Promptly

 Simple text message
e C(Clear call to action

Tiana.Wertheim@sfgov.org
San Francisco Human
Services Agency



mailto:Tiana.Wertheim@sfgov.org

Unnecessary turnover among
CalFresh clients

®~15% “churn” or get discontinued and re-enroll
within 3 months

®Double-work for staff

@ Scary, humbling, hugely-inconvenient for clients



User-Experience Data-gathering

Become a client: 3 Code for America Fellows &
1 intern applied for CalFresh benefits and two went on
aid.

Client Interviews

eCashier interviews



The clients’ experience of Churn
- |

 Many clients don’t
know they are
discontinued, until they
are at the cash regqister.

e Malil reminders and
processes are difficult.
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Confusing NOAs

Effective 10/01/2013, your Food Stamp benefits are
changed from $200.00 to $200.00 each month.

Here's why:

Your utility cost has changed. When your utility
cost changes, the amount of Food Stamps you are
eligible to receive changes.

| —

As of 06!30!2013, the County is stopping your cash
aid and/or Food Stamps.

Here's why:

As of the 11th of this month, the County has not
received your quarterly report (QR 7) due this month.

TO STOP THIS ACTION, the County must
RECEIVE your COMPLETE report no later than the
FIRST WORKING DAY OF NEXT MONTH.

The information you give us may change or stop your
cash aid and/or Food Stamps.

If you turn in a complete QR 7 anytime next month
that shows you are eligible for cash aid and/or
CalFresh benefits, your benefits will start from the
day you turn in the form.

Medi-Cal: This notice DOES NOT change or stop
Medi-Cal benefits. If there is a change in your
Medi-Cal Benefits, you will receive another notice.
Keep using your plastic Benefits Identification
Card(s).

Food Stamps Only:

You must report any new household members and their
social security numbers. If you have already

reported a new member but not their social security
number, it must be reported now.

If you need help in completing the quarterly report,
the County will help you to do so. Please contact

- the County and ask for help.



Who has cell phones?

e Qver 46% of homes that earn less than $30k
are wireless internet users

e 87% of African Americans and Latino
Americans own a cell phone

~Pew Research Center, July, 2010
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CalFresh
(Food Stamps):

Your CalFresh
benefits may stop
at the end

of this month.

Questions?
Call (415)558-16881.

CalFresh

(Estampillas de
Comida):

Sus beneficios de
CalFresh podrian
descontinuarse al
final de este mes.
sPreguntas? Llame
al (415) 558-1881.

(415) 558-1881.




What does it take?

® Interface btw Promptly and CaWIN /C-IV
[Leader

® Opt-in__consent (text,email): For new
apps/RRR & mailer

® A field to store cell #s, and for consent

® Determine message, timing, audience

® Train workers in consent, FAQ
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Promptly success:

® 5,800 clients signed up since November 2013 (20%
NACF caseload in SF).

® 1,200 text reminders sent

® 3 languages (English, Spanish, Chinese)
® 471 calls to the CalFresh call center

® 39% response rate
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Outcome data (qualitative and quantitative) is
under evaluation. So far we’ve heard:

= “| was grateful for the text because | moved around a
lot this year and my mall hasn’t caught up. *

= | [ive with a bunch of roommates and sometimes the
mail doesn’t end up in the right hands.”

= “l thought I might be cut off, but getting the text
made it definite.”
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We've only just started

Simple-to-use to send any message to any group
of clients.

*\We're piloting a reminder message to small
number of CalWORKSs clients.

\We're considering it for:

* In-Reach: (Express Lane Eligibility; or Reverse
Express Lane).

e Appointment reminders
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Other counties

«Contra Costa: Sending appointment reminders to
small number of clients in CalWorks. Also setup to
send missed appointment notifications and report
due reminders.

sEconomies of scale: Counties to pool resources.
A system to access data in central location would

reduce costs.
13



Next Steps
o DIY? Start with the guide: bit.ly/how-to-promptly
e Want someone else to do it? Ask Andy Hull
about a services contract: Andy@postcode.io
— WwWw.Promptly.io
— Promptly@postcode.io

e \Want to hear about San Francisco’s
experience? -tiana.wertheim@sfgov.org



mailto:Andy@postcode.io
mailto:tiana.wertheim@sfgov.org

Resources

*“How to Promptly” guide: bit.ly/how-to-promptly
*Text consent form: bit.ly/promptly-consent
*Promptly messages: bit.ly/promptly-messages
*CIS database query: bit.ly/promptly-cis
*Promptly source code:bit.ly/promptly-code

15



Simplify communication
by simplifying forms



City and County of San Francisco
Human Services Agency

Notice of Proposed Action — DENIAL
Form 2155 — Eligibility (06/07/2013)

CAAP Correspondence (5601)

Original S

Case number:

San Francisco, CA 941 [ ] Hand-issued [ ] Mailed
YOUR APPLICATION FOR CAAP HAS BEEN DENIED WITH THE EFFECTIVE DATE OF / / BECAUSE:
[] You did not establish residence and/or the intent to reside in SF. PAES §20.75.1; SSIP §20.205.1; GA §20.56.8
[l You have not resided in SF for 15 continuous days prior to application. SSIP §20.205.1; GA §20.56.8
[ ] You have not resided in SF for 30 continuous days prior to application (applies to PAES only). PAES §20.75.1
] [] Your probation/parole status does not meet residency requirements. PAES §20.75.1; SSIP §20.205.1; GA §20.56.8;
CAAP Eligibility Manual §91-7, §91-7.5
[ ] You did not meet CAAP Residence/lmmigration requirements. PAES §20.75.14; SSIP §20.205.14; GA §20.56.8 & §20.56.13
[ ] You are a resident of an institution. PAES §20.72, §20.75 (d), §20.80: SSIP §20.202, §20.205 (d), §20.211; GA §20.55.2, §20.55.4 (b)
[ ] You are active on public assistance in another County/State. PAES §20.75.1; SSIP §20.205.14; GA §20.56.8
[ ] Your out-of-county EBT transactions do not satisfactorily substantiate continuing residency in SF. PAES §20.75.1;
SSIP §20.205.1; GA §20.56.8
[ ] Your cash assets exceed the current CAAP benefit amount. PAES §20.75.9; SSIP §20.205.9; GA §20.56.10
[ ] Your savings/checking accounts/other assets exceed prorated CAAP benefit amount on date of application.
PAES §20.75.9; SSIP §20.205.9; GA §20.56.10
[ ] Your assets/income for the month of application exceeds $5.00 need. PAES §20.76; SSIP §20.206; GA §20.57
[] Yourincome for the month of application exceeds prorated CAAP benefit amount on date of application.
PAES §20.76; SSIP §20.206; GA §20.57
[ ] Your SSA/UIB/DIB/VA benefits exceed the CAAP benefit amount. PAES §20.76; SSIP §20.206; GA §20.57
[[] Your motor vehicle is valued at least $4,650 or more. PAES §20.75.9; SSIP §20.205.9; GA §20.56.10
[ ] You own more than one motor vehicle. PAES §20.75.9; SSIP §20.205.9; GA §20.56.10
[l Your monthly housing expenses exceed your total monthly income/assets after your 30-day period expired.

|

PAES §20.75.7; SSIP §20.205.7; GA §20.56.6



New

City and County of San Francisco

Human Services Agency i‘rl H
Form 2155 - Denial (6/1/2014) o CAAP Correspondence (5601)
We denied your CAAP application on / / because:
O You missed an appointmenton ____ /[
O You did not show us proof of
O You have too much income
O You have too much savings or assets
O You have not lived in San Francisco long enough
O Other

See the back of this page for more information about why we denied your CAAP application.

What you can do next:

Reapply for CAAP benefits:

O You can reapply starting tomorrow
O You can reapply starting / /

O You can reapply between / / and / /

Fair Hearing: Call (415) 558-1177 within 7 calendar days and say you want a Fair Hearing.

If you disagree with this decision, you can ask for a Fair Hearing to appeal it. See the back of this

page for more information on Fair Hearings.

Free legal help: You can get free legal help from GAAP or Bay Area Legal Aid.

+ Call General Assistance Advocacy Project (GAAP) at (415) 928-8191
* Call Bay Area Legal Aid (BALA) at (415) 982-1300
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