
Welcome!  We will begin shortly.

Audio ​​: To choose your audio connection, click on the audio icon at 
the bottom of the screen​​​.

Slides/Materials​​: Can be accessed at https://soarworks.samhsa.gov/events. 

Live Transcription​ ​: Click Live Transcript         and select Show 
Subtitle.

ASL Interpretation​: You can pin the interpreter video by selecting 
the three dots in the upper right corner of their video.

For additional assistance, contact us at soar@prainc.com. 

https://soarworks.samhsa.gov/events
mailto:soar@prainc.com


The SAMHSA SOAR TA Center Answers 
Your Most Frequently Asked Questions! 

Substance Abuse and Mental Health Services Administration
(SAMHSA) SOAR Technical Assistance (TA) Center

Policy Research Associates, Inc.

October 19, 2022



Disclaimer

The views, opinions, and content expressed in this 
presentation do not necessarily reflect the views, 

opinions, or policies of the Center for Mental Health 
Services (CMHS), the Substance Abuse and Mental 

Health Services Administration (SAMHSA), or the U.S. 
Department of Health and Human Services (HHS).
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Webinar Instructions

• Slides/Materials: Available at https://soarworks.samhsa.gov/events

• Recording: Will be available within 1 week

• Questions: Please submit questions using the Q&A feature​

• All participant lines will be muted​ and the chat feature is 
disabled

• Evaluation: Your browser will redirect you to a survey 
following the webinar​.

https://soarworks.samhsa.gov/events


• Understand answers to the most frequently asked 
questions received at the SAMHSA SSI/SSDI Outreach, 
Access, and Recovery (SOAR) TA Center.

• Know how to access the SOARWorks FAQ page and 
other available tools and resources on the SOAR 
website.

• Learn how to connect with your SAMHSA SOAR TA 
Center Liaison and other key staff who can provide 
technical assistance in a broad range of areas.
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Purpose and Objectives



Presenters
• The SAMHSA SOAR TA Center Staff
Questions and Answers
• Facilitated by the SAMHSA SOAR TA Center
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Agenda



Getting to Know Us, While We Answer Your 
Most Frequently Asked Questions! 

October 19, 2022

SAMHSA SOAR TA Center Staff 
Policy Research Associates, Inc.

Delmar, New York
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Your SAMHSA SOAR TA Center Liaison

https://soarworks.samhsa.gov/contact

https://soarworks.samhsa.gov/contact


SOAR FAQs

https://soarworks.samhsa.gov/faq

Where can I find 
answers to my 
questions?
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https://soarworks.samhsa.gov/faq


• Project Assistant
• Supports the SOAR TA Center 

and the Homeless and Housing 
Resource Center (HHRC)

• Subject Matter Expert: SOAR 
resources, SOAR Online Course 
access, and navigation, overall 
project support

• Avid baker, film photographer, 
and traveler. 

• Proud Cherokee citizen!
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Alisha Fletcher



FAQ:
How do I become 
SOAR-certified and 
do I need to renew 
my certification?
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FAQ: SOAR Online Course: Enrollment Agreement

I’m taking the course with my co-workers; can we complete the 
practice case together?
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FAQ: Online Course Process

I submitted my packet but haven't received feedback. What do I do?
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FAQ: Account Registration/Confirmation

I’m having trouble creating my account and logging in, help!

“I agree” ❌

I agree_ ❌

I agree ✔



I’ve changed agencies, how do I update my email address and profile information?
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FAQ: User Profile Updates



• Project Associate II
• State Liaison: MI, LA, ID, 

WY, KS, AR, NE, NH, SC, OK
• Subject Matter Expert: 

Training and development 
for new SOAR Providers

• Girl Mom x3, Mountain 
Biker, Dog Mom to Biscuit
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Amanda Starkey



FAQ:
I just got SOAR 
trained, what is my 
next step?
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• Make a file for each applicant
– Prepare files in advance with intake forms, SSA Forms, 

SOAR Tools, etc.
– Include a contact list for SSA representatives, DDS 

examiners, local medical providers, and medical 
records departments

– Create sections for:
• Medical records
• SSA/DDS correspondence
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FAQ: Getting Organized 

How should I organize my files?



• Set up regular meetings with the applicant (the 
length of engagement will depend on the 
applicant)

• Use the MSR Interview Guide at each meeting to 
guide the discussion

• After each meeting add pertinent details to the 
corresponding section of the MSR
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FAQ: Meeting with Applicants

How do I prepare for my first intake appointment?



• A tool for applicants 
without access to SOAR 
services

• Can serve as a valuable 
tool for any community

• Increases equity related 
to accessing benefits

• Available in Spanish
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Resource: Self-Help Guide for Applicants



• Assistant Director
• State Liaison: CO, CT, DE, IL, MT, 

NY, PA, and VA
• Subject Matter Expert: SOAR and 

American Indian, and Alaska Natives 
& SOAR Implementation in Rural 
Areas

• Avid quilter, music festival attendee, 
axe thrower, dog mom to Wilson, 
planner, and tablescape enthusiast!
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Abby Kirkman



What should we do if we cannot create a my Social Security account and 
need to set the applicant’s Protective Filing Date?

• Navigate to https://www.ssa.gov/disabilityonline
• Click “Start a New Application” and answer some preliminary 

identification questions
• Select “I am helping someone who is not with me, and therefore 

cannot sign the application at this time.”
• Input the required information and STOP at the reentry number!
• Note that SSA will mail a copy of the application to the applicant that 

they will need to sign and return.

FAQ: Setting the Protective Filing Date
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https://www.ssa.gov/disabilityonline
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Creating a my Social Security Account

SOAR Tool: 
Creating a my
Social Security
Account Flowchart



• SSI and SSDI can be a crucial source of income for AIAN whether residing 
on or off a reservation

• There are exceptions for some income and resources
• SSA recently established an Office of Native American Partnerships, which 

will work to enhance relationships with Tribes, and be the primary contact 
on tribal affairs.

• Other SSA Resources:
– Video Service Delivery locations
– Tribal Consultation & Coordinated Plan
– Ticket to Work & Tribal Employment Networks
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FAQ: American Indians and Alaska Natives (AIAN)

https://www.socialsecurity.gov/people/aian

Where can we find more resources about working with Native 
American Communities?

https://www.socialsecurity.gov/people/aian
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SOAR Tools and Resources for Native Communities  

SOAR Tools and Resources for Native Communities | SOAR Works! (samhsa.gov)

https://soarworks.samhsa.gov/article/soar-tools-and-resources-for-native-communities


• Assistant Director
• State Liaison: FL, GA, HI, 

MS, OH, TN
• Subject Matter Expert: 

SOAR Implementation in 
Legal Systems

• Travels toward the sun 
and happiest at the 
beach, artist, music lover, 
5k medal collector, the 
sole provider of one very 
privileged pit pup "Jango"
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Dazara Ware



• A person can apply for benefits while 
incarcerated

• Prior history of incarceration alone does not 
make someone in/eligible for benefits

• Warrants (other than escape) do not prevent a 
person from applying or receiving payment
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FAQ: Applicants Involved in the Legal System 
Are people automatically eligible for disability benefits if they have been 
incarcerated for a long time?



• New applications can be made prior to release
• The general rule is 30 days prior to the expected 

release date
• Pre-release agreements between SSA and the 

institution can be extended to as many as 120 
days prior to release
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FAQ: Pre-Release Applications
Can an applicant apply for disability if they are incarcerated?
Is it necessary to have a pre-release agreement for applicants that are in 
institutional settings?



FAQ: 
How do I document 
functional limitations 
for people that are in 
institutional 
settings?
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SOAR Resources for People Involved in the Legal System 



• Project Associate II
• State Liaison: AK, SD, IA, MO, MN, NM, 

AZ, OR, CA, and UT
• Subject Matter Expert: Supporting 

SOAR-trained case workers, funding and 
sustainability
– I was introduced to SOAR while working 

as a case manager on an ACT Team in 
San Diego, CA.

– I believe in the SOAR model because it 
works!

– I enjoy working with newly trained SOAR 
providers to help them understand and 
navigate the complicated SSI/SSDI 
application process for the individuals 
they serve.
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Dan Coladonato



FAQs: 
• SSA doesn't 

know what SOAR 
is – how can I 
change this? 

• What if DDS does 
not know what 
SOAR is – how can 
I establish a 
contact?



• Before including information about the applicant’s substance use, be sure 
to state the applicant’s physical and mental health diagnoses

• If substance use is deemed "material" to a person's disability, benefits will 
be denied 

• The determination does NOT require abstinence from alcohol and drugs
• Substance use is "material" when:

– If a person were not using substances, the functional impairment would not 
exist, and the person would not be disabled

• Use past periods of abstinence (hospital, jail, treatment) to document 
symptoms that persisted
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FAQ: Substance Use and Co-Occurring Disorders

How do I document that an applicant's substance use is not material to 
their disability in the Medical Summary Report?



• Collette Rose’s XYZ Community Mental Health Center records, County General 
Hospital records, and County Probation Alternatives records confirm that she has 
been diagnosed with Alcohol Abuse. Collette has a history of alcohol use since she 
was 12 years old. Collette has also used other substances, but reported she never 
got addicted to these substances and none of the medical records submitted with 
her disability application confirm an official diagnosis or diagnoses associated with 
her use of these other substances. Her alcohol use started when her stepfather 
began to sexually abuse her. He would give her beer and Collette felt the beer 
numbed the pain of the abuse. Collette also drank alcohol to help her sleep while 
she was experiencing homelessness and living in the car her half-sister provided 
her. This is according to Collette’s County Probation Alternatives Program records 
dated 12/12/2011. Collette also reported to her current psychiatrist, Dr. Banes at 
XYZ Community Mental Health, on 5/24/2012 (her most recent psychiatric 
evaluation) that alcohol helps her deal with day-to-day life. Collette stated, 
“Anything that numbs the pain.” 
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Documenting Substance Use in the Medical Summary Report



• Collette’s various medical and treatment records confirm that her mental 
health symptoms continue to cause her significant functional limitations in 
the absence of substance use. In January of 2012, Collette was picked up 
by police in the community while she was experiencing a manic episode. 
She was harassing a store’s patrons and yelling at them to buy a copy of 
her book. She was talking rapidly, could not focus on the police’s 
questions, and began hyperventilating. She had to be taken to the County 
General Hospital for further evaluation, stabilization, and medication 
management. County General Hospital records confirm she tested 
negative for all substances upon admission, and she stayed at the hospital 
for three days before she stabilized enough to be discharged. This is 
according to the County General Hospital discharge summary for her 
January 5-8, 2012, hospital stay. This discharge summary has been 
submitted with Collette’s disability application. 
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Documenting Substance Use in the Medical Summary Report



• Collette also recently attended outpatient substance use treatment 
at the County Probation Alternatives Program. She attended this 
treatment from December 12, 2011, through February 13, 2012. 
These County Probation Alternatives Program records indicate 
several examples of how her mental health symptoms limited her 
functioning during this treatment program. For example, she was 
guarded, she had little interaction with staff, she showed a lack of 
interest, she was depressed, she frequently cried, she refused group 
therapy, she left treatment early, etc. These records also indicate 
she had negative urine tox screens throughout this treatment 
program. These treatment records, including progress notes from 
her counselor, Barbara Jackson, at the County Probation 
Alternatives Program have been submitted with Collette’s disability 
application.36

Documenting Substance Use in the Medical Summary Report



• Collette’s treatment records from the Any County Jail Mental Health 
Services also contain evidence that her mental health symptoms 
continue to cause her significant functional limitations in the 
absence of substance use. Despite not using substances during her 
most recent incarceration, on April 7, 2012, mental health staff at 
the jail noted that Collette’s mood was depressed, her affect was 
tearful, she had trouble responding to questions, she had no energy 
to keep up with her hygiene or report for counts, she did not want 
to eat, and she was crying and staring blankly at walls. Collette was 
referred to psychiatry at Any County Jail, completed a psychiatric 
evaluation with Dr. Francesca Tompkins on April 9, 2012, and was 
provided with medications for her depression. These Any County Jail 
records have been submitted with Collette’s disability application.
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Documenting Substance Use in the Medical Summary Report



• Project Associate  
• State Liaison: AL, IN, MA, ME, 

NC, RI, TX, VT
• Subject Matter Expert: 

Integrating 
Peer Work into SOAR 

• Just me and my mama, Avid 
Traveler, Reader, Disney 
Lover, and proud member of 
Hufflepuff House (HP Fam 
what up?)
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Sametra Polkah-Toe

Picture



I’m having difficulty 
getting my Medical 
Summary Report 
signed. Any tips? 

https://soarworks.samhsa.gov/article/what-medical-providers-need-to-know

FAQ: 

https://soarworks.samhsa.gov/article/what-medical-providers-need-to-know


• Create and maintain a safe space for you and the applicant
• Keep your promises: Under promise and over deliver
• Find out where the person spends his/her time 
• Develop ways to maintain contact, including someone to contact 

should you need to reach the applicant
• Ask open-ended questions
• Be mindful of non-verbal communication
• Be respectful and understanding of cultural differences
40

FAQ: Engaging Applicants
How do I work with applicants that are difficult to engage? 



• Be sensitive to influences that affect a person’s willingness and ability to provide 
information.

• Be appropriately responsive to how information shared by the applicant impacts you.
– Consider how a potential applicant’s racial, ethnic, and cultural backgrounds may impact 

their perceptions regarding their disabilities, diagnoses, symptoms, and treatment.
– Be mindful of how this may impact your opinions/feelings/attitudes toward the client’s 

functioning.
• How a question is asked is as important as asking the question.

– Be sensitive and respectful with your approach.
– Is it possible to get the information without having to ask the applicant?

• Overarching questions:
– Does asking for this information help provide insight into the applicant’s functioning? 
– Is the question being asked in a way that conveys a sense of care and non-judgment?
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Trauma-Informed Interviewing



• Opportunities to participate in advanced training such 
as the SOAR Online Course could provide peer 
workers opportunities to acquire additional valuable 
skills and knowledge. 

• Increased marketability for peer workers in 
competitive job markets 

• Expansion of available services offered by the 
agency 

• SOAR-trained peer workers can play a vital role in 
increasing the agency’s capacity to serve more 
applicants, provide support to existing SOAR-trained 
staff, and improve the quality of applications. 

• Peers can utilize their lived experience to help others 
navigate the benefits application process. 
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FAQ: SOAR and Peer Work: Mutual Benefits

Can peer workers assist with SOAR applications?



• Guidance is available on 
collaborating with state Peer 
Specialist Certification Boards. 
– The requirements for certified peer 

support specialists vary by state, 
and certification bodies range from 
state government entities to 
independent non-profit 
organizations.

• Collaborating with Peer 
Certification Boards to integrate 
SOAR within the Peer 
Certification Process is a viable 
strategy for supporting SOAR 
work in your community!
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Integrating SOAR with Peer Certification Guide 



• Senior Project Associate 
• State Liaison: KY, ND, NJ, NV, 

WI, WV 
• Subject Matter Expert: Using 

SOAR Model with Appeals 
• Jersey Girl, Bruuuuuce, 

Proud Rescue Dog Mom, and 
playing unique public golf 
courses.
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Pam Heine



FAQ:

• The SOAR process can assist with 
appeals!

• SOAR has successfully assisted 17,127 
persons experiencing or at risk of 
homelessness through the appeals 
process.

• 50% cumulative approval rate, in an 
average of 177 days in 2022
– Reconsiderations had a 36% approval 

rate. (SSA national average is 13%)
– ALJ Hearings had a 59% approval rate. 

(SSA national average is 45%)
• Compared to the average national 

processing time of 330 days!

Can I use the SOAR 
model with appeals?
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• First level of appeal in all states
• Must be filed within 60 days of the date of the receipt of the initial 

denial notice
• Three forms to file:

– SSA-561: Request for Reconsideration
– SSA-3441: Disability Report- Appeal
– SSA-827: Authorization to Disclose Information to SSA

• The applicant may submit additional medical evidence and records
• DDS takes a new look at the case and makes a “recon 

determination”
– New disability examiner/analyst and reviewing physician
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Reconsideration



• Starting a new application results in:
– The loss of the earlier protective filing date and 

potential loss of months of back benefits
• Requesting reconsideration:

– Preserves the protective filing date and potential 
eligibility for months of back benefits

• Be sure the applicant knows the difference and is 
making an informed choice!

47

Appeal vs. New Application



• The applicant can still appeal if there is “Good Cause” for missing 
the deadline.

• Accepted “good causes” for late filing:
– Related to applicant’s disability
– Limited English proficiency and/or education
– Failure to understand the requirements
– Failure to receive denial notice within 5 days of the date on the notice
– Unusual or unavoidable circumstances such as hospitalization

48

FAQ: Appeals

SOAR Tool: Sample Good Cause Letter

What happens if I miss the appeal deadline? 



• After the applicant makes an informed decision to 
continue appealing to the ALJ or AC levels, you may 
refer the applicant to the following places for legal help 
in your community:
– Legal Aid
– Private attorney, e.g., Pro-Bono obligation
– County Bar Association
– Law School Legal Clinics

49

Referring Denials to Other Legal Services

If the applicant wants to appeal the reconsideration denial, how can I help 
when I’m not able to continue the representation with the ALJ hearing? 



• Submitting Appeals Using SOAR: Tools & Resource Packet 
• Tips for Pending Applications & Appeals
• Reviewing Denial Notices and the Electronic File
• Filing Online with iAppeals
• Appointed Representative Services (ARS)
• Opening an Encrypted SSA CD-ROM
• Continuing Disability Review (CDR) FAQs
• ALJ Hearings: On the Record
• https://soarworks.samhsa.gov/topics/appeals

50

Resources for SOAR-Assisted Appeals

https://soarworks.prainc.com/topics/appeals


• Project Director
• State Liaison: DC, MD, WA
• Subject Matter Expert: 

Program Development, 
Collaboration Building, 
Employment Integration

• Mama, Social Worker, 
outdoor adventurer, 
organizer, coffee enthusiast
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Kristin Lupfer



FAQ:
Will an applicant be 
denied if they are 
working during the 
application process?
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FAQ: Impact of Employment on Benefits

• Establishing FACTS to dispel myths:
– FACT: Individuals with behavioral health 

conditions DO want to work.
– FACT: Individuals CAN work while 

applying for and receiving Social Security 
disability benefits.

– FACT: It is possible to combine income 
from the VA, SSA, and employment, 
depending on the benefits received and 
the amount of work

Can an SSI/SSDI beneficiary work more than 20 hours or will their 
benefits be cut?
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Resource: SOAR Employment Conversation Guide



• SSI: Medicaid
– May continue under Federal Rule 1619B even if SSI cash payments stop
– Earnings must remain below state threshold 

• SSDI: Medicare
– Continues for 93 months (7.75 years) after the last month of the Trial Work 

Period
– May be purchased after 93 months under certain conditions;  premium costs 

for Part A then apply
• https://soarworks.samhsa.gov/article/ssissdi-and-employment-a-brief-

overview-of-ssa-work-incentives
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FAQ: Impact of Employment on Health Insurance
What happens to health insurance when an SSI/SSDI beneficiary starts 
working?

https://soarworks.samhsa.gov/article/ssissdi-and-employment-a-brief-overview-of-ssa-work-incentives


• Senior Project Associate
• SOAR Online Application Tracking 

(OAT) Administrator
• Website/SOAR Online Course, all 

things Tech
• Mom to two girls in their 20s(!)
• Enjoy traveling with friends and 

family (ideally to a beach).
• Daily hobbies: New York Times 

Crossword Puzzle, Spelling Bee, & 
Wordle!
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Suzy Sodergren



FAQ:

https://soartrack.samhsa.gov

How can I track my 
SOAR-assisted 
SSI/SSDI outcomes?

57

https://soartrack.prainc.com/


• OAT is for tracking the outcomes (i.e., 
decisions) of SOAR-assisted SSI/SSDI 
applications.

• The system does not communicate with SSA, 
DDS, HMIS, or other outside systems.

• You must pass the SOAR Online Course 
before registering for OAT.
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FAQ: Online Application Tracking (OAT) 
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FAQ: OAT Registration
I supervise SOAR-trained staff, but I have not taken the SOAR 
Online Course – can I still register for OAT?
https://soartrack.samhsa.gov/register

https://soartrack.samhsa.gov/register
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FAQ: OAT Account Updates
I have an OAT account, but I recently got a new job – can my account be 
updated?



FAQ: OAT Applicant IDs

• No personally identifiable information
• Alpha-numeric ID: 

– 2 letters 
– 2 numbers
– 2 letters 
– 4 numbers
– Example: AA11BB2222

• Case workers should record this ID in case file!
• Applicant ID#s can only be used once across all OAT users.

Why isn’t OAT accepting the Applicant ID# I am trying to create? Does 
that mean this applicant is already in OAT?
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FAQ: Pending Applications in OAT
How do I make edits to a case I have entered?

Pending Cases
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FAQ: Editing Applications in OAT
How do I make edits to a case I have entered?

Cases with a Decision
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FAQ: Tracking Appeals in OAT
An application I assisted with was denied. Do I need to create a new App 
ID# for the Reconsideration/ALJ Appeal?
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FAQ: Handling Appeals Referrals in OAT
A reconsideration I assisted with was denied, but my agency refers out 
to Legal Aid for Appeals. How do I record that in OAT?



• SOAR OAT User Guide
• SOAR OAT Reports Guide
• Support: soaroat@prainc.com

Resources: OAT User Guides

mailto:soaroat@prainc.com


Questions and 
Answers
Please type your 
questions into the 
Q&A box.
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• SOAR Works Website and Online Course: 
https://soarworks.samhsa.gov/

• SOAR Outcomes Tracking: 
https://soartrack.samhsa.gov/

• SOAR Frequently Asked Questions (FAQ): 
https://soarworks.samhsa.gov/faq
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Additional Resources

https://soarworks.prainc.com/
https://soartrack.samhsa.gov/
https://soarworks.samhsa.gov/faq


At the conclusion of the webinar you will be automatically re-
directed to a survey. Please click “Continue” when you receive this 
message:

69

Webinar Evaluation



SAMHSA’s mission is to reduce the impact of substance 
abuse and mental illness on America’s communities.

www.samhsa.gov
1-877-SAMHSA-7 (1-877-726-4727) ● 1-800-487-4889 (TDD)
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Thank You
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