Interviewing Clients

WORKSPACE
There are basic requirements that are standard for all offices. 

Acessibility

· Ramps.  From the parking lot to the office, any place there are stairs there also should be wheelchair ramps.

· Doorways.  All doorways should be wide enough to wheelchairs and, if possible, be automatic doors.

· Hallways. Hallways must be wide enough for a wheelchair and not obstructed.

· Office.  The office itself should be large enough for two chairs and a wheelchair without rearranging furniture when the veteran arrives. 

Seating

There should be a minimum of two chairs in the office.

•One chair should be with arms for veterans who may have difficulty sitting down or getting up.

•One chair should be without arms for very large veterans who may be uncomfortable in a normal size chair.

Desk Space
· Desk tops should be neat and orderly.  Specifically, ensure no paperwork is viewable that has personal identifiable information.

· Additionally, desktops should be large enough to complete forms and review paperwork simultaneously 

Administrative Support

Each office should strive to have access to the following items: 

· Copy Capability

· Fax Capability

· Lockable File Cabinet

· Dedicated Phone

· Internet Capability

· Supplies

· Forms

· Brochures


APPEARANCE & ATTITUDE
The TVC cannot dictate a dress code for CSO’s.  The recommendations are:

· Casual Business Attire

·   Collared shirt

·   Docket type paints

· Personal Hygiene
Attitude

The attitude of the counselor or service officer is one, if not the, most important aspect of the office.  The philosophy should be; veterans are not an interruption to daily business, veterans are daily business.  Additionally, the most important veteran in the world is the veteran seated in front of you.

A counselor or service officer should NEVER answer a cell phone or regular phone with a client in the office.  Additionally, you should give the veteran your full attention.  Do not continue to work on the computer or do other paperwork while a client is in the office.

A counselor or service officer must be willing to work for the veteran and enthusiastic about the work.

Remember, the most important veteran in the world, is the veteran seated in front of you!
INTERVIEW
The first obstacle to overcome is to determine the purpose for the visit.  Any of the following could be the purpose of the veterans visit to your office:

•Compensation
•Pension

•Medical Benefits

•Education Benefits

•Burial Benefits

•Adaptive Eq.

•Appeal

•Increase In Comp.

•VA Insurance / Loans
•Dependent Status

•Requesting Records

•Champ VA

•Status Of Claim

•VA Nursing Home

•TX Benefits 

•TX Veterans Land Board

ACTION
The suggested sequence of events are:

•1ST Listen
      DO Take Notes

      DON’T Interrupt 

•2ND  Clarify

•3RD  Take Action
REMEMBER

You ARE NOT Required To Have All The Answers.
You ARE EXPECTED To Know Who Or Where To Find The Answer.

RECORD

It is important to keep track of the veterans you see and do work for. The minimum information is:

–Name
–SSN

–Claim #

–Address

–Phone #

–Date

–Notes

!!! IMPORTANT !!!

The Social Security Number is a Sensitive Document and Must Be Safeguarded!
!!! LOCK & KEY !!!

OPTIONAL INFORMATION
Additionally there is optional information that may be recorded. Such as:

–Branch of Service
–Date Entered Active Duty

–Date Separated Active Duty

–Service Number

–Date of Birth
–Place of Birth
–Date of Death
–Spouse’s Name
–Type of Discharge
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