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Listen

Design

Do Something

Test

Decide

Repeat
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What We Do:

Resident- Administrative
Centered Data
: Design Analysis

Randomized Predictive =

Evaluation Modeling °
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Who We Are

Julia Greenberg
Research Assistant

Nat Mammo
Data Scientist

Chrysanthi Hatzimasoura
Senior Social Scientist

’

Vicky Mei
Data Scientist

Rebecca Johnson
Data Scientist

Karissa Minnich
Senior Operations Analyst

Tim Madden
Podcast Intern

Namita Mody
Operations Analyst



https://thelab.dc.gov/index.html#team

Here’s An Example:



Anchor Management:

A Field Experiment Encouraging
TANF Participants to Meet Program
Deadlines

Katherine N. Gan, Karissa Minnich, Ryan T. Moore, & David Yokum

Pre-Analysis Plan: https://osf.io/dsh3q/
Paper: https://osf.io/5fjvx/
Project Page: http://thelabprojects.dc.gov/benefits-reminder-letter



https://osf.io/dsh3q/
https://osf.io/5fjvx/
http://thelabprojects.dc.gov/benefits-reminder-letter

Temporary Assistance to Needy
Families (TANF) in DC

Federal block grant:
— Income, job training, ...

12,000 low-income families
— 4% of DC’s population

53% livein Wards 7 & 8

Emphasis on family stability
— continuity — inc stability
— avoid reapplication (longest)
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DC TANF Experience

e \ery generous

e Change in annual recertification process

e First recertification (2017)
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DC TANF Experience

Very generous

First recertification (2017)

Successful recert: families
— Continuous benefits
— Quick process
— More favorable eligibility rules

Change in annual recertification process |

Successful recert: DHS
— Relatively easy to process
— Fewer notices
— Fewer system actions
— Less foot traffic at Service Centers
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DC TANF Experience

So, encourage recert!
Very generous

Change annual recertification policy
First recertification (2017) «

Successful recert: families “
— Continuous benefits

— Quick process
— Favorable eligibility rules
Successful recert: DHS

— Relatively easy to process

— Fewer notices

— Fewer system actions

— Less foot traffic at Service Centers N
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Recertification & Reapplication Rates
2017 Q1

49.5%

@ Succesfully recertified Ineligible

Did not complete recertification i
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Recertification & Reapplication Rates
2017 Q1

16.8%

32.7%

@ Succesfully recertified Ineligible
Benefits terminated (>= 90 days)

Benefits terminated, but deemed eligible w/i 90 days .



Let’s Test!

Can a reminder letter
(designed with insights from behavioral science)

increase timely TANF
recertifications?



Standard Communications

Py Sa el o iy peny o I

Sa el o iy peny o I

Py Sa el o iy peny o I

Sa el o iy peny o I

GOVERNMENT OF THE DISTRICT OF COLUMBIA
DEPARTMENT OF HUMAN SERVICES

Notce Date: 10V292016
Account 1D FORT DAVIS SERVICE CENTER(671)
Person 1D 3851, Alabama Averwe, SE
Washington, DC 20020
Phone number: (202) 645-4500
Fax Numrber: (202) 645-6205

Subject: Cash Assistance Renewal

oo [
Your oligtality for Tomporary Assistance for Noady Famiies noods 10 Do roviewed. Wihout this roview
your benefils will be lerminated. We need the information listed below so that we can determine whether
you are st eligible 10 get benefts

o We noed proof that you are still a District resident

o We need 10 verify school attendance for 18 and 19 year oid housohold memmbers

o We need 10 verify if anyone movedn 1o your household

Please bring the information to FORT DAVIS SERVICE CENTER(671) on 2016, i you cannct go
10 this Service Center you may go 10 any of the Service Centers on the Service Center
Addross sheet

If You Cannot Keep the Appointment

If you cannct keep the appointment, please contact (202) 7275355 or before 1272016 or you may go %0
any of the Service Centers listed on the attached form. If you fall %0 keep your scheduled appointment,
wo cannot deteemine if you are oligible for bonefits. Without this reviow your benefts may be
tormeeatod

ESA Manual Citation: Part B, Chapter 2, Section 2.3
If You Think We Made a Mistake

If you do not agree with the decision we made, the household may request a fair hearing within 50 days
of the date of this NOtice. Road the attached Hoaring Rights 10 leam how 10 foquest 8 hearing and for a

w— st of organizations Bat may provice free lgal represontation, You may request & hearing orally of in
- wntng
— If you have questions, please call (202) 727-5355, If you are Hearing krpared, you may call TTY/TDO

711 (855) 532-5465




Standard Communications

' May 29 E DHS sends Initial Notice
GOVERNMENT OF THE DISTRICT OF COLUMBIA
DEPARTMENT OF HUMAN SERVICES | =====seeeesmmmmee et e s e m e e a e

June 1 TANF benefits distributed

Belink [ e

July 1 | 2 TANF benefits distributed

n——)

Accoue 1D, FORT DAVIS SERVICE CENTER(671) to eligible households
Person 10 3851, Alabama Averwe, SE
Washington, DC 20020
* P e e |
July (mid) D

Notce Date: 10292016

DHS makes automated call

Subject: Cash Assistance Renewal

oo I
Your eligiity for Temporary Assistance for Noacy Famies noods 10 bo roviewed. Winout this review
your benefits will be terminated. We need the information listed below so that we can determine whether I 4
you are st eligible 1o get benefts Ju Yy 1
o We noed prood that you are still a District resident
o We need 10 verify school attendance for 18 and 19 year oid household meembers.
o We need 10 verify if anyone movedn 10 your household

DHS sends Termination Notice

tenn b bimapmalaiilapir b b bbb i oy July 31| [.::52]  Recertification deadline
Address sheet
If You Cannot Keep the Appointment
If you cannct keop the appointment, please contact (202) 7275385 or before 122018 oryoumaygoto | T R - I S SRS : "'j """""""""""
i.}ri?::f..:“m““., Yo 80 Skgiie for banabts, Wi 8 roviow your Denelis may oo TANF benefits distributed to

! ——— | .

h holds that did recerti

ESA Manual Citation: Part i, Chapter 2, Section 2.3 ouse ds that did ﬂfy
If You Think We Made a Mistake JU'Y 1 .
If you do not agree with the decision we made, the household may request a fair hearing within 90 days % TANF beneﬁts term""ated fOf
of the date of this notice. Read the attached Hoaring Rights 10 leam how 10 foquest 3 hearing and for a x
1t f rganzaion Bt ey i o ol rpreserahin. You Ty eauet b oy o households that failed to recertify

If you bave questions, please call (202) 727-5355, If you are Hearing krpared, you may call TTY/TDO
711 (855) 532-5465




+ Behaviorally-Informed

Standard Communications )
Reminder Letter

Your family's cash benefits will expire this July

GOVERNMENT OF THE DISTRICT OF COLUMBIA unless you renew your TANF eligibilit
Research shows that people are more likely to complete a task once they've planned each step.
DEPARTMENT OF HUMAN SERVICES We've designed this reminder to help you plan your TANF renewal visit. Just 3 easy steps:

1. Set a Date

Come meet with our team

Link You can renew your benefits any day before they expire in

July 2017
i 03005018 m’::o:-mmM?:nhwlhuut%mhrchmmm~‘nﬂun-
FORT DAVIS SERVICE CENTER(671) D oo
. A ~ 2.Get Your Documents Together
Phane number: (202) 645-4500 ["1Proof of DC Residency
o panes For example: DC License, Lease, Rent Receipt, or Bills
Subject: Cash Assistance Renewal You may also want to bring
oo I Dowuhv::l?ﬂl&mnthomm Do you have other children that you
Your eligeiity for Temporacy Assistance 1or Noacy Famikes noods 10 bo roviewed. Wmout this review m‘."ﬁm‘ foaddto your TANE e,
your benefits will be terminated. We need the information listed beiow so that we can determine whether Dw rom their school D%dﬂnd\il*onliwwihpu
you are st eligible 10 get benests proving they are enrolled For example: a school form or
o - Weneed proct that you ave il & Olstrict resident Did you have any income last month? 2 statements saying the children live
e We need 1o verify school attendance for 18 and 19 year oid household meembers. written by people e
o We need 0 verify if anyone moved-n to your household DAIM“&'!@M”““IM’! mmm by Pt
Do you have any bank accounts?
Pease infoemation 1o FORT DAVIS SERVICE CENTER
bhsm".c;wywn:wmdeMaCu:‘mgmm So::m"mmw DA'.MM“'“M
Address sheet
If You Cannot Keep the Appointment

If you cannct keep the appointment, please contact (202) 7275355 or before 1272016 or you may go %0
any of the Service Centers listed on the attached form. If you fall 10 keep your scheduled appointment,
wo cannot detarmine If you are oligible for bonefits. Without this reviow your benefits may be
torminatod

ESA Manual Citation: Part i, Chapter 2, Section 2.3
If You Think We Made a Mistake

If you do not agree with the decision we made, the household may request a fair hearing within 50 days
of the date of this notice. Road the attached Hearing Rights 10 leam how 1o fequest @ hearing and for a

st of organi 'S it may provice free legal rep You may request a b g orally of in
writng
— If you have questions, please call (202) 727-5355. If you are Heating krpaed, you may call TTY/TDD

- 711 (855) 532-5465




A clear statem ent of
consequencesatthe

Your family’s cash benefits will expire this September
unless you renew your TANF eligibilit

tOp g'ves people a Research shows that pecple are more Fhely to complete a task once they've plarned each step. Breakmgthe task
reasonto keep Wo've designed this reminder to help you plan your TANF renewal visi, Just 3 easy sbeps: into discrete action
reading 5 1. Set a Date . steps m akesthe
ome meet with our team P
You can renew your benefits any day before they expire in desired response
September 2017 clear andle.ss
overwhelming

Helphad Mirt. You can renew your teoefts sny duy before they expire. We are bare £0 1erve you Mon - Fri (Sssam -

£450m) with extrs hours on Wed (5em - 800pe)
Completing ~ 2.Get Your Documents Together *
checkboxesleadsto ~ "LJProof of DC Residencys— Inform ationis
feelings of Foceanspiabs u“;" m:'“::’t“b:&. prionitized through

; ‘ou may also want to i

accomplishmentas Do ke children ot bicia v mmm'ﬁh_ T z;qlzlencmg andfont
people go throughthe are ages % ;‘; e need to add to your TANF oice
process DMS"" they .'.r.,,w"d'”' Deahod lhodifm hm :u' |

Did you have any income last month? 2 statements saying the children lve

[T All pay stubs from the lsst month mmmwmﬂdlﬂ-

[T Al statements from the last month
Asking people toplan s ph Yr T'l
aheadmakesit more ' DR BN
likely thatthey’ll A mapmakesit
follow through. The easter to for
question becom es people visualize
“How will I recertify” how they’ll
ratherthan “Will I com plete their
recertify?” goal




Recertified Difference

Standard Communications 39.6%

| 5.8pp*
+ Behaviorally-Informed 45.4%

Reminder Letter *5<0.05

0 F



Recertified Difference
Standard Communications 39.6%
. 5.8pp*
+ Behaviorally-Informe o
Reminder Letter 45.4%
*p<0.05
44.8%
1.6pp
Open Date  46.4%

o ol
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If all households in 2017 were sent the best
performing reminder letter, an additional

766 families

would have recertified & continued their
TANF participation uninterrupted



Last Recert Present results to Policy change: Expansion

Cohort DHS senior staff Lab trains DHS
DHS Applies
The Lab helps DHS DHS sends “open” letter to all Model to
mail “open” letters recertifying families SNAP
‘>

Nov 2017 Apr/May 2018 May 2018 May 2019




Example of Mailer — Qutside

Tri-fold design is
simple and easy to
mail.

WANT TO KNOW MORE?

@ 202.727.5355

202.532.5465
or the naarmg o) bHLDCOOV

O
2

072 e AuD_payenuan

(e
SPRYeINOH )0 PISH>

! w::?.’.’.'.‘:"' x -Logosprf)mpt brand
gt recognition.

WENEED Color helps the mailer stick
or helps the maller
L, TOHEAR @ outina stack of mall. It

|: Q O ,’\/\ Y o U green to distinguish it from

the TANF mailer.

Example of Mailer - Inside

i Your famiy's District of Coiumbla (District) Suppiemental Nutrition Assistance
A clear statement of - Program {SNAP) benefits will expire this
Lniess recertily
consequences at the top 7

v

king the task into discrete
gives people a reason to p : rik )
keep reading. 1. SEVADATE action steps makes the desire:

Your recertification due date Is response clear and less
ing.
«Recert_Months, «Recert_Day minus 15 days» overwhelming

W g ey o 20 pry Moy Iy (758 30~ & WP

-1 GET YOUR DOCUMENTS TOGETHER ‘\__\
The
. :

is prioritized
Completing check boxes leads YOHI MAY ALSO WANT TO BRING: e 1 through sequencing and font
to feelings of accomplishment - E“_:'_":""" iy gam recanitly beave 8 job? B chaice.
as people go through the (e e
process. o Peceye Dame e 9w ot 36

l
Asking peop'e to plan shead B 150 1 80 sty o s g and B
makes it more likely that / e eyt
they'll follow through. The S “"""‘"::"""‘"-'f-‘-"--”.:.'-'«"
question becomes "Haw will \

1 recertify” vs, "Will 1",

PRV USTRMT I S ——

Have
$257
) i v e it b s o bt
TURN N YOUR SNAP RECEATH ICATION DOCUMENTS
3. AMD COMPLETE THE REQUIRED INTERVIEW
g s 256 s et

A map makes it easier for
llirecple to visualize how they
will complete their goal.




THE L AB

Sam Quinney
Director, The Lab @ DC
Sam.Quinney@dc.gov

* Kk

ThelLab.DC.Gov
Executive Office of the Mayor
Office of the City Administrator

@TheLab_DC on Twitter
@thelabdc on GitHub

osf.io/institutions/thelabatdc/ on OSF
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https://thelab.dc.gov/
https://twitter.com/thelab_dc?lang=en
https://github.com/thelabdc
https://osf.io/institutions/thelabatdc/

