
 Was your SNAP Application Denied for Lack of an Interview? 
 Know Your Rights. 

 The SNAP rules require DTA to give you an interview - by phone or in person - with a DTA worker within 30 
 days of the date of your application. 

 In recent months, DTA’s Assistance Line has been overwhelmed, making it very hard for SNAP applicants to 
 get their interview.  Many SNAP applicants miss DTA’s automated calls and then try to call the DTA 
 Assistance Line (1-877-382-2363).  Callers report they are often “on hold” for 30 to 60 minutes and/or get 
 disconnected. According to DTA’s own data,  1 of every 2 calls to the DTA Assistance Line from callers trying 
 to reach a DTA worker are disconnected due to high call volume  .  1 

 These unacceptable problems with DTA’s phone line can lead to DTA wrongly denying your application for 
 missing the required interview. DTA may send you a denial notice that says “  you did not finish your SNAP 
 application  .”  Under DTA’s rules, if you tried to reach DTA to have your interview,  DTA should not deny your 
 SNAP application - unless you actually “  refused to cooperate.” 

 See DTA’s rules 106 CMR 361.400 and 106 CMR 361.700(B)(1) - attached. 

 Steps you can take: 

 1. Reapply for SNAP:  If your SNAP was denied, you have the  right to reapply  - at any time. 

 ●  If you do not get the DTA  interview call, were put on hold for too long, or 
 your call was disconnected - report this problem to the DTA Ombuds Office at 
 617-348-5354  or  send an email to the Ombuds Director 
 Sara.Craven@mass.gov 

 ●  If you can, go in person to a  local DTA office  from 8-5 on weekdays. You have 
 the right to get an interview the same day you walk in. 

 ●  If you are approved, your SNAP will start the date you reapplied. 

 2. File an appeal:  Even after you reapply for SNAP, you can  appeal to get  back benefits  : 

 ●  File  an appeal  within 90 days of your original denial notice. You can fill out 
 the appeal form on your denial notice - or hand write a note - and upload it 
 to DTAConnect. Or call the DTA Division of Hearings: 617-348-5321 

 ●  Most hearings are done over the phone. 
 ●  Explain to the Hearings Officer your efforts to get a DTA interview and that 

 you did NOT “refuse to cooperate.” 
 ●  Try to take a screenshot of any phone calls you made to the DTA Assistance 

 Line, including calls attempting to reschedule a missed interview. Or write a 
 statement of your efforts to reach DTA. Upload the screenshots or statement 
 to DTAConnect for the Hearings Officer to review. 

 3. Legal Services:  ●  For free legal help, visit  www.MassLRF.org 

 Updated:  February, 24, 2025 

 1  See  DTA Performance Scorecards, 2024  Assistance Line  Average Daily Calls (chart, page 4) 
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For Your Information 

DTA has made a decision about your case 

Supplemental Nutrition Assistance Program (SNAP):  We denied your SNAP  

application  because 

� You did not finish your SNAP  application .

If you want SNAP  benefits, you must submit a new application.  

Need help because of disability?  Tell us if you need help to understand or do  

something we ask because of a health problem or disability. This could be mental,  

physical, sensory, learning, intellectual, cognitive or developmental. We may be  

able to give you extra help or adjust a rule. This is called an accommodation. Call a  

Client Assistance Coordinator at 617-249-8200  for help with an accommodation. 

 

Assisting Person:  You can choose a trusted person to help manage your benefits.  

This person is called an “assisting person.” 

 

Legal Services:  Call Greater Boston Legal Services (617-371-1234/1-800-323-3205)  

to ask about free legal services. 

 

Regulations:  The regulation(s) used in reaching these decisions are 106 CMR  

361.400, 106 CMR 361.500 . You can find our regulations at  

Mass.gov/DTA/Regulations .

 

Connect with DTA!  You can use DTA Connect or call DTA Assistance Line  at  

877-382-2363 . If you have any questions about your case, need to make updates,  

need help because of a disability, are experiencing domestic violence, or have  



106 CMR:  DEPARTMENT OF TRANSITIONAL ASSISTANCE  



106 CMR:  DEPARTMENT OF TRANSITIONAL ASSISTANCE  


