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for duplicate benefits when necessary, 
but no less often than annually. 

(2) Processing standards for duplicate 
participation checks at certification 
and recertification shall not delay the 
issuance of benefits. 

(i) If the State agency chooses to 
check at the time of certification and 
recertification, the check for dupli-
cates shall not delay processing of the 
application and provision of benefits 
beyond the normal processing stand-
ards in § 273.2(g). 

(ii) If a duplicate is found in making 
such a check, the duplication needs to 
be resolved in accordance with 
§ 273.2(f)(4)(iv) before the application 
can be processed and benefits provided. 
Delays in processing caused by this res-
olution shall be handled in accordance 
with § 273.2(h). 

(3) State agencies shall develop fol-
low-up procedures and corrective ac-
tion requirements, including time 
frames within which action must be 
taken, to be applied to data obtained 
from matching for duplicate participa-
tion. Follow-up actions shall include, 
but not be limited to, the adjustment 
of benefits and eligibility, filing of 
claims, disqualification hearings, and 
referrals for prosecution, as appro-
priate. 

(4) FNS reserves the right to review 
State agencies’ use of data obtained 
from matching for duplicate participa-
tion and may require State agencies to 
take additional specific action to en-
sure that such data is being used to 
protect Program integrity. 

(f) Hours of operation. State agencies 
are responsible for setting the hours of 
operation for their SNAP offices. In 
doing so, State agencies must take into 
account the special needs of the popu-
lations they serve including households 
containing a working person. 

(g) Fraud detection units. State agen-
cies shall establish and operate fraud 
detection units in all project areas in 
which 5,000 or more households partici-
pate in the Program. The fraud detec-
tion unit shall be responsible for de-
tecting, investigating and assisting in 
the prosecution of Program fraud and 
need not be physically located in each 
5,000 household ‘‘catchment area’’. The 
workers fulfilling this function need 
not work full-time in fraud detection 

nor work exclusively on the Program. 
A written State agency procedure 
which systematically identifies and re-
fers potential fraud cases to Investiga-
tors shall be considered a ‘‘detection’’ 
activity meeting the requirements of 
this section. The fraud detection func-
tion may be performed by persons not 
employed by the State agency. 

[Amdt. 132, 43 FR 47884, Oct. 17, 1978, as 
amended by Amdt. 221, 47 FR 35168, Aug. 13, 
1982; Amdt. 211, 47 FR 53315, Nov. 26, 1982; 
Amdt. 237, 47 FR 57668, 57669, Dec. 28, 1982; 
Amdt. 262, 49 FR 50597, Dec. 31, 1984; 54 FR 
7003, Feb. 15, 1989; 54 FR 24527, June 7, 1989; 
Amdt. 320, 55 FR 6238, Feb. 22, 1990; Amdt. 
371, 61 FR 60010, Nov. 26, 1996; Amdt. 388, 65 
FR 70192, Nov. 21, 2000] 

§ 272.5 Program informational activi-
ties. 

(a) Definition. ‘‘Program informa-
tional activities’’ are those activities 
that convey information about the 
Program, including household rights 
and responsibilities, through means 
such as publications, telephone hot-
lines, and face-to-face contacts. 

(b) Minimum requirements. State agen-
cies shall comply with the following 
minimum information requirements 
for applicants and recipients. 

(1) Rights and responsibilities. State 
agencies shall inform participant and 
applicant households of their Program 
rights and responsibilities. This infor-
mation may be provided through what-
ever means the State agencies deem 
appropriate. 

(2) All Program informational mate-
rial shall be available in languages 
other than English as required in 
§ 272.4(b) and shall include a statement 
that the Program is available to all 
without regard to race, color, sex, age, 
handicap, religious creed, national ori-
gin or political belief. 

(c) Program informational activities for 
low-income households. At their option, 
State agencies may carry out and 
claim associated costs for Program in-
formational activities designed to in-
form low-income households about the 
availability, eligibility requirements, 
application procedures, and benefits of 
SNAP. Allowable informational activi-
ties shall not include recruitment ac-
tivities as described in § 277.4(b)(5) of 
this chapter. Program informational 
materials used in such activities shall 
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be subject to § 272.4(b), which pertains 
to bilingual requirements. Before FNS 
considers costs for allowable informa-
tional activities eligible for reimburse-
ment at the fifty percent rate under 
part 277 of this chapter, State agencies 
shall obtain FNS approval for the at-
tachment to their Plans of Operation 
as specified in § 272.2(d)(1)(ix). In such 
attachments, State agencies shall de-
scribe the subject activities with re-
spect to the socio-economic and demo-
graphic characteristics of the target 
population, types of media used, geo-
graphic areas warranting attention, 
and outside organizations which would 
be involved. State agencies shall up-
date this attachment to their Plans of 
Operation when significant changes 
occur and shall report projected costs 
for this Program activity in accord-
ance with § 272.2(c), (e), and (f). 

[Amdt. 207, 47 FR 52334, Nov. 19, 1982. Redes-
ignated by Amdt. 211, 47 FR 53316, Nov. 26, 
1982; Amdt. 262, 49 FR 50597, Dec. 31, 1984; 52 
FR 36398, Sept. 29, 1987; 54 FR 24527, June 7, 
1989; Amdt. 320, 55 FR 6239, Feb. 22, 1990; 78 
FR 20422, Apr. 5, 2013; 81 FR 92556, Dec. 20, 
2016] 

§ 272.6 Nondiscrimination compliance. 
(a) Requirement. State agencies shall 

not discriminate against any applicant 
or participant in any aspect of program 
administration, including, but not lim-
ited to, the certification of households, 
the issuance of coupons, the conduct of 
fair hearings, or the conduct of any 
other program service for reasons of 
age, race, color, sex, disability, reli-
gious creed, national origin, or polit-
ical beliefs. Discrimination in any as-
pect of program administration is pro-
hibited by these regulations, the Food 
and Nutrition Act of 2008, the Age Dis-
crimination Act of 1975 (Pub. L. 94–135), 
the Rehabilitation Act of 1973 (Pub. L. 
93–112, section 504), Americans with 
Disabilities Act of 1990 (42 U.S.C. 12101) 
and title VI of the Civil Rights Act of 
1964 (42 U.S.C. 2000d). Enforcement ac-
tion may be brought under any applica-
ble Federal law. Title VI complaints 
shall be processed in accord with 7 CFR 
part 15. 

(b) Right to file a complaint. Individ-
uals who believe that they have been 
subject to discrimination as specified 
in paragraph (a) of this section may 

file a written complaint with the Sec-
retary or the Administrator, FNS, 
Washington, DC 20250, and/or with the 
State agency, if the State agency has a 
system for processing discrimination 
complaints. The State agency shall ex-
plain both the FNS and, if applicable, 
the State agency complaint system to 
each individual who expresses an inter-
est in filing a discrimination complaint 
and shall advise the individual of the 
right to file a complaint in either or 
both systems. 

(c) FNS complaint requirements. (1) 
Complaints shall contain the following 
information to facilitate investiga-
tions: 

(i) The name, address, and telephone 
number or other means of contacting 
the person alleging discrimination. 

(ii) The location and name of the or-
ganization or office which is accused of 
discriminatory practices. 

(iii) The nature of the incident or ac-
tion or the aspect of program adminis-
tration that led the person to allege 
discrimination. 

(iv) The reason for the alleged dis-
crimination (age, race, color, sex, 
handicap, religious creed, national ori-
gin, or political belief). 

(v) The names, titles (if appropriate), 
and addresses of persons who may have 
knowledge of the alleged discrimina-
tory acts. 

(vi) The date or dates on which the 
alleged discriminatory actions oc-
curred. 

(2) If a complainant makes allega-
tions verbally and is unable or is reluc-
tant to put the allegations in writing, 
the FNS employee to whom the allega-
tions are made shall document the 
complaint in writing. Every effort shall 
be made by the individual accepting 
the complaint to have the complainant 
provide the information specified in 
paragraph (c)(1) of this section. 

(3) Complaints will be accepted by 
the Secretary or the Administrator, 
FNS, even if the information specified 
in paragraph (c)(1) of this section is not 
complete. However, investigations will 
be conducted only if information con-
cerning paragraphs (c)(1) (ii), (iii) or 
(iv) of this section is provided. 

(4) A complaint must be filed no later 
than 180 days from the date of the al-
leged discrimination. However, the 
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