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	Our Mission
	The mission of the Department of Transitional Assistance is to assist and empower low-income individuals and families to meet their basic needs, improve their quality of life, and achieve long-term economic self-sufficiency.

	[image: ]The Department of Transitional Assistance is committed to quality service delivery in the furtherance of the best outcomes for the individuals and families we serve. This performance scorecard is a transparent effort to reflect our performance levels and to serve as our vehicle for continuous improvement. Serving 1 in 6 Massachusetts residents is challenging, and we welcome your review of our efforts in helping these residents secure healthy food and meet their basic human needs. Thank you for your interest in this impactful work.
– Jeff McCue
Commissioner, Department of Transitional Assistance
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Each bubble’s size reflects the relative size of each program’s caseload

	Statewide Facts
· [bookmark: _Hlk161829087]69% of SNAP households in Massachusetts have gross countable income of less than 100% of the Federal Poverty Level – that’s $20,440 for a household of two
· 28% of SNAP households have at least one child
· 23% of Massachusetts SNAP recipients are age 60 or older
· SNAP clients live in every city & town across the Commonwealth.
·  38,871 DTA clients are due for recertification or reevaluation next month.
· 1,587 SNAP applications from MassHealth were approved in February.

	

	[bookmark: _Hlk104974933]Benefits Facts
· The average SNAP benefit is $329 per household at the rate of $10.8 per household per day.
· FY24 to-date, $2.3 million in State SNAP Supplement benefits were issued to 3,247 SNAP households. 
· The average monthly TAFDC grant is $706, and the average monthly EAEDC grant is $456.

	Client Demographics
· After English, the top 5 languages/language families among clients are Spanish, Haitian Creole, Chinese, Portuguese, and Russian.
· [bookmark: _Hlk104991801]40% of all clients identify as White, 16% as Black, 4% as Asian, 2% more than 1 race, 38% report no race
· 27% of clients across racial groups identify as Hispanic or Latino.




	[image: ]SNAP ENROLLMENT & QUALITY

	SNAP Recipients            1,099,727[bookmark: _Hlk72313914][bookmark: _Hlk72313915]SNAP Applications Received
DTA approved 45% (19,255) more SNAP applications from Massachusetts residents in February 2024 compared to the same period in 2023.

	

	SNAP Households         667,618
	

	
	

	Recipients Aged 60+ 
250,229
	Recipients With a Disability 
312,602
	Recipients Aged 18 or under 
349,798

	Monthly SNAP Caseload 
The number of households receiving SNAP benefits each month in the last four years.

	











	Annual SNAP Caseload
The number of households receiving SNAP benefits in the last five years.
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	*Monthly Walk-ins Visits                                                                                                                       
The number of people who visited at our offices each month to use our services.
	

	

	Reason for Office Visits
The number and percent of reason clients visited our local offices in the month.
	

	
Note: *‘Combo Applications’ refer to reason of visit related to applications for all three DTA’s programs.
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	Monthly Call Volume
Average daily calls broken down by how the call resolved.

	

	Wait Time (Bins) by Number of Callers during the Time of the Day
  
	*36,519

	Note: *Total Callers who were connected to speak to our staff during the month.
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Average Processing Days for New SNAP Applications
The average number of days to approve a new SNAP application.
	

	

	Monthly SNAP Churn 
The percentage of applicants that were active clients 90 days prior.

	

	Note: The Monthly SNAP Churn rate was recently updated due to a computational error.
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Monthly SNAP Applications Received

	41,422

	











	
Monthly TAFDC Applications Received

	4,862

	





	
Monthly EAEDC Applications Received

	4,050

	




Please note that MassHealth applications received include counts from the online Checkbox and Scanned Document.
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Monthly SNAP Households Closed for Income**The number of SNAP households closed for earned and unearned income each month in the last four years.


	

	











	
 Monthly TAFDC Households Closed for Income**The number of TAFDC households closed for earned and unearned income each month in the last four years.


	


	





	
 Monthly EAEDC Households Closed for Income**The number of EAEDC households closed for earned and unearned income each month in the last four years.
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EAEDC Recipients 29,950

	EAEDC Households 29,717

	Recipients Receiving EAEDC due to Aged 65+
10,433
	Recipients Receiving EAEDC due to Disability.
17,567
	Children Receiving EAEDC under Age 18.
413

		Monthly EAEDC Caseload 
The number of households receiving EAEDC benefits in the last four years.

	












	Annual EAEDC Caseload
The number of households receiving EAEDC benefits in the last 5 years.
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TAFDC Recipients 111,347
  
	TAFDC Households 42,930

	Recipients Aged 18 or under 
72,908
	Child Only Grants
3,501
	Recipients who are working 
5,625 


	
Monthly TAFDC Caseload 
The number of households receiving TAFDC benefits in the last four years.



	











	Annual TAFDC Caseload
The number of households receiving TAFDC benefits in the last five years.
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	Background
	Measure
	Description

	
	SNAP Recipients
	This is the number of Massachusetts residents in households that receive Supplemental Nutrition Assistance Program benefits each month.

	
	SNAP Households
	This is the number of Massachusetts households that receive SNAP benefits each month.

	
	Monthly Walk-in Visits                                                                                                                       
	 This is the number of people who visited our local offices each month to use our services.

	
	Reason for Office Visit
	The number and percent of reason clients visited our local offices in the month.

	
	Monthly Call Volume
	Average daily calls broken down by how the call resolved.

	
	Wait Time (Bins)
	The length of time in minutes callers waited to speak to an agent.

	
	Calls Completed in IVR
	Average calls that exited at a point in our Interactive Voice Response (IVR) or self-service menu. Likely exit reasons: client self-served successfully; client hung up.

	
	Calls Unable to Connect
	Average number of calls that heard a high-volume message and were unable to wait for a live agent.

	
	Connected to Call Center
	Average number of calls connected to a live agent.

	
	Average Processing Days for New SNAP Applications
	The average number of days to approve a new SNAP application.

	
	SNAP Churn
	The SNAP program has always and will always realize some level of client churn. However, reducing churn eliminates disruptions in benefits and improves operational efficiency. This is measured by analyzing new applications against the active caseload 90 days previous.  

	
	Recipients with a Disability
	Active clients who have identified as having any disability.

	
	EAEDC Caseload
	This is the number of Massachusetts households that receive Emergency Aid to the Elderly, Disabled, and Children (EAEDC) cash benefits each month. 

	
	TAFDC Caseload
	This is the number of Massachusetts households that receive Transitional Aid to Families with Dependent Children (TAFDC) cash benefits each month.

	
	Monthly SNAP Households Closed for Income
	The number of SNAP households that were closed for earned and unearned income during the benefit cycle month.

	
	Monthly TAFDC Households Closed for Income
	The number of TAFDC households that were closed for earned and unearned income during the benefit cycle month.

	
	Monthly EAEDC Households Closed for Income
	The number of EAEDC households that were closed for earned and unearned income during the benefit cycle month.

	
	
	

	
	

	
	



2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	542234	552744	562405	566268	568486	571172	571410	573826	582155	585062	590486	596839	2022	605489	610263	615784	613024	620431	623622	624064	628040	630297	633858	636496	642699	2023	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	647302	650568	655968	655632	658731	659169	657745	661629	658840	659417	660759	661726	2024	667,618


665234	667618	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	445434	443305	442480	441807	442160	442934	444034	445728	446640	449184	450517	450172	2018	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	452823	452542	449401	451824	450584	451028	452750	452703	452030	452183	451033	448876	2019	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	447747	446191	446269	445702	446182	447654	450994	453934	453658	454546	453959	453690	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	455612	455513	470061	520762	535341	537236	508736	518652	521319	525738	526837	534722	
Households (Thousands)




43831	43862	43891	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	44652	44682	44713	44743	44774	44805	44835	44866	44896	44927	44958	44986	45017	45047	45078	45108	45139	45170	45200	45231	45261	45292	45323	455612	455513	470061	520762	535341	537236	508736	518652	521319	525738	526837	534722	542234	552744	562405	566268	568486	571172	571410	573826	582155	585062	590486	596839	605489	610263	615784	613024	620431	623622	624064	628040	630297	633858	636496	642699	647302	650568	655968	655632	658731	659169	657745	661629	658840	659417	660759	661726	665234	667618	
Households (Thousands)



2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	8189	8984	12655	11320	12627	12451	14596	19872	17386	19016	19468	16947	2023	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	27725	28640	36167	25083	31007	32716	36370	38399	34495	38949	36665	34265	2024	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	39233	42497	2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	526	3811	6503	8016	8087	10104	10009	
Walk-in Visitors




Reasons for Local Office Visits	
Access to Documents	Cash Applications	SNAP Applications	Combo Applications*	Documents Processing	EBT Card	Speak to Staff	P-EBT	Recertification/Re-evaluation	Other Agency	2940	1289	3353	244	11631	15756	12611	21	1015	783	

Calls Completed in IVR	[VALUE]


Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	8876	5972	8079	8941	8020.7000000000007	8222	8748	8199	6713	6356	7188	8153	Connected to Call Center	[VALUE]

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	4794	4373	4329	4063	4174	4183	4435	4396	4337	4042	4207	4078	Calls Unable to Connect	[VALUE]


Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	1242	1448	829	2498	5572	5426	5656	5622	4047	3790	5301	6079	
Average Calls per Day 



0-5	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	2868	2437	1220	1479	1481	932	772	748	613	5-10	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	341	241	315	264	347	238	175	187	171	10-15	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	368	147	170	209	287	190	194	195	126	15-20	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	274	115	172	191	299	289	151	304	105	20-25	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	242	118	134	132	182	217	129	178	96	25-30	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	147	123	158	166	108	152	208	179	54	30-40	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	287	188	348	309	194	152	218	249	76	40-50	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	233	150	321	336	140	133	152	187	40	50-60	634	1640	1737	1295	1365	1510	1409	1138	4	60+	8 AM	9 AM	10 AM	11 AM	12 PM	1 PM	2 PM	3 PM	4 PM	226	28	50	76	101	98	105	52	0	
Number of Callers




2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	7.75	7.86	7.4	7.97	7.97	8.18	8.27	8.75	7.79	8.73	9.06	8.92	2022	9.11	8.67	7.4	7.87	8.4600000000000009	9.4	9.1999999999999993	10.11	10.15	11.23	12.23	11.6	2023	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	11.88	10.39	10.38	10.94	11.24	11.66	12.05	12.01	12.39	12.68	12.54	11.73	2024	14
13.08	13.74	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	11.62	11.88	14.28	7.49	2.61	3.02	12.48	8.0399999999999991	12	8.43	7.35	8.2100000000000009	
Days



2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.2268	0.18720000000000001	0.11749999999999999	0.1202	0.10150000000000001	0.13350000000000001	0.1595	0.16089999999999999	0.18210000000000001	0.19370000000000001	0.18629999999999999	0.19980000000000001	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.1699	0.1628	0.1966	0.19980000000000001	0.17749999999999999	0.17269999999999999	0.17030000000000001	0.1588	0.17030000000000001	0.17150000000000001	0.19350000000000001	0.1837	2023	0.15670000000000001	0.16070000000000001	0.16250000000000001	0.19980000000000001	0.17530000000000001	0.16789999999999999	0.18160000000000001	0.16980000000000001	0.1807	0.18540000000000001	0.19889999999999999	0.17730000000000001	2024	15%
0.17230000000000001	0.15329999999999999	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.2029	0.192	0.18340000000000001	0.1177	0.06	3.4599999999999999E-2	5.6800000000000003E-2	0.23769999999999999	0.45079999999999998	0.27250000000000002	0.25180000000000002	0.2621	
Percent Churn



Walk-In	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	455	588	708	781	1122	1491	1564	1779	1797	1634	1903	1678	Drop-Off	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	113	121	121	176	190	217	249	224	224	170	256	201	Mail-In	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	575	496	510	674	721	765	764	781	764	672	797	686	Fax	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	968	843	868	1215	1227	1321	1224	1315	1321	1164	1346	1226	Web	


Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	28882	21977	23269	26507	27813	32390	30148	32168	28371	24331	33587	28146	Telephone	


Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	3738	3284	3677	2803	2176	2223	2028	2198	2513	2184	2114	1673	MassHealth	


4592	4499	5435	6464	6382	8056	7860	8449	8214	8863	9455	7812	
Applications




In-Office	
Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	207	296	264	280	485	598	484	472	436	397	448	387	Mail-In 	&	 Fax	

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Web	
Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	4020	3489	4144	4350	4482	6567	4547	4224	4068	3882	4987	4006	Telephone	

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	505	407	544	612	732	956	721	774	630	497	563	469	
Applications



In-Office	

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	233	245	262	292	346	326	313	336	354	282	353	351	Mail-In 	&	 Fax	
Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Web	

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	3397	2773	3082	3013	2894	3526	3075	3303	3302	2794	3572	3164	Telephone	

Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	645	544	623	625	584	641	588	631	629	520	652	535	
Applicaations


2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	756	556	1649	2405	2165	2072	1241	1165	1638	1308	1346	1929	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	1578	1031	2023	2278	1640	2118	1883	2001	2040	1902	1703	1965	2023	1894	1504	2386	2663	3005	2542	2079	2406	2238	2170	2226	1966	2024	
Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	2068	1873	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	1241	600	366	678	7791	33023	14665	3435	2143	1368	809	899	



2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	571	534	855	820	604	515	305	301	150	171	193	255	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	275	194	270	311	285	398	344	383	405	432	438	395	2023	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	499	425	469	433	464	457	392	562	490	517	576	494	2024	

644	534	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	344	237	132	309	1312	1953	1147	594	645	567	552	514	



2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	177	202	201	170	117	89	99	95	85	92	85	125	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	109	152	147	189	143	169	202	182	220	194	202	212	2023	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	167	202	219	158	144	226	229	198	202	197	271	150	2024	

156	209	2020	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	87	101	40	187	188	328	253	177	153	131	123	126	



2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	20432	20116	20377	20177	19956	19819	19920	20200	20817	22285	23743	24952	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	25526	25803	26524	26938	27264	27714	27910	28345	28406	28497	28451	28342	2023	28177	27967	27694	27611	28015	28364	28247	28415	28313	28597	28883	28981	2024	29,717
29378	29717	2020	19164	19051	19687	21050	21716	21976	21890	21534	21229	20522	20351	20540	
Households (Thousands)



43831	43862	43891	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	44652	44682	44713	44743	44774	44805	44835	44866	44896	44927	44958	44986	45017	45047	45078	45108	45139	45170	45200	45231	45261	45292	45323	19164	19051	19687	21050	21716	21976	21890	21534	21229	20522	20351	20540	20432	20116	20377	20177	19956	19819	19920	20200	20817	22285	23743	24952	25526	25803	26524	26938	27264	27714	27910	28345	28406	28497	28451	28342	28177	27967	27694	27611	28015	28364	28742	28415	28313	28597	28883	28931	29378	29717	
Households (Thousands)


2021	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	27906	27459	27123	26143	25295	24709	24418	24646	27800	30914	32429	33492	2022	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	34212	34677	35331	35359	35595	36121	36378	37222	37968	38432	38674	39123	2023	39500	39439	39373	39157	39414	39578	40044	41474	42053	42647	43005	43083	2024	42,930
43160	42930	2020	30389	29758	30272	33013	33813	32799	30874	29501	29187	28650	28132	28221	
Households (Thousands)



43831	43862	43891	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	44652	44682	44713	44743	44774	44805	44835	44866	44896	44927	44958	44986	45017	45047	45078	45108	45139	45170	45200	45231	45261	45292	45323	30389	29758	30272	33013	33813	32799	30874	29501	29187	28650	28132	28221	27906	27459	27123	26143	25295	24709	24418	24646	27800	30914	32429	33492	34212	34677	35331	35359	35595	36121	36378	37222	37968	38432	38674	39123	39500	39439	39373	39157	39414	39578	40044	41474	42053	42647	43005	43083	43160	42930	
Households (Thousands)
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