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Agenda 

Alberta Supports Overview

Income Support Program Overview

Supporting the Application Process

What to Expect

Presenter
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Bonda

Today we would like to provide you with information about the Income Support program, and how best to support individuals in the application process.

We will provide an overview of the Income Support program, including benefits and discuss the application and assessment process.  

We will also review the information requested in the Income Support application so that you are able to provide support and clarity to individuals completing an application.
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Our Goal: To 
come together to 
support Albertans

Presenter
Presentation Notes
Bonda

Our goal in coming today is to focus on our common work of supporting Albertans, and to support each other in doing so.  

We will be providing an updated list of program contacts by community, an income support fact sheet, a copy of this deck and we hope to return next month for an additional presentation about AISH and the new Alberta Disability Assistance Program (ADAP)program.
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Before we get into details about the Income Support program, we would like to share information about Alberta Supports as a whole. ​
​
Alberta Supports includes Income Support, Employment Services, Child Support Services, and the AISH programs. 

The Alberta Supports Contact Centre is an important resource for Albertans navigating provincial programs including Income Support.
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• Albertans can call the Alberta Supports Contact Centre toll 
free at 1-877-644-9992, from Monday to Friday, between the 
hours of 7:30 a.m. and 8:00 p.m. 

• 24/7 Emergency Income Support Contact Centre, toll free at 
1-866-644-5135.

• An Alberta Supports Coordinator will assess their needs and 
provide information to help them navigate the best options for 
their situation.

• AlbertaSupports.ca

Alberta Supports Contact Centre

Presenter
Presentation Notes
Bonda

Alberta Supports helps Albertans navigate a broad range of government and community programs, including financial and employment supports, programs for seniors and many others. Currently, help is available in over 200 languages 

Albertans can call the Alberta Supports Contact Centre toll free at 1-877-644-9992, from Monday to Friday, between the hours of 7:30 a.m. and 8:00 p.m. An Alberta Supports Coordinator will assess their needs and provide information to help them navigate the best options for their situation.   ​
​
People facing an emergency after hours and needing assistance with basic needs, like shelter, food, clothing and transportation can contact the Income Support Contact Centre, which is available 24 hours a day, seven days a week, toll free at 1-866-644-5135.   ​
​
Albertans can also visit the Alberta Supports website to find, and apply for, a number of services including the Income Support and Assured Income for the Severely Handicapped (AISH) programs.  ​
​
 ​
​




Classification: Protected A

Income Support

6



Classification: Protected A
7

• A Division within the Ministry 
of Assisted Living and Social 
Services

• Program Delivery divided 
between North & South Zone

Employment and Financial Services

Presenter
Presentation Notes
Bonda - 
Employment and Financial Services (EFS) is a Division within the Ministry of Assisted Living and Social Services (formerly known as Seniors and Community Social Services).   The Division has five branches – Employment Services which is our contracted services area, of which last fall launched Work First Alberta -  a provincial campaign connecting employers and job seekers across the province; Income Services – which is the policy and fraud investigation branch; Common Service Delivery – these folks are voice of Alberta Supports and offer two call centres – the Alberta Supports Contact Centre that provides Albertans with resources and information for for social service programs like Income Support, AISH, Emergency Financial Assistance, Adult and Child Health Benefits, Child support Services and Career advising.  CSD also operates the Income Support Contact Centre which was affectionately referred to as our 'crisis team' and is available 24-7.  Lastly, there are two delivery zones for EFS – North and South.  I am the Executive Director for the South Zone and Kayla is one of our managers in the Income Support and Child Support Services program delivery.  The two delivery zones  provide the direct service of the Income Support and AISH programs to Albertans through our over 50 public facing Alberta Supports Centers across the province.  The boundary runs just south of Leduc, and north of Drayton Valley, Camrose and Vermilion.  We strive to provide equitable service delivery regardless of where you live in the province.  In our South Zone, we have approximately 650 staff made up of admin teams, AISH Generalists, Support and Financial Services Coordinators, Career and Employment Consultants, Child Support Services Workers, support teams for issues management and data analytics, supervisors and managers.  The staff are located in 23 centres in the southern part of the province.  
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Helps unemployed, under-employed and low-income 
Albertans including:
• Financial assistance with basic living costs including food, 

clothing, and shelter ​.
• Health Benefits (prescription, optical, ambulance, and others) ​.
• Supports towards independence including employment support.

Purpose

Presenter
Presentation Notes
Mel

The Income Support program helps Albertans who have limited assets and income cover basic living expenses like food, clothing, and shelter. ​

Income Support also provides assistance to eligible Albertans who have income but need help to pay for an unexpected emergency. ​
​
Depending on the situation, the program may provide assistance with basic needs, health benefits and other emergency benefits.
​





Classification: Protected A
9

To provide temporary supports while recipients move 
towards independence.

Intention

Financial 
Benefits

Action 
Plan Independence

Presenter
Presentation Notes
Mel

Financial benefits are an important component to supporting clients while they actively move towards a better source of income, however it is just one component, and not the intent of the program. 

Income Support is a tool, intended to support independence.  

All Income Support recipients have an Action Plan outlining steps towards reaching independence. Action Plans contain steps that are within each recipient’s capability - this may include seeking employment or accessing supports such as medical and mental health treatment so that training and employment may be possible. ​

Progressing in an Action Plan has always been a legislated requirement of the program with lack of progress impacting eligibility. As of July 1, 2026, the Income Support, Training and Health Benefits Regulation will include a new regulation that will limit financial support to six months for Expected to Work clients who do not progress within their Action Plan, with exceptions as appropriate. 

Staff work very hard to engage clients in their Action Plan with the goal of seeing clients achieve a higher income and greater stability – where possible Case Management emphasizes employment as the primary path to self-sufficiency.  
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Alberta resident Applicant is at least 
18 years of age

Eligible immigration 
status 

Accessing all other 
income programs 

and resources they 
are eligible for

Actively participate 
in program 

expectations

General Eligibility 

Presenter
Presentation Notes
Mel

Because the Income Support program includes more than financial benefits, eligibility includes non-financial components.  

General eligibility for Income Support includes:
Residency in Alberta
One member of the household must be an adult
The applicant must have an eligible immigration status
All other sources of income available to the applicant must be accessed, and
The applicant must be willing to actively participate in program expectations to progress towards independence

These eligibility requirement are legislated – meaning staff do not have discretion to waive them.  As we have shared, participation in an Action Plan is an eligibility requirement – applicants must agree to participate to open their file, and recipients are required to progress to maintain eligibility.  
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Financial Eligibility

Bank statements/financial documents are required

Household income and assets are assessed 
against Income Support thresholds

Certain income and assets are exempt or partly 
exempt

Presenter
Presentation Notes
Mel

In addition to general eligibility, applicants must be financially eligible to receive Income Support benefits.  

Financial eligibility is both income and asset tested. A household can have approximately three times their Income Support budget in non-exempt assets and must have a lower income than is offered by the program to be eligible for ongoing financial support.  

 In order to assess whether applicants are financially eligible, the assessor will ask a series of detailed questions and require documentation from the applicant to verify or substantiate certain information.

Certain income and assets are exempt and do not impact financial eligibility – examples include Canada Child Benefit, and GST rebates. 
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Core

Income Support Benefits

Supplementary Health
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If eligible, an applicant or recipients may receive three types of benefits.  

Income Support benefits includes:​

​Core benefits, which are meant to cover ongoing basic expenses like rent and groceries. Core benefit rates differ with family size, marital status, and client type. ​

Supplementary benefits cover expenses unique to the individual. Supplementary benefits may include special diets, childcare costs, etc. These supplementary benefits can also be accessed by active clients, applicants, and those seeking one-time assistance. Eligibility criteria differs depending on the specific benefit.  
​
Health coverage includes prescription coverage, optical, and dental services, and may also be available to income support clients, applicants, and people seeking one time assistance. ​
​
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• To identify emergency 
applications.

• To inform the eligibility decision.
• All information provided by the 

applicant is reviewed and 
confirmed.

 

How Income Support Staff Action the Application

Presenter
Presentation Notes
Bonda

Before we speak to how you can support the application process, we would like to share how program staff will use the Income Support application.

The Income Support application is an important starting point in determining eligibility and providing support.  

Information provided in the application determines whether an application is considered an emergency application.  Emergency applications:
Receive a response within 48 hours (most often 24) 
Are prioritized for immediate action and
Are assigned to staff in the region of the applicant (this is different than the provincial approach taken with regular applications).  

Individuals escaping abuse or facing eviction are examples of emergencies.

Information provided in the application also informs eligibility for Income Support.  Please note that all information in the application will be reviewed with the applicant in the assessment conversation.  
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• Determine applicant circumstances 
meet legislation requirements for 
eligibility.

• Collaboratively build an Action Plan 
supporting clients to move towards 
independence.

• Review program expectations.

Assessment Conversation

Presenter
Presentation Notes
Bonda

The Income Support application provides information that will be the basis of an assessment conversation.

The assessment conversation supports the following outcomes:

Confirm legislation requirements for eligibility.  The Income Support program is based on legislation that defines overall eligibility and eligibility for specific benefits. During the assessment conversation staff will ask clarifying questions about an applicant's circumstances.  Staff are trained in their role to be empathetic and sensitive in how to probe for further information.  

Staff do NOT have discretion, however, to work outside of legislation and must substantiate details when legislation requires it.

Another important outcome of the assessment conversation is to collaboratively build an Action Plan supporting movement towards independence.  All Income Support clients must have an Action Plan. Action Plans are built within an individual's capacity for successful completion.   

In the assessment conversation program expectations are also reviewed.  This includes details about completing monthly reporting, providing updates on Action Plans, and informing the program of any big changes. Clients receive a copy of their action plan for their own sign off during the Employment Readiness Assessment. 
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Important

Online 
Applications

Interpreter 
Support

In Person 
Applications

Presenter
Presentation Notes
Mel

The preferred method of applying for Income Support is online. Non-emergency applications are assigned provincially in the order they are received to ensure equitable service for all Albertans. 

It is important to note that interpreter services can be arranged to support the assessment conversation following an online application.  We have access to a services that interprets over 200 languages including 23 indigenous languages

Applicants who are unable to apply online and require in-person services, can contact their local Alberta Supports Centre to discuss alternate ways to apply which may include an in-person appointment. Individuals who walk into our sites will be assessed to determine if they can manage the online application process with support from our staff, using our computers. If that is not a viable option, an in-person appointment will be arranged. 
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Navigator

Supporting Roles

Completer
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For most Income Support applicants, the online application process is manageable – applicants are able to provide answers to questions in the application and attach the appropriate documents.  

For some applicants, the application process itself can become a barrier.  If you are supporting an individual to complete an application, please consider the difference between assisting an individual to navigate the application process, and completing the application on their behalf.

Where possible, the applicant should complete the application because the assessment conversation that follows is meant to assess the true circumstances of the applicant, and not an interpretation of their circumstances.  

Providing navigation support may include clarifying terminology, and addressing technical challenges, but ultimately the answers to questions are decided by the applicant.  

Completion of an application on an applicant’s behalf should be limited to circumstances where the applicant is unable to articulate their own answers even when clarity is provided.  In these circumstances, the Completer is assuming accountability for the information provided.
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Include if available:
• Identification for the applicant 

and any dependents
• Bank statements for 60 days 

prior to the date of application
• Direct deposit information
• Medical letter – if unable to 

work for medical reasons

• Joint accounts
• Lack of ID
• Lack of documentation at 

application
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Documentation: Considerations:

Presenter
Presentation Notes
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As we’ve shared, providing documentation is part of Income Support eligibility.

Where possible the following documents should be gathered prior to the application for efficiency, and to ensure the application is completed accurately:
Identification for the applicant and any dependents
Bank statements for all accounts for 60 days prior to the date of application
Direct deposit information
Medical letter – if you cannot work for medical reasons

It is important to note that applications can be made without supporting documentation, and that the assessing CEC will take into consideration the circumstances preventing an applicant from providing documentation – for example, an applicant fleeing abuse without ID, or with a joint account with their abuser.

In cases where the applicant has a joint bank accounts with their abuser, the documentation requirement may be waived.
Individuals lacking ID may be able to submit ID within 30 days.  In these cases, agency staff can submit a photo of the applicant as a temporary measure and details about how the individual is being supported to obtain new ID.
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• Applicants will need an 
Alberta.ca account to submit 
an Income Support 
application.

• alberta.ca/alberta-ca-
account-for-personal-use 
includes a step-by-step 
guide to creating an account.

Alberta.ca Account

Verified Account
• For Alberta residents
• Requires proof of 

identity identity.

Basic Account
• Available to everyone
• No proof of identity 

needed identity.

Presenter
Presentation Notes
Mel

Applicants will need an Alberta.ca Account to create or submit an Income Support application. The application can be made using either a Verified or Basic Account.  

Creating an alberta.ca account is similar to setting up a profile or email account and can be completed in a few minutes. To verify an account, an Albertan needs a current and valid Alberta driver’s licence or Alberta identification card. The Albertan can choose to have a verification code by text message or by mail. 

www.alberta.ca/alberta-ca-account-for-personal-use provides more information on how to create, verify and manage your Alberta.ca Account for personal use including step-by-step instructions on how to create an account.  

Some advantages of having a Verified Alberta.ca account at the application stage is
Enabling digital signatures in applicable sections, eliminating the need for Verified applicants to download, print, sign, documents
Pre-populating personal information reducing data entry errors
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We will not be reviewing every question in the Income Support application, but we will review key points.  Definitions for key application fields are imbedded in the application for clarity.
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Application – My Situation

Support
• Are you applying for yourself 

or somebody else? 
• Do you have a Financial 

Administrator?
• Would you like to name an 

individual or organization the 
Income Support program can 
contact, or who can contact 
the Income Support program, 
about your application?

Emergency
• Do you have an eviction 

notice that requires you to 
move out within the next 5 
days?

• Are your utilities being cut-off 
within the next 5 days? e.g. 
power, gas, water.

• Are you leaving an abusive 
situation? 

Presenter
Presentation Notes
Bonda

The initial part of the application asks questions about any support being provided to complete the application and whether the circumstances are emergent.

The applicant will be asked if the application is being completed on another’s behalf, and if the applicant has a Financial Administrator.  Answering “yes” to these questions implies that the applicant requires a significant level of support, and that the Completer has some accountability for the information provided.

The applicant can also designate a third party who can be contacted regarding the application. With the applicant's consent, your organization can be listed as a contact to support the application process.  

There are also three questions asking about emergent circumstances.  Applicants who answer “yes” to any of these questions will be asked for further details in the assessment conversation.  If they answer yes but it turns out they do not actually meet this criteria, Income Support staff will insert their application into the queue so that the Albertan does not need to re-apply.
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Application – Personal Information

Applicant Spouse Dependent

Presenter
Presentation Notes
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Depending on the family composition of the applicant, personal information is required for the applicant, spouse, and dependents including Social Insurance number, birthdate, citizenship, and treaty status.

An individual who has left their spouse or partner does not need to provide spousal information.  

These details may need to be verified with associated documentation.  As mentioned earlier, if ID is not available due to the circumstances, the assessing CEC will discuss options for providing documents after the file has been opened.
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Application – Financial

Income
• Are you currently working? 
• What type of work do you do 

at this job? 
• On average how many hours 

do you work per week?
• Are you receiving or have 

you applied for Employment 
Insurance (EI)?

• Describe all sources of 
income.

Assets
• Did you sell or give away any 

assets in the past month?
• Do you own a vehicle? 
• Do you own property or land 

- (other than the home you 
live in)?

• Do you own a business? 
• Do you have any other 

assets?

Presenter
Presentation Notes
Bonda

The Income Support program is an income and asset tested program.  Financial information is a requirement to determine eligibility.

Applicants will be asked about their current employment circumstances and to identify any sources of income they currently receive.

Applicants will also be asked about any assets (financial or physical) that they currently possess. Answering yes to these questions does not necessarily prevent you from being eligible for Income Support, but it is important that the Albertan provides an honest and accurate depiction of their entire situation. 

Please NOTE – It is possible to be provided one time assistance when income and assets exceed eligibility for ongoing support.  It is always best to provide as much information as possible.  
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Income documents - Bank 
statement(s) showing:
• The name of the account 

holder and 
• 60 days of transactions for 

all your bank accounts.

Bank Statements

Presenter
Presentation Notes
Bonda

Bank statements that include the name of the account holder and show transactions for the last 60 days are required for ALL accounts.

Incomplete bank statements are one of the most common reasons that applications do not proceed beyond the assessment conversation.  It is a legislated requirement that staff understand a client's financial circumstances.

Incomplete bank statement include statements that:
Do not include the 60-day date range.
Do not include the client’s name.
Show transfers to a bank account that they did not provide statements for.  
Show income that the client is not able or willing to explain
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Application - Declaration

The information on 
this application 
describes the 
financial and 

household situation 
for the applicant.

When receiving 
Income Support 

benefits, the 
applicant will report 
all money received. 

I understand I have 
the right to appeal a 
decision within 30 
days of being told 
of the decision.

I understand that I 
must comply with 

program 
expectations to 
continue to be 

eligible for benefits.

Presenter
Presentation Notes
Bonda

Applicants are required to sign a legal declaration outlining 12 points, including those listed on this slide.

It is very important that the applicant consider all points listed in the declaration because:

It is a legal declaration of true information and in some circumstances fraud charges could be applied when false information is declared.

It reflects that in addition to providing financial information as part of the application, clients are required to continue sharing their financial circumstances monthly.

Applicants and recipients can appeal eligibility decisions within 30 days.

Beyond the application, continued eligibility for Income Support is based on complying with program expectations including the active completion of an Action Plan.  
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Email 
Confirmation

What to Expect

CEC         
Contact 

Assessment 
Conversation

Additional 
Details

Decision

Presenter
Presentation Notes
Mel

When an application is submitted online, an email confirmation is sent to the applicant which also identifies any missing information in the application.

A Career and Employment Consultant will initiate contact with the applicant to arrange a time for the assessment conversation.  CECs will use the phone number and email provided in the application.  Some applications do not proceed beyond this point because the applicant cannot be reached.  Providing contact information, checking email and voicemail are crucial for applicants. Providing the number of a third-party contact can help mitigate challenges with contact.

A phone conversation will be scheduled to complete the assessment.  Information in the application will be reviewed with the applicant.  If there are any missing details, or additional details are needed based on the assessment, the CEC will request that documents be submitted so that the application can proceed. It is important that the applicant share any challenges with obtaining information so that additional time can be given or alternatives explored.

Once all information is provided, an eligibility decision is made, and benefits are issued.  

Applicants can appeal decisions to deny benefits within 30 days of the decision.  The CEC will provide information on how to proceed with an appeal, which includes having the decision reviewed by a supervisor, and potentially filing a formal appeal.  
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• Households that have 
financial resources to meet 
their ongoing needs may be 
eligible for assistance with a 
one-time emergency.

One Time Emergencies 

Presenter
Presentation Notes
Mel

One possible outcome of an eligibility decision is the issue of one-time benefits. In this case the client is not eligible for ongoing financial benefits based on their financial resources but may receive one time assistance with an emergency need.  

For example, a household with employment income may not be eligible for ongoing Income Support Benefits but may be eligible for assistance with Escaping Abuse Household Start Up and Damage Deposit, if their existing income is not enough to address the emergency.
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• Access
• Application questions
• Consultation
• Collaboration

How to Connect

Presenter
Presentation Notes
Mel

Today we have an updated copy of our office contact list and a couple of fact sheets about the Income Support and AISH program that we can share with you.  

Our supervisors and managers are available to answer questions, address access concerns, consult on supporting Albertans, and collaborate towards solutions.
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• Income Support staff refer an Albertan to FCSS if they:
• Are already accessing FCSS services and express a 

desire to seek support.
• Are in search of community supports outside the 

scope of Alberta Supports

How ALSS and FCSS Work Together

Presenter
Presentation Notes
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Income Support staff refer an Albertan to FCSS if they:
Are already accessing FCSS services and express a desire to seek support.
Are in search of community supports outside the scope of Alberta Supports
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Common Goals:
Albertans participate in community life 
through employment, volunteerism and 
other opportunities that foster their 
wellbeing and resiliency

Presenter
Presentation Notes
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The Income Support program and FCSS have the common goal of helping individuals and families improve their quality of life and build capacity to meet future challenges.  

It is a challenging goal, made easier by working together. 

Our programs operate within legislation – there are times when individual and families need more than what our programs can offer – we need partners to meet our common goal.  
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• Albertans can apply for Income Support online 
at www.alberta.ca/income-support-how-to-apply.aspx​.
• Alberta Supports Centres can be accessed to complete an 

online application.
• Supporting documentation should be gathered prior to applying ​.
• ​Once an application is received, Albertans can expect a call to 

determine their eligibility. ​
• Emergency applications are addressed within two business days.
• Albertans have the right to appeal eligibility decisions.

How to Apply

Presenter
Presentation Notes
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In Spring 2022, the department launched an online application to help Albertans access services regardless of where they live. Albertans can apply for Income Support online, and in certain instances in-person appointments can be requested. ​

To review:

​Albertans are encouraged to gather their supporting documentation prior to applying to help expedite the application process. ​

​Once an application is received, Albertans can expect a call to determine their eligibility. ​

​Timelines can vary based on volume of applications. Applications are processed in the order they are received. ​

​Emergency applications have priority and are addressed within 2 business days. ​

​If an Albertan is ineligible for Income Support, they have the right to appeal the decision within 30 days. Appeal forms can be found online and can be submitted to a local Alberta Supports office. Albertans can also request to speak with a supervisor to discuss any concerns they may have regarding decisions or service.

​

http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
http://www.alberta.ca/income-support-how-to-apply.aspx
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• Contact information for all Alberta Supports Centres is 
found at AlbertaSupports.ca

• Contact Centres:
• North 1-844-415-4900
• South  1-855-297-4833

• Income Support Contact Centre, which is available 24 
hours a day, seven days a week, toll free at                     
1-866-644-5135

How to Contact

Presenter
Presentation Notes
Mel

Contact information for all 51 Alberta Supports Centres can be found on Alberta.ca.  Alberta Supports Centres and our associated contact centres are available 8:15 a.m. to 4:30 p.m. 

Contact Centres provide support to active Income Support clients.  Clients will be assisted by the first available worker.  Contact Centres also have partner lines which prioritize calls made by agencies such as FCSS and hospitals.

Active clients, and Albertans facing an emergency after hours and needing assistance with basic needs, like shelter, food, clothing and transportation can contact the Income Support Contact Centre, which is available 24 hours a day, seven days a week, toll free at 1-866-644-5135.   ​
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Questions
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Are there any questions about the Income Support program?
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