address: Repetir direccion, Repetir MENU

Text Me the Link: Enviame el enlace, Texto, Enlace \ )

Fraud: This menu option is available at any time:

Say, “REPORT FRAUD ONLINE”, “CONTINUE BY PHONE”, “MAIN MENU”, or “END CALL". gzz’;:z‘;“'

Note You can Press 1, Press 2, Press 3, Press 8 or Press 9 at ASR menu even though the prompt doesn’t indicate that to Press 9 “Say
Customer. End Call”

Thank you. IF NO INPUT OR MATCH, THEN:

Goodbye. 3X

NOINPUT | To report a fraud online, press 1. i;‘:; ﬁAeS:J Entry: Main
To report a fraud by phone, press 2. Menu
Main menu, press 8.
End call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Press 1
“REPORT FRAUD ONLINE”

Press 2
“CONTINUE BY PHONE” or

Invalid Selection after 3™ repeat

Reports can be submitted at

“www.dhr.state.md.us” by

5e|ecting “Services”, and then Our office is currently closed. However, your report is important to us. Our office

“ + ” Hours are Monday through Friday, from 8am to 5pm. Say, “REPORT FRAUD ONLINE” or
Office of the Inspector General”. “I’LL CALL BACK”. Note You can Press 1, Press 2,at ASR menu even though the prompt

doesn’t indicate that to Customer

IF NO INPUT OR MATCH, THEN:

A

4

To report a fraud online, press 1.

Otherwise, please call back during business hours, Monday through Friday, 8am to 5pm.
Say, “REPEAT ADDRESS”, “TEXT ME THE LINK”, or “END CALL".

1 Note You can Press 1, Press 2,or Press 9 at ASR menu even though the
“REPEAT | prompt doesn’t indicate that to Customer.
ADDRESS”

No Selection/Invalid Selection — Repeat Menu 3 times

“I'LL CALL BACK” /press 2
No selection
Invalid Selection

IF NO INPUT OR MATCH, THEN:

To hear this address again, press 1. )
To receive the exact link as a text message, press 2. Hollday r Closed

To end this call, press 9. We look forward to hearing from you.

No Selection/Invalid Selection — Repeat Menu 3 times

Thank you. Goodbye.

No Selection After 3 repeat
or Press 9

Invalid Selection after 3™ repeat

Thank you. Goodbye. Press 2 Holiday?
“TEXT ME THE LINK”

No Holiday

SMS: Page 1

The DHS Customer Service Center

. is currently offering extended

This call maybe hours of operation 8 am to 8 pm

monitored or recorded. weekdays and weekends9am to ¢————QOpen
MDDS_General_SPA 4 pm for al questions not child

support related.

MDDHS_General or




3X
NO INPUT
Or Press 9 or
End Call

Thank you.
Goodbye.

English:

Report Fraud Online: Report, report fraud online, fraud
Continue by Phone: Continue, phone, continue by phone
Main Menu: Main Menu

End Call: End, end call

Repeat Address: Repeat Address, Repeat

Text Me the Link: Text me the link, text

Spanish:

Report Fraud Online: informe fraude en linea, reporte fraude en linea,
online

Continue by phone: continue por telefono, continua por telefono, continua
Main Menu: Menu principal

End Call: finalizar llamada, finalizar, Terminar llamada, Terminar

Repeat Address: Repetir direccidn, Repetir

Text Me the Link: Enviame el enlace, Texto, Enlace

Fraud:
Vendor

This menu option is available at any time:

Press 8
or say,
MAIN
MENU

Entry: Main
Menu

Customer.

3X

NO INPUT |

Or Press 9 or
End Call

End call, press 9.

To report a fraud online, press 1.
To report a fraud by phone, press 2.
Main menu, press 8.

Say, “REPORT FRAUD ONLINE”, “CONTINUE BY PHONE”, “MAIN MENU”, or “END CALL".

Note You can Press 1, Press 2, Press 3, Press 8 or Press 9 at ASR menu even though the prompt doesn’t indicate that to

IF NO INPUT OR MATCH, THEN:

No Selection/Invalid Selection — Repeat Menu 3 times

1
“REPORT FRAUD ONLINE”

LDl

Reports should be filed at the
United States Department of
Agriculture site at
“www.usda.gov/oig/
hotline.htm”.

I
2

“CONTINUE BY PHONE”

-<=>>

To report a vendor or

store, contact the United States
Department of Agriculture at
(800) 424-9121. If you get
disconnected, you can call them
directly at (800) 424-9121.

Outbound Call

\
8

“MAIN MENU”

Invalid Input after 3" repeat——

» Holiday?

4
Say, “REPEAT ADDRESS”, “TEXT ME THE LINK”, or

1 “END CALL".
“REPEAT Note You can Press 1, Press 2,or Press 9 at ASR menu even though the

Transfer: Forward
to: (800) 424-9121

Invalid Input
after 3" repeat

prompt doesn’t indicate that to Customer.

ADDRESS”

IF NO INPUT OR MATCH, THEN:

To hear this address again, press 1.

To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

To receive the exact link as a text message, press 2.

2
“TEXT ME THE LINK”

SMS: Page 1

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA

Yes———P»

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.




English:
Do | Qualify: Do | qualify, qualify Family
Request An Application: Request, request an application, application Investment:
Find My Local Office: Find my local office, local office
Other Questions: Other, other questions

Main Menu: Main Menu

Entry Tab

CVP Page(s): EnergyAssistance

Spanish

Do I Qualify: Calificar,califico Family This menu option is available at any time:
Investment:

Request An Application: pedir una solicitud, solicitud

Find My Local Office: encontrar mi oficina local, oficina local Press 8
Other Questions: otras preguntas, otras Energy oS
Main Menu: Menu principal Y,
MAIN
Overall Requirements: MENU
1 - All menus with DTMF should Repeat 3 times on no input/invalid \
selection
2 — All IVR prompts can be played in English or Spanish based on language i i . .
selected at EngSpan.wav The Office of Home Energy Assistance Programs assist eligible low
3 - Press 8 or Say “Main Menu” should send Customer back to Main income individuals and families with home heating and electricity
M_enu4 Hc.n{vever, when asking for anilnpup if 8 or Main Menu is given, 8 costs. Say, “DO | QUALlFY", "REQUEST AN APPLlCATlON", “EIND
will be utilized for what the prompt is asking for. In order words, the ) " )
prompt input for data will override the logic to return to Main Menu if 8 is MY LOCAL OFFICE”, or “OTHER QUESTIONS”.
entered.
Note You can Press 1, Press 2, Press 3, or press 4 at ASR menu even though the prompt
doesn’t indicate that to Customer.
Thank you. 3x
Goodbye. <—N INPUT |
OINPU IF NO INPUT OR MATCH, THEN:
To find out if you qualify for assistance, press 1.
To request an application, press 2.
For the location of your nearest energy assistance office, press 3.
For all other questions, press 4.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1 Press 2 Press 3
“DO | QUALIFY” “REQUEST AN APPLICATION”  “FIND MY LOCAL OFFICE”
Family Family Family
Investment: Investment: Investment: Invalid Selection after 3™ repeat
Energy: Energy: Energy: Find OR Press 4 OR
Eligibility Apply Local Office “OTHER QUESTIONS”
The Customer Service center is
currently closed in observance of
the holiday. Please call back Yes
during business hours, Monday <
to Friday 9 am to 5 pm.
No

CSC Open?
M-F8amto 8 pm ET
Sat-Sun 9-4 ET,

The Customer Service center is
currently closed. Please call back No
during business hours, Monday ¢ —

to Friday 9 am to 5 pm.

Yes
A 4

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




English:

Mail Me An Application: Mail, mail application, mail me an
application

Walk-In Appointment: walk in, walk in appointment

Apply Online: online , apply online

Repeat that Address: Repeat that address, repeat

Text me the link: Text me the link, text

Apply in Person: Apply in person, in person, apply

Mail me a Paper Application: Mail me a paper application,
paper application, mail, application

Representative: Representative, rep

End Call: End call, end

Main Menu: Main Menu

Spanish

Mail Me An Application: enviar por correo una solicitud,
aplicacion de correo

Walk-In Appointment: Cita, caminar en la cita

Apply Online: en linea, aplica online

Repeat that Address: Repetir direccion, Repetir

Text me the link: enviame el enlace, texto, enlace

Apply in Person: Aplicar en persona, en persona, aplicar
Mail me a Paper Application: Envieme una solicitud en papel,
solicitud en papel, correo, solicitud

Representative: Representante

End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Main Menu: Mend principal

Overall Requirements:

1 — All menus with DTMF should Repeat 3 times on no input/
invalid selection

2 — All IVR prompts can be played in English or Spanish based
on language selected at EngSpan.wav

3 —Press 8 or Say “Main Menu” should send Customer back to
Main Menu. However, when asking for an input, if 8 or Main
Menu is given, 8 will be utilized for what the prompt is asking
for. In order words, the prompt input for data will override
the logic to return to Main Menu if 8 is entered.

Family

Family
Investment:

Investment:

Energy

Energy:
Eligibility

CVP Page(s): OHEP_Apply

This menu option is available at any time:

Family
Investment:
Energy: Press 8
Apply or say,
. MAIN
MENU

Say, “MAIL ME AN APPLICATION”, “WALK-IN APPOINTMENT”, or “APPLY ONLINE”.

Note You can Press 1, Press 2, Press 3, at ASR menu even though the prompt doesn’t indicate that to Customer.

Thank you. 3x IF NO MATCH, THEN:
Goodbye. FNO INPUT |
To request an application in the mail, press 1.
For the address of the nearest office, accepting in-person applications, press 2.
For the link to our online application, press 3.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 2 }
“WALK-IN APPOINTMENT” pregs 3
“APPLY ONLINE”
Applications are available at “mydhrbenefits.dhr.state.md.us.”
Some offices may require an Documents that prove your eligibility must be submitted separately.
appointment; others accept walk-ins. Say, “REPEAT THAT ADDRESS”, “TEXT ME THE LINK”, “APPLY IN
Please have paper and pen ready to PERSON”, or “MAIL ME A PAPER APPLICATION".
record addresses and phone numbers. Note You can Press 1, Press 2, Press 3 or Press 4,at ASR menu even though the prompt
doesn’t indicate that to Customer.
IF NO INPUT OR MATCH, THEN:
3X No input
To hear that address again, press 1.
To get the link as a text to your phone, press 2.
For office locations to apply in person, press 3.
For a paper application, press 4.
Family No Selection/Invalid Selection — Repeat Menu 3 times
Investment: Invalid rSdelection
Energy: Find { after 3" repeat
Local Office ‘ Press 3 or P.ress 1
" . Or Mail Me an
APPLY IN PERSON Application
Press 2
“TEXT ME THE LINK”
Press 1
Jyydhrbenefits.dhr.state.md.us “REPEAT THAT ADDRESS” Family
3X Investment:
NO INPUT’ Say, “REPRESENTATIVE” or “END CALL”. SMS: Page 1 Energy: Find
Press 9 or Note You can Press 1, or Press 9,at ASR menu even Local Office
“End Call” though the prompt doesn’t indicate that to Customer. Press 4
Or Say Mail Me A Paper Application
< Or Invalid Selection
IF NO INPUT OR MATCH, THEN: after 3 repeat
To speak with a representative, press 1.
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1 or
Say
“Representative”
Or Invalid Y
Selection after 3'd The Customer Service center is
repeat | SRE e
HOIIday? Yes—p during business hours, Monday
to Friday 9 am to 5 pm.
No

CSC Open?
M-F 8 am to 8 pm ET
Sat-Sun 9-4 ET,

No—p

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Yes

v

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

v

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




English:

How to Apply: how to apply, apply
Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

Family
Investment:

Energy

CVP Page(s): OHEP_Eligibility
Spanish Family Thi tion i ilable at time:
How to Apply: como aplicar, aplicar Investment: [ et @adiein 1S ENELEISS &1 el Wi
Representative: Representante Energy: Press 8
End Call: finalizar llamada, finalizar, Terminar llamada, Eligibility or say,
Terminar MAIN
Main Menu: Men( principal MENU
\_
Overall Requirements:
1 — All menus with DTMF should Repeat 3 times on no
input/invalid selection
) . . <)
2 — All IVR prompts can be played in English or Spanish Eligibility is based . h d dth
based on language selected at EngSpan.wav 181 bl 8y |fs asel 9” yourﬁross Ihnclzmilt € past 30 a\I/s,If:\n _t S
3 — Press 8 or Say “Main Menu” should send Customer UIThE her © Ee?dp?eén youL ousebo f ”°W r‘gat?y peopde 'V: mh
back to Main Menu. However, when asking for an VRENIF (WRUBEEIER |SREET #ie Ul 93, elleniEt (2 (Uit @F et
input, if 8 or Main Menu is given, 8 will be utilized for Thank you. 3x
what thg prompt is asking for. Ir? order words, the Goodbye. NOINPUT | IF NO INPUT OR MATCH, THEN:
prompt input for data will override the logic to return
to Main Menu if 8 is entered. Please enter the number of individuals who live in your
household, followed by pound or hash.
b
The system will calculate
the annual and monthly
income thresholds, based
on the number of
household members.
b
©
You qualify if your gross household income is less than {ANNUAL AMOUNT
FROM DB} per year or {MONTHLY AMOUNT FROM DB} per month.
3X
NO INPUT or Press 3 or Say End Call
b
'S'gy “HOW TO APPLY”, “REPRESENTATIVE”, or “END CALL".
Press 1 or Press 2 or Press 3 at ASR is valid..
IF NO INPUT OR MATCH, THEN:
To learn how to apply, press 1.
For a representative, press 2.
To end this call, press 3.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1
“HOW TO APPLY” Press 2 or
“REPRESENTATIVE” or
Invalid Selection after 3 repeat
Family The Customer Service center is
Investment: currently closed in observance of
. the holiday. Please call back
Energy: Yes > during business hours, Monday
Apply to Friday 9 am to 5 pm.

No

The Customer Service center is
currently closed. Please call back

No———» during business hours, Monday
to Friday 9 am to 5 pm.

CSC Open?
M-F 8 amto 8 pm ET
Sat-Sun 9-4 ET,

Yes

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

A
This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Family
Investment:

Energy

Family
Investment:

Energy: Apply

CVP Page(s): FindOHEPOffice

This menu option is available at any time:

Famil Press 8
amily
or say,
Investment: MAIN
Energy: Find MENU
Local Office
Thank you. Please enter your 5-digit zip code.
Goodbye 3X Invalid Input g Holiday? Y
ye. NO INPUT No Selection/Invalid Selection — Repeat Menu after 3 repeat L oligay: es
3 times
K \
Zip Code Entered
Find Zipcode
Family
Investment:
. Invalid selection|after Yes
Energy: Find Local 3" repeat or fip *
Office - Return code not found
The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
To return to the main TP il
)
3X 180UNTY OFFICE ADDRESS Press 1 or menu, Pﬂ?SS 8.
NO INPUT FROM DB} “Repeat Information To end this call, press 9.
No Selection/Invalid Selection — Invalid Input
Repeat Menu 3 times after 3 - 4
repeat This call maybe
monitored or recorded.
q End
Call
Press 8 or
Main Menu
A
Would you like to receive this address as a
text message to your phone? MDDHS_General or
MDDS_General_SPA
IF NO INPUT OR MATCH, THEN:
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
3X
NO INPUT
Press 9 q 1 l
End Call ress 1 or
N5 dRepeat Press 2 or “No”
Information v
Say, “REPEAT INFORMATION”, “MAIN
MENU”, “END CALL".
SMS: Page 1

English:

Yes: Yes

No: No

Repeat Information: Repeat Information, Repeat
Main Menu — Main Menu

End Call — End, End Call

Spanish:

Yes: Si

No: No

Repeat Information: Repetir informacién, Repetir
Main Menu - Menu principal

End Call - finalizar llamada, finalizar, Terminar llamada, Terminar

Note You can Press 1, Press 8, or Press 9,at ASR menu even

though the prompt doesn’t indicate that to Customer.

Invalid Input
after 3"
repeat

IF NO INPUT OR MATCH, THEN:

To hear this information again, press 1.
To return to the main menu, press 8.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Press 8 or Main Menu

Entry: Main

Menu

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.




This menu option is available at any time:

English:

Background Check: Background Check, Background

Payment Information: Payment Information, Payment Info, Payment

Foster Parent Ombudsman: Foster Parent Ombudsman, Ombudsman .
Foster or Adoptive Parent: Foster or Adoptive Parent, Foster Parent, Adoptive Parent Entry: Main
Group Homes: Group Homes, Group Menu
Adult Services: Adult Services, Adult

Spanish:

Background Check: Verificacion de antecedentes, Antecedentes

Payment Information: Informacién de pago,Pago

Foster Parent Ombudsman: Ombudsman de padres de crianza, Defensor del Pueblo Social
Foster or Adoptive Parent: Madre adoptiva o adoptiva, Padre adoptivo o adoptivo, Services
Madre adoptiva, Padre adoptivo

Group Homes: Casas de grupo, Grupo

Adult Services: Servicios para adultos, Adulta, Aduto

——

Approved by Erin on 1/28/21

Say, “BACKGROUND CHECK”, “PAYMENT INFORMATION”, “FOSTER PARENT OMBUDSMAN”, “FOSTER OR ADOPTIVE
PARENT”, “GROUP HOMES”, or “ADULT SERVICES”.

Note You can Press 1, Press 2, Press 3, Press 4, Press 5, or Press 6 at ASR menu even though the prompt doesn’t indicate that

to Customer.

IF NO INPUT OR MATCH, THEN: SSAMain2.wav

Press 1
“BACKGROUND
CHECK”

Social Services:
Background
Checks

1
“BACKGROUND
CHECK”

Press 2
“PAYMENT INFORMATION”

Social Services:

“PAYMENT INFORMATION”

Payments

2

Press 4
“FOSTER OR
ADOPTIVE PARENT”

Press 3
“FOSTER PARENT
OMBUDSMAN”"

Social Services:
Foster Care

3
“FOSTER OR
ADOPTIVE PARENT”

Outbound Call
Transfer
4107679621

4
“FOSTER PARENT
OMBUDSMAN”"

Press 5
“GROUP HOMES”

Social Services:
Group Homes

5
“GROUP HOMES”

Press 6
“ADULT SERVICES”

Adult Services

6
“ADULT SERVICES”

.I'f))you are calling about an Adam Walsh or Child Protective Services background check, press 1.
For questions about foster care, adoption, or guardianship payments, press 2.

For information on becoming a foster or adoptive parent, press 3.

To speak with the Foster Parent Ombudsman, press 4.

To inquire about becoming a group home provider, press 5.

For information about services and programs for vulnerable adults, press 6.

No Selection/Invalid Selection — Repeat Menu 3 times

3X
NO INPUT Invalid Selection after 3 repeat

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

N

Thank you.
Goodbye.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe

MDDHS_General or .
monitored or recorded.

MDDS_General_SPA




SMS: Page 1

English:

Yes: Yes

No: No

Repeat Information: Repeat Information, Repeat
Main Menu — Main Menu

End Call - End, End Call

CVP Page(s): AdultServices

Spanish: This menu option is available at any time:
Yes: Si Adult Services
No: No Press 8
Repeat Information: Repetir informacién, Repetir or say,
Main Menu - Menu principal MAIN
End Call - finalizar llamada, finalizar, Terminar llamada, MENU
Terminar \ /
Play Special Notice Special
ML «—TRUE Pe
Notice?
FALSE
)
Adult services programs serve vulnerable adults (18 or older), who are subject to abuse, neglect,
exploitation, or self-neglect; and lack the physical or mental capacity to provide for their daily needs. Adult
services, such as in-home aides, placement for vulnerable adults, guardianship, respite care, and case- <
management services are offered through local departments of social services.
3
<) ) n ) )
Would you like to hear this information again?
Thank you.
G dby » 3% IF NO INPUT OR MATCH, THEN: Press 1. “VES”
oodbye. 4 NO INPUT ress 1,
Press 1 for yes, or 2 for no.
4 No Selection/Invalid Selection — Repeat Menu 3 times
!
Press 2, “NO”
e D)l . . ) ) )
Would your like to receive a text message with more information
about services for vulnerable adults?
3x SMS: Page 1
[ NO INPUT IF NO MATCH, THEN: —1, “YES
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
\
Press 2, “NO”
<) ) )
Would you like the location and phone number
i ialist?
for your local Adult Services Specialist? Invalid Selection after 3% repeat
3X
NO INPUT or
Press 2 or IF NO INPUT OR MATCH, THEN:
“No”
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
— Press 2/Say “No”
- YES Invalid Selection after 3 repeat
Please enter your 5-digit zip The Customer Service center is
code. currently closed in observance of
the holiday. Please call back
3X No Selection Invalid zip code » : P ves durinlg oustnessihours Monday
NO INPUT entry » Holiday? to Friday 9 am to 5 pm.
Entered zipcode
Find Zipcode
The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.
Yes
Social SerV.ICES: The DHS Customer Service Center
Adult Services- is currently offering extended
Return hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
P{ress 8 4 pm for al questions not child
Main Menu support related.
Found
; Invalid
To return to the main selection after A
Press 1or menu, press 8. 3" repeat
{COUNTY OFFICE ADDRESS FROM DB} “Repeat To end this call, press 9. )
] No Selection/Invalid This call maybe
Information | selection ~ Repeat Menu monitored or recorded.
3 times
A
3XNO Would you like to receive this address as a text
message to your phone?
INPUT Invalid
selection after MDDHS_General or
rd
e A IF NO INPUT OR MATCH, THEN: 3" repeat -
MDDS_General_SPA
Press 1 for yes, or 2 for no.
Press 1 No Selection/Invalid Selection — Repeat Menu 3 times
¢ “Yes” Press 9 or after 3"
repeat no input
Press 2 or No
Say, “REPEAT INFORMATION”, “MAIN MENU”, “END
CALL".
Note You can Press 1, Press 8, or Press 9,at ASR menu .
even though the prompt doesn’t indicate that to Invalid
GUstomen selection after
3" repeat
Press 1 or IF NO INPUT OR MATCH, THEN:
“Repeat
To hear this information again, press 1.
Information To return to the main menu, press 8.
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 8 No Input
Main menu Press 9
End Call

Thank you.
Goodbye.




English:

The State: The state, State
My County Office: My County office, County office

Online: Online

Background Check Information: Background check information, Background

check, Background

Repeat Information: Repeat Information, Repeat

Yes: Yes
No: No

Main Menu — Main Menu
End Call — End, End Call

Spanish:

The State - El estado, Estado
My County Office: Oficina de mi condado, Oficina del condado

Online: En linea

Background Check Information - Informacién de verificacion de antecedentes,

Verificacién de antecedentes, Antecedentes

Repeat Information: Repetir informacién, Repetir
Main Menu - Mend principal
End Call - finalizar llamada, finalizar, Terminar llamada, Terminar

Social Services
Background
Checks

D

Play Special Notice Special

Notice?

CVP Page(s): BackgroundCheck

Press 8
or say,
MAIN
MENU

This menu option is available at any time:

Yes: Si
No: No
FALSE
|
L)
The State of Maryland maintains a centralized, confidential database of information, relating to child abuse and neglect investigations conducted within the state. Individuals interested in working with or caring for children often
have to request a background check as a condition of employment. Background checks are also required for prospective foster parents. To receive this type of background check, individuals must complete a notarized request
called a “Child Protective Services Background Clearance Form.” On receipt of this form, the department will complete a search of the database, and send the requestor the results within approximately five weeks.
or application status, depending where you applied, say, “THE STATE” or “MY COUNTY OFFICE”. For assistance with
online employee background checks, say, “ONLINE”. To learn more, say, “BACKGROUND CHECK INFORMATION”.
Otherwise, say, “END CALL".
Note You can Press 1 —the State, Press 2 — My County Office, Press 3 - Online, Press 4 — Background Check
Information, Press 9 — End Call at ASR menu even though the prompt doesn’t indicate that to Customer.
Thank you. 3X
|y NO INPUT or IF NO INPUT OR MATCH, THEN:
Goodbye.
Press 9 or|
“End Call”| For status of a background check requested from the state office, press 1.
County office, press 2.
A For assistance with online employee background checks, press 3.
Further information on background checks, press 4.
3X To end this call, press 9.
NO INPUT No Selection/Invalid Selection — Repeat Menu 3 times
Press 1
“THE STATE” Press 2 Press 4 or Background Check Information
“MY COUNTY OFFICE”
<) )
You will be now be connected to Please enter your 5-digit zip Further information may be found at t‘he
a State Office Specialist at (410) code. Mary!and Department of Human Services
767-7112. If you get website.
disconnected, you can call them No Selection/Invalid . .
directly at (410) 767-7112. Selection — Repeat Menu 3 Invalid Zelectlon
times after 3" repeat
3X
. NO MATCH
Zip Code Entered Press 3/Online
'g;zr:jl;y:u. Would you like to receive the link to this website
o e as a text message to your phone?
Find Zipcode
Outbound Call Press 1 SMS: Page 1
oo
Transfer to 410- Pressy Y IF NO INPUT OR MATCH, THEN: Yes
767-7112 End Call
No
Input
. . Invalid zip code
Social Services: entry No Input/No Match: Press 2 or No
Background Checks-
Return
To speak with an agent,
Found .
To receive the exact link as a text message to s .
To return to the main menu, 3X
From: o your phone, press 1. pressls Thank you.
InfoRepeatl. To return to the main To speak with an agent, press 2. Ca— .this call. press 9 NO INPUT or, Goodbye
menu, press 8. To return to the main menu, press 8. No Selection/lr{v?alid . Press 9 Ye€.
A ) {COUNTY OFFICE ADDRESS FROM DB} wav To end this call, press 9. To end this call, press 9. Selection — Repeat Menu 3
No Selection/Invalid No Selection/Invalid Selection — Repeat Menu 3 times P
Selection — Repeat Menu times 4
As of 6/8 removed To Return to 3 times
the main menu press 8. To end ¢ — press 2/Inali
nvali claction after
. . X d 3x
this call press 9 from the entire selection after 3 repeat
i ive thi 3¢ t NO INPUT or
Would you like to receive this address as a text repeal Press 9
fIOW as prompt W0u|d need to 3XNO message to your phone? Press 1 Press 8
be created. On the repeat of NPUT Press §/Main Menu
. ) . L IF NO INPUT OR MATCH, THEN: -
information after repeating the Invalid
. . . . Press 1 for yes, or 2 for no. selertd:tlon after
Ofﬂce wav f||e the |0gIC Wi ” play No Selection/Invalid Selection — Repeat Menu 3 times 3" repeat
. Entry: Main
SMSinfo.wav. SMS: Page 1
Menu
SMS: Page 1
' < Press 1 or Press 2 or No
Yes
Y
The Customer Service center is
currently closed in observance of
Press|1 or Holiday? Yesp the‘holiday.‘ Please call back
“Répeat during business hours, Monday
Say, “REPEAT INFORMATION”, “MAIN MENU”, “END CALL". to Friday 9 am to 5 pm.
Information Note You can Press 1, Press 8, or Press 9,at ASR menu even
though the prompt doesn’t indicate that to Customer.
IF NO INPUT OR MATCH, THEN: Invalid
selection
d
To hear this information again, press 1. after 3" The Customer Service center is
To return to the main menu, press 8. currently closed. Please call back
) repeat i .
To end this call, press 9. during business hours, Monday
No Selection/Invalid Selection — Repeat Menu 3 times to Friday 9 am to 5 pm.

3X

NO INPUT
Press 9
End Call

Yes

Press 8 or Main Menu

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




English:

Foster Care and Adoption Specialist: Foster Care and Adoption Specialist, Foster
Care ,Adoption Specialist

Yes: Yes

No: No

Main Menu — Main Menu

End Call — End, End Call

Spanish:

Foster Care and Adoption Specialist: Especialista en adopcion y cuidado de crianza,
Orfanato, Especialista en adopcion

Main Menu - Men principal

End Call - finalizar llamada, finalizar, Terminar llamada, Terminar

Social
Services:

CVP Page(s): FosterCare

This menu option is available at any time:

Yes: Si Foster Care Press 8
No: No or say,
MAIN
MENU
) \
Play Special Notice — TRUE Special
FosterCare Notice Notice?
FALSE
©
Maryland is looking for foster and adoptive parents who love children, and can help give them the emotional
support and stability they need to grow into strong, healthy adults. There are many Maryland children in
need of stable, permanent homes. Maryland dual-licenses their families as foster and adoptive homes.
© . . .
Would you like to receive a text message with more
information about becoming a foster or adoptive parent?
Thank you. 3x
b — IF NO INPUT OR MATCH, THEN:
Goodbye 47,\‘0 INPUT (0] uT O Cl
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
1, “YES”
SMS: Page 1 2, “NO”

After 3" menu repeat, no match

'ﬁy, “FOSTER CARE AND ADOPTION SPECIALIST” or “END CALL".

Note You can Press 1 or Press 9 — End Call at ASR menu even though the prompt

doesn’t indicate that to Customer.
3X IF NO INPUT OR MATCH, THEN:
NO INPUT or
Péezsc9 ﬁr To speak with a Foster Care and Adoption Specialist, press 1.
nd Ca

To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

To speak with the Foster Parent Ombudsman, press 2.

Press 1
“ADOPTION SPECIALIST”

)

You will now be connected to a Foster
Care and Adoption Specialist at (410)
767-7908. If you get disconnected you
can call them directly at (410) 767-7908.

Outbound
Call Transfer
10-767-790

“FOSTER OMBUDSMAN”

After 3 menu repeat, no match

Press 2

Holiday?

Yes

Yes»

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




English:

Licensing Specialist: Licensing Specialist, Licensing

Yes: Yes
No: No

Main Menu — Main Menu

End Call — End, End Call

Spanish:

Licensing Specialist: Especialista en licencias, Licencia
Main Menu - Menu principal
End Call - finalizar llamada, finalizar, Terminar llamada, Terminar

Social

CVP Page(s): GroupHome

This menu option is available at any time:

Yes: Si Services:
No: No Group Homes Press 8
or say,
MAIN
MENU
\_ v
'@]ay Special Notice .
Special
— GroupHome <«—TRUE .
L Notice?
Notice
FALSE
©
The first step for an organization to become a group home provider for children is to respond to a Department of Human Resources
published statement of need. A statement of need is an official Department of Human Resources certification of public need in a
Maryland county or region. Statements of Need are infrequent, but, when issued, are published in the Maryland Register.
<) . . . )
Would your like to receive further information about Group
Home licensing requirements as a text message to your phone?
Thank you. 3x
Goodbye. 47,\‘0 INPUT IF NO INPUT OR MATCH, THEN:
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
1, “YES”
After 3 menu repeat, no match
2, “NO”
SMS: Page 1
Say, “LICENSING SPECIALIST” or “END CALL".
3X IF NO INPUT OR MATCH, THEN:
NO INPUT or ! ’
Press 9 To transfer to a licensing specialist, press 1.
Or End Call .
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times

After 3 menu repeat, no match—

Press 1
“Licensing SPECIALIST”

“

You will be now be connected to a
Licensing Specialist at (410) 767-7871.
If you get disconnected you can call
them directly at (410) 767-7382.

Outbound
Call Transfer
(410) 767-
7871

The Customer Service center is
currently closed in observance of
H0|iday? Yesp the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Yes

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




English:

Payment Hotline: payment hotline, payment

Text Me Information: Text me, sms, text, text me information
Main Menu — Main Menu

End Call — End, End Call

Spanish: CVP Page(s): SSAPayment
Payment Hotline: linea directa de pago, pago

Text Me Information: escribeme, sms, texto Social This menu option is available at any time:
Main Menu - Men principal Services:

End Call - finalizar llamada, finalizar, Terminar llamada, Terminar Payments Press 8
or say,
MAIN

MENU

©

Foster parents receive a monthly board rate to care for foster children.
Adoptive parents and relative guardians can receive assistance payments on
behalf of a child or youth they adopted or for whom they became the guardian.

3
43y, “PAYMENT HOTLINE”, “TEXT ME INFORMATION”, or “END CALL”.

Note You can Press 1, Press 2, or Press 9 — End Call at ASR menu even though the prompt doesn’t indicate that to Customer.

3X
IF NO INPUT OR MATCH, THEN:
Thank you. NO INPUT

Goodbye. Press 9

To transfer to the Payment Hotline, press 1.
End Call

To receive text information about foster care, adoption, and guardianship payments, press 2.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

r—Invalid input after 3" repeat.

Press 1 Press 2 The Customer Service center is
“PAYMENT HOTLINE” “TEXT ME INFORMATION” @iy REEE| [ & ASeRERE el
the holiday. Please call back
during business hours, Monday
.‘l)) to Friday 9 am to 5 pm.

You will now be connected to the
Payment Hotline at 1-877-347-2729.
If you get disconnected you can call
them directly at 1-877-347-2729.

SMS: Page 1

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

¥
Outbound
Call Transfer
1-877-347-

The DHS Customer Service Center
2729 is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




Food Stamps: Food Stamps, Food

Cash Assistance: Cash Assistance, Cash
Disability:Disability, Disabled

Energy Bills: Energy Bills, Energy

Housing Information: Housing Information, Housing
Office Location: Office Location, Office

In Spanish:

Food Stamps: Cupones de alimentos, comida

Cash Assistance: Asistencia en efectivo, efectivo
Disability: Discapacidad, Discapacitado, Discapacitada
Energy Bills: Facturas de energia,Energia

Housing Information: Informacién de vivienda,
Alojamiento

Family
Investment

CVP Page(s): FIACashAssistMain

You may apply for different economic assistance services at your local department of Social
Services. Each program uses specific rules to determine your potential eligibility. Some
’)Pograms require participation in work-related activities. You are encouraged to apply.

This menu option is available at any time:

Say, “SNAP“, "CASH ASSISTANCE”, “DISABILITY”, “ENERGY BILLS”,
“HOUSING INFORMATION”, or “OFFICE LOCATION”.

Note You can Press 1, Press 2, Press 3, Press 4, Press 5, or Press 6 at ASR menu even

though the prompt doesn’t indicate that to Customer.

IF NO INPUT OR MATCH, THEN:

Office Location: Localizacién de la oficina, Oficina Thank you.
Goodbye. [4——3XNo input——— |f you want to learn about SNAP, the food stamps program, press 1.
Cash assistance programs, press 2.
Temporary disability assistance, press 3.
For energy assistance information, press 4.
To learn about housing assistance, press 5.
For your local office location, press 6.
No Selection/Invalid Selection — Repeat Menu 3 times
brons 2 “DIZ;-\el;ISLISTY" orevea Invalid Selection after 3 repeat
Press 1 “CASH ASSISTANCE” “ENERGY BILLS”
“FOOD STAMPS” Housing Information

or Press 5

Press 6
Office Location

Family
Investment:
Food Stamps

Family
Investment:
Cash

SMS: Page 1
Press 1 or
Yes
Thank you.
Goodbye. <
3X No input
Press 1 or
“Repeat
Informatio

Family
Investment:
Disability

Family
Investment:
Energy

H

Please enter your 5-digit zip
code.

Family
Investment:

ousing

No Selection/Invalid
Selection — Repeat Menu 3
times

I

Entered Zipcode
A 4

Find Zipcode

™)

Family Investment
Return

\le}d

FoundfInvalid

Found

To return to the main Invalid
After Press 1 or menu, press 8. selection after
{COUNTY OFFICE ADDRESS FROM DB} “Repeat To end this call, press 9. 3" repeat
" A No Selection/Invalid
Information Selection — Repeat Menu
3 times
A
Would you like to receive this address as a text
message to your phone?
Invalid
) selection after
IF NO INPUT OR MATCH, THEN: I repeat
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 2 or No
Say, “REPEAT INFORMATION”, “MAIN MENU”, “END
CALL".
Note You can Press 1, Press 8, or Press 9,at ASR menu
even though the prompt doesn’t indicate that to
Customer. Invalid
selection after
3" repeat
IF NO INPUT OR MATCH, THEN:
Press 9 or after 3
To hear this information again, press 1. ress=or a- er
To return to the main menu, press 8. repeat no input
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times
Press8 | 3X No Input
Main menu —— Press9
End Call

Thank you.

Goodbye.

Press 8

or say,

MAIN

MENU

\
The Customer Service center is
currently closed in observance of the
holiday. Please call back during
Yes P

business hours, Monday to Friday 9 am
to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9am to 5 pm.

Yes
v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




Jonathan —is CashAssistNotice correct notice here?

Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

Yes: Si

No: No

Representative: Representante

End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Main Menu: Mend principal

Family
Investment:
Cash

©

Play Special Notice «—TRUE

Special
Notice?

FALSE
|

Y

CVP Page(s): CashAssist

This menu option is available at any time:

Press 8
or say,
MAIN

MENU

©

Temporary Cash Assistance (or TCA), provides cash assistance in the form of a monthly check or a one-time,
welfare-avoidance grant to low income families with dependent children, while preparing adult program

participants for successful employment. Income-eligible families must cooperate with the child support D
program, participate in work activities, and comply with substance abuse provisions.

N

©
Would you like to hear this information again?

IF NO INPUT OR MATCH, THEN:

Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

1, “YES”

After 3" repeat No Match

Press 2, “NO”

LD . . . .
V\%ould your like to receive further information about temporary

cash assistance as a text message to your phone?

IF NO INPUT OR MATCH, THEN:

Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

SMS: Page 1
—1, “YES”

Press J “NO”

After 3™

b
.ggy, “REPRESENTATIVE” or “END CALL".

IF NO INPUT OR MATCH, THEN:

3X
NO INPUT
b
Thank you.
Goodbye.
y
3X
NO INPUT
3X
NO INPUT
Press 9
End Call

To speak with a representative, press 1.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

3X No match
Press 1

repeatinvalid

selection

“REPRESENTATIVE”

The Customer Service center is
currently closed in observance of

Yes

the holiday. Please call back
during business hours, Monday

to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Yes

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

A
This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

CVP Page(s): DisabilityAssistance
Yes: Si

No: No
Representative: Representante
End Call: finalizar llamada, finalizar, Terminar llamada,

Family

This menu option is available at any time:
Investment:

Terminar Disability Press 8
Main Menu: Menu principal or say,
MAIN
MENU
\_
.‘I;))l Special Noti Special
2y specia’ TOLCE g TRUE pecla Variable:

DisabilityAssistNotice Notice? . . . .

DisabilityAssistNotice

FALSE

)
The Temporary Disability Assistance Program provides monthly cash payments for eligible low-income,

disabled Marylanders, while they are awaiting approval of federal disability support. TDA is funded through
the State of Maryland to provide help to individuals without dependent children.

N

<) ) ) . .

Would your like to receive more information SMS: P 1
- . : Page

about the Temporary Disability Assistance 1, “YES” >

Program as a text message to your phone?

Thank you.
Goodbye. <+

3X
NO INPUT IF NO INPUT OR MATCH, THEN:

A Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

3X No Match
2 “NO”
,

b
.ggy, “REPRESENTATIVE” or “END CALL".

3X
NOINPUT | IF NO INPUT OR MATCH, THEN:

:r:zséasil To speak with a representative, press 1.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Press 1
“REPRESENTAT|VE”

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Yes

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

A
This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

Yes: Si CVP Page(s): FoodStamps
No: No

Representative: Representante
End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Family

This menu option is available at any time:
Investment:

Food Stamps Press 8

Main Menu: Mend principal or say,
Have foodstamp closed message for their hours? MAIN
MENU

©
Play Special Notice
FoodStampsNotice

Special

Notice? Variable:FoodStampsNotice
oticer

FALSE

©

The Food Supplement Program (also known as SNAP or Food Stamps) is a means-tested
program that helps low-income households, regardless of occupant age, to purchase
food. Applicants must meet specific eligibility criteria before being approved, and
receiving an EBT card, except in the case of emergency, expedited benefits.

Y

0

Would your like to receive more information about

Food Stamps as a text message to your phone?

Thank you. 3x

. D E—
Goodbye NOINPUT

IF NO INPUT OR MATCH, THEN:

2 Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

After 3"
1, “YES” repeat No

Match

SMS: Page 1 2, “NO”

b
ggy, “REPRESENTATIVE” or “END CALL".

3X
NOINPUT | IF NO INPUT OR MATCH, THEN:

;:ZS;QH To speak with a representative, press 1.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

After 3" repeat No
Match
Press 1
“REPRESENTATIVE”

X The Customer Service center is
currently closed in observance of
. the holiday. Please call back
H0||day? Yes during business hours, Monday
to Friday 8 am to 5 pm.
No

The Customer Service center is
currently closed. Please call back

No during business hours, Monday
to Friday 8 am to 5 pm.

CSC Open?
F8amto5pmE

Yes

v

This call maybe
monitored or recorded.

MDDHS_FSP



Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

Yes: Si

CVP Page(s): HousingAssistance
No: No

Representative: Representante

End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Main Menu: Mend principal

Family
Investment:
Housing

This menu option is available at any time:

Press 8
or say,
MAIN

MENU

©
Play Special Notice
HousingAssistNotice

Special
Notice?

FALSE

©

Several programs exist to address the needs of Maryland's homeless population and those in danger of becoming homeless. Not all services are
available in all counties. If you are at risk of becoming homeless and need help, the Public Assistance to Adults Program provides monthly payments to
qualified individuals who reside in an assisted living program, a CARE home, or a Department of Health and Mental Hygiene rehabilitative residence.

Emergency Assistance for Families with Children (or EAFC) provides cash assistance to families who need emergency help, paying rent or utilities. EAFC
prevents eviction, foreclosure, and utility cut-offs for needy households that include a person under 21 years old.

v

©
Would you like to hear this information again? 1, “YES”

3X IF NO INPUT OR MATCH, THEN:
NO INPUT

Press 1 for yes, or 2 for no.

L No Selection/Invalid Selection — Repeat Menu 3 times

Thank you.
Goodbye.

T
Press 2, “NO”

SMS: Page 1

LD ) . . ) .
4 V\)/ould you like to receive more information about Housing
Assistance Programs as a text message to your phone? 1 “ygs”

3x ‘
NO INPUT IF NO INPUT OR MATCH, THEN:

Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

T
Press 2, “NO”

b
ge)ly, “REPRESENTATIVE” or “END CALL".

3X
NO INPUT IF NO INPUT OR MATCH, THEN:

Press 9 . .
End Call To speak with a representative, press 1.

To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

3X No|match
Press 1
”REPRESI; TATIVE”

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Holiday?

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

I

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA




Medical Assistance: medical assistance, medical

Health Benefit Exchange: Health benefit exchange, exchange, benefit exchange
Long Term Care :long term care, long term

Office Location: Office Location, Office

Repeat Information: Repeat Information, Repeat

Yes: Yes

No: No

Main Menu — Main Menu

End Call - End, End Call CVP Page(s): FIAMedicalMain

In Spanish: Family This menu option is available at any time:

Investment:

Medical Assistance: Asistencia medica, Médica, Médico

. Pr
Health Benefit Exchange: Intercambio de beneficios de salud, Intercambio de beneficios, Medical ess 8
Intercambiar or say,
Long Term Care: Cuidado a largo plazo, A largo plazo MAIN
Office Location: Localizacién de la oficina, Oficina
; A ) : MENU
Repeat Information: Repetir informacion, Repetir \ )
Main Menu - Men principal
End Call - finalizar llamada, finalizar, Terminar llamada, Terminar
Yes: Si
No: No
)
Medical Assistance, Medicaid, Maryland Health Benefits Exchange (also known as Maryland Health
Connection), and Long Term Care are means-tested programs that help low-income families and
individuals obtain access to health care. Specific eligibility requirements must be met.
3
4% learn more about these programs, say, “MEDICAL ASSISTANCE”,
“HEALTH BENEFIT EXCHANGE”, “LONG TERM CARE”, or “OFFICE
LOCATIONS”.
Note You can Press 1, Press 2, Press 3, Press 4 at ASR menu even though the prompt
doesn’t indicate that to Customer.
Thank you.
3X .
Goodbye! < IF NO INPUT OR MATCH, THEN:
NO INPUT
For Medical Assistance and Medicaid information, press 1.
To learn about the Maryland Health Benefits Exchange, press 2.
To find out about Long Term Care, press 3.
For your local office location, press 4.
No Selection/Invalid Selection — Repeat Menu 3 times
. . d
‘ Invalid selection after 3" repeat
Press 2
“HEALTH BENEFIT
”
Press 1 EXCHANGE Press 3
“MEDICAL ASSISTANCE” “LONG TERM CARE”
Press 4
“OFFICE LOCATIONS”
— The Customer Service center is
Family | Pledase enter your 5-digit zip currently closed in observance of the
. ) amily Investment: . . code. holiday. Please call back during
FamlIY Investm.ent. Medical: Health Fam!Iy Investment: i A Yes—— Wil iness hoursMondaytolFridayalam
Medical: Medical Benefits Medical: Long Term No Selection/Invalid to 5 pm.
Assistance Care S.electlon — Repeat Menu 3
Exchange times
Entered Zipcode
The Customer Service center is
currently closed. Please call back
No———p»{ during business hours, Monday to
Find Zipcode Friday 9 am to 5 pm.
Yes;
The DHS Customer Service Center
is currently offering extended
Family Investment hours of operation 8 am to 8 pm
Medical Return Not found/Invalid zip code weekdays and weekends 9 am to
After 3 try 4 pm for al questions not child
support related.
Found ¢
To return to the main Invalid
After Press 1 or T, (IS selection after
{COUNTY OFFICE ADDRESS FROM DB} “Repeat To end this call, press 9. 3" reneat This call maybe monitored or
Inf . No Selection/Invalid recorded.
nformation Selection — Repeat Menu
3 times
SMS: Page 1 Would you like to receive this address as a text
message to your phone?
Press 1 or| Invalid MDDHS_General or
Yes selection after MDDS_General_SPA
— IF NO INPUT OR MATCH, THEN: 3 Tepeat
Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
3X
NO
INPUT ‘
Press 2 or No
Say, “REPEAT INFORMATION”, “MAIN MENU”, “END
Thank you. Prdss1 | CALL".
Repeat Note You can Press 1, Press 8, or Press 9,at ASR menu
GOOdbye' Information | even though the prompt doesn’t indicate that to
Customer. Invalid
selection after
3" repeat
IF NO INPUT OR MATCH, THEN:
To hear this information again, press 1. No Input
To return to the main menu, press 8. Press 9
To end this call, press 9. End Call
No Selection/Invalid Selection — Repeat Menu 3 times ndta
Press8 | No Input
Main menu — Press
End Call
A

Entry: Main Thank you.
Menu Goodbye.




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:
Yes: Si CVP Page(s): MedicalAssistance
::[:):\‘ezentative' Representante Fam”y Thi ti i ilabl t ti
: IS menu option IS avallaple at an Ime:
End Call: finalizar llamada, finalizar, Terminar llamada, Investment: P Y
Terminar Medical: Medical Press 8
Main Menu: Mend principal Assistance e
MAIN
MENU
\_
.‘D)PIS ial Noti Special
ay Special Notice: pecia
. . X «—TRUE .
MedicalAssistaNotice Notice?
FALSE
)
Medicaid (formerly known as Medical Assistance) is a program that
provides health care coverage for eligible children and adults. In
general, it covers doctor’s visits, prescriptions, and hospital care.
SMS: Page 1
N
Would you like to receive more information about Medicaid as a Press
text message to your phone? 1, “ves”
Thank you.
Goodbye. « o IF NO INPUT OR MATCH, THEN:
. Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
Invalid selection after 3™
repeat
Press 2, “NO”
ay, “REPRESENTATIVE” or “END CALL".
3X IF NO INPUT OR MATCH, THEN:
NO INPUT
Press 9 . i
End Call To speak with a representative, press 1.
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1
“REPRESENTATIVE”]
Invalid Selection after 3" tepeat
Y
The Customer Service center is
currently closed in observance of the
Holiday? Yes holiday. Please call back during

Yes

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA

business hours, Monday to Friday 9 am
to5pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

Yes: Si

No: No

Representative: Representante

End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Main Menu: Mend principal

Family Investment:
Medical: Health

Benefits
Exchange
<) ) ) )
Play Speua.l Notice TRUE Spe.ual
HealthBenefitNotice Notice?
FALSE

CVP Page(s): HealthBenefitExchange

This menu option is available at any time:

Press 8
or say,
MAIN

MENU

<)

The Maryland Health Benefits Exchange (also known as Maryland Health Connection) is Maryland's official
health insurance marketplace for individuals to enroll in health insurance. DHS processes Maryland Health
Connection applications filed by customers seeking low-cost insurance plans.

Thank you. X
Goodbye. b E—
y
3X
NO INPUT
Press 9
End Call

NO INPUT

Y

Exchange as a text message to your phone?

Press 1 for yes, or 2 for no.

No Selection/Invalid Selection — Repeat Menu 3 times

IF NO INPUT OR MATCH, THEN:

) . . . .
V\)/ould you like to receive more information about the Health

SMS: Page 1

1, “YES"—p

[
Press 2, “NO”

B
.ge)\y, “REPRESENTATIVE” or “END CALL".

IF NO INPUT OR MATCH, THEN:

To speak with a representative, press 1.
To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Press 1

Invalid selection after 3™
repeat

“REPRESENTATIVE”
Invalid Selection after 3" repeat

Holiday?

Yes

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA

Yes—»

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to5pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:
Yes: Si : CVP Page(s): LongTermCare
No: No Family . . . . .
Representative: Representante Investment: This menu option is available at any time:
End Call: finalizar llamada, finalizar, Terminar llamada, . .
Terminar Medical: Long Press 8
Main Menu: Mend principal Term Care or say,
MAIN
MENU
\_
.‘FE)I ial i ial
ay Special Notice TRUE Spe.aa
LongTermCareNotice Notice?
FALSE
<)
Long Term Care is a medical assistance program that pays
for nursing home care for eligible, low-income individuals.
N
<) . . ) .
Would your like to receive more information about the
Long Term Care Program as a text message to your phone?
Thank you. 3x
. - — IF NO INPUT OR MATCH, THEN:
Goodbye NO INPUT (o] uUT O Cl
- Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1, “YES”
SMS: Page 1 Press 2, “NO”
ay, “REPRESENTATIVE” or “END CALL".
Invalid Selection
3X . After 3" Repeat
NO INPUT IF NO INPUT OR MATCH, THEN:
Press 9 . .
End Call To speak with a representative, press 1.
To end this call, press 9.
No Selection/Invalid Selection — Repeat Menu 3 times
Press 1
“REPRESENTATIVE”
Invalid Selection after 3™
repeat ) The Customer Service center is
currently closed in observance of the
HoIiday? Yes holiday. Please call back during

business hours, Monday to Friday 9 am
to5 pm.

The Customer Service center is
currently closed. Please call back
No——p»| during business hours, Monday to
Friday 9 am to 5 pm.

Yes

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe monitored or
recorded.

MDDHS_General or
MDDS_General_SPA




Jonathan — Need ASR Phrases
English:

Adult: Adult

Child: Child

Main Menu — Main Menu

Spanish:
Adult: Adulta, Adulto
Child: Nina, Nino

Abuse Skill is prioritized over all other skills.

Thank you.
Goodbye.

3X No Match:

3Xno
match

42 Pplay Special
Notice:Abuse 4«—TRUE
Notice

Special
Notice?

This menu option is available at any time:
Press 8
or say, Entry: Main
MAIN Menu
MENU A
i

|SE

©

If this is an emergency, please hang up and dial 911.

The Customer Service center is
currently closed in observance of
the holiday. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

Yes

A

'I‘f,»this is an emergency, please hang up and
dial 911.

A

If you are reporting abuse or neglect of an adult, say “ADULT” or press 1.
To report suspected abuse or neglect of a child, say “CHILD” or press 2.

Note: Say this prompt 1 time

=
o

The Customer Service center is
currently closed. Please call back
during business hours, Monday
to Friday 9 am to 5 pm.

CSC Open?
M-F 8 am to 8 pm ET; Sat and
Sunday 9-4 pm ET

Invalid Selection after 3 repeat:

IF NO INPUT OR MATCH, THEN:

If you are reporting abuse or neglect of an adult, press 1.
To report suspected abuse or neglect of a child, press 2.
No Selection/Invalid Selection — Repeat Menu 3 times

If you know the 5-digit zip code of the county you are
looking for, please enter it now.

Repeat menu a total of 3 times

Entered Zip Code

Find Zipcode

Abuse Return:

Invalid Selection after 3 repeat

Invalid Selection after 3™ repeat/

Found

<«
I am now connecting you to the abuse and
neglect hotline in {COUNTY NAME FROM DB}.

!

L D)
If>we get disconnected, you can call them
directly at {PHONE NUMBER FROM DB}, or call

911.

Forwarding the Caller to the number pulled
from the DB.

No Match

The DHS Customer Service Center is
currently offering extended hours of
operation 8 am to 8 pm weekdays and
weekends 9 am to 4 pm for all questions
not child support related.

This call maybe
monitored or recorded.

MDDHS_Abuse or
MDDHS_Abuse_SPA



Child Support: Child Support, Support

Food, Cash or Energy Assistance: Food, Cash or Energy
Assistance, Food, Cash, Energy

Medicaid:Medicaid

Family and Adult Services: Family and Adult Services,
Family and Adult

Background Checks: Background Check, Background
More Detail: More Detail, More

In Spanish:

Child Support: Manutencién de los hijos, Apoyo
Food, Cash or Energy Assistance: Asistencia con
alimentos, dinero en efectivo o energia, Comida,
Efectivo, Energia

Medicaid: Seguro de enfermedad

Family and Adult Services: Servicios para familias y
adultos, Familia y adulta

Background Checks: Verificacion de antecedentes,

General

Info

CVP Page(s): Generalinfo

This menu option is available at any time:

Press 8
or say,
MAIN

MENU

<3y, “CHILD SUPPORT”; “FOOD, CASH OR ENERGY ASSISTANCE”; “MEDICAID”, “FAMILY AND ADULT

SERVICES”; or “BACKGROUND CHECKS”.

Note You can Press 1, Press 2, Press 3, Press 4 or Press 5 at ASR menu even though the prompt doesn’t indicate that to Customer.

Didn’t hear what you need? Say, “MORE DETAIL".

IF NO INPUT OR MATCH, THEN:

For information about Food, Cash, Energy, or Housing Assistance, or Local Office Locations, press 2.

Antecedentes
More Detail: Mas detalle, Mas Thank you. 3x
Goodbye. <NO INPUT |

Child Support questions, press 1.

Medicaid or Medical Assistance, press 3.

Foster Care, Adoption, In-Home Services, Background Checks or other services, press 4.

No Selection/Invalid Selection — Repeat Menu 3 times

‘ Press 3
‘ “MEDICAID”
Press 1 Press 2

“CHILD SUPPORT”

“FOOD, CASH OR
ENERGY ASSISTANCE”

A

#Invalid Selection after 3™ repeat

Press 5“BACKGROUND
Press 4 or CHECKS”
“FAMILY AND
DULT SERVICES”

General Info:
Child Support

Family
Investment:
Medical

Family
Investment

Social Services
Background
Checks

Social Services

The Customer Service center is Y
currently closed in observance of the

holiday. Please call back during .
business hours, Monday to Friday 9 am 4—VYes Holiday?

to5pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

—N

Yes

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe

MDDHS_General or )
monitored or recorded.

MDDS_General_SPA




How to Apply: how to apply, apply
Find a Local Office: Find my local office, local office
Main Menu: Main Menu

In Spanish:

How to Apply: como aplicar, aplicar CVP Page(s): CSInfoMain
Find a Local Office: encontrar mi oficina local, oficina local . L . .

- P This menu option is available at any time:
Main Menu: Menu principal General Info:

Child Support Press 8

or say,
MAIN
MENU

L D) ) ) )
Play Special Notice Special
CSInfoMainnotice Notice?

©
Say, “HOW TO APPLY” or “FIND A LOCAL OFFICE”.

Thank you. IF NO INPUT OR MATCH, THEN:
Goodbye. «—3x No input
To learn how to apply, or to request a child support application, press 1.
For the location of your local child support office, press 2.

No Selection/Invalid Selection — Repeat Menu 3 times

I Invalid selection after 3 repeats
Press 1

“HOW TO APPLY”

Press 2
“FIND A LOCAL OFFICE”

The Customer Service center is
currently closed in observance of the

A holiday. Please call back during

Child Support: business hours, Monday to Friday 9 am
Find Local to 5 pm.

Office

Child Support:
Apply

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for all questions not child
support related.

v

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA




Yes: Yes

No: No

Representative: Representative, rep
End Call: End call, end

Main Menu: Main Menu

In Spanish:

Yes: Si CVP Page(s): CSApplication
No: No

Representative: Representante

End Call: finalizar llamada, finalizar, Terminar llamada,
Terminar

Main Menu: Mend principal

Child Support: This menu option is available at any time:

Apply Press 8
or say,
MAIN

MENU

'ﬂay Special Notice
Child Support [ 4—TRUE
application notice

Special
Notice?

FALSE

©

Any custodian caring for a minor child, including parents, relatives, or court-appointed
guardians, is eligible for child support. Services available include: establishing paternity,
establishing a court order, and collecting past due payments. Fees may apply.

v
D)

Would you like a link to more information sent as a text message to your phone?

(T;;?;;kbz:“' 3X IF NO INPUT OR MATCH, THEN:
NO INPUT
Press 1 for “YES”, or 2 for “NO”.
A No Selection/Invalid Selection — Repeat Menu 3 times

Press 1, “YES"——

SMS: Page 1 Press 2, “NO”

©
Say, “REPRESENTATIVE” or “END CALL”

3X
NO INPUT IF NO INPUT OR MATCH, THEN:
Press 9 Invalid Selection
End Call To speak with a representative, press 1. To end this call, press 9. rd

After 3" Repeat

No Selection/Invalid Selection — Repeat Menu 3 times

Press 1
“REPRESENTATIVE”
Invalid Selection after 3[°

repeat

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

Yes

v

The DHS Customer Service Center

Erin mentioned Child is currently offering extended
i hours of operation 8 am to 8 pm
Support was eXtendmg weekdays and weekends 9 am to
hours of ops. Need 4 pm for al questions not child
updated Extended ST EIGOE
hours.wav file for Go-
live
A

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA




Yes: Yes
No: No

Representative: Representative, rep
End Call: End call, end
Main Menu: Main Menu

In Spanish:

Yes: Si
No: No

Representative: Representante

LD .
Play Special

End Call: finalizar llamada, finalizar, Terminar llamada,

Terminar

Main Menu: Menu principal

Added on 6/16 to make
consistent with all other zip
code enteries.

CSLocalOfficeNotice

Notice

Child Support:
Find Local
Office

Special
Notice?

EFA|

CVP Page(s): CSLocalOffice

or say,
MAIN
MENU

Press 8

This menu option is available at any time:

Entry: Main
Menu

©

Your Child Support local office will be in the county where your order was established.
If you don't have an order, your local office will be in the county where you live.

As of 6/8: removed To Return to
the main menu press 8. To end
this call press 9 from the entire
flow as prompt would need to

be created. On the repeat of

A

information after repeating the
office wav file the logic will play

SMSinfo.wav.

SMS: Page 1

Thank you.
Goodbye.

{COUNTY OFFICE ADDRESS FROM DB}
Lgl

Press 1 or
Yes

Press 1
Repeat Information

v

Would you like to receive this address as a text
message to your phone?
IF NO INPUT OR MATCH, THEN:

Press 1 for yes, or 2 for no.
No Selection/Invalid Selection — Repeat Menu 3 times

Press 1 or menu, press 8. ) )
To end this call, press9. | Invalid selection
No Selection/Invalid after 3\ re|
Information Selection — Repeat Menu
3 times
No
Input
Press 9
End Call
Invalid selection
after 3 repeat
-

P

To return to the main

T
Press 2 or No
v

Say, “REPEAT INFORMATION”, “MAIN MENU”, “END
CALL".

Note You can Press 1, Press 8, or Press 9,at ASR menu
even though the prompt doesn’t indicate that to
Customer.

IF NO INPUT OR MATCH, THEN:

To hear this information again, press 1.

To return to the main menu, press 8.

To end this call, press 9.

No Selection/Invalid Selection — Repeat Menu 3 times

Not found/Invalid zip code

After 3" try

L D)
Themk v It)you know the 5-digit zip code of the county
Goodbye ‘ *NO input | you are looking for, please enter it now.
ve. 3X No input — repeat 3 times.
Entered Zipcode
Child Support:
Find Local
Found Zipcode Office: County
Found

Press 8 No Input

Invalid selection
after 3 repeat

. Press 9 —
Main menu End Call
A
Entry: Main
Y Thank you.

Menu Goodbye.

Holiday?

»
eat

Yes

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA

Yes—

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.




Child Support: Child Support, Support

Food or Cash Assistance: Food Assistance, Cash Assistance, Food, Cash
Medicaid:Medicaid

Family and Adult Services: Family and Adult Services, Family and Adult

Main Menu: Main Menu
End Call: End call, end

In Spanish:

Child Support: Child Support, Support

CVP Page(s): CaselnfoMain

Case Info

Food or Cash Assistance: Asistencia con alimentos, dinero en efectivo, Comida, Efectivo,

Medicaid: Seguro de enfermedad

Family and Adult Services: Servicios para familias y adultos, Familia y adulta

End Call: finalizar llamada, finalizar, Terminar llamada, Terminar

This menu option is available at any time:

Press 8
or say,
MAIN
MENU

Entry: Main
Menu

Main Menu: Mend principal Which type of case are you calling about? Say, “CHILD SUPPORT”, “FOOD OR CASH ASSISTANCE”,

Thank you.
Goodbye.

“MEDICAID”, or “FAMILY AND ADULT SERVICES”.
Ability to press 1, 2,

3 or 4 as ASR menu

Above does not repeat: IF NO INPUT OR MATCH, THEN:

| For Child Support, press 1.
For Food Stamps, SNAP, or Cash, Energy, or Housing Assistance, press 2.
For Medicaid or Medical Assistance, press 3.
For other services, such as Foster Care, Adoption, In-Home Services, and Background Checks, press 4.

IF NO INPUT OR MATCH, THEN: Repeat 3 times

Press 1
“CHILD SUPPORT”

Case Info:
Child Support

Press 2
“FOOD OR
CASH ASSISTANCE”

Case Info:
Family
Investment

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to 5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

Press 3
“MEDICAID”
Or Invalid Selection after 3 repeats

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe
monitored or recorded.

MDDHS_General or
MDDS_General_SPA

]
Press 4
“FAMILY AND
ADULT SERVICES”

Social
Services




Employer: Employer
My Case Information: My Case Information, Case Information
Find Local Office: Find my local office, local office

Return:Return

Main Menu: Main Menu CVP Page(s): CSCaseMain

. This menu option is available at any time:
In Spanish: Case Info:
Child Support Press 8

Employer: Empleador,Empleadora
or say,
MAIN

Find a Local Office: encontrar mi oficina local, oficina local MENU

My Case Information:Informacion de mi caso,Informacion del caso

Return:Regreso

Main Menu: Mend principal D)
Play Special Notice Special
CS Main Notice Notice?

'pyou are an employer or government entity calling about a child support case, say, "EMPLOYER", or
press 1.

Thank you. 3x If you are calling about your case information, say, "MY CASE INFORMATION", or press 2.

Goodbye. ¢NO INPUT | For local office hours and locations, say, "FIND LOCAL OFFICE", or press 3.

To return to the previous menu, say, “RETURN”, or press 8.

IF NO INPUT OR MATCH, THEN: Repeat 3 times.

Press 2 ]
“MY CASE INFORMATION” Press 1
“REPRESENTATIVE”
Invalid Selection after 3™

repeat
Press 3
“FIND LOCAL OFFICE”

The Customer Service center is
. ) currently closed in observance of the
. Chl!d Support: holiday. Please call back during
Child Support Find Local business hours, Monday to Friday 9 am
Office Lebleiy

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA




Which Notice — FoodStampsNotice?
English:

Get Payment Date: Get Payment Date, Payment
Date

Other Information: Other Information, Other
More Information: More Information, More
Main Menu: Main Menu

End Call: End Call, End

Spanish:

Get Payment Date: Obtener fecha de pago, Fecha
de pago

Other Information: Otro informacion, otro
More Information: Mas informacion, Mas
Main Menu: Menu principal

End Call: end call: finalizar llamada, finalizar, Terminar llamada,

Terminar

Case Info:
Family
Investment

| CVP Page(s): CaselnfoMain, FIA_FSPpymtSchedule

This menu option is availabl
Press 8
or say,
MAIN
MENU

Say “GET PAYMENT DATE” or “OTHER INFORMATION".
Ability to press 1, or 2 at ASR menu -

Thank you.

Goodbye.

Above does not repeat: IF NO INPUT OR MATCH, THEN:

3X

For other information about food or cash assistance, press 2.

NO INPUT

IF NO INPUT OR MATCH, THEN: Repeat 3 times

NO INPUT To find out the disbursement date for your Food Supplement Benefits, press 1.

3X
NO MATCH/
Other
Information/

Press 2

Press 1 and ASR at either menu

©

Special

Notice? TRUE

Play Special Notice

FALSE

Press 2 or No?

Please say the first three letters of your last name.
IF NO INPUT prompt a total of 3 times
CONFIRMATION:

{LETTERS RECOGNIZED}. Is that correct?
3X Say prompt 1 time.

IF NO INPUT OR MATCH, THEN:

If correct, press 1. Otherwise, press 2.
IF NO INPUT or No Match prompt a total of 3
times

3X NO MATCH,

3 ———————Yes or Press 1 on reconfirm

Your payments going

3X NOT CONFIRMED from
Collect Name

forward will always be on
the {FOOD STAMP ISSUE
DATE FROM DB} day of the

This system will retrieve
the date that food

Press 2 after no
confirmed 3x

month. stamps are issued for
the name range that
matches the caller’s.
'S'%y, “MORE INFORMATION”, “MAIN MENU”, or “END CALL".
Ability to press 1, or 2 or 3 at ASR menu
3X
NO I(;\erUT IF NO INPUT OR MATCH, THEN:
P . . .
“ ress 9 O,r, For more information on food or cash assistance, press 1. To return to the
End Call . K
main menu, press 8. To end this call, press 9.
IF NO INPUT or No Match repeat a total of 3 times

]

8
“MAIN MENU”

“MORE INFORMATION”
Invalid input after 3" repeat

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

English or Spanish

This call maybe
monitored or recorded.

MDDHS_FSP

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.




Get Case Status: Get Case Status, Case Status, Status
Change My Information: Change My Information, Change Information
Tax Refunds: Tax Refunds, Refunds, Tax

Epic Card: Epic Card, Epic

Main Menu: Main Menu CVP Page(s): CSMyCase

i Spanish: This menu option is available at any time:
B FIA- Snap

Press 8
or say,
Change My Information: Cambiar mi informacién,Cambiar informacion MAIN

MENU

Get Case Status: Obtener el estado del caso,Estado del caso,Estado

Tax Refunds: evolucion de impuestos,Impuesto,Reembolsos

Epic Card: épica, Epica

Main Menu: Mend principal

<) ) ) )
Play Special Notice Special

CSMyCase notice Notice? CSMyCase

<)
Say, “GET CASE STATUS”, “CHANGE MY INFORMATION”, “TAX REFUNDS”, or “EPIC CARD”.
Ability to press 1, 2, 3 or 4 at ASR menu. Only say this once.

Thank you. 3x IF NO INPUT OR MATCH, THEN:

Goodbye. <7NO INPUT |
For information about payments, hearings, or other case activities, press 1.

To change an address or any other information on your case, press 2.

For questions about intercepting state or federal tax refunds, press 3.

To enroll in or change information about Direct Deposit or EPIC, press 4.

IF NO INPUT OR MATCH repeat menu 3 times.

Press 2
“CHANGE MY

INFORMATION”
Press 1 Press 3 Or

“GET CASE STATUS” “TAX REFUNDS”

Press 4 Invalid Selection after 3™ repeat
“EPIC CARD”

i : The Customer Service center is
Child Support: Chélld StUpp.ort. currently closed in observance of the
Tax Refunds ectronic holiday. Please call back during
Payments business hours, Monday to Friday 9 am
to5 pm.

AUTHENTICATED

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
. Friday 9 am to 5 pm.

Child

Support: Info:

Page 1

v

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA




English:
Text Me Information: Text Me Information: Text me, sms, text, text me information
Request Investigation: Request Investigation, Investigation

Main Menu: Main Menu

CVP Page(s): Tax_Refunds
Spanish

Text Me Information: Text Me Information: escribeme, sms, texto

Child Support: This menu option is available at any time:

Tax Refunds Press 8
Main Menu: Mend principal or say,
MAIN

MENU

Request Investigation: Solicitar investigacidn, investigacion

©
Play Special Notice Special Variable:
TaxRefundNotice Notice? TaxRefundNotice

©

State tax refunds can be intercepted if the past due amount on your account reaches
$150 or more. Federal tax refunds can be intercepted if $150 or more is owed to the
state and/or $500 or more is owed to the custodial parent. Intercepted tax refunds can
be held 30-45 days to allow the noncustodial parent time to file an appeal.

N

'g'):)iy, “TEXT ME INFORMATION” or “REQUEST INVESTIGATION”.
Ability to press 1, 2 at ASR menu. Only say this once.

Thank you.

Goodbye. 3X IF NO INPUT OR MATCH, THEN:

NO INPUT

To receive this information by text, press 1.
If you are the noncustodial parent and wish to request an investigation, press 2.
IF NO INPUT OR MATCH repeat menu 3 times

| |
1 2
“TEXT ME INFORMATION” “REQUEST INVESTIGATION”
Or Invalid response after 3™ repeat

The Customer Service center is

SMS: page 1 currently closed in observance of the
holiday. Please call back during
business hours, Monday to Friday 9 am
to5 pm.

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
This call maybe hours of operation 8 am to 8 pm
monitored or recorded. weekdays and weekends 9 am to
4 pm for al questions not child
support related.

MDDHS_CSEA
MDDS_CSEA_SPA




English:

Text Me a Link to the Form: Text Me a Link
to the Form, Form, text

Representative:Representative, Rep CVP Page(s): Electronic_Payments

Main Menu: Main Menu Child Supp.ort: This menu option is available at any time:
Electronic

Payments Press 8

Spanish or say,
Text Me a Link to the Form: Enviame un MAIN
mensaje de texto con un enlace al MENU
formulario, Formulario, texto

Representative: Representante

)
Play Special Notice Special

Main Menu: Menu prmupal ElectronicPaymentsNotice Notice?

<)
To enroll in or change information about Direct Deposit or EPIC, you must fill out the
Direct Deposit Authorization form. It may take up to six weeks to process your request.

N

lgl)gy, “TEXT ME A LINK TO THE FORM” or “REPRESENTATIVE”.
Ability to press 1 or 2 ASR menu. Only say this once.

Thank you.

Goodbye. < X IF NO INPUT OR MATCH, THEN:

NO INPUT

To receive a link to the direct deposit authorization form by text, press 1. Invalid response
To speak with a representative, press 2. after 3™ repeat
IF NO INPUT OR MATCH repeat menu 3 times

\ 2

1 “REPRESENTATIVE” or
“TEXT ME A LINK TO THE FORM” |nvalid response after 3™ repeat

The Customer Service center is
currently closed in observance of the
holiday. Please call back during
SMS: Page 1 »|
g Yes business hours, Monday to Friday 9 am
to5pm.
No

The Customer Service center is
currently closed. Please call back
during business hours, Monday to
Friday 9 am to 5 pm.

The DHS Customer Service Center
is currently offering extended
hours of operation 8 am to 8 pm
weekdays and weekends 9 am to
4 pm for al questions not child
support related.

v

This call maybe
monitored or recorded.

MDDHS_CSEA
MDDS_CSEA_SPA




Yes: Yes

No: No

Case Number: Case Number

I don’t know: | dont know, dont know

CVP Page(s): Authenticate

This menu option is available at any time:

Main Menu: Main Menu Press 8
. or say, Entry: Main
In Spanish: MAIN Menu
Yes: Si MENU
No: No \
Case Number: Nimero de caso ——
1 don’t know: No lo sé, no se
Main Menu: Mend principal 2-Factor Auth
Your Customer Service Center number (or CSC number) is a 9-digit
number, used as identification for retrieving case information. It is not
the same as your case number.
Do you know your Customer Service Center (CSC) PIN code?
UERYEL, 3X Allowable: ASR “yes” 1 OR ASR “No” or Press 2
owable: yes” or press 0" or Press
Goodbye. <7NO INPUT
X IF NO INPUT OR MATCH, THEN:
If you know your CSC PIN, press 1. If not, press 2.
IF NO INPUT OR MATCH, repeat menu 3 times.
2, “NO” tnvatid-setectionafter-3™repeat
5-Factor “~n
Auth: Page 1 1,7VES
'@) you know your CSC number?
Allowable: ASR “yes” or press 1 OR ASR “No” or Press 2
3X
NO INPUT IF NO INPUT OR MATCH, THEN:
If you know your CSC number, press 1. If not, press 2.
IF NO INPUT OR MATCH, repeat menu 3 times.
2-Factor
Auth: CSC
<+
Number Yes or Press 1
Press2,
“NO”
Invalid selection after 3™ repeat
If you know your Case Number, say, “CASE NUMBER.”
If not, say, “I DON'T KNOW.”
Allowable: ASR “yes” or press 1 OR ASR “No” or Press 2
3X
NO INPUT IF NO INPUT OR MATCH, THEN:
If you know your Case Number, press 1. Otherwise, press 2.
IF NO INPUT OR MATCH, repeat menu 3 times.
Invalid selection after 3™ repeat
1
“CASE NUMBER” 2
“I DON'T KNOW” Y
The Customer Service center is
