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Unemployment and SNAP Benefits Application
Barriers During the Pandemic

During the Covid 9 health and hunger
emergency, state and county systems necessar
for eligible families tabtain Unemployment
Insurance (Ul) benefits and/or Supplemental
Nutrition Assistance Program (SNAP) benefits
often collapsed entirely or caused major
application barriers, keeping vital food and cash
away from millions of families struggling to fill
their grocery carts, pay for housing, and meet
other basic living expenses.

To begin fixing this problem, Hunger Free Amer
supports passage of the fedetdealth,
Opportunity, and Personal EmpowermgitOPE)
Act to make it easier for struggling Americans tg
submit applications for multiple benefits
programs simultaneously and easily.

July 2020

-HUNGER-

Hunger Free America Rll}]EEIIE%ICA

ENDING HUNGER LIFTS US ALL




Content s

(70 01 (<] o £SO UUP PR TUPPP 1
ACKNOWIEUAGEMENTS. ... emr e e e e e e e e e e e e e enenane s 1
EXECULIVE SUMMIAIY... . ciiiiiiieii e e e emr e e e e e e e e e e e e e eessane s 2
Context of the HUNGET CriSIS.....ciiciiiiiiiiii e e e e eanaaa 6
A/ L] 4 oo (0] (oo |2 15

Section One: Experiences of People Trying to Access SNAP and Unemployment
INSUIANCE BENETIES ...ciiiiiiiiiiiiie e e e e e e e emees 18

Section Two: Comparing the Experiences of People Applying for SNAP and

Unemployment Insurance in the Four Most Populous States..............occoevevnnee.. 26
Section Three: Experiences of People Trying to Access Technical Support When
ApPlying for SNAP and Ul.......coooiiii e e e eeeenes 32
Section Four: Availability and Accessibility of Technology When Applying for SNAP
and Unemployment INSUFANCE..........coiiiiiiiie e eeeeeeie e e et e e 35
Eq=Tolo] 001 0 0 T=T o F= 1o o 1R PP 38
] (= =] Lo > SRR 39
Appendix I¢ National Survey QUESLIONNAILE............cevieeiiiiiiieeeeee e 41
Appendix lI¢ HungerAssociateResearch Data Collection Taal..............cccce..... 51

Acknowl edgement s

This report was writterior Hunger Free Ameriday Jordan Akhurst, Heather DeLong, Joel Berg, and
Angelica Gibson, with support by Emilio Tavarez, Sarah Hutton, and Jim Wengler.

Data for this report was also collected by Hunger Free Americalskided volunteerdenise

Calasanti, Lily Christenson, Adela Curtin, Keri DiBattista, Sydney Dinenberg, Soumya Gokuli, Eryn
Greaney, Alexander GuinRoyceHaughton MorganKing LelaLantz RobLybarger AmyMorros,
AliceOh, NicoleParker KumarPate| JosiePeterssonEricaPhillips AlisonReenockTheresaRridings
SusarsSilverstoneHillori Walsh Molly Weber, DavidWing SusanVu, YathiYatheepanandLizzie
Zimmerman

Cover imge isan opensource imagdy Mehrad Vosoughi sourced from Unsplash.



ExecuBummary

The Covidl9 pandemic hadramaticallyincreasedhe levels of unemployment and hunger in the
United States anéxacerbatedore-existingproblems with preexisting system#mericans use to
accesprogramssuch asJnemployment Insurance (Wnd theSupplemental Nutrition Assistance
Program (SNAPpreviously calledhe Food Stamps Program.

SNAP and Ul have very similar, but separate, application processes in each state, requiring applicants
(and people who need to reertify their continuation of benefits) to provide similar information and
documentatonA Yy S| OK LINZ 3 NJ Y OManylAmdritfarks €ely Gnibatly progranis e Y

for basicexpenses and feed their familiesd soare forced to complete two similar application

processes simultaneoudly access the support they neetechnological dicienciesin both

programsresult in application processes that are tirnensuming, labeimtensive, repetitive, and

difficult for all involved. During the Covi® pandemic, these flawed systems resultednifions of

eligible Americans being unable agcess the financial and nutritional support they needeca

timely basis, thereby unnecessarily making it more difficult for families to afford to pay for basic
expenses such as housing and food.

To get a better understanding of these issudanger Fre America commissioned a nationwide
surveyof 1,638 individuals living in the United StgtaedHunger Free Americassociatesesearched
the systems people must navigate to access SNAP afithéHe two data sourcefthe nationwide
survey ancdHungerAsociatessystemgesearch)provide a consistent understanding that the current
SNAP and Ul application systems are difficult and confusing tatumeest,and, at worst,they are
preventing people from accessing the food and financial assistance they need.

In January 2020, U.Sefitesentative Joe MorelldJ.S. RaresentativeJimMcGovern, andJ.S.
Senator Kirsten Gillibrand introduced thEOPEAct (H.R. 6217S. 3484)which would revolutionize
the way lowincome Americansanapply for and access public benefitswould authorize $35
million per year for state,ity, county, and tribal pilot project® utilize updated technology to apply
for multiple benefits(including SNAP and i) once, saving them timand providing better
coordination between government agencies and nonprofit organizations assistingaypliés the
results of thenationwide surveyrovided in this reporshow,a largemajority of Americans (72
percent)supportsuch advancesgreeangthat the government should make it easier for Americans
to apply for more than one benefit at once, eithiey phone, computer, or tableHunger Free
Americaproposesthat the provisions in the HOPE Astincluded in upcoming legislation to address
the Covid19 crisis and its economic fallout to bring our social safety net into the digital age.

This reportprovides insighinto the experiences of people attempting to access Ul and SNAP in all 50
statesand the District of Columbjadentifies the technological shortcomings that can prevent people



from accessing the support they need in each state, and pegposcommendations for developing
sustainable technologies that will prevent millions of Americans from going hungry.

Key Findings

Lengthy Delays for SNAP and Unemployment Insurance Applicants
Nationwide survey:

1 More than onethird (34 percent) ofurvey respondents who applied for benefigpplied for
both SNARNd Ul,completingtwo separate application processesften providing duplicate
information - to receive both benefits.

42 percentof surveyNB & LI2 Y RSy (1 & ZonduRinglaid? B BA GG A ozt (G G 2
Ul. For SNAP, 24 percent of survey respondaritsA R A (i -coaisuriing @rid/dr\difiicult to
apply.€

1 When asked how long it took to submit the fSINARapplication (along with any required
documentation) 33 percentof surveyrespondents said it took more than 3 houend18
percentsaid it took more than a day\lmost half 44 percent)of survey respondentsaid it
took morethan 3 hours and 21percentsaid it took more than a day apply for Ul

Failing Application Technologies and Public Response Systems
Nationwide survey:

1 40percentof respondents said they had problems reaching the government offices by phone
when trying to apply for SNABG6 percentsaidthey never received a call baaken they lef
a message for a government office.

1 More than half (52ercent)of applicantssaid they had problems reaching the government
offices by phonevhen trying to apply for UKO percentsaidthey never received a call back
when they left a message for a gomenent office.

HungerAssociategesearch:

1 In12 states, people were unable to access support when trying to apply for SNAP due to their
call not going through to the helpline or the helpline hanging up the call when it connected. In
the 30 states where pame could access support over the phone, they experienced wait times
of up to 60 minutes.

1 In 36 states, people were unable to access support when trying to apply for Ul due to their call
not going through to the helpline or the helpline hanging up thewhgn it connected. In the
9 states where people could access support over the phone, they experienced wait times of
up to 65 minutes.

1 Inthe 8 states where people could access support through both the Ul and SNAP helplines,
the average wait time was 19inutes.

Linclusive of both people who are applying for new SNAP benefits and people applying todréfied to continue to receive existing
SNAP benefits.
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Technical Infrastructure
Nationwide survey:
1 61percentof respondentssaid that the government office at which they normally would have
appliedfor SNARvas closedFor Ul, it wa$2 percent. Wthout access to online application
and submission processes, many Americans were left unable to access the support they
needed.
f 38percentofrespondentd AR G KI G (GKS 3F2FSNYYSyiQa 2yf Ay
them to complete theilSNARapplicatons online and/or submit the required documents
online. For Ul, it wag8percentof respondents.
HungerAssociatesesearch:
1 In every state, eligible people must navigate between several different websites and systems
to apply for Ul and SNAP, evigrough the information and documentation they need to
provide for the programs are similéincome, employment status, etc.)
1 In 16percentof states, people can find general information, apply for the program, prescreen
their eligibility, check their stais, and submit their documents online for Ul. For SNAP, it is 55
percentof stateg.

Challenges Receiving Benefits
Nationwide survey:

1 One out of ever®5 survey respondents (4 percent) who applied for SM&Re denied
benefits because they did not have the required interview with a government social services
employee.

1 Of thosesurvey respondentthat were found eligible for SNARore than half (56 percent) of
respondents waited more than one week after &gpg to receive their benefit® percent of
respondentdid not receive benefits until a month after applyirfgederalaw requires state
and/or counties to make SNAP determinations within 30 days, sperd&ntof the
respondentcasesthe states/couties are likely to haveviolated the federal requirement.

1 7 percentof survey respondents who applied for SNABre than a month agbavenot yet
heard back from the state/county. Thsalso a violatioof federal requirements.

1 Of thosesurvey responderstthat were found eligible folJl, more than twethirds (70
percent) of respondents waited more than one week after applying to receive their benefits.
17 percent of respondentsid not receive benefits until a month after applying

2This is only inclusive of responses from Humggsociatesvho positively indicated that they could aess all stages of the application
process online, which for all states identifieds by using the website for both SNAP andWhere the HungeAssociatesndicated
that they were unable to access a stage of the application process online, or it wasnamkhenit was considered that the
application process was unable to be completed online-endnd in those states
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Key Conclusions

T

The economic cris triggered by the Cowtl9 pandemic has created a surge in applications for
SNAP and Ul, which has overwhelmed the existing systems and prevented millions of
Americans from accessing the support they need.

Programs designed to support sggling families and individuals during Ce%fi such aghe
one-off boost to Unemployment paymentBad unintentionalnegativeimpacts onmany
peoplesince the increase in benefitlseant they became ineligible for SNAP benefits. If the
programs were betteconnected, this could be avoided in the future.

The process for applying for SNAP and Ul is very similar, and there is a large overlap in the
people who require support from both programs. Creating a more streamlined application
process would removeanyof the barriers people experience when tryingaocess these
supports.

The technology used for SNAP and Ul is inadequate, outdated, and inconsistent. Failures in
technology have left many American families destitute, unable to access food during the
Covid19 pandemic.

The state helplines for SNAP ddtwere quickly overwhelmed during Co:ifl. To prevent
future backlogs, it is important that support is available using a variety of techicalog
platforms.



Cont ext Horfg &€rhies i s
Overview

Even when the overall economysisong, £ns of millions of Americans who are eligible for federal
nutrition safety net assistance fail to receive the help for which they are legally €eligithie
administrative burdens of accessing SNAP, Ul, and other programs using outdated sgsteras
barriers to eligible Americans receiving these critical benefitsile the most effective actions to end
U.S hunger are to create jobs and raise wages, safety net programs are vital for people and
households for whom wages are not enough, as well as for people with disabilities, children, and
retired peoplewho may not be able to worlsafety net benefits dwathe dollar amount of food
provided by charitiesThus, making safety net programs difficultatccessncreases U.S. hunger.

2 KAES AGQa GNHzZS G(GKIG I20SNYYSyd al¥Sde ySi LINR:
starvation, homelessness, and othmrtcomes even more dreadful than everyday poverty, it is also
GNXzS GKI 43X S @S goveknyhentiayitipoderty did isiggnefalyaa major hassle to obtain

and to keep. Congress, which writes the laws governing the programs, and most statesaditiddpc

which implement those laws, purposely make it difficult to advertise these programs and enable
FILYAEASaA (2 | 0O0Saa -inckniepeopleaelactu@lly unaviate ofdllthee f 2 ¢
government benefits for which they are eligible, reducing émeount of help going to Americans in

YSSR o0& (Sya 2F oAfftAzya 2F R2ttF NaR SOSNE &SI NJ
place and you might not even know you had money at all.

Even if struggling families do know about availalitk #ne journey to receive it is usually long,

onerous, and timeonsuming. Put yourself in their places for a moment. You will need to go to one
government office to apply for SNAP, a different government office to apply for housing assistance, a
separateWIC clinic to obtain WIC benefits, and a variety of other government offices to apply for

other types of help sometimes traveling long distances by public transportation or on foot to get

theret YR GKSYy 2y 0S &2dz2Q@S ¢ f { SoRediidindiPfoizAokirs at €aéh R2 2
office to be served. Even if you initially apply for benefits online, you often have to make a separate
physical trip to one or more government offices to follow up, bring documents, or participate in

lengthy interviews. Yiowill need to bring huge piles of paperwork to each office, usually a slightly
RATFSNEBYG O2Yo0AylF A2y 2F NBO2NRa SOSNE GAYSO !
before you arrive also takes time (and money), so plan accordingly. The lilmeséndffices can

aSSY SyRfS&daaszx FyR a42YSiAYSa &2dzQff ySSR (G2 gl A
a social services office in Chicago, the lines start forming long before the 8:30 a.m. opening time; if

3 Hunger Free America 2019
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clients arrive at 8:00 a.m.merelya half hour before the office is scheduled to opethey are told
G2 O02YS o001 GKS ySEG RlI&o LYF3IAYS GKFGo | 2dzQl
assuming you can get off work at the last minute and keep your job.

alyed 2FFTAOSS By ROBNKIWVAIKHS K2dzNBSX a2 AF &2dz 62N
f2a4S g1 3Sa o0& LI &eAy3d F2N) I20SNYYSyd KSELIE &A
O2dzt R GNRBR OFffAy3d 2y (KS LK2yS> éwrkervoiteQa NI NB

YFEAto2ESa INB 2F0Sy TFdzZtxX &2 e&2dz O2dz RyQi t S| @

And when a bureaucrat finally sees you at their office, they will usually ask you many of the same
intrusive, detailed, lengthy questions about your finances and your intingeesonal situations as
AAYAT I NI 320SNYYSYd 62NJSNER RAR Fd GKS tFad 0KNJ
cousins at six different family gédgethers why your marriage fell apart and why you need to sleep

on each of their couchdsr a night while also having to hand over to each of them your complete

tax records to prove why you are too broke to pay rent to them for that night of caucfing. In

most places, if you have children, you must fill out additional forms, which ydsmkist bring to

school, to qualify for free or reduceatrice school meals.

To be sure, these government benefits provide a critical lifeliaed they often are the difference

between a family eating and not eating, and between having a home or beinglissi But just
0SOlIdzasS GKSaS LINRPAINIYa INB GAaGlf R2SayQid YSIEy
to jump through nearly as many hoops when they obtain far more expensive government aid, like

farm subsidies or tax deductions for their véioa homes.

And since many government and nonprofit programs require frequesatp@ications and re
certifications, you will often be required to jump through all these hoops every few months. Being
poor can be a fullime job in and of itself.



THE GOVERNMENT/NONPROFIT SOCIAL SERVICES
STATUS QUO

GOVERNMENT
AGENCY 1
Apply for Section 8 Housing

GOVERNMENT
AGENCY 2

Apply for SNAP

(Food Stamps)

NONPROFIT

AGENCY 1
Obtain WIC

NO!
AGE
Get Job Placement
Listings

GOVERNMENT
AGENCY 3
File Tax Form

If you are poor in a rural area, lost time accessing basic services can take even longer, and cost even
Y2NB Y2ySéd C2NJ AyaidlyoOoSs Ay (KS avylrtt G226y 27
license is an howandten-minute drive away. Evenieydz R2y Qi 246y | OF NE @ 2dz
RNRA OSNDA f-Ari@ed P &on the NépartmghofMotor Vehicles to show when you apply

for benefits or conduct business in modern life, so you might need to pay a neighbor $50 to drive you
to the licenseoffice. You pay it forward, backward, sideways, just about every direction except into
your savings account, if you even have one.

2 KSYy RS@St2LIAYy3a SO2y2YAO LRtAOes AlG OFy 0SS dza s
which refers to the timehat people spend on one task is time not available to perform other,
potentially more valuable tasks Opportunity costs are often considered when developing policy for
high- and middleincome people but are rarely applied to policies and programs tath®wards

4Berg 2016



low-income peoplé. This impliesthatlovk y O2 YS LIS2LJX SQa GAYS A& ¢62NIK
suggests that lovincome people are more timpoor than middle and highincome peoplé.

By not considering even before the pandemigthe opportunity costs of programs targeted towards
low-income families, important programuch as SNAP and Wiat are crucial to helping tens of
millions of Americans to avoid starvation and homelessness can become sodirseming and
difficult to access that many eligible Americans are unable to receivsupportthey desperately
need. Given the pandemic, the need to rectify this problem is greater gnaar.

The economic, healtfand social crises triggered by theu@l-19 pandemic demonstrate the fragility

of the important social safety netgopon whichmillions of Americans rely. The3Jis facing one of the
greatest hunger crises in modern times as food insecurity rises exponentially, and unemployment
reaches unpecedented levels across theSJA recent study by Hunger Free Americand that 37

percent of parents nationwide are cutting the size of meals or skipping meals for their children
because they did not have enough money for faddany more Americans arattempting to access
additional support through SNAP and Ul prograhmsvever, the SNAP and bipplicationsystems

have struggled under this increased pressure, and in some cases, failed to meet the demand, leaving
many American families without enoughofd to eat.

While the demand for SNAP and Ul has continued to rise, there has been a heated battle between
Congressional Democrats and President Trump and Congressional Republicans over whether a new
federal relief bill should include a 2&nt-per-meal increase in funding f@NAPas well as whether

GKS oAff akKz2dzZ R o6f 201 K Sslash\izgragrafh RowavgrAa@aemid G A 2 y ¢
Hunger Free America stufiyund that12 times as many people want to boost SNAP as those who

want to cut if. This is further supported by the findings from the nationwide survey and Hunger
Associataesearch presented by this report.

This report demonstrates that the current systems and procegsapplyfor SNAP and Ul are

hindering peopldrom accessinghe financial and nutritionasupportsthey need and must be

improved to ensure that all American families have enough food to eat. Both in this time of crisis and
the longterm, it is vital for such benefits to be easy for eligible Americans to obtain, sizeabligh

to meet basic needs, and more convenient to utilize. Hunger Free America proposes that the HOPE
Act would provide meaningful change to how we approach, apply for, and distribute benefits to
eligible Americans, during a time when they are needegrtiost.

5Berg 2016
6Berg 2016
7Hunger Free America 2020
8 Hunger Free America 2020
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Impact of Covid-19

&
Q)¢

The pandemic YR G KS FSRSNIf 32 JSNYFSyiteédiha logsdfijodsK SR N
and/or a reductions in incomes for tens of millions of workers, and a shuttering of school meals
programs that fed 29 million scbbchildren per day with federally subsidized rea

As of aly 2020, theUnited Statesvasfacing the gravest hunger crisis in modern times, with more
thanone in three children missing meals or suffering from reduced portion sizes because their
TILYAEtASE R2yV QiU K| @ Ehildhimgewasfive times theratethefoté the £risig and
adult hungemwas?2.5 times the rate before the crisis.

All types of low and moderatencome Americans suffered, but people of color suffered the most.
FromApril 23 June 232020,n v ®m  LISNDOSy G 2F . f 1 0] NBallZyRSyidao
insecurity in the prior week, adido ¢ @ LISNOSyYy i 2F 1 A4l YAO NBaLRyR
percent of White households

| dzy 3SNJ CNBS ! YSNA Ol Q& reBpbrisdndrk ovértheJashiBwSdgcades Ay RA & |
convinces us thatampingup participation infederally fundedsafety net programs such as Ul and

SNAP is by far the best way to get the most assistance to the largest number of Americans Asneed

just one exampleduring the last national esmmic collapseSNAP participation increased from 26

million people in 206 to a peak of 48 million in 20,ldwarfing the increase icharitable food

donations in that time periodSuch government programs also keep workers at grocery stores,

farmers markets and food processing plants employed, while ensuring vital income for farmers and
truckers.

From March to July 20261 million Americans collected joblessness bend¥tedia reportsg

reinforced by the findings of this studyndicate that nillions have faced unreasonably long wait
times, misinformation regarding eligibility, dropped calls, and ehennability to start applications.
SNAP applications have also skyrocketed, and many states and counties are now struggling with
significant backlogg-or instancein New York Ciiithere wasa 120,762person (8 percent) increase

in New York City SNAP participation from Makday 2020. Despite this recent increase in SNAP
participation, many more New Yorkers remain eligible but are not yet receiving benefits. These are
programs that Americans need most right now, and yet many are being delayed weeks or even
turned away.

Food inseurity and unemployment are impacting those most vulnerable to Gb9ichore than

other members of the community. Older people, Black, Indigenous, and Latinx communities are at
greater risk of contracting and dying from Coetfl andare also at increasedsk of experiencing food
insecurity and unemploymett This is due to social structures and systems that must be addressed
to ensure that all Americans have access to the support they are entitled to.

10 Glenza 2020, Hunger Free America 2019, CDC 2020, USDA 2019
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Whenchildren are hungry, they are less able to kraiVhen adults are hungry, they are less able to

gain and keep employment. Furthermore, malnourished older adults are more likely to require
institutionalization, which further increases their odds of contracting and spreadingHT9. A large

body of santific evidence has shown the connection between malnourishment and compromised
immunity. TheWorld Health Organizatio(010)acknowledgest 1t KS O2 YO Ayl GA2Yy 2F
diseases and malnutrition (as) a major public health problem, particularly améags and

OKAf RNBY X . 20K dzy RSNYdziNAGA2Y YR YAONRYdzii NA Sy i
from communicable diseases... The relationship is synergistic; malnutrition compromises natural
immunity leading to increased susceptibility toanfion and more frequent and severe episodes of
O2YYdzyAOI 6tS RA&ASI &ASaodé

9SSy AV GV 2NXNI|fEé (AYSa s Healtwfaod isloftenymare cogtendléss & | N5
readily available in lovincome neighborhoodddeavily processed food, which tends to have more

sugar and sodium, is cheaper and easier to ship and store in this Theigfore, impoverished

Americans who increasingly rely on these foods &dsea greater likelihood of developing diabetes

and heart disease, adding to their riskdyfing fromCovid-19.

Programs designed to provide support to American families during @@8vate not as effective as
they could be if there wre agreater connetion between the different benefits and programs. For
instance,in some statedarge numbers of people became ineligible for SNAP because they were
provided with boosted unemployment paymerftem the Covidl9 stimuluspackage which
inadvertently booste their income above the threshold to qualify SNAPL. Combined with long
waits to access other benefijtthis hadeft many people across the country desate and hungry.

About the HOPE Act

In January 2020, U.S. Representative Joe Mordli: Representative Jim McGovern, and.S.
Senator Kirsten Gillibrand introduced tREOPEAct, which would revolutionize the way loimmcome
Americans are able to apply for and access public ben#fiteuld authorize $35 million per yeauif
state, city, county, and tribal pilot projects most efficiently utilize updated technology to apply for
multiple benefits at once, saving them time in addition to providing better coordination between
government agencies and nonprofit organizatiossiating applicantdlunger Free Amerigaroposes
that the provisions in the HOPE Act are included in upcoming legislation to address thd € oxigls
and its economic fallout to bring our social safety net into the digital age.

Spedically, the Actwould:
1. Authorize three federal agenciedHUD, USDA, and HH® enable select state, county, city,
and tribal governments to create pilot programs in economically distressed rural, urban, and
suburban areas as well as statéde.

11 Karlin 2020
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2. Leverage clientacing tecmology to coordinate access to multiple government agencies that
work on antipoverty, health care, nutrition, housing, work support programs, and nonprofit
aid for lowrincome Americans.

3. Establish voluntary accounts that empower loveome families to ealy access and
monitort within one central online accountthe status, summary, and recertification
deadlines for all their benefits and savings.

4. Establish a meribased competition to award HOPE Technology Innovation Contracts that
help ensure clienfacing technology apps, widgets, and templates are created for pilot
entities to use to create meaningful HOPE Accounts.

The nationwide survey included in this repstows thatthe majority of Americans (72 percent)

agree that the government should make itsger for Americans to apply for more than one benefit at
once, either by phone, computer, or tablet. Of those who had applied for either Ul or SNAP (and have
thus had to use the systems themselves), 82 percent agreed that the government should make it
easer for Americans to apply for more than one benefit at once, with only 1 percent disagreeing. The
remaining 17 percent neither agreed nor disagreed.

SNAP and Unemployment Insurance Application Processes

Figurel providesa general overview of the appligah process for both programbBigures 2 and 3
provide a general overview of the documentation required to apply for SNAP akdhié there are
some differences between states, the genapplicationprocess including required documentation,
are similar for both programs across the countifyigures 13 are intended to provide a general
overview of the process and documentation required for both programs,aaedot intended to
reflect any detailed nuances between states.

Many people need support frotnoth SNAP and Ul. Currentthey must navigate several different
websitesand systems to apply for both programs eldonfusing, timeconsumingand repetitive
SNAP and Wipplication processesan act as a barrier for them accessing the support they need.
Accessibility could be greatly improved if people could access information and apply for both
programs in one central place that was supportedinydern technology

12



Access general information

SNAP ul
Many people are unaware of the different programs they are elig Many people are unaware of the different programs they are eligible
for. They must spend time researching information, inclusing lool for. They must spend time researching information, inclusing looking
at several state websites, accessing support services through r  at several state websites, accessing support services through not
for-profit and state agencies, and calling helplines. for-profit and state agencies, and calling helplines.

Prescreen for eligibility

SNAP ul
As there are many different variables that determine eligibili  As there are many different variables that determine eligibility
people must complete an online form to determine eligibility f people must complete an online form to determine eligibility for
each different program. This may not tell them how much each different program. This may not tell them how much
assistance they are eligible for. assistance they are eligible for

|4

|4

Submit an application

SNAP ul
People need to provide a lot of personal information and People need to provide some personal information and
documentation and complete a phone interview,which is onl  documentation and complete a phone interview,which is only
available in English. People may not know all of the informat available in English. People may not know all of the information
they need to apply before they start the application process  they need to apply before they start the application process.

Check case status

SNAP ul
People need to keep themselves informed on the progress  People need to keep themselves informed on the progress of
their application. Their documents may get lost, or they ma their application. Their documents may get lost, or they may
have missed something, and so they may need to resubmitt have missed something, and so they may need to resubmit their
application several times. application several times.

|4

Submit documentation

SNAP ul
People need to provide a large amount of documentation to supg People need to support their application with appropriate
their application and it can take time to collect. Documents ma documentation. This is much more streamlined than SNAP, but
need to be submitted multiple times as some documents may  similar issues with regard to documents becoming-ofitiate
become outof-date by the time they are processed. can arise.

|4

Submit application for recertification

’4

SNAP ul
People need to recertify their eligibility each month. People need to recertify their eligibility each week.

Figurel: Overview of thegeneral process for applying for SNAP anérdployment Insurance
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Overview of documents required to apply for SNAP

Identification documents

Other
o Proof of any medical expenses w= ~ o Photo ID (for ALL household members over the

o Proof of child support that you are :'; - age of 18]
paying _ o Social Security Card (3) (of all household members)
o Proof of childcare expenses o Birth Certificate [s) (of all househald members)

o Benefit Card (EBT) [if you already have one)

Proof of citizenship or resident status

o Permanent resldent card (s)

o Maturalization/citizenship certificate or
US Passport

Utilities L

o Electric/gas bill -O_

o Other utility bills S
L-3

[If applicable)

Proof of income (all that is applicable)
= o Paystubs for the last 30 days (4 paystubs if paid weekly, 2 if

N
Proof of rent (all that is applicable) ﬁ paid bi-weekly). If ne paystubs a letter from employer (w/

o Current lease (if under your name) or Rent contact Infarmation)

receipt o Proof of unemployment benefits
o Mortgage statement o Proof of child support received {court document or letter
o Secondary Tenant form or letter from fram person paying)

landlord/primary tenant if you rent a room o Social Security [551/550) award letter
o Statement from relevant state Housing Authority o Other support letter

Figure 2: Overview of thegeneraldocumentation requiredo apply for SNAP

Overview of information and documents required to apply for
Unemployment Insurance

Evidence of unemployment ﬁ 1 Identification documents

o Separation letter E o Photo 1D (for ALL household members over the

o Termination of agreement ape of 18)

o Social Security Card (s) (of all household members)
o Birth Certificate (s] (of all household members)

o Benefit Card (EBT) (if you already have one)

Employer information - — Proof of citizenship or
Employer Registration number of :; - resident status

Federal Employer |dentification o — o Permanent resident card s)
Wumber of your most recent o Maturalization/citizenship
employer certificate or LIS Passport

N =

Employment history
Mames and addresses of all
your employers for the last 18
months, including thaose in
other states

Figure 3: Overview of thegeneral information andlocumentation required to apply fotJl
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Met hodol ogy
Data Collection Method

Nationwide Survey

Hunger Free America commissioned Kupersmit Research, a Colmaadd strategic research firm, to
conduct an irdepth nationwidesurveyof 1,638 American aduliszing in theUnited Statego identify

a large sample of those who had applied for unemployment benefits and/or applied for SNAP
benefits or recertified their existing SNAP benefits anytime in Maidne of 202@Appendix LAl
respondents were L& residents aged 8 or over, with quotas set to ensure geographic and
demographic representation.

Hunger Associate Research
| dzy’ 3 S NJ C NBHongerAsSdNde® induding paid staff and skiflased volunteers, collected
primary and secondary qualitative and quantiteg data to inform the report. ThAssociatesvere
allocated a set of states that they investigated to:
1 better understand the experience of people trying to access and use the SNAP and Ul
online systems, and
1 identify what online systems are in place thghout the process and what platforms you
can access them from.

To gather this information, thelungerAssociatesised the online systems available in each state as
they would if they were going to apply for SNAP and Ul, going through each step of tleaaqpl
process for each program and seeking assistance from state helplines for the two programs. They
also researched the various platforms available for obtaining general program information as well as
information on the various ways of applying forceaTheHungerAssociatesecorded their

experiences using a standard data collection tool, which is included in Appendipdrtantly, the
HungerAssociateslid not submit applicatioawhen going through the process to ensure that the

data collection @ not interfere with genuine applicants.

TheHungerAssociateslso collected secondary data sources, such as news articles and geowhd
accounts from people using these programs, for each state they were allocated using the data
collection tool in Appendix.|

Data Statement

The data analyzed in this reportimelusive of the District of Columbia unless otherwise stated.
Data from the nationwidesurveywas collected between June 212020 and July®] 2020.The survey

had 1,638 respondents. 518 of those respondents (32 percent) had applied for either SNIAR or
the past four months (March through June).
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Datafrom the HungeAssociataesearchwas collected betweedunel3™®, 2020 and July'd 2020 by
27 HungerAssociates

The report will refer to data from the nationwide surveyia&k S da y I & dzRIZ $3 & &, drID S @ €
gAff NBTFTSNI G2 0KS aNBaLRYyRSyla¢d 6KSYy NBLRZNIAY3
participants.

The report will refer to primary data fronhé research conducted by Hung&ssociate$ & & | dzy’ 3 S NJ
AssociateNB &4 S NOK¢ X |yR gAftft NBFSNI G2 GKS RFaGlF O2ff:
account of their reported experiences using and accessing SNAP and Ul systems.

The report includeany relevant notes about the data and sources for secondary data as footnotes.

Limitations and Validity

The data set has some limitations that must be considered. The analysis presented in this report has
been completed in consideration of the data liatibns to increase validity and reliability.

Limitations of Data Collected in the Nationwide Survey

This analysis includes incomplete responses (97 total) from our national survey. While the rate of
incompletion is only at 6 percent, it is still worth noting. Additionally, the inclusion of quotes from
respondents is not intended to be representative bétfull breadth of opinions, but rather a
snapshot of how respondents felt tH&NAP and Wipplication systems could improve.

Limitations of Data Collected in the Hunger Associate Research
TheHungerAssociateesearchdata presented in this report, indling the qualitative data from the
news and media stories, is not intended to be representative. Raith@resents an analysis of the
experiences reported by th@ata collectorsand a snapshot of the news and media stories reported
during the data collgtn period.

TheHungerAssociateesearchdata was collected bg7 HungerAssociatesising the same data
collection tool (Appendix Il). Some of the questions included in the instrument were open to
interpretation and required thédungerAssociateso make an assessment on aspects of the system
without an established criterion. This created an opportunity for discrepancies in the data, as each
HungerAssociatenay classify each aspect differently. To minimize the impact of any potential
discrepancies, thdata where theHungerAssociatesnade an assessment based on their experience
using the SNAP and Ul systeanspresented as their experience and not a uniform experience of all
people accessing these programs. Any data that requiredHtinegerAssociateso make an
assessment based on an assumption, rather than their experience, is not included in the report.

16



The data collected by thdungerAssociatesvas collated by one person and required some
interpretation of data collected to create a completedtaset that was uniform and consistent.

2 KSNB GKS RIGF gl & dzylotS G2 06S AYyGSNLINBGSR
maintain a valid and reliable data set.

Some of the information outlined in the data collection instrument was un#ablee collected in
some states because the information was not available or able to be accessedHiyrtber
Associate This is noted in the data analysis included in the report to ensure that an accurate and
holistic presentation of the systems and pesses is depicted.

17
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Tryi ncdeoSSHNAP and
Unempl oyment Bemsdn &

Overall Experience

As the demand for SNAP andHakincreased exponentially across
the country, with somestates reporting that the demand for Ul
has increased by more than 30p6rcentduring two weeks in
March?, many people have been unable to access the financial
and nutritional support they need. There were media reports
across most of the country of dgsns crashinglocking millions of
people out of applicationdMedia reports also showed that
helplineswere being overwhelmed leaving many people unable to
accesghe technical support needed to access benefits, and
existing analog servicésuch as requements to provide
documents in personmovingonline as they were no longer viable
during Coviell9. This resulted in millions of Americans
experiencing delays accessing the support they needed during t
pandemic.

Experiences from the Nationwide Survey

Overview of Experience of SNAP and
Unemployment Insurance Applicants

Thesurvey capture®78respondents who hadpplied for
unemployment benefits and 317 who had applied for SNAP
benefits or recertified their existing SNAP benefits. @fithose
518 distinct respondents, 177 (percent)applied for both
unemployment benefits an@NAP benefits and/or reertified
their existing SNAP benefitBhat means thamore thanone-third
of the people that applied for benefits had to go through an
entirely different applicatiorg often providing duplicate
information ¢ just to receive both benefits.

42 percentof respondentsi I A R A {-coaduring @nd/dry S
RA T F A O dzffoil UL.iF& SNARJItIva8 Bdrcent of
respondentsRespondents repoetd thatthe online systeraare

12Bridges 2020
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EXPERIENCE OF PEOPLE
WHO DO NOT SPEAK
ENGLISH

It was identified in the Hunger
Associataesearch that norEnglish
speakers experience additional
barriers and challenges when trying
to access benefits they are eligible
for in many states. One example is
provided below.

A personin Ohiowho works with
refugeesprimarily fromDemocratic
Republic of Congo, Afghanistan,
Ukraine, and Nepahas shared that
unless you speak English or Spanit
applying for Unemployment
Insurance is impossible without
assistane.

A¢CK2dzaK aSOSNI f

supported through translation
services, applicants must navigate
through English or Spanish to even
find the information about
NBljdzSadAy3 GKSa¢S

Documentation was identified as
one of the biggest barriers for
applicants whose first language is
not English or Spanish.

They reported that anecdotally,
GKSELX AYS aidl ¥FC
demeanor change as soon as they
hear an accent. | have had clients
get hung up on even while | was
LINBaSyid 2y GKS C
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Figure4 provides an overview of the experiences of respondents provided in the nasonaty

Accessing SNAP and Unemployment Insurance benefits
400
350
300

250
200
15
10
s -

Total Applicants Submitted Application Reported GovernmentReported Not Being Able
Online Office WasClosed (2 ! 48 D2@S
Online System

Number of survey respondents
o o o o

m SNAPm UI

Figure4: Overview of the reported experience of accessing SNAP bindthé nationalsurvey

Applying for SNAP and Unemployment Insurance Benefits

Manyrespondents who had completed an application for SNAP and/or Ul reported thapfsieation
process for these benefits ine-consuming and difficultrigureb provides an overview of the length
of time it took for respondents to submit a full applicat (including any required documentation) for
SNAP and Wenefits

13ymmary of operended responses in the nationwidervey
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Time spent on SNAP and Unemployment Insurance
application submissions
40
35
30
25

2

1

1 I

. II Bl mfl .=

Less than an Between 1-3 Between 4 Between a More thana More than a Don't

o o1 O

Percentage of survey respondents
(&)

hour hours houranda dayanda week month know/Prefer
full-day week not to say
E SNAPm Ul

Figure5: Percentage osurveyrespondents on how long it took them to submit applications for the
SNAP anfdr Ul programs

Receiving SNAP and Unemployment Insurance Benefits

12 percent ofrespondents who applied for SNAP said they were denied SNAP or told they were
ineligible.One out of every twentfive applicantg4 percent)said theywere deniedSNARenefits
because theylid not have the required interview with a government social services employee.

18 percent ofrespondents who applied for Ul said they were denied Ul or told they were ineligible.
Respondents reported a range of experiences of receiving SNAP and fiisb&mnguret provides an
overview of the time it took for those respondents who were found eligible for SNAP and Ul to

receive their benefitsAs Figuré demonstrates, respondents reported longer wait periods to receive
Ul benefits than SNAP benefits.
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Time taken for respondents to receive SNAP and
Unemployment Insurance benefits

within one week ofwithin 1-2 weeks of 2-4 weeks after a month after
applying applying applying applying

50
45
40
35
3
2
2
1
1

Percentage of survey respondents
g O U1 © U1 O

o

m SNAPm UI

Figure6: Percentage o$urveyrespondents whavere eligiblefor SNAP and/or Ul benefits on how
long it took them to receive their benefits after submitting their application

It is important to note that federal law requires state and/or countiesrtake SNAP determinations
within 30 days. Figuré demonstrates that in more than on@-twenty (6 percent)of the
NEB & LJ2 ySRAR/apmic@tionshe state/counties likely violated the federal requirement.

Furthermore,in 7 percentof casesrespondents saithey appliedfor SNARnore than a month ago
but had not yet heard back from the state/county. This is also a wolaf federal requirements.

Experiences from the Hunger Associate Research

Snapshot of Experience by State

Figures M provide a snapshot of the experiences that users reported when attempting to access
SNAP and Ul across different state§igures P provide case study examples of a state that
represents a good experience, poor experience, and common experience, aketepp users.
Figures @ demonstrate the inconsistencies of experiences and accessibility across the different
states and how relatively minor changes to technology can dramatically increase experience and
accessibility, making it easier for eligible péoto access the support they need.

14 Percentage data is rounded to the nearest whole number
151n Figures P, the percent of food insecure individuals in the state is from Hunger Free America 2019 Hunger Atlas Report, which
includes data from 2012018, and unemployment rate is from US Bur@d Labor Statistics June 19 2020 report

21



Example of a good experience accessing SNAP and Ul: Missouri

Figure7: Overview of the experience of accessing Ul and SNAP in Missouri, which is an example of a
good experience as reported by users

As an example of a good experience, as reported by users, people ac&NgRgnd Ul in Missouri
will be able to complete their full application using digital technology. People applying for SNAP may
find the online system difficult and confusing, but find the Ul online system intuitive, easy, and

pleasant to use.
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Example of a poor experience accessing SNAP and Ul: Montana

Figure8: Overview of the experience of accessing Ul and SNAP in Montana, which is an example of a
poor experience as reported by users

As an example of a poor experience, as reported by users, people accessing SNAP and Ul in Montana
will be able to complete theimdl application using the online system through the website. However,

the SNAP and Ul application systems are confusing, frustrating, and difficult to use. Users reported
that they were unable to access technical support through the SNAP and Ul helglithesracalls

were unable to get through or were disconnected.
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Example of a common experience accessing SNAP and Ul: Virginia

Figure9: Overview of the experience of accessing Ul and SNAP in Virginia, which is an example of a
common experience as reported by users

As an example of a common experience, as repooiedsers, people accessing SNAP and Ul in
Virginia will be able to complete their full application using the online system on the website. People
applying for SNAP may find the online system difficult and confusing, but find the Ul online system
intuitive, easy, and pleasant to use.

Experience Using the SNAP and Unemployment Insurance Online

Systems by State

Figures 10 and 11 demonstrate the reported experiences of users trying to ap@NA® and Ul

using the online systems available. The experience of users was determined by taking the average of
their responses for whether the online system for SNAP and Ul was intuitive, frustrating, and
confusing to use in each stdfe

Figures 10 and 11 show that the experience of using SNAP and Ul online systems differ in each state,
with users generally reporting a slightly more positive experience of using SNAP online systems than

16 \Where users couldot access the online systeamnd/or did not providenformationfor that part of the data collection toglit was
treated as a negative experience
24



Ul online systems. Users reported that the Ul onlipgtems in 16 states were confusing, difficult to
use, and frustrating, while for the SNAP online systiis experience was reported in 12 states.
Users in almost half of the states reported that the Ul and SNAP online systems were difficult to use.

Figure 12 depicts the food insecurity by state, as reported in the Hunger Free America 2019 United
States Hunger Atlas. Covi® has dramatically impacted the food insecurity, unemployment, and
poverty rates across the UlBis important to consider the chaing influence the pandemic is having,
and how states are equipped to prepare for increasing denfan@NAP and Ul programs now and in
the future.

Figurel:! aSNBQ SELISNASYOS 2F dzaaXy3a {b!t 2ytAyS aea
Figurell:! &8 SNA Q S E kiify NheBplogrSent Zn3uradee online systems by state

Figure 12 Percent of food insecurity by state, from the Hunger Free America 2019 United States

Hunger Atla®

17The state average is used for Nevada and Idaho as some of the experience data was not available for these states
18 Hunger Free America 2019
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