
What’s Next in Virtual Human Services

June 9,  2021



WE REPRESENT

The cabinet-level leadership of state and local health and human 
services agencies and the subject matter experts that help execute their 
missions. 

MEMBER EXPERTISE

Our members administer and align services that build resilience and 
bolster family well-being through access to food, health care, 
employment, child care, and other key building blocks. They are also 
leading experts in performance measurement and data analysis, IT 
systems, workforce development and training, and the legal dimensions 
of the health human services field.

WE SEEK TO

Influence modern policies and practices, help our members build
capacity for their teams, and connect them to other human-serving 
organizations and policymakers.

Who We Are

We build well-being from the ground up.
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Lessons 

Learned 

from State 

Adaptations 

and Federal 

Flexibilities

View the Report

➢ Use of Waivers and 

Other Flexibilities

➢ Shift to Virtual 

Services

➢ Partnerships and 

Whole Family 

Approaches

➢ Resiliency and 

Emergency Planning

https://www.acf.hhs.gov/sites/default/files/documents/oro/APHSA_COVIDresponseProject_011921_FINAL_1.pdf


II. Shift to Virtual 

Services

This transformation involved both…

•Significant investment in the tools and infrastructure used to 
deliver services (VPN, laptops, etc.), and 

•A cultural shift in the norms and organizational practices 
followed by state and local agencies (telework, virtual case 
work, etc.).

What’s worked well…

•Enhanced efficiency by moving to document upload via 
cellphone & other such benefits, 

•Enhanced live customer support (via chatbot, phone centers, 
etc.), and

•Reduced travel time for workers meant more time to spend 
virtually with families.

What needs enhancement…

•Access to broadband,

•Lack of digital literacy in communities, and

•Determining the efficacy and risk of moving certain services to 
virtual.



Virtual Trends

Child Welfare

• Virtual visitations 
and home 
inspections

• Virtual court 
hearings

• Purchase of cell 
phones and laptops 
for families, youth, 
and birth parents

• Modification of IV-E 
prevention services 
for a virtual 
environment

TANF

• Significant uptick in 
virtual employment 
and training 
services

• Modifications to 
interviews

• Adjustments to 
Work Participation 
Rate requirements



SNAP Waivers and 

Adaptations 

During the COVID-

19 Pandemic: A 

Survey of State 

Agency 

Perspectives in 

2020

Full Report

Executive Summary

➢ Certification Periods and 

Interview Adjustments

➢ Application Support and 

Case Resolution

➢ Food Assistance and 

Food Purchasing

➢ Communications and 

Community Engagement

https://files.constantcontact.com/391325ca001/43b432bd-bdde-4525-8e63-a1b0293de236.pdf
https://files.constantcontact.com/391325ca001/2929c1e0-5449-46f0-a739-a6e5c288ac26.pdf


Methods of SNAP 

Case Processing



Telephonic Signatures



SNAP Online Purchasing



SNAP-Education



SNAP-Education



SNAP Employment & 

Training



SNAP Employment & 

Training



What’s Next

• Further modernization to support virtual application and 

case management functions

• Additional research and technical assistance in virtual 

education and training services as one of many paths to 

client engagement

• Increased understanding of how adapting evidence-

based practices to virtual services impacts fidelity

• Modernized food purchasing through expanded SNAP 

online purchasing and mobile EBT

• Shifting case management models and IT investments to 

ensure resiliency of human services systems



Questions?

Matt Lyons

Director, Policy & Research

American Public Human Services Association

mlyons@aphsa.org
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