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Executive Summary 
 
The Supplemental Nutrition Assistance Program (SNAP), formerly known as Food Stamps, is the ƴŀǘƛƻƴΩǎ 
largest federal nutrition programΦ  CƻƻŘ{ƘŀǊŜ ƛǎ ²ƛǎŎƻƴǎƛƴΩǎ {b!t ǇǊƻƎǊŀƳΦ  wŜŎŜƴǘƭȅΣ ²ƛǎŎƻƴǎƛƴΩǎ 
FoodShare Program has followed a national trend by utilizing technology to ease the administrative 
burden on both the government administrators and program beneficiaries.  In addition, the 
administration of the FoodShare Program in Milwaukee County transitioned from the Milwaukee County 
5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ ŀƴŘ IǳƳŀƴ {ŜǊǾƛŎŜǎ ǘƻ ǘƘŜ {ǘŀǘŜ ƻŦ ²ƛǎŎƻƴǎƛƴΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ {Ŝrvices in 
2009. 
 
Throughout the stŀǘŜΩǎ transition process, Hunger Task Force has provided application assistance in the 
Marcia P. Coggs Center near downtown Milwaukee.  Since January 2009, Hunger Task Force has placed 
staff at the Coggs Center to assist customers with various FoodShare issues.  In 2009, Hunger Task Force 
assisted 7,800 clients in the Coggs Center.   
 
Hunger Task Force assessed the current application assistance services provided at current and potential 
outstations throughout Milwaukee County to determine if services are adequately serving the 
ŎƻƳƳǳƴƛǘȅΩǎ ƴŜŜŘǎ ŀƴŘ to determine where similar self-serve application assistance models can be 
created.   The major findings of this assessment include the following: 
 

 About one-third of FoodShare community ACCESS points and food pantries will only assist clients 
who choose to apply for BadgerCare, medical benefits, at the same time. 

 The majority of existing community access points and pantries are interested in implementing a 
self-serve application assistance model. 

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

 Only four organizations are able to refer clients to a translation service provider when faced with 
serving a client who does not speak English. 

  



  
      4 

 
  

I. Introduction 
 
Poverty is the 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 
poverty.1   On November 16, 2009 the U.S. Department of Agriculture (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 hunger. The report 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 disruptive eating patterns.2 
 
The number of households and individuals enrolled in federal nutrition programs reflect increasing need 
due to higher poverty and unemployment rates.  Participation in the Women, Infants, and Children 
Program (WIC) has increased by over one million individuals since 2006, with a total of 9.1 million 
individuals enrolled.3   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 students eating lunch in the 
program.4 The School Breakfast Program is now serving over 9 million meals to students who qualify for 
free or reduced price meals.5 Enrollment in the Supplemental Nutrition Assistance Program (SNAP), 
formerly titled Food Stamps, has seen some of the greatest increases with close to 4 million more 
households receiving benefits than in 2006.6  
 
Milwaukee County mirrors the patterns seen around the country.   In fact, with approximately 23 
percent of Milwaukee city residents living in poverty, Milwaukee has the 11th worst poverty rate in the 
nation among large cities in the U.S.7   With the unemployment rate nearing 10 percent during the 
summer months of 2009, an increased need has been reflected in the number of households enrolled in 
CƻƻŘ{ƘŀǊŜ ό²ƛǎŎƻƴǎƛƴΩǎ ƴŀƳŜ ŦƻǊ {b!tύ and by the volume of families visiting pantries and meal 
programs throughout Milwaukee.  Milwaukee County has close to 200,000 Milwaukee households 
receiving FoodShare benefits, which is an increase of 25 percent in the past year and the highest level of 
participation ever in Milwaukee.8  HungeǊ ¢ŀǎƪ CƻǊŎŜΩǎ ƴŜǘǿƻǊƪ ƻŦ ул pantries and meal programs also 
report an increase of approximately 22 percent in need for their services.  Hunger Task Force distributed 
9.5 million pounds of food to serve over 46,000 clients each month in 2009.9          
                                                           
1
 ¦{ /ŜƴǎǳǎΦ ά!ƳŜǊƛŎŀƴ /ƻƳƳǳƴƛǘȅ {ǳǊǾŜȅ нллуΦέ /ŜƴǎǳǎΦƎƻǾ  http://www.census.gov/acs/www/Products/index.html 

(accessed December 17, 2009) 
2
 ¦{5! CƻƻŘ ŀƴŘ bǳǘǊƛǘƛƻƴ {ŜǊǾƛŎŜǎΦ ά9ŎƻƴƻƳƛŎ wŜǎŜŀǊŎƘ {ŜǊǾƛŎŜǎΩ IƻǳǎŜƘƻƭŘ CƻƻŘ {ŜŎǳǊƛǘȅ wŜǇƻǊǘΦέ 

http://www.fns.usda.gov/cga/PressReleases/2009/PR-0570.htm FNS.USDA.gov. (accessed December 16, 2009) 
3
 ¦{5! CƻƻŘ ŀƴŘ bǳǘǊƛǘƛƻƴ {ŜǊǾƛŎŜǎΦ ά²L/ ǇǊƻƎǊŀƳΦέ Cb{Φ¦{5!ΦƎƻǾΦ http://www.fns.usda.gov/pd/wicmain.htm (accessed 

December 16, 2009) 
4
 ¦{5! CƻƻŘ ŀƴŘ bǳǘǊƛǘƛƻƴ {ŜǊǾƛŎŜǎΦ  άCƻƻŘ /ƘƛƭŘ bǳǘǊƛǘƛƻƴ tǊƻƎǊŀƳ 5ŀǘŀΦέ Cb{Φ¦{5!ΦƎƻǾ 

5
 Ibid. 

6
 9ŎƻƴƻƳƛŎ wŜǎŜŀǊŎƘ {ŜǊǾƛŎŜǎΦ άhǾŜǊǾƛŜǿ ƻŦ ǘƘŜ {b!t ǇǊƻƎǊŀƳέ 9w{Φ¦5{!ΦƎƻǾ http://www.ers.usda.gov/Briefing/SNAP/ 

(accessed December 16, 2009) 
7
  ¦{ /ŜƴǎǳǎΦ ά!ƳŜǊƛŎŀƴ /ƻƳƳǳƴƛǘȅ {ǳǊǾŜȅ нллуΦέ /ŜƴǎǳǎΦƎƻǾ  http://www.census.gov/acs/www/Products/index.html 

(accessed December 17, 2009) 
8
 ²ƛǎŎƻƴǎƛƴ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ {ŜǊǾƛŎŜǎΦ άCƻƻŘ{ƘŀǊŜ /ŀǎŜƭƻŀŘ wŜŎƛǇƛŜƴǘǎ ōȅ /ŀƭŜƴŘŀǊ ¸ŜŀǊέ dhs.wisconsin.gov 

http://dhs.wisconsin.gov/em/rsdata/fs-caseload-recip-by-cy.htm (accessed January 20, 2010) 
9 Hunger Task Force. άNovember 2009 Quick FactsΦέ ƘǳƴƎŜǊǘŀǎƪŦƻǊŎŜΦƻǊƎ 

http://www.hungertaskforce.org/fileadmin/htf/learn_about_hunger/publications/November_2009_Quickfacts.pdf 

 

http://www.census.gov/acs/www/Products/index.html
http://www.fns.usda.gov/cga/PressReleases/2009/PR-0570.htm%20FNS.USDA.gov
http://www.fns.usda.gov/pd/wicmain.htm
http://www.ers.usda.gov/Briefing/SNAP/
http://www.census.gov/acs/www/Products/index.html
http://dhs.wisconsin.gov/em/rsdata/fs-caseload-recip-by-cy.htm
http://www.hungertaskforce.org/fileadmin/htf/learn_about_hunger/publications/November_2009_Quickfacts.pdf
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With rising poverty rates and more families experiencing hunger, it is more important than ever that the 
State of Wisconsin guarantee access to nutrition assistance programs for all Milwaukee County 
residents.  Hunger Task Force has taken a key role in ensuring that all applicants and those enrolled in 
FoodShare are granted their rights.   To further benefit the program and Milwaukee residents, Hunger 
Task Force has taken a closer look at alternative administration methods and ways in which community 
based organizations can help residents receive the FoodShare benefits to which they are entitled to 
under the law.  Hunger Task Force has also taken a closer look at how community based organizations in 
Milwaukee are currently involved in FoodShare, and which organizations may have the capacity and 
interest to assist clients with FoodShare application, reporting, and benefit checking services. 
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II. Background 
 
A. Supplemental Nutrition Assistance Program (SNAP) 
 
²ƛǎŎƻƴǎƛƴΩǎ CƻƻdShare Program falls under the federal program formerly titled Food Stamps which was 
renamed Supplemental Nutrition Assistance Program (SNAP) in the 2008 Farm Bill.  The U.S.  
Department of Agriculture (USDA) is responsible for SNAP as well as fourteen other federal nutrition 
programs. Created in 1969, the SNAP program is the largest domestic nutrition program serving low- 
income Americans.   In fiscal year 2009, SNAP benefits reached 33.7 million Americans with an outlay of 
$50 billion of federal money into communities throughout the country.10  Individual benefits are 
distributed on electronic benefit transfer (EBT) cards each month.   The amount allotted to each 
household is determined by The Thrifty Food Plan, a low-cost nutritious diet plan, and is adjusted based 
ǳǇƻƴ ǘƘŜ ƘƻǳǎŜƘƻƭŘΩǎ income, expenses, and assets.  The average monthly benefit in 2009 for an 
individual was $124.45, and $275.73 for a household.   Since the 2008 Farm Bill, the minimum SNAP 
benefit is $14 a month. 11 

 

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

 Receive an application when you ask for it  
 Turn in your application the same day you receive it  
 Receive your SNAP benefits (or be notified that you are not eligible for the program) within 30 

days after you turn in your application  
 Receive SNAP benefits within a few days if you are eligible and have little or no money  
 Have a fair hearing if you disagree with any action taken on your case  

B. SNAP Modernization Trend 
 
The process of applying for and maintaining SNAP benefits varies by state. However in every state an 
initial application, interview, verification, and periodic reviews are required.  States have certification 
periods ranging from 1 to 24 months before a recertification process is mandatory in order to remain 
enrolled in the program.  The recertification process is similar to the initial application process.  
Traditionally, both processes have required multiple in-person visits to a local assistance office.12  
 
Research has shown that the administrative burden of applying for and maintaining benefits has 
discouraged eligible households from applying.13  This is a significant burden for working families and the 
elderly who struggle with transportation, childcare, and work responsibilities.  In an effort to ease the 
burden, states have begun to look at alternative methods for households to apply for and maintain their 
SNAP benefits.  Twenty-six states have looked to technology allowing households to submit applications, 

                                                           
10

 9ŎƻƴƻƳƛŎ wŜǎŜŀǊŎƘ {ŜǊǾƛŎŜǎΦ άhǾŜǊǾƛŜǿ ƻŦ ǘƘŜ {b!t ǇǊƻƎǊŀƳέ 9w{Φ¦5{!ΦƎƻǾ http://www.ers.usda.gov/Briefing/SNAP/ 
(accessed December 16, 2009) 
11 ¦{5! CƻƻŘ ŀƴŘ bǳǘǊƛǘƛƻƴ {ŜǊǾƛŎŜǎΦ άtǊƻƎǊŀƳ 5ŀǘŀΥ {ǳǇǇƭŜƳŜƴǘŀƭ bǳǘǊƛǘƛƻƴ !ǎǎƛǎǘŀƴŎŜ tǊƻƎǊŀƳΦέ  ŦƴǎΦǳǎŘŀΦƎƻǾ 
http://www.fns.usda.gov/pd/snapmain.htm (accessed on December 16, 2009) 
12

 Government Accountŀōƛƭƛǘȅ hŦŦƛŎŜΦ нллтΦ  ά¦ǎŜ ƻŦ !ƭǘŜǊƴŀǘƛǾŜ aŜǘƘƻŘǎ ǘƻ !ǇǇƭȅ ŦƻǊ ŀƴŘ aŀƛƴǘŀƛƴ .ŜƴŜŦƛǘǎ /ƻǳƭŘ ōŜ 
9ƴƘŀƴŎŜŘ ōȅ !ŘŘƛǘƛƻƴŀƭ 9Ǿŀƭǳŀǘƛƻƴ ŀƴŘ LƴŦƻǊƳŀǘƛƻƴ ƻƴ tǊƻƳƛǎƛƴƎ tǊŀŎǘƛŎŜǎΦέ ƎƻŀΦƎƻǾ 
http://www.gao.gov/new.items/d07573.pdf (accessed on January 7, 2010) 
13

 Ibid. 

http://www.ers.usda.gov/Briefing/SNAP/
http://www.fns.usda.gov/pd/snapmain.htm
http://www.gao.gov/new.items/d07573.pdf
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report changes, and submit recertifications on-line.  Many states have also partnered with community-
based organizations to inform and assist households utilizing alternative methods for case 
management.14 
 
C. Other State Models 
 
Although 26 states have started using technology and alternative methods to modernize their SNAP 
benefits process with positive results, three states have been at the forefront. Florida has moved on-line 
with applications, electronic case filing, document imaging, automated tracking of case activities, and 
Automatic Voice Response at their call centers.  Florida has also reduced verification requirements and 
now allows telephone interviews. They have also created a Community Partnership Program that 
includes over 3,300 organizations.  The initial results are an improved SNAP processing rate and high use 
of modernization initiatives by SNAP recipients, including 90 percent of applications being submitted 
online.15         
 
Utah is another state that has seen positive results from their modernization efforts.  Along with 
creating a call center, on line applications, electronic case filing, and document imaging, they have 
implemented a bar-coding system for documents.  The bar-coding system has allowed all paperwork to 
be connected to the correct section of the correct files.16  
 
The State of Washington has also turned to alternative methods by developing a unique performance-
based partnership with community based organizations throughout the state.  Applications are 
monitored by a barcode which corresponds to the organization where they applied.  The state then pays 
each organization for applications submitted as well as successfully completed applications.  The 
organizations are required to keep up a high success rate of applications and the state has reported 
increased accuracy in outreach and applications due to the partnership.17 
 
D. The FoodShare Program in Wisconsin and Milwaukee County 
 
The Food and Nutrition Services division of the USDA is responsible for regulating SNAP benefits. Each 
state is responsible for administering those benefits and ensuring that federal SNAP rights are upheld.  In 
Wisconsin the FoodShare program is administered by the Wisconsin Department of Health Services 
(DHS).   
 
In Milwaukee County, FoodShare was ǘƘŜ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ƻŦ aƛƭǿŀǳƪŜŜ /ƻǳƴǘȅΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ 
and Human Services (DHHS) until December 31, 2009.  FoodShare services were available online, over 
the phone, or in-person at two county locations ς The Marcia P. Coggs Human Services Center (Coggs 
Center) and the George Robles Service Center (Robles Center).  A handful of community based 
organizations also helped people apply.  However, in a letter dated February 3, 2009, DHS Secretary 
Karen E. Timberlake informed Scott Walker, Milwaukee County Executive,  
 

                                                           
14

 Ibid 
15

 ²ƛƭƭƛŀƳǎΣ !ȅŀƴƴŀΦ нллфΦ άAn Exploratory Study of FoodShare Modernization in Milwaukee Countyέ 2009 
16

 Ibid. 
17

 ²ŀǎƘƛƴƎǘƻƴ 5ŜǇŀǊǘƳŜƴǘ ƻŦ {ƻŎƛŀƭ ŀƴŘ IŜŀƭǘƘ {ŜǊǾƛŎŜǎΦ ά²ŀǎƘƛƴƎǘƻƴ {ǘŀǘŜ .ŀǎƛŎ CƻƻŘ hǳǘǊŜŀŎƘ {ǘŀǘŜ tƭŀƴ CC¸ нлмлέ 
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ά5ǳŜ ǘƻ ǘƘŜ /ƻǳƴǘȅΩǎ ŦŀƛƭǳǊŜ ǘƻ ǇǊƻǾƛŘŜ ǘƘŜǎŜ ōŀsic yet critical services [Income 
Maintenance program services], the Wisconsin Department of Health Services 
ό5ŜǇŀǊǘƳŜƴǘύ ǿƛƭƭ ƴƻǘ ŎƻƴǘǊŀŎǘ ǿƛǘƘ aƛƭǿŀǳƪŜŜ /ƻǳƴǘȅΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ ŀƴŘ 
Human Services for Income Maintenance Administration beyond the current calendar 
ȅŜŀǊέ.18  

  
According to the letter, this decision was a reaction to the law suit West, et al. v Timberlake, et al. and 
troubling statistics based upon aƛƭǿŀǳƪŜŜ /ƻǳƴǘȅΩǎ failure to process applications, renewals, and 
changes for the FoodShare and Medicaid programs in a timely manner.19   On May 26, 2009, Wisconsin 
Governor Jim Doyle signed 2009 Wisconsin Act 15, which ƎǊŀƴǘŜŘ ǘƘŜ ǎǘŀǘŜΩǎ 5ŜǇŀǊǘƳŜƴǘ ƻŦ IŜŀƭǘƘ 
Services (DHS) the authority to monitor and control income maintenance programs in Milwaukee 
County.  
 

DHS created a three-phase transition plan to assume the administration of FoodShare, Medicaid, and 
childcare programs in Milwaukee County.  Throughout the year, the state slowly took over responsibility 
of the tasks necessary to administer the income maintenance programs.  On January 1, 2010 state DHS 
took over full responsibility of the FoodShare Program in Milwaukee County.  Below is a detailed outline 
of the transition process.    
  

                                                           
18

 Letter from Secretary Timberlake to Scott Walker, Milwaukee County Executive dated February 3. 2009 
19

 Ibid  
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County/State Transition of FoodShare Administration  

 
a. ACCESS is an online program that allows individuals to apply and manage their FoodShare, Badger Care, and 
Family Planning Waiver.  The online system is available at access.wi.gov 
b. MilES is Milwaukee Enrollment Services.  Located at 7630 West Mill Rd. Milwaukee, MilES staff manages 
FoodShare cases for all families and Elderly, Blind, and Disabled individuals in Milwaukee.  
c. ESC is Enrollment Services Center. ESC is a state wide agency created for application, enrollment, renewal, 
and member services for childless adults.  ESC was created to alleviate local agenciesΩ workload concerns and 
to provide services to the childless adult population. 

Phase 1 

May 1, 2009 

The state takes over new applications submitted on or after May 1 

through ACCESSa and, except for homeless mail and EBT issuance, 

case management for those cases. 

Creates Milwaukee Enrollment Services (MiLES)b to manage cases. 

June 15, 2009 

Creates Enrollment Services Center (ESC)C to manage cases for 

single, childless adults. Elderly, Blind, Disabled, and Families 

continue to use MiLES. 

Phase 2 

July 1, 2009 
MiLES takes over all Milwaukee Call Center responsibilities with 

the exception of appointments and child care cases. 

August 24, 2009 State takes responsibility for verification. 

September 1, 2009 

State begins distributing EBTd cards and handling homeless mail.  

(State workers completing these tasks become first state workers 

located in Coggs Center) 

September 15 , 

2009 

State begins processing Six Month Review Forms (SMRFs)e 

October 19, 2009 
State is responsible for Fair Hearingsf.  

County opens Room 102A as a self-serve computer lab. 

Phase 3 

December 31, 2009 Robles Center closes. 

January 1, 2010 

State is responsible for all facets of the FoodShare Program. 

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

 Staff to administer the program 

  A drop-in day care 

 Space for Fair Hearings 

 And a food pantry 
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d. EBT is Electronic Benefit Transfer.  In Wisconsin, FoodShare benefits are distributed each month on a Quest 
card.  Clients can use Quest cards similar to a debit card. 
e. SMRFs are Six- Month Review Forms required for households, or food units, to report earned and unearned 
income for all members of the household 6 months after certification of FoodShare benefits.   
f. Fair Hearings are the method of appealing a decision regarding FoodShare benefits.  By federal SNAP law, 
every household has the right to request a fair hearing if they disagree with an agency action or amount of 
FoodShare benefits allotted to them. 

 
E. The State/County ¢Ǌŀƴǎƛǘƛƻƴ ŀƴŘ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ wƻƭŜ     
 
Hunger Task Force at the Coggs Center 
 
Since January 26, 2009, Hunger Task Force has had a written Memorandum of Understanding with Milwaukee 
County Department of Health and Human Services (DHHS). The MOU allowed Hunger Task Force to place part-
time staff at the Marcia P. Coggs Human Services Center to educate customers about ACCESS. ACCESS is the 
ǎǘŀǘŜΩǎ online system that allows individuals or households to apply, check case status, and report changes to 
their cases.  Hunger Task Force also began surveying customers in order to assess how the ACCESS system is 
working and in what areas improvements can be made.   
 
According to the original ŎƻƴǘǊŀŎǘΣ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎ ƛƴŎƭǳŘŜd providing three employees for 
20 hours per week on site who are clearly identified as Hunger Task Force staff and were responsible for 
assisting customers who are interested in training for the ACCESS program.  Customers also left with a step by 
step instruction sheet outlining how to use ACCESS.  Hunger Task Force was required to report survey data 
back to DHHS.  Providing the equipment, including computers, internet access, telephones, and table and 
chairs were also a responsibility of Hunger Task Force.  DHHS Economic Support DƛǾƛǎƛƻƴΩǎ ǎƻƭŜ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ 
was to provide a suitable room for Hunger Task Force staff to work with customers on an individual basis in a 
private setting.20 
 
January 1 ς March 31, 2009 
¢ƘǊƻǳƎƘƻǳǘ нллфΣ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ǿƻǊƪ ƛƴ Room 105 at the Coggs Center changed and grew to adapt to 
the needs of Milwaukee residents.  The project began as education and evaluation of the ACCESS program.  To 
begin with, Hunger Task Force set up 12 computers in a classroom style.  There were two rows of tables, a 
projector, and a screen in half of the current Room 105.  A 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.  Hunger Task Force staff would recruit customers 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 on one with each individual. 
 
hƴŜ ƻŦ ǘƘŜ Ǝƻŀƭǎ ƻŦ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ƛƴǾƻƭǾŜƳŜƴǘ ŀǘ ǘƘŜ /ƻƎƎǎ /ŜƴǘŜǊ ǿŀǎ ǘƻ ǘǊŀŎƪ Ƙƻǿ ǘƘŜ ƛƴǘǊƻŘǳŎǘƛƻƴ ƻŦ 
ACCESS and the transition were affecting clients who needed benefits.  Data was collected throughout the 
process to monitor Hunger Task Force efforts and the processes of Milwaukee County and the State of 
Wisconsin.  In the beginning, surveys were collected from clients about their experiences with the FoodShare 
program, even if they did not choose to learn about ACCESS in Room 105. Each client served in Room 105 was 
also asked to complete a survey upon completing their application.  In addition, Hunger Task Force FoodShare 

                                                           
20

 Memorandum of Understanding between Hunger Task Force and Milwaukee County Department of Health and Human Services. 
January 26,2009   
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Assistants completed a log of information for each client they helped.   According to Hunger Task Force data, 
during January 1 through March 31:  
 

 630 clients were assisted by Hunger Task Force staff in Room 105.  An estimated 446 of those clients 
were enrolled in the FoodShare program for a total of $786,945 in FoodShare benefits.21 

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

 Nearly 70 percent of clients who completed ACCESS education with Hunger Task Force staff had never 
heard of ACCESS prior to their visit at Coggs. 

 For approximately 8 percent of clients English was not their primary language and almost 5 percent of 
clients were physically or cognitively challenged. 22 

 
As customers began to apply through ACCESS, it came to Hunger Task ForceΩǎ ŀǘǘŜƴǘƛƻƴ that applications were 
delayed due to the /ƻǳƴǘȅΩǎ ŘŜƭŀȅŜŘ process of scheduling an appointment.  When Hunger Task Force became 
involved in researching and suggesting ways to improve the online application process, this facilitated Hunger 
¢ŀǎƪ CƻǊŎŜΩǎ ƳƻǊŜ ŀŎǘƛǾŜ ǊƻƭŜ ƛƴ ǘƘŜ ǘǊŀƴǎƛǘƛƻƴ ǇǊƻŎŜǎǎΦ  
 
April 1 ς June 30, 2009 
 
hƴ aŀȅ мΣ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ǎǇŀŎŜ ǿŀǎ expanded within Room 105.  The rows of tables remained, but at 
this time more cubicles were created in the new section of the room. 
  
Due to increasing demand for Hunger Task Force services in Room 105, a full time project director was hired 
and began work on June 15.  At this point, Hunger Task Force staff located in the Coggs Center had increased 
to four FoodShare Assistants and a Project Director.  During this time, according to Hunger Task Force data: 
 

 1,510 clients were assisted by Hunger Task Force in Room 105.  An estimated 1,057 of those clients 
were enrolled in the FoodShare program.  The FoodShare benefits obtained in Room 105 by these 
clients is estimated $212,098.23 

 80 percent of the clients in Room 105 came to apply for FoodShare and 33 percent had a FoodShare 
phone interview with a state worker.24  

 97 percent of clients served in Room 105 reported Hunger Task Force service in Room 105 was good or 
excellent.25  

 
Hunger Task Force staff began scanning client verification documents to both MilES and ESC to be processed.  
The state had not previously received verification in this manner.  However, they adapted and began 
processing those documents scanned by Hunger Task Force staff. 
 
 
 
 
                                                           
21

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ нллфΦ ά¢ƻǘŀƭ /ƭƛŜƴǘǎ {ŜǊǾŜŘ ƛƴ /ƻƎƎǎ /ŜƴǘŜǊ wƻƻƳ млр ŀƴŘ ¢ƻǘŀƭ .ŜƴŜŦƛǘǎ wŜŎŜƛǾŜŘ ¸¢5 нллфέ 
22

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ нллфΦ ά{ǳǊǾŜȅ /ƻƭƭŜŎǘƛƻƴ ŀǘ aƛƭǿŀǳƪŜŜ /ƻǳƴǘȅ /ƻƎƎǎ /ŜƴǘŜǊέ 
23

Hunger Task Force. 20лфΦ ά¢ƻǘŀƭ /ƭƛŜƴǘǎ {ŜǊǾŜŘ ƛƴ /ƻƎƎǎ /ŜƴǘŜǊ wƻƻƳ млр ŀƴŘ ¢ƻǘŀƭ .ŜƴŜŦƛǘǎ wŜŎŜƛǾŜŘ ¸¢5 нллфέ 
24

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ нллфΦ ά{ǳǊǾŜȅ /ƻƭƭŜŎǘƛƻƴ ŀǘ aƛƭǿŀǳƪŜŜ /ƻǳƴǘȅ /ƻƎƎǎ /ŜƴǘŜǊέ 
25

 Ibid. 
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July 1 ς September 30, 2009 
 
During July, August, and September Hunger Taǎƪ CƻǊŎŜΩǎ ǊƻƭŜ ǊŜƳŀƛƴŜŘ ǎǘŜŀŘȅ as the State took over many 
new facets of the FoodShare program.  The 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 be created for clients to use.  During this three month time period, approximately 2,600 clients 
came to Room 105 for help, with over 1,100 in September alone.  At this time Hunger Task Force expanded to 
21 computers and six FoodShare Assistants. 
 
Hunger Task Force 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.   /ƻƴŎŜǊƴǎ ǊŜƎŀǊŘƛƴƎ ǘƘŜ ǎǘŀǘŜΩǎ ability to adhere to federal SNAP rights continued to 
surface ς particularly issues of timeliness, language accommodations, and customer service.  Clients not being 
contacted within 30 days, receiving letters in a language other than their primary language, the unavailability 
of a bilingual case worker, and phone hold times of an hour were all being documented by Hunger Task Force 
staff.  During this time, Hunger Task Force data shows: 
 

 2,609 clients were assisted in Room 105.  It is estimated that 1,826 of those clients were enrolled in 
FoodShare and received an estimated $397,664 in benefits.26 

 Average wait time on hold to speak to a state worker more than doubled since June 2009 to 47 
minutes. 

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

 6 percent of clients reported a language besides English as their preferred language to speak and in 
which to receive letters.  Of those, 3 percent spoke Hmong, 2 percent Spanish, and 1 percent Laotian.27 

 
October 1 ς December 31, 2009 
 
The number of clients visiting Room 105 hit its high in October with 1,204 clients served. In order to make the 
verification and review process easier for clients, Hunger Task Force installed a self-serve scanner outside of 
Room 105.  This allowed clients to send verification and SMRF documents to the state.  As a step towards 
modernization, these documents were able to be processed faster than documents that used to be left in a 
drop box.  
 
 Hunger Task Force continued to see clients whose cases violated federal timeliness regulations, a lack of 
proper language accommodations, and poor customer service.  According to Hunger Task Force data, during 
this time: 
 

 3,075 clients were assisted in Room 105 by Hunger Task Force staff.  It is estimated that 2,153 of those 
clients were enrolled in the program.28 

 For the entire year it is estimated that total benefits received by Milwaukee citizens who enrolled with 

Hunger Task Force in Room 105 reached $ 1,750,781.03. 29  

                                                           
26

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ нллфΦ ά¢ƻǘŀƭ /ƭƛŜƴǘǎ {ŜǊǾŜŘ ƛƴ /ƻƎƎǎ /ŜƴǘŜǊ wƻƻƳ млр ŀƴŘ ¢ƻǘŀƭ .ŜƴŜŦƛǘǎ wŜŎŜƛǾŜŘ ¸¢5 нллфέ 
27

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ ά/ƭƛŜƴǘ {ǳǊǾŜȅ Wǳƴ-hŎǘ 5ŀǘŀ {ǳƳƳŀǊȅέ 
28

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ нллфΦ ά¢ƻǘŀƭ /ƭƛŜƴǘǎ {ŜǊǾŜŘ ƛƴ /ƻƎƎǎ /ŜƴǘŜǊ wƻƻƳ млр ŀƴŘ ¢ƻǘŀƭ .ŜƴŜŦƛǘǎ wŜŎŜƛǾŜŘ ¸¢5 нллфέ 
29

 Ibid. 
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 89 percent of clients reported they were successful in completing what they needed to accomplish to 

apply or maintain their income maintenance benefits30 

When DHS was unable to supply The FoodShare Steering Committee31 with adequate data regarding cases 
processed by the ESC, Hunger Task Force responded with a Freedom of Information Act (FOIA) request to the 
state on October 12 and another FOIA request on November 4.  Hunger Task Force also turned to the media.  
On November 9, a 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 eligible.32  In response to inadequate assistance to 
clients with limited English proficiency, Hunger Task Force also sent the state and USDA a Civil Rights 
Compliance Complaint. 
 
IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ŀƎǊŜŜƳŜƴǘ ǿƛǘƘ 5II{ expired on December 31, 2009. However with DHHSΩ ǇŜǊƳƛǎsion 
Hunger Task Force continued to operate in Room 105.  On January 13, 2010 a new MOU between Hunger Task 
Force and Milwaukee County was signed ensuring Hunger Task Force space in the Coggs Center until June 30, 
2010. Hunger Task Force continues to advocate that the state DHS address problems with the FoodShare 
Program relating to language barriers, long phone wait times, and FoodShare rights violations. 
 
¢ƘǊƻǳƎƘƻǳǘ ǘƘŜ ȅŜŀǊΣ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ƛƴǾƻƭǾŜƳŜƴǘ ƛƴ ǘƘŜ CƻƻŘ{ƘŀǊŜ ǘǊŀƴǎƛǘƛƻƴ Ƙŀǎ ōŜŜƴ Ŝǎǎential to 
ensuring clients were a priority during the state take over.  The online computer applications and the support 
center run by the Hunger Task Force in Room 105 has evolved over the year to adapt to the needs of the 7,800 
clients who have come for assistance.  Through surveying clients, there is evidence that a self-serve model is 
effective with 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 FoodShare case.33    
 
   
  

                                                           
30

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ ά/ƭƛŜƴǘ {ǳǊǾŜȅ Wǳƴ-Oct Dŀǘŀ {ǳƳƳŀǊȅέ 
31

 The FoodShare Steering Committee, created in 2007, included Hunger Task Force, federal, county, and state employees to discuss 
problems of the FoodShare Program and to develop solutions to improve the program. 
32

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ ά{ǘŀǘŜ Cŀƛƭǎ CƻƻŘ{ƘŀǊŜ !ǇǇƭƛŎŀƴǘǎέ  tǊŜǎǎ wŜƭŜŀǎŜ ммκфκлф  ƘǳƴƎŜǊǘŀǎƪŦƻǊŎŜΦƻǊƎ 
http://www.hungertaskforce.org/news-events/news-releases/a/detail/state-fails-foodshare-applicants/ 
33

 IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΦ ά/ƭƛŜƴǘ {ǳǊǾŜȅ Wǳƴ-hŎǘ 5ŀǘŀ {ǳƳƳŀǊȅέ 
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III. Methodology 
 
The purpose of this study is to look at whŀǘ ǇǊŀŎǘƛŎŜǎ ŀƴŘ ŀǎǇŜŎǘǎ ƻŦ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ŎǳǊǊŜƴǘ self-serve 
application assistance model can be replicated throughout Milwaukee County by community based 
organizations in order to increase access to FoodShare.  The goal of FoodShare modernization is to allow the 
clients to manage their own case online when and where they feel comfortable.  Information regarding 
current services provided, capacity, interest, ability to serve clients with limited English proficiency, and 
accommodations for disabled individuals at 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 this 
research is 14 of the ǎǘŀǘŜ ƛŘŜƴǘƛŦƛŜŘ ά/ƻƳƳǳƴƛǘȅ !ŎŎŜǎǎ tƻƛƴǘǎέ34, мп ƻŦ IǳƴƎŜǊ ¢ŀǎƪ CƻǊŎŜΩǎ ƴŜǘǿƻǊƪ ŦƻƻŘ 
pantries, and one other local community based organization.  The pantries were selected either by showing 
past interest in the FoodShare program or by Hunger Task Force Program Developers.   
 
Meetings were arranged with 29 representatives of 32 locations and 27 organizations.  The meetings were 
arranged with either the coordinator of the pantry or the staff person responsible for benefit assistance at 
each community access point.  At each meeting, a face to face interview style survey was conducted with the 
representative to collect information.  Questions were asked about familiarity with the FoodShare Program 
and with the ACCESS program, the services currently provided, the population served, hours served, 
technology available to clients, and the staffing available.  Also, questions were asked about how interested 
the organization would be to work towards becoming a self-serve ACCESS site and what potential obstacles 
might arise as a result of adopting this model of application assistance (For a copy of the complete survey, see 
Appendix A on page 30).  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 certain each organization 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 
ƻǊƎŀƴƛȊŀǘƛƻƴΩs ability to accommodate 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 communities with specific needs. Questions focused on the language composition 
ƻŦ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ŎƭƛŜƴǘǎΣ availability of translation services, multi-lingual printed materials, and services for 
disabled clients (For a complete copy of questions, see Appendix B, on page 33). 
 
To organize the data in a format that would be most useful, a profile of each site was created with the site 
specific information όCƻǊ ŜŀŎƘ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǇǊƻŦƛƭŜ ǎŜŜ Appendix D, on page 38). 
 
Finally, maps of Milwaukee County were created with the current community access points, pantries, and 
poverty rates.  The goal of the maps is to see in what areas of Milwaukee households need better access to 
assistance in terms of applying for and managing FoodShare benefits (Maps are located in Appendix C, on page 
36). 

                                                           
34

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

http://dhs.wisconsin.gov/em/CustomerHelp/gethelp.htm%20on%201/6/10
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IV. Results 
 
The results of this study are presented in two different formats.  First, a summary of the existing and potential 
ACCESS sites is provided to provide a snapshot of the services provided in Milwaukee County for FoodShare 
clients.  In addition, a profile of each of the 31 organizations that were included in the study will provide site 
specific information (See Appendix D, on page 38). 
 
A. Knowledge of FoodShare and ACCESS 
 
In order to provide services to assist FoodShare clients, staff must be knowledgeable about the FoodShare 
program, client rights, and application process.  At each interview, before the pantry coordinator or benefit 
ǊŜǇǊŜǎŜƴǘŀǘƛǾŜ ǿŀǎ ŜŘǳŎŀǘŜŘ ƻƴ ǘƘŜ ōŀǎƛŎǎ ƻŦ ǘƘŜ CƻƻŘ{ƘŀǊŜ ǇǊƻƎǊŀƳΣ ƘŜ ƻǊ ǎƘŜ ǿŀǎ ŀǎƪŜŘ ά²Ƙŀǘ ƛǎ ȅƻǳǊ 
faƳƛƭƛŀǊƛǘȅ ǿƛǘƘ ²ƛǎŎƻƴǎƛƴΩǎ CƻƻŘ{ƘŀǊŜ ǇǊƻƎǊŀƳΚέ  The same question was asked about their familiarity with 
the ACCESS program. The representative was asked to rate their familiarity on a scale of one to five.  Figure 1 
and Figure 2 present the results of each question. 
 

Figure 1.Knowledge of FoodShare Program 
 

   
         Not familiar           Somewhat                                 Very  
                at all                familiar            familiar 
 

Overall, 80 percent of the representatives reported a high rating (four or five) of familiarity with the program.  
Community based organizations have a greater familiarity with the FoodShare program overall with 63 
percent reporting to be very familiar with the program and no representative 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  
 

 
         Not familiar                  Somewhat                                  Very  
                at all                    familiar          familiar 

 

As seen in Figure 2, of the respondents who reports being very familiar with ACCESS, 57 percent are food 
pantries and 88 percent are community based organizations.  The percent of organizations reporting a low 
level of familiarity (a rating of one or two) is also lower than seen in Figure 1.   
 
B. Services Provided 
 
It is not surprising that there is greater familiarity with ACCESS than FoodShare when considering that seven 
out of the 12 community based organizations are health clinics where medical assistance programs are the 
priority of their benefit department.  However, to be considered a true community access point for 
FoodShare, an organization must provide application assistance for FoodShare as well.  Figure 3 shows the 
services provided by the organizations at the 32 locations.     

Figure 3. Services Provided (n=32) 
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/Φ hǊƎŀƴƛȊŀǘƛƻƴǎΩ /ŀǇŀŎƛǘȅ 
 

1. Public Access and Walk-ins 
 
In order to provide application assistance similar to the self-serve model 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 and flexible public access.  One of the FoodShare rights is to be able to apply the 
same day you ask for an application.  Organizations must be open to the public and accept walk-ins to fully 
provide that right to the community.   
 

Figure 4. Application Assistance Sites that Accept Walk-ins (n=26) 
 

 
 

Currently, 18 of the 26 locations providing application assistance accept walk-ins.  Of those 18, 11 are 
community based organizations and 7 are pantries.  Twelve of the organizations take appointments.  For many 
of the organizations, staff commented that they had no choice but to set appointments due to limits on staff 
availability. 

 

2. Technology 
 

To apply for FoodShare, a household must submit an application, provide verification documents, and 
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 replicate the self-serve model created in Room 
105 of the Coggs center, clients must have the ability to use these tools on a walk in basis themselves, or with 
the assistance of staff.  Each organization was asked to indicate technology currently available for clients use 
or that could be made available. 

 
 
 
 
 
 

Walk-ins 
Accepted

69%

No Walk-ins 
31%
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Figure 5. Technology Available for Client Use 
 

 
Computers             Phones                   Fax Machine                 Scanner  

 

A summary of the technology currently available at the 32 locations studies is shown in Figure 5.  Computers 
and phones are the most popular form of technology available to clients with 13 locations having each.   More 
pantries have computers than community based organizations.  Often, if pantries are able to afford a 
computer the food pantry is likely to allow clients to use the computer, whereas many more community based 
organizations may have computers but do not allow clients to use them.  For all other types of technology, 
community based organizations are more likely to have them available for clients to use for applications than 
food pantries. 
 

3. Staffing 
 

Although Hunger Task Force has found the self-serve model to be extremely successful, clients often do need 
assistance.  As part of each interview, representatives of each organization were asked if the organization 
have staff or volunteers who are, or could be, dedicated to application assistance. Figure 6 shows out of the 31 
locations how many have staff and volunteers. 
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Figure 6. Staff and Volunteers Dedicated to Application Assistance  
 

 
 
Figure 6 shows more community based organizations have staff that are, or could be, dedicated to application 
assistance.  However, unlike community based organizations, for seven pantries they could rely on volunteers 
to staff self-serve application assistance. 
 
5Φ hǊƎŀƴƛȊŀǘƛƻƴΩǎ LƴǘŜǊŜǎǘ 
 
Even if an organization has the necessary components of knowledge, technology, and staffing, the 
organization must also be interested in adopting a self-serve application assistance model.  Representatives 
from 25 of the 32 locations rated their interest in working towards becoming a self-serve application location.  
Representatives were asked to rank their interest on a scale of one to five. Five indicated high interest in 
working towards a self-serve application model while one indicated no interest.   
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Figure 7. Interest in Self-serve Application Assistance Model  

 

 
Not Interested         Not Sure                Very Interested 
       At All 

 

Figure 7 shows the majority of respondents, who felt comfortable responding to this question, were very 
interested.  Out of 13 food pantry representatives, eight were very interested and two more were interested.  
Out of 14 community based organization representatives, eight showed interest and four were unsure or 
uninterested.   
 
Each organization was then asked a follow up question based upon their answer.  If they ranked their interest 
three or lower, the representative was asked what prevented them from being interested.  If they expressed 
interest in working towards becoming a self-serve application location, than they were asked what potential 
obstacles they anticipated. Figure 8 shows the barriers mentioned. 
 

Figure 8. Barriers for Self-serve Application Assistance (n=41) 
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Organizations indicated their top three obstacles or barriers that they anticipated to implement self-serve 
application assistance.  The most common barrier identified was lack of staff and/or volunteers followed by 
lack of technology and lack of space.  Besides logistical concerns, three representatives mentioned that 
FoodShare was not part of their organizatiƻƴΩǎ Ƴƛǎǎƛƻƴ ŀƴŘ ǘƘǊŜŜ ŀƭǎƻ ǊŜǇƭƛŜŘ ǎŀȅƛƴƎ they believed that clients 
wanted a more personal touch and prefer staff to complete the application for them.   
 
E. Civil Rights Compliance 
 

1. Limited English Proficiency 
 

To ensure equal access to all customers, a community organization must provide services to individuals with 
limited English proficiency.  To assess language assistance capacity, a follow-up survey asked each organization 
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 who does not speak a language with available 
translation on site.  The representatives were 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 adequately 
corresponding to the population being served.  Overall, Figure 9 shows the language composition seen at the 
29 locations that completed the follow up survey. 
 

Figure 9 Language Composition of all Locations (n=27) 

 
 

Organizations were also asked to identify translation services available on site to walk in clients. 
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74%

Hmong
3%

Russian
2%

Spanish
18%

Other
3%

Other represents < 1% of Combodian,  Chinese,Hindi,  
Loatian, 
Samali/Bandu, Thai, & Vietnamese



   
 

  
      22 

 
  

Figure 10 Number of Sites able to Translate each Language (n=27) 
 

 
 
When Figure 9 and Figure 10 are compared, it becomes clear that Spanish is the most spoken language 
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 clients served and is translated at six of the organizations.  Just by using Figure 9 and 
Figure 10 would indicate that translation is provided sufficiently.  However, to adequately determine if each 
organization is able to provide translation to the population they serve, the attached profiles of each 
individual site are necessary.   
 
In addition to accommodating the languages most often seen, organizations must also know how to 
accommodate a client who does not speak a language the organization can translate.  Each organization was 
asked if staff or volunteers would be able to serve a client who speaks a language the organization cannot 
translate and how they would serve the client.  Figure 11 provides the responses given. 
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Figure 11. Methods of Serving Limited English Proficient Clients without Qualified Translation (n=27)

 
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 try 
to overcome the barrier, and four refer clients to another agency.  For the eight organizations that listed 
άƻǘƘŜǊέΣ Ƴƻǎǘ ƻŦ ǘƘƻǎŜ ǘǊȅ ƛƴ ŘƛŦŦŜǊŜƴǘ ǿŀȅǎ ǘƻ ŦƛƴŘ ǎƻƳŜōƻŘȅ ǘƻ ǘǊŀƴǎƭŀǘŜ ƻǾŜǊ ǘƘŜ ǇƘƻƴŜ ƻǊ ƛƴ ǇŜǊǎƻƴΦ 
 
Clients need to be able to understand services provided, be comfortable and able to read and complete 
ŘƻŎǳƳŜƴǘŀǘƛƻƴ ƛƴ ǘƘŜ ŎƭƛŜƴǘΩǎ ƻǿƴ ƭŀƴƎǳŀƎŜΣ ŀƴŘ ōŜ ŀōƭŜ ǘƻ ǳǘƛƭƛȊŜ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǘƻƻƭǎ in order to be fully 
served.  Organizations were asked what formats providing information on client services are available 
translated into a language besides English.  The question asked about information regarding limited English 
proficiency policy, public notices, discrimination complaint process, outreach material, confidentiality policy, 
intake forms, and phone menus.  Figure 12 shows which materials are translated for clients at the 26 
organizations represented.   
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Figure 12. Forms, Information, and Outreach Materials Translated (n=27)

 
 

As seen in Figure 12 the most popular translated form of information pertains to hours of operation followed 
by information regarding ACCESS.  Although 18 is the majority of organizations that responded, for current 
and potential community access points offering application assistance on ACCESS, that should be a priority.  
 
 Also, άJustice for Allέ posters are required by USDA FNS for all organizations administering public assistance 
programs.  As important as they are, only 10 locations report 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 ensure equal access to programs and services.  With the help of Disability Rights Wisconsin and 
IndependenceFirst, questions regarding proper accommodations for individuals with disabilities were drafted.  
Questions regarding their organizationsΩ ability to accommodate individuals with special needs and what 
accommodations the organization is able to provide were included in the follow up survey.  
 
Respondents were first asked if their organization is able to accommodate people who are deaf or hard of 
hearing, are blind or have low vision, have mental health conditions, with developmental or cognitive 
disabilities, with other health conditions that limit a major life activity, or with any other disability. Figure 13 
shows the number of organizations able to accommodate each group.  
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Figure 13 Accommodations for Individuals with Disabilities (n=27) 

 
Figure 13 shows that the majority of the 27 locations that responded are able to accommodate individuals 
with different types of disabilities. Accommodations are most often available for individuals who are blind or 
have low vision and individuals with health conditions that limit a major life activity.  
 
The methods the organizations are able to accommodate individuals 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 services.  Each different type of access has differing 
methods of achieving.  Figure 14 addresses physical access. 
 

Figure 14 Accommodations that Provide Physical Access (n=27)
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The majority of locations are able to provide adequate physical access on site to clients with accessible 
parking, accessible building entrance, access to offices, and accessible bathrooms.  However, only seven out of 
the 27 organizations are able to offer home visits as an option to 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 tools are available to assist organizations with 
communication access for all clients.  Available tools include language interpreters for those who are deaf and 
hard of hearing, Telecommunication Device for the Deaf (TDD) or Wisconsin Relay Services (WRS), readers or 
assistive technology, and special assistance for persons with developmental or learning disabilities.  Figure 15 
shows the availability of these tools at the community access points and food pantries. 
 

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

 
 

As shown in Figure 15, far fewer locations are able to adequately provide communication access than are able 
to provide physical access.  Of the methods of providing communication access, the most popular method is to 
provide language interpreters for those who are deaf and hard of hearing.  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 addition to physical and communication access, persons with disabilities have the right to programmatic 
access.  Two methods of ensuring individuals with disabilities have programmatic access are to have written 
ǇǊƻǾƛǎƛƻƴǎ ǘƻ ŀǎǎŜǎǎ ƻǊ ƳƻŘƛŦȅ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ŀōility to make accommodations and to have procedures, a 
committee, or workgroup that periodically evaluates ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ŀōƛƭƛǘȅ ǘƻ ŀŎŎƻƳƳƻŘŀǘŜ ƛƴŘƛǾƛŘǳŀƭǎ 
with disabilities.   
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Figure 16 Accommodations that Provide Programmatic Access (n=27) 
 

 
 

Out of the 27 locations, Figure 16 shows that only 10 have written provisions to assess or modify 
accommodations and 12 have a procedure or group to evaluate the accommodations currently provided.   
 
F. Site Profiles 
 
A profile has been developed for each site included in the study. The site specific information is useful to know 
which services are provided in each area of Milwaukee and the level of adequacy for each service provided.  
(The complete profiles are in Appendix D, on page 37) 
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IV Major Findings 
 

1) About one-third of FoodShare community access points and food pantries will only assist clients who 
choose to apply for BadgerCare at the same time. 

 
2) The majority of existing community access points and pantries are interested in implementing a self- 

serve application assistance model. 
 

3) Lack of staff and/or volunteers is the most common barrier to implementing a self-serve model. 
 

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

V Recommendations 
 

1) Hunger Task Force should provide educational services and trainings for organizations that reported 
interest in implementing a self-serve application assistance model. Trainings should focus on 
FoodShare rights, civil rights, and the use of technology. 

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

operations. 
 
3) Hunger Task Force should assess to what extent it can help food pantries expand staffing/volunteer 

levels. 
 

4) Hunger Task Force should develop a community wide referral system between ACCESS points which 
ensures that all clients, including those with limited English proficiency and disabilities are 
appropriately served.  Communication between these organizations will ensure that referrals are made 
when needed so organizations can properly accommodate individuals with special needs. 
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Appendix A ς Organization Survey 

Name of Organization:  
   

Date:  
   

Address: 
     

Type of Organization: 
 

      

_______ Social Service                                            
Agency   

 
 

Contact Name:  
    

_______ Hospital 
  

Title: 
     

______  Health Center 
 

Contact Phone Number:  
   

_______ Food Pantry 
 

Hours of Operation: 
    

_______ Homeless Shelter 
 

Number of Clients: 
    

_______ Meal Program 
 

      
_______ Other __________________ 

Background Knowledge 
       1. What is your familiarity with ²ƛǎŎƻƴǎƛƴΩǎ CƻƻŘ{ƘŀǊŜ 

program? 
    

 
1 2 3 4 5 

    

 

Not familiar 
at all  

 

Somewhat 
familiar 

 

Very 
familiar 

    

          

          2. Are you familiar with the ACCESS program? 
     

 
1 2 3 4 5 

    

 

Not familiar 
at all  

 

Somewhat 
familiar 

 

Very 
familiar 

    

          

          Notes: 
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          Capacity 
         

          3. What services do you currently provide? (Check all that 
apply) 

    

 
______ Assistance applying for Badger Care 

     

 
______ Assistance applying for FoodShare 

     

          Current Services Notes: 
       

          

          

          

          4. Who do you serve? (Check all that apply) 
      

 
_____ Everyone 

       

 
_____ Everyone in zip code ____________ 

     

 
_____ Specific population _________________________________ 

   

          5. Do you allow walk-ins 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 clients:  
  

 
Computers: 

 
No Yes Working on How many: 

 

 
Phones: 

 
No Yes Working on How many: 

 

 
Fax Machines: No Yes Working on How many: 

 

 
Scanners: 

 
No Yes Working on How many: 

 

 
Internet Access:  No Yes Working on 

   

          Technology Notes: 
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7. Do you have staff that would be able to devote time to the FoodShare online ACCESS self-serve site?  

 

No Yes 

       If yes, in what capacity? (check all that apply) 
 

Notes: 
   

 
_____ Assist clients with ACCESS 

      

 
_____ Assist clients with scanning 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 documents 

     

 
_____ Technology set up 

      

          9. How interested are you to work towards having the capacity to assist clients to apply through ACCESS 
and scan documents for FoodShare benefits? 

 

1 2 3 4 5 
    

 

Not 
interested at 

all 

 

Not sure 

 

Very 
interested 

    
          10a. If answer to 8 is 1-3, what prevents you from being interested? (Please rank your top three 
reasons) 

  
______ FoodShare is not part of the organization'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 concerns) 

  
______ Lack of funding 

     

  
______ Lack of technology 

     

  
______ Lack of staff and/or volunteers 

    

  
______ No public access 

     

  
______ Other _________________________________________ 

  

          

          Notes: 
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Appendix B ς Follow Up Questions 
 

 
 
 
 
1) Please fill in your contact information. 

Name:      

Title:      

Organization:      

Phone:      

 
2) What is the language composition of your clients? (Check all that apply and please make sure percentages add up to 

100%) 
 

   
     
     

 

 

 

 

 

3) What languages are you able to accommodate with qualified staff or volunteers providing translation on site? 

(Please check all that apply) 

Arabic    
Cambodian    
Chinese    
French    
Hindi    

Hmong    
Korean    
Russian  
Laotian 
Spanish  

Somali/Bantu 
Thai 
Vietnamese 
other:       

 

4) If a client comes to your organization who does not speak the languages you are able to accommodate through 

qualified translation on site, are you able to serve them? How? 

 Use of a language line 
 Translation by family or friend 
 Refer client to another agency,  

Please list the agency:        

 Try to overcome language barrier 
 Turn away the client 
Other        

 

 

English       % Laotian        % 

Arabic        % Russian        % 

Cambodian       % Somali/Bantu      % 

 Chinese              %  Spanish                % 

French                 % Thai                       % 

Hindi                    % Vietnamese         % 

Hmong                %  Other                   % 

Korean                % Total = 100% 
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5) Please complete the following table about the languages you are able to offer qualified translation on site for. 

Language Number of Staff Number of Volunteers Days On Site Hours Each 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 availability 

of language assistance services 

Yes:      No:      N/A:         

Public Notices Hours of Operation Yes:      No:      N/A:        

Other Yes:      No:      N/A:        

Discrimination complaint 

process 

 

How to file a complaint Yes:      No:      N/A:         

Justice for All posters Yes:      No:      N/A:        

Outreach Material W.I.C. Yes:      No:      N/A:        

Energy assistance Yes:      No:      N/A:        

211 Yes:      No:      N/A:        

Access Yes:      No:      N/A:        

Confidentiality Policy Yes:      No:      N/A:        

Intake Forms Yes:      No:      N/A:        

Phone Menus Yes:      No:      N/A:        

 

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) 
 

People 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. physical access (Check all that apply) 
 

Accessible parking 
Accessible entrance to the building 
Access to your offices (no stairs or availability of elevator) 
Accessible bathrooms 
Home visits for people with limited mobility 

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

Language interpreters for those who are deaf and hard of hearing  
Access through Telecommunication Device for the Deaf (TDD) 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 has written provisions to assess or modify your ability to  
       accommodate individuals 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 C ς Maps 

 
  


