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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.

	

The Department of Transitional Assistance is committed to providing a high level of service to all those in need of our services. We are pleased to present this scorecard, which includes several measures that are important for DTA to use in measuring our success and identifying areas for improvement.

– Jeff McCue
Commissioner, Department of Transitional Assistance
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Did you know?
The average SNAP benefit for a household in Massachusetts is $216.15.
That means the average SNAP household has $7.04 a day to supplement food purchases. 
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	· 70.7% of SNAP households in Massachusetts have gross countable income of less than 100% of the Federal Poverty Level – that’s $16,240 for a household of two.
· 30% of SNAP households have at least one child.
· Elderly individuals are nearly 19% of Massachusetts SNAP recipients.
· SNAP clients live in every city & town across the Commonwealth.
· 51,677 DTA clients are due for recertification or reevaluation in June.
· The average monthly TAFDC grant is $447 and the average EAEDC grant is $308.
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	SNAP Recipients          759,573SNAP Accuracy Rate
The annual percent of active payments that were completed without errors based on federal guidelines in Federal Fiscal Year 2015.

	

	SNAP Households      442,480
	

	SNAP Enrollment | 1 in 9 MA Residents
	[bookmark: _GoBack]94.75%


	Recipients Age 60+ 
147,809
	Recipients With a Disability 269,025
	Recipients Age 18 or under 
271,759

	SNAP Caseload 
This is the number of households receiving SNAP benefits in Massachusetts in the prior two years.

	











	SNAP Caseload Trends 
This is the number of households receiving SNAP benefits in Massachusetts in the last decade.
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	Average Daily Walk-in Visitors                                                                                                                       
This is how many people visit our offices each day to meet with a case manager.
	2,291

	

	Average Lobby Waiting Time 
This is how many minutes someone typically waits to see a case manager. DTA is committed to reducing the need for in-person visits from clients by expanding the ways in which services can be accessed.
	23 min
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	Calls Ending
in IVR
Calls
Connected
Average 
Daily Calls to Assistance Line  
Calls Unable
to Connect
5,636
54
3,944
1,638


	









	Average Caller Wait Time
This is the average length of time callers wait to speak to an agent.
	17 min
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Average Processing Days for New SNAP Applications
This is the average number of days to approve a new application. 
	15.9

	

	SNAP Application Processed Timely
This is the percentage of applications that are processed within federal timeframes.
	92.1%

	







	SNAP Churn 
This is the percentage of applicants each month that 90 days prior were active clients.

	25.2%
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Monthly SNAP Applications Received

	21,499

	











	
Monthly TAFDC Applications Received

	3,142

	





	
Monthly EAEDC Applications Received

	2,376
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EAEDC Recipients 20,506
 
	EAEDC Households 20,295

	Recipients Age 60+ 10,487

	Recipients With a Disability 10,769

	Recipients Age 18 or under 
543


		EAEDC Caseload 
This is the number of households receiving EAEDC benefits in Massachusetts in 2016 and 2017.

	












	EAEDC Caseload Trends 
This is the number of households receiving EAEDC benefits in Massachusetts in the last decade.
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TAFDC Recipients 58,658

	TAFDC Households 29,821

	Recipients Age 60+ 
101
	Recipients With a Disability 5,804
	Recipients Age 18 or under 
39,569


	
TAFDC Caseload 
This is the number of households receiving TAFDC benefits in Massachusetts for 2016 and 2017.



	











	TAFDC Caseload Trends 
This is the number of households receiving TAFDC benefits in Massachusetts in the last decade.
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	Background
	Measure
	Description

	
	SNAP Recipients
	This is the number of Massachusetts residents in households that receive SNAP benefits each month. These figures are finalized approximately six weeks after the end of the reporting month.

	
	SNAP Accuracy Rate
	Massachusetts ranks 35 out 54 states/regions.

	
	Average Daily Walk-in Visitors
	Includes both cash and SNAP clients. Excludes those dropping off documents or seeking a new EBT card.

	
	Calls Ending 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 hang up.

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

	
	Calls Connected
	Average number of calls connected to a live agent.

	
	Average Caller Wait Time
	On June 24, 2015, DTA introduced an improved phone system which allowed the Department to implement two new enhanced service features. Estimated wait time messaging informs callers how long they could expect to wait which allows them to decide whether to wait or to call back.  DTA also increased the number of spaces in the wait queue from 100 to 200 allowing an increased number of callers to choose to wait to speak to a live agent.  Due to the fact that more callers can choose to wait the caller wait time has also increased. DTA continues to monitor caller wait time and will implement strategies to improve the caller experience.   

	
	SNAP Application Processed Timely
	The federal government measures this item on a rolling basis (note the overlap in months). Throughout the year, the federal government provides DTA with a projection for each time period. At year end the federal government finalizes the previous four quarters. 

	
	SNAP Churn
	The SNAP program has always and will always realize some level of client churn. However reducing churn to the best of DTA’s ability 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.

	
	*To access background data right hand click on the graph and click on “Edit Data”. This feature only available on the Microsoft Word version.
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Total Calls per Day 
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Number of Days
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Percernt Churn
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# of Applications per Month
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In-Office - Mail-In 	&	 Fax	May	June	July	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	2575	2689	2396	2773	2598	2500	2297	2266	2445	2015	2402	2032	2372	
# of Applications per Month 


2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	20966	21044	21183	20985	20985	20963	20791	20878	20802	20703	20629	20660	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	20502	20281	20480	20339	20295	
Households



39203	39234	39264	39295	39326	39356	39387	39417	39448	39479	39508	39539	39569	39600	39630	39661	39692	39722	39753	39783	39814	39845	39873	39904	39934	39965	39995	40026	40057	40087	40118	40148	40179	40210	40238	40269	40299	40330	40360	40391	40422	40452	40483	40513	40544	40575	40603	40634	40664	40695	40725	40756	40787	40817	40848	40878	40909	40940	40969	41000	41030	41061	41091	41122	41153	41183	41214	41244	41275	41306	41334	41365	41395	41426	41456	41487	41518	41548	41579	41609	41640	41671	41699	41730	41760	41791	41821	41852	41883	41913	41944	41974	42005	42036	42064	42095	42125	42156	42186	42217	42248	42278	42323	42353	42385	42401	42445	42461	42491	42522	42552	42583	42614	42644	42675	42705	42736	42767	42795	42826	42856	18076	17876	17821	18006	17943	18356	18315	18588	18740	19004	19375	19730	19936	19849	20017	19906	20106	20198	19965	20347	20166	20236	20773	20957	20898	21256	21126	21205	21482	21684	21534	21970	21650	21871	22178	22213	22038	22326	22560	22764	22722	23158	23519	23469	23048	22987	23289	23008	23086	23188	22969	23213	23222	23249	23295	23437	23409	23506	23740	23716	23894	23917	23692	23820	23674	23808	23780	23783	23860	23593	23568	23686	23688	23571	23346	23373	23251	23422	23249	23162	22984	22877	23159	23172	22955	22761	22664	22521	22160	22076	21828	21980	21663	21135	21266	21346	21455	21614	21639	21378	21280	21194	21106	21202	20966	21044	21183	20985	20985	20963	20791	20878	20802	20703	20629	20660	20502	20281	20480	20339	20295	
Households


2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	34653	33692	33234	32951	32903	32538	31767	31525	31935	31730	31503	31377	2017	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	30995	30327	30310	29639	29821	
Households



39203	39234	39264	39295	39326	39356	39387	39417	39448	39479	39508	39539	39569	39600	39630	39661	39692	39722	39753	39783	39814	39845	39873	39904	39934	39965	39995	40026	40057	40087	40118	40148	40179	40210	40238	40269	40299	40330	40360	40391	40422	40452	40483	40513	40544	40575	40603	40634	40664	40695	40725	40756	40787	40817	40848	40878	40909	40940	40969	41000	41030	41061	41091	41122	41153	41183	41214	41244	41275	41306	41334	41365	41395	41426	41456	41487	41518	41548	41579	41609	41640	41671	41699	41730	41760	41791	41821	41852	41883	41913	41944	41974	42005	42036	42064	42095	42125	42156	42186	42217	42248	42278	42323	42353	42385	42401	42430	42461	42491	42522	42552	42583	42614	42644	42675	42705	42736	42767	42795	42826	42856	46312	46319	46496	46954	47482	48518	47952	48038	47720	47479	47583	47610	47522	47610	48027	48032	48926	49476	49317	49831	49500	49718	50094	50031	49674	50544	50613	50998	52031	52516	52379	52797	52175	52021	52097	51676	51502	51969	52308	52778	53185	53802	54131	54212	53734	53486	53835	53214	53212	53495	52980	53584	54405	54431	54061	53985	53771	53630	53474	53052	53072	52932	52630	52898	53063	53437	52937	52659	52446	51701	51281	50846	50356	49877	49251	48997	48952	48545	47137	46546	45807	45643	45682	45190	44592	43986	43526	42888	42277	41771	40743	40542	39408	37802	38114	37674	37427	37304	36865	36372	36566	36340	35843	35716	34653	33692	33234	32951	32903	32538	31767	31525	31935	31730	31503	31377	30995	30327	30310	29639	29821	
Households



image2.jpeg




image3.jpeg
Supplemental
Nutrition
Assistance
Program




image4.emf

image5.emf

image7.emf

image8.emf

image6.emf

image9.emf

image1.emf

image10.jpeg




