DTA Assistance Line Phone "Tree"


Here are some tips when calling the DTA phone system:
· [bookmark: _GoBack]To reach a DTA worker for clients who do not have or do not know their SSN, we suggest either pressing 6 (for different languages) or waiting on the line then pressing “9” for help. If you need to reach a worker after entering SSN/year of birth, press “2” for an interview or “9” for a case manager. 
· Most of the time you can press * to repeat options or # to return to the previous menu. This does NOT work when in the “4 data fields” section of the IVR. There is no option to press “0” to skip the menu and reach a person. 
Steps to follow when calling the DTA Assistance Line:
1. Call 1-877-382-2363

2.  Select Language
· 1 for English
· 2 for Spanish
· 3 for Portuguese
· 4 for Cantonese
· 5 for Vietnamese
· 6 for a different language (to be put into the queue to speak with a worker)

3. Follow the IVR options as described below:
*the number in the box = the button to press to select that option



1- Current/former clients or recently applied for benefits


 


2- info on programs/services or request application


1- SNAP info


2-cash assistance info


1- TAFDC


1- info local office


9- put in queue


2-  EAEDC


1- info local office


9- put in queue


SSI -- call SSA at 1 800 772 1213


3- Domestic Violence-ask to speak w/ DV specialist


put in queue


4-Info re. EA, Masshealth, UI & other non DTA programs


call MA 2-1-1 center


5-for letter showing you do not receive DTA benefits


1-put in queue 


1 - ask for SNAP app by mail


9- Additional Info




























































































4- All other options


4-Employer, landlord or other third party


3- Fraud Unit


1- Domestic Violence Unit


2- to speak with DTA about disability accomodations


3- Hearings, Overpayments, or Fraud Investigations and Data Match Unit (FIDM)




















Enter SSN and year of birth


did not enter or incorrect  (3 tries)


press 9 for help


auto hang up if do not press 9


entered SSN and YOB


if does not match DTA records, put into queue


If entered correctly, told case status, monthly benefit, next benefit issue date, EBT balance, date of recert, date of last document received. 


1-repeat


2-calling for interview


3-to report address or phone number change


4-problems with EBT card


5-for letter about benefits  


put into queue


1-change phone number


3- all other changes, eg. income or people in household


2-change mailing address


put into queue


???


???


???


1- lost or stolen 


2- if just got card and not benefits on it


3- for other EBT card issues


9 - to reach case manager


put into queue


put into queue
































































































































Draft produced by MLRI
