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Dear Citizens of West Virginia:

I am proud to present our Office of Inspector General’s Federal Fiscal Year 2024 Annual Report
which covers the Quality Control Division’s activities for the period of October 1, 2023 through
September 30, 2024. This report summarizes our major efforts to uphold the integrity of Department
Human Services’ benefit programs by impartially evaluating program benefit determinations as
required by the Federal Government. The Quality Control Division is committed to fostering
accountability, ensuring transparency, and promoting efficiency in all processes to ensure accuracy
of benefit decisions, improve program operations, and reduce errors in determinations.

Some of our most significant accomplishments in our independent oversight of these various
programs include:

Guarding taxpayers’ dollars: Due to noncooperation with the Quality Control review process,
135 assistance cases were sanctioned by loss of benefits until the recipient cooperated,
resulting in actual savings of $226,109. 

Promoting integrity in government: We referred 161 matters to the Investigations & Fraud
Management Division for further investigation for suspected fraud, waste, and abuse.

Preventing fraud, waste, and abuse by providing oversight: Through our sampling process
we evaluated more than 1,046 active cases, statistically representing $537,818.86 in SNAP
issuance benefit dollars for accuracy.

Making government better: We made monthly recommendations to help the West Virginia
Department of Human Services identify areas for program improvement to facilitate compliance
with regulations or to be more efficient or effective as part of the process to ensure the accuracy
of benefit decisions, improves program operations, enhances customer service, and reduces
errors in benefits granted.

I want to thank the Quality Control Division’s staff for their passion for helping others, their
commitment to excellence and specialized knowledge in serving the citizens of West Virginia. This
annual report reflects their great work.

The Office of Inspector General and each of our nine divisions is here to serve as your independent
watchdog to promote the good government you deserve. Public support and input is critical to our
mission success. 

Please feel free to contact us at anytime at oig.wv.gov.
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Sincerely,

Ann Urling
Ann Urling, Inspector General

https://oig.wv.gov/


The Quality Control process was created and is regulated by the Food and Nutrition Service of the United
States Department of Agriculture. Each state is responsible for maintaining sound administration of all facets
of the Quality Control process. The integrity of the Quality Control process is outlined in the state’s sampling
plan, which is validated by the Food and Nutrition Service prior to the beginning of the fiscal year. The work
of the State Quality Control is monitored by the Food and Nutrition Service Regional Quality Control staff.
This is accomplished by a monthly re-review of state sampled cases combined with an annual management
review. At the end of each fiscal year, the State Quality Control Division complies and reports their findings.
The following represents such a report.

The purpose of the Quality Control process for active cases is to determine if households are eligible for and
receiving the correct amount of Supplemental Nutrition Assistance Program benefits at a given point in time.
Reviews of negative cases determine the correctness of the action to deny or terminate a household’s
benefits. Quality Control reviews are randomly selected by the state’s eligibility computer system, PATH,
monthly and assigned geographically to State Quality Control Reviewers.

For Federal Fiscal Year 2024, the Quality Control Division completed 811 of the 1,046 active Supplemental
Nutrition Assistance Program cases sampled for the year. There were 211 cases dropped as “incomplete”
due to failure or refusal to cooperate, and 24 cases dropped as “not subject to review”.

Quality Control Division data was collected from the 811 completed cases and conclusions are most valid
when applied on a statewide basis. Information by county, district, and region is included solely for the
purpose of payment accuracy. The number of cases sampled for individual offices is small; therefore, the
reliability of the data enables only general conclusions and trend identification. It is important to note that the
district offices and the customer service reporting center share responsibility for case activity for any
particular district office.

West Virginia’s error rate for Federal Fiscal Year 2024 is 9.43 percent, which is a decrease from the rate of
10.98 percent error rate for Federal Fiscal Year 2023. Based upon an annual Supplemental Nutrition
Assistance Program issuance of $573,818,861 for Federal Fiscal Year 2024, the Quality Control Division
estimates that $4,509,260 Supplemental Nutrition Assistance Program benefits are in error for any 
given month. 

EXECUTIVE
SUMMARY
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FFY 2023 SAMPLE

DISTRIBUTION
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TOTAL CASES

Correct Cases
Dropped Cases
Benefit Group Errors
Earned Income Errors
Unearned Income Errors
Deduction Errors
Computation/Reporting 
       System Errors

1046

711
235
18
28
19
12

23

Corrected Cases Dropped Cases

Benefit Group Errors

Earned Income Errors

Unearned Income Errors Deduction Errors

Computation/Reporting System Errors



SNAP SANCTION

DATA HISTORY

The Mickey Leland Memorial Domestic Hunger Relief Act of 1989 governs all sanction liability
determinations. The Farm Bill of 2002 established performance measures and bonuses. The Act put in
place a two-year liability system for excessive payment error rates. Under this system, a liability amount
is established when, for the second or subsequent consecutive fiscal years, the lower confidence limit of
a state’s payment error rate exceeds 105 percent of the national performance measure for payment error
rates. A state’s payment error rate comes with an upper and lower confidence limit, which reflects the
statistical uncertainty of the measurement. Six percent is the potential liability threshold provided in the
Act. If a state’s error rate is below six percent, no liability amount would be established. The following is a
summary of the active error rate for West Virginia since Federal Fiscal Year 2019.

For Federal Fiscal Year 2019, the Quality Control Division reported an error rate of 6.92 percent; the
federal adjusted rate was 7.44 percent. The national average was 7.36 percent. The state’s error rate
was above the six percent threshold, but the state was not placed in a sanction status because the
state’s lower confidence limit for the payment error rate did not exceed the national performance
measure by 105 percent.
For Federal Fiscal Year 2020, the Quality Control Division reported an error rate of 6.98 percent; the
Food and Nutrition Service did not validate this rate for any state or establish a Federal Fiscal Year
2020 national error rate based on the country-wide suspension of normal quality control practices due
to the COVID-19 Pandemic.
For Federal Fiscal Year 2021, the Quality Control Division opted into the quality control suspension
waiver that allowed all states to decide how to conduct Quality Control reviews until June 30, 2021,
due to the COVID-19 Pandemic. The Quality Control Division reduced the SNAP monthly caseload to
around 60 percent of the usual sample size per month until returning to full sample numbers on July
1, 2021. Because of this, yearly numbers reported are lower than typically required. The Quality
Control Division reported an error rate of 5.37 percent; the Food and Nutrition Service did not validate
this rate for any state or establish a Federal Fiscal Year 2021 national error rate based on the
country-wide suspension of normal quality control practices.
For Federal Fiscal Year 2022, the Quality Control Division reported an error rate of 9.25 percent; the
federal adjusted rate was 9.35 percent. The national average was 11.54 percent. The state’s error
rate was above the six percent liability threshold, but the state was not placed in sanction status
because the state’s lower confidence limit for the payment error rate did not exceed the national
performance rate.
For Federal Fiscal Year 2023, the Quality Control Division reported an error rate of 10.33 percent; the
federal adjusted rate was 10.98 percent. The national average was 11.68 percent. The state’s error
rate was above the six percent liability threshold, but the state was not placed in sanction status
because the state’s lower confidence limit for the payment error 

      rate did not exceed the national performance rate.
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SNAP SANCTION

DATA HISTORY

For Federal Fiscal Year 2024, the Quality Control Division reported an error rate of 9.88 percent; the
federal adjusted rate was 9.43 percent. The national average was 10.93 percent. The state’s error
rate was above the six percent liability threshold, but the state was not placed in sanction status
because the state’s lower confidence limit for the payment error rate did not exceed the national
performance rate.
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RECENT TRENDS IN
THE ERROR RATE

The Supplemental Nutrition Assistance Program sanction error rate decreased from 10.98 percent for
Federal Fiscal Year 2023 to 9.43 percent for Federal Fiscal Year 2024. The following is a table of
elements with the percentage of errors and annual costs for the last three years.
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Reporting systems (certification period errors) is the largest contributor to the error rate at 31.4
percent of all errors, with an average annual cost of $25,128,900.
Earned income is the largest contributor to the error rate at 24.7 percent of all errors, with an average
annual cost of $19,767,001.
*Unearned income is the third largest error element at 13.8 percent of all errors with an average
annual cost of $11,043,911. Unearned income includes child support income, other unearned
income, unemployment compensation, contributions, and supplemental social security.

These three combined elements make up 69.9% of all errors for this three-year time period.

Note: The average annual cost is an estimation based on the average three-year percentage multiplied
by the average three-year error costs of $80,028,345 from Federal Fiscal Year 2022-2024,



RECENT TRENDS IN

THE ERROR RATE
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ANALYSIS OF FINDINGS
FOR ACTIVE REVIEWS

Client and Agency Errors

For Federal Fiscal Year 2024, the ratio of case errors is as follows:
Case Errors - 64.0% Agency and 36.0% Client
Payment Errors - 66.0% Agency and 34.0% Client

The four factors of eligibility causing the most agency cited errors are:
1.Reporting Systems (Certification Period Errors)
2.Earned Income
3.Unearned Income
4.Household Composition

Policy incorrectly applied was the largest cause of all agency error payments at 19.79% of total payment
errors. Information disregarded or not acted on accounted for 11.15% of total payment errors. 

The three factors of eligibility causing the most client cited errors are:
1.Earned Income
2.Unearned Income
3.Household Composition 

Information not reported (non-fraud) was the largest cause of all agency errors at 15.45 percent of total
payment errors. Information withheld (fraud) accounted for 11.15 percent of total payment errors.

Error Discovery

Most payment errors, accounting for 43 percent, were found during the case record review, which
included the physical file as well as the electronic file. Payment errors discovered during the Quality
Control interview of the recipient accounted for 35 percent of all payment errors. Discovery through the
government automated match accounted for seven percent of the payment errors. Errors occurred more
often after the time of the most recent agency action. This accounted for 54 percent of payment errors.
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AGENCY CAUSED

ERRORS

CAUSE

Policy Incorrectly Applied
Information Disregarded
No Follow-Up/Incomplete Info
No Follow-Up/Impending Change
Proper Verification Not Obtained
Data Entry Error
Computation
Computer User Error
Incorrect Amount Budgeted
Incorrect Procedures (Forms)
Incorrect Procedures (Interview)
Incorrect Procedures (Timeframes)
Nature Code 97 Code Used
Other
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Percentage of
Error Cases

21.00%
10.00%
4.00%
1.00%
3.00%
9.00%
1.00%
1.00%
2.00%
3.00%
1.00%
1.00%
2.00%
5.00%

64.00%

Percentage of
Dollar Errors

19.79%
11.15%
4.88%
1.95%
1.16%
9.40%
0.67%
1.26%
1.35%
7.87%
0.25%
2.33%
0.91%
2.99%
66.0%



CLIENT CAUSED

ERRORS

CAUSE

Info Not Reported (Non-Fraud)
Inaccurate Info Provided (Non-Fraud)
Info Withheld (Fraud)
Inaccurate Info Provided (Fraud)
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Case Errors Dollar Errors
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ERROR DISCOVERY

SOURCE

CAUSE

Case Record
Case Automated Match
Recipient Interview
Employer
Financial Institution
Landlord
Government Agency
Government Automated Match
Other
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ERROR

OCCURRENCE
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Type of Action
Certification
Recertification

When Errors Occurred
Before Most Recent Action by Agency
At the Time of Most Recent Action by Agency
After Most Recent Action by Agency

Percentage of
Error Cases

38%
62%

8%
37%
55%

Percentage of
Dollar Errors

38%
62%

6%
40%
54%

Certification Recertification

Before Most Recent Action by Agency

At the Time of  Most Recent Action by Agency

After Most Recent Action by Agency

SNAP FFY 2024
Type of Action

SNAP FFY 2024
When Errors Occurred
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Quality Control Findings by Region for Federal Fiscal Year 2022 - 2024



FINDINGS BY COUNTY
TOTAL ERROR
PAYMENTS
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FINDINGS FOR
NEGATIVE CASE
REVIEW

Negative Case and Procedure Error Rate (CAPER)

Quality Control reviews of negative cases and procedures (CAPER) are primarily desk reviews
conducted to determine whether the decision to deny or to terminate the household’s Supplemental
Nutrition Assistance Program benefit was correct and to determine if all procedures were properly
followed.

For Federal Fiscal Year 2024, the Quality Control Division completed 714 of the 730 sampled cases.
There were 16 cases dropped as “not subject to review” (NSTR). Of the 714 completed cases, 263 cases
were identified as invalid negative actions, resulting in an increase in the CAPER rate from 28.12 percent
reported for Federal Fiscal Year 2023 to 36.83 percent reported as the rate for Federal Fiscal Year 2024.
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SNAP SAVINGS &
CLAIM
INFORMATION
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Quality Control Case Sanction Savings

The Food and Nutrition Service has mandated that all Supplemental Nutrition Assistance Program
households that have been selected for Quality Control review and have refused to cooperate with
Quality Control, must be sanctioned and have their Supplemental Nutrition Assistance Program benefits
terminated. Per the Food and Nutrition Service Handbook  310, the Food and Nutrition Service has
defined refusal to cooperate as the Supplemental Nutrition Assistance Program household having “the
ability to take required actions that are necessary to complete the Quality Control review process but
clearly demonstrates it will not take such actions.”

Quality Control sanctions last until 115 days after the end of the Federal Fiscal Year or until the client
cooperates with Quality Control, whichever is earlier. The application of Quality Control sanctions and
termination of Supplemental Nutrition Assistance Program benefits results in fiscal savings for the State
and Federal Government. 

For Supplemental Nutrition Assistance Program cases selected for Quality Control review in Federal
Fiscal Year 2024, the Quality Control Division requested the West Virginia Department of Human
Services to sanction 135 Supplemental Nutrition Assistance Program cases. The Quality Control Division
has tracked the savings of each sanctioned Supplemental Nutrition Assistance Program case from the
beginning month of the sanction until the end month of the sanction. The sanctioned cases resulted in
savings of $226,109 in Supplemental Nutrition Assistance Program benefits for Federal Fiscal Year 2024.
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MONTH
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November 2023
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January 2024
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TOTAL

Actual Savings
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$4,106
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$226,109
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SNAP SAVINGS &
CLAIM
INFORMATION
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Claims Established by the Investigations and Fraud Management Division

Each review conducted by the Quality Control Division found to have been overissued Supplemental
Nutrition Assistance Program benefits is referred to the Investigations and Fraud Management Division of
the Office of Inspector General. The Investigations and Fraud Management Division can establish
repayment and fraud claims based on these referrals.

The Investigations and Fraud Management Division provided information to the Quality Control Division
based on these referrals. From July 2022 to June 2024, the Investigations and Fraud Management
Division established 161 claims based on the Quality Control Division referrals that total $275,922.00 to
be recouped. The Investigations and Fraud Management Division has recouped $60,498.58 of this
amount as of the time of this report.

The Investigations and Fraud Management Division has also found that six of the 161 claims were the
result of Intentional Program Violation. These cases are further penalized from receiving Supplemental
Nutrition Assistance Program benefits for a specific amount of time resulting in further savings in
Supplemental Nutrition Assistance Program benefits. 
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RECOMMENDATIONS 
TO REDUCE SNAP
ERROR RATES
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Recommendations for the Office of Inspector General
Enhance Income Verification Tools: Provide the Investigations and Fraud Management Division
with access to The Work Number for more reliable and comprehensive employment data. Current
Equifax access is limited, resulting in less efficient investigations. Access to The Work Number would
improve accuracy, reduce investigation timeframes, and enhance overall efficiency. The Office of
Inspector General is actively seeking funding to implement this recommendation.

Expand Fraud Detection Capabilities: Authorize the Investigations and Fraud Management
Division to utilize advanced fraud detection software within the People’s Access To Help (PATH)
system to identify potentially fraudulent applications and prioritize high-value cases. The Office of
Inspector General has applied for federal grant funding to support this initiative.

Strengthen Front-End Fraud Prevention Efforts: Expand the Investigation and Fraud Management
Division’s front-end fraud detection and prevention efforts statewide to proactively identify and
address household composition fraud during the application process. The Office of Inspector General
is implementing internal operational changes to ensure regional coverage across all West Virginia
counties. 

Recommendations for the West Virginia Department of Human Services
Strengthen Eligibility Review Processes & Case Interview Practices: Require senior economic
services staff to conduct secondary reviews of eligibility determinations and PRC-2 forms to ensure
accuracy before case confirmation. Streamline workflows to maximize case reviews within the initial
10-day application period, allowing agency errors to be corrected before they impact the state’s error
rate. Direct staff to question applicants whose reported expenses exceed income, verify supporting
documentation, and refer questionable cases to the Office of Inspector General/Investigations and
Fraud Management Division. The Department has implemented some revisions to PRC-2 forms and
is pursuing additional updates.

Ensure Timely Response to Data Alerts: Require prompt action by economic services staff on
system-generated alerts to prevent avoidable errors and ensure timely case updates.

Improve PATH System Performance & Vendor Accountability: Address latency and outdated
programming within the PATH system to enhance timeliness and accuracy of Quality Control reviews.
Strengthen vendor accountability for overdue system changes (some more than two years old),
require transparent reporting of billed hours and project progress, and ensure the Department
maintains authority and control to independently implement critical corrections and notice updates.

Enhance Staff Training & Accountability: Continuously assess and improve economic services
staff training and ensure consistent application of policies and procedures. Implement accountability
measures and targeted training to address recurring agency errors and improve case accuracy. 

Modernize EBT Cards & Strengthen Fraud Prevention: Collaborate with the vendor to upgrade
Electronic Benefit Transfer (EBT) cards with enhanced security features such as embedded chips
and fraud alerts. Require ID verification for transactions and enable on-site card issuance at county
offices to improve efficiency and reduce processing errors. 

Based on the work during this state
fiscal year and contents of this report,
the Inspector General makes the
following recommendations:
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