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FY26 DISASTER PLAN 
DISASTER SUPPLEMENTAL NUTRITION ASSISTANCE PROGRAM 

 
State: New Mexico 
Region: Southwest 

 

1. ROLES & RESPONSIBILITIES 
Disaster SNAP (D-SNAP) is one of the most important parts of a much larger government response in the 
aftermath of a disaster. It is essential that effective pre-planning, collaboration, and communication 
among various government agencies as well as community partners, occurs to effectively implement the 
D-SNAP for the affected areas and community members of the state. The President of the United States 
declares a Federal Disaster and within 24 hours of the declaration the Waiver Request will be drafted, and 
contact made with the United States Department of Agriculture (USDA) Food Nutrition Services (FNS). 

 

Agencies and Responsibilities 
New Mexico Health Care Authority (HCA) Income Support Division (ISD) 
When a disaster occurs, the primary responsibility for operating a D-SNAP waiver rests with the HCA ISD. 
The ISD is responsible for developing an efficient and effective D-SNAP Plan and evaluate and update the 
plan annually. When a disaster strikes, the ISD will evaluate the need for implementation of D-SNAP and 
if determined appropriate, will submit to FNS a waiver requesting to operate a D-SNAP detailing the 
implementation and operations as well as setting processes and procedures to ensure program integrity 
throughout, compliance with all Civil Rights laws as well as outlining the process to ensure that all post 
disaster reviews are performed, and all findings are reported to FNS. 

USDA Role 
The Federal government’s National Response Framework (NRF) designates various Emergency Support 
Functions (ESFs) to coordinate and leverage federal resources to assist State and local disaster response 
and recovery efforts. USDA is the lead agency for ESF-11, Agriculture and Natural Resources, which 
includes disaster nutrition assistance. Different ESFs may be activated depending on the type and severity 
of a disaster. FNS staff participates at the National and Regional level when ESF-11 is activated. For more 
information about coordinated federal disaster response, see the FNS Disaster SNAP Toolkit linked here. 

FNS Role 
FNS provides disaster nutrition assistance in three ways: 

• Provides USDA Foods for shelters and other mass feeding sites; 
• Provides USDA Foods for distribution directly to households in need in certain limited circumstances; 

and 
• Approves D-SNAP operations by providing funding for 100% of disaster benefits and 50% of State 

https://fns-prod.azureedge.us/sites/default/files/resource-files/D-SNAP_handbook.pdf
https://fns-prod.azureedge.us/sites/default/files/resource-files/D-SNAP_handbook.pdf
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Administrative Expenses (SAE). 
FNS supports the State’s efforts to provide D-SNAP benefits by providing policy guidance, training, and 
technical assistance to State agencies as they plan, implement, and assess their D-SNAP activities. FNS 
provides approval for State D-SNAP Plans and State waiver requests to operate the D-SNAP. FNS and 
HCA ISD use the information provided in post disaster reviews and assessments to improve future D- 
SNAP policy, training, and technical assistance. 

 
Once it has been determined that a waiver to implement a D-SNAP will be submitted to FNS, 
the ISD will identify key stakeholders and schedule a meeting with: 

• Office of Secretary (OOS) 
• ISD Director’s Office 
• Policy and Program Development Bureau (PPDB) 
• EBT/CASA 
• Income Support Field Operations 
• Consolidation Customer Service Center (CCSC) Contract/ISD 
• Training Support Bureau (TSB) 
• Program Resource, Administrative, and Financial Support Section (PRAFSS) 
• Administrative Services Division (ASD) - Grants/Budgets/Payroll 
• Office of Inspector General (OIG) 
• Information Technology Division (ITD)-HCA Network Help Desk 
• Automated System Program and Eligibility Network (ASPEN) Operations Bureau 
• Quality Assurance Bureau (QAB) 
• Quality Control Bureau (QC) 
• Communications Director 
• HCA/ISD Constituent Services 

OOS 
• Will work as the liaison between HCA and The Governor’s Office. 
• Ensure that all communication is shared with the Governor's office from HCA and any 

communication from the Governor’s office is shared with HCA. 
 

Director’s Office 
• Liaison between OOS and Stakeholders. 
• Collaborate with PPDB to complete D-SNAP request and submit it to FNS. 
• Collaborate with key stakeholders for thorough, effective, and efficient implementation of D- 

SNAP. 
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• Collaborate with Field Operations to ensure effective communication and coverage at each field 
location sites. 

o Determine the Staff Ratio needs: 
• Command Center Managers 
• Site Manager 
• Navigators 
• Interviewers 
• Processors 
• EBT Card Processors 
• EBT Card Activators 
• Integrity Team (OIG) 

ISD PPDB 
ISD’s PPDB staff will be key personal to implementing the D-SNAP plan, contacting appropriate parties, 
and broadcasting information to field staff. As well as: 

• Collaboration with all identified POC’s and stakeholders. 
• Drafting and submitting the appropriate waivers to FNS to request D-SNAP. 

o Identity the disaster period and the D-SNAP period. 
o Identify locations of the disaster. 
o Work with stakeholders and community members to locate the best D-SNAP sites. 

• Reviewing and approval of D-SNAP application, application screening tool, rights and 
responsibilities, decision notices, and D-SNAP posters. 

• Maintain communication with FNS. 
o Update WIMS. 
o Maintain the Waiver approval and maintenance. 

• Managing documentation for Waiver. 
• Responsible for the submission of the daily reports to FNS required for D-SNAP. 
• Issue D-SNAP Waiver announcements through ISD’s QuiKGuide announcements. 
• Identify and work with POCs from EBT, CCSC, QIS, QC, ISD Field Operations, ASPEN HD, and 

the Accuracy Improvement Team (AIT) to complete 6-month Post D-SNAP report. 
 

EBT/CASA 
• Ensure that an appropriate number of EBT cards are ordered and delivered to the identified 

locations. 
• Collaborate with site managers to ensure that an efficient number of cards are kept on site. 
• Maintain and track all cards being issued; count and create tracking logs prior to sending to 

sites. 
• Complete linking of cards to case numbers in FIS once the overnight batch is completed. 
• Inventory all cards once sent back after application period is complete. 
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• Support the gathering of information to complete the Post Disaster Report. 

QAB in collaboration with EBT 
QAB will determine the amount of EBT cards needed based on potential eligibility. QAB will distribute 
cards to all sites/ensure proper storage of cards at offsite locations, request additional cards if needed, 
and will maintain tracking of all cards. QAB will also be responsible to have: 

• Posters (Interpretation service posters). 
• Signage at each Disaster site. 
• Communicate with FIS. 
• EBT activation training. 
• Constituent Services. 
• Assign staff to do program integrity/ quality checks of denials. 
• Ensure compliance with Civil Rights. 
• Support the gathering of information to complete the Post Disaster Report. 

ISD Field Staff 
Based on the location of the Disaster the County Directors and Deputy Directors of Field Operations will 
determine alternative site to administer the D-SNAP and will plan for alternative site location(s). Deputy 
Directors of Field Operations will ensure that the site has accommodations needed such as locations large 
enough to accommodate the anticipated crowd, adequate parking, tables, chairs, secured Wi- Fi/hotspots, 
electricity, and adequate ISD staffing to cover both daily SNAP and D-SNAP operations. ISD will also work 
with contractors that are assisting with the D-SNAP to make sure they have all the trainings and 
information needed (Deloitte, Accenture, etc.). 

TSB 
The TSB will review, update, and implement all D-SNAP training materials. TSB will utilize Microsoft Teams 
and Blackboard to schedule and conduct training and ensure all employees identified have completed 
training, as well as maintain an FAQ for field staff and establishing support teams at D-SNAP sites. 

PRAFSS 
PRAFSS will work with the travel POC to make the travel arrangements, work with print vendor to get 
supplies printed, and will be sure all supplies needed are available at D-SNAP sites. They will collaborate 
with the site manager to ensure an efficient stock of materials is at each site. 

OIG 
OIG will collaborate with site staff to ensure the integrity of D-SNAP by monitoring the process outlined 
in the D-SNAP plan and be available to processors for questionable information. OIG will also assist in the 
maintenance of the EBT card stock. 
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HCA Network Help Desk 
ITD will assist with securing laptops, hot spots, state issued cell phones, tablets (when available). ITD will 
have a real time POC on duty during D-SNAP timeframes to escalate technology issues and support any 
needs at any of the sites. 

ASPEN Operations 
ASPEN operations will have real time POC on duty during D-SNAP timeframes to escalate issues. They will 
also ensure that ASPEN Contractors POC is on duty during D-SNAP to escalate data fixes or help develop 
Interim Business Processes (IBPs) for correct issuance of the D-SNAP benefit. ASPEN Help Desk (HD) staff 
will be available to process Replacement SNAP benefit tickets and coordinate with ITD Network Help Desk 
to have POC on duty during D-SNAP to escalate technology issues. 

 
Prior to implementation of D-SNAP ASPEN operations will: 

• Complete Discovery and Testing of D-SNAP implementation. 
• Develop and maintain the IBPs Command Center; and 
• Ensure continued access to ASPEN for staff while working during the D-SNAP period. 
• Support the gathering of information to complete the Post Disaster Report. 

Communication Director 
• Development and issuance of the Press Release 
• Social Media Updates 
• News Media 
• Billboard Advertisements 
• Local Newspaper 
• Update HCA website 
• FAQ for external use 
• Notify State Police/Onsite Security 

 
 

Emergency Contacts for NMHCA and SW FNS Staff 
 

Function Name Phone Number Other Contact 

HCA Secretary Kari Armijo (505) 249-8773 kari.armijo@hca.nm.gov 

Deputy Secretary Alex Castillo-Smith (505) 629-8652 alex.castillosmith@hca.nm.gov 

Deputy Secretary  Kathy Slater-Huff (505) 570-7268 katherine.slater-
huff@hca.nm.gov 

mailto:kari.armijo@hsd.nm.gov
mailto:ari.armijo@hca.nm.gov
mailto:alex.castillosmith@hca.nm.gov
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ISD Director Niki Kozlowski (505) 695-5064 niki.kozlowski@hca.nm.gov 

ISD Deputy Director of Finance Miquella Lopez (505) 709-0509 miquella.Lopez@hca.nm.gov 

ISD Senior Deputy Director Marisa Vigil (505) 629-8476 marisa.vigil@hca.nm.gov 

ISD Deputy Director of Quality 
and Data 

Marcos Rivera (505) 709-5709 marcosa.rivera@hca.nm.gov 

ISD Senior Deputy Director 
Stephanie Moore- 
Combs (505) 795-0493 

stephanie.moore- 
combs@hca.nm.gov 

ISD Regional Office Manager Cynthia Montes (575) 521-2390 cynthia.montes@hca.nm.gov 

ISD Policy & Program Dev. 
Bureau Chief Suzanne Duran-Vigil (505) 795-0493 

suzannep.duran- 
vigi@hca.nm.gov 

ISD Policy & Program Dev. 
Deputy Bureau Chief Felice Trujillo (505) 396-0315 felice.trujillo@hca.nm.gov 

ISD EBT Line Manager Jason Schupp (505) 383-2036 jason.schupp@hca.nm.gov 

Food & Nutrition Services 
Bureau Chief Noelle Sanchez (505) 841-2602 noellea.sanchez@hca.nm.gov 

ISD Civil Rights Compliance Marcos Rivera (505) 709-5709 marcosa.rivera@hca.nm.gov 

Roadrunner Food Bank Jason Riggs (505) 349-8833 jason@rrfb.org 

Red Cross Mid-Rio Grande (505) 265-8514 (915) 592-0208 

Salvation Army Albuquerque (505) 881-4292 (505) 254-1778 

Salvation Army Santa Fe (505) 988-8054 (505) 473-7735 

NM Association of Food Banks Albuquerque (505) 217-1066 (505) 217-1066 

NM Grocers Association Albuquerque (505) 842-1010 (505) 888-1812 

FNS SW Regional Office (SNAP) Lori Kelly (214) 290-9878 (214) 681-7637 

FNS SW Regional Office (SNAP) Courtney Slater (214) 290-9878 Courtney.Slater@usda.gov 

FNS SW Regional Office (SNAP) Sandra Gibbs (214) 219-9910 Sandra.Gibbs@usda.gov 
 

mailto:miquella.Lopez@hca.nm.gov
mailto:marisa.vigil@hsd.nm.go
mailto:gil@hca.nm.gov
mailto:marcosa.rivera@hca.nm.gov
mailto:combs@hsd.nm.gov
mailto:ombs@hsd.nm.gov
mailto:cynthia.montes@hca.nm.gov
mailto:vigi@hsd.nm.gov
mailto:gi@hca.nm.gov
mailto:felice.trujillo@hca.nm.gov
mailto:jason.schupp@hca.nm.gov
mailto:noellea.sanchez@hca.nm.gov
mailto:marcosa.rivera@hca.nm.gov
mailto:jason@rrfb.org
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2. READINESS PLAN 

Staffing & Resources 
Once the D-SNAP sites have been confirmed, the Regional Office Managers along with County Directors 
will work with supervisors and staff to volunteer and assist with adequate staffing coverage. Volunteers 
who have been identified will work with PRAFSS to secure their travel accommodations. Accommodations 
include travel (if needed), per diem costs, overtime pay, and lodging. ISD staff will perform essential 
functions of their jobs either at their current ISD offices or in alternate locations during emergencies. The 
immediate capability to perform these essential functions at their current location will be evaluated 
during ISD’s assessment of the emergency. 

 
ISD will refer employees to the Employee Assistance Program (EAP) to help deal with the emotional well- 
being of relocated employees. ISD will also deploy relief staff from other county offices or central offices 
to provide support and allow the staff affected by the disaster area time off. If necessary, ISD may also 
hire temporary staff to assist the staff affected by the disaster. 

 
Benefit Application System Development 
ASPEN is the primary system that is used for SNAP processing daily and will also be used for D-SNAP 
operations in support of eligibility determination and application processing. ISD and ITD Continuity of 
Operations Plans address the IT services and equipment that may be needed by HCA in the event of 
operating a D-SNAP. A comprehensive Disaster Recovery Plan was developed for the ASPEN system and 
sub-systems to ensure availability of eligibility determination services. The ASPEN Disaster Recovery Plan 
is tested. 

HCA is constantly seeking ways to minimize the likelihood of a serious business disruption, and the impact 
that a disruption may have on the citizens of New Mexico. HCA has established redundant network routes 
to its main sites to minimize outages as well as established a hot disaster recovery site for ASPEN. ASPEN 
servers are in a secured datacenter and data from ASPEN is replicated to the disaster recovery site in 
Albuquerque, NM. Additionally, ASPEN backups are stored offsite. 

The ASPEN system differentiates D-SNAP applications from regular SNAP by processing them under a 
separate D-SNAP functionality. When registering the application, staff must distinguish between a regular 
application and a D-SNAP application by selecting the D-SNAP application option. This ensures that D-
SNAP actions do not adversely affect other program benefits such as SNAP, Cash Assistance, or Medicaid. 
Once processed, the system generates certification or denial notices specific to D-SNAP and sends them 
to the household. This separation allows ASPEN to maintain the integrity of ongoing benefits while 
supporting disaster-related eligibility and issuances. 

 
EBT Issuance System Development 
In New Mexico, SNAP and Cash Benefits are delivered via an EBT card issued by FIS. Applicants that are 
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brand new to receiving SNAP benefits will have an EBT card requested automatically in the FIS system. 
In normal circumstances, replacement EBT cards are requested using the EBT Service provider’s 24-hour 
toll-free Customer Service number, requesting a field staff to order a new card in the FIS system at 
http://www.ebtedge.com or eligible recipients can receive an Over-the-Counter Card (OTC) in their local 
office if specific qualifications are met or recipients can order a replacement card on the app. The app 
can be downloaded through the website http://ebtEDGEmobile.com. 

 
In the event of a disaster impacting the availability of FIS’ primary data processing site, FIS will have a 
back-up site for host processing and telecommunications network services. FIS will provide an alternate 
means of authorization of EBT transactions during short-term outages when switching over to the back- 
up site is not considered appropriate. FIS’ disaster plan includes a description of the retailer help desk 
phone line capacity and their plans for increasing call acceptance capacity to meet retailer demands for 
emergency alternate purchase processing system authorizations. 

FIS or its gateway subcontractor will provide an alternative EBT gateway (back-up) if the central gateway 
experiences a disruption in services. FIS will immediately notify HCA when a disruption in services or any 
of its subcontractors occurs, including, but not limited to, the EBT host system and the EBT gateway. FIS 
will also immediately notify HCA upon their decision to move to a disaster back-up site to provide EBT 
services. 

When a disaster is declared and federally approved for assistance, a disaster site is planned and set up. D-
SNAP EBT cards can be provided to clients at the time of application at these sites. The cards are activated 
for the client the following morning after the clients’ demographics and benefits batch to the FIS system. 
If eligible, benefits are available within the client’s case at the time of file processing. When the D-SNAP 
card is activated, the benefits are immediately available to the client.  

If a client applies virtually for D-SNAP by calling the call center, the caseworker will review options for 
receiving a card. The options are as follows: 

• Use an existing active EBT card,  
• Request a new D-SNAP card mailed overnight,  
• Go into a local field office and request an Over-the-Counter EBT card,  
• Wait for a card to be mailed through the normal process (card is mailed from the vendor the following 

business day and is sent first class mail). 

 

 
EBT Card Stock 
The EBT administrative office in Bernalillo, New Mexico, maintains an inventory of 10,000 disaster EBT 
cards to be used during disasters. The EBT staff manager receives a daily count of disaster EBT cards and 
will coordinate with the disaster site coordinator if additional cards are needed at that site. These cards 
can be delivered in person on the same day or mailed overnight to the county office. An additional 

http://www.ebtedge.com/
http://ebtedgemobile.com/
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inventory of 10,000 disaster EBT cards are kept in stock with the EBT vendor. These cards are ordered 
through FIS and will be used to replenish card inventory depleted by any over the counter disaster 
issuance. ISD anticipates receiving these additional EBT cards within two (2) calendar days. If an ISD county 
office uses regular SNAP EBT stock for disasters the EBT unit will re-supply that office from an existing back 
up of regular SNAP EBT inventory kept at the Bernalillo EBT administrative office. 

 
Application Sites 
ISD will set up in an ISD office close by the office, not affected by the disaster. If this is not possible, 
coordination with HCA’s OOS will be implemented to obtain appropriate alternate office space. Locations 
will be chosen by OOS based on the disaster location and proximity to customers needing support. HCA ISD 
will collaborate with community members to identify possible locations of disaster sites.  

Along with specified D-SNAP sites, benefit recipients temporarily housed outside the disaster area can visit 
any of the local ISD office to receive services. ISD field office staff have statewide access to the ASPEN system 
to provide services to relocated disaster victims. 

Where appropriate, ISD may implement a hybrid operation that combines in-person services with a call 
center. The call center designates lines specifically for D-SNAP applications and inquiries during the D-
SNAP period. This ensures households unable to access in-person sites can still receive timely assistance. 

 

 
Data 
The Community-based organizations listed below are state-wide and can locate people with disabilities, 
elderly, and other vulnerable populations in case of disaster. This information is critical in making decisions 
about staffing, resource allocation, the length of the application period, and the most appropriate D-SNAP 

application sites. Data or other evidence will be provided that at least 50% of households in a certain 
defined area (i.e., county, neighborhood, Zip Code, etc.) have been impacted by the disaster. 

The most used data is power outage charts and maps which indicate an extended outage of four hours or 
more affecting most of the population. The following is a contact list of all Electric vendors in the State of 
New Mexico. Contact will be made to the appropriate vendor, based on location of the disaster for needed 
data. 

 

Vendor Name Phone Number Contact 
State LIHEAP Coordinator 505-709-5391 Marilyn Wright 
City of T or C 575-894-6671 Sonya Renfro 
Xcel Energy 303-294-2295 Deidra Howard 
City of Farmington 505-599-1097 Nicki Parks 
El Paso Electric 575-523-3581 Yvonne Silva 
Jemez Mountains Electric 
Coop. 

505-753-2105 Tina Trujillo Archuleta 

Sierra Electric Coop, Inc. 575-744-5231 Lena Mena 
Springer Electric Coop. 575-483-2421 John Weisdorfer 



Page | 10  

Columbus Electric Coop 800-950-2667 Rachel Marrufo 
City of Aztec 505-334-7670 Alexis Doucet-Koonce 
Socorro Electric Coop. 800-351-7575 Marilyn Madrid 
The Mesa Residential 505-327-2755 April Hobbs 
Raton Public Service Co. 575-445-9861 Robyn Osborn 
Southwestern Electric Coop, 
Inc. 

575-374-2451 Monica Maynes 

City of Gallup 505-863-1299 Clarice Fernando 
Central NM Electric Coop, 
Inc. 

505-832-4483 Alice Hennessy 

Continental Divide Electric 
Coop 

505-285-6656 Victoria Gastonguay 

Farmers’ Electric Coop, Inc. 575-762-4466 Tom Moore 
Kit Carson Electric 575-758-2258 Annette Rael 
Lea County Electric Coop, Inc. 575-396-3631 Denise McDaniel 
Los Alamos County 505-662-8333 Cathy Crane D’Anna 
Mora-San Miguel Electric 
Coop. 

575-383-4270 Gwen Mascarenas 

Northern Rio Arriba Electric 575-756-2181 Victoria Gonzales 
Otero County Electric Coop. 575-682-2521 Michael Winrow 
Roosevelt County Electric 575-356-4491 Janice Castillo 
Town of Springer 575-483-2682 Sam Blea 
Central Valley Electric Coop, 
Inc. 

575-746-3571 Mike Anderson 

Public Service Company of  
NM 

505-246-5700 Nancy Delgado 
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Community Action Agency of Southern New Mexico CAASNM 

• Servicing Counties: Dona Ana, Grant, Hidalgo, Luna, and Sierra 
• Contact Information is (575) 527-8799 or https://caasnm.org 

 
Economic Council Helping Others, INC. ECHO 

• Servicing San Juan County 
• Contact Information is (505) 325-7466 or https://echoinc.org 

 
Eastern Plains Community Action Agency EPCAA 

• Servicing Counties: Curry, De Baca, Guadalupe, Harding, Quay, Roosevelt, and Union 
• Contact Information is (575) 461-1914 or http://www.epcaa.org 

 
HELP New Mexico HELP 10 County 

• Servicing Counties: Bernalillo, Colfax, Los Alamos, Mora, Sandoval, San Miguel, Santa Fe, 
Rio Arriba, Taos, and Torrance 

• Contact Information is (505) 265-3717 or https://helpnm.com 
 

Mid-West New Mexico Community Action Programs MIDWEST 
• Servicing Counties: Catron, Cibola, McKinley, Socorro, and Valencia 
• Contact Information is (505) 357-1707 or https://www.ourkidzrock.com 

 
Southeast New Mexico Community Action Corporation SNMCAC 

• Servicing Counties: Chaves, Eddy, Lea, Lincoln, and Otero 
• Contact Information is (575) 887-3939 or www.snmcac.com 

3. Implementation Plan 
 

Public Information and Outreach 
The HCA ISD and OOS Communications staff will collaborate with FEMA, FNS, and the OOS’ 
Communications staff to disseminate media releases to various media outlets across the State, as well as 
arrange with FEMA to have the initial press release given “priority use” in official FEMA statements. These 
news releases will also be posted to the HCA website. Once D-SNAP is in operation, OOS’ Communications 
staff will issue press releases with D-SNAP eligibility and verification requirements, civil and criminal 
penalties for fraud, proper use of Supplemental Nutrition Assistance Program (SNAP) benefits, and a non-
discrimination statement.  

 
In accordance with federal civil rights law and USDA civil rights regulations and policies, the USDA, its 
agencies, offices, employees, and institutions participating in or administering USDA programs are 

https://caasnm.org/
https://echoinc.org/
http://www.epcaa.org/
https://helpnm.com/
https://www.ourkidzrock.com/
http://www.snmcac.com/
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prohibited from discriminating based on race, color, national origin, religion, sex, disability, age, marital 
status, family/parental status, income derived from a public assistance program, political beliefs, or 
reprisal or retaliation for prior civil rights activity, in any program or activity conducted or funded by USDA 
(not all bases apply to all programs). Remedies and complaint filing deadlines vary by program or incident. 
Persons with disabilities who require alternative means of communication for program information (e.g., 
Braille, large print, audiotape, American Sign Language, etc.) should contact the state or local agency that 
administers the program or contact USDA through the Telecommunications Relay Service at 711 (voice 
and TTY). Additionally, program information may be made available in languages other than English. 
To file a program discrimination complaint, complete the USDA Program Discrimination Complaint 
Form, AD-3027, found online at How to File a Program Discrimination Complaint and at any USDA office 
or write a letter addressed to USDA and provide in the letter all of the information requested in the form. 
To request a copy of the complaint form, call (866) 632-9992. Submit your completed form or letter to 
USDA by:  

1. Mail: USDA Food and Nutrition Service, 1320 Braddock Place, Room 334 Alexandria, VA 22314; or 
2. Email: FNSCIVILRIGHTSCOMPLAINTS@usda.gov. 

USDA is an equal opportunity provider, employer, and lender. 

 

OOS’ Communications staff will issue local press releases and public service announcements containing 
the location(s) and operating hours of application/issuance sites, special provisions if waivers have been 
approved, instructions for on- going SNAP participants and “special needs” SNAP applicants, and fraud 
control measures. OOS’ Communications staff will set up news conferences, if determined necessary, to 
make major announcements. 

HCA ISD Staff will collaborate with the Director of the New Mexico Grocers Association to notify grocers 
of the impending D-SNAP; most independent grocers are members of this Association. HCA ISD staff will 
contact advocate community groups listed on page 5 & 6 to enlist their support with outreach efforts and 
to address their concerns. 

 
Roadrunner Food Bank (RRFB) 
As the largest food bank in the state, RRFB is one of our most significant outreach partners. RRFB 
distributes a variety of donated and purchased food items to people struggling to cover all their nutritional 
needs, in addition to providing charitable foods to community members across the state. ISD TSB will work 
with RRFB and will provide D-SNAP training to help assist with questions, eligibility requirements, 
locations, or people who may need support in applying for D-SNAP benefits. RRFB will disperse this 
information by answering questions received from their HELP Line Call Center and in person. 

 
Retailer Communication 
OOS Communications staff will contact retailers with press releases containing information on any 
relevant waivers, estimated number of new SNAP clients, and information to post in their stores regarding 
D-SNAP sites, hours of operation, and any other necessary information. ISD staff will contact advocate 

https://www.usda.gov/sites/default/files/documents/ad-3027.pdf
mailto:FNSCIVILRIGHTSCOMPLAINTS@usda.gov
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community groups listed on page 5 & 6 to enlist their support with outreach efforts and to address their 
concerns. 

 
Procedures to Reduce Applicant Hardship 
Field staff and management level staff members who are on site for D-SNAP will help accommodate any 
provisions and human needs that may be needed or inquired during D-SNAP. Staff will direct applicants 
with special needs to appropriate lines for special handling (if in person). Applicants will be able to call 
HCA’s customer service line and complete the D-SNAP process over the phone or online if transportation 
is unavailable for applicants. Language services will also be available to all field staff when needed by 
utilization of our translation contractor Language Link. 

HCA will be in contact with our security contractor Securitas and hire additional security for D-SNAP 
locations as needed as well as informing local law enforcement of the increased populations at D-SNAP 
locations. 

Human Comfort Needs 
If needed, HCA’s application/issuance sites will coordinate with the appropriate entities to offer the 
following items for human comforts for all applicants. HCA will use the listing below as a checklist for 
human comforts at D-SNAP sites. 

Water/Food 
• Available water bottles 
• Several stations for water 
• Small snacks available 

 
Protection from the elements 

• Tents for shade/protection from weather 
• Fans/heaters as appropriate 
• Use indoor stadium/coliseum/auditorium 
• Run lines through hallways/breezeways 
• Develop severe weather alternatives 

 
Bathrooms 

• Portable toilets located to provide some privacy and accessible to the 
elderly/disabled 

• Toilets serviced at least once a day 
 

Medical Care 
• Ambulance or rescue squad on-site 
• Volunteer doctors, nurses, or other health care workers to handle emergencies 
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Elderly/Disabled Comforts 
To facilitate the access of elderly & disabled to the site, if possible, HCA will: 

• Choose sites that are served by public transportation and notify local Para transit 
authorities of the location of sites. A Para transit system is a public transportation system 
that does not follow a fixed route. The Americans with Disabilities Act of 1990 (ADA) 
requires that municipal public transportation authority provide an alternative to public 
fixed route service for disabled individuals who have trouble navigating the public bus 
system. Designate parking spots near site entrance for elderly or disabled use only. 

• Make site physically accessible to the elderly and disabled. 

• HCA staff or volunteers assist elderly or disabled clients from their cars/bus using 
wheelchairs or golf carts and escort them to the elderly/disabled area. 

Site Layout 
As soon as sites are selected, planning for the layout and traffic flow will begin. ISD will develop a flow 
chart and utilizing it during site set-up can assist in spotting potential bottlenecks and other trouble spots 
as well as in identifying staffing, security, supply, and other administrative needs. When developing a flow 
chart and planning a layout, the items considered will be: 

• Long lines 
• Heavy Traffic 
• Parking 
• Weather 
• Privacy 
• Entrances/Exits 

 
Certification Process 
Central Office staff along with other identified key stakeholders, will collaborate to identify potential 
application sites, staffing resources, ensure that there is separation of eligibility and issuance of the D- 
SNAP, and will determine how to best manage potential large crowds at the sites. The ISD will ensure that 
the D-SNAP paper application is up to date and will ensure that it is adapted to fit the parameters of the 
disaster being addressed. The ISD will develop the application to include fields for the collection of 
information on all individuals in a Household and will only gather information for the D-SNAP eligibility. 
There will be staff at each D-SNAP site to fulfill all roles to ensure a positive experience for the customers 
as well as all staff. At each site there will be posters with simple instructions, verification requirements, 
definition of terms, etc., to also assist with the effort. ISD field staff assisting and processing D-SNAP 
applications on site will be assigned an independent role and will not be the same person to complete 
each role from start to finish to keep program integrity. The roles are as follows: 

Completing the Application/Screening 
Navigator: Greet participants, direct them to the appropriate areas, provide proper paperwork 
needed for applicants to fill out/read, and will route applicants accordingly to the next steps. Merit 
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ISD staff member will be utilized to inquiry case on a tablet to see if customer has a case in ASPEN 
and if active SNAP/D-SNAP to avoid duplicate participation. 
o The navigator will assist in the completion of applications, if necessary. This role is responsible 

for assisting with the prescreening process. They will be familiar with the basic eligibility 
requirements so that they are able to share with the customers so that each customer is able 
to make an informed decision about whether to apply. The navigator can also educate the 
customer regarding the required verification documents that will be needed. Navigator 
will also provide the proper paperwork if the applicant has active SNAP (ongoing household) 
and needs an affidavit for Loss of Food Purchased with SNAP benefits and direct the applicant 
to the correct line. 

Interview/Verification 
Interviewer: Register the D-SNAP applications, complete interviews, answer questions and 
review and clarify any potential confusing concepts for the applicant (such as the benefit period 
and deductible disaster-related expenses), verify the information on the application. During the 
interview, the interviewer will ask about: 

o Proof of identity for the Head of the Household. 
o Document all names and Date of Births for all household members. 
o Verify the household composition as it was on the day that the disaster occurred 
o Residency, or employment, in the disaster area. 
o Income available and anticipated during the entire benefit period 

 Verify employment for all members of the household 
o Accessible liquid resources available at the start of the benefit period 
o Document the impact of the disaster on the household 
o What adverse effects did the household suffer? (Flooding, power outage, etc.) 
o How much did they pay (or anticipate to pay) for the expenses during the benefit 

period? 
o How did they pay for the expenses? (Only those expenses paid out of pocket and not 

just incurred, are countable) 
o Did they receive reimbursement for any of the expenses? 

The interviewer will provide the applicant with the appropriate Approval/Denial documents. 
All interviews must be conducted at any of the D-SNAP sites unless the department identifies 
circumstance in which special alternative procedures are required to complete the interview. 
Depending on the circumstances of the disaster, such as location, population needs/barriers in 
those areas, etc. the department may provide reasonable accommodations such as: 

o Satellite application sites. 
o Home Visits to conduct the interview; or 
o Virtual accommodations, such as Zoom or TEAMS, to complete the interview. 

Data Entry/Certification 
Processors: Receive applications from interviewers, process applications, provide 
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denial/approval applications to site manager for QA purposes, and will allow the customer to talk 
with site manager for denials. 

Replacement of Loss Benefits Worker: Fill out the affidavits, review all Affidavits for accuracy, 
and will work with Site Manager/County Director to finish the replacement of loss benefits 
process. 

 
EBT Issuance/Reconciliation 

Ongoing SNAP recipients may lose their EBT cards in a disaster, especially when they must relocate 
quickly to avoid harm. The applicant can inform any ISD field worker, D-SNAP employee/volunteer 
of the need of a replacement card, and if in person, the applicant will be directed to the EBT 
processors and issue a new EBT card at the D-SNAP site. If the applicant is not on site and at a 
local field office, ISD field staff will issue an OTC and provide the active card in person. 

It is possible that SNAP and D-SNAP clients who have been issued replacement benefits for food 
lost in the disaster may subsequently lose that food in a second disaster or power outage. In both 
instances, the procedure for replacing these benefits is the same for any other issuance: for the 
State to replace the benefits, the client would need to file an affidavit of loss in a timely manner. 

EBT Processor: Provide EBT card/replacement EBT card to eligible households, assist with PIN 
activations, answer questions related to EBT card usage, and Ensure benefits are updated within 
72 hours. 

 
Actuators: Activate the EBT cards daily, must ensure benefits are in card within 72 hours. This 
role is overseen by the EBT Bureau chief or designee. Actuators will maintain a beginning and 
ending inventory and track new cards received, total cards available, and cards issued. No cards 
will be shipped unless asked by an applicant and if a card is ordered and shipped through the FIS 
system, the card will be tracked. 

Onsite Review 
ISD will provide immediate onsite supervisory review for denied applicants. Eligibility workers will 
notify applicants of the right to this review and that it will not affect their right to a fair hearing. 
Denied cases will be entered into ASPEN to allow for duplicate checks. Clients whose 
circumstances have changed after they filed an application and were denied must reapply for the 
D-SNAP during the application period. 

Program Integrity Staff: This staff will be responsible for reviewing the application process, 
the applications denied and helping with QA of processes and the integrity of D-SNAP. 

Site Manager: Previously denied households that reapply will be referred to this staff or 
investigators for review. A site manager must be a management level staff member, transport the 
EBT cards from site to County Office for lock up, reviews denials, speak with applicants that 
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request more information or ask to speak to supervisor and will interview ISD staff applying for 
SNAP. 

Issuance Process 
ISD staff will complete the “One and Done” process to assist with the timely process of D-SNAP benefits 
within 72 hours. ISD field staff will utilize calling employers/sources and interfaces available to staff to 
help receive verification for any questionable information or required verification for the applicant. 

 
The “One and Done” principle aims to complete determinations at first contact to reduce delays, repeat 
visits, and phone calls. Same-day service is the goal. 

ISD workers will:  
o Request only the minimum verification required by policy. 
o Make collateral calls with the customer present or on the phone. 
o Only pending a case if identity verification is required. 

 
 

EBT Issuance Process 
Prior to the implementation of D-SNAP, each D-SNAP site manager will coordinate with the EBT Bureau 
Chief and county offices to determine the supply of EBT cards needed. The team will ensure that a 
sufficient supply of EBT cards are kept on hand. The number of EBT cards will be determined based on the 
size of disaster along with the location and population in the area(s) to anticipate potential applicant 
volume. The EBT/CASA office will receive the EBT cards from the manufacturer and will prepare and deliver 
the shipments to the ISD county offices with a target delivery time within 48 hours. 

 
An inventory of EBT cards will be assigned by Disaster Sites. Card inventory will be monitored during the 
disaster by the D-SNAP site managers and EBT central office staff and replenished as necessary. Site 
managers will oversee transporting the EBT cards from site to the local County Office to lock up along with 
the associated logs. EBT cards are kept in a secure, locked area with authorized staff only having access. 

 
D-SNAP cards issued to customers during the day are transmitted nightly to the EBT Unit for activation. 
All cards transmitted are activated no later than 10:00 a.m. the following morning, ensuring that 
customers can access their approved benefits without delay. The site manager is responsible for ensuring 
that certified households can access their benefits within 72 hours of application, except in cases where 
the issuance is delayed due to questionable verifications.  

Management of Large Crowds 
ISD will issue public service announcements informing applicants of the dates and times applicants can 
visit service sites. Depending on the size of the disaster and the population in the affected area, ISD may 
implement a daily alphabetical system to assist with crowd control, applicants will be strongly encouraged 
to attend on the day corresponding to the First letter of their Last Name. ISD will not turn away applicants 
if they are unable to attend on the corresponding day. All applicants will be assisted if they attend a day 
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outside of their assigned letter to accommodate for jobs, childcare, school, etc. An example of how the 
Department will divide the days is as follows: 

• Day 1: A-J 
• Day 2: K-S 
• Day 3: T-Z 
• Day 4: A-Z 
• Day 5: A-Z 
• Day 6: A-Z 

• Day 7: A-Z 

ISD will use the facilities features to direct the crowd, directional/alphabetical signs will be posted on 
the corresponding day. 

Client Materials 
All D-SNAP material can be located in the Appendix. 

 
Security and Fraud Prevention Plan 
HCA will ensure effective fraud prevention measures are in place by completing computer cross-reference 
checks at the time of application to prevent duplicate participation and issuance. The State’s eligibility 
system (ASPEN) cross- references all names and social security numbers listed on the D-SNAP application 
against the system’s database of existing and former benefit recipients. 

 
State employees who choose to apply for D-SNAP benefits will be handled/processed all by management 
level staff members who are on site. Site managers and management level staff will be completing all 
interviews and processing, EBT processors will issue cards to employees if needed and verify cards are 
activated. Coinciding with OIG and QAB, 100% of employee applications will be audited along with: 

• Use separation of duties for certification and issuance. 
• Include a question on the D-SNAP application asking if anyone in the household is employed by 

the State or State SNAP agency. 
• Utilize supervisors or investigators to conduct employee certification interviews. 

 
ISD staff will work with the USDA/OIG and HCA/OIG investigative staff from the start of the disaster 
response to ensure that program integrity issues are quickly and appropriately addressed. HCA recognizes 
that working with investigative partners during all phases of the disaster response will minimize the 
likelihood that problems will need to be addressed later through audits. 

 
If a disaster occurs in a location bordering an adjacent State; ISD workers may contact the bordering state 
to confirm that concurrent D-SNAP/SNAP participation is not occurring. ISD has established contacts 
through its OIG with the states of Arizona, Colorado, Oklahoma, Texas, and Utah through membership in 
the following organizations: Southwest Public Assistance Fraud Investigators, Four Corners Investigators 
Group, and the United Council on Welfare Fraud. Contacts made through these organizations will be 
utilized to check for active SNAP cases in other states. In addition, ISD has a reciprocal agreement with the 
state of Texas that provides access to the Texas eligibility system for the bordering NM counties and OIG 
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staff. The Public Assistance Reporting Information System (PARIS) will also be used to identify duplicate 
participation. 

Disaster Reporting and Post-Disaster Review Report 
Daily reports will be completed to monitor and document the programs’ progress, identify, and 
troubleshoot identified problem areas, inform FNS of the progress, and to respond to inquiries from the 
media and/or any other government agencies. The ISD’s PPDB section will be responsible for submitting 
daily reports and the post disaster review report to FNS SWRO required for D-SNAP. The reports will be 
submitted at the beginning of the day following the first day of D-SNAP operations and will continue to be 
provided daily until all applications are processed. The ISD Central Office will coordinate with ISD’s 
Consolidated Customer Service Center (CCSC), Contractor, and location sites/site managers for daily totals 
and will submit to FNS. Reports are to include: 

• Number of new households approved 
• Number of ongoing households receiving supplements 
• Number of new persons approved 
• Number of ongoing persons approved for supplements 
• Number of new households denied 
• Value of new benefits approved 
• Value of supplements approved 
• Average benefit per new household 
• Average benefit per ongoing household 

 
The CCSC is responsible to provide data on calls: 

• Received; 
• Dropped; 
• Abandoned; and 
• Average call times (abandonment, call completion, complaints, fair hearing requests, mailed, 

returned). 

The QAB/FIS/EBT is responsible for: 
• number of EBT cards mailed; and 
• returned for each day. 

 
Post D-SNAP 
After the D-SNAP period has ended, ISD will complete the following activities to conclude the D- SNAP. 

• Closing out the D-SNAP application/issuance sites 
o Making sure all files, EBT cards, Equipment, and Issuance records are accounted for 

and returned to the local county office. 
o The D-SNAP site/building is returned to the way it was prior to D-SNAP and 

cleaned as much as possible. 
• Transitioning to regular SNAP 
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• Certification reporting 
o Completing the following reports: FNS-292B, FNS-388, FNS-209, and FNS-46. 

• Issuance reporting and reconciliation 
o Card Production and delivery reconciliation 
o Benefit Authorization and Posting reconciliation 
o Ensure complete reporting to FNS of disaster benefits issued 

• Fair hearings, claims, and restored benefits 
o Resolving any issues associated with fair hearings, claims, and restored benefits. 
o Claims 
o Restored benefits 

• Post-disaster review and after-action report 
 

Post-Disaster Report 
The post-disaster review report is comprised of four parts: comprehensive review, individual reviews, 
problem analysis, and proposed improvements. HCA will compile and submit to their FNS Regional Office 
their completed reports no later than 6 months after the close of program operations. D-SNAP approvals 
will include the due date for the final report. 

 
Comprehensive Review 
The comprehensive review should begin with an overview of the D-SNAP operation, including where and 
when it took place, how it was staffed, and the total number of applications approved, and number of 
benefits issued. HCA will then describe the systems or methods employed, document any major problems 
encountered, and discuss the interventions used to solve those problems in the following areas: 

• Certification systems 
• Fraud control 
• Issuance 
• Public information and outreach 
• Program access issues (e.g., persons with disabilities, the elderly, and other vulnerable 

populations) 
• Security 

 
Individual Reviews 
The individual reviews include both a sample of new public cases and a review of all approved State 
agency employee cases. The required components of the individual review are: 

• Case record review 
• Verification 
• Interview 
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After completing the individual reviews, the State agency shall conduct a problem analysis and create a 
separate list or chart for both the general public cases and the State agency employee reviews. Each list 
should be further broken down by D-SNAP project area (generally the County) and will include: 

• Number of cases with problems 
• Nature of the problem 
• Missing documentation in case file 
• Household error 
• State agency error 
• Intentional Program Violation 
• Number of incomplete case reviews due to inability to locate the client or client failure to 

cooperate 
• Number of cases in which recipient claims were established 
• Value of claims 
• Value of restored benefits 
• Any further action taken against State agency employees as a result of findings 

 
Proposed Changes 
After conducting the reviews and problem analysis, HCA will evaluate the relative success of their D- 
SNAP implementation. This section of the report will include: 

• Lessons learned and best practices from the D-SNAP 
• Specific additions/changes to the State's disaster plan 
• Recommended changes to internal policies 
• Recommended additions or changes to this guidance handbook 

The NMHCA will collaborate and communicate with the SWRO FNS to ensure effective, efficient, and a 
compliant D-SNAP program is administered. Any lessons learned or process improvements will be 
implemented by amending the D-SNAP plan when necessary. 

 
Tribal Consultation 
The NMHCA has not had any tribal consultations in the past 12 months for the D-SNAP plan. The 
Department has implemented best practices from lessons learned from our previous disaster; if there is 
another disaster in NM where we must implement D-SNAP we will collaborate closely with the areas 
impacted to best implement the services. The Department has reached out to tribal partners regarding 
several items such as the E&T State Plan, with no request for a Tribal Consultation. The Department Staff 
have been collaborating with the Tribal Liaisons to build a trusting and strong relationship with all NM 
Tribes, Pueblos, and Nations. The Department has participated in several outreach activities with Tribes, 
Pueblos, and nations with much success. Staff have provided training and information about programs 
and resources available to them. The Department is dedicated to all Tribes, Pueblos, and Nations to 
collaborate to ensure that the services needed are provided in a way that best fits their needs. 
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Forms 
All forms will be updated when the new FPL is released. Forms will always be ready and up to date in 
the event a disaster is declared. 

 
Appendix 
Please see the D-SNAP forms below. 
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