Notice Performance Indicators
P
[bookmark: _GoBack]erformance indicators can help a state agency assess whether a SNAP notice is having the intended outcome; that is, clients understand the notice and take the appropriate action. The indicators can also help a state evaluate whether changes to a notice have made it more effective. In identifying performance indicators, state agencies should consider what data are available and if the data can be analyzed easily. Manual data collection or client surveys may be required to collect some initial data. Below is a list of performance indicators that can measure the success of different types of notices. 
Notice of Missed Interview (NOMI)
Number and percentage of—
Denials resulting from failure to complete interview versus all denials
Phone calls or walk-ins with questions about NOMI out of all phone calls or walk-ins
Interviews completed after sending a NOMI
Same-day interviews and cold-call interviews (may inform how NOMI-related data are considered)
Number of clients reapplying within 120 days of receiving a NOMI 
Number of notices returned as undeliverable
Notice of Requested Verification 
Number and percentage of—
Denials resulting from failure to submit verification versus all denials 
Phone calls or walk-ins with questions about notice out of all phone calls or walk-ins
Clients reapplying within 120 days of receiving a notice of requested verification   
Households that return incomplete or incorrect verification
Number of cases pending for missing verification by type of verification 
Days to dispose (how long does it take the household to respond to complete verification after receiving the notice?)
Number of notices returned as undeliverable
Notice of Expiration 
Number and percentage of—
Clients who return a recertification application after receiving a Notice of Expiration
Clients reapplying within 120 days of the case expiring (closing) 
Phone calls or walk-ins with questions about notice out of all phone calls or walk-ins
Number of notices returned as undeliverable
Notice of Denial 
Number and percentage of—
Phone calls or walk-ins with questions about notice out of all phone calls or walk-ins
Clients reapplying within 120 days of receiving Notice of Denial
Number of clients requesting fair hearing 
Number of notices returned as undeliverable
Notice of Postponed Verification
Number and percentage of—
Phone calls or walk-ins with questions about notice out of all phone calls or walk-ins
Closures as a result of an expedited household with postponed verification not completing verifications versus total number of expedited service cases with postponed verification
Postponed verification households reapplying within 120 days of their case being closed because of failure to complete verifications
Postponed verification households that return incomplete or incorrect verification
Number of notices returned as undeliverable
Performance Goals
Reduction in percentage of denials and closures because of no interview at application and recertification
Reduction in percentage of denials and closures as a result of not submitting verification at application and recertification
Reduction in percentage of clients who ask for clarification of a notice via telephone or walk-in
Increase in percentage of clients sent a Notice of Expiration who initiate the recertification process
Increase in percentage of clients sent a NOMI who reschedule an interview
Increase in percentage of clients sent the Requested Verification notice who submitted verifications timely
Increase in percentage of clients sent the Postponed Verification notice who submitted verifications timely
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