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m Introduction

The Food Stamp Program (FSP) mission to ensure that all Americans have
access to a healthy, nutritious diet requires that the Program be operated in an effec-
tive and efficient manner. To help accomplish this mission, the Food and Nutrition
Service (FNS) is committed to work in partnership with States to improve customer
service in the FSP.

In recent years, participation in food stamps has decreased dramatically.
Families who remain eligible for benefits may be leaving the program due to barri-
ers such as alack of information or receipt of conflicting information concerning
their continued eligibility. In order to help improve participation in the FSP, FNS
has published guides that focus on improving access to the FSP for the elderly and
disabled and working families. They are the “The Nutrition Safety Net, Help for
the Elderly and Disabled”, published February, 2000, and it’s companion piece
called “The Nutrition Safety Net, At Work for Families: A Primer for Enhancing
the Nutrition Safety Net for Workers and Their Children, published July 14, 1999.
(see www.fns.usda.gov)

In Fiscal Year 1999, FNS began conducting Program access reviews of all
States to determine whether State and/or local office policies and procedures served
to discourage households and individuals from applying for FSP benefits. Regional
Offices (ROs) conducted the reviews to identify customer access problems and
identify practices that improve customer service.

While this report describes some of those practices, sufficient, well-trained,
attentive workers that are open to resolving customer access problems or potential
barriers to the FSP are the central criteriafor improving program access. Each en-
try in this report contains a brief description of the initiative and includes the name
and telephone number of the State contact listed in the event the reader would like
more information about a particular initiative.



- (Introduction, Continued)

If you are aware of practices that contribute to customer service that other
States might benefit from, please contact FNS at the following address:

U.S. Department of Agriculture
Food and Nutrition Service
Food Stamp Program, Program Development Division
Program Design Branch
3101 Park Center Drive, Room 810
Alexandria, VA 22302
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Extended Office
Hours

To accommodate working clients to
conduct appointments with their
workers.



N Extended Office Hours

Arizona

All of the offices in Phoenix, Arizona have extended morning, evening, and even
Saturday hours available upon request. The Glendale Office has extended their
hours from 6:00 am. to 6:00 p.m., which increases client access.

California

The Sacramento County Department of Human Assistance can take applications for
food stamps (and other public assistance programs) from 7:00 am. until approxi-
mately 9:00 p.m., Monday through Friday. Two shifts of supervisors and casework-
ers are employed to cover the day and night (until Midnight). The workers have
staggered schedules and share spaces with the other shift. The original goal of the
best practice was to accommodate a large caseload without having to build a new
facility. At the same time, this practice seeks to increase access for working fami-
lies and others who have trouble getting to the office during traditional hours.

District of Columbia

In the District of Columbia, office hours for 508 Kennedy St., NW; 645 H Street,
NE; 2100 Martin Luther King Ave., SE (Anacostia); 51 N. Street, NE (Eckington);
and 4001 S. Capitol Street, NW (Congress Heights) have been extended so that
they are now open from 8:15 a.m. to 8:00 p.m. everyday. The extended hours help
the working poor who are unable to come to the centers during normal business
hours.

Massachusetts

Massachusetts is encouraging local offices to expand business hours beyond the
standard hours of 8:45 am. to 5:00 p.m. Most local offices have already expanded
their hours. Also, many local offices make accommodations for those individuals
who are unable to come into the office during normal hours. Additionally, the State
IS preparing to launch a pilot in three local offices to extend hours into evenings and
Saturdays. Office hours vary by local office and some are open as early as



N Extended Office Hours

7:00 am. with the mgjority of offices closing at 5:00 p.m. The State has a pilot
program in the city of Boston which alows all city of Boston recipients/applicants
to go to one office in the City which has Saturday hours, from 9:00 am. to 12:00 p.
m.

Michigan

The Wayne County/Medbury-Concord, Kent County, and Ingham County Offices
have extended office hours to accommodate working clients. The Wayne County/
M edbury-Concord office is open from 7:00 am. until 6:00 p.m. on Tuesdaysand is
open until 5:00 p.m. on Mondays, Wednesdays, Thursdays, and Fridays. The Kent
County office is open from 7:00 am. until 5:00 p.m., Monday through Friday, and
the Ingham County office is open from 7:00 am. until 6:00 p.m., Monday through
Thursday. Applicants and recipients are able to come to the office before and/or af -
ter work to conduct appointments with their workers.

Minnesota

The Hennepin County, Minnesota office is open from 6:30 a.m. until 5:00 p.m.,
Monday, Tuesday, Thursday, and Friday. Wednesday hours are from 6:30 am. to
7:00 p.m. The extended office hours allow customers access to county services
without missing work and losing pay. Extended hours aso provide workers
additional flexibility in setting up work schedules.

North Carolina

The Johnston County, North Carolina office is open until 7:00 p.m. on Mondays.
An applicant/recipient is seen even if it means that a worker or supervisor has to
stay late.

Wisconsin

The Region 1 Office in Milwaukee, Wisconsin office is open from 7:00 am. until
6:00 p.m. on Monday, Tuesday, and Thursday. On Wednesday the office remains
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open until 7:00 p.m. and on Friday the office closes at 5:00 p.m. Applicants and
participants, particularly those who are working, have more time during the day to

schedule appointments and conduct routine business which may include, but not be
limited to, filing applications and bringing in verification.

CONTACTS:

Sylvia Argel

State Quality Office

Glendale County, Arizona Office
(602) 542-5071

Sharon Cooper-Del oatch
Acting Deputy Administrator
District of Columbia Office
(202) 698-3900

Andrew Zylstra
County Director
Kent County, Michigan Office
(616) 247-6000

Don Dersnah

Acting County Director

Ingham County, Michigan Office
(517) 887-9400

Betty Barnes

Income Maintenance Adminstrator
Johnston County, North Carolina Office
(919) 989-8723

Robert Hunt

County Supervisor
Sacramento, California Office
(916) 875-8235

Steve Kane

Director, Field Operations
Boston, Massachusetts Office
(617) 348-8421

Carol Thomas

County Director

Wayne County/M edbury-Concord
County, Michigan Office

(313) 267-0340

Barbara Stillman

QC Liaison

Hennepin County, Minnesota Office
(612) 348-8270

Delores Anderson

County Supervisor
Milwaukee, Wisconsin Office
(414) 774-9922
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‘ Additional Resources for Clients

Client Advocates

Minnesota

Hennepin County, Minnesota provides two County employee advocates to handle all
programs. They serve as a go-between connecting the client and workers. They ex-
plain policy, check to make sure policy is correct, handle client complaints, and pro-
vide community resources to clients and/or workers.

The advocates assist customers by clarifying policy, resolving complaints, and provid-
Ing community resources. Since advocates are able to explain policy, this provides a
break for the workers.

CONTACTS:

Terri Grina Maureen Farley

Program Advocate Program Advocate

Hennepin County, Minnesota Office Hennepin County, Minnesota Office
(612) 348-8576 (612) 348-8576

Transportation Assistance for Clients

South Carolina

The Director of the Kershaw County, South Carolina office was involved with the
committee that implemented the Kershaw Connection, which is a bus line that only
costs $1.00 per passenger. It serves surrounding areas such as Camden, Lugoff, Elgin,
Bethune, and Cassatt. This program helps clients who do not have transportation to
get around town to doctors' appointments, the welfare office, the grocery store, or
other places. Applicants/and participants are able to call and schedule transportation
service to get them to different places, such as the local welfare office, medica ap-
pointments, or grocery store. The lack of public and personal transportation was a
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concern of the State advocate groups. This initial service has provided some transpor-
tation assistance needed in these counties.

CONTACT:

Meredith Morris

Program Coordinator

Kershaw County, South Carolina Office
(803) 432-7676

Full Service Centers for Clients

Maryland

In line with the Personal Responsibility and Work Opportunity Reconciliation Act of
1996, the Anne Arundel County Department of Social Services changed the way it
viewed itself. The county statesin its manual “Changing the Culture of Welfare at
the Local Level” that it previously saw itself as aforms-laden bureaucracy, but was
transformed to a professional Job Center offering many on-site services including:
employment services, family services, food stamp benefits, temporary cash assistance,
medical assistance, WIC clinics, GED preparation classes, GED testing, English as a
Second Language Classes, an alternative high school for teen mothers, summer camp
and after-school club for school-age children, immunizations, child support services,
substance and domestic abuse screening and services, and child care for customers on
site. The Job Center also provides career clothing vouchers, transportation subsidies,
child care vouchers, instruction in Earned Income Credit, job fairs, and telephones for
calling employers. All services are available free of charge.

The county’ s overall objective is to assess the family’ s needs and barriers to self-
sufficiency and to assist the family in developing a plan to overcome those obstacles.
The county provides all servicesin a one-stop shopping environment.
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Minnesota

Hennepin County, Minnesota workforce centers are staffed with financial workers who
handle all aspects of on-going cases. The county has five workforce centers staffed by
ten financial workers. Thisisto provide clients with a“one-stop” full service officein
their own neighborhood. Services include employment services, family services, food
stamp benefits, temporary cash assistance, child support services, etc. The impact has
been very positive for both customers and workers. Parking is free for customers, staff
handle clients on a more personal level, and customer and staff are able to solve prob-
lems together. Staff who live closer to work centers save time and parking fees by
working in awork center. Work centers are not used for intake or new applications.

Montana

To facilitate the issuance of food stamp benefits to migrant workers in her county,
Marilyn Becker, the Lake County Director, networked with officers of the Montana
migrant council to set up an “in-field” one stop shop. She contacted the cherry grower
association which provided access to afield next to an abandoned cherry warehouse
for them to set up this one stop shop.

The Migrant Council brought their health services and interpreters, and educational tu-
tors to hold summer school classes for migrant children. The Lake County Office of
Human Services brought two eligibility workers, two laptop computers, and had tele-
phone lines installed, literally, in the field. These telephone lines enabled the laptops
to be connected to Montana s automated eligibility system which allowed for same day
food stamp eligibility processing, benefits determination, and issuance authorization
for Montana’ s issuance contractor in Georgia. Health staff provided well child visits,
immunizations, and general health information to the migrantsin their own language.
Education staff provided basic educational skills to middle school age children, and the
eligibility workers provided food assistance through food stamp benefits.

The result of this effort was that 183 food stamp applications (consisting of 1,208 indi-
viduals), were taken in a friendly, accessible, and effective manner. This effort has
greatly improved the timeliness and quality of service to the agency’s customers.
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Nevada

The Owens office in Las Vegas, Nevada has established a presence at the Mobilized
Assistance and Shelter for the Homeless (M.A.S.H.) center. Thisisafull service cen-
ter, housed in its own building, with numerous agencies on site. One part-time and
three full-time workers are assigned to this project, to facilitate the FSP processing of
homeless clients. In addition to Welfare, other agencies, such as Veteran Affairs, Child
Protective Services, Nevada Legal Services, The Salvation Army, Employment Ser-
vices Division, The Department of Motor Vehicles, etc. are all on site, asis the avail-
ability of pro bono legal aid. A permanent tent-like structure is constructed to house
up to 400 homeless during the winter months. The Owens FSP staff were certain that
many homeless participants would not be receiving benefits if it were not for this cen-
ter.

The State Welfare Division also participates in two other similar centers: the Cam-
bridge Community Center which islocated in amajor Las Vegas Hispanic area where
the FSP effort is managed by the Belrose office, and the Cannon site which is designed
to cater to the needs of the elderly and is part of the Henderson Office. These centers
were initiated to provide a comprehensive continuum of integrated services dedicated
to meeting the immediate needs of local residents, and to assist in breaking the cycle of
homel essness while respecting the dignity of the person.

CONTACTS:
Mr. Charles E. Henry Gloria Lundberg-Jogenson
Acting Executive Director Program Manager
Anne Arundel County, Maryland Office Hennepin County, Minnesota
(410) 767-7338 Economic Assistance
(612) 879-3499
Ms. Marilyn Becker Shirley Allison
L ake County Director Program Specialist
L ake County, Montana Office of L as Vegas, Nevada County Office
Public Assistance (775) 687-4705
(406) 883-7830
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Child Care Center
Minnesota

The “Sunshine Time Drop-In Child Care” in Hennepin County, Minnesota provides
day care for up to 36 children from birth to age eleven with four to seven workers
caring for the children. There are separate areas for infants, toddlers, and older chil-
dren. Parents must sign for children when they pick them up and aso provide a signed
card from their county worker attesting to business with the county. All children wear
name tags and the children’s area is secured by an electronic gate. This service was
implemented to allow parents to complete the application process and attend inter-
views without the distraction of caring for children. This practice also allows county
workers to concentrate on interviews without distraction. There has been a positive
impact on applicants/recipients. Customers are able to conduct business knowing that
their children are being cared for in aresponsible way, in a safe environment.

Thereis afree drop-in day care center in the Ramsey County, Minnesota building.
The County contracts with Children’s Home Society which pays staff salaries. The
County supplies the room, materias, toys, training, and inspections. The day care cen-
ter is open Monday through Friday from 8-12 noon and from 1-4 p.m. The center is
easily accessed because it is near the reception area. It serves an average of 30 chil-
dren per day, about 15 at any one time. The ratio of staff to children is 1-8, depending
on whether a child has special needs. If the center reaches capacity, parents are put on
awaiting list and paged in the reception area when slots open up. The practice was
implemented to provide better and more family friendly customer service. It helps
both the customers and the workers. It is much easier for customers to leave children
at the center while taking care of business with the county, and easier for the staff to
help and interview customers without the distraction of children.

Nevada

An agreement has been reached with the Clark County, Las Vegas, Nevada Economic
Opportunity Board (EOB) to provide day care servicesto “at risk” food stamp clients.
This service is funded with TANF monies, but for FSP-only clients who need day care
to keep their job, EOB has agreed to provide 150 slots each for the Belrose and Owens
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offices and 100 dots for the Charleston and Henderson offices. The client chooses the
day care vendor and EOB provides payment.

Wisconsin

The Region 1 Office in Milwaukee, Wisconsin has established a child care center
which is open to the general public who visit the office. Child care services are avail-
able up to four hours at atime without cost to the parent. The practice was imple-
mented to allow parents to use other office resources more quickly and to alow inter-
views to be conducted without interruption from children. Both clients and workers
have indicated that they appreciate having a place for children to go while businessis
being conducted.

CONTACTS:

Gloria Lundberg-Jorgeson Julia Bravo

Program Manager County Supervisor

Hennepin County, Minnesota Office Ramsey County, Minnesota Office
(612) 879-3499 (651) 266-3760

Shirley Allison Tony Dziedzic

Program Specialist Director of Operations

L as Vegas, Nevada County Office Milwaukee, Wisconsin Office
(775) 687-4705 (414) 267-3150
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‘ Additional Resources for Clients

Satellite Offices
Arizona

To provide greater access to services, Department of Economic Security in Phoenix,
Arizona has four satellite offices in hospitals around the State. People can drop off ap-
plications and receive services at these offices. Applications then go to the main office
and eligibility is determined after review by the caseworker.

Minnesota

The Ramsey County office has ten sites in various communities which offer a variety
of services. They are staffed by twenty-four Minnesota Family Investment Project
(MFIP) workers whose caseloads are located at the site. Other site staff include man-
agers, intake workers for programs other than food stamps, social workers, and job
Coordinators. A manager is dedicated to the project. Intensive planning and negotiat-
ing were required on avariety of issues. This service wasinitiated as part of Welfare
Reform to assist customers. Clients are able to stay in their own neighborhood and
have easier access to a variety of services. Workers are offered more flexible work
hours and are also given the opportunity to work more independently. Applications are
taken for all programs at the site, but only on-going MFIP cases are maintained there.
All other cases are sent to the main office. Detailed information about the processis
available upon request.

CONTACTS:

Sylvia Argel Tim Smith

State Quality Officer Income Maintenance Division (IMD) Manager
Phoenix, Arizona Office Ramsey County, Minnesota

(602) 542-5071 (651) 266-3849

-12 -
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Drop Box Access

Indiana

A locked drop box is located near the receptionist window in the main waiting area at
the Lafayette Road Office in Indiana. Participants are encouraged to use the drop box
to provide their eligibility workers with verification and to report changes. Change re-
port forms are provided near the box. The box is checked every day and any verifica-
tions and change report forms left there are taken to the proper eigibility worker for
immediate action. The box is primarily used when thereis along line of people at the
receptionist window and when participants may not want to wait to be seen. The box
iIsonly available to participants during office hours. This practice provides clients with
amore convenient method to provide verification and report changes. It has been rec-
ommended that the office relocate the drop box to a place that is accessible outside of
regular office hours so that recipients are able to access the drop box during as many
hours as possible.

Michigan

A drop box islocated in the reception area at the Ingham County, Michigan office for
recipients to provide information to their workers. The drop box was implemented to
improve customer service and to provide a system for which recipients can give their
worker information without having to see their worker. Recipients believe the drop
box is a great service since they can provide information to their worker without hav-
ing to wait to see the worker.

A drop box islocated at the reception desk at the Wayne County/Medbury-Concord,
Michigan office for recipients to provide information to their workers. The box was
installed to improve customer service and to provide a system through which recipients
can give their worker information without having to see their worker. Recipients be-
lieve the drop box is agreat service.

-13-
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Minnesota

The Ramsey County office in Minnesota has a“forms” drop-off-box approximately 10
feet from the street curb, directly outside the main entrance to the building. The prac-
tice was implemented for the convenience of clients as parking near the building is dif-
ficult. It also allows for the drop off of forms after hours, before hours, and on the
weekend. Customers appreciate this service as forms can be returned to the county at a
time that is convenient to the client. In addition, clients save postage fees and can turn
in information promptly without the delays associated with mailing information. This
allows for last minute actions, reduces congestion in the lobby, and does not require a
receptionist. The county also has a specia drop-off slot in the lobby which is useful
when receptionists are busy.

New Mexico

The Northeast Bernalillo, New Mexico County Office has developed a form entitled
“Information Report” (Form 109). This form allows clients to leave changes when the
eligibility workers are busy and cannot see the clients. It gives the clients areceipt that
shows they provided information to the office.

-14 -
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CONTACTS:

Mary Duffy-Lewis Don Dersnah

Office Director Acting Director

L afayette Road, Indiana Office Ingham County, Michigan Office
(317) 329-1571 (517) 887-9400

Carol Thomas Nancy Cincotta

County Director Financial Assistance Manager
Wayne County/Medbury-Concord, Ramsey County, Minnesota Office
Michigan Office (651) 266-4545

(313) 267-0340

Olivia Angus

County Director

Northeast Bernalillo, New Mexico Office
(505) 841-7918
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‘ Additional Resources for Clients

Contract Interpreters

District of Columbia

The District of Columbia utilizes a telephone communications provider (Language
Learning Enterprises, Inc.) to assist non-English speaking or limited English speaking
households in communicating with Income Maintenance staff. In situations where
staff and customers are unable to communicate due to language difficulties, they may
access the telephone provider for assistance. The provider assists in tranglating more
than 100 languages.

Minnesota

Ramsey County, Minnesota maintains a computerized interpreter schedule to ensure
interpreters are available for non-English speaking clients. The schedule includes
dates and times of contracted interpreters as well as county workers designated as in-
terpreters. Workers can access the schedule and book the interpreter as needed. Cus-
tomers are at ease and can communicate effectively in their spoken language. Workers
also appreciate the assistance provided by the interpreters. Procedures for workers
needing an interpreter are to contact a contract interpreter first. If oneisnot available,
workers contact a co-worker who has the language skills needed.

North Dakota

In less than two years, the Cass County, North Dakota office has provided services to
320 households consisting of 830 individuals from 19 different countries or ethnic
backgrounds. The resettlement agency in Cass County is very aware of the food stamp
application process and the importance of the application date in the determination of
benefits. Therefore, the County has the refugees apply for food stamps upon arrival or
resettlement in Fargo. Unfortunately, most of these individuals have very limited
English speaking ability which generally creates a magjor problem during the applica-
tion and interview process. To deal with this service delivery issue, Cass County

-16-
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has contracted for on-call interpreters to assist their staff during intake and ongoing
face-to-face discussions. Currently, they have sixteen individuals under contract, with
some speaking more than one language. The languages are Vietnamese, French, Bos-
nian, Albanian, Kurdish, Arabic, Farsi, Turkish, Somali, Spanish, and Russian. This
service greatly improves the timeliness and quality of food stamp program services to
customers who do not speak English.

CONTACTS:

Sharon Cooper Del oatch Rose Rison

Acting Deputy Administrator Supervisor of Interpreters

District of Columbia Department Ramsey County, Minnesota Office
of Human Services (651) 266-4366

(202) 698-3900

Ms. Alice Swenson

Economic Assistance Supervisor
Cass County, North Dakota Office
(701) 241-5761
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Orientation Program for Clients
Maine

The Maine Department of Human Services has made Program access a priority from
the Commissioner’s level down and has striven to ensure that new applicants are aware
of all available services to bridge the gap from welfare to work. Anintegral part of
this effort is an Orientation Program for new public assistance or food stamp applicants
developed and implemented in September 1997, which presents detailed information
on all trangitional services available. This program provides potential recipients with
information on the Food Stamp Program and its eligibility requirements, thereby elimi-
nating many misconceptions.

Wyoming

The Rock Springs, Wyoming office, DFS staff participate in the annual Head Start Pro-
gram orientation to explain services available and to assist with application procedures.
They also have regular contact with the local hospital and are available to follow up
with referrals for service from the hospital. Additionally, a group of service providers
meet at least twice a year to inform the mining populations that will predictably be laid
off of the procedures for applying for all types of assistance. These providersinclude
ministerial agencies, DFS, Social Services, Headstart, local schools, colleges,

hospitals, and food pantries. By joining together these service providers, duplication
of effort is avoided for clients aswell as providers and issues such as transportation are
easily addressed at the meeting. Since this practice has been used for about ten years,
it isdifficult to quantify any changesin service. However, it positively reflects upon
the agencies and gives those present a more personal service by identifying contact
persons within the agencies.

CONTACTS:

Rick Morrow Pauline Carpenter

Food Stamp Program Manager Benefit Specialist Supervisor

Maine Department of Human Services Wyoming Department of Family Services
(207) 287-5093 (307) 362-5630
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TDD Telephone

North Carolina

Johnston County, North Carolina has a phone that allows for communication with the
deaf. Thisallows hearing impaired clientsto call and communicate with their case
managers directly.

CONTACT:
Betty Barnes
Income Maintenance Administrator

Johnston County, North Carolina Office
(919) 989-8723

Self-Help Area for Clients

Rhode Island

The Providence Regional Family Center, the local food stamp office in Providence,
Rhode Island, provides a self-help areafor clients in the main waiting room. The self-
help areaincludes forms, a free copy machine, and drop boxes for submittal. It allows
food stamp clients to provide documents, report changes and gather information with-
out waiting to see aworker. Inthe future, the self-help areawill be fully staffed to pro-
vide basic Program information to clients as well. The self-help area was implemented
in March 2000 by the Regional Manager in order to allow clients an easier way to
communicate information.

CONTACT:

GabriellaK. Barros

Regional Manager

Rhode Island Department of Human Services
(401) 222-7300
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Information Center for Clients
Indiana

An Information Center at the 420 Hoffman Office in Hammond, Indianais equipped
with three walk-up windows located outside the main waiting area. Three workers and
one supervisor staff the center. Persons can walk up to these windows and get answers
to general questions or have workers ook up their cases on a nearby computer termi-
nal. The center is also equipped to accept verification and copy documentation from
the clients for their workers. Change reports and requests for food stamp identification
cards can also be processed here. The Center also accepts all incoming telephone calls
to the Hammond office and directs those calls to the appropriate location. The Center
was created to reduce the number of visitors and calls to eligibility workers and to bet-
ter serve the needs of persons requesting general and specific Program information.
Eligibility workers only receive calls that require a response from them. Customers
are served more quickly.

Tennessee

Electronic Message Boards are located in the reception area of each officein
Nashville, Tennessee. The boards keep clients informed of important issues and
reminders. Most messages are aimed at preventing Program errors or abuse. Each
county office has flexibility in changing the messages on the board. This helps when
the same questions are frequently asked.

CONTACTS:

Marguerite Hamphill Lionel Senseney

Office Director District Director

Hammond, Indiana Office Robertson and Wilson County Tennessee Offices
(219) 937-0232 (615) 532-2774
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Food Stamp Program Information Efforts

Idaho

Teams of eligibility workers (EW) in Boise, |daho go out to sites such as a health care
clinic or asenior center to take applications once a month. Each unit of EW’ s adopts
an outreach-related project each month. The office is concerned with ensuring that the
community knows about their services, and came up with thisidea. It hasincreased
client’s knowledge of their programs and access to them.

Minnesota

The Hennepin County, Minnesota office has sixteen outreach sites to assist clientsin
applying for food stamp benefits. The outreach plan was developed to better serve cli-
ents. The outreach workers take little time off allowing them to serve clientsin a con-
tinuous manner. Clients benefit by being able to apply for food stamps at a location
closer to their homes than the main downtown office.

Oklahoma

The Oklahoma (B) County office is a member of a group called “Community Part-
ners.” Through this consortium of local non-profit service organizations, clients are
easily referred to agencies outside the State agency umbrella of benefits. These same
organizations also provide referrals to the Food Stamp Program, effectively acting as
outreach centers throughout the area. This procedure supports community knowledge
of availability of benefits/services.
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CONTACTS:

LeAnn Simmons

Community Resource Devel opment
Specialist

Boise, Idaho Office

(208) 334-6799

David Reeves

County Director
Oklahoma County Office
(405) 739-8010

Kimberly Brown

Economic Assistance Unit Supervisor
Hennepin County, Minnesota Office
(612) 879-3508

-22-
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Social Service Information Displays

Rhode Island

The Providence Regional Family Center, the local food stamp office in Providence,
Rhode Island, invites vendors, non-profit groups, and others providing social welfare
information to set up displaysin their waiting room. Groups that have provided infor-
mation displays include Goodwill, GED class providers, aWIC medical van, and wel-
fare-to-work groups. The Providence center provides a desirable audience for social
services because it serves alarge population and administers a variety of programsin
addition to the Food Stamp Program. The center also allows community groups to
hold meetings in their conference rooms. The Providence center is in the process of
expanding their messages by adding atelevision to the waiting room. The television
programming will include informational messages about a variety of subjectsin be-
tween entertainment programs.

CONTACT:
GabriellaK. Barros
Regional Manager

Providence, Rhode Island Office
(401) 222-7300
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Informational CD-ROM

Oklahoma

In support of an efficient application process which enhances the community view of
the State Agency (SA) and local office ability to effectively administer the FSP, the
Oklahoma (B) County office, has developed a method to assure consistent information
to al applicants/recipients regarding their rights and responsibilities. In September
1999, the State agency produced a CD-ROM called “Food Stamps: Rights & Respon-
sibilities’ that was piloted in the Oklahoma (B) County office. Approximately 4 min-
utes long, and now available on the State agency intranet, the materia is played for cli-
ents during the interview process. It provides basic rights and responsibilities informa-
tion that is further supplemented by the full Rights and Responsibilities Statement that
isprovided to al clients. The county office staff report that this material captures cli-
ents' attention and effectively gets the message across.

CONTACT:
Linda Hughes
Program Director

Oklahoma County Office
(405) 521-2937
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Section 3

Application
Processing

To assist clientsin setting prioritiesin
general, and make the application
process less overwhelming by
breaking it into manageable
components.
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N Application Processing

Simplified Food Stamp Application

QOregon

The pilot food stamp outreach committee in East Multnomah County, Oregon decided
to simplify the food stamp application as part of atest project. Because of statewide
pressure and interest, the committee was expanded and the simplified application will
go statewide in July 2000. The application is 4 pages long and combines eligibility for
food stamps, child care, emergency assistance, and medical programs. A cover page
explains the process and lists what to bring to appointments. Only one sheet needs to
be added for TANF. The goal isto remove barriers to applying for food stamps. Peo-
ple are often overwhelmed with the 15 pages of application and addenda now distrib-
uted. With the four-page format and a good cover sheet on what to bring to the ap-
pointment, applicants can sit down and fill out the application and submit it on the spot
to reduce the time it actually takes to begin receiving benefits.

South Carolina

In 1995, the Food and Nutrition Service of the U.S. Department of Agriculture entered
into an agreement with the South Carolina Department of Social Services to implement
a demonstration project to improve the delivery of food assistance to elderly and dis-
abled Supplemental Security income (SSI) recipients. This project was designed to
use asingle application to enrall clients in both SSI and the Food Stamp Program
(FSP). To ensure food stamp dligibility, only one-person SSI households were eligible
to participate.

CONTACT:
Sue Esther Johnson
Program Coordinator

South Carolina Department of Social Services
(803) 773-5531
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Decreased Waiting Time for Clients

Arkansas

Timely application processing enhances the community’s view of agency responsive-
ness and effectiveness, and encourages requests for applications. In Craighead County
timely processing of applicationsis ateam effort facilitated by:

1) Monday Supervisor/Worker individual meetings to spend “quality time” discussing
applications pending and no shows. If acase is pending information return, ways that
may help the client or staff obtain the information are discussed. The goal is to proc-
ess all cases as soon as the information is available, to avoid holding them until due
dates arrive. Knowing that early return of information facilitates early processing mo-
tivates clients.

2) Every worker is assigned a“buddy” who helps process applications when a worker
isabsent. Close attention to leave and holidaysis paid to determine if cases need
reassignment to the buddy.

Since clients are receiving their benefits sooner, the number of complaints has
dropped. The process has helped Craighead County reduce the number of applications
going over 25 days. The workers are involved in group activities such as pot luck, eat-
ing out, and other get-togethers at least three times ayear. This helps the workers feel
more connected, and helps enhance the buddy system.

Kansas

The Wichita, Kansas office has a procedure where clients walk in and are seen by an
eligibility worker within 20 to 30 minutes. Clients do not have to schedule their ap-
pointments for certification for another day, which could cause a barrier to participa-
tion. Thisis of great benefit to clients entering the workforce and trying to balance
family needs as smoothly as possible.
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Every Monday evening, the office stays open until 7:00 p.m. Clients do not need an
appointment and only see one worker for what that they need. The most recent inno-
vation was the reconfiguring of the traffic flow for the three floors of the building used
by the Department of Integrated Service Delivery. Clients no longer clog up the entry
lobby waiting to check in. They are directed by signs or workers whose job isto help
them find the appropriate areas. The goa here was to make the office traffic run more
smoothly and efficiently, to create a more professional environment.

Clients have reported through surveys that they most appreciate having one worker
who helps them get what they need to survive and be successful. They praise the help
their worker provides with paperwork and the fact that they keep the same worker.
They also appreciate getting help within the week it is requested, and they feel that
their workers listen to them.

Michigan

To improve customer service and lessen waiting times, asign is located in the waiting
areain the Wayne County/Medbury-Concord, Michigan office informing all individu-
alsto let the receptionist know if they have been waiting for more than a half hour.
Applicants and recipients believe that they will receive service within arelatively short
period of time, and if they do not, they know who they should talk to.

Minnesota

There are signs in the Hennepin County, Minnesota office advising clients to approach
the desk if their waiting timeisin excess of 20 minutes. Thisisto alert case workers
of the amount of time clients have been waiting and to possibly speed up the process.

North Carolina

The County Director for Johnston County, North Carolinainsists that a potential appli-
cant be seen within 30 minutes. A stick-on badge is provided to all potential appli-
cants and/or recipients when they come into the office showing arrival time. Supervi-
sors monitor the time it takes for clients to be seen. Clients are able to plan avisit since
they know that they will be seen within 30 minutes.
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Utah

A greeter/Information Specialist (1S) is used in the main waiting area as the first client
contact in the Utah County Office to guide clients toward the appropriate services. As
the receptionists are a major hub of information and responsibility, an IS might reduce
the wait time for a client needing a ssmple brochure, directions, or an answer to asimple
guestion. This has been avery useful tool in Utah. The purpose was to improve cus-
tomer service and serve the needs of clients as quickly as possible. Utah has a zero wait
time policy for client service upon entering an Employment Center (EC). IS sassistin
making this happen.

The EC design incorporates all of what Utah felt to be better customer service
procedures. The Information Specialist and zero wait time were part of that design. Al-
though no data have been produced to show increased efficiencies due to the presence of
Information Specialists, it is apparent upon entering an EC that clients are put at ease and
given useful information immediately. Thisis also a point where applications are dis-
persed and clients can be directed to computer centers, resume writing information, or to
employment or eligibility workers.

Although the I S staff is part of the EC design, it is transferable to any state’ s reception
area, and can be easily implemented. It does not duplicate efforts of a receptionist, but
rather enhances their ability to more effectively do their job. Using IS's may require a
slight change in reception duties, but reduces client wait time and directs them to the
proper resources immediately.
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CONTACTS:

Tammy Holman

ES Supervisor

Craighead County, Arkansas Office
(304) 528-5810

Carol Thomas

County Director

Wayne County/Medbury-Concord,
Michigan Office

(313) 267-0340

Betty Barnes

I ncome Maintenance Administrator
Johnston County, North Carolina Office
(919) 989-8723

Linda Sorrell

Director of Integrated Service Delivery
Wichita, Kansas Office

(316) 337-6410

Barbara Stillman

QC Liaison

Hennepin County, Minnesota Office
(612) 348-8270

Jean Steidl

Payment Accuracy Coordinator
Utah County Office

(801) 526-9782
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Information and Verification Reminders
Alabama

In Autaga County, Alabama, quarterly visits are made by the Food Stamp Supervisor
to area Nutrition Centers for the handicapped and the elderly. The visits are designed
to aid the residents of the centersin applying for food stamps and by reporting house-
hold circumstances.

Colorado

In El Paso County, Colorado, to ensure continuance of benefits, reminders are added to
the bottom of all TANF notices of discontinuance encouraging clients to ask their
workers about food stamps even though they are no longer eligible for TANF. This no-
ticeison al Colorado notices of discontinuance. As aclient service, this helps ensure
that information is available to clients through a written reminder if not through a
worker.

Mississippi

In Jasper County, Mississippi, when workers send appointment letters out to the cli-
ents, they remind clients of information and verification they will need to bring with
them to the interview. This procedure was implemented to reduce the number of cases
pending and the number of revisits to the local offices to complete the certification
process. Also, it servesas areminder to clients to bring the necessary information to
the interview session to ensure that the certification process can be completed during
theinitial visit. The process reduces/eliminates clients' need to return to the local of-
fice to provide information that they may have forgotten if otherwise not given are-
minder. The number of cases pending and the number of revisits to the office is practi-
cally eliminated, and the interview process can be completed in atimely manner.

-31-



B Application Processing

Nevada

A worker in the Owens office in Las Vegas, Nevada has developed a “red dot” system
to facilitate applicants quicker receipt of food stamp benefits. Since food stamps usu-
aly require less verification than TANF, when the worker gives her clients alist of
what she needs in order to process their applications, she puts red dots next to the food
stamp requirements, and tells the clients that if they concentrate on the “red dots’, she
will be able to process their food stamps right away. The “red dot” system also assists
clientsin setting priorities in general, and makes the application process less over-
whelming by breaking it into manageable components.

New Mexico

Northeast Bernalillo, New Mexico has developed a“What You Still Need” form. This
form aerts the client the verification information still needed for certification. The use
of this form minimizes the number of visits to the local office for applicants/
participants and assures they have full information advising them of any outstanding
verifications.

Tennessee

In Nashville, Tennessee, each county is currently using a “verification envelope.” Itis
printed with suggestions and supplied to clients as away of keeping up with docu-
ments needed at each appointment. The idea was developed by the statewide Family
Assistance Advisory Team.
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CONTACTS:

Ruth Howard

Food Stamp Supervisor

Autaga County, Alabama Office
(334) 361-3778

Bonnie Grantham

County Director

Jasper County, Mississippi Office
(601) 764-2151

Olivia Angus
County Director
Northeast Berndliillo,
New Mexico Office
(505) 841-7918

Ron Rice

Manager, Food Stamp Program
El Paso County, Colorado Office
(303) 866-2538

Shirley Allison

Program Specialist

Owens County, Nevada Office
(775) 687-4705

Susan Kirk

District Director
Hamilton County Tennessee Office
(423) 634-6751
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Initial Screening Process

New Mexico

Efficient application processing enhances the community’s view of agency responsive-
ness and effectiveness. It also encourages requests for applications and assures a full
understanding of decisions and requirements. South Dona Ana, New Mexico devel-
oped an “Expedited Application Screening Form, FSP 134", which is provided to the
client and specifiesin writing that clients who do not agree with the office decision
concerning expedited service may meet with a supervisor within 2 days to tell the su-
pervisor why they think the decision iswrong. The form further explains that even if
clients do not meet with the supervisor, the application will still be processed in the
next 30 days. Clients are requested to sign the form and check the appropriate block as
to whether or not they want to meet with a supervisor. This form gives clients the op-
portunity to tell the supervisor why they think the decision is wrong and establishes
checks and balances to assure appropriate expedited decision making.
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The United States Department of Agriculture (USDA) prohibits discrimination in its

programs on the basis of race, color, national origin, sex, religion, age, disability, political
beliefs, and marital or familial status. (Not all prohibited bases apply to al programs.)

Persons with disabilities who require aternative means for communication of program
information (Braille, large print, audiotape, etc.) should contact USDA’s TARGET Center at
(202) 720-2600 (voice and TDD).

To file acomplaint, write the Secretary of Agriculture,

U.S. Department of Agriculture, Washington, DC, 20250
USDA is an equal employment opportunity employer.
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