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NPDL - Notice of Potential Debt Letter:
FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/0000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX
FEMA Application #XXXXXXXXX

Applicant Name
Applicant Street Address
Applicant City, State, Zip

Notice of Potential Debt Letter
Potential Debt: ${NOD_RECOUP_AMT}

{SALUTATION}:

Federal law requires FEMA and other federal agencies to review disaster assistance payments provided to individuals. These
reviews ensure taxpayer dollars were provided in the correct amount to meet the needs of the individual.

FEMA has carefully reviewed the assistance provided to you and determined you may NOT be eligible for
${NOD_RECOUP_AMT}.

The reasons you may have a potential debt are included below:
{CHA BLK}

You may appeal this determination. Your written appeal letter must be postmarked no later than 60 days from the date shown on
this Notice of Potential Debt and include the following information:

a. A written explanation why you believe you are eligible for this assistance;
b. Copies of any documents or statements supporting your eligibility for disaster assistance;
¢.  Your disaster number and FEMA application number should be included on all pages of your correspondence ; and,
d. Must be signed by you, the co-applicant, or a third party authorized to appeal on your behalf.

Please send the requested documents to:

Mail to: OR Fax to:
FEMA 800-827-8112
P.O. Box 10055 Attn: FEMA

Hyattsville, MD 20782-8055
You should expect a response from FEMA within 90 days of receipt of your appeal.

You may request an oral hearing to discuss your appeal when you submit your written appeal request. If FEMA determines your
oral testimony is needed to clarify the documents you submitted, your request may be granted. FEMA may also request that you
participate in an oral hearing via telephone as part of the appeal process when the appeal involves an issue of credibility or
veracity, or the appeal record contains conflicting information that cannot be resolved.

If you do not appeal this determination, this potential debt will become final and will be sent to FEMA’s Finance Center
for further action.

This letter relates only to assistance you received through FEMA's Individuals and Households Program. In addition, if you made
any false or fraudulent statements in connection with your application for disaster assistance, you may be subject to liability under
Federal, State, or local laws.
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If you have questions about assistance you received, or would like more information about this notice, please call FEMA’s
Helpline at 800-621-FEMA (3362), or visit www.DisasterAssistance.gov. If you are deaf, hard of hearing, or have a speech
disability and use a TTY, please call 800-462-7585. If youuse 711 or Video Relay Service (VRS), call 800-621-3362.

Sincerely,

Individuals and Households Officer NPDL
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NDL — Notice and Demand Letter:
FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX
FEMA Application #XXXXXXXXX

Applicant Name
Applicant Street Address
Applicant City, State, Zip

Bill for Collection # {HA BFC _NO}

{SALUTATION}:

In a letter dated {NOD_DATE}, FEMA advised you of a potential debt because you were found ineligible for some or all of the
disaster assistance FEMA provided to you under the Robert T. Stafford Disaster Relief and Emergency Assistance Act (Public
Law 93-288 as amended), 42 U.S.C. 5121 - 5207. Your appeal rights have expired and the debt is now final.

This is a Bill for Collection to notify you that you must return ${NOD_RECOUP_AMT}. In order to resolve this Bill for
Collection, you must pay this debt in full within 30 days of this letter. Enclosed is a FEMA Debt Repayment Form and
payment instructions, or you may also request consideration for a payment plan.

After 30 days, the debt is considered delinquent and FEMA will begin collection action as required by the Debt Collection Act of
1982, the Debt Collections Improvement Act (DCIA) of 1996, and the Digital Accountability and Transparency Act of 2014
(DATA Act).

Collection actions will occur as described below, beginning from the date of this letter:
e Late Charges:

1. Within 30 days: Interest at the rate of 1% per annum will be assessed on the unpaid balance. A one-time
administrative charge will also be assessed to this debt.

2. Within 90 days: Additional penalty charges will be assessed at the rate of 6% per annum on the amount of
the debt plus any interest and administrative charges that have been levied.

e Enforced Collection:

1. Within 60 days: FEMA may offset the debt against any FEMA payments and/or transfer the debt to the
U.S. Department of the Treasury (Treasury) for collection.

2. Within 120 days: FEMA will transfer the debt to Treasury, as required by law.

FEMA may transfer your debt to the Treasury immediately following day 60 but no later than day 120, as required by law. Once
transferred, the Treasury may take any of the following actions:

1. Offset any Federal or State eligible payments by the amount of the debt including
* Income tax refunds
= Military salary
=  Military retirement
= Social Security (other than Supplemental Security Income (SSI))
Charge interest and penalties on the unpaid debt. Additional fees may also be charged and added to debt amount.
Garnish wages through administrative wage garnishment
Refer the debt to the U.S. Department of Justice for judicial enforcement

wokh v

Refer the debt to a private collection agency
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6. Report any discharged debt to the Internal Revenue Service (IRS)

7. Report the debt to consumer credit reporting agencies

If you have any questions about this notice, payment options, or current debt balance, please call FEMA’s Finance Center
800-816-1122, Monday through Friday, 9:00 a m. - 4:00 p.m., Eastern Time. If you are deaf, hard of hearing, or have a speech
disability and use a TTY, please call 800-462-7585. If youuse 711 or Video Relay Service (VRS), call 800-621-3362.

This letter relates only to assistance you received through FEMA's Individuals and Households Program. Please note, even if you
repay this debt in full, the United States Government does not waive its rights to pursue any applicable civil or criminal charges.
In addition, if you made any false or fraudulent statements in connection with your application for disaster assistance, you may be
subject to liability under Federal, State, or local laws.

Please see the enclosed Other Important Information for additional information.

Sincerely,

Debt Collection Officer NDL
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FEMA DEBT REPAYMENT FORM

Bill for Collection # {HA BFC NO}
Please return this form along with your payment.

Disaster # {DSTR_NR}
FEMA Application # {RGSN_ID}

{APPL_NM}
{STRT_ADR}
{CITY_STATE}

Amount Owed: § {NOD_RECOUP_AMT} Amount Enclosed $

To pay your debt in full, please visit www.FEMA.gov for all payment options. If you prefer, you may do one of the following:
e Return the U.S. Department of the Treasury check(s) to:

Department of the Treasury
Attn: Treasury Check Returns
1300 Townsend Road
Philadelphia, PA 19154-1026

e Send a personal check or money order to:

FEMA
P.O. Box 530217
Atlanta, GA 30353-0217

e  Overnight / Courier Payments send to:

FEMA / Bank of America
Lockbox #530217

1075 Loop Road

Atlanta, GA 30337-6002

If returning or mailing a check, please return this form along with your payment.
If you have questions, please call FEMA’s Finance Center 800-816-1122, Monday through Friday, 9:00 a m. and 4:00 p.m.,

Eastern Time. If you are deaf, hard of hearing, or have a speech disability and use a TTY, please call 800-462-7585. If you use
711 or Video Relay Service (VRS), call 800-621-3362.
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OTHER IMPORTANT INFORMATION

Bankruptcy
If you filed for bankruptcy, you are not subject to offset while the automatic stay is in effect. Please note that it is YOUR
responsibility to notify FEMA of the stay by sending evidence of the bankruptcy to:

FEMA

Attn: Accounts Receivable
P.O. Box 9001

Winchester, VA 22604-9001

False Statements

If you make or provide any knowingly false or frivolous statements, representations, or evidence, you may be liable for penalties
under the False Claims Act (Title 31 U.S. Code, Section 3729-3731) and/or criminal penalties under Title 18 U.S. Code Sections
286,287, 1001, and 1002, or other applicable statutes.

Joint Tax Returns
If you file a joint income tax return, you should contact the IRS before filing your return to request information regarding
procedures to protect your spouse's share of the income tax refund if they are not a delinquent debtor to the U.S. Government.

Wages

Your current net pay is subject to offset if you do not pay your debt or take other action as described. The U.S. Department of the
Treasury will deduct up to 15% of your disposable net pay beginning in the pay period that your debt is submitted. The deduction
will continue every pay period until your debt is paid in full, including interest, penalties, and other costs.
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ANOT: Potential Debt Cleared:

FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/0000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX

FEMA Application #XXXXXXXXX
Potential Debt: $§ {NOD_RECOUP_AMT}
{APPL NM}

{STRT ADR}

{CITY _STATE}

{SALUTATION}:

This letter is in response to your appeal of FEMA's decision that some or all of the money you received for disaster assistance
must be returned.

After reviewing your case and the documents you submitted, your potential debt of ${NOD_RECOUP_AMT} has been
cancelled.

If you returned money to FEMA, your funds will be refunded to you.

Please note, this decision only applies to the FEMA's Individuals and Households Program potential debt indicated above, and has
no bearing on any other form of federal assistance you may have received.

If you have any questions regarding a refund, please call FEMA’s Finance Center at 800-816-1122, Monday through Friday, 9:00
a.m. - 4:00 p m., Eastern Time.

If you have any questions regarding your appeal decision, please contact FEMA’s Helpline at 800-621-FEMA (3362) or visit
www.DisasterAssistance.gov. If you are deaf, hard of hearing, or have a speech disability and use a TTY, please call 800-462-
7585. If youuse 711 or Video Relay Service (VRS), call 800-621-3362.

Sincerely,

{DH_OFFC_TTL}

{DEBT_COL_OFC-TTL} ANOT
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ANACFA: Debt stands:
FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/0000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX

FEMA Application #XXXXXXXXX
Amount Owed: $ {NOD RECOUP_AMT}
{APPL_NM}

{STRT_ADR}

{CITY_STATE}

{SALUTATION}:

This letter is in response to your appeal of FEMA's decision that some or all of the money you received for disaster assistance
must be returned.

After reviewing your case and the documents you submitted, it was determined that FEMA’s decision was correct and you remain
ineligible for the specified amount of assistance as outlined in the original Notice of Potential Debt letter. This is a final agency
determination and the amount owed is ${NOD_RECOUP_AMT}.

You will receive a separate letter with payment instructions and additional information on how to resolve this matter.

If you have any questions regarding your appeal decision, please contact FEMA’s Helpline at 800-621-FEMA (3362) or visit
www.DisasterAssistance.gov. If you are deaf, hard of hearing, or have a speech disability and use a TTY, please call 800-462-

7585. Ifyouuse 711 or Video Relay Service (VRS), call 800-621-3362.

Sincerely,

{DH_OFFC_TTL}

{DEBT_COL_OFC-TTL} ANACFA
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ANACIN: Debt Increase:
FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/0000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX

FEMA Application #XXXXXXXXX
Potential Debt: § {NOD_RECOUP_AMT}
{APPL NM}

{STRT ADR}

{CITY _STATE}

{SALUTATION}:

This letter is in response to your appeal regarding a potential debt that some or all of the money you received for disaster
assistance must be returned.

After reviewing your FEMA disaster assistance file and the documents you submitted, FEMA has increased the potential debt
amount outlined in the original notice letter, and your new potential total is ${NOD_RECOUP_AMT}. You will receive a new
Notice of Potential Debt letter with further details on your appeal rights.

If you have any questions regarding your appeal decision, please contact FEMA’s Helpline at 800-621-FEMA (3362). If you are

deaf, hard of hearing, or have a speech disability and use a TTY, please call 800-462-7585. If you use 711 or Video Relay
Service (VRS), call 800-621-3362.

Sincerely,

{DH_OFFC_TTL}

{DEBT_COL_OFC-TTL} ANACIN

10
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ANACDD: Debt Decrease:
FEMA Director Name Governor’s Name
FEMA Title Governor’s Title
FEMA Directorate Reference State of (State Name)
FEMA 00/00/0000

P.O. Box 10055
Hyattsville, MD 20782 — 8055

Disaster #XXXX
FEMA Application #XXXXXXXXX

Potential Debt: § {NOD_RECOUP_AMT}

{APPL_NM}
{STRT_ADR}
{CITY_STATE}

{SALUTATION}:
This letter is in response to your appeal that some or all of the money you received for disaster assistance must be returned.

After reviewing your FEMA disaster assistance file and the documents you submitted, FEMA has decreased the potential debt
amount outlined in the original notice letter to ${NOD_RECOUP_AMT}.

If you previously repaid more than this amount to FEMA, you will receive a U.S. Department of the Treasury (Treasury) check or
electronic funds transfer in the amount of your overpayment. If you have any questions regarding a refund, please call FEMA’s
Finance Center at 800-816-1122, Monday through Friday, 9:00 a m. - 4:00 p.m., Eastern Time.

You may appeal this determination. Your written appeal letter must be postmarked no later than 60 days from the date shown on
this Notice of Potential Debt and include the following information:
a. A written explanation why you believe you are eligible for this assistance;
b. Copies of any documents or statements supporting your eligibility for disaster assistance;
¢. Your disaster number and FEMA application number should be included on all pages of your correspondence ; and,
d. Must be signed by you, the co-applicant, or a third party authorized to appeal on your behalf.

Please send the requested documents to:

Mail to: OR Fax to:
FEMA 800-827-8112
P.O. Box 10055 Attn: FEMA

Hyattsville, MD 20782-8055
You should expect a response from FEMA within 90 days of receipt of your appeal.

If you have any questions regarding your appeal decision, please contact FEMA’s Helpline at 800-621-FEMA (3362). If you are
deaf, hard of hearing, or have a speech disability and use a TTY, please call 800-462-7585. If you use 711 or Video Relay
Service (VRS), call 800-621-3362.

Sincerely

{DH_OFFC_TTL}

{DEBT_COL_OFC-TTL} ANACDD

11
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Recoupment Causes

Duplication of Benefits: Duplication of Benefits occurs when FEMA awards disaster assistance for the same
item or type of assistance that the applicant received from another source, such as insurance or another
federal agency.

FEMA Error: FEMA Error occurs when FEMA awards disaster assistance for which an applicant is not eligible.

Fraud Report: Fraud Report occurs when an applicant is being investigated for having been awarded disaster
assistance through fraudulent means.

12
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About this Guide

This guide provides basic navigational steps that are specific to appeals processing in the
Web NEMIS FEMA Appeal queue. Most Basic Web NEMIS processing mechanics are the
same in the FEMA Appeal queue as in the FEMA Manual Determination queue. These
basic processing steps are documented in the Web NEMIS Initial Assistance Reference
Guide, which is included on the “Job Aids” tab of the IA Training and Development intranet

page.

The Intention of this document is to build on previous processing knowledge by providing
detailed steps for Home Repair and Personal Property appeals processing.

This reference guide provides information about how to:
e Create an appeal pending line
e Substantiate appeal documentation
e Flag and resolve duplicate documents flags
e Add a substantiation item for a document on file or from verbal verification
¢ Request an appeal inspection
e Review and update verification requirements
e Generate customized letters to request appeal documentation (ADOC, RFI)
e Generate ineligible appeal letters (A-INI/A-INFI, A-INO, A-IOR, AAFIN)

¢ Award Home Repair and Personal Property assistance and deduct a previous
award following an appeal inspection

e Award Home Repair and Personal Property assistance requested with submission
of estimate/receipt documents and deduct a previous related award

e Add and award line items not requested with receipt/estimate documents

e Adjust a previous payment upward or make a miscellaneous adjustment to a
current payment

e Finalize and document an Appeal decision

The PMS Policy and Doctrine Unit (PDU) has developed an appendix guide with five
scenarios on how to use the Real Property Eligibility Calculator. Staff must follow the
instructions to ensure proper awards are being provided and reduce calculation errors. For
additional information, refer to the Appeal Processing
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Substantiate Correspondence Received

In Web NEMIS, you must record substantiation details for each document item received.
The substantiation process is a way for the system to record whether documents meet the
criteria required to determine eligibility.

For items such as receipts, bills, and estimates, the item substantiation process is also
used for payment calculations. Substantiation fields for these items include sub-calculators
for documenting payment adjustments.

The item substantiation fields for Real and Personal Property estimates/receipts, also
provide a link used to add line items for payment.

Access the Document Item Substantiation Window

Before starting the substantiation process, if there is no pending line for the category you
need to process, create one. Once the pending line is created, you can substantiate the
documents.

e Use the Correspondence Received frame on the Communication screen to
substantiate documents for:

o Housing Assistance (generic category rarely used for manual processing)
o Initial Rental Assistance
o Moving/Storage

e Use the Correspondence Received frame on the appropriate category-specific
Assistance Processing screen to substantiate documents for:

Continued Temporary Housing Assistance
Lodging Expenses Reimbursement

Home Repair

Home Replacement

Personal Property

Medical

Dental

Transportation

Miscellaneous Other/Child Care

0O 0O O 0O O O O O o
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Add Verbal Insurance Coverage and Settlement Substantiation

You can add verbal insurance coverage and/or settlement substantiation received from an
insurance company for a Homeowners type policy (including Homeowners, Mobile Home,
Condo, Renters, and Flood insurance) from various locations.

e From the Assistance screen, click the Substantiation: Add link in the Insurance
Substantiation/Settlement frame if a policy record is not on file, or click the
Settlement: Add link if the policy record is on file.

e From the Home Repair/Personal Property Assistance Processing screen, click the
Substantiation Policy: Add link if a policy record is not on file, or click the
Settlement: Add link if the policy record is on file.

The following instructions step you through the process of adding both policy and
settlement details. The screens and steps are very similar to the steps for adding
insurance details on the Insurance tab in older versions of NEMIS.
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Flag and Resolve Duplicate Documents

Sometimes applicants may submit multiple copies of a document (or set of documents). In
Web NEMIS, identical documents can be flagged as duplicates. Flagging duplicate
documents helps to expedite future case review and identifies the “master” documents that
were used for eligibility determination.

Documents flagged as duplicates remain in the applicant’s file and can be accessed in
Item Substantiation view. Calculations on duplicate documents are not applied to the
Payment Calculator.

Some Items are flagged manually as duplicates, and others are flagged automatically.
Items not used for payment can be flagged by agents during the document substantiation
process.

ltems used for payment are not manually flagged during the substantiation process. Web
NEMIS automatically checks payment items and will automatically flag duplicate payment
items that have the same date and amount. Duplicate payment items are flagged in the
Payment Calculator with a “Review” status, which must be addressed prior to payment.

Flag a Duplicate Set of Documents

If there are multiple copies of a complete set of documents agents can manually flag a set
of documents as a duplicate.

To determine the duplicate status of a document set, open each document set in the
image viewer and compare each document item. Ensure the information in each set is the
same by comparing document dates, addresses, written text, estimate/ receipt/ settlement
amounts, etc.

After you've identified a duplicate set of documents, determine which one should be the
“‘master” set and which will be marked as a duplicate. The “master” set is the one to be
used for processing. ldentify the DMARTS document ID for the set of documents you want
to be the master.

To manually flag a duplicate set of documents, access the documents on the Assistance
Processing screen in the Correspondence Received frame.

To indicate a set of documents is a duplicate:
1. Expand the Correspondence Received frame,

2. Expand the set of documents to be flagged as a duplicate and select one of the
individual item links within the set. (This opens the Item Substantiation window.)

3. Under the list of document items, click on the checkbox “This Document is a
Duplicate of”.
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Generate Custom Appeal Request Letters

The customized Request letters used to request applicant documents in appeal
processing include:

e ADOC (Appeal, Request for Documents)
¢ RFI (ONA Request for Information)

NOTE: Although the AAFIN ineligible letter is selected from the Request Letter section of
the Letter Wizard, steps for creating the AAFIN letter are included in the section: Generate
Custom Appeal Ineligible Letters under the topic:

AAFIN Letter.

Some general reminders:

e For specific information about how to generate these letters and select the
appropriate text inserts for these letters, see the following SOPs:

o Codes, Verifications, Request Letters, and Assistance Types
o Appeal Processing

e When you generate one of these types of letters, make sure you do the following:
o Route the case to the FEMA Complete queue.

o Do select the “Send to the Mail Queue” option.

Appeal Request for Documentation (ADOC) Letter

If all the documentation required for Appeal processing is not in the file, you’ll need to
generate an Appeal Request for Documentation (or ADOC) letter with appropriate inserts
to request the documentation.

Complete Preliminary Steps

1. Make at least one courtesy call attempt to the applicant to explain the
documentation requirements, in accordance with appeals processing guidance.

2. Use the Comment/Contact link on the task bar to document your Contact. (See the
Appeal Processing SOP for guidance details.)

3. Access the Assistance screen and delete any PND/IPND lines associated with the
ADOC.

4. Navigate to the Confirmation screen.
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5. Also select the appropriate letter text insert(s) that match the documentation being
requested. More than one insert may be selected.

O

o

O

Essential Tools

Failed Identity Verification

Hotel/Motel Receipts

Landlord Statement

Missing Appeal Letter

Missing Burial Ins

Missing Contractor Estimate

Missing Death Certificate

Missing Dental Expenses

Missing Flood Ins Settlement or Denial

Missing Funeral Expenses Documents

Missing Homeowners Ins Settlement or Denial
Missing Ins Letter Exhaustion of ALE/Loss of Use
Missing Mechanic Statement about Cause of Damage
Missing Medical Expenses Documents

Missing Moving and Storage Essential Document
Missing Other Disaster Related Documents
Missing PP Ins Settlement or Denial

Missing Vehicle Comprehensive Insurance
Missing Vehicle Registration

Missing Vehicle Requirement Documents
Occupancy Not Verified

Ownership Not Proven

Reason for Late Appeal

Stored Personal Property

Verification of Utility Outage or Inaccessibility

6. Click Next to continue.
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Generate Custom Appeal Ineligible Letters

Most A-SUPER letters used for eligibility determinations are auto generated upon routing;
however, some ineligible letters require custom entry, so must be manually generated.
You will select the appropriate text insert when you generate these letters. These letters
include:

e A-INI, A-INFI (Appeal, Ineligible - Has Insurance) letters generally used for HA and
Personal Property categories

e A-INO (Appeal, Ineligible Other Reason) letters for HA categories

e A-IOR (Appeal, Ineligible Other Reason) letters for ONA appeal denials

e AAFIN (Appeal, Final) letter to explain a final determination

Once these letters are generated, NEMIS automatically sends the letters to the mail queue
after the decision is approved. When generating decision letters, Do NOT mark the box
“Send to the Mail Queue” on the confirmation page.

Some general reminders:

e For specific information about how to generate these letters and select the
appropriate text inserts for these letters, see the following SOPs:

o Codes, Verifications, Request Letters, and Assistance Types
o Appeal Processing SOP

e When you generate one of these types of letters, make sure you do the following:
o Route the associated assistance line to the appropriate eligibility queue.

o Do NOT select the “Send to the Mail Queue” option.

A-INI, A-INFI

You'll need to generate an A-INI or A-INFI letter when you make INI or INFI determinations
for an HA or Personal Property assistance category due to applicants’ insurance
settlement covering the disaster damages or a settlement/denial not being on file. In some
circumstances you may also need to generate an INI letter for an Other category, such as
Medical/Dental, Moving and Storage, Transportation, etc. INI/INFI letters explain the
specific ineligible reason for the insured assistance category.

INFI is used for applicants with structure and/or contents flood insurance. INI is used for
other types of insurance for structure, contents, and or additional living expenses (ALE)
such as Homeowners, Mobile Home, Condominium, Renters, etc.
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Award Eligible Appeal Assistance

This section provides detailed steps for processing Home Repair and Personal Property
appeals. For most casework tasks, the Web NEMIS processing mechanics are the same
in the FEMA Appeal queue as in the FEMA Manual Determination queue. These steps are
documented in the Web NEMIS Initial Assistance Reference Guide, which is included on
the “Job Aids” tab of the /A Training and Development intranet page.

This section focuses on how to:

e Award real or personal property line items from in an appeal Inspection

e Add line items to pay actual or standard costs based on substantiation of an
estimate/receipt document item

Remote Inspection

This type of inspection was implemented to verify applicants needs during pandemic
restrictions. FEMA inspectors will contact applicants by phone and conduct inspection
remotely via video streaming. If video inspection is not possible, a remote inspection by
telephone will be completed. In some cases, exterior validation (EV) inspections are also
performed.

Ownership and occupancy will be verified by NEMIS public records. If the NEMIS public
records verification is NOT available, the applicant will need to submit the applicable
documents directly to FEMA.

For Remote Inspections, FEMA will base most appeal decisions and awards for real
property assistance on verifiable submitted estimates rather than completing a second
appeal Remote Inspection, unless a previous appeal determination has been made for an
additional Damage Level Award amount.

The Damage Level Award amount will be visible in NEMIS with the applicable award level
in the Real Property frame on the Line Items screen. Damage Level Award amounts will
include a variety of commonly damaged line items grouped together under new combined
Damage Level Award line items for each disaster.
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When the amount appealed exceeds the next damage level award, an appeal inspection
must be requested.

If the appeal inspection returns with the same level or lower level than the initial
inspection, the applicant will still receive the next damage level award. If not, process the
case based on verifiable receipts.

For more details, see guidance in the IA PPM Remote Inspection DSOP.
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Paying Line Items from an Appeal Inspection

After an appeal inspection has returned you will determine eligibility for inspection line
items by comparing the appeal and initial inspection results. In Web NEMIS, you’ll use the
Eligibility Calculator to compare inspection line item totals and record your determination in
the Payment Calculator

For insured Real Property line items
e Ensure the Structure settlement has been substantiated. If the claim was denied, a
substantiation record for a net settlement of $0.00 will need to be on file.

e Determine if the FEMA Verified Loss (FVL) for insured line items is greater than or
less than the settlement amount for the damage type(s).

e If Insurance is greater than FVL, process as ineligible INI/INFI. If FVL is greater
than Insurance, proceed to payment

For Insured Personal Property Line Items

e Ensure the Contents settlement has been substantiated. If the claim was denied, a
substantiation record for a net settlement of $0.00 will need to be on file.

e Determine if the FEMA Verified Loss (FVL) for insured line items is greater than or
less than the settlement amount for the damage type(s).

e If Insurance is greater than FVL, process as ineligible INI/INFI. If FVL is greater
than Insurance, proceed to payment

Personal Property line items must be edited prior to payment. All insured items must be
changed to “uninsured”, and an Award quantity must be entered before using the Eligibility

Calculator.
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Add Line Items to Pay from Estimate/Receipt

Per the Appeal Processing SOP, there are some situations when payment can be made
for an item without issuing an inspection. This can be done under the following conditions:

e The previous inspection recorded a line item associated with the item under
consideration.

e The cost for repairing or replacing the item is documented on a receipt, estimate, or
bill submitted by the applicant.

e All case details and documents are verified as meeting PPM eligibility criteria.

When processing the new award, you will create a line item while substantiating the
estimate/receipt. Some line items can be paid at the actual costs, and some items must be
paid at the Standard Line item cost.

Examples of items that may be paid at actual cost include septic systems, wells and
well components, furnaces, heat pumps, boilers, HVAC systems (if not an upgrade
from a furnace or air conditioning system), and ADA Real or Personal Property line
items.

The following steps demonstrate how to substantiate an estimate/receipt submitted to
appeal a Real or Personal Property determination. During the process of substantiating
the appeal document, you will also add a line item and record a standard or actual cost
payment for the line item.
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Splitting a Workpacket
There are a few instances in which we may need to split a Workpacket, including:

* Processing both an Initial and an Appeal decision together
Example: Denying an additional Home Repair (Appeal) while paying
Transportation for the first time (Initial)

+ Making multiple payments in the same category

Example: Making two ERCT rental payments at the same time because of a
fiscal year split

» Processing needed for HA and ONA in a Joint option disaster
Example: Insurance includes contents and structural settlements

* When additional ADA processing is required

When splitting a workpacket that contains multiple decision lines, uncheck the decision
that is to remain in queue and route the checked decision

If all decision lines are being routed and you need to keep the workpacket in queue after
routing the decision click on the Split Workpacket checkbox.
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Appendix A: Substantiation Documents Used for Appeals

In the Web NEMIS FEMA Appeal queue, you will need to create a substantiation record
for each applicant document you use to process the Appeal. This means you will access
Appeals documents in the ltem Substantiation view and record guidance-related criteria in
the system fields associated with each document.

You'll need to substantiate Appeal letters indexed into the Category: Appeals, as well as
documents indexed into various other categories.

You may need to substantiate appeal documents indexed the following document
categories, depending on the assistance being appealed:

Appeals
Dental

Funeral

Housing Assistance

Insurance

Lodging

Medical

Misc/Other (which also includes Child Care Item Types)
Moving and Storage

Other Gov Forms

Personal Property

Transportation

Appeal Letters (Category: Appeal)

Appeal letters are indexed into the Document category: Appeals. The document Item
Types for Appeal letters include the following:

Dtl Apl Ltr (Dental Appeal Letter)

Funeral Apl Ltr (Funeral Appeal Letter)

Med Apl Ltr (Medical Appeal Letter)

Mis Oth Apl Ltr (Miscellaneous/Other or Child Care Appeal Letter)
Mov Stor Apl Ltr (Moving and Storage Appeal Letter)

Oth Nds Apl Ltr (Other Needs Assistance Appeal Letter)

Per Prp Apl Ltr (Personal Property Appeal Letter)

Trans Apl Ltr (Transportation Appeal Letter)

HA Apl Ltr (Housing Assistance Appeal Letter)
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About this Guide

This guide provides basic navigational steps that are specific to appeals processing in the
Web NEMIS FEMA Appeal queue. Most Basic Web NEMIS processing mechanics are the
same in the FEMA Appeal queue as in the FEMA Manual Determination queue. These
basic processing steps are documented in the Web NEMIS Initial Assistance Reference
Guide, which is included on the “Job Aids” tab of the IA Training and Development intranet

page.

The Intention of this document is to build on previous processing knowledge by providing
detailed steps for Home Repair and Personal Property appeals processing.

This reference guide provides information about how to:
e Create an appeal pending line
e Substantiate appeal documentation
e Flag and resolve duplicate documents flags
e Add a substantiation item for a document on file or from verbal verification
¢ Request an appeal inspection
e Review and update verification requirements
e Generate customized letters to request appeal documentation (ADOC, RFI)
e Generate ineligible appeal letters (A-INI/A-INFI, A-INO, A-IOR, AAFIN)

¢ Award Home Repair and Personal Property assistance and deduct a previous
award following an appeal inspection

e Award Home Repair and Personal Property assistance requested with submission
of estimate/receipt documents and deduct a previous related award

e Add and award line items not requested with receipt/estimate documents

e Adjust a previous payment upward or make a miscellaneous adjustment to a
current payment

e Finalize and document an Appeal decision

The PMS Policy and Doctrine Unit (PDU) has developed an appendix guide with five
scenarios on how to use the Real Property Eligibility Calculator. Staff must follow the
instructions to ensure proper awards are being provided and reduce calculation errors. For
additional information, refer to the Appeal Processing
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Substantiate Correspondence Received

In Web NEMIS, you must record substantiation details for each document item received.
The substantiation process is a way for the system to record whether documents meet the
criteria required to determine eligibility.

For items such as receipts, bills, and estimates, the item substantiation process is also
used for payment calculations. Substantiation fields for these items include sub-calculators
for documenting payment adjustments.

The item substantiation fields for Real and Personal Property estimates/receipts, also
provide a link used to add line items for payment.

Access the Document Item Substantiation Window

Before starting the substantiation process, if there is no pending line for the category you
need to process, create one. Once the pending line is created, you can substantiate the
documents.

e Use the Correspondence Received frame on the Communication screen to
substantiate documents for:

o Housing Assistance (generic category rarely used for manual processing)
o Initial Rental Assistance
o Moving/Storage

e Use the Correspondence Received frame on the appropriate category-specific
Assistance Processing screen to substantiate documents for:

Continued Temporary Housing Assistance
Lodging Expenses Reimbursement

Home Repair

Home Replacement

Personal Property

Medical

Dental

Transportation

Miscellaneous Other/Child Care

0O 0O O 0O O O O O o

Appeals — Reference Guide 8



Civil Action No. 5:21-cv-00071
13th Interim Response
010279



Civil Action No. 5:21-cv-00071
13th Interim Response
010280



Civil Action No. 5:21-cv-00071
13th Interim Response
010281



Civil Action No. 5:21-cv-00071
13th Interim Response
010282



Civil Action No. 5:21-cv-00071
13th Interim Response
010283



Civil Action No. 5:21-cv-00071
13th Interim Response
010284



Civil Action No. 5:21-cv-00071
13th Interim Response
010285



Civil Action No. 5:21-cv-00071
13th Interim Response
010286

Add Verbal Insurance Coverage and Settlement Substantiation

You can add verbal insurance coverage and/or settlement substantiation received from an
insurance company for a Homeowners type policy (including Homeowners, Mobile Home,
Condo, Renters, and Flood insurance) from various locations.

e From the Assistance screen, click the Substantiation: Add link in the Insurance
Substantiation/Settlement frame if a policy record is not on file, or click the
Settlement: Add link if the policy record is on file.

e From the Home Repair/Personal Property Assistance Processing screen, click the
Substantiation Policy: Add link if a policy record is not on file, or click the
Settlement: Add link if the policy record is on file.

The following instructions step you through the process of adding both policy and
settlement details. The screens and steps are very similar to the steps for adding
insurance details on the Insurance tab in older versions of NEMIS.
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Flag and Resolve Duplicate Documents

Sometimes applicants may submit multiple copies of a document (or set of documents). In
Web NEMIS, identical documents can be flagged as duplicates. Flagging duplicate
documents helps to expedite future case review and identifies the “master” documents that
were used for eligibility determination.

Documents flagged as duplicates remain in the applicant’s file and can be accessed in
Item Substantiation view. Calculations on duplicate documents are not applied to the
Payment Calculator.

Some Items are flagged manually as duplicates, and others are flagged automatically.
Items not used for payment can be flagged by agents during the document substantiation
process.

ltems used for payment are not manually flagged during the substantiation process. Web
NEMIS automatically checks payment items and will automatically flag duplicate payment
items that have the same date and amount. Duplicate payment items are flagged in the
Payment Calculator with a “Review” status, which must be addressed prior to payment.

Flag a Duplicate Set of Documents

If there are multiple copies of a complete set of documents agents can manually flag a set
of documents as a duplicate.

To determine the duplicate status of a document set, open each document set in the
image viewer and compare each document item. Ensure the information in each set is the
same by comparing document dates, addresses, written text, estimate/ receipt/ settlement
amounts, etc.

After you've identified a duplicate set of documents, determine which one should be the
“‘master” set and which will be marked as a duplicate. The “master” set is the one to be
used for processing. ldentify the DMARTS document ID for the set of documents you want
to be the master.

To manually flag a duplicate set of documents, access the documents on the Assistance
Processing screen in the Correspondence Received frame.

To indicate a set of documents is a duplicate:
1. Expand the Correspondence Received frame,

2. Expand the set of documents to be flagged as a duplicate and select one of the
individual item links within the set. (This opens the Item Substantiation window.)

3. Under the list of document items, click on the checkbox “This Document is a
Duplicate of”.
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Generate Custom Appeal Request Letters

The customized Request letters used to request applicant documents in appeal
processing include:

e ADOC (Appeal, Request for Documents)
¢ RFI (ONA Request for Information)

NOTE: Although the AAFIN ineligible letter is selected from the Request Letter section of
the Letter Wizard, steps for creating the AAFIN letter are included in the section: Generate
Custom Appeal Ineligible Letters under the topic:

AAFIN Letter.

Some general reminders:

e For specific information about how to generate these letters and select the
appropriate text inserts for these letters, see the following SOPs:

o Codes, Verifications, Request Letters, and Assistance Types
o Appeal Processing

e When you generate one of these types of letters, make sure you do the following:
o Route the case to the FEMA Complete queue.

o Do select the “Send to the Mail Queue” option.

Appeal Request for Documentation (ADOC) Letter

If all the documentation required for Appeal processing is not in the file, you’ll need to
generate an Appeal Request for Documentation (or ADOC) letter with appropriate inserts
to request the documentation.

Complete Preliminary Steps

1. Make at least one courtesy call attempt to the applicant to explain the
documentation requirements, in accordance with appeals processing guidance.

2. Use the Comment/Contact link on the task bar to document your Contact. (See the
Appeal Processing SOP for guidance details.)

3. Access the Assistance screen and delete any PND/IPND lines associated with the
ADOC.

4. Navigate to the Confirmation screen.
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5. Also select the appropriate letter text insert(s) that match the documentation being
requested. More than one insert may be selected.

O

o

O

Essential Tools

Failed Identity Verification

Hotel/Motel Receipts

Landlord Statement

Missing Appeal Letter

Missing Burial Ins

Missing Contractor Estimate

Missing Death Certificate

Missing Dental Expenses

Missing Flood Ins Settlement or Denial

Missing Funeral Expenses Documents

Missing Homeowners Ins Settlement or Denial
Missing Ins Letter Exhaustion of ALE/Loss of Use
Missing Mechanic Statement about Cause of Damage
Missing Medical Expenses Documents

Missing Moving and Storage Essential Document
Missing Other Disaster Related Documents
Missing PP Ins Settlement or Denial

Missing Vehicle Comprehensive Insurance
Missing Vehicle Registration

Missing Vehicle Requirement Documents
Occupancy Not Verified

Ownership Not Proven

Reason for Late Appeal

Stored Personal Property

Verification of Utility Outage or Inaccessibility

6. Click Next to continue.

Appeals — Reference Guide
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Generate Custom Appeal Ineligible Letters

Most A-SUPER letters used for eligibility determinations are auto generated upon routing;
however, some ineligible letters require custom entry, so must be manually generated.
You will select the appropriate text insert when you generate these letters. These letters
include:

e A-INI, A-INFI (Appeal, Ineligible - Has Insurance) letters generally used for HA and
Personal Property categories

e A-INO (Appeal, Ineligible Other Reason) letters for HA categories

e A-IOR (Appeal, Ineligible Other Reason) letters for ONA appeal denials

e AAFIN (Appeal, Final) letter to explain a final determination

Once these letters are generated, NEMIS automatically sends the letters to the mail queue
after the decision is approved. When generating decision letters, Do NOT mark the box
“Send to the Mail Queue” on the confirmation page.

Some general reminders:

e For specific information about how to generate these letters and select the
appropriate text inserts for these letters, see the following SOPs:

o Codes, Verifications, Request Letters, and Assistance Types
o Appeal Processing SOP

e When you generate one of these types of letters, make sure you do the following:
o Route the associated assistance line to the appropriate eligibility queue.

o Do NOT select the “Send to the Mail Queue” option.

A-INI, A-INFI

You'll need to generate an A-INI or A-INFI letter when you make INI or INFI determinations
for an HA or Personal Property assistance category due to applicants’ insurance
settlement covering the disaster damages or a settlement/denial not being on file. In some
circumstances you may also need to generate an INI letter for an Other category, such as
Medical/Dental, Moving and Storage, Transportation, etc. INI/INFI letters explain the
specific ineligible reason for the insured assistance category.

INFI is used for applicants with structure and/or contents flood insurance. INI is used for
other types of insurance for structure, contents, and or additional living expenses (ALE)
such as Homeowners, Mobile Home, Condominium, Renters, etc.
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Award Eligible Appeal Assistance

This section provides detailed steps for processing Home Repair and Personal Property
appeals. For most casework tasks, the Web NEMIS processing mechanics are the same
in the FEMA Appeal queue as in the FEMA Manual Determination queue. These steps are
documented in the Web NEMIS Initial Assistance Reference Guide, which is included on
the “Job Aids” tab of the /A Training and Development intranet page.

This section focuses on how to:

e Award real or personal property line items from in an appeal Inspection

e Add line items to pay actual or standard costs based on substantiation of an
estimate/receipt document item

Remote Inspection

This type of inspection was implemented to verify applicants needs during pandemic
restrictions. FEMA inspectors will contact applicants by phone and conduct inspection
remotely via video streaming. If video inspection is not possible, a remote inspection by
telephone will be completed. In some cases, exterior validation (EV) inspections are also
performed.

Ownership and occupancy will be verified by NEMIS public records. If the NEMIS public
records verification is NOT available, the applicant will need to submit the applicable
documents directly to FEMA.

For Remote Inspections, FEMA will base most appeal decisions and awards for real
property assistance on verifiable submitted estimates rather than completing a second
appeal Remote Inspection, unless a previous appeal determination has been made for an
additional Damage Level Award amount.

The Damage Level Award amount will be visible in NEMIS with the applicable award level
in the Real Property frame on the Line Items screen. Damage Level Award amounts will
include a variety of commonly damaged line items grouped together under new combined
Damage Level Award line items for each disaster.
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When the amount appealed exceeds the next damage level award, an appeal inspection
must be requested.

If the appeal inspection returns with the same level or lower level than the initial
inspection, the applicant will still receive the next damage level award. If not, process the
case based on verifiable receipts.

For more details, see guidance in the IA PPM Remote Inspection DSOP.
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Paying Line Items from an Appeal Inspection

After an appeal inspection has returned you will determine eligibility for inspection line
items by comparing the appeal and initial inspection results. In Web NEMIS, you’ll use the
Eligibility Calculator to compare inspection line item totals and record your determination in
the Payment Calculator

For insured Real Property line items
e Ensure the Structure settlement has been substantiated. If the claim was denied, a
substantiation record for a net settlement of $0.00 will need to be on file.

e Determine if the FEMA Verified Loss (FVL) for insured line items is greater than or
less than the settlement amount for the damage type(s).

e If Insurance is greater than FVL, process as ineligible INI/INFI. If FVL is greater
than Insurance, proceed to payment

For Insured Personal Property Line Items

e Ensure the Contents settlement has been substantiated. If the claim was denied, a
substantiation record for a net settlement of $0.00 will need to be on file.

e Determine if the FEMA Verified Loss (FVL) for insured line items is greater than or
less than the settlement amount for the damage type(s).

e If Insurance is greater than FVL, process as ineligible INI/INFI. If FVL is greater
than Insurance, proceed to payment

Personal Property line items must be edited prior to payment. All insured items must be
changed to “uninsured”, and an Award quantity must be entered before using the Eligibility

Calculator.
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Add Line Items to Pay from Estimate/Receipt

Per the Appeal Processing SOP, there are some situations when payment can be made
for an item without issuing an inspection. This can be done under the following conditions:

e The previous inspection recorded a line item associated with the item under
consideration.

e The cost for repairing or replacing the item is documented on a receipt, estimate, or
bill submitted by the applicant.

e All case details and documents are verified as meeting PPM eligibility criteria.

When processing the new award, you will create a line item while substantiating the
estimate/receipt. Some line items can be paid at the actual costs, and some items must be
paid at the Standard Line item cost.

Examples of items that may be paid at actual cost include septic systems, wells and
well components, furnaces, heat pumps, boilers, HVAC systems (if not an upgrade
from a furnace or air conditioning system), and ADA Real or Personal Property line
items.

The following steps demonstrate how to substantiate an estimate/receipt submitted to
appeal a Real or Personal Property determination. During the process of substantiating
the appeal document, you will also add a line item and record a standard or actual cost
payment for the line item.
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Splitting a Workpacket
There are a few instances in which we may need to split a Workpacket, including:

* Processing both an Initial and an Appeal decision together
Example: Denying an additional Home Repair (Appeal) while paying
Transportation for the first time (Initial)

+ Making multiple payments in the same category

Example: Making two ERCT rental payments at the same time because of a
fiscal year split

» Processing needed for HA and ONA in a Joint option disaster
Example: Insurance includes contents and structural settlements

* When additional ADA processing is required

When splitting a workpacket that contains multiple decision lines, uncheck the decision
that is to remain in queue and route the checked decision

If all decision lines are being routed and you need to keep the workpacket in queue after
routing the decision click on the Split Workpacket checkbox.
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Appendix A: Substantiation Documents Used for Appeals

In the Web NEMIS FEMA Appeal queue, you will need to create a substantiation record
for each applicant document you use to process the Appeal. This means you will access
Appeals documents in the ltem Substantiation view and record guidance-related criteria in
the system fields associated with each document.

You'll need to substantiate Appeal letters indexed into the Category: Appeals, as well as
documents indexed into various other categories.

You may need to substantiate appeal documents indexed the following document
categories, depending on the assistance being appealed:

Appeals
Dental

Funeral

Housing Assistance

Insurance

Lodging

Medical

Misc/Other (which also includes Child Care Item Types)
Moving and Storage

Other Gov Forms

Personal Property

Transportation

Appeal Letters (Category: Appeal)

Appeal letters are indexed into the Document category: Appeals. The document Item
Types for Appeal letters include the following:

Dtl Apl Ltr (Dental Appeal Letter)

Funeral Apl Ltr (Funeral Appeal Letter)

Med Apl Ltr (Medical Appeal Letter)

Mis Oth Apl Ltr (Miscellaneous/Other or Child Care Appeal Letter)
Mov Stor Apl Ltr (Moving and Storage Appeal Letter)

Oth Nds Apl Ltr (Other Needs Assistance Appeal Letter)

Per Prp Apl Ltr (Personal Property Appeal Letter)

Trans Apl Ltr (Transportation Appeal Letter)

HA Apl Ltr (Housing Assistance Appeal Letter)
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About this Guide

This guide provides instructions for performing FEMA Manual Determination case
processing tasks in Web NEMIS. It includes instructions for basic tasks such as creating
a pending line, requesting an inspection, updating verification requirements, and
manually generating the types of letters most commonly used in FEMA Manual
Determination processing.

This guide explains how to access and substantiate applicant documents on the Item
Substantiation window, which is a unique feature available in Web NEMIS. It also
describes how to add document substantiation items and verbal substantiation items.

For assistance categories worked in FEMA Manual Determination, Web NEMIS
provides category-specific assistance processing screens. This guide includes detailed
steps for processing requests on these screens.

In addition, this guide provides instructions for recording insurance information in Web
NEMIS. It also explains how to handle cases flagged as duplicates and cases that need
to be manually linked due to shared occupancy.

The Table of Contents includes a complete listing of FEMA Manual Determination tasks
covered in this guide. Each listing is a hyperlink. You can go directly to a desired section
by scrolling over the section title, pressing the Control key, and left clicking the mouse.

The header information at the top right of each page will identify what section you are in.
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Unique Web NEMIS Features

Web NEMIS includes various unique ways to view key case elements or perform
actions in a case quickly and effectively.

Several screens allow agents to review all comments in a case together.

Web NEMIS creates a category-specific assistance processing screen whenever
a pending line is created.

These screens provide all the frames and fields you need to process specific
categories after you’ve reviewed a case for general eligibility criteria.

Substantiation screens with customized fields for verifying submitted documents
help ensure agents do not overlook critical processing criteria required in each
document.

Calculator and sub-calculator tools in various locations help agents determine
eligible amounts.

After HOI-type insurance settlements for Housing or Personal Property
assistance are substantiated, Web NEMIS auto-populates a record of the
insurance details to the Assistance screen.

Fields used for recording assistance determinations prevent agents from
selecting an eligible or ineligible determination if the document substantiation
process indicates the determination should be otherwise.

The Confirmation screen allows you to route assistance lines to multiple queues
without splitting the workpacket.

You only need to split a workpacket if you select to route all assistance lines out
of the queue and need to keep the case in the queue after routing. You can
simply select a “Split Workpacket” checkbox on the Confirmation screen to do so.
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Item Substantiation Tasks

Accessing the Item Substantiation Window

In Web NEMIS, it is important to award forms of assistance based on documents such
as receipts, bills, and estimates using tools in the document Item Substantiation
window. Item Substantiation fields include sub-calculators where you can add and
subtract eligible/ineligible amounts shown on the expense document.

It is also important to use the Item Substantiation window to substantiate documents
submitted to meet verification requirements such as identity, occupancy, ownership, and
other verifications. The substantiation fields associated with each document item are
intended to ensure caseworkers verify crucial guidance criteria required for processing.

Accessing the Document Item Substantiation Window

Before starting the substantiation process, if there is no pending line for the category
requested, create one first. (See Creating a Pending Line on page 10 for instructions.)
Once the pending line is created...

e Use the Correspondence Received frame on the Communication screen to
review documents submitted for:

o Initial Rental assistance (e.g. insurance settlement/denial/declaration
page, lack of insurance statement)

o Moving/Storage assistanc

e Use the Correspondence Received frame on the appropriate Category-Specific
screen to review-documents submitted for:

Lodging Expenses Reimbursement assistance
Medical assistance

Dental assistance

Transportation assistance
Miscellaneous/Other assistance

Child Care Assistance assistance

o O O O O O

You can view and substantiate one set of document items at a time in Item
Substantiation view.
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NOTE: Items selected from the previous screen are not highlighted initially. However,
items selected within the Item Substantiation window will be.

e At top, this window lists all items included in the set of documents.

o Select an item from the list at top to answer substantiation questions about
that document item.

o You can use the Add link at the top of the frame to add an item when you
need to use a single document item for multiple substantiate purposes.

e The bottom left frame includes an image of the selected document item.

o You can use the View Full Image link to view the item in an image viewer
application.

o You can use the Back and Next links and/or the Page field to view the
previous or next page of a document item.

CAUTION: Because these links can navigate to pages that include other document
items, keep in mind that substantiation questions apply only to the item selected at
the top of the window.

e The bottom right frame identifies the document Category and Item Type and
provides substantiation fields for you to enter details from the document.

o Substantiation fields marked by an asterisk (*) are required for Web NEMIS to
save substantiation.

o Complete all fields for which information in the document is available.
NOTES:

e |f a document item in a set of documents is not a document needed for your
current work, you will not need to substantiate it.

e |If the Item Type for the document is incorrect, select the correct option from the
pulldown menu in this field.

e If you find a document you need to substantiate that was indexed into the file with
a category or item type for a different form of assistance, you can Add another
substantiation item to associate with document.
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Add a Substantiation Item for a Document on File

Specific substantiation items are created in Web NEMIS for each document indexed
into DMARTS to help caseworkers ensure documentation meets criteria required for
processing. Sometimes the substantiation items needed for certain documents are not
created during the indexing process. Also, sometimes a document item is correctly
indexed in a specific category, but you may need to use it as substantiation for a
different category. For example, you may need to use a mortgage statement indexed
as a CTHA Expense to substantiate ownership for a Home Repair need.

Add separate substantiation items from an existing document when:

¢ A needed substantiation item was not created for a document item you need to
use for processing

e The document item was indexed into a different category than the one you need
to use it for

e Multiple document items (such as medical receipts or bills) that need to be
substantiated separately were indexed as one multi-page document item

e An insurance settlement includes multiple coverages, such Structure, Contents,
and ALE.

o For example, three substantiation items would be created for a settlement
with Structure, Contents and ALE payments so the document can be used
to substantiate Home Repair, Personal Property, and Rental Assistance.

To add a substantiation item from the Item Substantiation window:

1. Access the Item Substantiation window.

2. Click the Add link at top of the Correspondence Received frame. This link
creates a new substantiation item for the document set.
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You will also need to record the information received during the courtesy call in a
detailed contact and/or comment, in accordance to processing guidance.

To add a verbal substantiation record:

1. From the Communication screen, click the “Add” link at the top of the
Correspondence Received frame

2. Complete the data entry fields

3. Click Save to finish the new Substantiation item.
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Requesting an Inspection

To request an inspection:

1. From the Inspection Status screen, click on the ‘Request Inspection’ link.

2. In the Inspection Reason drop-down on the Request Inspection window, select
the appropriate inspection reason.

3. Click the Save button.
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4. When the Request Inspection window is displayed, record a comment to explain
the reason for the inspection request.

Record the comment in accordance with guidance in the following Inspection Requests
and Comparisons SOP:
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Generating Request Letters

The Request letters used to request applicant documents in initial case processing
generally include:

e ADOC (to request information needed for Housing Assistance or Personal
Property)

e RFI (To request ONA Information)

For specific information about how to generate these letters and select the appropriate
text inserts, see the Codes, Verifications, Request Letters, and Assistance Types SOP.

Request for Documentation (ADOC) Letter

Although the ADOC is generally used for Appeals requests, it is also used for initial
processing to request certain information, such as hotel/motel receipts, utility outage or
inaccessibility confirmation.

Addressing Assistance Lines in the Case

When generating an ADOC letter, keep in mind that a case with an ADOC letter must
be routed to the FEMA Complete queue. Also be aware that the FEMA Complete
routing option is not available for an individual assistance line.

Therefore, before you attempt to route a case with an ADOC letter to FEMA Complete,
address any pending lines or decision lines as follows. (NOTE: You can perform these
steps either before or after you generate the ADOC letter.)

1. If a pending line exists for the category for which you are generating the
ADOC, go to the Assistance screen and delete pending line.

2. If any other forms of assistance need to be addressed:

o Complete casework actions necessary to process the assistance
category.

o On the Confirmation screen, select the appropriate routing location for
each decision line.

o To ensure you retain the ADOC workpacket in the queue after routing,
select the Split Workpacket checkbox.
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2. On the Decision window, select Pending Response as the Verification Status,
and click Save.

3. Complete any other processing updates as needed, and navigate to the
Confirmation screen.

4. In the Generated Correspondence frame select the “Send letter to mail
queue” radio button.

5. Create a Comment that includes the documentation request.

6. Route the associated assistance line to the Info Control/Pending Receipt
queue.
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Generating Ineligible Letters with Text Inserts

Most “SUPER” letters used for eligibility determinations are auto generated upon
routing; however, some ineligible letter require a custom text entry, and therefore they
must be manually generated. You will select the appropriate text insert for the case
when you generate these letters. These letters include:

e INI, INFI (Ineligible - Has Insurance) letters for HA and Personal Property categories
¢ INO (Ineligible Other Reason) letters for HA categories
e IOR (Ineligible Other Reason) letters for ONA appeal denials

After these letters are generated, NEMIS automatically sends the letters to the mail
queue after the decision is approved. When generating decision letters, Do NOT mark
the box “Send to the Mail Queue” on the confirmation page.

Some general reminders:

e For additional information about these letters and their text inserts, see the
Codes, Verifications, Request Letters, and Assistance Types SOP.

e When you generate one of these types of letters, make sure you Route the
associated assistance line to the appropriate queue.

Ineligible Due to Insurance (INI/INFI)

You'll need to generate an INI or INFI letter when you make an INI or INFI determination
for Housing or Personal Property assistance due to insurance coverage.

e INFl is used for applicants with structure and/or contents Flood insurance.

e [Nl is used for Homeowners (HOI) and similar types of insurance such as
Homeowners, Mobile Home, Condominium, and Renters insurance for structure,
contents, and or additional living expenses (ALE).

INI and INFI codes indicate either or the following:

¢ Aninsurance settlement covered the disaster damages, OR

e 12 months following registration, an insurance settlement or denial is not on file

INI/INFI letters explain the specific ineligible reason for the insured assistance.
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4. Select the check box next to the listed Category and INI/INFI determination, and
then click Next again.
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7. Review letter components and click Preview to view the letter and ensure it was
generated correctly.
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8. The letter will appear in the Letter Wizard Preview pop-up window. After
previewing the letter, use the “X” icon at top right to close the window.

9. Click the Finish button to complete the letter generation.

10. Complete any other processing updates as needed, and on the Confirmation
screen, create the Ineligible Comment to include the denial reason.

11.Route the associated assistance line to the FEMA Ineligible queue.

12.Click Submit on the Confirmation screen to complete processing.
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Ineligible Other Reason for HA (INO)

The INO letter is used for Denials in some HA decisions. Like other custom letters, the
INO letter has multiple insert options. To generate an INO letter from the Confirmation
screen, follow these steps.

Record INO Determination
Before generating the letter, first record the INO eligibility determination, as follows:

1. If a pending line has not been created for the ineligible category, add a pending
line. (See Creating a Pending Line on page 10 for instructions.)

2. Access the category-specific assistance screen created with the pending line.

3. In the decision area at bottom of the Payment Calculator frame (or in the
Worksheet for some categories), select the appropriate Assistance Type (e.g.,
Initial, Additional, Reconsideration, etc.) and INO as the Eligibility Code.

NOTE: To locate the determination code, use the Eligibility Combo Wizard link.

4. Click Continue to save the determination.
Generate INO Letter
Next, to generate the INO letter:

1. Click on the appropriate link to generate letters.

e From the Communication screen, click the Add link in the Outgoing
Correspondence frame.

e From the Confirmation screen, click the Letter link in the tool bar at top right
of the screen.

2. When the Letter Wizard opens, in the Available Letters frame, click on the
ELIGIBILITY DECISION folder.

3. Select Eligibility decision, flood rqmnt, miti list and click Next to continue.
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Ineligible Other Reason for ONA (IOR)

The IOR letter is used for Denials in some ONA decisions. To generate an IOR letter
from the Confirmation screen, follow these steps.

Record IOR Determination
Before generating the letter, first record the IOR eligibility determination, as follows:

1. If a pending line has not been created for the ineligible category, add a pending
line. (See Creating a Pending Line on page 10 for instructions.)

2. Access the category-specific assistance screen created with the pending line.

3. In the decision area at bottom the Payment Calculator frame (or in the Worksheet
for some categories), select appropriate Assistance Type (e.g., Initial,
Additional, Reconsideration, etc.) and IOR as the Eligibility Code.

NOTE: To locate the determination code, use the Eligibility Combo Wizard link.

4. Click Continue to save the determination.
Generate IOR Letter
Next, to generate the IOR letter:

1. Click on the appropriate link to generate letters.

e From the Communication screen, click the Add link in the Outgoing
Correspondence frame.

e From the Confirmation screen, click the Letter link in the tool bar at top right
of the screen.

2. When the Letter Wizard opens, in the Available Letters frame, click on the
ELIGIBILITY DECISION folder.

3. Select Eligibility decision, flood rgmnt, miti list and click Next to continue.
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Updating Verification Requirements

In Web NEMIS, you can update the status of general verification requirements that
apply for all assistance categories, such as ldentity Verification, only from the Info
Control screen. However, you can update verification requirements for specific
categories, such as Ownership, Occupancy, etc., from a category-specific assistance
processing screen.

Adding a Verification Requirement

If you need to add a verification requirement, such as Identity Verification or Original
Hotel/Motel Receipt:

1. From the Verification Requirements frame of the Info Control screen or a
category-specific assistance processing screen, click the Add link.

2. In the Verification Requirement field on the Add Verification Requirements
window, select the verification requirement you need to add, and click Save.

The following screen examples show adding the Original Hotel/Motel Receipt
verification requirement from the Transient Accommodations screen.
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Routing and Splitting a Workpacket

In Web NEMIS, when you finalize your work on the Confirmation screen, you can route
individual assistance lines to separate locations. You can also route some assistance
lines out of a queue and retain other assistance lines in the queue.

The only time you need to split a workpacket is if you are routing ALL assistance lines
out of the queue and yet still need to keep the case in the queue. You would split a
workpacket from the Confirmation screen also.

Routing Assistance Lines

After you complete processing actions and determinations for each assistance category
being addressed, you can select routing locations for assistance lines as follows:

1. Navigate to the Confirmation screen to finalize your work.

2. In the Select column of the Decision frame at top of the screen, select the
checkbox for each decision you want to route out of the queue.

3. If you want to retain any decision lines in the queue after submitting your work,
leave the “Select” checkbox unchecked for that line.

4. In the Routing field, select the queue for each assistance line being routed out.

o

If you need to designate a subqueue, select it in the Subqueue field.

In the example image above, the agent is routing assistance lines as follows:

¢ Rental Assistance is routed to the FEMA Approval queue, Non DRM subqueue.

e Personal Property will remain in the FEMA Manual Determination queue because
it is unchecked. (Notice the Routing and Subqueue fields are greyed out.)

e Medical is routed to the FEMA Info Control queue, Pending Receipt Subqueue.

IA Training & Development Section V.2.0 54



Civil Action No. 5:21-cv-00071
13th Interim Response
010419

Web NEMIS Intial Assistance Reference Guide Routing and Splitting a Workpacket

e Home Repair is routed to the FEMA Approval, Non-DRM subqueue.

e Funeral is routed to the FEMA Funeral queue.

Notice the Split Workpacket field is greyed out. If any decision lines are unchecked,
this field will be inactive because splitting the workpacket will be unnecessary.

NOTE: The system will not allow you to route an assistance line to the FEMA Complete
queue. If you need to route a workpacket to FEMA Complete, complete casework for all
unmet needs first. Then route all assistance lines out of the queue, with the Split
Workpacket field selected. That way, you will remain in the case after routing, and can
then it to the Complete queue.

Splitting a Workpacket

If you need to route all assistance lines out of the FEMA Manual Determination queue
and also retain a case workpacket in the queue:

1. Navigate to the Confirmation screen to finalize your work.

2. In the Select column of the Decision frame at top of the screen, select the
decision lines to route out, as well as the Queue and Subqueue locations.

3. Click on the Split Workpacket checkbox field to retain the workpacket in the
queue after routing. This field is activated if all other decision lines are selected
for routing.

In the example image above, the agent is routing all active assistance out of the queue.
Because Split Workpacket is checked, the case will remain open in the FEMA Manual
Determination queue after the agent finalizes their casework and uses the Submit
button to route all the assistance lines elsewhere.
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Rental Assistance Basic Processing Steps

SOP: Rental Assistance

Processing initial Rental Assistance in Web NEMIS is similar to processing initial Rental
Assistance in Legacy NEMIS. As in Legacy NEMIS, creating an initial Rental Assistance
pending line creates a worksheet screen to use for recording your determination. Also
as in Legacy NEMIS, the initial Rental Assistance worksheet does not provide a
Correspondence Received frame or link to an Item Substantiation window or include a
Payment Calculator frame.

Perform Case Review
To review a case for a Rental Assistance need:

1. Review the Banner and the Overview screen to determine whether the applicant
meets general criteria to process Rental Assistance. Look for:

o IDV=Pass

e Primary=Yes

e Occupancy = Verified

¢ HRR=Yes OR Utilities Out=Yes OR Inaccessible=Yes

NOTE: If utility outage or inaccessibility is not confirmed at inspection, it
may be verified via verbal or written substantiation from an official source.

e Will Move=Yes

2. On the Banner, check whether the dwelling is in an SFHA Flood Zone A, V, W,
or in a CBRA area, as these locations call for specific eligibility codes.

3. Review Comments and Contacts on the Overview screen, Communication
screen, or Event History screen.

4. From the Overview screen, check the Workpacket History to see when the
workpacket arrived in queue.

5. Review the Events History window to see why the case is in the queue and get
an overview of all actions performed in the case.

6. Review information on other screens as needed for the case.
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7. Create a Rental Assistance pending line if not done previously. Use the Add
Assistance link in the menu or the Add link in the Temporary Housing frame of
the Assistance screen.

Substantiate Insurance Settlement/Denial Letter

Check whether the applicant has insurance for the damage type that includes ALE/LOU.
If so, a settlement, denial, policy declaration page showing lack of coverage, or verbal
substantiation with Insurance Company needs to be substantiated before processing an
award.

For Rental Assistance, you can substantiate documents from another assistance
processing screen, or from the Communication screen.

To substantiate an insurance settlement from the Communication screen:

1. From Correspondence Received frame of Communication screen, select INS
SETTLEMENT link in the View Document column. The settlement document
item will open in Substantiation view. (NOTE: You may need to look through
multiple Insurance Settlement substantiation items to locate the one for
ALE/LOU.)

2. If needed, use the View Full Image link to review and verify information on the
settlement/denial. Verify insured name, date of loss, cause of damage, and
property address match applicant’s file.
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3. In the Policy field, select the policy associated with the settlement. If the policy
is not on the pull-down selection list.

a.

b.

C.
d.

e.

Select to Add a policy.

In the pop-up window, Insurance Type and Company Name are required
fields.

Enter policy details available to you and save your entries.
Save returns to ltem Substantiation.

Select the policy you added.

4. Add and/or correct information in entry fields to ensure substantiation is complete
and accurate.

5. Save your work to return to the Communication screen.

A settlement record from substantiation process is auto-populated to the Substantiation/
Settlement frame of the Assistance screen. A different line will appear for each form of
coverage (one for each substantiation item created for the coverage types on the
settlement document).

Review/Update Verification Requirements

If the applicant meets all eligibility requirements for a Rental Assistance award, next
ensure all verification requirements are met and set to “Verified.” You can view the
Rental verification requirements on the Info Control screen or the Verif Requirements
tab of the Rental Assistance processing screen.
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If you need to change the status of any verification requirements:

1.

On the Info Control screen, select a verification requirement to update, and then
click the Decision link. (NOTE: Select the Category first if you want to display
Rental Assistance verification requirements only.)

In the Verification Status field of the Decision pop-up, select Verified (or other
applicable status).

In the Associate frame, if the Verification Status is Verified, select the
Substantiation items(s) to associate with the requirement.

In the Assistance Affected by Verification Requirement frame, ensure the
Applicable checkbox is selected for Rental Assistance.

Save your change.

Make a Determination

1.

In the Eligibility field, select the appropriate Eligibility Code (ER, ENCOMP,
ERIA, ERU, ECBRA, INI, etc.)

2. For an eligible determination:

a. Click the FMR button to auto-populate the Monthly Payment field with the
Fair Market Rent amount for the damaged dwelling location.
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b. Inthe X Number of Months field, enter 2 for ER, or enter the appropriate
number of months based on guidance for the eligibility code selected.

3. Click Save and Continue to save your determination.

NOTE: When you click Continue to save your determination, Web NEMIS advances
you to the next processing screen. If no other pending line is open in the case, Web
NEMIS advances you to the Confirmation screen.

Finalize Your Work

1. After you have processed assistance needs in the case, navigate to the
Confirmation screen.

2. In the Decision frame, select each decision line you are routing out of FEMA
Manual (and/or unselect any decision line you need to retain in the queue).

3. Confirm or select the appropriate routing destination for each decision line.
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4. If you need to retain a workpacket in the queue after routing all decision lines out
of the queue, select the Split Workpacket checkbox.

5. If you need to generate a letter (e.g. INI letter), use the Letter link and follow
prompts to do so.

a. After returning to the Confirmation screen, select the appropriate Letter
Decision option (Generate Only or Send Letter to Mail Queue for the
type of letter in the Generated Correspondence frame.

6. If you need to create a Contact, use the Comment/Contact link at top right of the
screen to do so.

7. Generate a Comment by clicking the Generate Comment button, and edit the
Summary and Details information as needed.

8. If applicable, select the related documents that support your decision(s).

9. When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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Lodging Expense Reimbursement Basic Processing Steps

SOP: Lodging Expense Reimbursement

Perform Case Review

To review a case for a Lodging Expenses Reimbursement (LER) Assistance need:

1. Review the Banner and the Overview screen to determine whether the applicant
meets general criteria to process Rental Assistance. Look for:

IDV=Pass

Primary=Yes

Occupancy = Verified

HRR=Yes

HRR=Yes OR Utilities Out=Yes OR Inaccessible=Yes

NOTE: If utility outage or inaccessibility is not confirmed at inspection, it
may be verified via verbal or written substantiation from an official source.

2. Review Comments and Contacts on the Overview screen, Communication
screen, or Event History screen.

3. From the Overview screen, check the Workpacket History to see when the
workpacket arrived in queue.

4. Review the Events History window to see why the case is in the queue and get
an overview of all actions performed in the case.

5. Review information on other screens as needed for the case.

6. Create a Transient Accommodations pending line if not done previously. Use
the Add Assistance link or the Add link in the Temporary Housing frame of the
Assistance screen.
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8. Enter or use the calendar feature to select the Check In and Check Out dates.
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Substantiating Hotel Receipts for Multiple Stays

If Multiple Stays are on Different Receipts

1.

3.

Substantiate the first hotel/motel receipt by completing all fields as instructed in
the previous section, and uncheck the “Do not add this item to the calculator”
checkbox. Then Save the substantiation.

Select the next hotel/motel receipt at top of the window and then substantiate it
and Save your substantiation likewise.

After closing the Item Substantiation window, payments for both hotel stays will
appear in the Transient Accommodations Payment Calculator.

If Multiple Stays with CONSECUTIVE Dates are on the Same Receipt

If multiple stays are shown on a single receipt for the same hotel, and if the dates are
consecutive but simply show different per-day amounts, substantiate the receipt as
instructed in the previous section.

As long as the hotel/motel total receipt amount is entered and the ineligible amounts are
deducted, the appropriate payment will appear in the Transient Accommodations
Payment Calculator after the substantiation is saved and the window is closed.

If Multiple Stays with NON-Consecutive Dates are on the Same Receipt

If a single receipt for the same hotel includes dates for separate stays that are NOT
CONSECUTIVE, process as follows so the dates will be reflected accurately....

1.
2.

First, substantiate the hotel/motel receipt for the first stay. Complete all fields.

Use the Check-in/Check-out dates of the first hotel stay, and SAVE the
substantiation.

If the amount for this stay is not itemized separately:

a. Use the sub calculator beside the Receipt Amount field to calculate the
amount paid for the “check-in/check-out” timespan.

b. Enter ineligible amounts for that timespan to deduct in the Adjustments
field. Use the sub calculator beside the field to record a note for each
ineligible amount.

Make sure the Do not add this item to the calculator checkbox field is
UNCHECKED.

Save the substantiation when completed (but do not Close the window).
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11.Repeat the process for any remaining non-consecutive hotel/motel stays on the
same receipt.

After you close the Item Substantiation window, the Payment Calculator on the
Transient Accommodations screen will list a payment for each hotel/motel
substantiation item that was saved.

Request Additional Information

If additional documentation is required to verify lodging expenses, inaccessibility, or
utility outage, generate an ADOC letter with the appropriate letter insert(s). The Request
for Documentation (ADOC) Letter section on page 25 provides details about generating
the ADOC.

See the Lodging Expenses Reimbursement SOP, Section B. Information Requests, for
guidance on LER information request letters.

Review/Update Verification Requirements

In the Verifications frame, ensure all verification requirements are “Verified.” (Use the
Info Control screen to update general verification requirements; use the Transient
Accommodations screen OR the Info Control screen to update Lodging Assistance
verification requirements.

1. If the Original Hotel/Motel Receipt verification requirement is not listed, add it.
a. In the Verification Requirements frame, select Add.
b. Inthe Pending Assistance list, select Transient Accommodations.

c. Inthe Verification Requirement field, select Original Hotel/Motel
Receipts and click Save.
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2. Click “Continue” to save your determination.

Finalize Your Work

1.

After you have processed assistance needs in the case, navigate to the
Confirmation screen.

In the Decision frame, select each decision line you are routing out of FEMA
Manual (and/or unselect any decision line you need to retain in the queue).

Confirm or select the appropriate routing destination for each decision line.

If you need to retain a workpacket in the queue after routing all decision lines out
of the queue, select the Split Workpacket checkbox.

If you need to generate a letter (e.g. INI letter), use the Letter link and follow
prompts to do so.

a. After returning to the Confirmation screen, select the appropriate Letter
Decision option (Generate Only or Send Letter to Mail Queue for the
type of letter in the Generated Correspondence frame.

If you need to create a Contact, use the Comment/Contact link at top right of the
screen to do so.

Generate a Comment by clicking the Generate Comment button, and edit the
Summary and Details information as needed.
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8. Select the related document that supports your decision(s).

9. When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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4. If the Image page number(s) field is blank or incorrect:

a. Select to view the full image.

b. Then, in the image viewer, navigate to the document item in the set of
documents and determine which page(s) it is on.

c. Return to the Item Substantiation window and enter the page or page
range in the Image page number(s) field.

5. Review the document item. Verify whether the insured name, date of loss, cause
of damage, and property address match the applicant’s file. Also check for claim
date, claim number, settlement amount, settlement date, and claim status.
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9. Select Verified or select the appropriate response if you made a courtesy call.

10. To deduct the settlement from an award, uncheck the “Do not add this item to
the calculator” field.

11. After completing substantiation entries, Save your work. This will return you to
the Home Repair screen.

NOTE: Review all sets of Documents in the Correspondence Received frame to see
if any additional Home Repair document items are included in other sets of
documents. (Click the longer DMARTS document ID link in the Correspondence
Received list to review sets of document items in an image viewer.) If found,
complete the substantiation process for those items also.

Real Property ADA Line Iltems

Before processing a Home Repair assistance line, check to see if the Real Property
Line Items list includes ADA line items (ADA Grab Bars and/or ADA Ramp).

Per the Home Repair Assistance SOP, if a workpacket with Real Property (RP) ADA
line items is identified outside of the FEMA Special Handling queue, add a comment
and route the workpacket to the FEMA Supervisor Review queue — ADA Process

subqueue.

NOTE: Route a Home Repair workpacket with ADA line items to this location regardless
whether they were noted during a traditional or remote inspection.

To route the Home Repair workpacket with RP ADA line items to FEMA Supervisor
Review — ADA Process:

1. Navigate to the Confirmation screen.

2. In the Decision frame, select the checkbox beside the Home Repair Pending
assistance line.

3. In the Routing field, select FEMA Supervisor, and in the Subqueue field,
select ADA Process.
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When setting the decision routing locations:

o If you need to process initial assistance decisions for other categories, do
not select those decision lines for routing.

o If you have completed processing for all remaining decision lines, select
to route them to the appropriate queue locations.

o If you need to route all assistance lines out and also retain the case in
queue for further processing, select the Split Workpacket checkbox.

4. Create a Comment noting RP ADA line items are in the case. (Also include an
appropriate Comment for other decision lines being routed.)

5. Click the Submit button.

6. If a workpacket was retained in the FEMA Manual Determination queue, perform
additional initial case processing actions needed for that case.

Prepare Home Repair Line Items for Payment

NOTE: If the Real Property line items include ADA line items, see the previous section,
Real Property ADA Line Items on page 82.

If an insured applicant’s Structure settlement is more than the IHP Maximum for Home
Repair, the applicant will be Ineligible due to insurance (INI). Steps below assume the
settlement is less than the IHP Home Repair Maximum and that the inspection did not
note ADA line items.

1. If Real Property line items are insured for the damage type, use the Eligibility
Calculator link to find the FEMA Verified Loss (FVL) of insured line items.

a. Select to Add a calculation.
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b. Note the value in the Observed Amount column for the line items with the
inspection sequence and Insured Damage Type you are addressing. This
is the FVL of those items.

c. Compare the Observed Amount to the Settlement Amount for the
Insurance Type that covered the damage.

o If the Observed Amount is greater than the Settlement Amount and
all other Home Repair criteria are met, the applicant will be eligible
for the difference between the FVL and Settlement.

o If the Observed Amount is less than the Settlement Amount, the
line items will be ineligible due to insurance.

d. Cancel out of the Eligibility Calculator window. (Do NOT add a payment
from the Eligibility Calculator to the Home Repair Payment Calculator.)

e. Close the Eligibility Calculator History - Real Property window.

2. Next, in the Real Property Line Items frame, if items are Insured for Damage
Type Flood in Flood Zone A, V, or W, change the line items to Not Insured.

a. Check Select All checkbox, and then select the Edit Insured link.

b. In the Edit Insured window, select Not Insured, and Save the change.
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3. If the applicant had insurance to cover the damage type, edit each line item to
specify the HA Qty to award. (This field defaults to blank if damage was insured.)

a. Inthe Real Property Line Items frame, select the line item checkbox, and
click the Edit link.
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b. In the HA Quantity field of the Edit Item pop-up, enter the Item Quantity
observed as damaged by the inspector.

c. Save the edit and repeat edit for each remaining insured item.

4. After all line items include “HA Qty” and “HA Award” values, select all items for
payment.

a. Click on the Select All checkbox.

b. With items selected, click the Select Item link in the Real Properties Line
Item frame.

c. Inthe Select Item window, select the appropriate entries for the Default
Qty, Inspection, and Category fields, as needed.

d. Save the selection(s).
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7. Generate an auto-comment by clicking the Generate Comment button. (NOTE:
The button will be labeled Re-Generate Comment if a comment was previously
generated.)

8. Edit the Comment Summary and Details as needed.
9. If needed, select the related documents that support your decision(s).

10.When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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c. Return to the Item Substantiation window and enter the page or page
range in the Image page number(s) field.

5. Review the document item. Check that insured name, date of loss, cause of
damage, and property address match the applicant’s file. Also check for claim
date, claim number, settlement amount, settlement date, and claim status.
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6. Return to the Item Substantiation window.

7. In the Policy field select the policy associated with the settlement.
OR, if the policy is not shown on the pull-down selection list
a. Select the Add link beside the Policy field.

b. Inthe Add Insurance pop-up, enter policy details available to you.
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c. Enter the insurance Type and Company Name (required fields).
d. If coverage information is not available, leave those fields blank.
e. Save policy information to return to Item Substantiation.

f. Then select the policy you added.

8. Add and/or correct field entries to ensure substantiation is complete and
accurate.

9. Select Verified or select the appropriate response if you made a courtesy call.

10. To deduct the settlement from an award, uncheck the “Do not add this item to
the calculator” field.

11. After completing substantiation entries, Save your work. This will return you to
the Personal Property screen.

NOTE: Review all sets of Documents in the Correspondence Received frame to see
if any additional Personal Property document items are included in other sets of
documents. (Click the longer DMARTS document ID link in the Correspondence
Received list to review sets of document items in an image viewer.) If found,
complete the substantiation process for those items also.

Personal Property ADA Line Items

Before processing a Personal Property assistance line, check to see if the Personal
Property Line Items list includes ADA line items.

Per the Personal Property Assistance SOP, if a workpacket with Personal Property (PP)
ADA line items is identified outside of the FEMA Special Handling queue, add a
comment and route the workpacket to the FEMA Supervisor Review queue — ADA
Process subqueue.

NOTE: Route a Personal Property workpacket with ADA line items to this location
regardless whether they were noted during a traditional or remote inspection.

To route the Personal Property workpacket with RP ADA line items to FEMA Supervisor
Review — ADA Process:

7. Navigate to the Confirmation screen.

8. In the Decision frame, select the checkbox beside the Home Repair Pending
assistance line.

9. In the Routing field, select FEMA Supervisor, and in the Subqueue field,
select ADA Process.
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a. Select to Add a calculation.

b. Note the value in the Observed Amount column for the line items with the
inspection sequence and Insured Damage Type you are addressing. This
is the FVL of those items.

c. Compare the Observed Amount to the Settlement Amount for the
Insurance Type that covered the damage.

o If the Observed Amount is greater than the Settlement Amount and
all other Personal Property criteria are met, the applicant will be
eligible for the difference between the FVL and Settlement.

o If the Observed Amount is less than the Settlement Amount, the
line items will be ineligible due to insurance.

d. Cancel out of the Eligibility Calculator window. (Do NOT add payment
from Eligibility Calculator to the Personal Property Payment Calculator.)

e. Close the Eligibility Calculator History — Personal Property window.

2. Next, in the Personal Property Line Items frame, if items are Insured for
Damage Type Flood in Flood Zone A, V, or W, change the line items to Not
Insured.

a. Check Select All checkbox, and then select the Edit Insured link.
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b. In the Edit Insured window, select Not Insured, and Save the change.

3. Check Personal Property Inspection History for essential rooms and
appliances inspector recorded as “Not Affected” or “Landlord Owned.”

a. Select Inspection History link at bottom left of menu.

b. Navigate to the Personal Property tab.
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7. Generate an auto-comment by clicking the Generate Comment button. (NOTE:
The button will be labeled Re-Generate Comment if a comment was previously
generated.)

8. Edit the Comment Summary and Details as needed.
9. If needed, select the related documents that support your decision(s).

10.When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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b. Review Events History to see why case is in the queue and get an
overview of all actions performed in the case.

c. Review information on other screens as needed for the case (e.g., Line
Items, Linked Regs, etc.).

4. Review information on other screens as needed for the case.

5. Create a Medical/Dental pending line if not done previously. Use the Add
Assistance link at bottom left of the screen OR navigate to the Assistance
screen and click the Add link in the PP/Other Assistances frame.

......

Substantiate Medical/Dental Document Items

NOTE: Check all sets of documents listed in Correspondence Received frame for
Medical/Dental document items that may be included in another Category listing.

1. Navigate to the Medical or Dental assistance processing screen and review
general information on the screen.

2. In the Correspondence Received frame, expand the row containing the
Medical/Dental category. This line represents a set of individual documents.

NOTE: Check the Item Type/Description field for all sets of documents listed in
Correspondence Received for Medical/Dental document items that may be
included in another Category listing.
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12.1t there are other medical/dental document items listed at top of the Item
Substantiation window (such as Medical Insurance Settlement,
Physician/Provider Statement, etc.), select and substantiate the next item as

needed, using similar steps.

13. After saving all applicable Medical/Dental substantiation items, Close the Iltem
Substantiation window.

14. After returning to the Medical or Dental screen, review to ensure entries in the
Payment Calculator frame are correct.

NOTE: Review all sets of Documents in the Correspondence Received frame to see if
any additional Medical/Dental document items are included in other sets of documents.
If found, complete the substantiation process for those items also. (You can click the
longer DMARTS document ID link to review each set of document items in an image
viewer before accessing items in ltem Substantiation.)

Request Additional Information

If documentation needed to process the Medical/Dental need is missing or incomplete,
check the Notes frame on the Medical/Dental assistance processing screen. This frame
will indicate if an RFI letter was manually sent. If RFI Sent = YES, it will also identify the
Timer Expires date for the applicant’s response.

e If an RFI was previously manually generated sent and the Time Expires date
has passed, the applicant will be ineligible due to insufficient or no substantiation

submitted (1SS or INSS).
e If a manually-generated RFI was not sent to the applicant:
o Generate an RFI letter requesting Medical/Dental documentation.

o Also “set the timer” for a response by setting an associated verification
requirement to “Pending Response.”

IA Training & Development Section V.2.0 117



Civil Action No. 5:21-cv-00071
13th Interim Response
010482

Web NEMIS Intial Assistance Reference Guide Medical or Dental Assistance Basic Processing Steps

o When finalizing your work, route the Medical/Dental pending line to the
Info Control, Pending Receipt subqueue, and in the Generated
Correspondence frame, select Send Letter to Mail Queue for the RFI.

See the RF/ Letter section on page 29 for additional details on generating RFIs.

Review/Update Verification Requirements

If the applicant meets all eligibility requirements for a Medical/Dental award, next ensure
all verification requirements are met and set to “Verified.”

If you need to change the status of any verification requirements:

1. On the Medical/Dental assistance processing screen or the Info Control screen,
select a verification requirement to update, and then click the Decision link.

2. In the Verification Status field of the Decision pop-up, select the appropriate
status.

3. In the Associate frame, select the Substantiation items(s) used to verify the
requirement.

IA Training & Development Section V.2.0 118



Civil Action No. 5:21-cv-00071
13th Interim Response

010483
Web NEMIS Intial Assistance Reference Guide Medical or Dental Assistance Basic Processing Steps

4. In the Assistance Affected by Verification Requirement frame, ensure the
Applicable checkbox is selected for Medical/Dental assistance.

5. Save the update.

See Updating Verification Requirement Status on page 50 for additional details.

Make a Determination

1. Select the appropriate Assistance Type and Eligibility Code at bottom of the
screen.

Eligibility selections will depend on whether saved substantiation details for each
document item met required eligibility criteria.

o If the service date and answers to all substantiation questions confirm the

expense is eligible, you can only select an Eligible determination code
(EMED or EDTL).

o Otherwise, only Ineligible determination codes will be available.

2. Click Continue to save your determination.

Finalize Your Work

1. After you have processed assistance needs in the case, navigate to the
Confirmation screen.

2. In the Decision frame, select each decision line you are routing out of FEMA
Manual (and/or unselect any decision line you need to retain in the queue).

3. Confirm or select the appropriate routing destination for each decision line.
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8. If desired, select the related documents that support your decision(s).

9. When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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3. If not done previously...

a. Check Workpacket History to see when the workpacket arrived in queue.

b. Review Events History to see why case is in the queue and get an
overview of all actions performed in the case.

c. Review information on other screens as needed for the case (e.g., Line
Items, Linked Regs, etc.).

4. Create a Transportation pending line if not done previously. Use the Add
Assistance link at bottom left of the screen OR navigate to the Assistance
screen and click the Add link in the PP/Other Assistances frame.

Identify the Vehicle Damage Level

1. Navigate to the Transportation assistance processing screen and review general
information on the screen.

2. If the vehicle was not inspected by a FEMA inspector, you will need to identify

the damage level based on a mechanic’s statement or estimate/receipt/bill item
in the file. To do so...

a. Open the set of Transportation documents in the image viewer. (In the
Correspondence Received frame, click the DMARTS Document ID link for
the set of documents.)
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NOTE: If insurance amounts are deducted from the “Total Paid/Due”
amount entered on the estimate/bill/receipt substantiation, do NOT add
Insurance Settlement document substantiation for the same insurance
amounts to the Payment calculator. (That is, do select the checkbox for that
field on the Comprehensive insurance settlement substantiation.)

Otherwise the settlement would end up being subtracted from the award twice—
once from the estimate/receipt substantiation total, and again from the insurance
settlement substantiation total.

5. After completing substantiation entries, Save your work.

6. It there are other medical/dental document items listed at top of the Item
Substantiation window, select and substantiate the next item.

7. After saving all applicable Transportation substantiation items, Close the Item
Substantiation window.

6. After returning to the Transportation screen, review to ensure entries in the
Payment Calculator frame are correct.

NOTE: Review all sets of Documents in the Correspondence Received frame to see if
any additional Transportation document items are included in other sets of documents.
If found, complete the substantiation process for those items also. (You can click the
longer DMARTS document ID link to review each set of document items in an image
viewer before accessing items in ltem Substantiation.)

Request Additional Information

If documentation needed to process the Transportation need is missing or incomplete,
check the Notes frame on the Transportation assistance processing screen. This frame
will indicate if an RFI letter was manually sent. If RFI Sent = YES, it will also identify the
Timer Expires date for the applicant’s response.
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e If an RFI was previously manually generated sent and the Time Expires date
has passed, the applicant will be ineligible due to insufficient or no substantiation
submitted (1SS or INSS).

e If a manually-generated RFI was not sent to the applicant:
o Generate an RFI letter requesting Transportation documentation.

o Also “set the timer” for a response by setting an associated verification
requirement to “Pending Response.”

o When finalizing your work, route the Transportation pending line to the
Info Control, Pending Receipt subqueue, and in the Generated
Correspondence frame, select Send Letter to Mail Queue for the RFI.

See the RFI Letter section on page 29 for additional details on generating RFls.
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5. If you need to generate a letter:
a. Click the Letter link at top right of the screen and follow prompts.

b. After closing the Letter Wizard, in the Generated Correspondence frame,
select the appropriate Letter Decision radio button (Generate Only,
Send Letter to Mail Queue, or Delete Letter).

6. If you need to generate a Contact, use the Comment/Contact link at top right of
the screen to do so.

7. Generate a Comment by clicking the Generate Comment button, and edit the
Summary and Details information as needed.

8. If desired, select the related documents that support your decision(s).

9. When ready to route the case, click Submit. Decision lines will be routed to
specified queues, and you will be exited from the case.
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2. Click on the disaster number in the Dstr field on the Banner to review basic
Disaster Specifics.

3. ldentify the Processing Option.

e |If Processing Option is State Processes/State Pays, do not process ONA.
Instead, review the Current Queues frame on the Overview screen to see if
a current workpacket is in the State Manual Determination queue. If not....

a. If there’s not a pending line for an ONA category, create one.

b. In the Decision frame of the Confirmation screen, select to route the
pending line to the State Manual Determination queue.

c. If you need to retain the case in the queue for HA processing, check the
Split Workpacket checkbox in the Decision frame.

d. Create a Comment noting the Moving and Storage need along with any
other information needed, and then click Submit to complete the routing.

e |If Processing Option is FEMA, continue by noting the Incident Period.

You'll need to see if the Moving and Storage expenses occurred after the
incident start date. See the Moving and Storage SOP for details on the
eligibility timeframe.

4. Review all Correspondence Received and Comments and Contacts to identify
documents and calls regarding assistance requests.

a. Use links in the Correspondence Received frame of either the Overview
or Communication screen to review all documents supporting a Moving
and Storage need.
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b. Use tools on the Overview screen, Communication screen, or Events
History screen to review all Comments and Contacts supporting a Moving
and Storage need.

5. Review the Overview screen for:

e Damage Type

e Primary Residence (Yes)

e HRR (Yes. If No, look for inspection comment stating “Repairs Made.”)

¢ Insurance Type that covers Damage Type

e Occupancy (Verified)

e NFIRA Compliance (if Flood damage recorded in Flood Zone A, V, or W)

6. If Damage Type = Flood...

a. Verify whether flood insurance coverage is in effect. Flood insurance may
cover up to $1,000.00 moving expenses, but does not cover storage
expenses.

b. Keep in mind Mobile Home insurance may cover flood.

c. Verify flood coverage and settlement for moving expenses with insurance
company.

d. Per the Moving and Storage SOP and the Flood Zones and Other
Protected Areas SOP, flood insured or NCOMP applicants may be eligible
for moving expenses in excess of $1,000 and all storage fees if all other
criteria are met.
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7. Review actions performed in the case.

a. Inthe Current Queues frame, select the FEMA Manual Determination
workpacket and click Workpacket History to see workpacket details.

b. On the Events History window, review events at the time of Workpacket
Creation (process name: WFDIS) to see why case is in the queue.

c. Review all other events and case actions performed.

8. Review information on other screens as needed for the case.

9. Create a Moving and Storage pending line, if needed. To do so:
a. Use the Add Assistance link in the menu at left

b. OR use the Add link in the PP/Other Assistances frame of the Assistance
screen.

After the pending line is created, the Moving/Storage link will appear. This link will
open a processing screen where you can record your determination on the
Worksheet and review verification requirements.
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10. Continue as follows:

a. If the applicant does NOT meet general eligibility requirements to continue
processing for Moving and Storage assistance:

i. Select the appropriate ineligible code on the worksheet. (See the
Moving and Storage SOP for ineligible codes to use.)

ii. Click Save and Continue to save the determination.

iii. Continue processing other assistance categories, or if there are no
remaining needs to process, navigate to the Confirmation screen to
finalize your work. (Skip to Finalize Your Work on page 141.)

b. If the applicant DOES meet general eligibility requirements, continue to
the next topic.

Verify Documentation

After verifying general eligibility requirements are met, verify Moving and Storage
documentation in Correspondence Received. Required documents include:

o Verifiable receipts/bills/estimates for Moving and Storage expenses
e Written statement that notes:
o Reason(s) moving and storage expenses were required

o Description of essential Personal Property items being moved/stored
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o Information indicating essential PP is being stored OR being moved
directly into temporary housing unit to prevent further damage

o Information indicating essential Personal Property will be returned to
primary residence (pre-disaster or new primary residence)

You can view the documents using links on the Overview screen or Communication
screen.

e From the Overview screen, select the document link in the Description column
of the Correspondence Received frame.

e From the Communication screen, select the document link in the View
Document column of the Correspondence Received frame.

Web NEMIS will open the set of documents containing the selected item in an image
viewer application. Navigate to each Moving and Storage document and verify it meets
all eligibility criteria specified in the Moving and Storage SOP.

Request Additional Information

If information is missing from the Moving and Storage documentation, you may need to
clarify via a phone call, send an initial RFI letter, or make an ineligible determination due
to insufficient substantiation.

1. If required documentation is on file and guidance states you can call to clarify
incomplete information, make a courtesy call to the appropriate party to do so.

If you obtain the information needed to determine eligibility, skip to the next
section, Review/Update Verification Requirements on page 140.

2. If the information cannot be verified via phone call, see if an initial RFI letter was
sent to the applicant.
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Make a Determination
1. On the Moving and Storage processing screen, record the award as follows:
a. Select EMS in the Eligibility field.

b. In the Itemized Amount field, Enter the total eligible amount from
bills/estimates/receipts.

c. Depending on the details of the case, use the remaining entry fields to
deduct or add amounts to award. Include a brief note for each
deduction/addition.

2. Click Save and Continue to save your determination.

If there are no other assistance categories to process in the case, you are ready to
finalize your work.

Finalize Your Work

1. After you have addressed assistance needs in the case, navigate to the
Confirmation screen.

2. In the Decision frame, select each decision line you are routing out of FEMA
Manual. (Also unselect any decision lines you need to retain in the queue).

3. Confirm or select the appropriate routing destination for each decision line.
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Miscellaneous/Other Basic Processing Steps

SOPs: Miscellaneous Other Items, Generator

If Needs Include Both Miscellaneous Other Items and Child Care

Requests for assistance with Miscellaneous Other items and Child Care expenses are
both processed using the assistance category of “Other.” Web NEMIS will allow only
one pending assistance line to be created for the same category at a time.

If an applicant needs assistance for both a Miscellaneous Other item and Child Care
expenses, do the following:

1. First, create a pending line (if needed) and process a decision for the
Miscellaneous Other or Child Care category.

2. On the Confirmation screen, select to route the Other pending line to the
appropriate queue.

3. If you are routing all decision lines out of the queue, check the Split Workpacket
checkbox to keep the case in FEMA Manual Determination after routing.

4. Complete any tasks needed to finalize your work on decisions being routed out,
and then click the Submit button.

5. Once the first “Other” assistance line is routed out of the queue, you can create
another “Other” pending line.

See the following sections for detailed processing instructions.

Perform Initial Case Review

In your initial case review, look for general IHP/ONA eligibility criteria and note all
pending lines. If an “Other” pending line is not in the case, a thorough review of
Correspondence and Comments/Contacts may reveal the need for Miscellaneous Other
assistance.

1. Review the Banner for general eligibility criteria. Look for:

e IDV (Pass)
e SBA (Any status, unless the Misc/Other item is also recorded as a
Personal Property inspection line item; then it must be ONA referable.)
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e CBRA = No or blank (In CBRA/CBRS areas, Generators required to
power life-sustaining medical equipment may be eligible, but other Misc
Other items are ineligible.)

2. Click on the disaster number in the Dstr field on the Banner to review basic
Disaster Specifics.

¢ |dentify the Processing Option.

NOTE: If Processing Option is State Processes/State Pays, do not process
ONA. Instead....

Review the Current Queues frame on the Overview screen to see if a
current workpacket is in the State Manual Determination queue. If not....

e |If there’s not a pending line for an ONA category, create one.

¢ In the Decision frame of the Confirmation screen, select to route the
pending line to the State Manual Determination queue.

¢ |If you need to retain the case in the queue for HA processing, check the
Split Workpacket checkbox in the Decision frame.

e Create a Comment, and then click Submit to complete the routing.

e |f the Processing Option is FEMA, continue by noting the Incident Period.

You'll need to see if the item was purchased/rented within the incident
period or 30 days after the incident start date. See SOPs for
Miscellaneous Other Items and Generator for detailed guidance on
eligibility timeframes.
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3. Review all Correspondence Received and Comments and Contacts to identify
documents and calls supporting assistance requests.

a. Use links in the Correspondence Received frame of either the Overview
or Communication screen to review all documents supporting a
Miscellaneous/Other need.

b. Use tools on the Overview screen, Communication screen, or Events
History screen to review all Comments and Contacts supporting a Moving
and Storage need.

4. Review the Overview screen for:

e Occupancy (Verified)
e Primary Residence (Yes)

5. Review actions performed in the case.

a. In the Current Queues frame, select the FEMA Manual Determination
workpacket and click Workpacket History to see workpacket details.
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o Continue processing other assistance categories, or if there are no
remaining needs to process, navigate to the Confirmation screen to
finalize your work. (Skip to Finalize Your Work on page 154.)

e |If the applicant DOES meet general eligibility requirements, continue to
the next topic.

Requirements for Miscellaneous Other Chainsaw

If the requested Miscellaneous Other item is a chainsaw, review the Real Property
Line Items on the Line Items screen for 5741 Debris Removal and 5742 Tree
Removal.

The chainsaw will be ineligible for Miscellaneous Other Assistance if Home Repair
Assistance was awarded for either of these line items (5741 or 5742), or if either of
these line items is listed as insured.

Another requirement for chainsaw eligibility is that debris or damaged trees must be
identified as a clear danger to the dwelling or access or be a health or safety
hazard via inspection or written or verbal statement from the applicant.

See the Miscellaneous Other Items SOP for detailed guidance regarding chainsaw
requests.

Request Additional Information

If documentation to support the Miscellaneous Other request is missing or incomplete,
you may need to send an initial RFI letter or make an ineligible determination due to
insufficient substantiation.

1. If required documentation is on file and guidance states you can call to clarify
incomplete information (for example, confirm safety need for chainsaw), make a
courtesy call to the appropriate party to do so.

2. If you obtain the information needed to determine eligibility, skip to the next
section, Substantiate Miscellaneous Other Documentation on page 149.

3. If the information cannot be verified via phone call, see if an initial RFI letter was
sent to the applicant.
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10.Review the receipt for processing criteria and enter/update substantiation details.
For each receipt, you'll need to indicate the following:

a.

d.

e.

Receipt is verifiable? (includes enough contact information to be verifiable
per guidance)

Registrant meets criteria to be processed for assistance? (all eligibility
criteria specified in guidance are met for the item)

Purchase amount (total amount for the quantity of the items purchased)
Quantity (quantity of the items purchased)

Price Per Item (price paid per item, including tax)

Also complete any fields specific to that item (e.g. questions about utility outage
and medical need for a generator; questions about debris/tree hazard and lack
of insurance for a chainsaw.)

The following fields are auto-populated in Web NEMIS, based on Disaster
Specific settings for each item:

Limit Allowed (max quantity allowed per DR specifics)

Quantity Available (quantity remaining after this item is awarded)
Max Price Per Item (max payment allowed per DR Specific)
Pending Eligible Quantity

Pending Eligible Amount

11.Keep in mind the following as you complete remaining substantiation fields.

a.

If you need to add/subtract amounts to enter in the Purchase Amount or
Price Per Item field use the sub-calculator icon beside the field to do so.

In the Verified field, select “Verified,” or select the appropriate response if
you made a courtesy call. This field indicates that a caseworker reviewed
the document and ensured field entries were completed correctly.

Uncheck the “Do not add this item to the calculator” field (to add the
receipt amount to the Payment Calculator).

After completing each set of substantiation entries, Save your work.

If needed, select the next document item at top of the Item Substantiation
window, and follow the steps above to substantiate the item.
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Make a Determination

1. On the Other processing screen, select EMISC in the Eligibility field.
2. Click Continue to save your determination.

NOTE: When you click Continue to save your determination, Web NEMIS advances
you to the next processing screen. If no other pending line is open in the case, Web
NEMIS advances you to the Confirmation screen.

Finalize Your Work

1. After you have processed assistance needs in the case, navigate to the
Confirmation screen.

2. In the Decision frame, select each decision line you are routing out of FEMA
Manual (and/or unselect any decision line you need to retain in the queue).

3. Confirm or select the appropriate routing destination for each decision line.
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4. If you need to retain a workpacket in the queue after routing all decision lines out
of the queue, select the Split Workpacket checkbox.

5. If you need to send a letter, click the Letter link at top of the screen and follow
prompts to generate and save the letter.

After returning to the Confirmation screen, select the appropriate option in the
Letter Decision column of the Generated Correspondence frame. (In most cases,
this will be Send Letter to Mail Queue.)

6. If you need to generate a Contact, use the Comment/Contact link at top right of
the screen to do so.

7. Generate a Comment by clicking the Generate Comment button, and then edit
the Summary and Details information as needed.

8. If needed, select the related document that supports your decision(s).

9. When ready to route the case, click Submit. Decision lines will be routed to
selected queues, and you will be exited from the case.
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Child Care Assistance Basic Processing Steps

SOPs: Child Care Assistance, Child Care Calculator

If Needs Include Both Miscellaneous Other Items and Child Care

Requests for assistance with Miscellaneous Other items and Child Care expenses are
both processed using the assistance category of “Other.” Web NEMIS will allow only
one pending assistance line to be created for the same category at a time.

If an applicant needs assistance for both a Miscellaneous Other item and Child Care
expenses, do the following:

1. First, create a pending line (if needed) and process a decision for the
Miscellaneous Other or Child Care category.

2. On the Confirmation screen, select to route the Other pending line to the
appropriate queue.

3. If you are routing all decision lines out of the queue, check the Split Workpacket
checkbox to keep the case in FEMA Manual Determination after routing.

4. Complete any tasks needed to finalize your work on decisions being routed out,
and then click the Submit button.

5. Once the first “Other” assistance line is routed out of the queue, you can create
another “Other” pending line.

See the following sections for detailed processing instructions.
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Perform Initial Case Review

In your initial case review, look for general IHP/ONA eligibility criteria and note all
pending lines. If a “Other” pending line is not in the case, a thorough review of
Correspondence and Comments/Contacts may reveal the need for Child Care
assistance.

1. Review the Banner to see if IDV = Pass.

2. Click on the disaster number in the Dstr field on the Banner to review basic
Disaster Specifics.

e |dentify the Processing Option.

NOTE: If Processing Option is State Processes/State Pays, do not process
ONA. Instead....

Review the Current Queues frame on the Overview screen to see if a
current workpacket is in the State Manual Determination queue. If not....

e |If there’s not a pending line for an ONA category, create one.

¢ In the Decision frame of the Confirmation screen, select to route the
pending line to the State Manual Determination queue.

¢ |If you need to retain the case in the queue for HA processing, check the
Split Workpacket checkbox in the Decision frame.

e Create a Comment, and then click Submit to complete the routing.
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e |f Processing Option is FEMA, continue by noting the Incident Period.

You'll need to see if post-disaster income and child care expense
documents reflect a time period after the incident start date.

3. Review all Correspondence Received and Comments and Contacts to identify
documents and calls supporting assistance requests.

c. Use links in the Correspondence Received frame of either the Overview
or Communication screen to review all documents supporting a Child
Care need.

d. Use tools on the Overview screen, Communication screen, or Events
History screen to review all Comments and Contacts supporting a Child
Care need.

NOTE: Occupancy is shown in NEMIS/Web NEMIS as verification requirement for the
Other category, which includes both Misc/Other and Child Care assistance. However,
although Occupancy must be verified for Misc/Other assistance, it is NOT a verification
requirement for Child Care assistance. Damage to a child care facility can result in
added child care costs even if the applicant’'s home is not damaged.

4. Get an overview of actions performed in the case. To do so...

a. Inthe Current Queues frame, select the FEMA Manual Determination
workpacket and click Workpacket History to see workpacket details.
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b. On the Events History window, review events at the time of Workpacket
Creation (process name: WFDIS) to see why the case is in the queue.

c. Review all other events to get an overview of all case actions performed.
5. Review the Occupants frame on the Registrant Info screen.

When reviewing Child Care documentation, you will need to note whether the
child is an occupant of the applicant’s household, and whether the child’s
relationship, dependent status, and age meet criteria specified in guidance. (If
these details are missing, you will need to call the applicant to verify and update
the information here.)

6. Review information on other screens as needed for the case.
7. Create an Other pending line, if needed. To do so:
a. Use the Add Assistance link in the menu at left.

b. OR use the Add link in the PP/Other Assistances frame of the Assistance
screen.
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After the pending line is created, the Other link will appear. This link will open the
Other category assistance screen where you can process the Child Care assistance
request.

8. Continue as follows:
e |If the applicant does NOT meet general eligibility requirements for Child
Care assistance:

o Select the appropriate ineligible code in the Eligibility Code field at
bottom of the Other processing screen. (See the Child Care
Assistance SOP for ineligible codes to use.)

o Click Continue to save the determination.

o Continue processing other assistance categories, or if there are no
remaining needs to process, navigate to the Confirmation screen to
finalize your work. (Skip to Finalize Your Work on page 167.)

e |If the applicant DOES meet general eligibility requirements, continue to
the next topic.
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f.  When finalizing your work on the Confirmation screen:
o Document your work in a Comment.

o Select to route the Other workpacket to the Info Control queue,
Pending Receipt subqueue.

4. If an initial RFI was sent previously and required documentation is incomplete,
the applicant is ineligible due to insufficient substantiation submitted.

a. In the Eligibility field on the Other assistance processing screen, select
the INSS (Ineligible No Substantiation Submitted) determination.

b. Click the Continue button to save your determination and continue to the
next processing task.

c. If you're ready to finalize your work, continue to the Confirmation screen.
Skip to Finalize Your Work on page 167.

Use the Child Care Calculator to Determine Eligibility

If all required Child Care documentation is on file and meets criteria specified in
guidance, next use the Child Care Calculator to determine eligibility.

You can access the Child Care Calculator from the PPM page by selecting the Child
Care Calculator link.

Follow instructions in the Child Care Assistance SOP to enter details from the case into
the Child Care Calculator fields.

The Calculator will generate an eligibility determination. If the applicant is eligible, it will
also calculate the weeks of assistance and the amount of assistance to award.

e |If the applicant is eligible, continue to the next topic, Error! Reference source
not found..

e If the applicant is ineligible, See the Child Care Assistance SOP for detailed
instructions on ineligible determinations to use for various ineligible reasons.
When you are ready to record the determination:

o Enter the appropriate Ineligible code in the Eligibility Code field on the
Other screen, and click the Continue button to save the determination.

o Finalize your work on the Confirmation screen. See Finalize Your Work
section on page 167.
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2. Enter the award amount from the Child Care Calculator in the + Misc. Amount
field.

3. Enter a note to identify the Child Care award in the Note field.
4. Click Save to return to the Other screen.

5. Select APVD in the Eligibility field, and click Continue to save your
determination.

NOTE: When you click Continue, Web NEMIS advances you to the next processing
screen. If no other pending line is open in the case, Web NEMIS advances you to the
Confirmation screen.

Finalize Your Work

1. After you have processed assistance needs in the case, navigate to the
Confirmation screen.

2. In the Decision frame, route the Other eligibility determination to the FEMA
Supervisor queue, Policy Review subqueue, as instructed in the Child Care
Assistance SOP.
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3. Ensure the appropriate routing destination is selected for all decision lines being
routed out of the queue.

4. If you are routing all decision lines out and need to retain a workpacket in the
queue, select the Split Workpacket checkbox.

5. If you need to generate a letter, use the Letter link and follow prompts to
generate and save the letter.

After returning to the Confirmation screen, select the appropriate option in the
Letter Decision column of the Generated Correspondence frame. (In most cases,
this will be Send Letter to Mail Queue.)

6. If you need to generate a Contact, use the Comment/Contact link at top right of
the screen to do so.

7. Generate a Comment by clicking the Generate Comment button, and then edit
the Summary and Details information as needed.

8. If desired, select the related document that support your decision(s).
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9. When ready to route the case, click Submit. Decision lines will be routed to
selected queues, and you will be exited from the case.

NOTE: The Child Care Assistance SOP provides detailed instructions for steps to take
after the determination is routed to the Supervisor Review queue. Follow SOP
instructions carefully regarding additional steps for processing the Child Care
assistance determination.
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Insurance Substantiation for HA and Personal Property

SOP: Insurance Processing for HA and Personal Property

General Information about Insurance Settlements in Web NEMIS

e When an insurance settlement includes more than one type of coverage, a
separate document item must be created for each coverage type. (This is most
common for Homeowners-Type insurance.)

e Aninsurance settlement record is created from adding a settlement document
item in DMARTS indexing or on a Web NEMIS Item Substantiation window.

e Settlement details saved during document substantiation auto-populate to the
Insurance Substantiation/Settlement frame of the Assistance screen.

e Do NOT add information from settlement documents on the Assistance screen.

e Use tools on the Assistance screen to add verbal substantiation of settlement
details from an insurance company when settlement documents are not on file.

Insurance Settlement Information Displayed on the Assistance Screen

You can use the Assistance Screen to get an overall view of insurance settlement
information if a settlement document or verbal substantiation is on file.

The Assistance screen currently lists Homeowners’ type settlements that might cover
forms of Housing Assistance and/or Personal Property.

e The Insurance Policy frame shows policy information recorded during RI.

e The Insurance Substantiation/ Settlement frame links to NFIRA information
and shows insurance settlement details.

Structure, Contents, and ALE settlement records saved when substantiating
settlement document items will auto-populate in this frame.
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e You can delete a linked registration from a link group by selecting the registration
in the Linked Registrations frame and clicking the Delete link. Save your
changes when done.

e If you need to delete linked group, select the link group, and then use the Delete
link in Linked Registrations frame to delete all registrations other than the
current one from the link group. After all the registrations in the link group are
deleted, the link group will also be deleted.
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For this information to be recorded in NEMIS, agents should first select all line items to
award in the Home Repair or Personal Property Line Items frame, and next use the
“Select Item” dialog box to provide additional information about line items to pay.

After agents complete that step, the Item Quantity, HA Award amount, and Assistance
Type are auto populated in the appropriate fields in the RP/PP Line Iltems frame,

Another potential issue is that the Eligibility Calculator calculates award amounts
based on total observed damaged quantities. It does automatically adjust for
previous auto-payments or account for occupied bedrooms, or “not affected” or
“landlord owned” line items that contribute to IHP quantity limits.

See Pre-shift: Web NEMIS Issue: Eligibility Calculator, Date 7/26-2019-7/31/2019

https://vsr.fema.net/ASD/DisplayASingleNote?noteid=2004480
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Substantiation Fields: Initial Assistance Categories

When you are working in the Substantiation screen, the substantiation questions are
shown on the right side of the screen. These questions are based on the Category
selected and the Item Type chosen to describe the document submitted.

Category: Housing Assistance

Item Type Substantiation Fields

Affidavit Image Page Number(s
Birth Cert Image Page Number(s
Driver’s Lic Image Page Number(s
Dup Stat Appeal Image Page Number(s

Eviction Notice

Image Page Number(s

Foreclose Notice

Image Page Number(s

HOA Stmt Image Page Number(s
Home Title Image Page Number(s
Landlord StmtLtr

Merchant Stmt

Mrtg Pay Coupon Image Page Number(s
Mrtg Receipt Image Page Number(s

Notarized Stmt

Image Page Number(s

Official Stmt/Ltr

Image Page Number(s

Proof of Occup

Image Page Number(s

Proof of Ownership

Image Page Number(s

Property Deed

Image Page Number(s

Purchase Contract

(s)
(s)
(s)
(s)
(s)
(s)
(s)
(s)
Image Page Number(s)
Image Page Number(s)
(s)
(s)
(s)
(s)
(s)
(s)
(s)
(s)

Image Page Number(s

RealProp EstRcpt

¢ Image Page Number(s)

Date

Receipt Amount
Disaster Related
Payment Type

Select Line Item to Compare/Add — hyperlink
e Line Item Type — drop down

e Adjustments

e Pending Eligible Amount

Company name, address, phone number

RoadsBridgesRoads Image Page Number(s)
Bridges Doc

Utility Bill Image Page Number(s)
Voters Reg Image Page Number(s)
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Category: Lodging

Item Type Substantiation Fields

Contr Stmt/Ltr Image Page Number(s)
HUD Sect 8 Reg Image Page Number(s)
Hotel/Motel Rcpt e Image Page Number(s)

Receipt date

Receipt contains merchant’s name, address and
phone number?

Receipt Amount

Is the name on the receipt the registrant, co-
registrant, a household member or verified 3rd
party?

Verified home repairs required affecting habitability
(inspection), home is inaccessible, or utilities are
out?

Verified there is no or insufficient insurance
coverage or ALE available?

Registrant meets the criteria to be processed for this
assistance?

Check In (date)

Check Out (date)

Adjustments

Pending Eligible Amount

Category: Personal Property

Item Type

Substantiation Fields

PersProp EstRcpt

Image Page Number(s)

Date

Company name, address, phone number
Receipt Amount

Disaster Related

Payment Type

Select Line Item to Compare/Add — hyperlink
Line Item Type — drop down

Adjustments

Pending Eligible Amount

PersProp Ltr

Image Page Number(s)

Tools Est

Image Page Number(s)
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Category: Insurance

Item Type Substantiation Fields
Agent’'s StmtLir Image page number
Appl Lack Ins Image page number

Ins Declar Page

¢ Image page number

Company name, address, Phone number
Policy

Insurance Type

Coverage Type

Ins Denial Ltr

Image page number
Loss Date

Claim Date
Insurance Type
Coverage Type
Reason for Denial

Ins Policy

Image page number
Company name, address, phone number

Ins Settlement

Image page number

Loss Date

Claim Date

Company name, address, phone number
Insurance Type

Coverage Type

Itemized Breakdown

Deductible Amount

o Net Settlement Amount

Other Insurance

Image page number

Stmt Lack of Ins

Image page number

IA Training & Development Section V.2.0

194



Civil Action No. 5:21-cv-00071
13th Interim Response
010559

Web NEMIS Intial Assistance Reference Guide Substantiation Fields: Initial Assistance Categories

Category: Dental

Item Type

Dentist/ProvStmt

DtIEst/Rcpt/Bill

Dtl Ins Set

Dtl Lack of Ins

Dtl Misc Doc

Substantiation Fields

Image Page Number(s)

Statement signed?

Statement contains Providers name, address and phone number?
Statement specifies the illness/injury /loss as disaster related?
Date of illness/injury/loss?

Image Page Number(s)

Date of service/estimate?

Provider's name, address and phone number verified

Receipt or other document specifies the illness/injury/expense as
disaster related?

Registrant meets the criteria to be processed for this assistance?
Total Paid/Due form Registrant (without co-pay).

Disaster-specific toggles to include:

o Co-pay amount

o Deductible amount

Pending Eligible Amount

Image Page Number(s)

Letter contains the Insurance Company’s name, address and phone
number?

Is this a settlement or denial?

Amount paid by insurance

(Net Settlement)

Date

Image Page Number(s)

Is the Form/Statement attached and signed?

Signed date (this question will only appear if the response to the
previous question is yes) and there is a “No Date Available” check
box

Image Page Number(s)
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Category: Medical

Item Type

Med Ins Set

Med Lack of Ins

Med Misc Doc

MedEst/Rcpt/Bill

MedPhys/ProvStmt

Substantiation Fields

Image Page Number(s)

Letter contains the Insurance Company’s name, address and
phone number?

Is this a settlement or denial?

Amount paid by insurance

(Net Settlement)

Date

Image Page Number(s)

Is the Form/Statement attached and signed?

Signed date (this question will only appear if the response to the
previous question is yes)

Image Page Number(s)

Image Page Number(s)
Date of service/estimate?
Provider's name, address and phone number verified?
Receipt or other document specifies the illness/injury/expense as
disaster related?
Registrant meets the criteria to be processed for this assistance
o Co-pay amount — on toggle
o Deductible amount — on toggle
Total Paid/Due from Registrant (without co-pay)
Pending Eligible Amount
Image Page Number(s)
Statement signed?
Statement contains Providers name, address and phone
number?
Statement specifies the illness/injury /loss as disaster related?
Date of illness/injury/loss?
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Category: Transportation

Item Type

Veh Comp Ins

Veh DMV Stmt

Veh Est/Bill/Rcpt

Veh Lack of Ins

Veh Liab Ins

Veh Mech Stmt

Veh Misc

Veh Reg

Substantiation Fields

Image Page Number(s)

Vehicle — drop down (ability to Add)
Damage level — dropdown

Effective Date

Expiration Date

Company name, address, phone number
Vehicle Identified

Settlement Amount

Deductible Amount

Mandatory Payoff (lender)

Net Settlement (Cash in Hand)

Image Page Number(s)

Date

Vehicle Identified?

Image Page Number(s)

Date

Vehicle (drop down)

Damage Level (drop down)

Disaster Related?

Company name, address, phone number?
Total Amount

Adjustments

Pending Eligible Amount

Image Page Number(s)

Date

Vehicle Identified?

Image Page Number(s)

Effective Date

Expiration Date

Company name, address, phone number
Policy Number

Image Page Number(s)

Date

Disaster Related

Vehicle Identified

Company name, address, phone number
Image Page Number(s)

Date

Image Page Number(s)
Issue Date
Expiration Date
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Item Type Substantiation Fields
¢ Image Page Number(s)
Veh Second
¢ Image Page Number(s)
Veh Title e Issue Date
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Eligibility Calculator

You can use the Eligibility Calculator to find the FEMA Verified Loss (FVL) of Real
and/or Personal Property line items observed by the inspector as damaged. The Home
Repair Eligibility Calculator is available by clicking a link in the Line ltems frame of the
Home Repair screen, and the Personal Property Eligibility Calculator is available via link
in the Line ltems frame of the Personal Property screen.

At this time the Eligibility Calculator should be used ONLY to determine the FVL of Real
or Personal Property line items. It should NOT be used to send Home Repair or
Personal Property awards to the Payment Calculator.

Line items must be paid by selecting them for payment in the Line Items frame of the
Home Repair/Personal Property screen in order for Web NEMIS to auto-populate the
quantity, amount, and assistance type awarded for each individual item and to ensure
we do not award observed quantities that exceed the IHP limit.

Following is an image of the Personal Property Eligibility Calculator. The FVL is the
Observed Amount shown in the Inspection and Insurance Comparison frame.
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Confirmation Screen

The Confirmation screen is used in Web NEMIS for you to finalize your work. It
provides tools for you to select routing destinations for decision lines, generate letters,
for create comments, identify documents you used as the basis of your decision, and
submit the case for routing of the queue.

If you need to keep a decision line in the queue, simply uncheck the “Select” box beside
that decision. If you need to route all work out but still retain the case in the queue, you
can check the Split Workpacket field to do so.

IA Training & Development Section V.2.0 204





