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A client is  complaining that her  
unemployment benefit has not been  
received.   You note she said she had 

been hired a couple of weeks ago.   
Now she says that she was lied to  
and did not get the job as hoped.   
What do you say to this client? 

You answer a call from a gentleman 
complaining about the service he has  

received from one particular  
caseworker.  What is the procedure  

for taking and routing this complaint? 

A taxpayer is requesting specific  
information about her Workman’s  

Compensation claim.  The investigator 
for this claim has this file listed as 

“Pending” and has taken no action, nor 
made any recommendations concerning 

her claim.  What do you say to this  
anxious sounding woman?  

A person is calling and is asking you to 
tell him exactly what he must do to 

qualify for a particular aid program. 
Do you give him the information he is 

requesting, or do you insist on  
reviewing his case as it is currently? 

A business owner calls again, asking how 
long it will take before his application 

will be reviewed for approval. 
You have a large case load and 

you can not get to his application for  
a few days.  He is getting to be a past.   

What is your answer? 

A resident is calling and asking  
why her Food Stamp Card has not  

arrived.  You notice that her account  
is showing considerable activity.   

What do you say or do? 

A person says he wants to thank 
you for the work you did reviewing  

his case, and is offering to give  
you a couple of tickets to a local 

movie theater.  How do you  
respond? 

How do you insure that you do not  
give out account information to  

unauthorized individuals? 
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