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  an introduction to casework
Most people think of Members of Congress as lawmakers, first and foremost. But equally
important is the help that Congressional offices give to constituents who have problems with federal departments and agencies.
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Casework – or Constituent Service, as it is often
called – is one of the most valuable functions of a Congressional office. It fills an important humanitarian need and gives the Member of Congress a direct line to the needs and concerns of his or her constituents.
You might think of it as the Customer Service Department for the federal government.
Each Member of Congress has several staff members, called caseworkers or constituent liaisons who handle constituent service inquiries, typically in the District Offices. A case is the documentation of that problem, including everything from notes about conversations to copies of responses from federal agencies.
Cases will vary from call-to-call, from the routine to the complicated to the bizarre. However, the caseworker can follow some general principles which will apply to each case.
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First, the caseworker should not try to judge the      validity of a constituent’s claim. Your duty is to record a constituent’s concerns and contact the appropriate agency for action. There will be times when you will know that the constituent’s case is hopeless. However, your job is to allow those most qualified to make that determination. The obligation of the caseworker, as the local arm of the Member, is to be helpful to all. Remember, your attitude reflects on the Member.
A caseworker must be able to identify the real problem to be effective.
This can be a difficult task, as the constituent is not always certain of the problem himself. Gather as much information from the constituent as possible. Think of yourself as a newspaper reporter who must have all the facts before you can produce an article. You must develop a clear understanding of the situation.
A helpful tool is to ask the constituent what outcome he or she would like to see. If that outcome is impossible to achieve, look for alternate solutions and
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make other recommendations. You should not give up on a case or deem it hopeless until you have exhausted all possibilities.




Put yourself in the constituent’s place and don’t leave any stone unturned. If bad news is inevitable, try to have some good news to present along with the bad – but do not give false hope. Establishing a good rapport with the constituent can help make the bad news easier to take.

Speed in looking for solutions is of the utmost importance. As soon as possible after the constituent has either called or written the office, follow-up with a letter from the Member of Congress expressing concern about the problem. While the case is in the working stage, keep the constituent informed of any progress by passing along correspondence from agencies you have contacted, translating information you have received from bureaucratese into English, and providing a chronology of what will happen next.
Most importantly, don’t let cases sit in your filing cabinet or on your desk for long periods of time. Again, put yourself in the constituent’s place: Remember the times that you have requested service – from a repairman, a waitress, or anywhere else – and your request was mishandled or delayed? If you do not give prompt, efficient service, the constituent may become frustrated and will begin to feel that the Member is not concerned about his or her problem.
If you become overloaded, notify your supervisor immediately. Your co-workers will be happy to chip in to help you get through the busy periods, and the constituents will be better served because of it.

The Agency Contact
The caseworker’s main task is to be a liaison between 
the constituent and the government. You will collect data,
make inquiries on behalf of the constituent, and attempt – 
with the help of federal, state and local agencies – to 
resolve the problem. An important tool in this task is the 
Privacy Release Form (see Privacy Act of 1974 later in
 this section). Without a signed consent form or letter 
from the constituent, federal (and some state) agencies are under no obligation to release information to you about the case. In fact, most will flatly refuse to be of service without it. Once you have a signed consent form or letter, you are free to make inquiries on behalf of the constituent. (A signed letter from the constituent to the congressman may serve in lieu of a privacy release form for some agencies.)
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In making your inquiries, be sure you know where to go for the answers you need. Government websites and the U.S. Government Manual are very helpful in outlining which agencies handle specific problems. Once you have determined the appropriate agency, make an inquiry and include the Privacy Release Form and any correspondence you have received from the constituent. Bear in mind that it is not always appropriate to forward a constituent letter, especially if it contains inflammatory language. Use discretion.
Directing cases to an agency can be done by either letter, fax, telephone, and some agencies are now accepting inquiries by e-mail. When sending letters, be sure to restate the problem as you understand it, ask specific questions, request statutory or regulatory information, and set a time limit for the reply if possible. When communicating by telephone, be sure to keep detailed notes of the conversations, the name of the person you talked with, and the telephone number of your contact.
While waiting for an agency response, keep the constituent informed of the status of the case. If you don’t receive an agency response within a reasonable amount of time (typically 60 days), contact the agency to determine the status of your inquiry and when you will receive a response. On the other hand, if an agency has been prompt and very helpful, a letter to the agency head is appropriate. Not only will this express your appreciation, it will also promote goodwill for future contacts.
Once you have received the information needed to respond to the constituent, write a response, bearing in mind some important principles. The letter should be short and to the point. It should be simple, not flowery. Your job is not to impress with your literary genius, but to be understandable. Don’t write editorials; just communicate the facts with sincerity and strength. Know what you are talking about. When possible, use enclosures which might be helpful. And finally, don’t give false hope. Tell it like it is. Constituents may not like the news they get, but they will appreciate the truth.

When all is said and done, give the Member the credit for good results. The constituent may know that you did the work, but everything the staff does is in the Member’s name. Don’t try to make constituents think the Member did the legwork in solving his or her particular case, but inform them that the Member is kept advised of constituent problems.
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And Finally...
•Don’t make any promises about the resolution of the case. Many times, you do not know the full story. Also, archaic or unfair government regulations may prevent a case from reaching a resolution that most of us would consider fair and just.
•Don’t get personally involved in a case. This may be one of your most difficult tasks. From the standpoint of human compassion, it is often tempting to pull out your pocketbook and give money to a constituent. However, you will quickly end up both emotionally and financially troubled, and a troubled caseworker is of little help to constituents.

•Remember: Each constituent is entitled to your assistance, no matter how unusual the request. You will get some cases that are quite remarkable, be it the lady who believes that her in-laws are still holding the Lindbergh baby hostage, or the gentleman who believes
his mind is being controlled by satellites. However, each case that comes from a constituent in your congressional district must be acted on in some fashion.
•Be an advocate for the constituent, but remember that the constituent has told you just one side of the story. Sometimes, important facts about the case are conveniently left out, such as the notice that was not returned until after the deadline.
•Don’t be afraid to ask questions. Whether it means calling on another professional to seek assistance on a case, or calling the constituent back to clarify some information that you didn’t understand in your initial conversation, becoming an accomplished question-asker is an invaluable skill for caseworker.
A lot of information has been covered in this section, but do not let it overwhelm you. The next few pages provide a step-by-step outline of the casework process that will hopefully answer some of your questions. But as always, experience is the best teacher.

Reference Material To Get NOW
Each federal agency has lots of useful resource guides and reference materials. You will collect these items as you go. However, there are a few indispensable items you need to obtain immediately:
•Congressional Liaison Contacts List 
•U.S. House of Representatives Telephone Directory 
•Guide to Congressional Research Service (CRS) Products
 •Directory of agencies and officials for your state
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A Step-by-Step Process
STEP 1: Obtain any pertinent information from the constituent (see page 1–7). If you are taking the information verbally, fill out an Intake Form (see the Forms section). If the constituent has written a letter, you will probably not need to complete a Intake Form.
STEP 2: Get proper authorization from the constituent if the case will involve the release of records or personal information
from a governmental agency. Agencies cannot release information from a person’s file without written permission. A letter from the constituent may be sufficient authorization. However, if you took the case verbally or by e-mail, mail a Privacy Release Form (in the Forms section) to the constituent to be returned to you.
STEP 3: Contact the appropriate government agency to explain the problem and provide any relevant information or documentation. Send a letter or call the constituent saying that you are looking into the situation.
STEP 4: Send an interim reply in the following instances:
•If an agency calls with or sends an interim response.
•If the agency has not responded in 30 days, call the agency or send a follow-up letter or e-mail. Let the constituent know you have followed-up.
STEP 5: When the final reply comes in, mail it to the constituent. (Keep the original with the case file and send a copy to the constituent.) Remember to remove personal identifying contact information that is not for public use.
STEP 6: Attach all materials together and file the closed case. (See Filing for more information.)
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THE PRIVACY ACT OF 1974
Public Law 93-579
(5 U.S.C. 552a)
The Federal Privacy Act was passed by Congress and signed into law in 1974. The purpose of the Privacy Act is to protect the individual rights of citizens by prohibiting the release of personal information about them to unauthorized parties. The Congressional Research Service (CRS) has an information packet available which explains the Privacy Act and the Freedom of Information Act. The text of these laws is provided along with background information on the Acts and how to use them.
The Privacy Act applies only to personal records maintained by the executive branch of the Federal Government concerning individual citizens. It does not apply to records held by state and local governments or private organizations. Most states have similar restrictions, however.
It is important that constituents provide written consent for the Congressman to assist them with problems with the federal government that would include an inquiry about personal information contained in a Federal agency file, such as Social Security claims, DVA claims, etc.
The written consent can be in the form of a letter signed by the constituent. If the contact is by telephone or in person, have the constituent sign a Privacy Act form (authorization form). This form is generally kept in the office with the
constituent's file in the event there is ever any question about information being released to the Congressman. Many agencies require a completed authorization form before they will release information.
A sample Privacy Release form is included in the Forms section of this manual.
Guidelines
1. In personal or telephone interviews, get name (verify spelling), address and telephone number. Make sure to 

get all other pertinent information. 

2. Inquire about action the constituent may have already taken. It’s helpful to develop a time line, listing previous actions in chronological order. 




Information To Get From Constituents
It is better to get too much information than too little. Each topic in this manual gives specific advice on the information you will need, but following are the basics:
1. Name (Avoid embarrassment – verify spelling!!!) 

2. Mailing address 

3. Telephone number 

4. Social Security number, Case Number, or File Number (if needed) 

5. All other details pertinent to the case, including dates, places, and contacts already made. If necessary, make sure the constituent has made an application or filed for an appeal before you make an inquiry on his or her behalf.

3. Remember: Unless you have a letter requesting help in hand, you must get a Privacy Release Form completed if the case requires information from a person’s records. 

4. Never guarantee or promise anything. Because you cannot force an agency of government to render a favorable decision, you should not create any expectation on the part of the constituent. 

5. If it becomes obvious during an interview that you are not the appropriate person to handle the case, let the constituent know that early on. If the appropriate person is not in the office at the time, you should make the constituent aware of the situation and offer to personally see that the case gets into the right hands. 

6. Develop your congressional liaison contacts and maintain them. 

7. Make sure the constituent has made application or filed for an appeal before you make an inquiry. 

8. Never second-guess or assume anything. If you have questions, ask. 

9. Acknowledge receipt of constituent letters and phone calls immediately. Remember: personal calls are great, but they should never be a substitute for a letter from the Member. 

10. The constituent should be given periodic status reports on the case. Even 
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if you have nothing to report, reassure the constituent that the Congressman has not put the case on the “back burner.” All cases need to be contacted every 60 days to at least check-in.
11. If you do not know something about a particular request or problem, do not hesitate to let the constituent know that you will need to do some research. 

12. The Intake Form or IQ notes should be easily accessible and coherent to anyone finding himself in a pinch-hitting role in your absence. Make sure your case file contains all information, including enclosures that you send to the constituent. 

13. Notify the constituent promptly of responses to your inquiry, whether favorable or unfavorable. If suggestions or alternatives are available, don’t hesitate to make them. 

14. Don’t forget to thank agency personnel for exemplary work. A complimentary letter to the person’s supervisor can be helpful in creating goodwill for the future. 


Filing
A good filing system is the foundation for a successful casework operation. Although the topic of filing is rather mundane, failure to establish rules and procedures early will cause chaos down the road. 






The concept of a paperless office is all well and good, but unfortunately it does not have much practical application for a casework operation. In dealing with a constituent’s forms and documents, keeping a paper file is unavoidable.

Open Cases
Due to the large volume of cases that a Congressional Office handles, it is absolutely essential that each caseworker keep his or her case files organized and up-to-date. Failure to do this will, at best, result in the wrath of your fellow employees or, at worst, the unemployment line.
To avoid having that annual beach trip ruined by frequent phone calls from the office, follow these guidelines:
Never, never, never, never write information on incoming cases on scrap paper, phone message slips, or the back of your hand. Keep a ready supply of blank intake forms in your top desk drawer, and pull one out immediately when a call comes in or a constituent comes by. Make sure if another constituent 
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liaison needs to follow your notes that they will be able to understand what you have done with the case.
File cases in such a way that co-workers can locate them and determinetheir status in your absence. Constituents do not always call on schedule, and action may need to be taken when you are out with the Congressman, on vacation, sick, etc. Generally, caseworkers keep open cases at their desk, filed either alphabetically or by topic. Please write up a brief note to keep on how your files are organized if someone has to come in to help with your cases.

Closed Cases
You will often need to refer to closed case files, and you must be able to locate them quickly. It is usually best to file closed cases centrally in the office. A good system is to create a set of folders with the category names on them, and then file the individual cases alphabetically inside each folder. At the end of each year, close out the folders for that year and begin with empty folders for the new year. A computer listing of open and closed cases is also very helpful.

A Few Words About the Internet...
The Internet has become an indispensible tool for caseworkers. Forms, publications, and other material that used to take weeks to obtain can now be printed out directly from agency websites. Take the time to familiarize yourself with the websites of the agencies whose categories you handle. Also, several excellent resources are linked from the House of Representatives intranet site at http://housenet.house.gov/.

A few agencies have implemented systems to respond to congressional inquiries via e-mail, but most have not because of issues relating to the Privacy Act. Hopefully, more agencies will embrace e-mail in the near future.
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INFORMATION FROM OUR WEBSITE

How to Request Casework Assistance 

If you can't get an answer from a federal agency in a timely fashion, or if you feel you have been treated unfairly, my office can make an inquiry with a federal agency and request information on your behalf. While we cannot guarantee you a favorable outcome, we will do our best to help you receive a fair and timely response to your problem. If you would like assistance in dealing with such a matter, please complete a Privacy Release Form [insert your office website link – version provided below] and mail it to my [Fort Wayne] office: 
Congressman Marlin Stutzman 
1300 S. Harrison St. Room 3105
Fort Wayne, IN. 46802
Once your information has been received and processed, you will be contacted with the name of the assigned staff member. 

Please take a minute to look over the two links below for agency specific information and the most common casework questions my office receives.

Casework Frequently Asked Questions [insert your office link – version provided below]

Tips for Requesting Casework Assistance [insert your office link – version provided below]
Note: If you want to learn more about my position on a pending or enacted law, please send your written request to my Washington, D. C. office. (Add mail weblink)
Instructions for filing out my Privacy Release Form:

Please print out my privacy release form (link) and complete to the best of your knowledge. In the middle of the form, the office is asking for you to supply specific information pertaining to your claim. Please make sure to supply me with as much information as possible regarding your case because this is the information that the agency will receive. For some cases, it is helpful to develop a time line of events. If you need to attach additional pages, please do so but do NOT include medical records or photographs of your health issues due to HIPPA laws. Please remember that what you put on this form is what the agency sees. They do not contact this office with questions regarding your claim so please be sure to put all of your information and questions on this form or additional pages. Please make sure to sign and date the form. The person who I am making the inquiry about must be the person who signs the release. Please mail or fax the form to my Fort Wayne District Office. Please note: My office cannot do third party inquiries. Should you have any questions, please feel free to contact my Fort Wayne office.

Office of Congressman Marlin Stutzman
PRIVACY RELEASE FORM 

Authorization in Accordance with the 1974 Privacy Act
Name: ___________________________________ Date of Birth: _________________
Address: ______________________________________________________________ 

City: ____________________________________ State: ________ Zip: ___________
Home Phone: (_______)____________________________

 Other Phone: (______)_____________________________ 
Email:________________________________________________________________
Social Security Number/ V.A Number / Alien Number :_________________________

(Please provide the appropriate identification number pertaining to the assistance which you are seeking our help)
Have you contacted any other elected official regarding this case?  Yes/No (circle one) If so, who?_____________________________________________________________
Please describe the specific information you are requesting or the exact nature of the problem you are experiencing. Send copies of any relevant information. (DO NOT SEND ORIGINALS.) Use extra paper if necessary. 

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

Note: The Privacy Act requires the completion of this form in order for Congressman Stutzman or his representative to receive information on behalf of his constituents. I hereby authorize Congressman Stutzman or his representative to receive information on my behalf and or to discuss my records with the agency involved.
SIGNATURE: ______________________________________ Date: ___________________
Tips for Requesting Casework Assistance 

 

It is always recommended that you try to resolve a problem directly with the agency involved before contacting my office. If you need additional assistance after contacting the agency yourself, please write to me to the attention of my casework staff. A Privacy Release Form will be needed by the federal agencies before an inquiry can be made.

 
Below you will find a few agency specific tips to keep in mind when requesting casework help. Feel free to call my Fort Wayne office at (260) 424-3041 if you have any additional questions. 

Department of Veterans Affairs - http://www.va.gov/ 
In order to contact a VA Regional Office regarding benefits, the veteran must already have an active claim pending at the VARO. If you have not yet filed a claim, you can contact the VA directly for information on how to do so. The VA requires a signed Privacy Release Form for us to obtain information on a case. Expediting claims for benefits will be considered if the veteran is going to be homeless and has a letter from his landlord with an intent to evict, or if there is an imminent medical emergency. 
Department of Defense - http://www.dod.gov/
My staff does not review requests for recommendations for military service. The DOD and all branches of the military require signed authorization from the service member in order to release information regarding his/her case. Please include a signed Privacy Release Form with your request for casework assistance. 

Internal Revenue Service - http://www.irs.gov/  
In order for my office to open an inquiry with the IRS, you must complete a Privacy Release Form. You must also include your social security number and list the relevant tax years which you are disputing. 

U.S. Citizenship and Immigration Services - http://www.uscis.gov/  
1-800-375-5283

USCIS requires a signed Privacy Release Form granting USCIS or DHS the permission to share your personal information with a third party. All expedite requests are reviewed on a case-by-case basis, and are granted at the discretion of the agency Director. The criteria are: Severe financial loss to company or individual, extreme emergent situation, humanitarian situation, nonprofit status of requesting organization in furtherance of the cultural and social interests of the United States, Department of Defense national interest situation, USCIS error, compelling interest of USCIS. The expedite reason must be documented and verifiable. Cases that are in security check may take awhile to clear. There is no expedite available if your case is in security checks.


U.S. Department of State – http://www.travel.state.gov/ 

Visa cases pending a “security clearance”: My staff can check on the status of your case, but will not be able to request an expedite or waiver of mandatory clearance procedures. If you are writing about a denied non-immigrant visa case, please keep in mind that there is no appeal option for such cases. If the applicant is still interested in visiting the U.S. he/she should be prepared to reapply directly with the Consulate/Embassy. For additional information about traveling outside the U.S. please visit http://travel.state.gov/travel/tips/tips_1232.html. For emergency services for U. S. citizens abroad, please contact American Citizen Services at 1-202-736-4996.


Housing and Urban Development - http://www.hud.gov/
If you are having difficulties with your mortgage and would like more information about current government housing programs, we highly suggest you call and talk to a HUD Housing Counselor. Foreclosure prevention counseling and homeless counseling services are available free of charge through this program. Housing Counseling agencies participating in HUD's Housing Counseling Program are not permitted to charge consumers for these specific housing counseling services. Counseling recipients should not pay for these services. However, housing counseling agencies are permitted to charge reasonable and customary fees for other forms of housing counseling and education services, including pre-purchase, reverse mortgage, rental, and non-delinquency post-purchase counseling services, provided certain conditions are met. The HUD Housing counselor interactive voice response system number is 1-800-569-4287. Free telephone counseling is available 24/7 from the national HOPE hotline at 1-888-995-4673.

Social Security Administration - http://www.ssa.gov/
Please be as clear as possible when outlining your concerns with SSA. The agency will only be able to address your concerns as they are outlined in your letter to me. All requests for assistance with SSA must include the person’s name, contact information, Social Security number, and a Privacy Release Form. This form must be signed by the person involved, or proof of Power of Attorney must be provided. It is helpful if you include copies of recent correspondence with the agency. Expedite Requests: Please refer to the SSA’s Hearings, Appeals and Litigation Law Manual (HALLEX) for more explicit qualifications: http://www.ssa.gov/OP_Home/hallex/I-02/I-2-1-40.html. If you would like to apply for expedited processing, please provide my office with evidence and documentation, as outlined by HALLEX, demonstrating why you need your case expedited. 
Centers for Medicare and Medicaid Services (CMS) - http://www.cms.hhs.gov/ 

Please be as clear as possible when outlining your concerns with CMS. The agency will only be able to address your concerns as they are outlined in your letter to me. All requests for assistance from Medicare beneficiaries (those receiving benefits through Medicare) must include the participant’s name, contact information, Social Security number, and a signed Privacy Release Form. This form must be signed by the person involved, or proof of Power of Attorney must be provided. It is helpful if you include copies of recent correspondence with the agency. 
State Agency Inquiries 

My office can make inquiries with federal agencies, however if you have an issue with a state agency or policy you will need to contact your State Representative or State Senator. You can find out who your representatives are at [http://district.iga.in.gov/DistrictLookup/]
		

	


Casework Frequently Asked Question’s (FAQ’s)

Q: The agency has denied my claim/application. Can you help me appeal the decision? 

A: While my office can make an inquiry on your behalf about the status of a pending case, or for clarification on the reasons for a denial, it would be inappropriate for me to compel any agency to decide an issue in your favor, or to overturn a decision that is final. You should first contact the agency for information on your appeal options if your case has been denied. 
Q: Can you help me expedite my claim or application with a Federal agency? 

A: Each agency has set criteria for considering expedite requests. You should first contact the agency/office where your claim or application is being processed directly to determine what is required for the agency to consider expediting your case. If you have trouble contacting the agency, please send the request, along with the evidence showing a need for expedited attention, to my casework staff. Please refer to the “Tips for Requesting Casework Assistance” for more information. Please call my Fort Wayne office with any questions at 260-424-3041 or 1-800-959-3041.
Q: Can I request casework for a matter involving an agency under the jurisdiction of the State or County? 


A: As a U.S. Representative, my staff has access to liaison offices for all U.S. Federal agencies. For assistance with a non-federal agency or department, you should write to your representatives in the Indiana General Assembly, or contact the office of the Governor. The staffers at these offices have more direct access to non-federal agencies and can better review your concerns and respond to your letter. 

Q: Can you help me with my legal case or court hearing? 

A: House rules prohibit me and my staff from giving legal advice or intervening in court proceedings. If you are seeking assistance with a case that involves a lawsuit or that is pending litigation and you need help finding an attorney, please refer to the following organizations: The American Bar Association Correspondence Unit, (312) 988-5522 OR the American Immigration Lawyers Association, www.aila.org for immigration cases. 

Q: Can you help me with predatory lending or a pending home foreclosure? 

A: Please go to the HUD website for tips on navigating the issue of predatory lending and/or foreclosures, http://hud.gov/. The best advice we can give in this area is to talk to a HUD Housing Counselor. You can contact them at the HUD Housing counselor interactive voice response system number is 1-800-569-4287 or free telephone counseling is available 24/7 from the national HOPE hotline at 1-888-995-4673.
Q: Why do you need my complete Social Security number? 
A: When my staff contacts a federal agency on your behalf, the congressional liaison at that agency will need to verify your identity and retrieve information connected to your case in order to address your concerns. In most cases, the best way to verify your identity and to look up your case history is with your Social Security number. For immigration cases, an alien registration number, receipt number or passport number is preferred. 
ADDITIONAL MISCELLANEOUS INQUIRIES


Q: Where can I get information on federal grants? 
A: Federal Grants are solely provided to assist non-profit organizations and are seldom used for personal use. You may review the website www.grants.gov to see if there are available federal funds for your organization. Please feel free to contact your local economic development corporation that serves your county should you be seeking funds to start up a business. Also, do not hesitate to contact my office if you are seeking a letter of support to accompany your grant application or need additional assistance on finding federal grants. 
Q. How can I find a job with the federal government?
Constituents often contact my office inquiring about job opportunities within the federal government. The official site for current federal jobs and employment information can be found at www.USAjobs.gov. Users are able to search for federal job openings.

Q. How can my business sell products to the government?
Businesses often contact my office inquiring about selling their products to the government. GSA provides centralized procurement for the federal government, offering products, services, and facilities that federal agencies need to serve the public. GSA offers businesses the opportunity to sell billions of dollars worth of products and services to federal agencies.
· For more information: GSA’s Federal Acquisition Service
· For new users: Help getting started on gsa.gov
· For federal agency buyers: How to buy through GSA
· For sellers/businesses: How to sell to the government

CASEWORK PRACTICES THAT WORK

Information Compiled from State Fair, State Director Forums and Constituent Services Conferences 
Organizing A Casework Office

Decide on the organizational model that will work best for your constituency. A casework office can be organized by region of the state or by type of case/service need. Caseworkers/Constituent Liaisons can be assigned either as generalists for a region or as specialists in 1-2 issues. Some offices centralize all casework in one location in the state. Others have caseworkers assigned to satellite/regional offices. The decision to specialize or generalize will determine how the office distributes the workload. The recommendations below can be applied regardless of the office model you choose. 
· Keep case information up to date and share it with the team. Use Correspondence Management Software/Constituent Services System (CMS/CSS) (e.g., CapCor, IQ, etc.) to accurately and completely document all case actions. [Note: We use IQ. Section 3 addresses how to use IQ.]
· Set aside specific times or days in each week for each caseworker to actually work on cases without taking any new casework that day. This schedule can be rotated among the staff on different days. If you need to do this, let us know.
· Use tickler files to remind you to follow-up. For example, some offices have a policy to follow-up with agencies every 30 - 40 days if they have not heard anything on the case. We would like each case to have a follow up every 60 days at the latest.
· Use a general filing system that works, is easily understood, and could be used by someone else. 
· Let everyone in your office know where to find things on your desk and how your cases are organized. 

· Use other staff resources (e.g., staff assistants and interns) to assist with casework. Clarify their roles and responsibilities and provide adequate training. 

· Investigate resources available in your state and region. Some states have access to a United Way information and referral program called 2-1-1 that maintains a list of resources and services available in the area. [We have attached a resource tab to this manual with some information, feel free to add to it.]
· Assign someone oversight responsibility for all casework. Responsibilities could include determining complexity of cases, managing the backlog of cases, assessing individual expertise and caseload, and assigning cases fairly to assure the very best turnaround and outcome for the constituent. This oversight responsibility is carried out by different positions in different offices, sometimes the Director of Constituent Services, the State Director, or the Deputy State Director. Note: In our office, the Director of Constituent Services carries out this duty.
· Develop written policies, procedures and guidelines for all aspects of casework. Consider creating a Casework Manual. Hold all caseworkers accountable to these standards. 

· Make sure privacy release forms are signed and filed. These should be scanned in and attached to the IQ file as well as being filed with the paper file.
· Develop an orientation and training schedule to ensure that all new staff is prepared to assume casework responsibilities. 

· Provide on-going professional development training for experienced staff to help prevent burnout. Consider doing collaborative events with other Congressional offices to share best practices, resources, etc. 

· Provide opportunities for casework staff to come together to discuss difficult cases. Consider conducting weekly casework brainstorms. 

· Rotate assignments so staff can develop comfort and expertise in more than one issue. 

· Keep the Congressman informed of casework successes through the District Director. Create a “Successful Case” report. 
· Create a timeframe for assignment of cases. Make sure the constituent experiences a timely response. The timeframe is determined by the type of case, the issue, agencies involved, urgency, etc. 

· Develop a process and criteria to effectively triage case requests (e.g., what cases are urgent/to do today, and which can wait). 

· Develop a process for elevating recurring problems up the chain of command, (e.g., informing legislative staff when recurring cases might drive new legislation). 

· Acknowledge receipt of a constituent request for service with a phone call or letter. 

· Send a letter to the agency with a copy of the constituent letter/request for service. Send a letter to the constituent with a copy of the letter that went to the agency. Give constituents copies of their records. 

· Ask the constituents to send you a written summary of their issue/problem to ensure understanding.
Developing Relationships With Agencies
· Discover who the agency contacts are and get to know them. Spend time cultivating and nourishing these relationships. Have coffee or lunch with them. 

· Learn the protocol and organizational structure of the agencies your deal with frequently. The Leadership Directories (yellow book), which you can find on www.usa.gov is a good resource. 

· Make a connection with the congressional liaisons from the various agencies. Meet with them when/if you are in DC. 

· Identify the staff members who get things done in each agency. Develop reciprocal relationships with these staff members, so they respond when you call. 

· Keep meticulous records of whom you have contacted, what they are working on, next steps etc. Be persistent and follow-up. Always keep your end of any agreements regarding next steps. 

· Consider establishing “advisory councils” with key agencies and meeting with these councils on a regular schedule. 

· Share the praise! Send thank you notes, letters from the Congressman, and letters from constituents to the agency representatives. Let them know you appreciate their efforts. 

· Send thank you notes from the Congressman to the supervisors of the agency reps to acknowledge their efforts on behalf of your constituents. 

· Acknowledge that you understand the agencies’ constraints. Partner with them to solve problems for the constituents. Think “we.” 

· Attend seminars sponsored by the agencies. Let them know you want to understand their rules and reality so that you can work better together. 

· Subscribe to agency news alerts. 

· Use positive motivators rather than negative motivators (like threats).
Defining Characteristics of A Good Caseworker
Qualities

· Be persistent. 

· Be compassionate. 

· Be positive. 

· Be courteous and patient. 

· Be diplomatic. 

· Be passionate. 

· Be efficient. 

· Keep a sense of humor. 

Behaviors 
· Advocate for the constituent. 

· Document accurately and completely all case actions. 

· Get the facts for both sides of the story. Ask a variety of questions to get at the whole truth. 

· Don’t take it personally. 

· Build relationships with constituents and with agency representatives. 

· Demonstrate knowledge and understanding of the system. 

· Listen to understand. 

· Direct constituents to the right place (agency, etc.) the first time. 

· Use creative solutions and make the most of the available resources and the system. 

· Remember, you are important, but not indispensable. Go home at the end of the work day and rest. 

· Pace yourself. Don’t let it overwhelm you. 

Defining Characteristics of a Good Caseworker
· Be organized. Create a system to know which cases to follow up on and when. Use “remind dates” in your IQ system. 

· Inform other staff when something is time sensitive. Give them a heads up in case they take a call relating to one of your cases. 

· Use CRS reports to gain knowledge on issues. 

· Inform everyone in your office how to find things on your desk and how your cases are organized. 

· Don’t take it personally. 

· Work to make a positive difference in the constituents’ lives. 

· Keep focused and work to clarify issues. 

· Practice connecting personally with the constituent before problem solving. 

· Teach constituents how to solve problems independently with your support, rather than do everything for them. 

· Use what you’ve learned in previous cases to inform current cases. 

· Share contacts with other members in your office and with other state offices. 

· Keep a notebook of referrals. 

· Give yourself credit. Keep thank you notes you have received handy and read them often. 

· Ask questions. Learn from more experienced caseworkers. 

· Be knowledgeable of federal issues v. state issues. 

· Help agencies translate things for the constituents. 

· Pay attention to the little things. 

· Attend to work-life balance. 

· Admit when you don’t know something, and then work to find out.
Working With Constituents

Managing Expectations
· Keep constituents informed. 

· Educate constituent about the role of the House versus the role of state or city government. 

· Don’t give constituents time frames about when things will occur since so much of the process is in the hands of others. 

· Explain your follow up procedure with the constituents. 

· Educate constituents on the legislative process and the limits of the Congressman’s power and authority. 

· Be proactive in calling constituents to inform them of the status of their case, even when issues are not resolved. 

· Encourage constituents to state their intended outcomes, and agree on what can be done to set appropriate expectations. 

· Inform constituent of the Congressman’s involvement. 

· Refer the constituent to an appropriate resource when the presenting issue is not a federal one. 

· Do not overpromise!
Responding to Difficult Behavior 
· Use time limits with people who take up too much time. Respectfully tell them you will follow up on their case and get back to them when you have an answer. Be polite, but firm. 

· Acknowledge that their concerns are important and that you have other important responsibilities. Use the terms “I want to help you” and “I understand.” 
· Use their names to get their attention and to demonstrate you are listening. 
· Ask, “What would you like the Congressman to do to help?”
· Summarize the conversation to help close the call.
Possible Challenges
· Being responsible for casework and outreach activities. 

· Staying empathetic. 

· Staying informed of all the issues and educating the constituents. 

· Maintaining open and effective communication between DC and District office. 

· Dealing with constituents who contact everyone in the state, including the Senators, the Congressional representatives, state representatives, etc. 

· Responding to repeated contacts by the same constituents. 

· Responding to conspiracy theorists. 

· Dealing with constant changes in laws and agency contacts. 

· Communicating with non English-speaking constituents. 

· Managing the volume of work. 

· Explaining the Congressman’s roles and responsibilities and limits. 

· Responding to belligerent and unreasonable constituents. 

· Balancing self-care with getting the work done. 

· Setting boundaries; being engaged without getting drained. 

· Creating a time management system that works when dealing with a high volume of very needy constituents; how to create a system to prioritize when all cases seem urgent. 

· Knowing what to do or say when there isn’t anything you can do to help. 

· Keeping your emotions from affecting your performance; not personalizing all of the pain you hear about. 

· Staying quiet even when people are saying mean things about the congressman. 
Never hesitate to call to talk over a case, vent, bounce off ideas, etc. 
 We are all in this together!
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IQ QUICK LINKS
About Intranet Quorum

Intranet Quorum® is a browser-based Citizen Relationship Management and Workflow application that facilitates and tracks interaction with key constituencies. Intranet Quorum is:

· Web-based – offering the centralized control, ease of deployment and supportability inherent in all Web-driven applications;

· Database-driven – preserving the complex interconnections between different types of data required to effectively track government operations;

· Thin Client – requiring minimal configuration and support; and

· Extensible – able to be configured in a variety of network and server configurations to match the specific needs of each customer.

The topics covered in this section are just the basics to get you starting with entering people and opening and updating cases. Every constituent liaison is to keep all cases up to date in IQ in as timely a manner as possible. For more intensive training on the IQ software there are two places to go to get training and additional information on IQ.
For Online Direct Training:

IQ Fundamentals Online training provides you with a foundation for using IQ. Upon completion of the Fundamentals course you will be able to effectively navigate within IQ, create and maintain People Records, send mail, process batched mail, create form letters and conduct searches. You will also be able to configure your personal default preference settings as well as use the IQ Help system.
[insert office’s training information here, 
such as url, username and password, 
or who to contact for IQ training]
For Help on a Specific Topic While in IQ:
There is a “HELP” tab on the search bar at the top of the IQ page. You can view topics by Contents, Index, Search or the Glossary.
3 – 1
IQ BASIC ENTRY INSTRUCTIONS
Adding a People Record

There are many ways to search for existing and add new People records to your IQ database. The Find/Add Person action lets you search for records, check for duplicates, and add records and is useful when sending mail. The Quick and Advanced Search options let you perform actions on multiple records, for example merging, updating, sending same letter to found records, and so forth. You can also use manual sets to add and check for duplicate records when you're responding to a large mailing.

To find or add a People record:

1. Click the My IQ or People tab.
2. Select the Find/Add Person action.
3. Type full or partial name and address information in the Name and Address label field. 
To enter partial information, type the name (Last, or First Last). You can include some part of the address if you want to further narrow the search:

John Smith
22306

To enter the full name and address, type the information as you would type the name and address on a label, with the name on the first line, the address on the second, and the city, state and ZIP Code on the third. For address blocks with more than three lines, you must use a line key (n:, t:, o:, etc.) to identify the nameline, title, organization, etc. See help information below the label for a complete list of line keys.
· IQ will search for a nickname, if no matches are found for the First Name. So, for example, if you searched for Thomas Smith and none were found, IQ will search for Tom Smith and Tommy Smith.

· IQ automatically enters the city, state, and ZIP Code when you type only the ZIP Code.

· IQ automatically parses address lines. If you're entering a business address, prefix the title with t: and the organization with o: to place the information in the correct fields.

· IQ automatically uppercases the first word of every name part. To force lowercase of a word, type a carat ^ in front of a word and type it in the correct case, for example, ^de Gaulle.

· IQ properly stores two-word names in the correct field when you connect them with an underscore, for example Mary_Beth or Mac_Taggart.
3 - 2

· IQ places a period after the prefix or any single character you enter in a name field.  

· IQ recognizes a line that includes both an at sign (@) and a period (.) as an e-mail address and places the information in the correct field. You can add a People record that contains nothing but an e-mail address, which can be used only for e-mail correspondence.
· If you want to type the name and address directly into fields instead of using label entry, click the GO button without typing anything in the label field. This launches the New Person page with all fields available and empty. Remember that no duplicate searching is done in this instance.
4. Click the GO button after you've typed the name and address in the label field. An automatic search is done, and any exact or possible matches appear below the label. Use the scroll bar or > link to view all records. Note: If you entered an address that cannot be validated against the Address Checker database, you're notified with an error message. Click OK and then verify that you've entered the address correctly. 
Click the New button if none of the records match the one you're looking for and you want to create a new People record from the name and address information you entered in the label. When you select this option, a new record is created, and the name and address information is parsed into fields on the New Person page. Focus is on the No Match button so that if you want to create a new record, simply press the ENTER key. 

Click the Mail button next to a record that matches the one you've entered. This lets you create a mail record for an existing People record. The new mail record appears on the People Record page.

Click the WF button next to a record that matches the one you've entered. This lets you create a new workflow for an existing People record. The Default Template for New Workflow appears if you have selected one in user Preferences, otherwise the Select Template page appears.

Click the Household button next to a record of another individual at the same address as the one you've entered. This lets you link your new record to an existing household. The new record appears on the Add to Household page.

Click the name link in the Full Name column to open an existing record to change it. Note: If the people record does not contain a name the link is No name information.
5. Select an action for the record you've found or added.
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Adding a Workflow for a People Record

When our office receives a request that you want to track through workflow, you can attach a workflow record to the record of the person making the request. 
To create a new workflow through a People record:
1. Search for or add the People record.
2. On the People Record page for an existing record or the New Person page for a new record, select the Add Workflow or Add Default Workflow action. The Add Workflow action lets you select a template from a list of active workflow templates; the Add Default Workflow uses the default template that's set in your user Preferences and only appears if you've set a default.

Note that you can also create a workflow for multiple people by selecting the check box next to their names on the Search Results page and then selecting the Add Workflow or Add Default Workflow action. This attaches all selected People records to the new workflow.
3. Enter information in fields on the Workflow Record page. NOTE: PLEASE MAKE SURE TO PUT IN A CODE THAT CORRESPONDS WITH THE TYPE OF WORKFLOW IN THE CODE BOX FROM THE DROP DOWN MENU. IT IS ALSO HELPFUL TO GIVE A BRIEF OVERVIEW OF THE CASE IN THE COMMENTS SECTION. HIT SAVE AFTER DOING THIS.
4. Enter workflow or step notes by selecting the Add WF Note or Add Step Note action.
5. Send mail, if required, to people or agency contacts by clicking the appropriate tab. Note that you can send mail to the primary person by selecting the Add Mail to Primary action on the General panel of the workflow record.
6. Select the Save and Close action to save and close the new workflow record; 

OR

select the Complete Step action to complete this step and route to the next step; 

OR

select the Reassign action to queue the first step to another user or users.
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Attaching Documents to a Workflow

You can attach form letters and other documents that are stored on your office server to workflow records. NOTE: ALWAYS SCAN THE PRIVACY RELEASE AND ANY DOCUMENTATION FORM THE CONSTITUENT TO THE WORKFLOW. You can also create a new form letter and move a document to the server and attach them to workflow records. Any user can view the attachment from the Documents panel of the Workflow record. 

To attach an existing form letter or server document to a workflow record:
1. Add a new workflow or access an existing workflow. 
2. On the Workflow Record page click the Documents tab and select the Attach Document action to go to the Attach Document dialog box. The Attach Document dialog box provides document quick search criteria.
3. Search for the form letter or document by selecting quick search criteria or click the Advanced Search link for advanced search options.
4. Select one or more form letters or documents from the Search Results page by selecting the check box next to them, and click the Attach button at the bottom of the page.
To add and attach a new form letter or server document to a workflow record:
1. Add a new workflow or access an existing workflow. 
2. On the Workflow Record page click the Documents tab and select the Attach New Form Letter or Attach New Document action.
To attach a new document, complete fields in the Add Document dialog box and click the Add button. Note: If record security is set for the workflow record and the template is configured to inherit workflow security, IQ will display the message "The workflow record security has been copied to the New Document. Please check and adjust the Document Record Security if necessary."
To create and attach a new form letter, complete fields in the Add Form Letter dialog box and click the Save button. On the Documents panel, click the form letter name link and complete fields on the Form Letter page. Check out the letter, type the body of the text, and check it back in to the server.
3 – 5
The Documents panel shows all server files attached to the workflow record. 
From the Documents panel you can:

· view the document by clicking the file name link; OR

· detach the document by selecting the check box next to it and then selecting the Detach action.
Note that you can also attach files stored on your workstation with the Attach File action available on the General, Steps and Attachments panels.

Adding Notes

You can attach multiple notes to the workflow as well as to each step within a workflow. IQ also provides the ability to add the same Step Note to multiple workflows. 
To add notes from within a workflow:
1. Add a new workflow or search for an existing workflow.
2. Select the Add WF Note action to add workflow notes or select the Add Step Note action to add a note to the current step. Note: The Add WF Note action does not appear if Hide Workflow Notes is selected in the workflow template. 
3. Type information in the field that appears in the Add Workflow Note or Add Workflow Step Note dialog box. 
Select the Secure This Note check box if you would like to set Record Security for the workflow or step note.
4. Click the Save button. 
To add the same Step Note to multiple workflows:
1. Search for the workflow records you want to add the Step Note to.
2. When the records appear on the Search Results page, click the Select All link at the top of the page to select all records found. If you want to update only selected records, select the check box next to those records. 
3. Select the Add Step Note action. Note: Closed workflows may be updated with this action if the System Configuration Setting for Allow Adding Step Notes to Closed Workflows is set to Yes.
3 - 6

4. IQ displays the Add Step Note dialog with the number of records that can be updated. 
5. Type the Step Note text that you want to add to all of the selected workflow. 
6. Select the Secure This Note check box if you would like to set Record Security for the workflow or step note.

7.  Click the Save button. 
Notes are limited to 4,000 characters. Information in Notes fields is truncated at 4,000 characters, and you are informed as to the number of characters that were cut.

You can check the spelling of notes by clicking the spell check icon next to the field. 

Workflow Notes appear on the General pane of the workflow record. Step Notes can be added from any workflow panel and appear at the bottom of the General panel and on the Steps panel below the step with which they're associated. Click the notepad icon next to them to change or delete them. You can change the Note date and time for existing Notes. This allows you to place the Note in the correct chronological order of events.
Your ability to change or delete step notes or view the formatting of the note for a workflow may be prevented by the workflow template you're using or your access to a secured Workflow record. Note that if Audit Changes is selected in the workflow template, you will not be able to edit or delete Audit Notes regardless of your access level. 

If you want to print a hard copy of the notes, place your mouse outside of the white text field, right click and select Print. In the Print dialog box, select the printer and click the Print button.
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Office of Congressman Marlin Stutzman
PRIVACY RELEASE FORM 

Authorization in Accordance with the 1974 Privacy Act
Name: ___________________________________ Date of Birth: _________________
Address: ______________________________________________________________ 

City: ____________________________________ State: ________ Zip: ___________
Home Phone: (_______)____________________________

 Other Phone: (______)_____________________________ 
Email:________________________________________________________________
Social Security Number/ V.A Number / Alien Number :_________________________

(Please provide the appropriate identification number pertaining to the assistance which you are seeking our help)
Have you contacted any other elected official regarding this case?  Yes/No (circle one) If so, who?_____________________________________________________________
Please describe the specific information you are requesting or the exact nature of the problem you are experiencing. Send copies of any relevant information. (DO NOT SEND ORIGINALS.) Use extra paper if necessary. 

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

Note: The Privacy Act requires the completion of this form in order for [Congressman Stutzman] or his representative to receive information on behalf of his constituents. I hereby authorize Congressman Stutzman or his representative to receive information on my behalf and or to discuss my records with the agency involved.
SIGNATURE: ______________________________________ Date: ___________________
Immigration/DOS Intake Form
Date:







Name: 










Address: 










Home Phone: 







Other Phone:







Email:_________________________________________________
Alien Number: 




 
Application Receipt Number: 



_________________

Immigration Issue:








____











___________











___________












____












____











____











____











____











____











____











____











____











____
Office of Congressman Marlin Stutzman
HOW TO OBTAIN FORMS FROM USCIS
Using Immigration Forms
USCIS provides most public use forms free of charge through www.uscis.gov in Adobe Portable Document Format (PDF). In order to view, print, or fill out our forms, you should use the latest version of Adobe Reader.
Downloading and Printing Immigration Forms
Some of our forms comprise rather large files. To more easily use our forms, we suggest you download them directly to your local computer, rather than fill out the form through your web browser. In order for most users to do this, "right-click" on the link to your specific form and save it to your computer. As noted above, you should use the latest version of Adobe Reader, which can be downloaded free using the "Adobe Reader Download (Free)" link to the upper-right.
How to print forms from www.uscis.gov
· In your internet browser, go to www.uscis.gov
· In the Topic Bar at the top of the page, select “FORMS”

· From this page, all forms available through USCIS can be downloaded and printed from any computer.

· Assistance for filling out forms, mailing forms, photo requirements, etc. can also be found on this page.
Forms by Mail

There is also an option at www.uscis.gov to order forms to be sent to you by mail. This option is on the right hand side of the USCIS website under the “FORMS” tab. You can order forms by hitting the Forms by Mail line. Forms will be mailed to you within five to ten days of your request.
· "Forms by Mail" service is provided to United States addresses only. If you are outside of the United States, Immigration forms may be obtained at the US Embassy serving your area. 

· You will be asked to enter a name and address. They need this information in order to ship the forms to you. This information will be used to create an address label, so it needs to be correct.

· Only Immigration forms are available from the forms center. If you require forms provided by other government agencies, please contact them directly.
Forms by Phone

You can receive USCIS forms by calling the toll-free USCIS Forms Request Line at 1-800-870-3676. 
When you call, please have the following information available:

· The form number for each form you need, and the quantity of each form; (No more than five of any one form will be mailed.)

· Your complete name 

· Your complete mailing address including apartment or unit number

· Your city, state and zip code

Please feel free to verbally spell-out your name or address information if you feel it is necessary or helpful.

You can expect to receive the forms within five to ten days after your call. Forms requested by phone will only be sent to addresses within the United States and its territories.

This service is for individual personal use only. Repeat or high volume requests will not be honored. Please do not order by phone if you have already used the Forms by Mail request at www.uscis.gov.

	Important: Check Where to File


The best way to determine where to send your application is to read the form instructions carefully.

Be sure to verify the filing location of the forms for the specific benefit you are seeking. Failure to file forms with the correct office or with the correct fee may result in your application or petition being returned to you and additional delays in processing.
	Questions?

If you need further assistance, the customer service number for USCIS is 1-800-375-5283.


Military Affairs/VA Intake Form

Date:







Name: 











Address: 










Home Phone: 







Other Phone:







Email:_________________________________________________
Branch of Service: 




__________ 
Social Security #/Service #/or VA #: 



_________________

                                                           (choose which number applies to this issue)
 Issue:








_________________










___________











___________












____












____












____












____












____












____












____












____












____

____________________________________________________________________________
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PRIVACY RELEASE REQUEST LETTER

Dear MAIL.SALUTATION FOR MERGING.MERGE,

Thank you for contacting me regarding the problem you are having with

MAIL.FILLIN.FIELD_l.MERGE. I am sorry to learn of the situation in which you find yourself.

I would be happy to make an inquiry on your behalf. However, in order to do so, I must have a written request from you. A privacy release form is enclosed for your convenience. If you wish my assistance, please fill out the form briefly describing your situation, attach any documentation you have, and return it to

MAIL.FILLIN.FIELD 2.MERGE.

I look forward to serving you.

Sincerely,

Marlin Stutzman
Member of Congress

EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
FOLLOW UP LETTER IF PRIVACY RELEASE FORM NOT RECEIVED

Dear MAIL.SALUTATION_FOR_MERGING.MERGE,

This is a follow up to the request we sent to you dated MAIL.FILLIN.FIELD_1.MERGE. 

I would be happy to make an inquiry on your behalf. However, in order to do so, I must have a written request from you. A privacy release form is enclosed for your convenience. If you wish my assistance, please fill out the form briefly describing your situation, attach any documentation you have, and return it to MAIL.FILLIN.FIELD_4.MERGE.

If you no longer need my assistance, please contact my office to let us know. The constituent liaison assigned to your case is MAIL.FILLIN.FIELD_2.MERGE who can be contacted at MAIL.FILLIN.FIELD_3.MERGE.

I look forward to serving you.







Sincerely,







Marlin Stutzman






Member of Congress

EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE_INITIALS.MERGE

EMAIL.ENDHIDE.MERGE

INITIAL CONTACT LETTER

Dear MAIL.SALUTATION FOR MERGING.MERGE,

Thank you for contacting me regarding the problem with MAIL.FILLIN.FIELD_1.MERGE. I am sorry to learn of the circumstance which

prompted you to seek my help.

In an effort to be of assistance, I have placed an inquiry with the MAIL.FILLIN.FIELD 2.MERGE. I will keep you informed of the responses I receive.

In the meantime, if you have questions or additional information, please contact my

district office. MAIL.FILLIN.FIELD_3.MERGE is handling your file.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
INITIAL AGENCY CONTACT LETTER
Dear MAIL.SALUTATION FOR MERGING.MERGE,

Enclosed please find correspondence from my constituent,

MAIL.FILLIN.FIELD 1.MERGE. I believe you will find this to be self-explanatory.

I would appreciate your careful review of this situation and any information which might be helpful to my constituent. Please direct your response to my district office,

MAIL.FILLIN.FIELD 2.MERGE.

Thank you for your assistance.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
INTERIM RESPONSE LETTER

Dear MAIL.SALUTATION FOR MERGING.MERGE,

Enclosed please find the interim response I received from MAIL.FILLIN.FIELD 1.MERGE. 
I will continue to monitor your case and forward all additional responses to you. I trust a final reply will be coming in the near future. Should you have a change in address or phone number, please contact our office so that we can continue to update you regarding your case.

If you have any questions or if you wish to submit additional information, please feel free to contact my district office. My staff will be happy to assist you.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
FINAL FAVORABLE LETTER
Dear MAIL. SALUTATION FOR MERGING.MERGE,

Enclosed please find the response I received from the MAIL.FILLIN.FTFLD_l.MERGE. I am pleased that a favorable result has been achieved.

Please feel free to contact my district office if I can help with any federal government

matter of concern to you. I look forward to serving you.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
FINAL UNFAVORABLE LETTER

Dear MAIL.SALUTATION FOR MERGING.MERGE,

Enclosed please find the response I received from the MAIL.FILLIN.FIELD_1.MERGE.

I deeply regret that this matter could not be resolved in your favor. As a federal legislator, I am privileged to make inquires with government agencies on behalf of my constituents, but I am prohibited by law from dictating the outcome of those inquires.

Please do not hesitate to contact me at my district office if I can assist with any federal

government matter of concern to you. I welcome the opportunity to serve you.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
FINAL INFORMATIVE LETTER - NOT

FAVORABLE OR UNFAVORABLE

Dear MAIL.SALUTATION FOR MERGING.MERGE,

Enclosed please find the response I received from the MAIL.FILLIN.FIELD_1.MERGE. I hope this information is helpful to you.

Please feel free to contact my district office if I can assist with any federal government

matter of concern to you. I look forward to serving you.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
DISTRICT OFFICE FOLLOW UP LETTER

TO AGENCY

Dear MAIL.SALUTATION FOR MERGING.MERGE,

This is in follow-up to my letter to you dated MAIL.FILLIN.FIELD_1.MERGE,

regarding my constituent, MAIL.FILLIN.FIELD_2.MERGE. 

I have not received a response to my inquiry as of this date. Copies of my original correspondence are enclosed for your review. 

I would appreciate your careful consideration of this situation and any information which might be helpful to my constituent. Please direct your responses to my District Office, MAIL.FILLIN.FIELD_3.MERGE.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
60 DAY FOLLOW UP LETTER FOR

CONSTITUENTS
Dear MAIL.SALUTATION FOR MERGING.MERGE,

Although I have heard nothing further in response to my inquiry on your behalf, I want to reassure you that I will continue to pursue this matter until it is resolved. As soon as I have something definite to report, I will be back in touch with you. 

Please let me know if there have been any changes to your address or phone number so that I can keep in contact with you. Also, please let me know if there is anything else I can do to assist you in this or any other matter.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
COURT SYSTEM LETTER

Dear MAIL. SALUTATION FOR MERGING.MERGE,

Thank you for contacting me regarding MAIL.FILLIN.FTF.LD l.MERGE . I am sorry to learn of the circumstances which prompted you to seek my assistance.

As a Member of Congress, I am able to place inquiries with federal agencies. The matter you brought to my attention involves the court system. Federal legislators are prohibited by law from interfering with the courts. This matter will have to be resolved through the judicial system.

Please contact me at my district office if I can assist you with a federal government

matter of concern to you.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
STATE MATTER REFERRAL LETTER

TO CONSTITUENT
Dear MAIL.SALUTATION FOR MERGING.MERGE,

Thank you for contacting my office about the problems you have encountered.

As much as I would like to work with you to resolve this matter, I am limited in what I

can do because it comes under the direct authority of the State of Indiana. Because I work for you at the federal level, I have no jurisdiction in such state matters.

I have forwarded your information onto your State Representative, STATE REPS NAME in Indianapolis. Someone from their office should contact you soon.

Please do not hesitate to contact me for assistance with any federal issues.

Sincerely,

Marlin Stutzman
Member of Congress
EMAIL.BEGINHIDE.MERGE

MAS/MAIL.AIDE INITIALS.MERGE

EMAIL.ENDHIDE.MERGE
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DE

Evansville

101 NW MLK Blvd Rm. 122

Evansville, IN 4
When candidates run for office, they usually concentrate on the important policy matters which affect their constituents. Taxes, budgets, education, homeland security, and a myriad of other issues are often at the forefront.





Although shaping policy is certainly the most important function of public services in legislative offices, many elected officials are surprised at the number of requests they receive to help constituents overcome problems with the government. It is not uncommon for a Congressional office to receive thousands of requests for help each year, and casework can quickly become overwhelming if the staff is not prepared for it. Elected officials who handle casework quickly and effectively have become an important part of our system of government. Also, efficient handling of requests can build much goodwill with the constituents.


This book, which was developed over several years by former U.S. Representative Cass Ballenger (NC) and his staff, is an excellent reference tool for caseworkers. We have adapted it for use in our office. It covers the major casework categories and provides helpful advice on dealing with constituents and solving their problems.


All new Constituent Liaison’s should read Section 1, An Introduction to Casework, and become familiar with it. The remainder of the manual covers specific casework categories and includes instruction on working with IQ (our casework management system). We have also included sample casework letters and forms to get you started. Constituent Liaison’s should study the sections that are relevant to the casework topics which have been assigned to them.


There is no practical way to make a casework training manual all-encompassing. Casework priorities are different from district-to-district, office-to-office, depending on demographics, geography, economy, and culture. However, we this think this manual provides a good overview and we hope you find it to be useful.





Acknowledgements





This Casework Guide was developed from the work of Former Congressman Ballenger’s Office in North Carolina. Thank you goes to Jan Faker from Senator Coats’ office for passing it on and to Kathie Green, Brad McDaniel and Allison McSherry for their work to adapt this for our office.





A good filing system is vital to a successful casework operation.








Identifying the real problem is not always an easy task. Get all the information you can without prying.








Begin work on a 


case immediately. Nothing is gained by procrastination.








Avoid delays by making your inquiry to the appropriate


office on the first try. Letters sent to the wrong office can take weeks to resurface!





Always get the name and phone number of any agency contact you speak with. You may need to follow-up.











Do not write like a bureaucrat. Be clear and get to the point.








It is better to ask a question than make a mistake.








You can never predict when you may be absent from work unexpectedly. Keep your files organized so that co-workers can take over for you.








A Congressional office is essentially the Customer Service Department for the federal government.











