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SECTION 3 – COMMUNICATIONS PLAN

Prepared by the

HSD MTO Workgroup

Introduction

Due to budget shortfalls, the Sonoma County Board of Supervisors and employee organizations agreed to implement a Mandatory Time Off during the 2011-2012 fiscal year.  All non-emergency county offices will be closed from December 23, 2011 through January 2, 2012.  The reduced salaries resulting from the forty hours of unpaid leave will result in a payroll deduction of an employee’s annual salary. 

An HSD implementation plan was written last year by a workgroup composed of representatives from each Division.  Each Division provided an opportunity for staff to review the draft plan and give input.  This communication plan is a supplement to the overall MTO implementation plan.  The MTO plan and related documents will be posted on the Intranet for HSD staff.

The goals of the MTO Communication Plan are to: 

· Inform stakeholders about how MTO is being implemented and how it will impact them.

· Promote a consistent message about why MTO is being implemented.

· Prevent un-channeled communication.

· Receive useful feedback from internal and external stakeholders.

Communication is a critical factor to a successful implementation. This Communication Plan was developed to ensure that internal and external stakeholders are informed about MTO and its potential impacts. Notification of MTO will be distributed via press releases, direct mail, phone call, fliers, posters and newsletters to the public, clients, and community-based organizations (CBOs). All notifications will be coordinated with the County Administrator’s Office. Clients will be notified of the closure and related limitation to services prior to MTO. Voice mail messages throughout the department will be changed to provide advance notice of the closure for MTO and will provide MTO information during the time the department is closed. Press releases and public service announcements will be sent to all the media for broadcast and/or publication in advance of the closure, working with staff from the County Administrator’s Office to assure consistency in communication.

1.  Stakeholder Groups

There are many stakeholder groups that the Human Services Department impacts both internal and external to the organization. Internal groups include all staff internal to the Sonoma County Human Services Department.  The first essential step in communications planning for MTO is identifying stakeholder groups and assessing their communication needs.  Each stakeholder group may have different communication needs and the frequency and intensity of communications may be adapted accordingly.  The table below identifies likely internal stakeholder groups, their potential concerns and issues, and possible methods of communication regarding MTO. 

Internal Stakeholders:
	#
	Audience
	Potential Concerns or  Issues
	Possible Method(s) of Communication

	1
	HSD Staff who will be working during the MTO period 
	Service delivery, payroll issues, work schedule changes, safety, taking MTO leave at other times
	Email distribution list, meetings, Intranet postings, telephone, “Thought spot” blog

	2
	Other HSD Staff
	Service delivery, payroll issues, use of leave time
	Emails, Intranet postings, meetings

	3
	Temporary HSD Employees, Volunteers, and Interns
	Service delivery
	Emails, Intranet postings

	4
	HSD Executive Management Team
	Operational issues, impacts to service delivery, staff safety, public opinion, compliance with state law 
	Emails, telephone, meetings


External Stakeholders:

	#
	Audience
	Potential Concerns or  Issues
	Possible Method(s) of Communication

	1
	Existing clients
	Getting answers to eligibility and/or service questions, language needs
	Lobby posters, mail inserts, direct mailing, voicemail greetings, auto dialing, worker contact, text in Notices of Action

	2
	Applicants
	Emergency needs, length of time to get benefits, Getting answers to eligibility and/or service questions, language needs
	Lobby posters, worker contact, voicemail greetings, indirectly through community based organizations (CBOs) and other agency partners

	3
	Community at large
	Customer service
	Broadcast media including: TV and radio, print media including: Press Democrat and other local papers, senior center newsletters, Council on Aging newsletter: Sonoma Seniors Today, and Internet postings

	4
	Board of Supervisors, CAO
	Delivery of services, public opinion
	MTO plan and updates

	5
	Other county agencies (child support agency, auditor controller office, etc.)
	Accessing services, changes in business processes, referrals
	Letter from the Department

	6
	California State Departments including: Social Services, Health Services, Aging, and Veterans
	Client service delivery, performance on statewide accountability measures
	Letter to the state

	7
	Other county welfare departments 
	Information regarding Inter-county transfers
	Email notification, letter from the Department, CalWIN broadcast message

	8
	Labor groups / Unions
	Impact of changes to job roles, staffing levels, employee safety
	MTO plan and updates

	9
	CBOs such as the Redwood Empire Food Bank, and other partner agencies like SRJC
	Client service delivery, length of time to receive benefits and/or services, referral process
	Flyer, meetings

	10
	Partnership hospitals (Sutter and Memorial)
	Client service delivery, timely establishment of beginning date of aid
	Letter from the Department, meeting, telephone

	11
	Other hospitals and clinics
	Client service delivery, timely establishment of beginning date of aid
	Flyer

	12
	Foster Care Homes
	Client service delivery, payments
	Auto dialer, letter from the Department

	13
	Legal Aid (California Rural Legal Assistance ) and other welfare rights organizations
	Client service impacts, privacy issues
	Letter from the Department

	14
	Vendors
	Client service delivery, payments
	Letter from the Department


2.  Communication Methods
Attention should be paid to the message that is given as stakeholders are informed about MTO.

Internal Stakeholders:

· Broadcast E-mails: distributed to appropriate stakeholders as needed

· The MTO workgroup will broadcast e-mails, with informative subject lines, to inform stakeholders of impending events that impact them and/or require their action

· Staff Meetings:  Managers at each Division will conduct meetings with staff regarding the plan for implementing MTO

· Intranet Postings:  The website provides a resource internal stakeholders can access at any time they are connected to the HSD network.  The MTO plan, cheat sheets, and a list of questions and answers will be posted on Sonoma County’s HSD Intranet 

External Stakeholders:

· Newsletters:  will be distributed electronically or in printed form  

· Web site:  HSD will coordinate with the CAO regarding information posted on public-facing internet sites

· Notices:  explaining MTO background, implementation dates, and potential impacts

· Press Releases: to local news media contacts (if necessary).

· Auto Dialer: using the equipment in the IHSS program to automatically call a group of customers and provide them with a recorded message

· Public meetings: if requested

· Letters: sent via direct mail

Additional Communication Vehicles for Clients

· Flyers: available in the public assistance offices and also distributed with QR7s, renewals, application and renewal packets, and at client interviews. Flyers will describe how MTO implementation will impact them

· Signage: to post on closed buildings, and Sonoma County Public Libraries

· Posters inside public assistance offices: Posters will also describe how MTO implementation will impact them

3.  Timelines

Stakeholder Communications timelines for Sonoma County are reflected in the following table:

	Due Date
	Activity
	Responsible

Person

	August 31, 2011
	Convene 2011 MTO Workgroup
	Roy Redlich

	
	Review lessons learned, and develop work plan.
	MTO Workgroup

	September 30, 2011
	Send message to staff regarding MTO, the provision of client services, and the need to recruit volunteers to provide coverage
	Roy Redlich &

MTO Workgroup

	October 31, 2011
	Review and update last year’s MTO plan 
	MTO Workgroup

	
	Send MTO Plan to Execs for approval
	Roy Redlich

	
	Send information for inclusion in selected newsletters
	Erin Schreiner

	
	Update MTO resources site on HSD Intranet
	Kishore Jayaswal

	
	Inform staff of the availability of resources on the MTO website
	Roy Redlich &

MTO Workgroup

	November 10, 2011
	Send MTO plan to CAO 
	Roy Redlich

	
	Finalize telephone scripts (including Spanish scripts for bi-lingual staff) and letters to clients (including Spanish translations)
	MTO Workgroup

	
	Distribute posters to HSD offices. Send letter to CBOs and other identified stakeholders (November 1, 2011)
	Erin Schreiner

	
	Notify HSD Staff to start both voicemail and email MTO notifications 
	Roy Redlich &

MTO Workgroup

	December 2, 2011
	Develop paid advertisement 
	Erin Schreiner

	
	Prepare Public Service Announcements (PSAs) for release in December.  Coordinate with the CAO to provide consistency in messaging and to avoid gaps and redundancies.
	Erin Schreiner

	
	Send letter to Foster Care Homes
	Mignon Evans

	
	Send flyers to clients (including Spanish translations)
	Sherry Alderman & Tammy Larimore

	December 16, 2011
	Deliver press release(s) to media 
	Erin Schreiner

	
	Launch paid advertisement
	Erin Schreiner

	
	Finalize list of staff who will be working in the various offices and update At-A-Glance guides
	MTO Workgroup

	
	Provide an orientation to staff who will be working during the MTO period
	MTO Workgroup

	
	Send email to staff letting them know how to find out who is working during MTO. 
	Roy Redlich &

MTO Workgroup

	MTO Period
	Send email to those working with any pertinent information updates
	HSD Executive on duty

	January 6, 2012
	Send email to thank staff for implementing the MTO plan and remind them to return their voicemails and emails to regular messages
	Roy Redlich &

MTO Workgroup

	January 31, 2012
	Discuss and document lessons learned
	MTO Workgroup


4.  MTO Media Fact Sheet

Due to budget reductions, the Sonoma County Human Services Department will be closed from 5 p.m., December 22, 2011, until 8 a.m. Tuesday, January 3, 2012, while employees take an unpaid leave to preserve client services.  The closures are due to a Mandatory Time Off (MTO) program adopted by the County to save money and to help balance the county’s budget. Savings will preserve many important programs and services that would otherwise have been eliminated from the County’s budget.

The Human Services Department will continue to provide emergency services to clients during MTO. Child Protective Services 707-565-4304 or 800-870-7064, Adult Protective Services 707-565-5940 or 800-667-0404, and the Valley of the Moon Children’s Home will continue to operate during MTO. County residents with immediate needs can apply for public assistance at 2550 Paulin Drive between the hours of 8 AM and 12 noon on December 23rd, 27th, 28th, 29th, and 30th. All offices will be closed on December 26, 2011, and January 2, 2012.  County offices will reopen January 3, 2012.  

MTO shall apply to all regular part-time and full-time employees of the County and any districts under the jurisdiction of the Sonoma County Board of Supervisors.  Employees in 24/7 operations where closure is not possible take 40 hours of Mandatory Time off prior to the end of the fiscal year. Additional information about the MTO closure may be obtained from individual department web sites, or at: http://www.sonoma-county.org/hr/index.htm.

5.  Possible Message Statements to Stakeholders

A process that delays services for our clients is contrary to our Department’s mission. MTO provides an opportunity to deliver messages to the community about Human Services Department functions. 

Possible messages to deliver internally to HSD employees include:

1. What has changed and what is the same with regard to MTO

2. We do our best to meet essential and mandated service requirements 

3. We plan carefully to minimize disruption and to be able to resume normal operations quickly

4. How to get help if needed.

A list of possible messages for external stakeholders includes: 

1. What services will be available during MTO and how to access them

2. We plan carefully to continue essential services

3. MTO is the result of funding reductions.

4. Savings will be used to maintain services 

5. Our services are needed by the community

6. MTO Calendar

2011 – 2012 Fiscal Year

	Sunday
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday

	Dec 18

(Weekend)
	Dec 19

(Open as usual)
	Dec 20

(Open as usual)
	Dec 21

(Open as usual)
	Dec 22

(Open as usual)
	Dec 23

(MTO)
	Dec 24

(Weekend)

	Dec 25

(Weekend)
	Dec 26

(Holiday)
	Dec 27

(MTO)
	Dec 28

(MTO)
	Dec 29

(MTO)
	Dec 30

(MTO)
	Dec 31

(Weekend)

	Jan 1

(Weekend)
	Jan 2

(Holiday)
	Jan 3

(Open as usual)
	Jan 4

(Open as usual)
	Jan 5

(Open as usual)
	Jan 6

(Open as usual)
	Jan 7

(Weekend)


7.  Sample E-mail Signatures, Phone Scripts, Letters, and Signs

E-Mail Message to all HSD Staff

Potential message regarding contact with the news media

DATE:



FROM:
Jo Weber, Director

TO:

HSD Managers & Supervisors

SUBJECT:
Contact with News Media

As we approach MTO, members of the news media (newspapers, radio, and television) may want to ask Department employees about service delivery. We have an established procedure for handling this situation. Below is the link to the section of the Department Manual, contacts with the media.  Essentially if staff are approached by a reporter, inquiries should be directed to me, the Assistant Director, or the appropriate Division Director.

Please share with your staff. Thank you.  Link to Department Manual Section 01-6.1
Text for EMAIL Signature

Most offices of the Human Services Department will be closed beginning December 23, 2011, and will reopen at 8:00 a.m. on Tuesday, January 3rd, 2012.  This closure is due to an unpaid leave for employees, one of several cost savings measures adopted to balance the budget and preserve essential county services throughout the year.  We appreciate your patience and understanding during the time that our offices are closed. The following emergency services will continue to be provided during this time:
· Child Protective Services Hotline 707-565-4304 or 800-870-7064
· Elder and Dependent Abuse Hotline 707-565-5940 or 800-667-0404
· Public Administrator/Guardian/Conservator 707-565-5735 (emergency assistance for open cases)
· Emergency Applications for Public Assistance 8:00 a.m. to 12:00 noon, 2550 Paulin Dr. in Santa Rosa. 707-565-2715
· Medi-Cal, CalFresh (Food Stamps), County Medical Services Program, Temporary Assistance to Needy Families/SonomaWORKS (cash aid), General Assistance, and cash aid Homeless Assistance
Instructions for modifying email signature
From Outlook, go to “Tools”, “Options.” Select the “Mail Format” tab. In the “Signature” area click “Signatures.”
In the Create Signature window select your current signature and click “Edit . . .” You can then cut and paste the above text underneath your standard signature. Click “OK”, “OK” and then back on the Options window you can select the signature for new messages as well as replies and forwards.
Phone Scripts

Instructions for Modifying Voicemail Greetings

Dial “1234” and enter your personal security code. Enter “7” for “Set up options” then enter “4” for “Greetings”

November 1 through December 22, 2011

All HSD Divisions

“Due to budget reductions, the Sonoma County Human Services Department will be closing this office from 5 p.m. Thursday, December 22, 2011 until 8 a.m. Tuesday, January 3, 2012 while employees take an unpaid leave to preserve client services.”  

In Spanish

December 23, 2011 through January 3, 2012

A&A Division and Support Divisions (Fiscal-Ops, Office of the Director, and I2)

“Due to budget reductions, the Sonoma County Human Services Department has closed this office from 5 p.m. Thursday, December 22, 2011 until 8 a.m. Tuesday, January 3, 2012 while employees take an unpaid leave to preserve client services.”  

FY&C staff

VOICE MAIL SCRIPT—individual staff

Hello, you have reached the desk of (insert name) of the Human Services Department, Family, Youth and Children’s Services.  Due to budget reductions, the Human Services Department will be closed from 5:00 p.m. on Thursday, December 22, 2011 until 8:00 a.m. on Tuesday, January 3, 2012.  Employees are taking an unpaid leave to maintain vital services.  During this time we will have limited staff available to take child abuse reports.  If you are calling to report child abuse, please call the 24-hour reporting line at 565-4304.  If you have a placement emergency please follow the instructions on the letter you were sent on (insert date).  If this is not an emergency, please contact me when the office reopens on January 3rd, 2012.

VOICE MAIL SCRIPT—central lines

Hello, you have reached the Human Services Department, Family, Youth and Children’s Services. Due to budget reductions, the Human Services Department will be closed from 5:00 p.m. on Thursday, December 22, 2011 until 8:00 a.m. on Tuesday, January 3, 2012.  Employees are taking an unpaid leave to maintain vital services.  During this time we will have limited staff available to take child abuse reports.  If you are reporting child abuse, please call the 24-hour reporting line at 565-4304.

VOICE MAIL SCRIPT—hotline

You have reached the Human Services Department Child Abuse Reporting Line.  If you have received this message then all our staff are busy on other calls.  Please leave your name and a telephone number where you can be reached.  Please note that due to budget reductions the Human Services Department is closed for regular business from 5:00 p.m. on Thursday, December 22, 2011 until 8:00 a.m. on Tuesday, January 3, 2012.  Employees are taking an unpaid leave to maintain vital services.  As we have a limited number of staff processing emergency calls, your patience is appreciated.  Someone will get back to you as soon as possible.

EA and E&T Managers

The following is a suggested message for EA and E&T Managers during MTO:

	Hello. You have reached voice mail for (insert name, title, division/ program as needed) in the Sonoma County Human Services Department. I will be out of the office and unable to take your call until January 3rd, 2012. Due to budget reductions, most Sonoma County offices, including this one, are closed December 23 through December 30.  Employees are taking an unpaid leave to preserve client services. Please call back after January 3rd or leave a message now. I will return your call as soon as possible.  


EA staff
EA staff are responsible for recording the message onto their telephones before leaving for MTO.

	Hello, you have reached voice mail for (insert worker’s name). Este mensaje se repetirá en español (if appropriate). Please pay special attention to the following changed information. 

If your EBT card is damaged or lost, please call 1-877-328-9677.

Due to budget reductions, the Sonoma County Human Services Department is closed except for immediate needs from December 23rd through January 3rd.  Employees are taking an unpaid leave to preserve client services. Only our offices at 2550 Paulin Drive, Santa Rosa will be open from 8:00 am to 12:00 noon December 23rd, and the 27th through the 30th to process emergency applications for cash and/or CalFresh/Food Stamps, urgent medical needs and EBT card replacements.  Offices are closed December 26th for the Christmas holiday and January 2nd for the New Years Day holiday.

Between 8:00 a.m. and 4:00 p.m. you can reach our emergency operator at 565-2715.

Non-emergency changes and applications will be addressed when we return to normal business hours and operations on Tuesday, January 3rd.

Please call back after January 3rd or leave me a message including your name, phone number and the reason why you are calling and I will return your call during the week we reopen.

If you need assistance with other services, please hang up and dial 2-1-1 to speak with an Information and Referral specialist.  If you have a medical emergency, please hang up and dial 9-1-1 or go to a hospital emergency room. 

Spanish:

Usted se ha comunicado con (insert worker’s name).   Por favor escuche todo este mensaje porque la información ha cambiado.

Si su EBT está dañada o extraviada, por favor llame al 1-877-328-9677.

Debido a reducciones de presupuesto, El Departamento de Servicios Humanos del Condado De Sonoma cerrará  las oficinas desde el 23 de Diciembre hasta el 3 de Enero. A fin de preservar servicios esenciales durante el año, los empleados tomaran descanso obligatorio sin pago." El 23 y del 27 al 30 de Diciembre, únicamente nuestra oficina de 2550 Paulin Drive estará abierta de 8:00 a 12:00 para procesar solicitudes de emergencia para asistencia monetaria, estampillas de comida,  Medi-Cal/CMSP, asistencia general y reemplazo de tarjetas EBT.  Procesaremos los cambios y solicitudes que no sean emergencias cuando regresemos a nuestro horario de trabajo normal el 3 de Enero. 

Entre las 8:00 y las 4:00 puede comunicarse con la operadora de emergencia llamando al 565-2715.

Por favor, llame nuevamente después del 3 de enero, o deje un mensaje incluyendo su nombre, número de teléfono y la razón por la que está llamado y le regresare la llamada cuando reabramos.

Para cualquier otro servicio, llame al 2-1-1 para hablar con un especialista de asistencia y consultas. 

Si tiene una emergencia médica, cuelgue y llame al 911 o vaya al hospital más cercano. 


E&T SonomaWORKS Staff

E&T staff will be responsible for recording the following message onto their telephones before leaving for MTO.

	Capricorn Message- 

Hello, you have reached voice mail for (insert worker’s name).  Este mensaje se repetirá en español (if appropriate). Please pay special attention to the following changed information. 

Optional for ETC staff: If your EBT card is lost or damaged, please call 1-877-328-9677.

I will be out of the office from Friday, December 23 until Tuesday, January 3rd.  Due to budget reductions, our offices at Capricorn Way will be closed during this time period. Employees are taking an unpaid leave to preserve client services.  We will reopen on January 3, 2012. We will have limited hours of operation for emergencies at the 2550 Paulin Drive office from December 23 through December 30. If you would like more information, call 565-2715. 

Please call back after January 3, 2012 or leave me a message including your name, phone number and the reason why you are calling and I will return your call during the week we reopen.

Spanish:

Hola, usted se ha comunicado con el buzón de voz de  (insert worker’s name) Por favor preste atención al siguiente mensaje porque la información ha cambiado.

Si su EBT está dañada o extraviada, por favor llame al 1-877-328-9677.

Estaré fuera de la oficina desde el viernes 23 de diciembre hasta el martes 3 de enero  Debido a reducciones en el presupuesto, nuestras oficinas localizadas en Capricorn Way estarán cerradas durante ese periodo. Para preservar los servicios a los clientes, los empleados están tomando días de descanso obligatorio sin pago. Para atender emergencias, tendremos horas de operación limitadas en nuestra oficina de 2550 Paulin Drive del 23 al 30 de diciembre. Reabriremos el 3 de enero de 2012.   Si desea más información, llame al 565-2715. Por favor, llame nuevamente después del 3 de enero, o deje un mensaje incluyendo su nombre, número de teléfono y la razón por la que está llamado y le regresare la llamada cuando reabramos.




Greetings for Capricorn Main SonomaWORKS and Job Link Phone Numbers

The following is the message for the SonomaWORKS Main Number 565-5500 to be used during MTO:

	Hello, you have reached the SonomaWORKS Office.  Este mensaje se repetirá en español. Please pay special attention to the following changed information. 

Our office, located at 2227 Capricorn Way in Santa Rosa will be closed from Friday, December 23, 2011 through Monday, January 2, 2012 due to budget reductions. Staff is taking an unpaid leave to preserve client services.  We will reopen on January 3, 2012. 

We will have limited hours of operation for emergencies at the 2550 Paulin Drive office in Santa Rosa from December 23 through December 30. If you would like more information, call 565-2715. 

If your EBT card is lost or damaged, please call 1-877-328-9677.

Please call back after January 3, 2012

Spanish:

Hola,  

Por favor, ponga atención a los siguientes cambios.

Nuestra oficina, ubicada en 2227 Capricorn Way en Santa Rosa estará cerrada del Viernes, 23 de Diciembre 2011 al Lunes, 02 de Enero 2012, debido a reducciones en el presupuesto. El personal está tomando días de descanso sin sueldo para preservar los servicios al cliente. Vamos a abrir de nuevo el 3 de Enero de 2012.

Tendremos horas de operación limitadas para emergencias en la oficina ubicada en 2550 Paulin Drive, en Santa Rosa del 23 de Diciembre al 30 de Diciembre. Si desea obtener más información, llame al 565-2715.

Si su tarjeta de EBT se extravió o esta dañada, por favor llame al 1-877-328-9677. 

Por favor llame después del 03/ de Enero 2012.


The following is the message for the Job Link Main Number 565-5550 to be used during MTO:

	Hello, you have reached the Job Link Office.  Este mensaje se repetirá en español. Please pay special attention to the following changed information. 

Our office, located at 2227 Capricorn Way in Santa Rosa will be closed from Friday, December 23, 2011 through Monday, January 2, 2012 due to budget reductions. Staff is taking an unpaid leave to preserve client services.  We will reopen on January 3, 2012. Please call back after January 3, 2012

Spanish:

Por favor, ponga atención a los siguientes cambios.

Nuestra oficina, ubicada en 2227 Capricorn Way en Santa  Rosa estará cerrada del Viernes, 23 de Diciembre 2011 al Lunes, 02 de Enero 2012, debido a reducciones en el presupuesto. El personal está tomando días de descanso sin sueldo para preservar los servicios al cliente. Vamos a abrir de nuevo el 3 de Enero de 2012. Por favor llame después del 03/ de Enero 2012.   


Greeting for Paulin Main Phone Number

A script will be developed for use during MTO. 

· Clients who phone the office at (707) 565-2715 during MTO will be answered with the following automated message:

Due to budget reductions, the Sonoma County Human Services Department is closed except for emergencies from December 23rd through December 30th.  Este mensaje se repetirá en español. Employees are taking an unpaid leave to preserve client services.  We will be handling only emergency applications for cash and/or CalFresh/Food Stamps, immediate medical needs and EBT card replacements. Our offices at 2550 Paulin Drive, Santa Rosa will be open from 8:00 am to 12:00 noon December 23rd and the 27th through the 30th to handle these emergencies.  If you need assistance with other services, please hang up and dial 211 to speak with an Information and Referral specialist.  If you have a medical emergency, please hang up and dial 911 or go to a hospital emergency room.  If you need to speak to somebody in our offices, and are calling between the hours of 8:00 a.m. and 4:00 p.m., please press (5) to speak with our emergency operator. (Repeat in Spanish)  Our offices are closed December 26th and January 2nd for normal holiday schedules.

Debido a reducciones en el presupuesto, el departamento de Servicios Humanos del Condado de Sonoma está cerrado, excepto para emergencias, del 23 de diciembre al 30 de diciembre.  A fin de preservar servicios esenciales durante el año, los empleados tomaran descanso obligatorio sin pago. Estaremos procesando solo solicitudes de emergencia para asistencia monetaria y/o estampillas de comida, necesidades médicas de urgencia y reemplazo de emergencia de tarjetas EBT.  Nuestra oficina de 2550 Paulin Drive, Santa Rosa, estará abierta de 8:00 AM a 12:00 del mediodía, el 23 de diciembre y del 27 al 30 de diciembre; para encargarse de estas emergencias.  Si necesita ayuda con otros servicios, por favor cuelgue y llame al 2-1-1 para hablar con un especialista de información y consultas.  Si tiene una emergencia médica, por favor cuelgue y llame al 911 o vaya al hospital más cercano.  Si está llamando entre las 8:00 AM y las 4:00PM y desea hablar con un trabajador respecto a una emergencia, oprima el cinco para hablar con una operadora de emergencia.  Estamos cerrados el 26 y el 2 de enero.

· If the line is busy after pressing the key to speak with the emergency operator, they will hear a busy signal and will need to redial.

· Clients who phone the office at (707) 565-2715 from 8:00 a.m. to 4:00 p.m. during MTO and reach an operator will be answered with the following script:

Operator answers phone as:  “Human Services Department emergency operator”

	Client request
	Operator response

	I would like to speak with my worker.
	I’m sorry sir; our offices are closed except for emergencies this week because of budget cutbacks.  Do you have an emergency?



	I have a hospital bill.
	Have you applied for medical assistance?  

“No”.  You can come to our office between 8 and 12 the 23rd to the 30th to file an application and we can respond to your request when we open again on January 3.  This will ensure your application is filed for the month of December.

“Yes.” Unless you have an emergency, we will look at your case when we return next week.  I suggest you call your worker and leave a voice mail message.  They will get back to you next week.  Would you like me to transfer you to their voicemail?

No, I’m sorry sir, a hospital bill is not considered to be an emergency.

	I need to know when my case will be approved.
	I’m sorry sir but we are not handling that type of request unless it is an emergency.

(If they have an assigned worker):  

 I suggest you call your worker and leave a message and they’ll get back to you next week, or call them again next week.   Would you like me to transfer you to their voicemail?

(If they are assigned to the Service Center):

I suggest you call the Service Center after we reopen next week.  



	I’m out of seizure medication (heart, anti-biotic, etc) and there will be a serious consequence if I don’t get my medication.
	Please come to our office between 8 and 12 and fill out an application and a worker will evaluate your situation.



	I don’t have any food.
	Please come to our office between 8 and 12 and fill out an application and a worker will evaluate your situation.  In the meantime, you can call 211 and they can let you know about food pantries that are open in your area.



	I got evicted from my house and have nowhere to stay/I’m homeless and my kids are sleeping in my car with me/my husband just threw us out/etc.
	If client is already TANF aided, direct to an E&T counter worker.  

If not:   Please come to our office between 8 and 12 and fill out an application and a worker will evaluate your situation.



	Did you get my QR7/verifications/renewal?

I didn’t get my QR7 and my case got discontinued.
	I’m sorry sir, but our offices are closed except for emergencies. 

(If they have an assigned worker):  

 I suggest you call your worker and leave a message and they’ll get back to you next week, or call them again next week.  Would you like me to transfer you to their voicemail?

(If they are assigned to the Service Center):

I suggest you call the Service Center after we reopen next week.  

I’m sorry ma’am but verifying receipt of QR7s/verifications is not considered an emergency.

	No, I don’t have an emergency
	I suggest you call your worker’s voice-mailbox and leave a message and they’ll get back to you next week, or call them again next week.  Would you like me to transfer you to their voicemail?




Letter to Community Partners

November 1, 2011

[Agency Name]

[Address]

[City], [State] [Zip]

Dear Community Partner,

Due to budget reductions, the Sonoma County Human Services Department will close most of its offices from 5:00 p.m. on December 22, 2011 and will reopen at 8:00 a.m. on Tuesday, January 3, 2012.  During this time, employees will take an unpaid leave to preserve overall client services. 

The following emergency services will be OPEN:

· Child Protective Services Hotline
· 707-565-4304 or 800-870-7064
· Valley of the Moon Children’s Center
· 112 Children’s Circle in Santa Rosa
· Adult Protective Services Hotline
· 707-565-5940 or 800-667-0404
· Public Administrator/Guardian/Conservator 
· 707- 565-5735
· Emergency assistance for open cases 
· Emergency Applications for Assistance 
· 8:00 a.m. to 12:00 noon, 2550 Paulin Dr. in Santa Rosa
· Medi-Cal, CalFresh, formerly Food Stamps, County Medical Services Program, Temporary Assistance to Needy Families/SonomaWORKS (cash aid), General Assistance, and cash aid Homeless Assistance

The following offices will be CLOSED:

· Administration

· 3600 Westwind Boulevard in Santa Rosa
· Adult & Aging Services and Veteran Services Office

· 3725 Westwind Boulevard in Santa Rosa
· Child Welfare Services 

· 1747 Copperhill Parkway in Santa Rosa
· Economic Assistance Service Center 

· 520 Mendocino Avenue in Santa Rosa
· Employment & Training Administration 

· 2227 Capricorn Way in Santa Rosa
· Job Link 

· 2227 Capricorn Way in Santa Rosa
· SonomaWORKS 

· 2227 Capricorn Way in Santa Rosa 
· (emergency applications at 2550 Paulin Drive.

Letter from Fiscal to FY&C Vendors

October 11, 2011

Dear Provider, 

Most Sonoma County Employees will be taking unpaid leave from December 23, 2011 through January 2, 2012.  Many county departments will be closed. 

To receive a payment in December, invoices must be received in the Accounting Office by December 10, 2011. You may fax invoices to (707) 565-5890, Attention:  Debra Erlandson.  Please mail the original invoices to the social worker.   Invoices received that do not have the proper authorizations in place by the December 10th deadline will not be paid.

Invoices that are received after December 10, 2011 will be processed beginning January 3, 2012.

If you have any questions, please contact Debra Erlandson at (707) 565-5868.

Sincerely,

Stephanie Houle 

Accountant III

County of Sonoma

Human Services Department

Fiscal Division

(707)565-5872

Flyer to be mailed to Clients before Closure:

	IMPORTANT

HUMAN SERVICES DEPARTMENT CLOSURE

Sonoma County Human Service offices are closing temporarily 

due to budget reductions.  Employees are taking an unpaid leave 

to preserve client services.

The following locations will be closed

December 23, 2011 through December 30, 2011:

· 520 Mendocino Avenue, Santa Rosa

· 2227 Capricorn Way, Santa Rosa

· 3725 Westwind Blvd, Santa Rosa 

To meet emergencies defined by state regulation our office at
2550 Paulin Drive, Santa Rosa will be 

Open from 8:00 a.m. to 12:00 noon:
Closed:
December 23,  December 27,
December  26
December 28, December 29
January 2
and December 30 


Services available during these hours are limited to receiving applications, determining eligibility, and providing emergency benefits for:

· Cash Aid Immediate Needs

· Cash Aid Homeless Assistance

· Expedited Service CalFresh /Food Stamps

· Medi-Cal/CMSP Immediate Needs 

· General Assistance Immediate Needs

If you have an emergency need for food, shelter, or medical services during this time period call 2-1-1 for a referral to a community agency or 

phone 565-2715 to speak with an operator during business hours.

If you have questions before the closure phone your worker.

    All locations will reopen at 8:00 a.m. for regular business on January 3, 2012


IMPORTANTE
CIERRE DEL DEPARTAMENTO DE SERVICIOS HUMANOS

Debido a una reducción del presupuesto, las oficinas Departamento de Servicios Humanos del Condado de Sonoma cerrarán temporalmente. Para preservar los servicios a los clientes, los empleados tomarán descanso obligatorio sin pago.

LAS SIGUIENTES OFICINAS ESTARÁN CERRADAS

Del 23 al 30 de diciembre 2011

520 Avenida Mendocino, Santa Rosa

2227 Capricorn Way, Santa Rosa

3725 Westwind Blvd, Santa Rosa    

Para satisfacer las emergencias establecidas por las regulaciones estatales, nuestra oficina localizada en
2550 Paulin Drive, Santa Rosa, estará

	Abierta de 8:00Am a 12:00PM:

Diciembre 23  Diciembre 27

Diciembre 28,  Diciembre 29

y Diciembre 30
	Cerrada:

Diciembre 26

Enero 2


Los servicios disponibles durante estas horas estarán limitados a recibir solicitudes, determinar elegibilidad y proveer beneficios de emergencia para:

· Necesidades inmediatas de asistencia monetaria
· Asistencia monetaria para personas sin hogar
· Estampillas de Comida de emergencia
· Necesidades inmediatas de Medi-cal/CMSP
· Necesidades inmediatas de Asistencia General
Si necesita con urgencia servicios de vivienda, médicos o de comida durante este periodo, llame al 211 para que lo refieran a una agencia comunitaria o llame al 565-2715 para hablar con una operadora durante horas de oficina.

Llame a su trabajador antes del cierre si tiene alguna pregunta.

Todas las oficinas reabrirán el 3 de enero de 2012, a las 8:00 AM para actividades regulares. 
Signage

Sign to be posted in all EA and E&T Buildings for the Month Prior to Closure

	IMPORTANT

HUMAN SERVICES DEPARTMENT CLOSURE

Sonoma County Human Service offices are closing temporarily 

due to budget reductions.  Employees are taking an unpaid leave 

to preserve client services.

The following locations will be closed

December 23, 2011 until December 30, 2011:

· 520 Mendocino Avenue, Santa Rosa

· 2227 Capricorn Way, Santa Rosa

· 3725 Westwind Blvd., Santa Rosa 

To meet emergencies defined by state regulation our office at
2550 Paulin Drive, Santa Rosa will be open as follows:

Open from 8:00 a.m. – 12:00 noon

         CLOSED
December 23

                  December  26

December 27


         January 2

December 28

December 29

December 30

Services available during these hours are limited to receiving applications, determining eligibility, and providing emergency benefits for:

· Cash Aid Immediate Needs

· Cash Aid Homeless Assistance

· Expedited Service CalFresh/Food Stamps

· Medi-Cal/CMSP Immediate Needs 

· General Assistance Immediate Needs

If you have an emergency need for food, shelter, or medical services during this time period call 2-1-1 for a referral to a community agency or phone 565-2715 to speak with an operator during business hours.

If you have questions before the closure phone your worker.

    All locations will reopen at 8:00 a.m. for regular business on January 3, 2012


IMPORTANTE

CIERRE DEL DEPARTAMENTO DE SERVICIOS HUMANOS
Debido a una reducción del presupuesto, las oficinas Departamento de Servicios Humanos del Condado de Sonoma cerrarán temporalmente. Para preservar los servicios a los clientes, los empleados tomarán descanso obligatorio sin pago.

LAS SIGUIENTES OFICINAS ESTARÁN CERRADAS

Del 23 al 30 de diciembre 2011

520 Avenida Mendocino, Santa Rosa

2227 Capricorn Way, Santa Rosa
3725 Westwind Blvd., Santa Rosa
Para satisfacer las emergencias establecidas por las regulaciones estatales, nuestra oficina localizada en

2550 Paulin Drive, Santa Rosa, estará:

ABIERTA de 8:00 AM – 12 PM


CERRADA
Diciembre 23





Diciembre 26

Diciembre 27





Enero 2

Diciembre 28

Diciembre 29

Diciembre 30

Los servicios disponibles durante estas horas estarán limitados a recibir solicitudes, determinar elegibilidad y proveer beneficios de emergencia para:

· Necesidades inmediatas de asistencia monetaria

· Asistencia monetaria para personas sin hogar

· Estampillas de Comida de emergencia

· Necesidades inmediatas de Medi-cal/CMSP

· Necesidades inmediatas de Asistencia General

Si necesita con urgencia servicios de vivienda, médicos o de comida durante este periodo, llame al 211 para que lo refieran a una agencia comunitaria o llame al 565-2715 para hablar con una operadora durante horas de oficina.

Llame a su trabajador antes del cierre si tiene alguna pregunta.

Todas las oficinas reabrirán el 3 de enero de 2012, a las 8:00AM para actividades regulares. 

Signs to be posted at Paulin during Closure

	2550 Paulin Drive

PICK UP APPLICATIONS HERE

· CalFresh/Food Stamps

· Medi-Cal

· County Medical Services Program (CMSP)

· Temporary Assistance For Needy Families/ CalWORKs

· Cash Aid Homeless Assistance

· General Assistance

Office Hours: 

 8:00 a.m. – 12:00 noon



CLOSED
December 23

                             December 26

December 27


                    January 2

December 28

December 29

December 30

If the office is closed, you may drop off your completed application in the drop box in front of this building.  All applications will be screened.  Only true emergency applications will be processed.  If your application meets the emergency criteria, we will phone you to return to our offices between 8:00 a.m. and noon to process your emergency request.  Please leave a phone number where you can be reached.  If you do not have an available phone number, please come to our office or call us at 565-2715 on the next business day to find out if your application will be processed as an emergency.  

Applications that do not qualify as an emergency will be date stamped.  You will be asked to return for an interview if necessary when normal operations resume. Your date of application will be effective the date you dropped the application off at this office. 

If you have an emergency need for community services such as food, shelter, and emergency medical services, the brochure on this table lists community resources that can help or you can phone our referral staff by dialing 2-1-1. 

All locations will resume normal hours of operation January 3, 2012


2550 Paulin Drive

RECOJA UNA SOLICITUD AQUI

Estampilla de Comida

Medi-Cal

Programa de Servicios Médicos del Condado (CMSP)

Asistencia Temporal para Familias Necesitadas / CalWORKs

Asistencia Monetaria para Personas sin Hogar

Asistencia General

Horas de Oficina:




CERRADO

8:00 AM -  12:00 PM



Diciembre 23





Diciembre 26


Diciembre 27





Enero 2

Diciembre 28

Diciembre 29

Diciembre 30

Si la oficina está cerrada, usted puede dejar su solicitud completa en el buzón frente al edificio. Todas las solicitudes serán revisadas, pero solo las solicitudes que sean una verdadera emergencia serán procesadas. Si su solicitud cumple los requisitos para ser considerada “emergencia”, le llamaremos por teléfono para que regrese a nuestra oficina entre las 8:00AM y las 12:00PM para procesar su solicitud. Por favor, deje un número de teléfono donde nos podamos comunicar con usted. Si no tiene teléfono, por favor venga a nuestra oficina o llámenos al 565-2715 el siguiente día laborable para averiguar si su solicitud será procesada como emergencia.

Las solicitudes que no califiquen como emergencia serán fechadas. Si es necesario, le pediremos que regrese a nuestra oficina cuando reanudemos nuestras actividades regulares. La fecha de su solicitud será el día en que la entrego en esta oficina 

Si necesita servicios comunitarios de emergencia, tales como comida, albergue, o servicios médicos, el folleto que está sobre la mesa contiene una lista de recurso comunitarios que le pueden ayudar, o puede comunicarse con la línea de asistencia llamando al 2-1-1.

Todas nuestras oficinas resumirán sus horas normales de trabajo el 3 de enero de 2012

For the Paulin Drive Building the following signs will be posted:

	IMPORTANT

HUMAN SERVICES DEPARTMENT CLOSURE

Due to budget reductions, this office will be open on a limited basis

from December 23rd to December 30th.  Employees are taking an unpaid leave to preserve client services.

To meet emergencies defined by state regulation our office at
2550 Paulin Drive, Santa Rosa

will be open  as follows:


December 23
8:00 a.m. – 12:00 noon


December 27
8:00 a.m. – 12:00 noon


December 28
8:00 a.m. – 12:00 noon


December 29
8:00 a.m. – 12:00 noon


December 30
8:00 a.m. – 12:00 noon

Services available during these hours will be limited to receiving applications, providing information on community referrals, determining eligibility, and providing emergency benefits for:

· Cash Aid Immediate Needs

· Cash Aid Homeless Assistance

· Expedited Service CalFresh/Food Stamps

· Medi-Cal/CMSP Immediate Needs

· General Assistance Immediate Needs

If you have an emergency need for food, shelter, or medical services during this time period call 2-1-1 for a referral to a community agency or 

phone 565-2715 to speak with an operator during business hours.

All locations will resume normal hours of operation January 3, 2012



IMPORTANTE
CIERRE DEL DEPARTAMENTO DE SERVICIOS HUMANOS

Debido a una reducción del presupuesto, esta oficina estará abierta en horario reducido del 23 de Diciembre al 30 de Diciembre.  Para preservar los servicios a los clientes, los empleados tomarán descanso obligatorio sin pago.

Para satisfacer las emergencias establecidas por las regulaciones estatales, nuestra oficina localizada en
2550 Paulin Drive, Santa Rosa 

Estará abierta:

Diciembre 23
8:00 a.m. – 12:00 mediodía

Diciembre 27


8:00 a.m. – 12:00 mediodía

Diciembre 28
8:00 a.m. – 12:00 mediodía

Diciembre 29
8:00 a.m. – 12:00 mediodía

Diciembre 30
8:00 a.m. – 12:00 mediodía

Los servicios disponibles durante estas horas estarán limitados a recibir solicitudes, determinar elegibilidad y proveer beneficios de emergencia para:

· Necesidades inmediatas de asistencia monetaria
· Asistencia monetaria para personas sin hogar
· Estampillas de Comida de emergencia
· Necesidades inmediatas de Medi-cal/CMSP
· Necesidades inmediatas de Asistencia General
Si necesita con urgencia servicios de vivienda, médicos o de comida durante este periodo, llame al 2-1-1 para que lo refieran a una agencia comunitaria o llame al 565-2715 para hablar con una operadora durante horas de oficina.

Todas las oficinas reabrirán el 3 de enero de 2012, a las 8:00 AM para actividades regulares. 

Signs to be posted at all EA and E&T Offices except Paulin during closure:

	IMPORTANT

HUMAN SERVICES DEPARTMENT CLOSURE

If you have questions regarding the closure of this office 

please call 565-2715

To meet emergencies defined by state regulation our office at
2550 Paulin Drive, Santa Rosa 

will be open from 8:00 a.m. to 12:00 noon, 

 on December 23, 27, 28, 29 and 30, 2011.

This office will be closed December 26th and January 2nd for holidays.

Services available during these hours are limited to:  receiving applications, providing information on community referrals, determining eligibility, and providing emergency benefits for:

· Cash Aid Immediate Needs

· Cash Aid Homeless Assistance

· Expedited Service CalFresh/Food Stamps

· Medi-Cal/CMSP Immediate Needs

· General Assistance Immediate Needs

If you have an emergency need for food, shelter, or medical services during this time period call 2-1-1 for a referral to a community agency or call 

565-2715 to speak with an operator between 8:00 a.m. and 4:00 p.m.

All locations will resume normal hours of operation January 3, 2012. 




IMPORTANTE
CIERRE DEL DEPARTAMENTO DE SERVICIOS HUMANOS

Si tiene preguntas referentes al cierre de esta oficina, por favor llame al 565-2715.

Para satisfacer las emergencias establecidas por las regulaciones estatales, nuestra oficina localizada en
2550 Paulin Drive, Santa Rosa 

Estará abierta:

Diciembre 23
8:00 a.m. – 12:00 mediodía

Diciembre 27


8:00 a.m. – 12:00 mediodía

Diciembre 28
8:00 a.m. – 12:00 mediodía

Diciembre 29
8:00 a.m. – 12:00 mediodía

Diciembre 30
8:00 a.m. – 12:00 mediodía

Los servicios disponibles durante estas horas estarán limitados a recibir solicitudes, determinar elegibilidad y proveer beneficios de emergencia para:

· Necesidades inmediatas de asistencia monetaria
· Asistencia monetaria para personas sin hogar
· Estampillas de Comida de emergencia
· Necesidades inmediatas de Medi-cal/CMSP
· Necesidades inmediatas de Asistencia General
Si necesita con urgencia servicios de vivienda, médicos o de comida durante este período, llame al 2-1-1 para que lo refieran a una agencia comunitaria o llame al 565-2715 para hablar con una operadora durante horas de oficina.

Todas las oficinas reabrirán el 3 de enero de 2012, a las 8:00 AM para actividades regulares. 

Attachment __ Continued: 
	Directions to 2550 Paulin Drive:

From US 101 North, take the Steele Lane exit and make a right onto Steele Lane.  Take a left turn onto County Center Drive.  Take County Center Drive until it ends at Administration Drive.  Take a right on Administration Drive and go two blocks.  Make a left on Paulin Drive and turn right into our parking lot.  2550 Paulin Drive is the two story building at the corner of Administration Drive and Paulin Drive.  

From US 101 South, take the Steele Lane exit and make a left onto Steele Lane.  Take a left turn onto County Center Drive.  Take County Center Drive until it ends at Administration Drive.  Take a right on Administration Drive and go two blocks.  Make a left on Paulin Drive and turn right into our parking lot.  2550 Paulin Drive is the two story building at the corner of Administration Drive and Paulin Drive.  

If you are coming from the Sonoma area, take Hwy. 12 to Santa Rosa and merge onto US 101 North.  Follow the directions above from US 101 North.  




Direcciones a 2550 Paulin Drive

Desde la autopista 101 Norte, tome la salida Steele Lane y gire hacia la derecha sobre Steele Lane.  Doble a la izquierda en County Center Drive.  Continúe en County Center Drive hasta llegar a Administration Drive.  Doble a la derecha en Administration Drive y continúe por dos cuadras. Tome a la izquierda en Paulin Drive y entre en el estacionamiento a la derecha.2550 Paulin Drive es el edificio de dos pisos en la esquina de Administration Drive y Paulin Drive.

Desde la autopista 101 Sur, tome la salida Steele Lane y gire hacia la izquierda sobre Steele Lane.  Doble a la izquierda en County Center Drive.  Continúe en County Center Drive hasta que llegue a Administration Drive.  Gire a la derecha en Administration Drive y continué por dos cuadras. Tome a la izquierda en Paulin Drive y entre en el estacionamiento a la derecha. 2550 Paulin Drive es el edificio de dos pisos en la esquina de Administration Drive y Paulin Drive.

Si viene desde el área de Sonoma, tome la carretera 12 hacia Santa Rosa y continúe hasta juntarse con la autopista 101 norte.  Siga las direcciones mencionadas arriba para la autopista 101 norte. 


