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Frequently Asked Questions for Call Centers	Comment by Danielle Charpentier: Updated as of October 16, 2025: This document was created by the American Public Human Services Association and Social Finance as a template for states to leverage when implementing new H.R.1 requirements. States can use this template however they like (e.g., can remove our logos and the disclaimer).

This document provides FAQs to support call center staff navigate changes when they are interacting with new or current SNAP beneficiaries. The FAQs are not exhaustive; states can add to these questions.

We also assume that for those ages 60-64, they would move through the general work requirements’ screening process before entering the ABAWD work requirements’ screening process, although states should verify and customize.
The following FAQs are intended to help call center staff answer questions that participants may have about eligibility for SNAP benefits, with a focus on changes from H.R.1 to ABAWD work requirements.  These FAQs are not intended to be fully comprehensive and can be further tailored by states. The following questions are phrased as if they come from a potential SNAP participant. 

1. I’ve heard there might be changes to what benefits I’m eligible for. How can I learn more?

[States to customize how a participant can learn more about benefit eligibility – e.g., link to website]

2. Will the benefit amount that I’m eligible for change?

Yes, as of October 1, 2025, there are new cost-of-living adjustments that will increase the maximum allotments. These will differ based on your household size. What is your household size?

[States to customize maximum benefit amounts based on the state’s thresholds. Call center staff to adjust their talking points based on the individual’s household size and other considerations. More detail can be found linked here.]

3. Do I need to meet work requirements in order to receive SNAP?

There are two types of work requirements under SNAP: (1) general work requirements and (2) able-bodied adults without dependents (ABAWD) work requirements. 

General work requirements mean you must:
· Register for work
· Participate in SNAP Employment and Training (E&T) or workfare if assigned by your state SNAP agency
· Take a suitable job if offered; and 
· Not voluntarily quit a job or reduce your work hours below 30 a week without a good reason

However, you may not have to meet these general work requirements if one of the following applies to you:
· Younger than age 16 or age 60 or older
· Responsible for the care of a child under age 6 or a person who needs help caring for themselves
· Working 30 hours or more a week or earning at least $217.50 a week
· Receiving unemployment benefits or have applied for them
· Experiencing physical or mental barriers to work
· Going to school, college, or a training program at least half-time
· Meeting the work rules for Temporary Assistance for Needy Families (TANF)
· Participating in a drug addiction or alcohol treatment program

You may also need to meet ABAWD work requirements if you are between the ages of 18-64. These ABAWD work requirements are additional work requirements that you must meet to receive SNAP for more than three months. 

ABAWD work requirements can be met by any of the following:
· Working at least 80 hours a month. Work can be paid, unpaid, or volunteer.
· Participate in a qualifying work program for at least 80 hours per month.
· Working and participating in a qualifying work program for at least 80 hours a month; or 
· Participating in a workfare program.

You may be exempt from needing to meet ABAWD work requirements if you are:
· Already exempt from general work requirements. 
· However, while those ages 60-64 can be exempt from general work requirements because of their age, they may still need to comply with ABAWD work requirements unless they are exempt from general work requirements for a reason other than age (e.g., experience physical or mental barriers to work or meet one of the following exemptions).
· Younger than age 18 or age 65 and older
· Responsible for a dependent child under age 14 in household. This is based on the age of the youngest child; for instance, a parent with a dependent child under age 14 is exempt even if they have a child age 14 or older.
· Experiencing physical or mental barriers to work 
· Disabled or receive disability benefits (Social Security, SSI, or VA)
· Pregnant
· Identify as an Indian, Urban Indian, or California Indian
· [Live in an area where the ABAWD time limits are waived; state to customize further, as needed]

4. I have never had to meet ABAWD work requirements before. Will I have to meet these work requirements now? 

There are several types of people who may have to follow the ABAWD work requirements now, even if they previously did not have to meet any requirements: 
· People ages 55 – 64. 
· People ages 60-64 are exempt from general work requirements but may need to meet the ABAWD work requirements.
· People whose youngest dependent in their household is between ages 14 and 17. 
· People who were previously exempt due to a dependent under age 18 are no longer exempt, unless a dependent is younger than 14.
· People who were previously exempt due to a non-dependent child under 18 years old in their household are no longer exempt.
· Veterans 
· People experiencing homelessness 
· People ages 24 or younger who were in foster care on their 18th birthday [or a higher age if state has extended foster care] 

5. What should I do if I think I qualify for an exemption?

[States to customize how their participants should get in touch] 

6. What if I have another reason that makes it hard for me to work that is not listed above as an exemption? 

There may be other things that make it hard for you to work. This could be things like:
· You don’t have reliable transportation to work 
· You fall sick or you are taking care of a sick family member

[States to customize what action their participants should take] to share information about why it is hard for you to work and find out whether you still need to meet work rules. 

7. I am already meeting ABAWD work requirements. Are there any changes to the ABAWD work requirements for me? 

If you are already spending at least 80 hours per month working, volunteering, or participating in a job training or work program, then there are no changes that you need to be aware of. 

8. I have not had to meet ABAWD work requirements before. How can I meet the new ABAWD work requirements? 

Participants can meet the work requirements by spending at least 80 hours each month doing one or a combination of the following work activities: 
· Working 
· Taking part in a job training or work program
· Volunteering

[States to customize how their participants should find approved job training or work programs, for instance through SNAP Employment and Training]

9. How do I report my work hours? Do I need to provide any documents to verify my work hours?

[States to customize how their participants should report that they are meeting work requirements]

[States to customize how participants can verify their work hours; an example list is provided below, based on 2023 FNS Policy Guidance]

· Paycheck stubs
· A formal document from your employer stating how much you work 
· Your qualified work program. If you are in a work program through the SNAP E&T program, your work program counts as qualified. If it is a different program, double check with your case manager that your program counts as qualified. 

If you can’t provide a document showing your work hours, someone like your employer or your landlord may be able to tell your case manager about your work hours. The State agency may also use third-party employment and earnings verification systems. 

If possible, your case manager will use information they have available to check your employment and earnings, so you don’t have to provide any documents. 

10. How often do I report my work hours? 

You should report your work hours when:
· You apply for SNAP the first time (“certification”)
· When your case manager revisits your case to determine your benefit (this is often called “recertification”)
· When the number of hours you work monthly changes. For instance, you must report any month in which you work less than 80 hours.

[States can customize any timing/reporting work hours, as needed.]

11. Will the requirements for what I need to do in order to recertify change? 

There are no changes to the process of certification and recertification for ABAWD work requirements. However, if you are found to need to meet ABAWD work requirements, then you will need to work at least 80 hours a month in order to receive SNAP benefits. Please report if you are working fewer than 80 hours a month.

12. What happens if I don’t meet the ABAWD work requirements?

If you do not meet the work requirements and do not qualify for an exemption, you may only receive SNAP for three months within a 3-year period.

[States to insert information about how people will be notified. E.g., “You will be notified at least one month in advance before you lose your SNAP benefit”]

13. When will these changes take effect?

These changes go into effect on [state to list implementation date]. 


Disclaimer: This template is provided for informational purposes only and does not constitute legal, financial, or professional advice. Users, including state agencies and officials, should consult with their own qualified advisors and legal counsel to ensure compliance with applicable laws, regulations, and policies. The creators and distributors of this product make no representations or warranties regarding its accuracy, completeness, or suitability for any specific purpose.
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