Practice # 5:  Customer has received a letter from HHSC stopping her food stamps.     How and when to say “no” when the customer wants a penalty removed. 
A customer, Lori Michaels, comes into the office after receiving a letter from the food stamp office telling her that she will no longer receive her food stamps. The WorkSource requested a sanction on Ms. Michaels’ food stamps on July 18th because she failed to respond to The WorkSource recruitment letter.  The Greeter welcomes Ms. Michaels as she walks into the office.

We need someone to play the following parts:

Greeter

Personal Service Representative (PSR)

Ms. Lori Michaels (LM)

Practice # 5 :  How to say “no”
Greeter to LM:  Hi, welcome to The WorkSource! How may we help you today?

LM: I received this letter saying you cut off my food stamps. 
Greeter: Do you have the letter with you?

LM:  No, I don’t!

Greeter:  Do you remember what the letter said?

LM:  The letter said they stopped my food stamps because I did not come to your office.
Greeter:  You need to see one of our Services Representatives.  Follow me and I’ll take you to the next available one. 
The Greeter escorts LM to the next available PSR, Dorothy Griggs, and introduces them.

Greeter: Dorothy this is Lori Michaels.  She received a letter from the food stamp office and needs your help.  She does not have the letter with her.

PSR:  Hi Ms. Michaels. My name is Dorothy Griggs (PSR shakes LM’s hand).  I am a Service Representative and I’ll be helping you today.  Please have a seat and we’ll see what’s going on.
LM:  Okay

PSR:  Did the letter you received say that you are losing your food stamps because you did not respond to a letter asking you to come into The WorkSource?
LM:  Exactly!

PSR:  Will you give me your Social Security number so that I can look up your record.

PSR enters LM’s Social Security

PSR:  Yes, ma’am, we sent you a letter on July 11th asking you to come into the office for help in finding work.   The letter said you had to contact us within 7 days to keep your food stamps. When we didn’t hear from you we sent a request to the food stamp office to stop your food stamps.

LM:  But I was working in July, I’ve been working since May.

PSR:  Oh good.  What kind of work are you doing?
LM:  I’m babysitting for my neighbor.  I work 15 hours a week and she pays me $35 weekly.  That helps me with my extra expenses during the month.

PSR:  I’m afraid that you must find a job with more hours and better pay to keep your food stamps. We can help you get a better job.  The labor market is good right now.   
LM:  I really like to baby sit.
PSR:  Well we have jobs in day care centers.  That might work out for you. 
LM:  What about my food stamps? 

PSR:  I’m sorry we can’t get your food stamps back right away because you didn’t come to the office or call us when you got the letter. You can talk to the people at the food stamp office about how to reapply for your food stamps. 
LM:  So I will have to reapply.
PSR:  Yes, I believe you will.  I really think we can get you a babysitting job, or something else that suits you, pretty quickly.  I can also give you a list of local food banks that may be able to help you during this month.  Don’t let me forget to give you that before you leave. 
LM:  Thank you.  That will go a long way.

PSR:  You are welcome.  Can you stay and let me help you look for a job?  
LM:  Yes, I guess so. 
PSR:  There is one other thing that you may want to do today.  If you had come to the office in response to the letter we sent, we would have given you information about what you must do to keep your food stamps. That takes about 15 or 20 minutes.  If you want that information while you are here, we can talk about it now.  

If you reapply for food stamps you will get the letter again and have to come back for the information.
Would you like to go over the information with me now or would you rather just begin looking for work.

LM:  If I do it now, will I have to do it again?

PSR:  No.  You may get another letter but you will just have to call and remind me that you have already gotten the information brochure and signed the forms.  I hope that you will have a job by the time that happens. 

LM:  I guess I will do it all now.  My Mother is taking care of my child all afternoon because I didn’t know how long I would be here. 
PSR provides the Food Stamp orientation using the Brochure and the “FSE&T Orientation Staff Guide”.  She uses the Job Search Map to determine that LM wants to work in a daycare center but has also done some retail work and would do that again if she didn’t have to work at night. LM does not have a car and will need child care if she gets a full time job. 
PSR:  We’ve gotten a lot done today.  You need to put an application in our database WorkInTexas.com.  It will match you with the kinds of jobs you want.  Do you know how to use a computer?
LM:  I’ve used one but I’m not really good.  If I was better, I could work in an office.  That is what I would like to do when my son goes to school. 
PSR:  That’s good to know. I can tell from our conversation that you will interview well. After you find a job in a daycare center, or a store, we can talk more about training that will help you get a job in an office later. We may be able to help you with that.  
For now, let’s get your application into WorkInTexas.com. Do you use the computer well enough to do it yourself?  There is a resource specialist who can get you started and answer questions if you get stuck.

LM:  I might like to do it.  
PSR:  Good.  Use the information that we wrote on the Job Search Map to guide you on the application.  After you get it entered, come back to me and we’ll match you with some jobs.

LM comes back to the PSR after completing her work application.  
PSR:  This looks great.  I’m going to add a few things that I have learned will help you to match with the right jobs. I’m going to be sure your application matches with jobs not too far from your home or on a bus line.  You can look at what I’m adding.  

Now let’s see if the application matches with some jobs.  
It matches with six and a new job just came in that I think will be very good for you. 

LM:  Really.   You’re going to tell me about 6 or 7 jobs?

PSR:  Sometimes the computers matches aren’t right for you.  We’ll look at them and pick the one you are most interested in.  Sometimes if they just want you to email a resume, we give you several.

LM:   Are any of them in day care centers?

PSR:  Yes.  The new one I mentioned is at a daycare center in your neighborhood.  They just called to say they needed someone to work full time including some Saturday work. Your child will get free care and they will negotiate pay depending on your experience. 

LM:  What is the name of the place?

PSR:  ABC Daycare.  Do you know it?

LM: Yes, in fact, I live right near it. Do you think they will count my experience keeping kids in my home?

PSR:  I think so, but you need to go and talk to them about that.  Do you have a resume?

LM:  No.  Do I have to have one?

PSR:  We can get one out of WorkInTexas.com but if this job doesn’t work out you should come back into the office for a better one. You should check on this job quickly.  It’s always good to apply soon after the job has been listed with us. Can you go today?

LM:  Yes.  I need to go home and change clothes.  

PSR:  Do you have transportation to the interview?

LM:  Yes. I have my Mother’s car today.  I could get to this job because it’s close enough that I can get a ride.  My Mom used to take me to work before I lost my last job. 

PSR:  Good luck.  Here’s my card but you can talk to anyone here about a job.  Please remember to call us or come back into the office if this job doesn’t work out right away.  We can help you get a good resume and we have classes on how to interview.  We get new jobs everyday.  There are lots of retail jobs right now and we almost always have day care jobs. 

You may want to start using the job search log now.  It helps you keep track of your job search. 

LM:  I will, Thank you.

PSR:  You’re welcome.  I’ve enjoyed talking to you today.  Please keep in touch.  Here is the list of food banks that I mentioned before.  Remember that anytime you get a letter from us, you have to call or come in.  
LM:  Can I call you?

PSR:  Sure, you can call me or you can speak with another staff member whichever is most convenient for you.”

LM:  Thanks again.  
Discussion Questions:

1. Was the PSR clear in telling the customer “no” on her request to remove the penalty?  
· The PSR clearly stated that we could not remove the penalty.  She continues to turn the conversation to work.


· The PSR does not act as though she is an expert on HHSC procedures.  We want our customers to talk to HHSC about benefits and talk to The WorkSource about work. 

· We want our customers to know that there are jobs available and helping them get a job is what we do. 

2. Did the PSR ask enough questions to determine that the customer does not have good cause for not answering the letter?

· Yes.  The customer had many opportunities to say why she did not respond to the letter.  We assume that her explanation is the reason and move on to a discussion about getting her a job. 
3. Must we discuss appeals with the customer?  
· No.  The letter from HHSC tells the customer she may appeal.  We do not avoid the conversation if the customer asks but our job is to find the customer work.  It is not to help the customer get benefits from HHSC.  While we do not want to hide information of interest to the customer, we want to make it clear that the role of The WorkSource is to help the customer find work.  The role of HHSC is to discuss benefits. 

4. Can we do an orientation while the customer is sanctioned and not receiving food stamps?

· You must always suggest options to make requirements easier for the customer.  Use common sense in determining the order of service delivery.  If it is easier on the customer to get a series of services in one visit, offer that option.   If you know the customer will get a letter about a service she has already received tell her what to do when that happens.   
Discussion Points:

1. How can we keep the conversation on jobs when the customer wants to talk about benefits?

2. If we know a great deal about how HHSC works isn’t it a help to our customer to tell them what we know? 

3. How can we encourage customers by letting them know about our current labor market? 

