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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 $218.38.
That means the average SNAP household has $7.17 a day to supplement food purchases. 
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	· 72.2% of SNAP households in Massachusetts have gross countable income of less than 100% of the Federal Poverty Level – that’s $24,300 for a household of four.
· 31% 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.
· 51,349 DTA clients are due for recertification or reevaluation in November.
· The average monthly TAFDC grant is $447 and the average EAEDC grant is $308.
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	SNAP Recipients          772,604SNAP Accuracy Rate
The annual percent of active payments that were completed without errors based on federal guidelines in Federal Fiscal Year 2014.

	

	SNAP Households      447,221
	

	SNAP Enrollment | 1 in 9 MA Residents
	94.9%
(35th nationally)


	Recipients Age 60+ 
147,415
	Recipients With a Disability 273,475
	Recipients Age 18 or under 
279,177

	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.
	3,018

	

	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.
	32 min
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	Calls
Connected
Average 
Daily Calls to Assistance Line  
Calls Unable
to Connect
13,306
2,746
6,724
Calls Ending
in IVR
3,836


	









	Average Caller Wait Time
This is the average length of time callers wait to speak to an agent.
	39 min
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Average Processing Days for New SNAP Applications
This is the average number of days to approve a new application. 
	16.6

	

	SNAP Application Processed Timely
This is the percentage of applications that are processed within federal timeframes.
	79.3%

	







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

	26.8%
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Monthly SNAP Applications Received

	22,686

	











	
Monthly TAFDC Applications Received

	3,219

	





	
Monthly EAEDC Applications Received

	2,502
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EAEDC Recipients 20,937
 
	EAEDC Households 20,703

	Recipients Age 60+ 10,539

	Recipients With a Disability 11,191

	Recipients Age 18 or under 
554


		EAEDC Caseload 
This is the number of households receiving EAEDC benefits in Massachusetts in 2015 and 2016.

	












	EAEDC Caseload Trends 
This is the number of households receiving EAEDC benefits in Massachusetts in the last decade.
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TAFDC Recipients 62,790

	TAFDC Households 31,730

	Recipients Age 60+ 
107
	Recipients With a Disability 5,929
	Recipients Age 18 or under 
42,400


	
TAFDC Caseload 
This is the number of households receiving TAFDC benefits in Massachusetts for 2015 and 2016.



	











	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.



2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	493650	490931	491487	489466	486807	485281	498164	501108	470248	464798	461413	456084	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	449125	445626	440372	438953	442697	445361	447926	450079	451178	452108	452734	451915	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	454694	454117	454184	448713	447883	446922	447078	447221	
Households



Caseload	38353	38384	38412	38443	38473	38504	38534	38565	38596	38626	38657	38687	38718	38749	38777	38808	38838	38869	38899	38930	38961	38991	39022	39052	39083	39114	39142	39173	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	42262	42292	42323	42339	42385	42401	42430	42461	42491	42522	42552	42583	166895	167429	168655	169811	171385	172425	197562	200994	203358	204670	225526	226646	228318	228064	228850	228341	228946	229753	231085	232882	234078	236011	235798	236006	238032	237554	239283	238371	239366	240457	243037	245480	248231	250949	253048	254061	258234	259728	263267	265313	267886	271718	278694	283818	290442	298740	305243	309636	318286	324452	331986	337467	343027	350226	364490	371032	378018	384781	389675	390263	399757	402247	406277	409181	411991	415582	421620	424783	428753	433613	436957	439138	439836	442656	445998	446579	449180	457014	454985	458283	460552	463858	466579	468363	472313	474807	478312	481499	485279	488334	490836	493241	494536	495475	496634	496759	499221	497816	499305	500041	497352	499181	498164	501108	501905	501212	499467	494376	493650	490931	491487	489466	486807	485281	484041	481507	470248	464798	461413	456084	449125	445626	440372	438953	442697	445361	447926	450079	451178	452108	452734	451915	454694	454117	454184	448713	447883	446922	447078	447221	
Households


2874 2811 2430 2933 2503 2460 2675 2773 2797 2858 3135 3075 3018	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	2874	2811	2430	2933	2503	2460	2675	2773	2797	2858	3135	3075	3018	
Walk-in Visitors


Wait Time	42278	42309	42339	42370	42401	42430	42461	42491	42522	42552	42583	42614	42644	35	33	29	31	28	23	24	24	24	26	28	32	32	Lobby Wait Time
Calls Ending in IVR	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	4698	4121	3258	3567	5723	2514	2823	6191	7304	6772	4955	4665	3836	Calls Connected	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	6562	6373	5363	6735	6071	5207	5126	5533	5270	6082	6165	5378	6724	Calls Unable to Connect	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	1566	1560	892	1495	1099	455	455	904	466	1690	3299	3786	2746	
Total Calls per Day 



Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	1.4166666666666666E-2	1.9027777777777779E-2	1.9212962962962963E-2	1.638888888888889E-2	1.7615740740740741E-2	1.7175925925925924E-2	1.7372685185185185E-2	2.0509259259259258E-2	2.1053240740740744E-2	2.4756944444444443E-2	2.837962962962963E-2	2.7025462962962959E-2	2.7060185185185187E-2	Call Wait Time (Minutes)



2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	16.989999999999998	16.41	16.21	16.75	17.29	17.5	18.670000000000002	19.36	19.47	20.56	21.93	20.420000000000002	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	19.059999999999999	18.86	18.89	18.3	17.3	18.100000000000001	16.3	16.899999999999999	16.7	17.600000000000001	20.2	20.6	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	18.3	15.9	15.3	15.8	14.5	15.5	16.5	
Number of Days



MA	January 2014 - June 2014 	April 2014 - Sept 2014	July 2014 - Dec 2014 	October 2014 - March 2015	January 2015 - June 2015	April 2015 - September 2015	July 2015 - December 2015	0.86919999999999997	0.84499999999999997	0.85189999999999999	0.94740000000000002	0.92700000000000005	0.79300000000000004	0.79100000000000004	National Average	January 2014 - June 2014 	April 2014 - Sept 2014	July 2014 - Dec 2014 	October 2014 - March 2015	January 2015 - June 2015	April 2015 - September 2015	July 2015 - December 2015	0.85780000000000001	0.87649999999999995	0.85589999999999999	0.91039999999999999	0.90100000000000002	0.84799999999999998	0.89800000000000002	Federal Target (95%)	January 2014 - June 2014 	April 2014 - Sept 2014	July 2014 - Dec 2014 	October 2014 - March 2015	0.95	0.95	0.95	0.95	0.95	0.95	0.95	
Percent Timely



2014	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.2641	0.26910000000000001	0.254054543807194	0.2504099546638372	0.25328513506912215	0.25828665870902578	0.27522817842910402	0.27371728650137739	0.29573660102572136	0.32042574339435104	0.31918583424607522	0.3190667551012446	2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.29258630447085454	0.2929160419790105	0.31412420507183797	0.30499999999999999	0.28399999999999997	0.22700000000000001	0.22	0.218	0.23899999999999999	0.24199999999999999	0.26400000000000001	0.26500000000000001	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	0.253	0.254	0.27200000000000002	0.28999999999999998	0.29399999999999998	0.27700000000000002	0.26800000000000002	
Percernt Churn



Walk-In	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	11677	10770	11055	11337	10119	12216	11560	12014	12057	11332	13278	11818	11464	Drop-Off	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	1558	1383	1217	1297	1012	1029	1045	1052	1204	1182	1435	1586	1603	Mail-In	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	2760	2136	2343	3066	1932	2906	2278	2218	2405	2062	2072	2175	2298	Fax	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	1121	813	732	1267	873	1285	1091	1051	1188	951	1194	1196	1229	Web	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	6153	5395	5166	6437	5672	5839	5502	5775	5761	5558	6760	6179	6092	
Total Calls per Day 



In-Office	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	3302	3087	3013	3271	2686	3306	3130	3310	3614	3362	4442	3754	3216	Home Visit	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	1	2	4	1	2	Mail-In 	&	 Fax	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	2	1	4	3	3	7	4	2	5	4	2	5	1	
Total Calls per Day 



In-Office	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	2529	2345	2379	2453	2244	2650	2412	2500	2551	2336	2699	2497	2415	Home Visit	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	3	3	3	1	2	1	7	1	1	3	2	Mail-In 	&	 Fax	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	June	July	Aug	Sep	Oct	139	153	139	103	71	137	106	75	138	60	74	101	85	
Total Calls per Day 



2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	21663	21135	21266	21346	21455	21614	21639	21378	21280	21194	21106	21202	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	20966	21044	21183	20985	20985	20963	20791	20878	20802	20703	
Households



Caseload	38353	38384	38412	38443	38473	38504	38534	38565	38596	38626	38657	38687	38718	38749	38777	38808	38838	38869	38899	38930	38961	38991	39022	39052	39083	39114	39142	39173	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	17692	18016	18238	18158	18207	18184	17739	17859	17513	17263	17218	17425	17623	17643	17809	17709	18048	18014	17851	18017	17739	18088	17940	17955	18060	17902	17894	17876	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	
Households


2015	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	39408	37802	38114	37674	37427	37304	36865	36372	36566	36340	35843	35716	2016	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	34653	33692	33234	32951	32903	32538	31767	31525	31935	31730	
Households



Caseload	38353	38384	38412	38443	38473	38504	38534	38565	38596	38626	38657	38687	38718	38749	38777	38808	38838	38869	38899	38930	38961	38991	39022	39052	39083	39114	39142	39173	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	49583	49668	49744	49427	49459	49437	48722	49539	49839	50474	50210	49590	49226	48638	48213	47506	47829	47500	47178	47641	47780	48397	47686	47168	46938	46133	46014	45926	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	
Households
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