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Client-Centered Communication: 
A Framework 1
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Client-Centered Communication: 
A Framework 2
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Audience

• Who is your audience?

• What do you know 
about them?

Message

• What is your message?

• What are you trying to 
communicate?

Purpose
• Why are you 

communicating with 
your audience? 

• Why would someone 
need to pay attention?



Know Your Audience

Hardship Literacy Skills English 
Language 
Proficiency

Questions



Plain Language: A Definition

Source: plainlanguage.gov

Plain language (also called plain writing 
or plain English) is communication your 
audience can understand the first time 

they read or hear it
- Plain Language Action and Information Network (PLAIN) 



Why Use Plain Language?

• When materials are 
written in plain 
language…
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SNAP Model Notice Toolkit

• Published by FNS
• Provides resources to States 

to improve SNAP notices and 
communications with clients

• www.fns.usda.gov/snap/mod
el-notice-toolkit
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http://www.fns.usda.gov/snap/model-notice-toolkit


Best Practices for Clear and Effective 
Communications 1

Client-
centered 
mindset



Best Practices for Clear and Effective 
Communications 2

Logical
organization of

information
Organization 
and usability

Client-
centered 
mindset



Best Practices for Clear and Effective 
Communications 3

Clear, concise,
and precise writing

Writing and 
language 

use

Client-
centered 
mindset

Logical
organization of

information
Organization 
and usability



Best Practices for Clear and Effective 
Communications 4

Logical
organization of

information
Organization 
and usability

Client-
centered 
mindset

Simple design for 
ease of navigation

Design and 
presentation

Clear, concise,
and precise writing

Writing and 
language 

use



Tools for SNAP E&T 
Messaging
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Challenge of Communicating to 
Individuals
Household example:
• Joe, age 55
• Donna, age 48
• Mandatory E&T applies to all work registrants in the area
• ABAWD time limit applies in the area
• How do you inform the household members of the specific work 

requirements that apply to them?
• How do you properly communicate to ensure they know what 

they need to do?
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Consolidated Work Notice

• 2021 USDA Rule
• States must provide 

“consolidated work notices”
• The Consolidated Work 

Requirements Model Notice 
• A reference for states, offering 

best practices for what this type 
of notice could look like
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Annotated Model Notice

• Explains how to meet 
federal policy 
standards

• Exemplifies how 
States can customize 
notices 
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Notice Review Tool



Oral Communications

• The 2021 USDA Rule 
• States must provide an oral 

explanation of the work 
requirements to clients

• The Consolidated Work 
Requirements Oral Script 

• States can customize for 
eligiblity workers
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SNAP E&T Messaging: 
A State’s Perspective

Arizona Department of Economic Security
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Agenda

• Communicating in a virtual environment
• The evolution of our notices
• The future of our notices
• Best practices
• Challenges
• Successes
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Notice 
Simplification

Arizona’s Goal:
• Increase timeliness
• Improve customer experience
• Lessen client contact
• Improve quality
• Decrease churn
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Task
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Actionable

Plain 
language

Comprehensive Clear



Review
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Research Study

Does the reader understand?
• Next steps
• Responsibilities
• Where to go for help 

Cast and Hue study was completed with our clients 
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Feedback

Interviews and surveys showed:
• Confusing
• Overwhelming
• Unclear 
• What do I do next? 
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Appearance

• Bullets
• Lists
• Headings

• Question
• Statement
• Topic

• White space
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Language Examples
LEGAL AUTHORITY

• Active voice
• Common words or

• Tone RULES WE USED TO MAKE OUR DECISION

• Pronouns YOU 

• Verbs
or

PARTICIPANT



Results

Changes made resulted in:
• Easier reading
• Decreased word count
• Decreased contact with the agency regarding unclear 
notices  

Clients reported:
• Increased satisfaction 
• Increased comprehension
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e-Communication
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Message

Phone

Computer

Website



Challenges

• Using a legacy system to generate notices
• Informing ABAWDS during a state-wide waiver
• Mandatory to Voluntary E&T program
• Reverse referral process
• Screening for appropriateness of a referral to E&T 
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2022 Approval Notice
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Evolution of the Approval Notice

2019
• 5 pages
• Full break down of budget
• Legal terminology
• Benefit amount not at the top

2022
• 3 pages
• Simplified budget breakdown
• Simplified language
• Benefit amount moved to the 

top
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Resources

DES Website                     
• http://des.az.gov

Plain language   
• http://www.plainlanguage.gov/

FNS Toolkit
• https://www.fns.usda.gov/snap/model-notice-toolkit

FNS Policy Memo 07/13/2022 SNAP E&T Screening and Referral 
Guidance 

• https://www.fns.usda.gov/snap/et-screening-and-referral-guidance
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http://des.az.gov/
http://www.plainlanguage.gov/
https://www.fns.usda.gov/snap/model-notice-toolkit
https://www.fns.usda.gov/snap/et-screening-and-referral-guidance


Discussion
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Takeaways
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