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Introduction 
 
CWICs sometimes are unsure about what it means to provide ongoing follow-up to 
beneficiaries.  They may be confused about who should receive ongoing services, how often 
they should make follow-up contact, the purpose for making repeated contacts over time, 
and when they should stop follow-up. 
 
To sort this out, begin by defining what follow-up means within the context of WIPA service 
delivery.  Standard dictionaries define the phrase “follow-up” as “1. Continuation; 2. Further 
action or investigation or a subsequent event that results from and is intended to supplement 
something done before.” What this means is that WIPA services don’t stop once you 
complete the initial Benefits Summary & Analysis (BS&A) report.  Services you deliver from 
this point forward involve helping the beneficiary report wages, use applicable work 
incentives, resolve benefits issues, and successfully manage benefits over time.  Follow-up is 
necessary to ensure that the beneficiary completes any action steps you identified in the 
BS&A report and to check in with the beneficiary to make sure everything is progressing as 
the beneficiary planned. 
 
Determining Who Receives Follow-up Services and for How Long 
 
CWICs work with so many beneficiaries that it would be virtually impossible to provide 
ongoing follow-up services to everyone.  Fortunately, not all beneficiaries who receive WIPA 
services will want or need ongoing follow-up services.  The question then becomes, “How do 
I determine which individuals need regular follow-up as opposed to those needing ‘check-ins’ 
on a very intermittent basis?” 
 
The answer to this question requires a review of what follow-up means within the context 
of WIPA services.  Follow-up is the act of implementing, or facilitating the implementation 
of, work incentives.  Individuals who will need or benefit from ongoing contacts have 
completed the BS&A process and have indicated a desire or need to implement work 
incentives.  Not everyone who gets a BS&A will work with the CWIC to develop work 
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incentives.  Some people will either not be ready to complete this step, or won’t want or 
require assistance from the CWIC to move forward toward employment. 
 
Follow-up for each beneficiary will be unique, based on each individual’s circumstances.  As 
you plan for follow-up, you should outline the length of time you plan to spend working with 
a beneficiary and the exact supports the person will require moving forward.   Action steps 
you detail in the BS&A report may involve intense assistance for a short period of time, lower 
levels of support spread out over months or years, or in some cases - both.  There’s no 
minimum or maximum time frame for follow-up.  It all depends on the beneficiary’s needs 
and preferences. 
 
When to Follow-Up with Beneficiaries — Proactive versus 
Reactive Contacts 
 
High-quality WIPA follow-up services involve “proactive” contact rather than simply 
“reactive” contact.  Proactive follow-up services happen on a scheduled basis as a form of 
prevention.  They identify and avert problems before they occur.  Proactive follow-up has 
the following characteristics: 

• Services are pre-planned; 
• Contact occurs at scheduled intervals as agreed upon by you and the 

beneficiary; 
• Interaction between you and the beneficiary, or other key stakeholders, are 

identified in the BS&A report; 
• Interaction provides an opportunity to reassess the individual’s employment 

and benefit status and be prepared to revise the follow up plan if necessary; 
and 

• Follow-up anticipates changes and reduces the occurrence of negative effects 
or benefit complications.  

 
The following best practices are indicators that you are providing follow-up services in a 
proactive manner: 

• Conducting periodic “wellness” checks to determine if the beneficiary is 
progressing without problems and to ensure that you don’t miss critical issues; 

• Talking to the beneficiary at critical transition points.  These are points in time or 
events that would potentially cause changes in benefit status and require your 
assistance.  Examples include the start of a job, the end of the TWP, nearing the 
18th birthday, an impending marriage, etc.  CWICs identify critical transition 
points in the BS&A report and address them when they become relevant to the 
beneficiary. 
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• Routine contact in the form of letters, phone calls, email messages, and benefits 
updates to keep the lines of communication open.  The more contact a 
beneficiary has with you, the more likely they are to ask questions or provide 
status updates. 

• Encouraging beneficiaries to contact you whenever they receive correspondence 
from Social Security. You can explain what the correspondence means and what 
actions are required (if any).  

 
More on Critical Touch Points 
 
Critical touch-points are points in time that would require your intervention. To identify 
critical touch points, you should identify the “when,” “what,” and “why” for each event or 
change: 

• When will an event or change occur? 
• Why is this a critical contact point? 
• What information do you need to present or update with the 

beneficiary as a result of this event? 
 
Consider Jaime, a married concurrent beneficiary who has recently started working. Jaime 
receives $320 in SSDI and $865 in earnings, and she and her husband each receive a reduced 
SSI payment. She is considering doubling her hours.  Some of the potential “whens,” “whys,” 
and “whats” for Jaime include: 

 
When: Her earnings increase and put her over the break-even point. 
Why: She will move into 1619(b) status and her husband will lose his Medicaid 
eligibility unless he also works. 
What: Discuss the SSI calculation, transition to 1619(b) and the criteria for 
eligibility, and the impact to her husband’s benefits and medical coverage 
(including options). 
When: She completes her TWP. 
Why: She will now be subject to SGA determinations and may experience a change in 
her SSDI. 
What: She will need to understand how Social Security makes SGA determinations 
and what potential work incentives might apply in her situation. 
When: She engages in SGA and cessation is established 
Why: Social Security will suspend her SSDI check, and she may move back into cash 
payment status for SSI. 
What: She will need to understand that the loss of the SSDI check will result in a 
resumption of the SSI cash payment. This will also affect her husband’s SSI 
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eligibility; if he has been in suspension less than 12 months, Social Security can 
reinstate him without a new application. 

 
Keep these questions in mind as you are scheduling ongoing follow-up contacts. The 
following are some of the critical events that require contact between you and the 
recipient. 
 
Common critical touch-points for SSI recipients: 

• Start or end of employment 
• Changes in earned or unearned income 
• Reaching the Break-Even Point (BEP) 
• Transition to 1619(b) status 
• Identification and use of IRWE or BWE 
• Changes in student status or attainment of age 22 for Student Earned Income 

Exclusion (SEIE) 
• Approval of a PASS and subsequent review points 
• Attainment of age 18 
• Reaching insured status for Title II benefits (SSDI, CDB, DWB, Retirement 

Insurance Benefits [RIB]) 
• Changes in living arrangement, marital status, or resources 

 
Common critical touch-points for Title II beneficiaries: 

• Completion of the TWP  
• Beginning and end of the EPE 
• Identification and use of IRWE, Subsidy, or Un-incurred Business Expenses and 

Unpaid Help (if self-employed) 
• Work CDRs and SGA determinations 
• Beginning and end of Extended Period of Medicare Coverage 
• Attainment of dual entitlement (CDB becomes insured on own record) 
• Transition to retirement benefits (early retirement or Full Retirement Age) 

 
Common critical touch-points that affect both SSI recipients and Title II 
beneficiaries: 

• Cessation of benefits due to medical improvement 
• Expedited Reinstatement eligibility 
• Overpayments or underpayments 

 
Follow-up is necessary at these critical touch-points to provide updates and develop new 
options that present themselves at each benefit- changing event. 
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Reactive Follow-Up and Crisis Management 
 
In contrast to proactive services, a reactive follow-up approach is nothing more than crisis 
management.  It occurs when a beneficiary (or CWIC) doesn’t plan for or isn’t prepared for a 
problem that arises.  While a reactive approach is certainly not desirable, there will be times 
when it’s unavoidable.  Even the most skilled and attentive CWIC will encounter unexpected 
situations.  When a problem arises, here are some important elements to consider: 
 

• Is this really a problem or crisis situation? 
• Is the nature of the situation based on financial, social, medical, or vocational 

factors? 
• Are others affected by this situation? 
• Is this a work incentive or safety net issue? 
• Does this situation involve other individuals? 
• Is expertise needed outside of work incentives planning and assistance? 
• Who is available to network with on this issue? 
• The following list demonstrates some helpful “dos and don’ts” of crisis 

management. 
 
Do’s and Don’ts of Crisis Management 

DO 
• Try to buy time in order to investigate the situation. 
• Be sensitive to the individual’s problem and “legitimize” the complaint. 
• Assure the individual that you’ll take steps to work with them to solve the 

problem. You are the “expert” — inspire confidence in your ability. 
• Develop and implement an intervention plan that treats root causes of the crisis. 
• Investigate the situation thoroughly, utilizing all available information services. 
• Use the least intrusive method of intervention; move up the list of possible 

interventions. 
• Use existing supporters and stakeholders in the intervention plan to maximize 

involvement. 
• Be creative and have back-up plans prepared. 

 
DON'T 

• Abandon the person requesting your support if he or she requests your 
immediate attention. 

• Accept the individual’s perceptions of the situation at face value without 
investigation. 
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• Evade the situation, come across as “wishy-washy,” sound unsure of your ability, 
or make excuses. 

• Attempt to solve major problems by treating symptoms of a pervasive 
underlying cause. 

• Assume you know how to handle the situation without investigation, or commit 
yourself to a specific plan of action without gathering information. 

• Jump in with the most intrusive intervention strategy. 
• Try to solve the crisis all by yourself without investing others in the solution. 
• Assume that your first plan will always be successful. 

Providing Effective Follow-up Services  
 
Effective follow-up services are those that achieve the primary mission of WIPA — to 
promote employment and enhance financial stability for Social Security disability 
beneficiaries.  This section describes common characteristics of follow-up services that 
successfully support beneficiary progression along the employment continuum. 
 
Using a Future Orientation 
 
Due to time constraints, you may be tempted to simply address the initial question or 
concern that the beneficiary presents.  The problem with this limited approach is that the 
initial question is often just the surface of the problem.  In many cases, there are numerous 
issues or problems that you need to address, or there is information that the beneficiary 
needs but didn’t know enough to ask about.  In order to be truly effective, you must provide 
services using a future orientation.  A well-trained and experienced CWIC uses benefits 
expertise to anticipate changes and plan for them before they happen.   Future orientation 
means educating beneficiaries on the options that are available in the future such as possible 
eligibility for Impairment Related Work Expenses (IRWEs) or use of a Plan to Achieve Self-
Support (PASS).  A future orientation is especially critical when you are counseling younger 
beneficiaries, such as those transitioning from school to adult life. 
 
Discussions about adult life issues and their implications for benefits, including living 
situation, marriage, death of a parent, or plans for post- secondary education, are 
important.  All of these life issues relate to public benefits in one way or another.  Having 
future orientation educates beneficiaries, their families, and disability professionals on 
the need to plan and think ahead in order to use work incentives to their greatest 
advantage. 
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Applying a future orientation does have its limits.  You must strike a delicate balance 
between alerting beneficiaries about potential future events and confusing beneficiaries 
by discussing events that are years away or are very remote possibilities.  A good rule of 
thumb is to only address issues that have a high probability of occurring and keeping 
discussions of those issues within the relative near future (one year to 18 months).  If you 
are maintaining ongoing contact with the beneficiary, there’s really no need to cover 
every conceivable issue in one or two phone calls.  The advantage of ongoing follow-up is 
that it provides you with lots opportunities to explain important issues as they appear on 
the horizon. 
 
Using a Customized Approach 
 
In delivering services, keep in mind that no two individuals are alike.  It’s important to 
remember that every person you serve has a unique set of circumstances and needs.  To 
be effective, follow-up services require customization.  As with the types and intensity of 
services a beneficiary needs, the duration of follow-along planning and assistance services 
won’t only vary from person to person, but may also vary for a particular individual over 
time.  For example, an individual whose case was inactive after several months of your 
assistance regarding a work or benefit transition may identify the need for support in 
developing a PASS, or responding to a CDR notice at a later point in time.  It’s important 
that WIPA services remain flexible and allow beneficiaries and recipients to move in and 
out of active service status as needed. 

 
The dynamic interplay between employment, financial status, and benefits requires that you 
continually draw on an array of tools throughout the process of supporting benefits 
management. You may need to update to the BS&A report. 
 
Collaborating with Other Members of the Employment Support Team 
 
Proactive follow-up also includes contact and collaboration with other members of the 
individual’s employment support team.  As previously mentioned, you can’t operate in 
isolation of other entities that are involved in the individual’s pursuit of employment.  All 
partners in the beneficiary’s network should be regularly communicating.  Each update and 
revision of the BS&A report will require collaboration with other stakeholders to identify 
additional tasks that you and they will need to complete in order to achieve the employment 
goal, and to take an active role in completing those tasks as laid out in the plan. Members of 
the employment support team may include: 

• Representative payees, authorized representatives, family members, other 
caregivers; 
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• Case Managers or Service Coordinators from either the mental health or the 
ID/DD systems; 

• VR counselors; 
• Supported employment personnel; 
• Residential services staff; and 
• Advocates. 

 
When you delegate action steps to other team members, your role shifts to that of 
facilitator or coordinator.  You serve as the central point of contact for all benefits and work 
incentives issues and monitor progress the team and beneficiary make on action steps in the 
BS&A report.  This is an efficient way for you to oversee follow-up services. 
 
Sharing Responsibility with the Beneficiary 
 
It’s important for beneficiaries to be responsible for their own plan and take initiative to 
complete action steps.  Rather than foster dependency, you should encourage and support 
the beneficiary to complete necessary tasks, such as initiating contact with employment 
support team members, whenever possible.  It’s important to be clear about action steps 
and expectations, and then check in with beneficiaries who miss due dates or fail to 
provide updates.  

Conclusion 
 
It’s important to remember that while the creation of the Benefits Summary & Analysis report 
is a critical function, it’s only the beginning of services.  Long-term case management is 
essential for beneficiaries to be successful over time.  On-going follow up at critical junctures 
is paramount to a beneficiary’s forward progress along the employment continuum.  Helping 
the beneficiary navigate his or her roadmap is the very essence of follow-up and facilitating 
the use of work incentives.  Because every beneficiary will have his or her own unique set of 
circumstances, setting standard time frames, such as 30-, 60-, or 90-day intervals, isn’t the 
most effective way to provide follow-up services. Carefully analyze each individual situation 
and adjust the future contact points accordingly. 
 
 
 
 
 
 

This document produced at U.S. taxpayer expense. 
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