PROMISING PRACTICE TIPS:

Tools to Simplify Benefits
Information for Staff

This promising practice tip sheet focuses on resources to help Information & Referral/Assistance (I&R/A) Specialists
connect clients to benefits, such as the Medicare low-income subsidies, SNAP (the Supplemental Nutrition Assistance
Program), and LIHEAP (the Low-Income Home Energy Assistance Program).
The purpose of this promising practice tip sheet is to share information about tools that agencies are using, their experiences
using those tools, and considerations for other agencies interested in using similar resources.

Connecting Clients to Benefits Using a Public
Benefits Chart and Financial Checklist
Elder Services of Worcester Area (ESWA) is an Aging
Services Access Point (ASAP) in Massachusetts. They strive
to help older adults, younger individuals with disabilities,
and their families obtain essential services so that they
may remain at home with dignity and independence for
as long as possible. The agency coordinates services in
their community through a variety of programs, including
information and referral (I&R). As an ASAP, ESWA is
required to screen for public benefits. There are many
details to remember when it comes to public benefits, and
ESWA knew they needed to simplify the information for
staff. To help Community Resource Specialists (previously
referred to as Information & Referral Specialists) review
benefits and track the status of applications, they created a
Public Benefits Chart and Financial Checklist.

What are the Public Benefits Chart and
Financial Checklist?
ESWA created the Public Benefits Chart and Financial
Checklist as in-house resources for their staff. They created
these tools so that they could simplify the process for staff
who screen and provide assistance and referrals for benefits

such as the Medicare low-income subsidies, SNAP, and
LIHEAP. In addition to screening for public benefits, their
staff have many job responsibilities, and these tools serve as
a quick reference guide for staff. Staff can use the chart and
checklist instead of having to remember all the details of
these complex programs.
During conversations with consumers, Community
Resource Specialists will refer to the chart and checklist
depending on the needs that are identified during the
I&R process. Staff use the Financial Checklist to screen
clients for benefits, and they can also refer to the Public
Benefits Chart for more information on where a client can
apply, as well as information on additional benefits.
The Financial Checklist includes several benefits and their
income guidelines. There are four columns where staff can
track the following: if a client is ineligible, has the benefit,
needs to apply, or has been refused the benefit. The Public
Benefits Chart is more detailed and includes additional
benefits beyond what is included on the Financial Checklist.
It has information about the service area, a description of
the benefit, eligibility criteria, income requirements, asset
limits, and where applications are available.

Depending on the benefits that Community Resource
Specialists identify for a client’s situation, the Specialists
may then refer the individual for additional support, such as
to options counselors on staff, their Aging and Disability
Resource Center (ADRC) partners, or SHINE
(Massachusetts’ State Health Insurance Assistance
Program).

What Have Been the Effects of Using These Tools?
ESWA has been using the Public Benefits Chart and
Financial Checklist for many years. These resources are easy
for staff to use and have helped their staff start conversations
about benefits that clients may not have known about. By
using the chart and checklist, they have found that many
people are unaware of benefits and how they can help.

What Does an Agency Need to Create Their Own
Public Benefits Chart and Financial Checklist?
ESWA says that the key to creating these resources is to keep
it simple and keep it local. In their Public Benefits Chart and
Financial Checklist, they use local terms and resources. It is
also important to include benefits that are most applicable
to the population your organization serves. For instance, in
the Financial Checklist, ESWA picked the major benefits
that they screen clients for. In the Public Benefits Chart,
they were more comprehensive and included a wider range
of public benefits that may help clients in their community.

Another key to creating and maintaining these resources
is to update them annually. ESWA has staff members
who serve as liaisons for the major benefits, and they are
responsible for keeping all staff informed on updates. For
example, they have a staff member who is a liaison with
their state’s Medicaid unit who stays updated on the state’s
Medicaid program. When the state comes out with new
income guidelines based on the Federal Poverty Level
every year, they will update their information. They also
have a SHINE liaison who focuses on Medicare and SNAP
updates. Additionally, there is a LIHEAP liaison, and their
agency has agreements with local providers to distribute
LIHEAP applications in their community. Finally, their
I&R department will also review and update all of the
additional benefits annually.
It is important for staff to be trained on how to use the
resources and the benefits available. At ESWA, the
Community Resource Specialists receive comprehensive
training on public benefits. They have an in-service
training weekly on different topics. Someone in-house or
from another agency will train staff about a benefit. For
example, they have a LIHEAP review every year, as well as
a local legal service agency who comes to train staff on
SNAP.
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