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St. Vincent DePaul Society
17400 Peak Avenue

Morgan Hill, CA  95037

Basic Client Interview Process

Updated 12-19-2016
The following is a step by step process in assisting clients having basic survival needs. The process and the form can be improved significantly and suggestions for improvement are welcomed. As mentioned below, we have five “coaches” who are experienced volunteers and who should be used for collaboration and support in deciding if the client is needy and how much financial assistance to render. It is our policy not to render assistance to a client more than one time in a 12 month period. You will see below how our website can be used to determine if a client has received service in the past 12 months. Here is the step by step process: 

1. Starting Point: If you are answering calls on a specific date, you will call 408-776-2814; you will be asked to input the actual phone number for St. Vincent De Paul which is 408-778-2928. After you have asked to input the St. Vincent De Paul number, you will be asked for the password. The password is 4321. You will be asked to hit the pound sign after inputting the St. Vincent De Paul number and the password. 
2. Messages From Previous Days: If you call and there are messages left on the           
Voice mail system from earlier days, please write down the client’s information (i.e. name, phone number, description of need) and call each volunteer who had agreed to take the day the calls were received. Give that volunteer the client information and ask the volunteer to do the follow up. If that does not work, Call Chris Moeller at 408-483-9415 and he can also find help. 
If you are “swamped” with calls all for your own day, try to help those that you have time to help. For those you cannot help, call one of the other volunteers on the calendar, such as the volunteer from the previous day or for the next day, to take up the calls you cannot assist. 

Once you are ready to speak to a client for your day, follow the interview steps described below. 

3. Interview Steps: You will call the client back and try to discuss by phone the needs of the client and obtain as much information as you can to make a charitable decision on their needs. We recommend you key in *67 before calling a client in order to block your personal phone number. Please note this number blocking sequence may not work with a cell phone. A “client intake form” should be filled out and the information for it is easily available from the client when you discuss their situation by phone (all forms are available in a consolidated pdf file). 

During the interview process, please try to understand how the client got into their situation and whether they have a short term need or a long term problem. As an example, we can help with one or two nights in a motel, a gas card to get home, food for one or two days but we can not pay a deposit for an apartment and we cannot pay the first month’s rent to move into a new residence. We limit our service to the residents of Morgan Hill, Coyote, and San Martin.

4. Referrals to Other Agencies: In some cases, a referral to another agency may be the best choice. We provide two lists of other agencies to assist the needy. The first such referral should be to the “211” service which directs the caller to all agencies offering help and coordinated by Santa Clara County. This service operates 24 hrs per day/seven days per week. 

a) 211 Service: In nearly all cases after a client is referred to the “211” service, you should find out if the client has called the Salvation Army office in Gilroy. Very often the Salvation Army will be able to at least meet one half of a client’s needs and, occasionally, we will meet the other half. However, because of our limited funds, we strongly recommend using the “211” referral service and call the Salvation Army in Gilroy for all South County client needs. The number in Gilroy for the Salvation Army is (408) 848-5373. 
b) Hot Meal: If a caller is simply in need of a hot meal for themselves or their entire family, a county wide phone number has been created, sponsored by Second Harvest Food Bank. Please direct the caller to contact Second Harvest Food Bank at 1-800-984-3663. This service is available throughout the year and multilingual phone responders are available to receive calls from clients in order to find the nearest location to where a hot meal might be provided at no cost to the caller. 

5. “Entitled” Callers/Abusers of Service: As noted below, some callers are abusers of our generosity. These people, in some cases, visit the Parish office and threaten the staff or insist on seeing the Pastor. It is our policy not to assist any belligerent or threatening applicant; further, any client that claims they are “entitled” to any service should be denied immediately. We keep a log of habitual callers and habitual users on our “Denial of Service” list. Please refer to the list whenever granting assistance. If you feel coerced or threatened in any way, deny any assistance at that point. 

To access both the “Prior Service” list and the “Denial of Service” list, please log on to the internet and direct your browser to www.svdpmh.com. You can use either Microsoft Internet Explorer to access the website or Firefox; related browsers, for whatever reason, will not download the files. When the homepage for SVDPMH opens, click on the “Volunteer Support Data” link. The link will open to a new page which will ask for a username and a password. The username is Vincent. The password is depaul (one word, all lower case). 
After entering the second area you will be able to access the list of Clients Served and the Denial of Service list. The codeword/password for each list is vincent. Lastly, you can also download all of our volunteer forms from the Volunteer Support Data Page. 
6. Types of Services Provided: the types of service we provide are assistance with PG&E bills, brief overnight motel lodging, some modest rent assistance, Greyhound bus vouchers to other cities, gas cards, Santa Clara County bus pass, referrals to other agencies, clothing, household furniture and other hardship needs. It is our intent to serve clients in the Morgan Hill, Coyote and San Martin area (see section 2)
a) Energy Assistance:
1) REACH (Relief for Energy Assistance through Community Help): REACH is a one-time energy-assistance program sponsored by PG&E and administered through the Salvation Army from 170 offices in northern and central California. Those who have experienced an uncontrollable or unforeseen hardship may receive an emergency credit up to $200, credit amount based on the past due amount of the bill. REACH assistance may be available once within an 18 month period, but exceptions can be made for seniors, the physically challenged and the terminally ill. Contact the Salvation Army at 1-800-933-9677.

2) PG&E Assistance: For PG&E assistance, we must verify the account number, the amount due, and name and address. This may be done by calling PG&E at 1-800-773-4345 and giving the code 64621. There are other potential resources for a client needing PG&E help which we can also use as a resource. Please see our agency referral list for our area and all of Santa Clara County. 
b) Brief Motel Stay: If the client is seeking one or two nights of overnight lodging at a motel, we use the Economy Inn on Monterey Rd in Morgan Hill. You will need to call Economy Inn in Morgan Hill to see if they have an available room for the client and family. We pay for the room by using a St. Vincent De Paul paper voucher which is a simple form that is either faxed or delivered to either motel. Occasionally a client may need food assistance which we receive from the “Reach Out” facility behind the church building at St. Catherine’s. 
c) Rental Assistance: For rent assistance, it will be necessary to verify the information with the manager or, if it is a rental house from a private owner it is necessary to call the assessors office in San Jose to make sure that the ownership is as claimed.  The phone number of the assessor is 408-299-5500.
d) Longer Term Housing Assistance: Occasionally you may be confronted with a need for longer term housing assistance, which as explained above, we can not provide. However, EHC Life Builders in San Martin has three programs for longer term housing support. The first program is for migrant workers starting in May and ending in December for a period of six months. The second program is emergency housing for four months from December to April. The final housing program is a transitional program lasting nine months. We would recommend referring the client to EHC Life Builders in San Martin if any of these three programs may be helpful. The number is 408-686-0229. 
e) Greyhound Voucher: For a Greyhound bus voucher call Greyhound in Gilroy to get the price of the ticket and, if necessary, meet with the client and possibly figure out what is necessary to get the client to the Greyhound bus station.  The phone number for the greyhound in Gilroy is 408-847-7610 or 1-800-231-2222.  There is also Spanish speaking for Greyhound at 1-800-531-5332.
f) Gas Cards: Gas cards are available from Safeway, Walgreens, and other stores such as CVS or Rite Aid.  Our tax payer ID # 94-135-8301.  Occasionally you may be asked for this number but it would be very rare.
g) Target Gift Cards: We have two sources of Target gift cards, which can be used for small incidental help and which can be given out immediately. The best source for these cards is Maria Dominguez, the Parish Secretary at the Parish Office (408-779-3959). She has a secret, non-disclosed hoard of cards, which we have provided and which you may use in your work for minor assistance, which can be rendered immediately. Marta Valle (408-779-3562) also has a supply and, if Maria will not surrender any of hers, please call Marta and ask her for cards from her supply. 
7.  Personal meeting with clients. Occasionally, it may be necessary depending on the circumstances to personally meet with the client to determine the necessary for rent assistance or other services.  It may be possible that the client has called many agencies or has been turned down by others for valid reasons.  Please use your best judgment in deciding whether to meet the client at their home or, as an alternative, to meet the client at a populated place such as McDonalds, CVS, Rite Aid, Starbucks, Safeway Deli area or other places where there is frequent foot traffic.  Call another Society member, or maybe a volunteer as indicated on the monthly calendar, or as a substitute that might be able to help you if you feel the need to meet with the client and have doubts regarding the validity of the clients needs. 
8. Coaches, Mentors, Spanish Speakers: After speaking with the client by phone you most likely will have several questions. It has been our policy to discuss the matter with other members of our Society. As mentioned in the introduction, we currently have five coaches who are experienced and who will provide both support and collaborate with you to discuss the needs of any client. Please feel free to call one or more coaches to discuss the client’s situation and together make a decision if the client should be assisted. As a general rule, we attempt to limit all financial assistance not to exceed $600 to a client and we further attempt to make the client participate using alternative sources up to 50% of their overall need. You will need telephone support from one of our coaches to discuss a client’s needs and decide the best resolution. Once a decision has been made, the coach will assist you in getting the funds from our St. Vincent checking account. Call Carol Tacci at 408-779-9527 or Joe Cummings at 408-779-4824 for checks. 
You will also find out that some clients cannot be helped and other clients may be calling every phone number in the area and may not be totally genuine. These are judgment calls which we will need to make in collaboration with our Society coaches. Some individuals are in fact abusing our work. Previous clients served and previous abusers are listed on our Denial of Service list. Refer to website as indicated above. (See section 4, “entitled” callers/abusers). 
Phone Numbers for Coaches: 



1. Don Holmes: 408-779-2252

2. Jim Kirkpatrick: 408-425-7812
3. Tom Tanner: 408-858-5679

4. Carol Tacci: 408-779-9527
Phone Numbers for Spanish Callers: 
1. Mary Fierro: 408-779-6259
2. Teresa Flynn: 408-776-6549
3. Sabina Gutierrez: 408-390-8570
4. Marta Valle: 408-779-3562
5. Soraya Lopez: 408-776-0195
6. Blanca Cinco: 408-203-0159
9. Donation and Tax Matters: If a caller has left a message to donate a car, clothing or small household furniture, please call the following volunteers and they will do the follow up for the donation:
b) Car Donations: Please call Joan Dellamaggiore at 408- 683-2139
c) Furniture Donations: Please call (650) 871-6844
d) Clothing Donations: Please call Debbie Molyneaux at 408-500-5659
Taxpayer I.D. Questions: 

Our tax payer ID # is 94-135-8301.  Occasionally you may be asked for this number but it would be very rare

