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Executive Summary

The Supplemental Nutrition Assistance Program (SNAP), formerly known as Food Stamp5/iditie2 y Q &
largest federal nutrition program C22R{KINB Aa 2A302yaRny@ayibyasi.l
FoodShare ®gram has followed a national trery utilizing technology to ease thedministrative

burden onboth the government admmistratorsand program keneficiaries In addition, the

administration of the FoodShare Program in Milwaukee County transitionedtfierlilwaukee County
5SLI NIYSYyd 2F 1SFEOGK FyR 1dzYly { SNIAOSaridein 1 KS
20009.

Throughout thest (i &asition process, Hunger Task Force has provided application assistance in the
Marcia P. Coggs Centaear downtown Milwaukee Since January B9, Hunger Task Force has placed
staff at the Coggs Center to assist customers with various FoodSkaes In 2009, Hunger Task Force
assisted 7,800 clients in the Coggstéen

Hunger Task Fora@ssessed the current application assistance services prowidadrent and potential
outstationsthroughout Milwaukee County to determine if services adequately serving the
O2YYdzy Al & Qth dee@nBi®wiheré siniflar seBerve applicatiomssistancenodels can be
created The major findings ahis assessment include the following:

e About onethird of FoodShare community ACCEp®8iitsand foodpantrieswill only assist clients
who chase to apply for BadgerCarmedical benefitsat the same time.

e The majority of existing community access points and pantries are interested in implementing a
selfserve application assistance model.

e Lack of stafind/or volunteers is the most common barrier to implementing a selfserve model.

e Only four organizations are able to refer clientsatwanslationservice provider when faced with
serving a client who does not speak English




|. Introduction

Poverty ighe fundamental cause of food insecurity and hunger in the United States. As the national
unemployment rate rises to about 10 percent, it is estimated that 13.2 percent of Americans are living in
povertyl On November 16, 2009 the U.S. Department ofiddfure (USDA) released its annual report
showing increases in the number of Americans who are struggling to put food on their table. The report
revealed that 14.6 percent of American families, or 17 million households, experienced food insecurity in
2008. Food insecurity is the methodology the USDA uses to measure hdrigereport also states that

5.7 percent (or 6.7 million) of households fall into the very low food security, meaning they report
multiple indicators of reduced food intake and disruptigating patterns

The number of househd$ and individuals enrolled in federaltntion programs reflect increasingeed

due to higher poverty and unemployment rates. Participation @\ttiomen, Infants, and Children

Program (WIC) has increasbg over one millionindividualssince 2006, with a total of 9.1 million

individuals enrolled. The National School Lunch Program has seen an increase of students who qualify
for the free or reduced price meals, which now make up 62.4 percent of the studetimtg danch in the
program? The School Breakfast Program is now serving over 9 million meals to students who qualify for
free or reduced price meafsEnrollment in the Supplemental Nutrition Assistance Program (SNAP),
formerly titled Food Stamps, has sesome of the greatest increases with close to 4 million more
households receiving benefits than in 2006.

Milwaukee Countynirrors the patterns seen around the countryn fact, with approximately 23

percent of Milwaukee city residents livifig poverty, Milwaukee has th&1™ worst poverty rate in the
nation among large cities in the U.SWith the unemployment rate nearing 10 percent during the
summer months of 2009, andreased need has beegflected in the number ofiouseholds enrolleth
C22R{ KI NB 62 A a 02 yaadby faivolyfrie ¥ Samiffie8 \NEltir{g Ipantties andaie
programs throughout Milwaukee. Milwauk&zounty has close to 200,000ilwaukee households
receiving FoodShare benefits, which is an increase of 25 percém past year and the highest level of
participation ever in Milwauke&.HungeNJ ¢ | &1 C 2 N Spartries/aSdingea prdgrastalsoy n
report an increase of approximately 22 percent in need for their services. Hunger TaskiEbimeted
9.5 milion pounds of food to serve over #B0clients each montlin 2009°

Yy /1 Syadzad® 4! YSNROLY [ 2YY timpNwine.cehsimhiBdass/ wwunBrodassndex.Biyila dzad 3 2 &
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With rising poverty rateandmore families experiencing hungeit ismore important than everthat the
State of Wisconsiguaranteeaccess to nutrition assistance programs for all Milwaukee County
residents. Hunger Task Force has taken a key rolnsuring that all applicants and those enrolled in
FoodShare are granted their rights. To further benefit the program and Milwaukekergs, Hunger

Task Force has taken a closer look at alternative administration methodsaysdin whicltcommunity
based organizations can help residents receiveRbedShare benefit® which they are entitled to

under the law Hunger Task Force hdsataken a closer look at how community based organizations in
Milwaukee are currently involved in FoodShare, and which organizations may have the capacity and
interest toassist clients with FoodShare application, reporting, and benefit checking services




Il. Background

A. Supplemental Nutrition Assistance Program (SNAP)

2 XA a 02 y adsha@ Rrogtath falls under the federabgram formerlytitled Food Stamps which was
renamed Supplementautrition Assistance PrograrBNARiIn the 2008 Farm BillThe U.S.
Department of AgriculturédUSDA) is responsible for SNAP as wdtwaseen other federal nutrition
programs. Createdh 1969 the SNAP programs the largest domestic nutrition program serviogy-
income Americans. In fiscal year 2009, BAnefits reached 33million Americans with an outlay of
$50 billion of federal money into communities throughout the countfylndividualbenefits are
distributed on electronic benefit transfer (EBT) cards each month. The amount allottedHo ea
household is determined by The Thrifty Food Plan, adost nutritious diet plan, and is adjusted based
dzLI2 Yy (1 KS iéns &pedsbsRaddiassefBhe average monthly benefit in 2009 for an
individual was$12445, and $275.73 for a householddnce the 2008 Farm Billh¢é minimumSNAP
benit is $14 a month*!

SNAP is a federal entitlement programdall Americans have five fundamental rights in relation to the
program. They include the right to:

e Receive ampplication when you ask for it

e Tun in your applicabn the same day you receive it

e Receive your SNAP benefits (or be notified that you are not eligible for the program) within 30
days afte you turn in your application

e Receive SNAP benefits within a few days if you ardkdighd hae little or no money

e Have a fair hearing if you disagree lwény action taken on your case

B.SNAP Modernization Trend

The process of applyirfigr and maintainingSNAP benefits varies by statewever in every state an
initial application, interview, verification, and periodic reviews erquired. States have certification
periods ranging from 1 to 24 monthxefore a recertification process is mandatanyorder to remain
enrolled in the progren. The recertification process is similar to the initial application process.
Traditionally both procesgs haverequired multiple inperson visits to 4ocal assistance officé

Research has shown that the administrative burden of appljimgnd mantaining benefits has
discouraged eligible households from applyfidrhis is a significant burden for working families and the
elderly who struggle with transportation, childcare, and work responsibilitiesan effort to ease the
burden, states havednun to look at alternative methods for households to agplyand maintain their
SNAP benefits. Twengyx sates have looked to technolo@tlowing households to submit applications,

Y902y2YA0 wSaS NOK { SNIBAOS&® & h & ShiFAvBwersaidia.doWBSiefiigtSNAP/ LINE 3 NI
(accessed December 16, 2009)
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report changes, angdubmitrecertifications online. Many statefiave also partnered with community
based organizations to inform and assist households utilizing alternative metbiodase
management*

C. Other State Models

Although 26 states have started using technolagy alternative methodso modernize their SAP
benefits processvith positive resultsthree stateshave been at the fafront. Florida has moved aline
with applications, electronic case filing, document imaging, automated tracking of case activities, and
Automatic VoiceResponse at their call ngers. Florida has also reduced verification requirements and
now allowstelephone interviewsThey have also created a Community Partnership Prognam

includes over 3,300 organizatianghe initial esults are an improve8NAP processing rate andnigse

of modlcgrnization initiatives by SNAP recipients, including 90 percent of applications being submitted
online:

Utah is another state that has seen positive results from their modernization efforts. Along with

creating a call center, on lirepplications, electronic case filing, and document imaging, they have
implemented a baicoding system for documents. The &ading system has allowedl paperwork to
be connected to the correct section of the correct fifés.

The State of Washingtdmasalso turned to alternative methods by developiaginique performance
based partnership with community based organizations throughout the state. Applications are
monitored by a barcode which corresponds to the organization where they applied. Tedhsa pays
each organizatio for applications submitted as well as successfully complapgdications. The
organizations are required to keep up glhisuccess rate of applicatioasd the state hasaported
increased accuracy in outreach and applizasi due to the partnership’

D.The FoodShare Program in Wiscoreid Milwaukee County

The Foodand Nutrition Servicedivisionof the USDA is responsgfor regulating SNAP benefitadh

state is responsible for administering those beneditel ensuring thafederal SNAP rights are uphelbh
Wisconsin the FoodShare program is administered by the Wisconsin Department of Health Services
(DHS).

In Milwaukee CountyFoodSharewa$ KS NB alLR2yaArAoAtAdGe 2F aAifgldz1 SS
and Human Services (DHHS) ungcember 312009. FoodShare services were available online, over

the phone, or irperson at two county locations The Marcia P. Coggs Human Services Center (Coggs
Center) and the George Robles Service Center (RoblesriCehthandful oicommunity based

organizatiors also helped people applyHowever, in a lettedated February 3, 2009, DI$8cretary

Karen E. Timberlake informed Scott Walker, Milwaukee County Executive

14 .
Ibid
B2 xffALFYas !AaExflgtatoty Study nfddedShare Modernization in Milwaukee Coa069
16 |a;
Ibid.
Y2 L aKAy3Ad2y 5SLINIYSYyld 2F {a02ayt{GVRSI SHAKG@ CSARADOE&EE NB B Ok
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G5dzS G2 GKS |/ 2dzy e Qasic fet chiticadadBicesi [hcomdNE OA RS
Maintenance program services], the Wisconsin Department of Health Services

O05SLI NLYSYyGu gAft y20 O2yaGNI OG S6AGK aAf gl
Humalr%\lServices for Income Maintenance Administration beyond themucalendar

e SENE

According to the letter, this decision was a reaction to the law\algtt, et al. v Timberlake, et alnd

troubling statistics based upam A f ¢ | dz] S Sailuretapyodessgplications, renewals, and

changes for the FoodShaaad Medicaid programin a timely mannet? OnMay 26, 2009, Wisconsin
GovernorJimDoylesigned2009WisconsinAct 15whicha NI y 4§ SR G KS adl 6SQa 5 SLI
Services (DH#)e authority to monitor and control income maintenance programs in Milwaukee

County.

DH<created athree-phasetransition plan to assume the administration of FoodSharediel®d, and
childcare programg Milwaukee County Throughout the year, the ate slowly took over responsibility
of the tasks necessary to administer the income maintenance progr&@mslanuary 1, 2010 state DHS
took over full responsibility of the FoodShare ProgiarMilwaukee County Below is a detailed outline
of the transition process.

18 etter from Secretary Timberlake to Scott Walker, Milwaukee County Executive dated February 3. 2009
19 (.
Ibid




County/State Transition of FoodShare Administration

The state takesver new applications submitted on or after May
through ACCES&and, except for homeless mail and EBT issuan
May 1, 2009 | case management for those cases

Phase 1 CreatesMilwaukee Enrollment Services (MiL&8)manage cases

CreatesEnrollment Services Center (ES6)manage cases for
June 15, 2009 | single, childless adults. Elderly, Blibidsabled, and Families
continueto use MILES

MILES takesver all Milwaukee Call Center responsibilities with

July 1, 2009 _ . .
e the exception of appointments and chibéire cases.

August 24, 2009 | State takes responsibility for verification.

State begins distributing EBdards and handling homeless mail.
September 1, 2009 (State workers completing these tasks become first state workg
Phase 2 located in Coggs Center)

September 15, | State begins processing Six Month Review Forms (SMRFs)
2009

State is responsible for Fair Heay<.
October 19, 2009
County opens Room 102A asealfservecomputer lab.

December 31, 2009 Robles Center closes.

State is responsible for all facetstbé FoodShare Program.

The state will maintain a facility in Milwaukee that would be
Phase 3 60,000 square feet and include space for:

January 1, 2010 Staff to administer the program

A dropin day care

Space for Fair Hearings

And a food pantry

a. ACCESS an online prgram that allows individuals to apply and manage their FoodShare, Badger Car
Family Planning Waiver. The online systemvailable ahccess.wgov

b. MIlESis Milwaukee Enrollment Services. Located at 7630 West Mill Rd. MilwadK&sS staff manages
FoodShareases for all families and Elderly, Blind, and Disabled individuslidnvaukee.

c. ESGs Enrolliment Services Cent&SC is a state wide agency created for application, enrollment, renev
and member services for childless adults. ESC was created to alleviate local &yemkiead concerns and
to provide service$o the childless adult population.




d. EBTis Electronic Benefit Transfer. In Wisconsin, FoodShare benefits are distributed each month on ¢
card. Clients can use Quest cards similar to &t aeid.

e. SMRFare SixMonth Review Forms requirddr households, or food units, to report earned and unearn
income for all members of the househd@dnonths after certification of FoodShare benefits.

f. Fair Hearingsre the method of appealing a decision regarding FoodShare benefits. By federah®NAF
every household has the right to request a fair hearing if they disagree with an agency action or amoun
FoodShare benefits allotted to them.

E.TheState/County¢ NI VadAGA2Y | VR [ dzyISNJ ¢l 41 C2NOSQa w2t S

Hunger Task Force tite Coggs Center

SinceJanuary 26, 2009, Hunger Task Force has had a written Memorandum of Understanding with Milwauke:
County Department of Health and Human Servi@&dHS)The MOU allowe#lunger Task Force to place part
time staff at the Marcia P. Cogdduman Services Centereducate cgtomersaboutACCESS. ACCES®is

& 0 I onfh@system that allowsndividuals ohouseholds to apply, check case status, and report changes to
their cases. Hunger Task Force &legansurveyingcustomersin orderto assess how the ACCESS sysem
working and in what areas improvemeniandbe made.

According to theoriginalO2 Yy 1 NI OG0 X | dzy ASNJ ¢ I a1 dpdhibgtirée emiddyeesdoy 4 A
20 hours per week on site who are clearly identified as Hunger Task Force stafé@r@sponsible for

assisting custmers who are interested in training for tleCCESS program. Customers alsavidtita step by

step instuction sheet outlining how to usACCESS. Hunger Task Fasrequired to report survey data

back to DHHS. Providing the equipment, including computers, internet acces$aeées and table and

chairs werealso a responsibility of Hunger Task ForbélHS Economic Suppok A & A 2y Qa az2f S
wasto provide a suitable room for Hunger Task Force staff to work with customers on an individual basis in a
private setting®®

January X March 31, 2009

¢CKNRdzZaAK2dzi HAndZ | dzRE NO5 étitha Coggs Ednidsiged and @ravd adaptyfo

the needs of Milwaukee residents. The project began as education and evaluation of the ACCESS pimgram
begin with, Hunger Task Force set up 12 computers in a classroom style. There weresved tables a

projector, andascreen in half of the current Room 10B.PowerPoint presentation was created to take
customers through the entire ACCESS process, beginning with creating a Google email account and then
applying online for FoodShare. Hyer Task Force staff would recruit cush@rs from other rooms in the

building who were waiting to be served. However, with each customer having different levels of computer
knowledge and distinct cases, often Hunger Task Force staff would work one eantbreach individual.

hyS 2F (GKS 321 fa 2F 1 dzyISNI ¢l al C2NOSQa Aygd2f @Sy
ACCESS and the transition were affecting clients who needed benefits. Data was collected throughout the
process to monitoHunger Task Force efforts and the processes of Milwaukee Countphargtate of

Wisconsin. In thedxginning, surveys were collected frattients about their experiences with the FoodShare
program, even if they did not choose to learn about ACCESS in RooEeatOxlient served in Room 1@4as

also asked to complete a survey upon completing their application. In addifionger Task Fard-oodShare

* Memorandum of Understanding between Hunger Task Force and Milwaukee County DepartmenitivBiHéaduman Services.
January 26,2009
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Assistants completga log of infemation for each client they helpedAccording to Hunger Task Force data,
during January 1 through March 31

e 630 clients were assisted by Hunger Task Force staff in RoomAb@stimated 446 of those cligs
were enrolled in the FoodShare program for a taif$786,945n FoodShare benefits.

¢ Approximately half of all respondents did not normally use a computer; a third of respondents were
comfortable with computer usage

e Nearly 70 percent of clients whaompleted ACCESS education with Hunger Task Force staff had never
heard of ACCESS priortheir visit at Coggs.

e For approximately 8 percent of clients English was not their primary language and almost 5 percent of
clients were physically or cognitivelyattenged 2>

As customers began to apply through ACCESS, it came to Hunger TagkaForte (i iha applidagoys were
delayed due to thé 2 dzy i & Q JrodesS bf scheSlRing an appointmem/hen Hunger Task Force became
involved in researchimpandsuggesting ways to improwke online application process, this facilitated Hunger
¢Fal C2NDSQa Y2NB FOUABS NRtS Ay GKS GNIXryaaxildazy

April 1¢ June 30, 2009

hy al @& MX | dzy 3SN éeipandedvEninRobB OG5, Tnd dbws Sftikeérendained, but at
this time morecubicles were created in the new section of the raom

Due toincreasing demanébr Hunger Task Force serviacasRoom 105afull time project director was hired
and began work on June 15. tAts point Hunger Task Forc#afflocated in the Coggs Centead increased
to four FoodShare gsistantsand aProject Drector. During this time according to Hunger Task Force data:

e 1510 clients were assisted by Hunger Task Force in RoomAtEstimated 1057 of thoseclients
were enrolled in the FoodShare prograniheFoodShare benefits obtaga in Room 105 by these
clients is estimated $212,098

e 80 percent of the clients in Room 105 came to apply for FoodShare and 33 percent had a FoodShare
phone interview with a stte worker?*

o 97 percegst of clientserved in Room 105 reported Hunger Task Feesgicein Room 10%was good or
excellent

Hunger Task Force staff began scanning client verification documenshitdilES and ESE be processed.
The statehad not previously receivederification in this mannerHowever, they adapted and began
processing thosdocumentsscanned by Hunger Task Fostaff.

2l dzyASNI ¢ a1 C2NOS® wnndd acz2dtf /tASyda {SNPBSR Ay /233a /
2] dzyASNJ ¢ 41 C2NDOSP® Hnnpd a{ dNBSe [/ 2tfSO0GA2y G aAifgldl §S
®Hunger Task Force.2apd ¢ 201t / fASyda {SNBSR Ay /2334 /SYyGSNI w22Y W™
1 dzyASNJ ¢ &1 C2NDOSP® Hnnpd a{ dNBSe [/ 2tfSO0GA2y G aArfsldl §S

% bid.
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July 1c September 30, 2009

During July, August, and September Hungér Ta C2 NS Qa NP &s3he Sihtertbok gv& Rangt (1 S|
new facets of the FoodShare prograifhe number of clients assisted by Hunger Task Force staff continued to
increase and in order to assist more clients, the rows of tables were taken away to make room for more
cubicles to becreated for clients to useDuring thisthree monthtime period, approximately 2,600 clients

came to Room 105 for help, with oveflD0 in September aloneAt this time Hunger Task Force expanded to

21 computers and six FoodSharesistants.

Hunger Taskorce continued to compile data in order to inform and monitor the transition process. The data
collected was valuable to identify trends and areas where the administration of the FoodShare program
needed to be improved/ 2 Yy OS Ny a NI 3 | adiRyitg/agheré © fedral SNAR @isicontinued
surfaceg particularlyissues of timeliness, language accommodations, and customer se@lieats not being
contacted within 30 days, receivingttiers in a language other thaheir primarylanguage the unavailability

of a bilingualcase worker, anghone hold times o&n hour were all being documentdry Hunger Task Force
staff. During this tine, Hunger Task Force data shows:

e 2,609 clients were assisted in Room 105. It is estimated t/@&6lofthose clients were enrolled in
FoodShar@nd receivedan estimated$397,664in benefits*®

e Average wait time on hold to speak to a state workesre thandoubled since June 2009 &Y
minutes.

e 93 percent of clients were able to complete the tasks in Room 105 that had brought them to Coggs

e 6 percent of clients reported a language besides English as their preferred language to speak and
which toreceive letters. Of those, 3 percent spoke Hmp2 percent Spanish, and 1 percent Laoffan.

October 1¢c December 31, 2009

The number of clients visiting Bim 105 hit its high in October with;204clients servedin order to make the
verification and review process easier for clients, Hunger Task Force instaédervescanner atside of
Room 105. This allowedlients to send verification and SMB&cumentsto the state As a step towards
modernization, thee documents were able to be processed faster than documentsuttet to be left in a
drop box.

Hunger Task Force continued to see clients whose caskegedfederal timeliness regulatiga lack of
proper language@ccommodations, and poor customgervice. According to Hunger B& Force data, during
this time:

e 3,075 clients were assisted in Room 105 by Hunger Task Force staff. It is estimateti3Baif 2hose
clients were enrolled in the prograffi.
e For the entire year it is estimated thadtal benefits received by Milwaukee citizens who enrolled with

Hunger Task Forde Room 105 reache$l 1,750,781.03°

1 dzy3SNI ¢l 41 C2NDS® Hnndpd ac¢2dl f /2600 Fy (&S y{SSINIASER WASYO JATE |, /¢
Il dzy3SNI ¢ A1 C2 NOISG 465 If (WIS y{lidzY YVINIESE  Wdzy

Bl dzyASNI ¢ &1 C2NOS® wnndd acz2dtf /tASyda {SNPSR Ay /233a /
29 111

Ibid.
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e 89 percent of clients reported they were successful in completing what theyettedaccomplish to
apply or maintain their income maintenaa benefit§°

When DHS was unable to supply The FoodShare Steering Conihititheadequate data regarding cases
processed by the ESC, Hunger Task Fesponded with a Freedom of Information AEOIAyequest to the
state on October 12 and anoth&OIA equeston November 4. Hunger Task Foatgoturned to the media.

On November 9a press release was issued explaining that some applicants were waiting up to 100 days to
receive their benefits, or to be notified they were not eligibteln response to inadequate assistance to

clients with limited English proficiency, Hunger Task Fals@sent the state and USDA a Civil Rights
Compliance Complaint.

| dzy ASNJ ¢ a1 C2 NS Qexpiréd BriNe&eiviliy3d, 20D Joweler with DHHS  LISididY A &
Hunger Task Force continuemloperate in Room 1050n January 13, 2010 a new MOU between Hunger Task
Force and Milwaukee Countyas signeansuring Hunger Task Force space in the Coggs Center until June 30,
2010 Hunger Task Force continuesadvoa@ate that the state DHS addregsoblems with the FoodShare
Program relating to language barriers, long phone wait times, and FoodShare rights violations.

¢CKNRdzZAK2dzi GKS @SINE | dzyISNJ ¢l 41 C2NOSQantiahtgy 32t @S
ensuring clients were a priority during the state take over. dilene computer applications and the support
center run by the Hunger Task Force in Room 105 has evolsgdhe year to adapt to the needs of the 7,800
clients who have come fassistance. Through surveying clients, there is evidence thatservemodel is
effectivewith 89 percent of clients being successful in completing what they needed to accomplish, and 81
percent of clients reporting that they would use ACCESS again to maintain their FoodShate case.

O dzy ISNI ¢+ a] C2NOBGUD GF f f &y VI NBADSE Wdzy

¥ The FoodShare Steering Committee, created in 2007, included Hunger Task Force, federal, county, and state employegs to disci
problems of the FoodShare Program and to develop solutions to improve the program.

l dzyISNI ¢l a1 CENDSHPREKENBS! CLIA A OF yiaé t NBaad wStSlIasS mmk bk
http://www.hungertaskforce.org/newsevents/newsreleases/a/detail/statefailsfoodshareapplicants/

Bl dzy ISNI ¢+ a1 C2 NOBI a5 H (IS y{lidz{ YWINIES®  Wdzy
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[1l. Methodoloqy

The purpose of this studg to look atwh & LINF OGA OS& | yR | &LISOlstlfseve | dzy :
application assistance model can be replicated throughdillvaukeeCountyby community based

organizatiors in order to increase accessfkoodShare. Thgoal of FoodShare modernizatigto allow the

clients to manage their own casmline when and where they feel comfortable. Information regarding
currentservices provided, capacityterest, ability to serve clients with limited English proficiency, and
accommodations for disabled inddualsat potential ACCESS sites is necessary to determine what services are
currently offered and which organizations would be suitable to become a self service location. Included in thi
researchisl4ofthed i S ARSYUGATASR &R Y2FH Allidzy 3 DS EIAE T 2@ FN
pantries and one other local community based organizatidime pantries were selected either by showing

past interest inthe FoodSharg@rogram or by Hunger Task Force Program Developers.

Meetings vere arrangedvith 29 representatives of 3®cationsand 27organizations. The meetings were
arrangedwith either the coordinator of the pantry or the staff person responsible for benefit assistance at
each community access poinAt each meetinga face to facenterview style survey was conductedth the
representativeto collect information. Questionswere asked about familiarity with the FoodShare Program
and with the ACCESSogram, theservices currently provided, the population served, hours served,
technology available to clients, artle staffing available. Alsguestions were asked about how interested
the organization would be to work towards becominged-serveACCESS site and what potential obstacles
might arise as a result of adopting tmedd of application assistand&or a copy of the complete survey, see
Appendix An page30). At each visit, posters of FoodShare rights were given to the organizations and the
basic policies, procedures, and rights were discussed in order to be certaimegmnization was well
informed.

To add to the information collected through the meetings, follow up questions were distributed by email to
each of the organizations. The purpose of the questions was to gather more details regarding the

2 NH | v ’ BHility fo Acgofmodate individuals with limited English proficiency and individuals with
disabilities. The information is a way of assessing the capacities of community based organizations within
Milwaukee County to serve commities with specific needQuestions focused on the language composition
2T (KS 2 NBL yavdilabiliylortdralationSetvikeSnulii-fingual printed materialsandservices for
disabledclients(For a complete copy of questions, s&ependix Bon page33).

To organize the data in a format that would be most useful, a profile of each site was cvatiidte site
specific informatio® C2 NJ S OK 2 NA | yApdendiDich paQei8). LINE TAE S &S S

Finally, maps of Milwaukee County were created with the curoembmunity access points, pantries, and
poverty rates. The goal of the maps is to se@hat areas of Milwaukebouseholdsneed better acces®
assistancen terms ofapplyingfor and managindg-oodShare benegt(Maps are located iAppendixC on page
36).

% The list of Community Access Points included was obtained from The State of Wisconsin DHS on 9/24/09. Since then an update
list was located online dtttp://dhs.wisconsin.gov/em/CustomerHelp/gethelp.hton 1/6/10 but any added community access
points were not included in this study.
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V. Results

The results of this studgre presented in two different formats. First, a summary ofekesting and potential
ACCESShtesis provided to provide a snapshot of the services provided in Milwaukee County for FoodShare
clients. Inaddition, a profile of each of the 3rganizations that were included in the study wilbpide site
specific information (See Appendix D, on page 38).

A. Khowledge of FoodShare and ACCESS

In order to provide services to assist FoodShare clients,siagt beknowledgeable about the FoodShare
program, client rights, and application process. At each interview, beforpahtry coordinator or benefit
NELINB&aSYy iUl dAgdS g1 a SRdzOFGSR 2y GKS olaixda 2F (KS
fa¥ Af A NAG& gAGK 2 AaO02 yhe san@guesidaad BskehbodtBheirlfaNBiamtdvith K ¢
the ACCESS progranhe representative as asked to rate thefiamiliarity on a scale of one to fiverigure 1
andFigure 2present the results of each question.

Figure 1Knowledge of FoodShare Program

m All Organizations (n=29  ® Food Pantries (n=14 Community Based Organizations (n=1

63%

Response Rate|

0% 0% 0%

1 2 3 4 5
Not familiar Somewhat Very
at all familiar familiar

Overall, 80 percent dhe representatives reported a high rating (four or five) of familiarity with the program.
Community based organizations have a greater familiarity with tuelBhare program overall with 63
percent reporting to be very familiar with the program and npnesentative reporting being less than
somewhat familiar.Respondents reported a higher level of familiarity when asked about ACCESS.
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Figure 2 Knowledge of ACCESS

m All Organizations (n=29 m Food Pantries (h=14 = Community Based Organizations (n=1

88%

Response Rate|

0% 0% 0%

1 2 3 4 5
Not familiar Somewhat Very
at all familiar familiar

As seen ifFigure 2pof the respondents whaeports being very familiar with ACCESS, 57 percerfoacke
pantries and 88 percent amommunity based organizations. The percent of organizations reporting a low
level of familiarity (a rating of one or twég also lower than seen Figure 1.

B. Services Provided

It is not surprising that there greater familiarity with ACCESS nh@oodSharevhen consideringhat seven
out of the 12community based orgazations are health clinics wheneedical assistance prograrase the
priority of their benefit department. However, to be consideretiiee community access point for
FoodShare, morganization must provide application assistance for FoodShare asRiglke 3shows the
services provided by the organizations atgl32locations.

Figure 3.Services Provide(th=32

I\_lo ) FoodShare
Application only
Assistance 12%
18%

Both

FoodShar FoodShare
only with and

BadgerCare BadgerCare
30% 40%
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1. Public Access and W+lls

In order to provide application assistance similar to sleé-servemodel developed by Hunger Task Force

staff, organizations need to have certain characteristics and tools. The model is based on having convenient
hours for the community anélexible public access. One of the FoodShare rights is to be able to apply the
same day you ask for an application. Organizations imeisipen to the publiand accept wahlns to fully

provide that right to the community.

Figure4. Application Assistance Sitesiat Accept Walkins (n=26)

No Walkins
31%

Walkins
Accepted
69%

Currently,18 of the 26 locationprovidingapplication assistancaccept walkins. Of those 181 are

community based organizations andare pantries. Twelve of the organizations take appointments. For many
of the organizationsstaff commented thathey had no choice but to set appointments due to limits on staff
availability.

2. Technology

To apply for FoodShare, a household mawgimit an application, provide verification docuntgnand

complete an interview. In order for an individual to complete the full application process, he or she must have
access to a computer, phone, and scanner or fax machine. To replicateltserne model created in Room

105 of theCoggs centeyclients must have the ability to use these tools on a walk in basis themselves, or with
the assistance of staff. Each organizatisas askedo indicate technology currently available for clients use

or that could be made available.
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Figure 5.Technolay Available for Client Use

m All Organizations (n=32 m® Community Based Organizations (n=1 = Food Pantries (n=14

1 13 13

Response Rate|

1 2 3 4

Computers Phones Fax Machine Scanner

A summary of the technology currently available at the 32 locations studies is shéugure 5 Computers

and phones are the most popular form of technology available to clients with 13 locations having each. Morz
pantries have computers than community based organizati@ften, if pantriesare able to afford a

computer thefood pantry is likely to allovelients to use the computer, whereas many more community based
organizations may have computers but do not allow clients to use them. For all otherofyfgehnology,
community based organizations aneore likely to havehem available for clients to use for applications than

food pantries.

3. Staffing

Although Hunger Task Force has found the-set’e model to be extremely successtftlients often do need
assistance. As part of each interview, representatofeeach orgaization were asked if the organization
havestaff or volunteeravho arg or could bededicated to application assistandeégure 6shows out of the 31
locationshow many have staff and volunteers.
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Figure 6.Staff and Volunteers Dedicatetd Application Assistance

m All Organizations (n=32 m® Community Based Organizations (n=1 = Food Pantries (n=14

21

Response Rate

Staff Volunteers

Figure 6shows more community based organizations have staff that@reould be dedicated to application
assistance. However, unlike commurbigsed organizations, for seveantries they could rely on volunteers
to staff selfserveapplication assistance.

5¢& hNHFYATFGA2YyQa LyGdSNBai

Even if an organization has the necessary components of knowledge, technology, and staffing, the
organizationmustalso be interestedn adopting a selserve application assistance mod&epresentatives
from 25 of the 3docations ratel their interest in working towards becomingselfserveapplication location.
Representatives wereasked to rank their interéson a scale of one to fiveive indicatel high interest in
working towards a&eltserveapplicationmodelwhile one indicatel no interest
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Figure 7.Interest in SelfserveApplication Assistance Model

m All Organizations (n=27 m Community Based Organizations (n=1 = Food Pantries (n=13

. 13

Response Rate|

1 2 3 4 5

Not Interested Not Sure Very Interested
At All

Figure 7showsthe majority ofrespondentswho felt comfortable responding to this questionere very
interested. Out of 13 food pantry representats, eight were very interested and two mosere interested.
Out of 14community based organization representatives, eight showed interest andvere unsure or
uninterested.

Each organization was then asked a follow up question based upon their answer. If they ranked their interes
three or lower, the representative was asked what prevented them from beingdsted. If they expressed
interest in working towards becomingseltserveapplication location, than they were asked what potential
obstacles they anticipatedrigure 8hows the barriers mentioned.

Figure 8 Barriers forSeltserveApplication Assistancén=41)

Lack of staff and/owolunteers

e
I &
K O P N 5

O N

FoodShare is not part of thenission 3

Lack of echnology

Believe clients want a more persong
touch IR 3

Lack @ funding _ 2

Lack of knowledge or interes| Sy >
No public accessjumy 1|

Response Rate
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Organizationsndicated theirtop three obstacles or barriers that they anticipated to implemselfserve
application assistance. The most common barrier identifiedla@sof staff and/or volunteers followed by

lack of technology and lack of space. Besides logistical concems répresentatives mentioned that
FoodShare was not part of their organiZaf Qa YA aaA 2y | yR theyhd8i&edihatzientsNS L.
wanted a more personal touch and prefer staff to complete the application for them.

E. Civil RightSompliance

1. Limited English Proficiency

To ensureequal access to all customeescommunity organizatiomust provide services to individuals with
limited English profieincy. To assesknguage assistance capacityfpow-up survey asked each ongaation

to share the language composition of their clients, which language they are able to accommodate with
qualified translation on site, and how they serve a client whesloot speak a language wilvailable
translation on site. The representativegre also asked how many and often a translator was available and
what print signage and forms they have in other languages.

The language composition of clients is vital to knowing if the language accommodations made are adequatel
corresponding to the ppulation being served. Overafligure hows the language compositiseen at the
29 locations that completed the follow up survey.

Figure 9Language Composition @l Locations (n27)
Other
Spanish 3%

English

Other represents < 1% of Combodian, 74%

Loatian,
Samali/Bandu, Thai, & Vietnamese

Organizations were also asked to identifgnslation serviceavailable on site to walk in clients.
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Figure 10Number of Sites able to Translate each Language (n=27)

18

Response Rate]|

WhenFigure 9and Figure 1Gare compared, it becomes clear th@panish is the most spokéanguage

besides English and is also the language that is able to be translated at the most sites. Hmong is the first
language of 3 percent of cliesgerved and is translated at six of the organizations. Just by Bgjnge %and
Figure 10wvould indiate that translation is provided sufficiently. However adequately determiné each
organization is able to provide translation to the population they serve, the attaphafles of each

individual site arenecessary.

In addition to accommodatinthe languages most often seeorganizations musalso know how to
accommodate a client who does not speak a language the organization can translateordgaagzation was
asked if staff or volunteenswould be able to serve a client who speaks a langulg®rganization cannot
translate and how they would serve the clieritigure 11provides the responses given.
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Figure 11 Methods of Servind.imited English Proficientlientswithout Qualified Translation(n=27)

21
Response Rate
12
7
6
. 4
. 0
Language LinfTranslation byRefer clientto  Try to Turn Away Other
family or another overcome Client
friend agency language

barrier

The most popular method of serving clients whose primary language is not translated on site is to rely on a
family or friend to translate. Twelve of the 27 organizations that responded use a language line, six simply tn
to overcomethe barrier, and fourefer cliensto another agencyFor the eight organizations that listed
G20KSNEX Yz2ald 2F GK2aS GNB Ay RATFSNByG gsreéea (2

dients needto be able tounderstand services provided, be comfortable and able to read and complete
R20dzyYSy il GA2y Ay (GKSOoOtABYS&EQaz22daiAt A ViBoude®SE RINAR Y
served Organizations were asked what formats providingnmiationon client services aravailable

translated into a language besides Englishe question asked about information regarding limited English
proficiency policy, public notices, discrimination complaint process, outreach material, confidentiality policy,
intake forms, and phone menugigure 1hows which materials are translated for clients at the 26
organizations represented.
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Figure 12 Forms, Information, and Outreach Materials Translat@u=27)
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As seen ifFigure 1Zhe most populatranslatedform of informationpertainsto hours of operation followed
by information regarding ACCESSthough 18 is the majority of organizations that responded, for current
and potential community access points offering application assistance on ACCESS, thdieshaquirity.

Also,dJustice for Adlposters are requirethy USDA FNS for all organizations adminisggublic assistance
programs. As important as they are, otly locationgeport having the poster translated into languages
besides English.

2. Accommodations for Individuals with Disabilities

In addition to clients with limited English proficiency, clients with disabilities are entitled to accommodations
to ensureequal access to programs and servic@éth the help of Disability Rights Wis®in and
Independenceéirst questios regarding proper accommodatiofes individuals with disabilities were drafted.
Questions regarding their organizatid@dility to accommodate individuals with special needs and what
accommodations the organizationable to provide were included in the follow up survey.

Respondentsvere firstasked if their organization &ble to accommodate people who are deaf or hard of
hearing, are blind or have low vision, have mental health conditions, with developmeniadjoitize
disabilities, with other health conditions that limit a major life activity, or with any other disaliigyurel3
showsthe number oforganizations able to accommodate each group.
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Figure 13Accommodations for Individualsvith Disabilities(n=27)

21
Response Rate 17
Deaf/hard of  Blind/low  Mental Health Developmental Other health Other
hearing vision Conditions  or cognitive conditions that
disabilities limit a major life
activity

Figurel3 shows that he majority ofthe 27locationsthat respondedare able to accommodate individuals
with different types of disabilities. Accommodations are most often available for individuals who are blind or
have low vigin and individuals with health conditions that limit a major life activity.

The methodghe organizationsre able to accommodat@dividuals with different needs is important to
know. Each organization was asked questions regarding means of accommodations that allow physical,
communication, and programmatic access to their servigesh different type of access hdsfering

methods of achievingFigure 14addresses physical access.

Figure 14Accommodations that Provide Physical Access (n=27)
1 23

Response Rate

Accessible parking Accessible  Access to offices  Accessible Home visits option
building entrance bathrooms
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The majority of locationare able to provide adequate physical access on site to clients with accessible
parking, accessible building entrance, access to offices, and accessible bathrooms. However, molytseHve
the 27 organizations arable to offer home visits as an optiom people with limited mobility.

Physical access is only one element of fully accommodating and serving an individual with disabilities.
Communication access is just as important and many tr@available to assist organizationsth
communication acess forall clients. Available tools includnguage interpretesfor those who are deaf and
hard of hearing, Telecommunication Device for the Deaf (TDD) or Wisconsin Relay $aRiSpeaders or
assistive technology, and special assistance forgmersvith developmental or learning disabilitieBigure 15
shows the availability of these tools at the community access points and food pantries.

Figure 15Accommodations that Provide Communication Access (n=27)

9

Response Rate -

Language TDD or WRES Readers or assistive Special assistanc
interpreters technology

As shown irFigure 15far fewer locationsare able to adequately provide communication access than are able
to provide physical access. Of the methods of providing communicaticess, the most popular methagito
provide language interpreters for those who are deaf anddhafrhearing. Eight organizations provide special
assistance for persons with developmental or learning disabilities, and seven utilize TDD or WRS. Only four
have readers or assistive technology available for persons with visual impairments.

In additionto physical and communication access, persons with disabilities have the right to programmatic
access.Two methodsf ensuringndividuals with disabilities have programmatic access are to have written
LINEP @A aAz2ya G2 adasSaa #ithd Makeakcdrdmodaoss addNdhavy prdcediirds 2ay Q
committee, or workgroup that periodically evaluaté KS 2 NHIF yAT FGA2y Q& | oAfAGE
with disabilities.
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Figure B Accommodations that Provide Programmatic Access (n=27)

Response Rate

10

Written provisions Evaluate accomodation:

Out of the 27 locationd=igure 16shows that only 1Gave written provisions to assess modify
accommodations and 12ave a procedure or group evaluatethe accommodations currently provided.

F.Site Profiles

A profile has been developed for each site included in the stlidg.site specific information is useful to know
which services are provided in each area of Milwaukeethadevel of adequacy for each service provided
(The conplete profiles are in Appalix D, on page 37
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IV Major Findings

1)

2)

3)

4)

About onethird of FoodShare community access poiatgl food pantriesvill only assist clients who
choose to apply for BadgerCare at the same time.

The majority of existing community access points and pantriesréerested in implementing a self
serve application assistance model.

Lack of staff and/or volunteers is the most common barrier to implementing aseste model.

Only four organizations are able to refer clients to another organization who is@blcommodate
their language needs when their organization is unable to provide translation.

V Recommendations

1)

2)

3)

4)

Hunger Taskorce should provide educational servieesl trainings for organizations that reported
interest in implementing aeltserveapplication assistance moddirainings should focus on
FoodShare rights, civil rights, and the use of technology.

Hunger Task Force should assess to what extent it can help food pantries modernize their FoodShare
operations

Hunger Task Force shouldsass to what extent it can help food pantries expand staffing/volunteer
levels.

Hunger Task Force should develop a community wide referral system between ACCES$mbints
ensures that all clients, including those with limited English proficiency aadbitities are
appropriately served Communication betweetiheseorganizations will ensurthat referrals are made
when needed sorganizationgan properly accommodate individuals with special needs.
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Appendix Ac Organization Surey

Name of Organization:
Address:

Contact Name:

Title:

Contact Phone Number:
Hours of Operation:

Number of Clients:

Background Knowledge

1. What is your familiarity withk A 8 O2 y A Ay Qa C;

program?
1 2 3
Not familiar Somewhat
at all familiar

2. Are you familiar with the ACCESS program?

1 2 3
Not familiar Somewhat
at all familiar

Notes:

4

30

5

Very
familiar

5

Very
familiar

Date:

Type of Organization:
Social Service

Agency
Hospita
Health Center
Food Pantry
Homeless Shelter
Meal Program

Other




Capacity

3. What services do you currently provide? (Check all that
apply)
____Assistanapplying for Badger Care
Assistance applying for FoodShare

Current Services Notes:

4. Who do you serve? (Check all that apy
_____ Everyone
_____ Everyonim zip code
______ Specific population

5. Do you allow waklns to apply for benefits?
(0) No (1) Yes (3) Set appointments

If so, what days and times

Day Time

Day Time All hours of operation
Day Time Total Hours:

Day Time

Day Time

6. Do you currently have any of the following that are (or could be) used by clier

Computers: No Yes Working on
Phones: No Yes Working on
Fax Machines: No Yes Working on
Scanners: No Yes Working on
Internet Access: No Yes Working on

Technology Notes:

31

How many:
How many:
How many:
How many:




7. Do you have staff that would be able to devote time to the FoodShare online ASHIS8&esite?
No Yes

If yes, in what capacity? (check all that apply) Notes:
___ Assist clients with ACCES!
__ Assist clients wigtanning documents
_______ Technology set up
__ Training volunteers

8. Do you have volunteers that would be able to devote time*
No Yes Notes:
If yes, in what capacity? (check all that apply)
____ Assist clients with ACCESS
______Assist clients with scanning documen
_______Technology set up

9. How interested are you to work towards having the capacity to assist clients to apply through A(
and scan documents fétoodShare benefits?

1 2 3 4 S

Not
_ Very
mterzs“ted at Not sure interested

10a. If answer to 8 is-3, what prevents you from being interested? (Please rank your top three
reasons)
FoodShare is not part of thieyanization's mission
Lack of funding
Lack of technology
Lack of staff and/or volunteers
Lack of knowledge/information
No public access
Other

10b. If answer to 8 is 4 or 5, what possible obstacles do you anticipate? (Please rank your top three co
Lack of funding
Lack of technology
Lack of stadéind/or volunteers
No public access
Other

Notes:
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Appendix Bc Follow Up Questions \
v
\\V74

HUNGER TASK FORCE

1) Please fill in your contact information.
Name:

Title:
Organization:

Phone:

2) Whatis the language composition of your clients? (Check all that apply and pledsesure percentages add up to
100%)

[ ]English % [ JLaotian %
[ ]Arabic % [ JRussian %
[ ]Cambodian % [ ]Somali/Bantu %
[ ] Chinese % [ ] Spanish %
[ ]French % [ ]Thai %
[ Hindi % [ ]Vietnamese %
[ JHmong % [_] Other %
[ |Korean % Total = 100%

3) What languages are you able to accommodate with qualified etafblunteers providing translation on site?
(Please check all that apply)

[ ]Arabic [ JHmong [ ]Somali/Bantu
[ JCambodian [ JKorean [ ]JThai

[ |Chinese [ ]Russian [ ]Vietnamese
[ JFrench [ ]Laotian [ Jother:

[ Hindi [ ]Spanish

4) If aclient comes to your organization who does not speak the languages you are able to accommodate through
gualified translation on site, are you able to serve them? How?

[] Use of a language line [] Try to overcome language barrier
[] Translation by family or friend [] Turn away the client
[ ] Refer client to another agency, [ ]Other

Please list the agency:
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5) Please complete the following table about the languages you are able to offer quaiifiedation on site for.

Language Number of Staff| Number of Volunteers

Days On Site HoursEach Day

6) Indicate which of the following formats providing information on client services you have translated.

In what language(s)?

Information Format

Translation Available

Language

Limited English Proficiency
Policy

Notice advising persons of availabilif Yes] | No:[ ] N/A:[]

of language assistance services

Public Notices

Hours of Operation

Other

Yes] | No:[ ] NA:[]
Yes] | No:[ ] N/A:[]

Discrimination complaint
process

How to file a complaint

Justice for All posters

Yes] | No:[ ] NA:[]
Yes] | No:[ ] NA:[]

Outreach Material

W.I.C.
Energy assistance
211

Access

Yes] | No:[ ] NA:[]
Yes] | No:[ ] NA:[]
Yes] | No:[ ] NA:[]
Yes] | No:[ ] NA:[]

Confidentiality Policy

Yes] | No:[ ] N/A:[]

Intake Forms

Yes] | No:[ ] NA:[]

Phone Menus

Yes] | No:[ ] NA:[]

Please explain other materials you have translated for clients:
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7) Is your organization able to accommodate the following individuals? (Check all that apply)

[ JPeople who are deaf/ or hard of hearing

[ ]People who are blind or have low vision

[ ]People with mental health conditions

[ ]People with developmental or cognitive disabilities

[ ]People with other health conditions that limit a major life activity, including mobility
[ ]other

8) Please indicate which of the following accommodations you are able to provide for people with disabilities:

A. physicahccess (Check all that apply)

[ JAccessible parking

[ JAccessible entrance to the building

[ JAccess to your offices (no stairs or availability of elevator)
[ ]Accessible bathrooms

[ JHome \sits for people with limited mobility

B. Do you offer the following accommodations to ensure communication access, when requested?
(Check all that apply)

[ JLanguage interpreters for those who are deaf and hard of hearing

[ ]Access through Telecommunication Device for the DERD) or Wisconsin Relay Service
(WRS) for the deaf and hard of hearing participants

[ ]Providing readers or assistive technology for persons with visual impairments

[ ]Providing special assistance in the form of an accommodation for persons with
developmental or learning disabilities

C.Programmatic access (Check all that apply)

[ ] Your organization hawritten provisions to assess or modify your ability to
accommodatendividuals with disabilities.

[] Your organization has procedures, a committee, or workgroup that periodically
evaluates your ability to accommodate individuals with disabilities.

Thank you for your time.
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Appendix G Maps
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