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Serving the Public & Lobby Procedures

26. Serving the Public & Lobby Procedures

26.1

Overview

District office lobbies are the space where the public enters and often forms their first impression of our
organization.
The Social Services Agency (SSA) lobbies should fulfill many functions, including providing a secure,
open, and easily navigable space. When the process for serving the public is clear and well thought out,
our lobbies can provide an air of dignity, safety and professionalism, thus inspiring public trust.
The foundation of our agency’s goals for our lobbies is to: streamline the user’s experience, consolidate
functions, reduce clutter, unify signage, and maintain a professional cohesive image.
Lobbies should be clean and well-maintained, following the adage, “a place for everything, and
everything in its place.” Signs, posters, and messages should not be randomly placed around the lobby
on easels, bulletin boards, walls, columns, etc.
Office Management Coordinators (OMCs) or other designated persons must ensure that these
guidelines are followed in all public spaces. Bi-weekly lobby sweeps must occur to ensure all posted
material is current, appropriate, and maintained in an orderly fashion.

26.2

Confidentiality

Confidentiality of a client’s Personally Identifiable Information (PII) must be maintained at all times.
• Do not call clients by their first and last name. Using the lobby ticket system and only calling a
client by the assigned ticket number is a best practice and should be followed. If the client does
not respond to their ticket number, call the client by only their first name or only their last name,
not both names together.
• At lobby windows, have clients use the numerical keypad instead of asking them to verbally
provide any numerical PII (Name, SSN, DOB, address, telephone number, etc.). If a numerical
keypad is unavailable or not functioning, please have the client complete the “Registration Form”
(SCD 2377), which is available on the DEBS Forms Library. Keep these forms within a folder
during the day, and place the completed forms in the Shred-It Bin by the end of each day.
• Do not have clients sign in on a sheet where the PII of clients other clients can be viewed.
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• If the Language Line needs to be used at the lobby windows to get a client’s PII, instruct the
interpreter to have the client write their PII down on the SCD 2377 or on a separate piece of paper
which will be kept in a folder and placed in the Shred-It Bin by the end of each day.
• Lock all staff computers ( & L) when stepping away from workstation for any reason, even if it’s
only to pick up printouts at a nearby printer.
Reminder:
Protecting PII is of paramount importance, PII is any information that permits the identity of an
individual to be directly or indirectly inferred.

26.3

Language Assistance

Services must be available at all lobby points of contact (greeter, window staff) in all languages either
with on-site interpreters, bi-lingual coded staff or the use of the language line. (Refer to Common Place
Handbook Chapter 36 Civil Rights “Requesting Interpreter Services,” page 36-38 for more information.)
Staff must hand the laminated color copy of the We Speak Your Language (SCD 2334) to the client at
any point of contact to allow the client to select their preferred language. Do not post the SCD 2334
anywhere in the lobby (windows, walls, doors, etc.).
For more information on Language Assistance, please reference Common Place Handbook Chapter
36.4. (Refer to Common Place Handbook Chapter 36 Civil Rights “We Speak Your Language,” page
36-26 for more information.)

26.4

Reasonable Accommodation

Reasonable modifications, also known as reasonable accommodations, may be necessary to allow
individuals with a disability to access a program or service, to comply with program requirements, to
participate fully in programs, services and activeness, or to avoid potential sanctions for
disability-related noncompliance with program rules.
Specific policies, such as the policy on Service Animals, can be found in Common Place Handbook
Chapter 36 (Civil Rights). (Refer to Common Place Handbook Chapter 36 “Civil Rights,” for more
information.)
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Application & Verification Submission

Applications must be accepted during all hours of operation, with NO cut off times. Staff must ensure
applications are date stamped upon receipt to preserve the initial date of application.
Internal and external Drop Boxes must be maintained with appropriate threshold language signage
informing clients to include name and DOB or case number on any items dropped off in the box.
The Verification Received Receipt signage must be displayed at all customer service windows
informing clients that a Receipt for Documents (CSF 30) is available upon request when submitting
verifications to the district office. If the client is requesting a verification receipt, complete the CSF 30
and provide it to the client.
CalFresh Food applications must be readily available, easily accessible in the lobby without having to
request the application from staff, with clear signage in all county threshold languages. To apply for
CalFresh Food, applicants are only required to complete the minimum application information, which
consists of only the applicant’s name, address, and signature. (Refer to CalFresh Handbook Chapter 3
Application “Minimum Application Requirements,” page 3-6 for more information.)
All applicants must be offered the option of a telephone interview when applying for CalFresh or
CalWORKs.

26.5.1

Online Portal for Client/ Applicant Verification Submission

In recent audit findings, it was determined that email and text communication with clients does not
provide adequate security to protect our client’s Personal Identifiable Information (PII).
DEBS staff should no longer request applicants/clients to send verifications via email or Message
Media (texting) through their worker or office email addresses.
To address PII security issues, a new DEBS Online Portal has been created for applicants and clients to
securely submit verifications and/ or documents, including Semi-Annual Reports (SAR 7s) and other
reports/ forms to their workers online. Applicants and clients can access this portal via the link:
• https://ssadocupload.sccgov.org/DEBS
Note:
The Spanish and Vietnamese versions of the Online Document Upload Portal are available for the public
to access effective 05/28/2021.
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Reminder:
Applicants and clients can still submit verifications, reports, and forms to DEBS through other
conventional methods such as: via MyBenefitsCalWIN.org, GetCalFresh.org, DocuSign, U.S.
Mail, drop off documents at district office drop boxes, or by fax. Verbal statements over the
phone are also accepted, per specific program regulations.

Online Portal
The documents submitted by applicants and clients will be monitored and identified by designated
clerical staff located at the Benefits Assistance Center (BAC). Clerical staff uses DEBS Doc Scan to
sort documents and place them in the appropriate IDM flaps. After identifying the appropriate worker,
the information will be sent to the worker either attached via email or by TMT.
• TMTs will be created for Eligibility Workers, and/or
• Emails with the document(s) attached will be sent to CalWORKs Employment Services (CWES) staff at
CWESreports@ssa.sccgov.org or to General Assistance Vocational Services at VS@ssa.sccgov.org

Identifying Documents
In situations where the documents received do not contain identifiable information, clerical staff will
need to do some research (i.e., check CalWIN and/or MEDS for matching names, date of birth,
address, etc.) to see if there is an open case. When the case is found, forward the information to the
assigned worker.
If the case has both an Eligibility and an open Employment Services case, review recent Case
Comments to determine who may have requested the documents received via Online Portal. If unable
to determine:
• TMT’s will be created for Eligibility Workers, and
• Emails with the document(s) attached will be sent to CalWORKs Employment Services staff at
CWESreports@ssa.sccgov.org or to General Assistance Vocational Services at VS@ssa.sccgov.org

Online Portal Screenshots
This is what our clients will see when accessing the new Online Portal.
Applicants and clients will need to enter their first name, last name, and case number. These are all
required fields, identified by red asterisks (*).
Spanish and Vietnamese language selections are available in the upper right-hand corner of the page.
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Note:
If applicants and/ or clients have any questions with the Online Portal, they can click on the FAQ
button located in the upper right hand corner to help answer their questions or address any
technical issues that may arise. Additionally, there is an Online Document Upload User’s Guide
YouTube Video posted on the FAQ for further assistance.

If the system is able to locate the case based on the information entered, the next screen will allow
them to upload documents. Be sure that the client or applicant is clicking on Submit to ensure the
documents have been submitted into the portal.

If the applicant/client doesn’t know their case number, another option will display for them to enter their first
name, last name, and date of birth. This screen will also ask them to also enter their address.
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If their case is not found, another screen will ask the client to enter additional information and they will be
contacted for additional information to locate their case. See screen shot below.
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Once the applicant or client submits their document(s) successfully, the Online Portal will prompt the
user if they would like a verification receipt. The verification receipt will then be emailed to the applicant/
client.
Designated clerical staff will have access to the new Online Portal and be able to save documents
received to IDM and/or email those documents to the appropriate Employment Services/ Vocational
Services staff.
[Refer to “Documents Received via MyBCW, Online Portal and/or U.S. Postal Service,” page 2-1 of the
Clerical Handbook]

26.5.2

Marketing and Promotion of the DEBS Online Portal

It is crucial for DEBS staff to protect our clients PII and promote the use of the Online Portal. Staff must
no longer accept emailed verifications from clients/ applicants.
Online Portal postcards will be sent to district offices for distribution to clients via the DEBS Resource
Rack (rotating shelf) located inside the lobbies (or outside lobbies during COVID-19).
Additionally, the SSA DEBS public-facing website has been updated to announce the Online Portal for
clients and applicants to easily locate it from various DEBS program web pages. A new button labeled,
“Submit Documents Online” will be visible on the right hand side of the web pages.

26.5.3

Automated TMT Creation for Verifications Received from the Online
Portal

Effective 05/15/2021, the Online Portal verifications received into IDM DataCap will have an automated
TMT created when the clerical staff selects the TMT Category: “Verification.”
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Note:
SAR 7 and RRRs received through the Online Portal should not be marked as “Verification” in IDM, and
need to follow the existing process of being marked as “Received” in CalWIN.

26.5.4

Client Document Submission Date Look-Up

In IDM Retrieval, staff can look-up the date that the applicant/ client submitted the documents to DEBS
by going to the Properties of the document, and scrolling down to the “SubmitDate” field, as seen in
the two screen shots below:
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Additionally, the client submission date information is available on the TMT ticket if it was created from
the “Verification” trigger in IDM.
If the SAR 7 or RRR is received, the EW can rely on the “SubmitDate” in IDM Retrieval for the date
and time when the client submitted the reports to DEBS, as seen in the screen shot below:
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Policy on Lobby Postings

The postings listed below must be permanently displayed in District Office lobbies. They are required
by regulation of law and are routinely checked during State and Federal audits.
The listing below does not include other Program approved “temporary” postings which must be
displayed in lobby areas. The time line for these temporary postings will be given in instructions
received from Program to the OMC or designated office contact.
All postings in district office lobbies:
• Must be pre-approved by DEBS Program. Do not accept solicitors’ (internal or external) requests
to post or add their own postings without approval from Program.
• May only be posted or placed in designated locations (cabinets, bulletin boards, resource rack,
etc.).
• Should be ascetically pleasing to the eye (printed in color, laminated, straight, level, spaced
appropriately, etc.).
• Must be printed in their original version; do not make copies of postings.
Do not tape, staple, or attach anything to the walls.
Postings must be checked bi-weekly by the designated person in each office. Temporary postings must
include removal dates and must be monitored.
Note:
The most recent version of these postings is maintained by DEBS Program. To order postings
use District Office Lobby Postings Order Form SCD 2567 found on DEBS Forms Library. Email
SCD 2567 to ProgramBureau@ssa.sccgov.org and type “Publishing Request” in the subject
line.
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Required and Approved Lobby Postings

The following items listed below must be posted and available at all times:
NAME OF POSTING

IDENTIFYING PICTURE

DOCUMENT TYPE

And Justice For All (AD-475B)

Poster - Bilingual

Bilingual Services

Poster - Multilingual

CalFresh Food Expedited
Services (ES) Agency
Conference

Poster - Trilingual

CalFresh Food Restaurant Meals
Program (RMP), Double Up Food
Bucks (DUFB), Market Match
(MM)

Poster - Trilingual

Drop Box

Sign - Trilingual
Post on Both Internal &
External Drop Boxes

Everyone is Different, but Equal
Under the Law (PUB 86)

Poster - Multilingual
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IDENTIFYING PICTURE

DOCUMENT TYPE

Got Verifications? (Different Ways
to Provide Verifications)

Poster - Trilingual

Need Help Disability

Poster - Trilingual

Need Legal Services

Poster - Trilingual

Second Harvest of Silicon Valley
Free Community Market

Poster - Trilingual

SSA Contact Us

Poster - Trilingual

Verification Received

Posted -Trilingual
Sign on all lobby CST windows
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IDENTIFYING PICTURE

CalFresh Food Applications
(CF 285)

Office Hours of Operation

26.6.2

DOCUMENT TYPE
Application Form - Separate
Versions for English, Spanish &
Vietnamese

No Standard

Hours Should be Clearly Posted
Facing the Outside of a Lobby
Window or Door

DEBS Program Resource Rack

The DEBS Program Resource Rack has been provided to each district office lobby and is used for
clients to browse information on current resources available. Staff should also regularly refer in-office
clients to utilize the Resource Rack.
Note:
If there are any issues with the Resource Rack (broken, not stable, etc.), please contact Central
Services.
The following items are approved print materials to be available in the Resource Rack:
NAME OF POSTING

IDENTIFYING PICTURE

DOCUMENT TYPE

CalFresh Employment & Training

Flier - Trilingual

CalFresh Food

Flier - Trilingual
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IDENTIFYING PICTURE

DOCUMENT TYPE

CalFresh Food Restaurant Meals
Program (RMP)

Brochure - Trilingual

CalFresh Food Restaurant Meals
Program (RMP), Double Up Food
Bucks (DUFB), Market Match
(MM)

Full Size Postcard - Trilingual

CalWORKs

Flier - Trilingual

CalWORKs Employment Services

Flier - Trilingual

Dignity on Wheels

Flier - Trilingual

EBT Card

Postcard - Trilingual
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IDENTIFYING PICTURE

DOCUMENT TYPE

General Assistance

Flier - Trilingual

Got Verifications? (Different Ways
to Provide Verifications)

Flier - Trilingual

Medi-Cal

Flier - Trilingual

My Benefits CalWIN Mobile App

Flier - Trilingual

Second Harvest of Silicon Valley
Free Community Market

Flier - Trilingual

SSA Contact Us

Flier - Trilingual

SSA Programs
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NAME OF POSTING

IDENTIFYING PICTURE

DOCUMENT TYPE

Submit Documents Online

Postcard - Trilingual

Voter Registration

Application Form - Separate
Versions for English/Spanish
& English/Vietnamese

Your Rights Under California
Welfare Programs (Pub 13)

Brochure - Separate
Versions for English, Spanish
& Vietnamese

Time Limited Postings

26.6.3

Identify by Instructions
Sent by Email

TBD

Lobby Television Monitors

Program will provide all the content that is displayed on the lobby monitors. Do not accept solicitors’
requests to display content without approval from Program.

26.7

Customer Service

Providing service to the public is an essential duty that all employees of the County of Santa Clara are
dutifully entrusted with by our taxpayers. It is crucial that services be consistently performed with the
following in mind:
• Be courteous and professional at all times, ensuring that clients feel at ease.
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• Listen patiently and attentively; take the time to truly figure out what the client needs.

• Communicate clearly and effectively, keep it simple and leave nothing to doubt. Remember
communication is more than just the words you say.
• Educate the client on what you can and cannot do, give them realistic time-lines, so they know
what to expect.
• In person communication is most effective, if the client has taken the time to come into the office,
remember to take the opportunity to interact directly with the client.
• Keep a calming presence; if the client is upset the situation will not improve if you become upset
also.
• Practice empathy; deliver unwanted information with a dose of care, concern and understanding.
• Respond with positive language:
• Without positive language: “You won’t get benefits until next month, because you didn’t fill out
your form in time.”
• With positive language: “We can help you complete your forms today to ensure your benefits
will be available on the 1st of next month.”
• Be confident in your answers. If you do not know, it’s okay to acknowledge that and inform the
client you will get back to them with an answer.

Page 26-17

Update #21-02

Common Place

26. Serving the Public & Lobby Procedures

page 26-18

• Present a cheery persona to the public; do not take things personally. Act as if you are having a
great day.
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