
DWFS OPPORTUNITY PROCESSING OUTLINE: SELF-AUDITS 
DWFS TEAM MEMBER 

Heather New Hire 
JOB POSITION 

Case Manager 
DAYS WITH THE COMPANY 

60 days 
STEP 1: HEATHER’S INTRODUCTION 

• WHO ARE YOU? 
• WHAT’S YOUR POSITION? 
• WHAT’S YOUR QUESTION? 
 

STEP 2: PARTICIPANT FEEDBACK 
• CLARIFYING QUESTIONS 
• HEATHER’S IDEAL OUTCOME* 
• BARRIERS & CHALLENGES 
• SOLUTIONS 

STEP 3: BEST-PRACTICE SPEAKER 
 

TRAVIS ALLEN TALKS ABOUT THE 

BEST-PRACTICE BEHIND SELF-
MONITORING 

 HOW DO I: (PRESENTED BY HEATHER) 

• How can I effectively self-monitor? 
 
 
CLARIFYING QUESTIONS: (ASKED BY PARTICIPANTS) 

• What is a self-audit? 
• What are your goals? Meet performance expectations- expected to monitor 10% of her caseload each month and maintain 

an accuracy rate of 95% or better. 
• Are you familiar with all documents in the file? Not all of them, no. I’ve only been here 60 days. 
• What are your priorities? I have an extensive caseload and manage multiple programs; #1 priority is meeting with 

customers and their needs. #2 learn as much as I can. 
• How do you organize your caseload? I was assigned certain cases. I have enrollment goals for WIOA cases. 
• How do I prioritize which cases to monitor? I usually start with what I consider the ‘hardest’ ones – TANF files. I move 

from TANF to SNAP to WIOA. 
• Is there a particular area where you’re most concerned about monitoring? TANF files 
• What is the goal of a self-audit? We are required to self-monitor so we can ensure the quality of our case files. Be prepared 

for other monitoring (state, board, etc.). 
• Who completes self-audits? For us, it’s case managers. 
• How do you define ‘effectively’? #1 meeting my deadlines; #2 maintain an accuracy rate of 95% or better; #3 complete the 

monitoring as quickly as possible. 
• How do you track progress? I am not tracking my progress at the moment. I fill out the monitoring tool as I do the files… 
• How long does it take to audit one case? For a WIOA case- 45 minutes to an hour. TANF- closer to 2 hours. 
• Do you schedule time to monitor ahead of time? I’ve blocked off the last week of every month; blocked off 20 hours 

dedicated to monitoring. 
• Do you know how to find the information needed? QPT added a column to the monitoring tool; most of the time YES. 

Sometimes I don’t understand the clarification 
• Is there someone you can go to for assistance? Asked my leads, QPT and program managers – whoever is available. 

 
 
 

 MY IDEAL OUTCOME IS: PRESENTED BY HEATHER) 

• That I spend as little time as possible on monitoring while still maintaining the accuracy rate of 
95% or better. 

 WHY IS IT SIGNIFICANT TO ANSWER HEATHER’S QUESTION? (ANSWERED BY PARTICIPANTS) 
• To keep errors down 
• Better case management 
• Increase productivity 
• Make sure we are putting in accurate information 
• Meet performance goals and maintainable error rate 
• Help as many people as possible 
• She can affect monitoring outcomes 
• Maintain funding* 



• Learn what our typical mistakes are so we can avoid them 
• Provide better services 
• Identify is more training is needed 
• So we can hold ourselves accountable – more placements and more services 
• Keep our contracts as DYNAMIC 
• So if we transfer cases, the next case manager can proceed without the client having to retell their story* 

 
 BARRIERS & CHALLENGES – WHAT ARE HEATHER’S BARRIERS & CHALLENGES? 

• Not having a full understanding of the questions on the self-audit 
• Time management***** 
• Lack of training on self-monitoring 
• High caseloads***** 
• Inherited a file from another case worker that did not self-monitor; missing data 
• Not knowing who the best person is to ask for help 
• Balancing time- supporting clients VS time to audit 
• Unrealistic expectations 
• Special programs and grants product knowledge 
• Lack of support 
• Finding mistakes you made in the past 
• Non person centered planning for the case manager to effectively grow 
• Technical issues; not understanding the monitoring tool 
• Loss of internet connection 
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SOLUTIONS – WHAT ARE SOLUTIONS TO HEATHER’S POTENTIAL BARRIERS AND CHALLENGES? 
• USING A CHECKLIST 
• STICKING TO A TIMELINE 
• SCHEDULING: DAILY TIME TO MONITOR 
• FINDING A MENTOR 
• CLARIFYING EXPECTATIONS WITH A LEAD OR SUPERVISOR 
• SETTING WEEKLY COMPLETION GOALS 
• ASKING FOR MORE TRAINING 
• TALK TO YOUR LEADER DURING YOUR 1-ON-1 
• UTILIZING A CALENDAR 
• SETTING REMINDERS 
• TRAIN WITH FELLOW CASE MANAGERS 
• KEEPING YOUR POLICIES CLOSE AT HAND 
• BEING WELL RESTED WHILE ENGAGING IN TEDIOUS TASKS 
• STAY CAUGHT UP 
• COMMUNICATE! 
• TRY TO REDUCE INTERRUPTIONS 
• ADVISE LEADERSHIP IF YOU FEEL OVERWHELMED 
• TRY TO MAKE IT FUN 
• CLOSE OUT CASES TO REDUCE CASE LOAD SIZE 
• ANALYZE PREVIOUS MISTAKES; LOOKING AT PAST TRENDS 
• BE HONEST ABOUT MISTAKES AND FAILURES 
• DON’T MULTI-TASK WHILE MONITORING 

 
 
 
 
 
 
 



 
 
BEST PRACTICE SPEAKER: (TRAVIS ALLEN ANSWERS HEATHER’S QUESTION) 

• BACKGROUND: 
o BEEN IN WORKFORCE FOR 15 YEARS 
o STARTED OUR AS DISABLED VETERANS OUTREACH SPECIALIST 
o WORKED AS A YOUTH PROGRAM MANAGER 
o CURRENT QUALITY MANAGER FOR CERTAIN PROJECTS 
o HAD SEVERAL OPPORTUNITIES TO BE IN DIFFERENT POSITIONS WITHIN WORKFORCE DEVELOPMENT 

• CURRENT ROLE: 
o CORPORATE QUALITY SPECIALIST 
o PREVIOUSLY WORKED WITH EL PASO, OK PROJECTS, AND CURRENTLY WORKING IN KANSAS, PITTSBURGH, 

FLORIDA, AND MORE…. 
"#$%  
o COMMITMENT TO HELPING OUR INTERNAL AND EXTERNAL CUSTOMERS 

• WHAT MAKES YOU AN EXPERT? 
o HAD TO DO MONITORING OR AUDITING IN EVERY POSITION I’VE HAD 
o I’VE MONITORED MYSELF AND SPECIFIC EMPLOYEES; NOW I MONITOR PROGRAMS, ETC. 
o I GET TO SEE CHALLENGES AND BEST PRACTICES OF DIFFERENT PROJECTS AND IDENTIFY BEST PRACTICES 

• WHAT IS THE BEST PRACTICE? 
o CLOSING OUT CASES 

§ REDUCES CASELOAD 
o BLOCKING OFF TIME EACH WEEK 

§ MIGHT BE MORE EFFECTIVE TO BLOCK OF TIME EACH DAY? 
o USE A CALENDAR; SETTING REMINDERS 

§ UTILIZING THE OUTLOOK CALENDAR 
§ WITH GROWING CASELOADS, IT’S EASY TO LOSE TRACK OF THINGS 
§ OUTLOOK IS A GREAT TOOL TO SET REMINDERS AND CUSTOMIZE YOUR DAY/WEEK/ETC. 
§ COLOR CODING* 

o FINDING A MENTOR 
§ ASK THE QPT WHO HAS HAD THE BEST ERROR RATE FOR A LONG PERIOD OF TIME 
§ TRY TO WORK WITH THIS PERSON AS A MENTOR- WHATEVER THEY DO IS WORKING! 

o MONITOR AS YOU GO 
§ EITHER DEVELOP A SPREADSHEET (OR USE PROJECT DEVELOPED TOOL) 
§ UPDATE CUSTOMER INFORMATION USING THE TOOL THROUGHOUT THE DAY 

o LEARN YOUR STATE AND LOCAL SYSTEMS (MIS SYSTEMS) 
§ LEARN HOW TO PULL YOUR OWN REPORTS ON YOUR CASES 
§ ASK YOUR TEAM HOW DATA IS PULLED? 
§ IF YOU CAN PULL REPORTS YOURSELF, YOU CAN IDENTIFY ISSUES YOURSELF AND ADDRESS ISSUES 

BEFORE IT TEACHES THE SUPERVISOR – PROACTIVE INSTEAD OF REACTIVE 
 

• ADDITIONAL QUESTIONS: 
o HOW OFTEN DO I SELF-AUDIT? 

§ AT A MINIMUM, 25% OF WHAT YOU’RE REQUIRED TO DO EACH WEEK… 
§ TRAVIS RECOMMENDS DOING 33% OF WHAT IS REQUIRED SO THAT WAY, THE LAST WEEK OF THE MONTH, 

YOU DON’T HAVE TO DO ANY MONITORING. 
§ IF YOU HAVE HICCUPS OR INTERRUPTIONS, THIS WON’T HURT YOU. 

o IS THERE AN AUDIT TOOL AVAILABLE FOR ALL PROJECTS? 
§ YES- EVERY PROJECT HAS THEIR OWN TOOL; NO CORPORATE TOOL AT THE MOMENT. 
§ EACH STATE IS DIFFERENT WITH FEDERAL POLICY; EACH LOCAL AREA IS DIFFERENT, ETC. 

o DO YOU HAVE TO BE A MANAGER TO HAVE ACCESS TO THE REPORTS? 
§ DEPENDS ON YOUR STATE SYSTEM AND YOUR ACCESS LEVEL 
§ REACH OUT TO LOCAL QPT AND FIND OUR WHAT YOUR STATE SYSTEM ALLOWS 

o HOW CAN A LEAD MONITOR CASE MANAGERS (OTHER THAN RANDOM CHECKS)? 



§ MONITOR THE FILES THAT THE CASE MANAGER SELF-MONITORED THE PREVIOUS MONTH 
§ HOPEFULLY YOU FIND THE SAME THINGS THEY FOUND – OR NOTHING NEEDS CORRECTED 
§ DO THIS IN ADDITION TO RANDOM CHECKS IF TIME ALLOWS 

o WHAT HAPPENS IF I FIND AN ERROR? DO I CORRECT IMMEDIATELY OR WAIT TILL A LATER DATE? 
§ CORRECT IT ON THE SPOT! 
§ SELF-MONITORING DOES NOT COUNT TOWARDS MONTHLY ERROR RATE. MANAGEMENT WANTS TO KNOW 

WHAT YOUR ACCURACY RATE IS SO WE CAN FOCUS ON AREAS TO TRAIN, BUT WHEN WE LOOK AT A 

PROJECTS OVERALL ACCURACY RATE, WE DO NOT INCLUDE SELF-MONITORING RESULTS – SO, IF YOU 

CORRECT IT ON THE SPOT, IT IS NOT GOING TO HAVE ANY IMPACT ON YOUR ACCURACY RATE 
o HOW DO YOU GUARD AGAINST BIAS WHEN AUDITING FILES? 

§ MORE IMPORTANTLY THAN ACCURACY RATE IS IDENTIFYING OUR ISSUES AND CHALLENGES SO WE CAN 

CORRECT THEM 
§ TRYING TO PROTECT OUR JOBS AND PROTECT THE WHOLE COMPANY 

o SELF-AUDITING DURING COVID-19 
§ REVIEW INFORMATION IN THE STATE SYSTEMS INSTEAD OF THE PHYSICAL FILES 
§ COMMUNICATE WITH PARTNERS, BOARD MEMBERS, AND BE SOLUTIONS DRIVEN 
§ STICK WITH THE INFORMATION IN YOUR STATE SYSTEM (MOST LIKELY) 

o SHOULD I LIST ERRORS, CORRECTIONS, OR BOTH? 
§ DEPENDS ON THE TOOL YOU ARE USING 
§ IDEALLY, YOU’D DO BOTH*** 

o HOW LONG SHOULD IT TAKE TO DO A SELF-AUDIT? 
§ DEPENDS ON YOUR EXPERIENCE… 
§ DEPENDS ON CASELOAD SIZE AND THE PERCENTAGE YOU HAVE TO REVIEW BASED ON QUALITY PLAN 

o HOW OFTEN SHOULD A PROJECT RE-TRAIN? 
§ ANY TIME AN AUDIT ELEMENT CHANGES, IMPLEMENT TRAINING (AT LEAST THE SPECIFIC ELEMENT) 
§ ANY TIME YOU HAVE A PROGRAM (EX: TANF OR SNAP) THAT HAS AN ACCURACY RATE THAT IS BELOW 

95% FOR THREE CONSECUTIVE MONTHS, YOU HAVE AN ISSUE AND NEED TO RE-TRAIN 
§ ROOT-CAUSE ANALYSIS – IS THIS SPECIFIC INDIVIDUALS OR THE ENTIRE PROJECT? 
§  

 
 

 
 


