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• WSS and ASAP 

• Benefits and challenges of 

modernization 

• What lawyers and advocates 

can do to promote the 

benefits and avoid the 

challenges 
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Improve families’ 

wellbeing by 

increasing 

enrollment in the 

full package of 

work supports. 

Help states deliver 

benefits more 

effectively and 

efficiently 

Share lessons 

learned to inform 

state and federal 

policies. 
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• Massachusetts Law 

Reform Institute 

• Community Legal 

Services (PA) 

• Shriver National Center 

on Poverty Law (IL) 

• Hunger Free Colorado 

• New Mexico Center on 

Law and Poverty 
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Source:  Client experience survey.  N= 412 expedited and 223 regular.  

Responses weighted to adjust for disproportionate sampling of applicants for 

expedited service.  
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• Public attention 

• Bring the client experience to the state 

• Push for cross-program planning 

• Bring examples of what has worked elsewhere 

• Advocate for accountability in vendor contracts 
 E.g. Hold times, dropped calls for phone systems 

 Build review, testing, and improvement cycles into initial contract 

• Review and pre-test online applications 
 Readability and ease of client use 

 Compliance with rules re non-applicants 

• Collect data on what’s working (and what’s not) 

• Litigate 
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• Client surveys 

• Public messaging on “SNAP Gap” 

• County-level scorecards 

• Meeting with agency to discuss RFP on data 

matching and identity proofing 

• Adding SNAP questions to Medicaid application 

• Threat of litigation to get attention of state to 

discuss problems with E&T call-ins 

• Litigation 
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• States may be unwilling to share info 

• Requires working across program silos 

• Advocates are comfortable working on policy, 

but often not as familiar with IT, BPR, state-

county relationships. 

• Balancing inside and outside strategies 

• Tolerating transitional problems in order to 

achieve long-term improvements 
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• Opportunity to head off problems “upstream” 

• Policies aren’t real unless correctly implemented 

• System change takes time  
 “If you wait until a big IT project goes south, it’s too 

late” – South Carolina 

• Clients’ lives don’t fit into silos 

• Can lead to deeper change than just complying 
with federal statutes 
 “People would come into lobbies because they were 

hungry now... not 30 days from now” -- Idaho 
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• Have a full wish list, but prioritize 

• Think long-term – there will be opportunity for 

modification 

• Establish mechanism for receiving updates 

• Applaud the state for things that go well 

• Provide cover to the state when needed, if they 

are trying to do the right thing 

• Engage diverse stakeholders who can add to 

your voice 

 
16 



www.clasp.org 

 

Elizabeth Lower-Basch 

elowerbasch@clasp.org 

202 906-8013 

 

WSS Project 

www.clasp.org/wss 

ASAP Project 

www.clasp.org/asap 
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