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ABSTRACT

REVISING THE CALIFORNIA WELFARE FORM
INTO PLAIN LANGUAGE

by Janet T. Perry

The California welfare application form and accompanying instructions (called
the “SAWS 1) is identified as a public document needing plain language revision. Itis
redesigned based on findings from think-aloud protocols, document design analyses and
principles, and an interview with Social Services Agency employees. Protocol
participants are adult women incarcerated at Correctional Center for Women in Milpitas,
California, whose reading abilities typify those of welfare applicants.

The think-aloud protocols indicate that the revised SAWS 1 better matches the
literacy levels and abilities of typical welfare applicants. The revised form may (1)
relieve the paperwork burden, (2) reduce the burden on the user, and (3) improve
government efficiency while reducing costs. To advance the plain language movement,
government needs to allocate resources to plain language efforts and writers and

designers must pay closer attention to the audience of every document.
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Chapter 1

For almost three decades, citizens from the U.K. to Canada, from Australia to the
United States have asked that documents in English be written in plain language,
language they could understand. Prior to the 1970s, relatively few spoke out against the
jargon-filled, convoluted writing so pervasive in academia, law, and government that
even the highly educated struggled to understand. A shift to plain language was sorely
needed, especially in government, whose publications were notorious for their so-called
“gobbledygook.” For the most part, efforts to make such change in official language
were dwarfed next to the looming tradition of pompous prose. Nevertheless, the outcry
for “writing that is straightforward, that reads as if it were spoken” (Redish, 1985, p. 125)
has continued to sound at an increasing rate and has led to what is now known as the
plain language movement.

Over the past twenty years, many organizations have responded to the plain
language movement by publishing document design manuals that emphasize both verbal
features and visual dimensions of text; but mere compliance with a set of guidelines alone
cannot change the language of bureaucracy. Document design is, according to Schriver
(1989),

an interdisciplinary area of inquiry with rich historical roots. It draws on a matrix

of theory and research about how people produce and use text, particularly how

they read, write and understand, and are motivated by text. At its heart, document

design is concerned with readers and writers ard how writers can most effectively



find ways to provide readers with texts they can use, understand, and perhaps

even get excited about [italics added] (p. 316).

Effective document designers first consider their audience and how to make both the
layout and the language of a document compatible with the literacy skills of that
document’s users.

Such plain language revision is not only the desire of citizens and consumers;
government itself has mandated such change through numerous pieces of legislation.
Accordingly, the government documents that should be changed first are those most often
used, most often misunderstood, most costly to administer, or all of the above. Each year
millions of Californians apply for welfare assistance by completing the SAWS 1 form
(Appendix A), seeking cash aid, food stamps, and/or medical assistance. Because of the
large number of people using the SAWS 1 form and the millions of dollars spent both in
processing welfare forms and in granting welfare assistance, the SAWS 1 form merits

immediate plain language revision.

Proposal
The purpose of this project was to put the SAWS 1 form into plain language so
typical welfare applicants could understand it and fill it out correctly. The SAWS 1 form
was selected for this study for several reasons. First, it is a public document in public
domain and, therefore, could be used without being subject to copyright laws. Second,
the SAWS 1 form is produced en masse and, therefore, touches millions of lives. Not

only are applicants and government workers affected by the form’s efficiency, but state



taxpayers (who may never see or use the form) also have a vested interest in the form’s
efficiency. Third, and perhaps most importantly, the audience for the SAWS 1 is
generally made up of people with low literacy skills, making it a prime candidate for
plain language revision.

Transforming the SAWS 1 form included matching the document’s visual and
verbal levels of difficulty to the literacy abilities of welfare recipients. This conversion to
plain language should not be mistaken for a mere dilution or simplification of the form.
Instead, the researcher’s intent was to characterize the revised SAWS 1 form with the
kind of plain English described by Australia’s 1986 Law Reform Commission of
Victoria, which is:

a full version of the language, using the patterns of normal, adult English. It is

not a type of basic English, or baby-talk. While documents that are converted to

plain English are simplified, they are simplified in the sense of being rid of
entangled, convoluted language—language that is difficult to analyze and
understand . . . not in the sense that the language has been severely condensed or
amputated and the message truncated. Plain English is not artificially
complicated, but it is clear and effective for its intended audience (as cited in

Schriver, 1991, pp. 149-150).

Furthermore, the distinction between improving the document and improving the
literacy levels of the participants needs to be clear. Even though literacy training is vital,

documents must match what welfare applicants can do now. Redish confirmed this point

by saying,



There is a time and a place for everything. Yes. of course, we want to find ways
to help people learn to read and write better than they do, but . . . the purpose of
the document is to help these people in their current state to accomplish a given
task. Therefore, we must make the document match what they can do now
(personal communication, June 14, 1998).

In other words, redesigning the form will not improve people’s literacy skills but will

allow more people to successfully complete the task.

Rationale

Written forms are not going to go away. Society will continue to need forms in a
myriad of arenas. Even two decades ago, in the 1975 UK Civil Service Department
Management Services Handbook, this truth was acknowledged: “There is no
administrative procedure which does not require the use of at least one form” (Wright,
1980a, p. 151). Unfortunately, while often essentiai, forms also “provide multiple
opportunities for incomprehensible communications” (p. 151). Both the language and
visual design of a form can cause difficulties for form-fillers.

Such is the case with the SAWS 1 form. Welfare applicants must fill out the
SAWS 1 form in order to receive necessities: money, clothing, food, and medical
assistance. However, the current SAWS 1 form and accompanying instructions are not
written or designed appropriately for welfare applicants whose literacy skills are usually
low. Therefore, the form must be redesigned (verbally and visually) in plain English.

There are three sound reasons for this change: (1) to relieve the paperwork burden, (2) to



reduce the burden on the user, making it easier to understand and use, thereby reducing
the error rate, and (3) to ease government’s job and save the government money (Redish,
1983, pp. 167-168).

Relieving the Paperwork Burden

To relieve the paperwork burden, one may argue in favor of redesigning forms so
they are presented in the spoken medium. However, research has shown that adults tend
to listen, on the average, at the same level they read (Sticht, 1985). Sticht, Hooke, and
Taylor (as cited in Sticht) confirmed this, finding a “near parallelism of listening and
reading skills in adults of marginal literacy . . . for the full range of young adult readers
spanning RGLs [reading grade levels] from the second through the eleventh-grade level”
(p- 327). In other words,

simply substituting the spoken for the written language as a means of redesigning

materials to accommodate less literate users is not likely to be very productive. In

the present-day United States, youth and adults who have poor reading
vocabularies and abilities to comprehend materials . . . are also likely to have poor

oral language comprehension skills (pp. 327-328).

The Paperwork Reduction Act of 1995 required government agencies to gradually
replace a portion of their paper forms with electronic forms. In accordance with the Act,
some forms, such as Social Security benefit forms, are filled out electronically by a
trained liaison. This process may reduce the paperwork burden and should reduce errors;
however, simply converting text to an electronic format does not address the

comprehension problems low literate adults still face when the text itself is not altered to



meet their skills. [n addition, electronic applications may require applicants to have more
than just reading and writing skills, which can complicate the form-filling process.
Furthermore, training and using liaisons can be very costly, as can the initial costs of
converting to an electronic format. In the meantime, government and citizens must
continue to rely on the paper forms already in existence. Those forms, if designed well,
can reduce paperwork significantly.

Relieving the User Burden

In addition to reducing the quantity of paperwork, the content of government
documents must also be simplified. This distinction is supported by Etzkorn (1991), who
says that “government must make sure that the essential paperwork is written in clear,
readable language appropriate for its intended audience, and formatted in a manner that is
suitable for its use” (p. 224).

Attention paid to the form-filler is especially critical because, according to Rose
(1981), “Most problems are caused by the failure to consider the requirements of a
document from the perspective of the document’s audience” (p.179). If document users
are ignored, then all the manuals giving advice on data preparation, printing techniques,
and distribution are rendered useless. As Wright (1980a) said, “All forms have one
common element. Somewhere there is a form-filler” (p. 155). Since welfare applicants
tend to have low literacy levels, writers and designers should match welfare documents
accordingly.

The plain language approach to relieving user burden should not be viewed as a

cure-all to errors or as a replacement for literacy programs. Instead, changes should



complement the efforts of all adult literacy programs, which recognize the urgent need to
improve and refine literacy skills. To reiterate, the purpose of this project is to match the
language and design of the SAWS 1 form to the current literacy abilities of welfare
recipients, not to change literacy levels to accommodate the form. The job of improving
literacy is left to literacy trainers.

Improving Government Efficiency and Reducing Costs

Government can become more efficient, improve its image, and reduce costs by
making better forms. In the past,

organizations have failed to realize how strongly consumers care about

communications, since so many seem unwilling to invest even a few cents extra

per product to improve the quality of their writing and design. This may be a

critical oversight (Shriver, 1993, p. 248).

By producing plain language documents that reflect a genuine consideration for the users,
government can become a trusted source of information for its citizens. The long-term
social benefit of simplifying forms is that “government [is] perceived as a clear,
forthright communicator [that] stands to gain respect from its citizens” (Etzkom, 1991, p.
230).

Furthermore, government can reduce costs by making forms that are both clear
and simple. In March of 1983, the Wall Street Journal reported, “For every $1 spent on
forms, $20 more goes for clerical costs to process them” (as cited in Etzkorn, 1991, p.
230). Because it is produced in such large quantities, the potential monetary savings

from improving the SAWS 1 form are staggering. As Wright (1980a) says, “It is the very



large numbers in which forms are processed that is the strongest advocate for the cost
effectiveness of good form design” (p. 157). Simple forms that people can understand
and use will yield for the government “less obvious, more dramatic savings . . . realized
from fewer completion errors, shorter training time for employees, and prompter, more
accurate processing” (Etzkom, 1991, p.230). In effect, there are no good reasons for not

improving the design of forms.

Literature Review
Literature on Plain Language in Public Documents and Forms

In the United States, changing the style of government documents came slowly
for a number of reasons. First, demands of reformers went unsupported by any type of
government edict requiring that documents be written in plain language. Second,
government writers were somewhat shackled by a long-standing tradition of writing in
the passive voice. According to Redish (1983), the language of public documents was
laden with nominatives, jargon, and legalese. And third, these same writers *“had few
well-organized and well-presented models to follow” (p.160).

Schriver (1991) explains how early advocates of plain language used their energy
to overcome these obstacles to plain language during the 1970s. Some were busy trying
to define plain language and its implications for consumers, critics, government officials,
and researchers. Other plain language proponents were busy provoking controversy,

arguing that “unclear and purposefully vague and jargon-laden language was being used



as a tool to keep the less knowledgeable, less powerful, less wealthy, from knowing what
they were signing” (pp. 148-149).

Amidst the confusion and controversy, some small inroads were made. Redish
was involved in a counter-movement to government gobbledygook in which she and
others developed “a small but growing body of well-written, direct, personal, and
understandable bureaucratic documents™ (1983, p. 151). Unfortunately, these few well-
designed documents were not the ones the media chose to publicize and praise. And, in
reality, the majority of public documents still needed to be rewritten.

Fortunately, however, about the time President Nixon resigned in 1974, two major
changes in the United: States created the impetus needed to propel the plain English
movement. “One was the tremendous growth in the size of the federal government and
the inordinate amount of paperwork that new government programs generated. The other
was the rise in consumer activism” (Redish, 1985, p. 128). These two behemoth forces—
government and citizens—essentially collided, resulting in several acts and regulations
that required documents such as warranties, leases, and banking transfers be clear and
readable. Legislation such as the Magnuson-Moss Warranty-Federal Trade Commission
Improvement Act (1975), the Consumer Leasing Act (1976), and the Electronic Fund
Transfer Act (1978) were genuine albeit small victories for the plain language movement.

The real overhauling of government documents began with an act of Congress
when the Commission on Federal Paperwork was established in 1974. After two and a
half years studying the federal paperwork burden and trying to find ways to relieve it, the

Commission generated 36 reports and over 250 recommendations. The Commission
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estimated that filing and processing federal forms was costing about $100 billion a year,
or roughly $500 for every person in the United States (Ways Federal Forms, 1978, p. 58).
Of all the findings in the Commission’s report, ““one of the strongest messages . . . was
that the government needed to rewrite its documents into understandable language and
formats that were clear to consumers” (Redish, 1985, p.129).

President Carter responded to the scathing report by issuing two Executive
Orders. Less than six months after the Commission delivered its 1978 report, Executive
Order 12044 insisted that government agencies reduce the costs and the burden of federal
paperwork. They were required to make their writing “as clear and simple as possible,
written in plain English, and understandable to those who must comply with [the
regulations]” (Carter, 1979, p. 561). In 1979, President Carter issued a second Executive
Order, nicknamed “The Paperwork Reduction Act.” This time, in addition to trying to
reduce paperwork as a whole, Carter specifically targeted forms. Agencies were required
“to keep forms as short as possible . . . elicit[ing] information in a simple, straightforward
fashion” (Redish, 1985, p. 129). Carter hoped that by limiting the amount of paper that
forms required, the number of burden hours needed to fill out forms would naturally be
reduced.

Initially, President Carter’s emphasis on plain language paid great dividends.
Between 1980 and 1983, U.S. government paperwork was reduced by 32 percent, far
surpassing its 25 percent goal. During one decade (1981 to 1991) over 400 million hours
of paperwork were eliminated simply because filing requirements and eligibility rules

changed, enabling people to use fewer and shorter forms (Etzkorn, 1991, p. 224). Plain
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language advocates had much to celebrate. However, waste and problems persisted
because. while it had reduced some of its paperwork, the government had not made
certain that the remaining paperwork would also be simplified.

Meanwhile. in the private sector. researchers were making concerted efforts to
identify problematic documents that needed simplifying. Bagin and Rose (1991). from
the American Institutes of Research. conducted a comprehensive study of public
documents. Using a questionnaire, the researchers surveyed dozens of public documents
that most of us encounter daily, such as application forms. instructions, directives.
regulations, legal contracts, and government documents. This survey resulted in the
worst forms being “unearthed” (p. 64).

Bagin and Rose (1991) found respondents’ most common complaint was about
the language of forms. Almost half said the language was too complicated and that the
instructions were unclear; about a fourth found the vocabulary too difficult. Design of
forms brought complaints from roughly a third of respondents who felt the forms were
too long. the type was too small, and the space given to write was inadequate (p. 65).
Although the intent of the survey was not to single out application forms as the major
problem area. in the end. application forms were categorized as critical problems because
misunderstanding them resulted in some of the most severe consequences. For example,
over one-third of those surveyed reported losing either money or benefits, such as food
stamps and Medicare, because the form was too difficult to understand or fill out.

Efforts to identify and improve public documents continued. However, by 1994

small businesses and individuals were still spending a whopping six billion dollars--six
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times the amount spent in 1978--and one billion hours filling out and processing required
government paperwork (JetForm Archives. 1998, p. 1). In spite of well-intentioned
legislation and some real strides towards cutting costs and saving time. government forms
still suffered from poor design.

Government leaders were aware of the overwhelming burden forms and other
paperwork continued to place on society. Sixteen years after President Carter signed the
original Paperwork Reduction Act of 1979, President Clinton signed The Paperwork
Reduction Act of 1995. The new spin on this old mandate was not only to shorten forms
but also to shift to electronic forms with the hope that both costs and paperwork would be
minimized. To reach those goals, the 1995 Act required that all government agencies aim
to “reduce paperwork demands on the general public by 10 percent in 1996 and 1997, and
by 5 percent annually until 2001” (JetForm Archives, 1998, p.1). Again, the emphasis
was on reduction only, not on simplifying the remaining paperwork through plain
language.

Recognizing the need to further improve public documents, President Clinton
released on June 1, 1998, an official Memorandum addressed to the heads of executive
departments and agencies that, again, insisted on plain language in government writing.
Clinton said,

The Federal Government’s writing must be in plain language. By using plain

language, we send a clear message about what the Government is doing, what it

requires, and what services it offers. Plain language saves the Government and

the private sector time, effort, and money (Memorandum, 1998, p.1).
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The purpose of the Memorandum (1998) was to “make the Government more responsive.
accessible, and understandable in its communications with the public™ (p. 1).

Clinton acknowledged that plain language documents may vary according to the
intended audience. but his official memo defines all plain language documents as having
“logical organization” and “easy-to-read design features.” It further outlines four specific
elements that the government would apply to such documents:

e common, everyday words, except for necessary technical terms

e “you” and other pronouns

e the active voice

e short sentences

To ensure compliance with his directive, President. Clinton demands that, beginning
October 1, 1998, plain language be used in all documents such as letters, forms, notices,
and instructions. All documents designed prior to that date are to be put into plain
language by January 1, 2002. Additionally, President Clinton counsels agencies to
consider rewriting existing regulations in plain language when they have the opportunity
and resources to do so. He refers agencies to the National Partnership for Reinventing
Government for support and encourages them to use customer feedback and common
sense to guide them in following his newly outlined plain language directives.

Literature on Literacy

Over the years the notion of literacy has been defined and redefined. From as
early as 1956, various classifications of literacy have been developed. Gray (as cited in

Wright, 1980b) grouped literacy skills according to the domain in which they would be
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used: “domestic literacy’ (private life), “functional literacy” (job-related), or “advanced
literacy” (entertainment and self-instruction). Interestingly, Gray considered filling out
forms to be a function of “domestic literacy,” or that which is needed in private life, when
filling out forms is actually required in all three literacy domains he describes. For
example, one might fill out a form to apply for welfare (private life), to complete a work
order (job-related), or to subscribe to a magazine (entertainment and self-instruction).
Hence, Gray’s literacy categories are problematic.

Of course, as Wright (1980b) points out, “Literacy means more than the ability to
understand the words and sentences on a page” (p. 517). Literacy connotes involvement
with words on some level or another. In the late 1970s when Sticht and his colleagues
studied literacy problems in the Army and Navy, they defined two levels of literacy,
distinguishing between “reading to do” or “reading to learn” (as cited in Redish, 1988a).
“When reading to do, the reader’s primary goal is to extract information for immediate
action.... By contrast, when reading to learn, the reader’s primary goal is to absorb
information for future recall” (p. 223). To illustrate, students reading to learn might
simply read a magazine for pleasure, gathering interesting facts and either reading the
text smoothly or hopping from text to graphic and back to text. In contrast, someone
reading to do may read a set of instructions in order to assemble a power lawn mower.

Interestingly, Sticht’s research team found that students spend most of their time
in school reading to learn and only 15 percent of their time reading to do, whereas the
situation is reversed in the workplace. Workers spend only 15 percent of their time

reading to learn and the majority of their time reading to do. The implications are that
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students are not well prepared to handle workplace literacy tasks because they have not
been well-trained in school to read to do. Moreover, even outside the workplace much of
the reading requires involves reading-to-do tasks. Says Redish (1988a), “The documents
that are critical to people in the course of their lives are action documents—from income
tax forms to college loan applications to the instructions for putting together a VCR” (p.
224).

Redish (1983) acknowledged that users of forms had specific literacy needs. “No
matter how much we decomplexify the language of the bureaucracy, government
documents (especially forms) will require literacy skills that are different from reading
novels or textbooks” (p. 173). Recognizing the need for a variety of literacy skills may
have led to her later breakthrough. About ten years after Sticht made the distinction
between reading to do and reading to learn, Redish (1988a) married the two notions,
naming a new kind of literacy: “reading to learn to do.” This kind of literacy seemed
especially applicable to the workplace where, for example, tutorials not only help readers
use computer programs but also to learn as they use them.

Different literacy skills are required for each of the two parts of the SAWS 1
document. The Coversheet of Instructions is a case of reading to learn to do and the
accompanying application form requires reading to do.

Literature on Welfare

The current California welfare program is known as the California Welfare

Opportunity and Responsibility to Kids (CalWORKSs). The program provides emergency

cash aid, food stamps, and medical assistance. To apply for welfare, Californians must



16

first complete the SAWS 1 form (Appendix A), which includes both a Coversheet of
Instructions and an application form.

Recent statistics from the National Institute for Literacy reveal a partial profile of
welfare recipients and the likelihood of their remaining on welfare. First, welfare
recipients usually have little education and read, on average, at the sixth grade level. Of
those with low literacy skills, 43 percent live in poverty and 17 percent receive food
stamps (“How to Prepare,” 1996, pp. 5-6). Second, those with little education remain on
welfare the longest. Specifically, “over 60 percent of those who spend more than five
years on welfare enter [welfare] with less than a high school education” (p. 6).
Fortunately, the corollary to these facts is also true, as more education yields greater
income and less welfare dependency. Indeed, statistics show that “among adulis with
strong literacy skills, less than five percent live in poverty and less than one percent
receive food stamps” (p. 5).

Over a decade ago, experts observed that “the plight of marginally literate adults
appearfed] to be deepening” (Sticht, 1985, p. 329). More recent data from the National
Institute for Literacy concurs, reporting that “forty million American adults can read
some basic information, but cannot locate an intersection on a map or read a newspaper
article. Until they improve their basic education and literacy skills, these adults cannot
effectively compete for today’s jobs” (“How to Prepare,” 1996, p. 5). The economic costs
of functional illiteracy are staggering. In 1995 alone, 16.2 million Americans between

the ages of 15 and 74 who received Medicaid were given an average of $3,311 per year,
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costing taxpayers more than 45 billion dollars (U.S. Bureau of the Census, 1998, Tables 7
& 9).

In order to combat the vicious cycle of low literacy leading to welfare
dependency, the federal government has mandated change in the welfare program. States
are now required to involve welfare recipients in more education and training than they
have in the past. Specifically, by 1999 no less than 35 percent of a state’s entire caseload
must be involved in education and training (“Congress Considers New Literacy,” 1997,
p. 5). If states do not meet this requirement, they lose a portion of their allotted funds.
The risk of losing federal welfare money gives states strong incentive to ensure that
recipients are prepared with workplace literacy skills. Therefore, literacy training has
become an increasingly critical element in making this welfare reform successful.

Welfare recipients, however, must first be able to read and complete welfare
application forms before they can better their literacy skills through government-
sanctioned programs. Hence, the 1996 welfare-to-work legislation presents a paradox.
Will some people be denied benefits as well as literacy training opportunities because
they cannot read and understand the welfare form well enough to fill it out correctly? To
avoid such incongruity, documents such as the California welfare form, which directly

affects those with low literacy skills, should be tested and revised into plain language.
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Chapter 2
METHODS AND MATERIALS

Several strategies have been developed to better match materials to readers. In
this study, the SAWS 1 form was tested then redesigned using three strategies: (1) the
think-aloud protocol (Schriver, 1991); (2) the document design strategy (Sticht, 1985);
and (3) the interview strategy. The think-aloud protocol was used to test the original
SAWS 1 form. Then form was redesigned based on findings from the protocol and from
an interview with Social Services Agency employees. Finally, the newly designed

SAWS 1 form was tested in a second think-aloud protocol cycle.

Think-Aloud Protocol Strategy

When a document is redesigned, the final product is incomplete without some sort
of field-testing. Rose (1981) confirmed this when, after surveying dozens of problematic
documents, he concluded, “A public document should be field-tested by having an
audience of potential users actually attempt to use it prior to final production” (p. 194).
For this project, the think-aloud protocol provided such field-testing. Although originally
developed in 1972 by A. Newell and H. Simon (as cited in Holland & Redish, 1982),
think-aloud protocols were just becoming a popular empirical method for understanding
public documents about fifteen years ago. More recently, “document designers, teachers,
and researchers have asserted that think-aloud protocols are one of the most sensitive

ways to evaluate the quality of a functional document,” claiming that they consistently
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reveal “gaps and ambiguities in texts that have already gone through many technical
reviews” (Schriver, 1991, p. 154).

Think-aloud protocols rely on reader feedback to locate problems in a text.
Researchers Holland and Redish (1982) describe the think-aloud protocol’s simple
process. “In a thinking-aloud protocol, the participant is asked to say whatever comes to
mind as he or she does the task (in this case filling out the form). The protocol is tape-
recorded, transcribed, and analyzed” (p. 212). Using the data collected, the document is
then redesigned and re-tested. “It is a cyclical activity in which each cycle consists of
readers responding to a text and a writer using readers’ responses to guide revision”
(Schriver, 1991, p. 152). In addition, observations about participants’ nonverbal behavior
are also made.

A chief advantage of think-aloud protocols is that, unlike simply counting errors,
they uncover not only what needs to be revised where, but they can also reveal how and
why a text may be difficult. Because participants literally say whatever comes to mind
while interacting with a document, writers can make revisions according to both
comprehension and performance difficulties.

Preparing to Collect Protocols

First, the researcher spoke at length with the director of the Reading Program, an
adult literacy program of Santa Clara County Library, about using low literate adults to
test the design of the SAWS 1 form. The director referred the researcher to the Inmate
Literacy Project (ILP) at the Santa Clara County Department of Correction in Milpitas,

California. The ILP has been funded by the Inmate Welfare Fund since January 1990 and
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is considered a vital part of defeating recidivism. Judy Chavez, ILP Coordinator,
accepted the project proposal with enthusiasm and made every effort to facilitate the
researcher’s efforts.

Chavez randomly chose eighteen women residing in the Correctional Center for
Women (CCW), a section of the county’s correctional facilities, who were enrolled in the
ILP and whose reading levels fell between the second- and eighth-grade level. Prior to
the protocols, these participants’ reading levels were determined by the Wide Range
Achievement Test (WRAT) (Appendix I), which collects a writing sample and assigns a
Vocabulary Recognition Level (VRL). Vocabulary levels were used in lieu of reading
grade levels because of time constraints. According to Chavez, inmates stay at CCW an
average of 90 days, and ILP workers often do not begin working with some of those
inmates until a month or more after they are incarcerated. In order to maximize their
time with inmates, ILP workers determine inmates’ reading abilities by using the WRAT,
which requires about twenty minutes to administer, rather than other more time-
consuming reading grade level assessments (personal communication, October 5, 1998).
Chavez also consulted with several colleagues and assigned the SAWS 1 document a
twelfth grade reading level.

Previously, all the women had been matched to either a volunteer community
tutor or a peer tutor who had received 15 hours of training to teach phonics, spelling,
comprehension techniques, and pre-GED preparation. Tutors also teach inmates how to

write resumes and how to complete job applications. Nine women participated in the
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first cycle of the think-aloud protocol, and nine different women were recruited for the
second cycle.

Before actually collecting the protocols. several practical issues were addressed.
First, the researcher wrote a set of instructions (see Appendix C) and made a video
demonstration tape of a person participating in a protocol. The demonstration tape.
which is two minutes and forty seconds long, shows a woman reading the SAWS 1
Coversheet of Instructions and filling out the accompanying application. She is shown
giving both positive and negative feedback about the form. Other practical issues were
also addressed prior to the protocols. such as securing a VCR, a tape recorder, and
audiotapes. Two copies of the SAWS 1 (one for the researcher and one for the
participant) were also provided.

The ILP coordinator determined ahead of time where to conduct and observe the
protocols. She selected two different places, according to where the inmates were
housed. The first place was a small, empty room that had once served as a laundry
facility and that contained a table and chairs. The room also had a door, which helped cut
down on the peripheral noise from other inmates and cafeteria workers. Boot camp
inmates were not allowed in the first meeting place, so their protocols were conducted in
the boot camp group meeting room, which also had a table and chairs. Unfortunately,
because it was a large, open room, the noise from other inmates coming and going was
somewhat distracting.

Two other important steps were taken to prepare for the protocols: coding and

pilot testing. First, the researcher devised a preliminary coding scheme for the



application. This scheme was based on the cognitive burdens caused by the tasks on the
SAWS 1 application form and follows the model Redish (1988b) used to simplify the
taxpayers' tasks in filling out the IRS Form 1040. (Cognitive burdens for the Coversheet
and Cover Letter were not coded because no tasks were involved.) Second, the
researcher conducted a pilot test of the think-aloud protocol procedure. The purpose of
the pilot test answers the question, “Do participants interpret the task as I planned them
to?” (Schriver, 1991, p. 156). The pilot testing was successful in that the participant,
after reading instructions along with the interviewer and watching the video
demonstration tape, followed the protocol correctly without asking any questions.

Conducting the Protocols

Two protocol cycles were performed, the first with the original SAWS 1
document and the second with the revised version. (Recommendations for a third cycle
are included in the final chapter entitled “Discussion.”) Each protocol began with the
researcher reading aloud a set of instructions while the participant read the same
instructions silently. (See Appendixes C and D.) The first seven items from the written
instructions include explaining the purpose of the protocol, showing a sample Coversheet
(or Cover Letter in cycle 2) and application form, and describing how to think aloud
during the protocol. The participants then viewed the video demonstration tape, after
which the researcher and participant returned to the last five items on the instructions.
Participants were reminded to express both positive and negative thoughts and feelings
when filling out the form. Because all the women were incarcerated, they were asked to

imagine themselves as civilians in need of welfare assistance, using the facts from their
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civilian lives that most accurately represented their situation. Finally, after being
reassured of confidentiality, the participants were given the balance of the hour to
complete the application.
Observing the Protocols

Schriver (1991) suggests researchers use the following pattern while observing
protocols:

As the participant is providing the protocol, writers should try to catalog all they

see, including nonverbal behavior. They ought to follow along as the participant

reads the text so they can mark any section that is unclear or confusing (p. 157).
Furthermore, once protocols begin, every effort should be made to resist intervening.

For the purpose of this study, all the protocols were not transcribed, although
copies of the tape-recorded protocols are included and submitted as part of this project.
As was the case of Chamney (1984) of the Carnegie-Mellon Communications Design
Center, coding every comment and doing a quantified analysis of the types of comments
went beyond the scope of this project. The protocols helped identify problems that might
have been missed by simply counting errors and helped develop strategies for dealing

with the individual problems on the form.

Document Design Strategy
Using Sticht’s (1985) model of the document design strategy, the users’ reading
skills and the document’s reading difficulty were pre-assessed, as discussed earlier.

Other pre-assessments included graphic and linguistic analyses as well as a study of the
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cognitive burdens caused by having to fill out the form. These pre-assessments helped
the researcher redesign the SAWS 1 document according to the reading levels of its
users.

Benson (1985) says “Documents are most usable when the information in them is
apparent both visually and syntactically” (p. 35). The researcher first changed the verbal
content of the form “to cope with the lower reading skills of people by redesigning the
materials to reduce the reading difficulty of the materials™ (Sticht, 1985, p. 323). This
change in language was particularly appropriate given the low literacy levels of many
welfare applicants and the high literacy level at which the form is designed (“How to
Prepare,” 1996; personal communication with J. Chavez, October 5, 1998). Second, the
researcher reshaped the visual format in order to make the document more usable.

Making Pre-Assessments

In order to make both verbal and visual principles work in tandem, pre-
assessments were made. A graphic and linguistic analysis of both the SAWS 1 form
Coversheet and application were performed; then cognitive burdens were assigned.
Finally, after this review of the document, the researcher developed her own ideas for
revision.

Graphic and Linguistic Analyses

To help nonexpert readers, both the SAWS 1 Coversheet and application
underwent two analyses: graphic and linguistic. (See Appendixes E, F, G, and H.) The
graphic analysis included identifying four elements: (1) structure; (2) type format, size

and color; (3) typeface; and (4) rules/lines. The second analysis included a review of two
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linguistic elements: syntax and vocabulary. Based on those findings, both the Coversheet
and the application were revised (Appendix B).

Cognitive Burdens

The researcher identified the cognitive burdens caused by the tasks on the SAWS
1 application form by using the same model Redish (1988b) used to simplify taxpayers’
tasks (Appendix J). Burdens are not measured by the number of pages or by the number
of items a form has because not all items are equally difficult. Instead, burdens are
measured by the type of tasks required to answer the questions, and “some tasks are more
difficult for people than others” (p. 2). For example, “confirming information is easier
than recalling it,” and “copying information from one document to another is easier for
most people than doing calculations” (p. 11). However, making decisions or figuring out
what is meant “may well be one of the most burdensome tasks,” especially for those who
are least literate (p. 9).

Revising the Coversheet of Instructions

The Coversheet of Instructions was revised in four major ways. First, the content
was put into a letter format and called the “Cover Letter to the Application.” Second, the
Cover Letter was divided into logical subsections, typed in boldface and underlined.
Third, the Cover Letter included a revised section of definitions called “What We Mean
When We Say . ..” And fourth, the “Complaints” section was put inside a hairline box,
again typed in small print. In “Designing a Government Form,” Waller (1984) suggests
using “a typeface with regular proportions and features; a sans serif is often the best

choice” (p. 56). Therefore, the sans serif typeface Arial was used.
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Letter Format

Research shows that people are more comfortable reading text that is presented in
a personal letter format than they are reading straight instructions (Bagin. 1988;
Landesman, 1981). Their schema (or mental model) for letters is much more developed
than it is for forms. Therefore, their comprehension of letters tends to be better (Bagin,
1988; Redish. 1993). So. the Coversheet was converted into a Cover Letter beginning
with a standard letter greeting, “Dear Applicant,” and followed by the body of the Letter.
Subsections

Dividing the information into smaller components, such as subsections, is
supported by the chunking theory (Keyes, Sykes, & Lewis, 1988), which maintains that
visually distinct, manageable chunks of information on a page can help readers find
information. Chunking can also improve comprehension. Therefore, the Cover Letter
was divided into five logical subsections.

Similarly, filtering chunks of information by using graphic elements such as
subheadings and typefaces can further segment material, making it more accessible to the
reader (Keyes et al., 1988). The following subheadings were printed in boldface and
underlined, serving as filters for the subsections:

e “What to Do Before You Can Get Help”
e “What Kinds of Help You Can Get”
e “What You Should Do If You Have an Immediate Need”

e “What You Should Know About Food Stamps and Your Date of Eligibility”



e “What Can Happen if You Do Not Give Us All the Facts (correct and complete) or If

You Cheat in Any Way”
These subheadings were designed to be more informative than those in the original
SAWS 1 Coversheet. For example, the original document has four different sections
with capitalized subheadings about food stamps, which read, “FOR FOOD STAMPS,”
“APPLICANTS FOR FOOD STAMPS,” “FOOD STAMPS,” and “FOOD STAMP
EXPEDITED SERVICE.” The information from these four sections was grouped
together and put under the subheading, “What You Should Know About Food Stamps
and Your Date of Eligibility.” Benson (1985) speaks in favor of such subheadings,
saying, “Poor readers are significantly aided by headings that are full statements or
questions. Clear, active, and specific headings can also alter how readers comprehend a
text” (p. 38).
Definitions

The language of the Cover Letter itself also needed revision. The original

document included many terms specific to the welfare process that were difficuit for
people at the sixth-grade reading level to pronounce and to understand. At one time or
another all people are unfamiliar with certain terms—whether it be because they are
illiterate or because they are untrained in a certain area of expertise—and they sometimes
need help understanding. Applying plain language “does not mean condescending to the
reader” nor does it mean eliminating or “hid[ing] complex ideas or technical terms in
documents,” but instead “shuns the antiquated and inflated word . . . it does not seek to

rid documents of terms which express important distinctions. . . . [Instead], plain
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language documents offer nonexpert readers some assistance in coping with these
technical terms” (Schriver, 1991, p. 150).

Therefore, the last section of the Cover Letter, “What We Mean When We Say,”
provided definitions for various terms. Its title was copied from the Coversheet of the
original form, but ellipsis marks were added to encourage further reading of the
definitions. Some definitions were added to the section and others deleted. Most
notably, the definition of “CalWORKSs,” which is never made clear in the original form,
is included in the revised version.

Also, in the “What We Mean When We Say” section of the original document the
terms “you,” “anyone,” and “everyone” were defined. This definition was removed from
the list and printed in all capital letters under the title of the new application, which has
multiple references to these pronouns. The definition itself was altered slightly to read,
““You,” ‘Anyone,’ or ‘Everyone’ means persons who live in your home.” To call greater
attention to this definition, the word “NOTE” preceded it. The “What We Mean When
We Say” section filled the entire last column of the backside of the Cover Letter. This
format created an invisible box around the terms, setting them off from the rest of the
letter’s copy.

Boxed Small Print

The so-called “small print” from the original Coversheet of Instructions was
placed in a box directly below the main body of the letter as another “chunk” of
information (Keyes, et al., 1988). The boxed information was given the heading “What

To Do If You Have Complaints” and includes all the addresses and phone numbers
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applicants might need if they are unsatisfied with the welfare agency. The text’s smaller
point size (8 pt.) as well as its placement at the end of the Letter makes the boxed
information serve as a sort of postscript.
Revising the Application

Changes made to the SAWS 1 application were similar to those made to the
Coversheet. Subheadings were again used for filters and signposting (Keyes, et al., 1988;
Wright, 1981). On the original SAWS 1 application, questions were arranged both
horizontally (numbers 1-13) and vertically (numbers 14-18). Wright says,

When a sequence of questions goes sometimes horizontally across the page and

sometimes vertically down the page, the perceptual path can become very difficult

for the form-filler to discern. Ways of making this path clearer vary from

numbering the questions to physically rearranging the items into a more visible

sequence. Subheadings can be helpful (p. 158).
Therefore, boldfaced subheadings marked seven groups of questions, which were all
rearranged horizontally. The subheadings, along with the more evenly distributed white
space, acted as hanging indents, which created an invisible grid and virtually eliminated
any lines (also known among graphic designers as “rules”).

Yes/No questions can be problematic both linguistically and visually (Wright,
1981, p. 168). The superfluous Yes/No check boxes in question 8 and unnecessary blank
check boxes in question 14 on the original form were eliminated entirely. All other

Yes/No check boxes were stacked vertically near the question referred to. As Waller
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(1984) says, “The size of an answer space can cue the length of answer given to open-
ended questions” (p. 56). So, more white space was provided for explanations.

The mid-page instructions were eliminated entirely. This redesign choice was
based on the interview with Social Services employees who stated that almost all
applicants either ignore that section or, if they do read the instructions, get confused and
often answer the wrong questions. Evidently, at one time, the agency did some of its own
testing to make those same instructions more clear but was unsuccessful (personal
communication, September 14, 1998). For consistency and legibility, the same sans serif
typeface used on the revised Cover Letter was used on the application (Waller, 1984, p.
56). The signature and date boxes as well as the “County Use Only” section remained
the same.

Linguistic changes to the form included providing the definitions for some terms
on the form itself, even though many were previously provided in the Cover Letter.
Based on Social Services workers’ recommendations, the term “Presumptive Eligibility”
was eliminated entirely, and others were deliberately left off the form but still mentioned
in the Cover Letter for reference. Subsections were largely designed to have responses
grouped according to either fill-in blanks or check boxes, Number 3 being the exception.

In the original SAWS 1 document, several types of cognitive burdens were mixed
among the eighteen questions. (See Appendix J.) In addition to making graphic and
linguistic changes, on the revised SAWS 1 application form the researcher grouped
questions loosely according to the burdens caused (see Appendix K) as well as

thematically (see subheading titles). For example, Number 3 on the revised application



31

requests information that mostly requires applicants to make decisions or to figure out
meaning. They only have to access long-term memory if they have received previous
aid. Numbers 4, 5, and 6 all depend on applicants accessing long-term memory, copying
numbers from another source without transposition errors, or making decisions/figuring

out meaning.

Interview Strategy

Spilka (1989) suggests that “during planning, writers need some time alone to
make predictions about their multiple audience” (p. 370). The researcher took her ideas
for revising the SAWS 1 form (Appendix L) along with the data gathered during the first
think-aloud protocol cycle to a three-hour joint interview with two employees at Santa
Clara County Social Services Agency. Tomas Dolcini, a district office manager
assistant, and Laura Ibarra, a Social Services eligibility worker, answered many questions
about welfare terms and procedures, altering or eliminating many of the researcher’s
original ideas (personal communication, September 14, 1998). After the interview, the
researcher composed a draft of rewritten material for the same two employees to review.

They provided further feedback on the draft. (See Appendix M.)



Chapter 3
RESULTS
During the actual protocol observation, the researcher found that applying the
coding scheme proved to be more difficult than expected. Many of the participants
moved very quickly through the protocol, making it virtually impossible for the
researcher to refer to the coding scheme. Instead of relying on the coding scheme to
catalog observations, the researcher attempted to highlight problematic areas, recognize
where the participant did not struggle, look for nonverbal clues the participant gave, and
write down any pertinent quotes the participant made throughout the protocol.
Participants were encouraged to try to understand directions on their own, but
occasionally they asked the researcher for help or expressed frustration and confusion to
the point of wanting to stop the protocol. At that point a comment was made, such as,
“Just try to do the best you can,” or “Just fill it [the form] out as you would if you were

actually applying for welfare.”

Think-Aloud Protocol (Cycle 1)

The first pass of the protocol took place at CCW on August 10, 1998, using nine
incarcerated women as participants, whose ages ranged from 19 to 37 years old,
averaging 29 years old. The average Vocabulary Recognition Level (VRL) of this group
of women was 4.7, or almost fifth grade level, ranging from 2.8 to 7.5. This closely

represented the statistics available for welfare recipients aged seventeen through twenty-
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one, who “read, on average at the sixth-grade level” (NGA Online, 1998, p. 1). Time
used to read the instructions and complete the application averaged 18.3 minutes.

One participant could pronounce “eligibility” but said, “Whatever that means.”
Some could not pronounce several of the words at all. Some other examples of the most
commonly mispronounced words were “CalWORKSs,” “denial,” “*diversion,” “eviction,”
“pension,” “reduced,” and “recipient.”

Reading the Coversheet

Just because text is written does not mean it will be read. Some people
deliberately choose not to read instructions (Wright, 1981, p. 171), which was true of two
participants in Cycle 1. The other seven participants spent anywhere from 1-30 minutes
reading the Coversheet of Instructions. Sumilarly, time spent reading instructions is not
necessarily an indication of how well the instructions are understood or how correctly the
form is filled out. In fact, the woman who spent the longest time reading it had the
lowest VRL (2.8) and may have understood the form the least of all the participants in the
first cycle. While reading the Coversheet, she made numerous remarks about not
understanding, such as “I don’t understand this application here,” “I need help reading
this,” “I don’t understand that line,” and “I don’t understand what they’re trying to say.”
After struggling to read three-fourths of the Coversheet, this same participant made the
following comment:

Do I have to read this [the rest of the form] too? I’'m done. I would have bailed

out a long time ago. I wouldn’t have even read it. I would have said, ‘Forget it.’

I wouldn’t have even signed up for it. [ wouldn’t have even signed up for this
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[welfare] because it was too hard for me to read. I don’t understand it [pointing to

the Coversheet]. I would have either just put it aside or asked for help. And I

don’t like asking for help, so I probably would have just put it aside.

Only she and one other participant read the second page of Instructions, but both had
gross misunderstandings. For example, “denial” was pronounced “dental”; “liquid” was
mistaken for “liquor”; the acronym “PE” was confused with a gym class; and “amnesty
alien” was called “a nasty airline.” Other words that were even more critical to
understanding and completing the document, such as “CalWORKSs,” “eligibility,”
“recipient,” and “diversion,” were also either mistaken for other words or
mispronounced.

Another participant, with a 3.3 VRL, started to read the Coversheet but said,
“When I don’t know what to read, I usually just start and try to connect to what I
understand.” And, in fact, she skipped over many unrecognizable words. She and two
others finally gave up when trying to understand the Medi-Cal explanation at the bottom
of the first page and moved on to the application itself.

Some specific trouble areas in the Coversheet are worth mentioning. References
to “the County” prompted verbal responses like, “Who’s the county?” and “There they go
again, telling the county.” Also, directions for applying for Food Stamps read, “All you
have to do the day you apply is give us your name and address, tell us you want food
stamps . . . and sign the application.” In response to that directive, one participant said,
“Then why do I have to read this?” When the instructions repeated information about

Food Stamps, she said, “I thought we did Food Stamps already.” Although she was
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laughing when she made the comment, the participant’s question was valid. Why did she
have to wade through complicated instructions when all she may have needed was food

stamps?

Filling Out the Application
When filling out the SAWS 1 application (see Appendix A), most of the

participants could fill out the personal information in questions 1-6 with a fair amount of
ease. However, some could not remember addresses and one forgot her Social Security
number. In question 7, which asked if their home was permanent, six out of the nine
applicants marked ‘“No” or “No Home” but all except one ignored the request for an
explanation.

When asked to mark the types of aid they were applying for, participants gave a
wide range of answers. The most notable errors included one woman who marked all the
No boxes and another who did not mark any box at all. The next question, about having
received previous aid, seemed quite clear to the participants. Only one left it blank. Of
the four who marked the Yes box, only three wrote any explanation, and none of them
provided all four pieces of information requested (name, where, when, and what aid).
One commented on the lack of space, saying it was “pretty bad because they don’t have
enough space for all that information.”

The ethnicity and language question caused problems on two levels. First, it was
unclear whether applicants should mark more than one box for each category. This was

problematic because some participants actually identified themselves with more than one
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group or language. Second, the statement about this question not affecting their
eligibility made some of the participants skeptical.

Most of the participants responded “No” to the question about migrant
farmworkers, and, perhaps because the check boxes were so far away from the question,
two left the question blank. The one participant who responded affirmatively evidently
felt compelled to explain who that person was by writing “My mom” in the white space.

Questions 12 and 13, which deal with pregnancy and personal emergencies, were
sources of much confusion and error. The pronoun “anyone” and the question about that
person getting a Presumptive Eligibility card caused confusion. For example, in response
to the question, “Is Anyone Pregnant?” most checked the No box. One woman answered,
“My daughter is,” then checked the Yes box. She later explained, “The only reason I
wrote down the things that I wrote [is that] my daughter is [pregnant] but she’s not living
with me so I didn’t know if it was supposed to be [“Yes”] or not. This is a very
confusing form.” Another checked “No” but checked the Yes box for Presumptive
Eligibility. The redundancy in question 13 confused others. One woman asked, “Why
do they have pregnancy on there? Is that a personal emergency?”

The transition instructions printed in boldface type in the middle of the
application did not seem to guide the participants correctly. In fact, they acted as more of
a hindrance than as a help. Even though seven of the nine participants tried to read the
instructions, most of them expressed confusion afterwards. Again, the terms in that
section used to identify three different types of welfare aid were difficult. For example,

even the participant with the highest VRL of the group (7.5) flipped back and forth to the
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Coversheet five or six times to try to find definitions for the various welfare programs
mentioned. It was never clear to her what to do, so she decided to fill out all the rest of
the questions.

The last section requires applicants to provide dollar amounts, responses to
potential emergency situations, and a dated signature. In question 14, with one
exception, every participant completely ignored the check boxes placed before the types
of liquid resources listed. Furthermore, for questions 14-16 most participants either
entered the word “none” or “N/A,” entered zeroes, or left all the lines blank. Only three
applicants entered a dollar amount for a mortgage or rent payment. This finding concurs
with the Social Services eligibility worker (personal communication, September 14,
1998), who said, “People leave questions blank for a reason,” implying that welfare
applicants intentionally leave information off the form in order to appear more needy.
The final signature and date boxes were completed accurately for the most part except for
one participant who thought she should sign as both the witness and the applicant, and
another who signed in the witness box.

One participant’s final comment summarized what might have been a typical
reaction to the document. She said,

There’s a lot of people who won’t ask for help and I'm one of them. I don’t like

asking for help because I get embarrassed and I feel ashamed, so I just won’t ask.

I’ll just get in a little comer and hide and try to fill things out. I know there’s a lot

more people like me.
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Implications of the Interview

In addition to the observations collected during the protocols, the interview with
Social Services employees (personal communication, September 14, 1998) proved vital
to redesigning the document. Prior to this interview, the researcher did not fully
understand many of the terms, legalities, and procedures involved in receiving welfare.

Most notable from the interview were comments about the nature of the
applicants. “They live in the present tense,” said eligibility worker Ibarra. Consequently,
many more consider themselves eligible for immediate need assistance than actually
qualify. “True immediate need cases make up only 5-10% of all welfare cases,”
according to Ibarra. This present-tense attitude is also the cause of many errors on the
form, particularly when answering questions about income and other resources.
Applicants almost “never give information about the next check coming in the month,
only the money they have right now, today.”

Another important observation made by Ibarra, who conducts an average of three
eligibility interviews a day, was that in her seven years at Social Services only one
applicant has ever referred back to the Coversheet of Instructions during the interview.
The “majority” of applicants fill out the form themselves, but “most rely on screeners to
fix their mistakes,” says Ibarra.

The final product would have been unusable without the information gathered
during this interview. In addition, comments from the Social Services employees written
on a draft of revised material became a critical addendum to the interview. The district

office manager based his written remarks on following regulations, while the eligibility
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worker based her comments on trying to simplify the form, both of which strengthened

the new document’s viability. (See Appendix M.)

Think-aloud Protocol (Cycle 2)

The second protocol cycle, which tested the revised version of the SAWS 1
document, took place at CCW on October 5, 1998. Again, nine incarcerated women at
CCW acted as participants. They ranged from 20 to 40 years old with their average age
of 31.6 years being slightly higher than the first group. The second group’s VRLs had a
slightly tighter range, beginning at 3.0 going up to 7.0 and averaging 5.9, about one level
higher than the first group. Nevertheless, their average still corresponded closely to
national statistics of an average sixth-grade reading level for welfare recipients. Time
spent reading the Cover Letter and completing the revised form averaged 11 minutes,
significantly less time than the first group. -

Reading the Cover Letter

Four of the participants spent anywhere from 0-17 minutes reading the Cover
Letter, and five of the nine participants did not read it at all. One participant explained
that she deliberately avoids reading instructions, then later relies on others to help her
read them:

Usually when I go to the welfare department, I fill out the welfare application

first. And then when I’m in there the social worker help[s] me go through this

[the instructions] by reading it because when I read a lot it gets blurry. . . . So,
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first what I’'m going to do is fill out the application, and then go over the reading

part and see if I got it right.
Another woman with a 6.8 VRL at one point asked, “Can you put this in English?”
Those who did read the Cover Letter struggled with some of the same words as the first
group. When they deliberately chose to skip sections of the document, they read the
subheadings.

Filling Out the Application

Most of the participants had little trouble understanding what information was
required of them in Number 1 (Personal Information) and filled in the blanks correctly.
Two women did not write down their Social Security number, probably because the box
is placed flush right and all the other information begins flush left. Another woman
wrote down a Social Security number but was unsure if it was correct, saying, “I’ll have
to look into it for you.” The area designated for telephone numbers caused some
problems. Three women did not write down a number because, as they either said or
wrote, they were homeless. The remaining six women did write down a phone number,
but only one noticed that the small print above the line requested three different phone
numbers: Home, Work, and Message. Finally, in the first section, most marked that their
addresses were permanent. Two skipped the question, and one of the three who marked
“No” or “Homeless” wrote down an explanation.

There were no significant findings in identifying Language and Ethnic Group
(Number 2). Almost all the participants checked only one box under language and one

under ethnic group. One woman skipped the latter, probably because the subheading
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“Ethnic Group” is aligned flush left and stacked directly below the “Language” section
with no hanging indent. One bilingual woman said, *“I think this means what kind of
language do I speak,” then she checked two languages instead of one, as did one other
participant.

Responses to Number 3 (Applying for Aid) were answered quite thoroughly. The
subsection heading refers applicants to the Cover Letter for definitions for each kind of
aid, but some deliberately chose not to read the definitions. One participant said, “I don’t
want to look at it [the Cover Letter],” then wrongfully checked boxes to receive all four
types of welfare assistance. However, most of the participants took time to consider
which of the four kinds of aid they needed and checked the boxes accordingly, unlike the
first group that was confused with the Yes/No check boxes preceding each of the four
kinds of aid. Interestingly, five of the nine protocol participants indicated they had
received previous aid. Unlike those in the first cycle, four of the five filled in the blanks
with the specific information requested.

Unfortunately, none of the participants read the capitalized definition of “you,”
“anyone,” and “everyone” at the top of the page. Ignoring this at the beginning led to
problems later with Number 3 when the pronoun “anyone” confused some of the
participants. “Anyone?” asked one woman. “Does that mean your whole family? It’s
confusing.” Another said, “I don’t know what they mean by ‘anyone.’ Isn’t this
supposed to be for me?”

All nine participants responded very quickly to Numbers 4, 5, and 6 by entering

dollar figures on the lines provided. Only one actually calculated her rent and utilities by
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using white space on the Cover Letter, but most guessed about numbers because of the
burden of either accessing long-term memory or copying numbers from sources, such as
rent bills, which were unavailable to them. (The burden of figuring out what was meant
did not appear to be an issue.) One woman seemed puzzled that she would be asked any
questions about having money, saying, “If I were really filling this out it would be
because I need[ed] money, not because I [had] money.”

In contrast to the first group completing the original SAWS 1 application, all
participants gave either a “Yes” or “No” response to all the questions about Urgent
Help/Emergencies (Number 7) with only one exception. Instead of checking the No box
for an eviction notice and the utilities shut-off questions, one woman wrote “Homeless”
on the dotted line to indicate these did not apply to her situation.

Surprisingly, four of the participants read all of the small print before signing and
dating the application. One person complained about not being able to read it well
without her glasses but afterwards read the entire section. The signature and date boxes
(identical to those on the original form) were misleading. All prior questions requested
that written information be given on blank lines, not inside boxes. Consequently, eight of
the nine participants wrote their name on top of the signature box, and one did not sign
the application at all.

In summary, the think-aloud protocols showed the revised SAWS 1 form was
better suited to the literacy levels of typical welfare applicants than the SAWS 1 form
currently being used by Social Services. The Cover Letter is user-friendlier than the

Coversheet of Instructions and provides logical chunks of information that readers can
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access quickly and easily. The revised SAWS 1 application form, though still suffering
from space constraints, is designed more efficiently than the original form, allowing
quicker, more accurate completion. To illustrate this point, the second group of
participants asked fewer questions about vocabulary terms, made fewer errors, and

completed the application in about half the time of the first group.



Chapter 4
DISCUSSION
Based on both think-aloud protocol cycles, the revised SAWS 1 form is a better
document. Nevertheless, the SAWS 1 form could be further improved by conducting a
third think-aloud protocol cycle. To promote this and other projects of its kind, the
researcher recommends that government serve as a stronger advocate for the plain
language movement. To do so, government needs to allocate resources to promote plain

language and to pay close attention to document users.

Recommendations for a Third Think-Aloud Protocol Cycle
A specific approach to promoting plain language in government is to perform a

third cycle of the think-aloud protocol for the SAWS 1. Shriver (1991) gives “a rule of
thumb” to writers who seek to correct and improve documents by using think-aloud
protocols: “The first pass finds about half of the reader’s problems, the second pass half
of the remaining problems, and so on. Most texts can be revised to meet the reader’s
needs in two or three cycles” (p. 155). Consider, then, how many more problems could
actually be fixed in a third cycle of the protocol. If conducted, a third think-aloud
protocol cycle would benefit from the following recommendations:
e Conduct another interview with Social Services Agency workers for four purposes.

First, have them review the revised SAWS 1 form. Second, get permission to rename

programs such as “Diversion” and “Expedited,” terms that elevate the reading level of

the entire document. Third, make sure that removing the mid-page instructions
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expedites processing. And fourth, clean up the “County Use Only” section by
eliminating unnecessary copy and including more pertinent information. Waller
(1984) says, “Most form designers take it for granted that the information elicited by
a proposed form is actually needed to make an administrative decision” (p. 41). The
“County Use Only” section seems to be one of those areas that asks for unnecessary
information, according to eligibility worker Ibarra, who said she typically fills in only
a few of the blanks in that section and ignores the rest (personal communication,
September 14, 1998).

Have a team of attorneys conduct a legal review of the document, paying particular
attention to the “Cheating” section of the Cover Letter. If at all possible, remove this
entire section from the letter because it contains difficult terms.

Make the definition of “you,” “anyone,” and “everyone” more prominent on the
application, and perhaps repeat it before Number 3.

Add the word “eligibility” to definitions and/or explain what it means in the
beginning of the Cover Letter. The term “presumptive eligibility” is still included in
the Cover Letter in the “What We Mean When We Say” section but could be
eliminated since applicants no longer have to deal with that term on the application.
Put signature and date on lines, not in boxes, to make them consistent with the rest of
the form.

Add hairline rules between questions rather than relying on the invisible grid to guide

the reader’s eye.



Recommendations for Helping the Plain Language Movement

Some things that hinder the plain language movement in government cannot be
easily controlled. For example, constantly changing legislation often requires that
documents be redesigned again and again to comply with new laws. The changing face
of the nation’s population also poses a challenge unique to government and to document
designers. As Etzkorn (1991) says, “No corporation has an audience as broad as all
taxpayers, all citizens, or all retirees. The diversity of the audience makes it difficuit to
determine a proper tone and level of communication” (p. 221).

In spite of these challenges, in the past 30 years much has been accomplished to
promote the plain English movement. To a certain degree, legislation now holds the
government accountable for writing clear and simple documents. Moreover, some
government leaders, such as Malcolm Baldridge who served as Secretary of Commerce
under President Reagan, have made the plain English movement a personal crusade
(Etzkorn, 1991, p. 223). Business and government alike recognize the cost effectiveness
of well-written documents both to themselves and to their clientele.

Revising the SAWS 1 form into a plain language document may help to advance
the plain language movement in government, but it is not enough. Citizens have tolerated
pompous, convoluted government writing long enough. Low literate users have been
ignored long enough. In spite of the obstacles hindering plain English, much more must
be done to close the wide communication gaps between government and its citizens.
Government can better advocate plain language in tae next century by applying the

following recommendations:
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Dedicate more money to research. A small portion of funds allocated to every
government agency can be used for research and redesign of its documents.
Encourage consumer feedback. Although less formal than actual research, simply
asking consumers to comment on documents can provide valuable feedback for
redesigning paperwork into plain language.

Establish a national clearinghouse. Establish something similar to the Canadian Law
Information Council, which acts not only as a clearinghouse to improve the quality of
government documents but also serves as a resource center and research organization.
Publish examples of plain language documents. Provide easy access to well-designed
materials in order to help agencies comply with new plain language government
standards.

Endorse document design and literacy training. Cope with the lower reading skills of
people by redesigning materials to match reading levels (document design) while also
attempting to “redesign” the people through making them better readers (literacy
training).

Reward plain language efforts and celebrate plain language victories. Offer
incentives such as grants or bonuses to private companies and government agencies
alike that can demonstrate they have reduced either the paperwork burden or the user
burden. Consumers and taxpayers are always eager to know how much money they

are saving. These savings should be publicized widely.
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Conclusion

Allocating more government resources to strengthen the plain language
movement can certainly effect positive change. Reference manuals can teach designers
to add white space to densely packed pages, and examples of well-written documents can
help turn confusing language into plain English. But such revision is often document
specific and offers only partial solutions to the paperwork burden.

Paperwork will continue to burden society as long as literacy declines and
bureaucracies expand unless more attention is paid to document users. Some writers
worry that joining the plain language movement will force them to compromise their high
standards of good English. But, as Redish (1985) says, “to be effective, a document must
reach its audience at the audience’s reading level. Sometimes this means writing very
simply because the audience is not very highly educated” (p. 134). In virtually every
case, consumers favor plain English because they want to be able to understand what they
are reading and signing.

The chief cause of problems in public documents, according to Rose (1981), is
that “writers do not consider the document from the user’s perspective” (p. 194).
Therefore, the primary solution to the paperwork burden and to advocating plain
language lies in society’s ability to recognize that behind every document are real people
with real problems. Some may be illiterate, and some may be well educated but pressed
for time. Many may simply be unfamiliar with a certain type of jargon, while others may
be overwhelmed by the amount of paperwork required for a certain task. But in every

single case, a document will be read or used by a living, breathing individual. Therefore,



only when writers and designers begin to pay close attention to the audience of every

document will the plain language movement be catapulted into the 21 century.
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Appendix A
State of Catiforma - Heath and Weitare Agency ; :Socm:
3 Heath
PAr$
[oomrnnd

COVERSHEET TO THE APPUCATION?OR CASH AID, FOOD STAMPS, AND/OR
MEDI-CAL/STATE-RUN COUNTY MEDICAL SERVICES PROGRAM (CMSP)

TO APPLY FOR CASH AID, FOOD STAMPS, AND/OR
MEDI-CAL/STATE CMSP, complete ltems 1-13 on the
attached application, and sign the Certification Section (item
19). Give the form to the waeifare office. If you have a
disability and need help applying for or continuing to receive
cash aid, benefits, and services, tell the county.

BEFORE YOU CAN GET CASH AID. SUCH AS
HOMELESS ASSISTANCE OR IMMEDIATE NEED; FOOD
STAMPS, INCLUDING EXPEDITED SERVICE: OR MEDI-
CAL/STATE CMSP you must give us all the facts we ask for
aon your written Statement of Facts and/or answer questions
dunng your eligibility interview. We use the facts you give us
to figure eligibility and benefits.

TO GET CALWORKS IMMEDIATE NESZD AND/OR
CALWORKS HOMELESS ASSISTANCE, you must appear
to be eligible for CalWCRKs. Compiete the artached torm
and give us the facts we ask for. You may need to meet
same rules. such as giving us your Social Secunty
Number(s), trying to get income available to you, and
agreeing to cooperate with the district atomey about child.
spousal, and medical support.

FOR FOOD STAMPS, the application can be filled in and
signed under penaity of perjury by either an aduit househoid
member or by an authonzed representative. If you are not
an aduit member of the householu, vou must have a wntten
note signed by the head of household or another housenoid
member saying that you can apply for the household, pick
up their food stamps. and/or use the faod stamps to buy
food for the househoid.

CALWORKS IMMEDIATE NEED
If you have an emergency, you may be able 0 get up to
$200 while we wark on your application. You wiil need to telf
us about your emergency situation and you will need to
show that you don‘t have the income or money to pay for
these emergencies:

- Lack of housing or lack of food

- FEwviction notice

- No Jthnes or utiity shut-off notice

- Lack ot essensal ciothing

- Essenta ransponauon needs not met

- Other kinds of emergencies imporant to health and

satety

Il your Immecate Need request is tumed down. you can ask
for it again gunng the tme we work on your applicaton. Let
the county know « sometrung changes.
CALWORKS HOMELESS ASSISTANCE
If you sre homeiess ana want to apply for homeless
assistance tef he county Assistance is avalable
Once N a kigtme with exCapLONS.

SAWS | COVERSMEET 1190 CA 1'OFA 285-At AECUIRED FORM - SUBSTIT T PERMTTED

CALWORKS DIVERSION PAYMENT/SERVICES

The Diversion proagram heips applicant(s) who need some
assistance but do not want or need to go on weifare. The
Diversion program allows you to choase to get a lump sum
cash payment or non-cash servicas instead of going on aid.
You can only choose t0 get a Diversion payment or services
at ime of application for cash aid. You may be eligible for
Medi-Cal, child care assistance, and food stamps.

After you have applied for cash aid, the county will tefl you if
you would be eligible for the Diversion program.
if you choose to get a Diversion payment or services
instead of cash aid. you will get a deniaf notice for cash
aid and an approvai notice for the Diversion program.
* Your cash aid may be iowered or the amount of tme you
can get cash aid may be reduced if you go on aid !ater.
APPLICANTS FOR FOOD STAMPS: All you have tc do
the day you apply is give us your name and address. tet us
you want food stamps (ltem 8) and sign the application
(item 19). Before we can teil if you are eligible. you must
give us all the facts we ask for on your wntten Statement of
Facts and/or answer guestions during your eligibility
interview. You shouid be told if you are eligible within
30 days after you apply.

FOQOD STAMPS — Date of Elicihilit
It you are eligible for food st2m.ps, we will figure yzoo»
benefits from the date you apply. You can appty for food
stamps the first day you contact the welfare office.
FOOD STAMP EXPEDITED SERVICE
You may have the nght to get food stamps within three days.
Your househoid must be eligible for the Food Stamp
Program AND HAVE
* rent cr mornigage and utility costs that are more than
your liquid resources and this month's income before
deductions (see the other side of the page for
definitions of income and liquid resources),
OR

* no more than $100 liquid resocurces and less than $150
income for the month before deductions.
OR
* no more than $S100 liquid resources and at least one
member who is a migrant or seasonal farmworker.
Before you can get food stamps within three days. complete
items 1 - 17 on the attached application; gve us all the
facts we ask for dunng your eligibility interview; and give us
proof of your identity.
MED!-CAL PRESUMPTIVE ELIGIBILITY (PE) FOR
PREGNANT WOMEN
if you are pregnant, you may get temporary Medi-Cal from
certain medical providers for many prenatal care services
before applying for reqgular Medi-Cal. Ask your doctor or
clinic if they offer PE. If you apply for CalWORKs or Medi-
Cal by the end of the month after the month you get a PE
card, your temporary Medi-Cal will continue until aid is
approved or denied. If you are getting PE, check “YES® in
both parts of item 12 and teil the county.
MEDI-CAL/STATE CMSP - MEDICAL EMERGENCY/
PREGNANCY
if you have a medical emergency or are pragnant AND want
Medi-Cal as soon as possible, complete items 1-14. You
must also give all the facts we ask for dunng yur eligraiity
nmerview and meet all efigibility requirements.



WHAT '‘NE MEAN WHEN WE SAY:

.

Cash Aid: CalWQRKs (Calitarma ‘WVes‘are
Oppaortunity and Responsibility To Kids) and Refugee
Cash Assistance.

Diversion: A lumo sum cash payment or ncn-cash

services instead of going on cash aid.

Food Stamps: benefits for low income households

to help buy food.

Food Stamp Expedited Service: food stamps

within 3 days.

Medi-Cal: medically necessary benefits for eligibie

persons.

Medi-Cal Presumptive Eligibility (PE): temporary

Medi-Cal coverage from certain doctors or clinics for

many out-patient prenatal care services.

Restricted Medi-Cal: emergency and pregnancy

related care onty.

Authorized Representative: a person picked by an

applicant or recipient for food stamps and/or Medi-

Cal, who can take care of some of their business.

Head of Household: a responsible member of the

foed stamp household.

income: money received or expected, such as:

- earnings, welfare, child support, Supplemental
Security Income/State Supplementary Program
(SSI/SSP) or Social Security, penston or
retirement payments;

- Unemployment Iinsurance Benefits (UIB), State
Disability Insurance (SDI), Veterans Benefits (VA),
or other disabiii.v payre s

- strike funds: payments from roomers and

school grants and loans;

- cash gifts. cash winnings, any other cash
payments.

Liquid Resources: other money, such as:

- cash on hand, uncashed checks; money in
checking accounts, savings accounts; or saving
certificates;

- trust deeds, notes receivable. stocks or bonds, etc.
State CMSP: Medically necessary benefits ior eligible
aduits who are not on Medi-Cal and who live in some
rural counties.

Restricted State CMSP: Emergency care only.
Utilities: gas, electncity, heating fuei. teiephone
(basic rate), utility installation, garbage and trash
pickup, water, sewage, etc.

You, Anyone, Everyone: any and all persons who
live in your home.

OTHER THINGS YOU SHOULD KNOW:

You can apply for cash aid and food stamps at the
same time and have one interview for both.

You have the right to fill out this form yourselt or, if
you ask, have someone help you.

FRAUD AND PERJURY: Fraud and perjury are
crimes. The law says you must sign a penaity of
perjury statement on most forms 1o get and o keep
getting cash aid, food stamps, and Medi-Cal. Perjury
means that you swear ynder oath to give true, correct
and complete facts. If you lie about facts or on
purpose do not give us all the facts or situations that
affect your eligibility and aid payment levels, you can
be charged with fraud.

54

If you are found quilty of committing fraud, you
may be fined up to $10,000 for cash aid and
$250,000 for food stamps and/or sent to
jail/prison for 3 years for cash aid and 20 years
for food stamps. Cash aid and/or food stamps
can be stopped for six months, tweive months,
two years, four years, five years or forever.
OVERPAYMENTS/OVERISSUANCES - means you
got more aid or benefits than you should have gotten.
You will have to pay it back and your cash aid or food
stamps will be lowered or stopped. Your Medi-
Cal/CMSP share of cost may be changed.

SOCIAL SECURITY NUMBER (SSN) RULES - We
computer match SSNs against records from tax,
welfare, empioyment, the Social Security
Administration and other agencies to be sure you are
reporting all your income and resources. We may
check out differences with employers, banks. and/or
others. We also match SSNs to be sure that you
aren't gatting aid in more than one case, or in another
county or state.

Cash aid and food stamps: You must give us the
SSN for each applicant/recipient for cash aid and/or
food stamps. If you refuse to give us either the SSN
ar proof of application for the SSN, you won't be able
to get cash aid or food stamps. For cash aid. you
must give us your SSN(s) or proof of appiication or
the SSN within 30 days of application and give the
SSN to the county when you get it.

Medi-Cal: Each applicant for Medi-Cal who has an
SSN is asked to give it to the county. Any U.S.
citizan, U.S. national, amnesty alien wvith a valid and
curre~ (4278, alien with lawful permanent residence
in the U.S. (LPR), or alien permanently residing in the
tJ.S. under color of law (PRUCOL) who refuses to
give an SSN or proaf of application for an SSN, will
not be able to get Medi-Cal/State CMSP. Any alien
who does not have an SSN and who is not an
amnesty alien with a valid and current |-688 or an
LPR or PRUCOL, can still get restricted Medi-
Cal/State CMSP if he/sha meets all eligibility rules.

including Califomia residency.

COMPLAINTS

H you thenk you have been For giher jonds of contact
contact your your county lirst. [f you and the

county's avit nght's representative of | county can't agree, wnile or cail to-

wilgto: Pubiic inquary and Response (PIAR)

State Civil Riohts Bureau 714 P Street, M.S. 16-23

PO. Bax 344243 Sacramento, CA 95814

Sacramento, CA 94244-2430 Phone 1 - (800) 952 - 5253

gz:.ﬁlgwmﬂ 551%‘5107 of for the heanng mpaured

14800) m"“'"'g impaired TDO 1 - (800) 352-8343

STATE HEARINGS

You can ask for a State Heanng by wnting to your local

county welfare office or by cailing one of the phone numters

listed for PIAR above, if:

*  you do not agree with any action taken by the county. or

« you are asking for a state heanng for cash aid. icod
stamps, Medi-Cal. or

¢ you think you are nct geting the nght State CMSP
sarvice.

To appeal all State CMSP eligibility 1ssues, you can only

write to your county. You must ask for the heanng with:n

90 days of the county's action and you must teil wnv vou

want a heanng.
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STATE OF CALIFORNIA - MEALTH AND WELFARE AGENCY OCEPARTMENT OF SOCIAL SERWICES
- - OEPARTMENT OF MEALTM SEAVCE.
APPLICATION FOR CASH AID, FuOD STAMPS, AND/OR MEDI-CAL /STATE CMSP
Before completing this appiication, read the coversheet. If you ne 2d more space to answer. write on *Hs Luck of <. sheet.
T, NAME OF APPUCANT (FIRST, MODLE WITIAL. LAST) 3. SOCA SIGINTY MAGEN SSh COUNTY USE ONLY
I CASE MAME
3. MAIDEN OR OTHER NAME 0F ANY) ‘
CASE NUMBER
4. MOME ADDRESS. NUMBER STREET '5_ MARING ADORESS (F DIFFERENT)
; OATE RECEIVED
' YYPE OF APPLICATION:
6. TELEPHONE MUMBENST: NOME WORK MESSAGE
ca: [Jca O rca
7. IS your home address permanent? Oyves ONO O NOHOME ZSWD:EM
1f not permanent. please explam: =
8. Isanyone applying for: Cash Aid JdyYes O NoO Medi-Cal C YEs O NO |Hometess:
T yeEs O NO State CMSP Cvyes (O NO (Frs: CvyesTwo

Food Stamps
Any Other Progran(s) O YES [0 NO It YES, explain:

9. Has anyone evar asied for aid or benefits, ing Medi-Cal/Medicaid T vyes O NO
Diversion Wmuw&mmcg:uwy?u Ymu)mmo{eoumy. =
stats, country), when, type(s) of aid or benefit

ca CvesTnmoCeoae

O  Prewe Screenng
T Owemon

10. The law says we must record your ethnic and tanguage. Thes won't atfect your efigibility.
: Black 03 Fitipino T Guamanian

a. Ethnic Group Ll vhie El-hspam a

O Asianindgian ] Alaskan Native ( Amencan indian
0O Laotian Cambodian O Japanese 0O Korsan (I Chinese [ Samocan
O Vietnamese O Hawaian 0 Other Asian or Pacific istander (Specify):

b. g O Cantonese [J Lao 0O T O American
bﬂm DEmhh a a an 5 mb(o ] A Sign

11. s anyone a migrant or seasonal farmwarker? O ves O NO

12._is anyone pregnant? (] YES O NO it YES, did she get 8 Presumptive Eligibility card?0) YES [ NO

13. Does anyone have a personal emergency? if YES, check (v) lype: O vyes 0O NO
 immediate Medical Need (] Pregnancy [J Child Abuse (3 Spousal Abuss

Ethnic Group:

CAN
O Elder Abuse Dowmgamywlidlmmhodm«m Explain: ] CersecNGA prap
IF YOU NEED: CALWORKS IMMEDIATE RCEC PRTASNT . FILL IN [TEMS 14-18. O acproved
FOOD STAMP EXPEDITED SERVICE FiLL IN [TEMS 14-17. 0 Ememted Grant
MEDI-CAL OR ARE PREGNANT AND HAVE AN IMMEDIATE MEDICAL NEED._FILL INITEM 14, O aconcart requesisd
. CWD © compiew
14. How much liquid resources does everyone, incuding | 17. How much are your utiities that ane not included in S —
O Cash, uncashed checks or your racd this month? _ $ ===
money orders S 18. *Do . FSES.
Checiing/savings or credit * Do you have an eviction notics or
Dmionmm(s) * (3 notics 1o pay or quit? O veEs ONofO Es. amestions nor
0O Tt deeds, notes recsivable. * Have utililes been shut off or O sceeneatores.
stocks or bonds $ doyounh:v.am-oﬂmﬂa?.... O ves ONO Date
O Other (expiain) s . food run out in 3 days or Y
- (ntis)
15. How much income did everyone, Inciuding chikdren. "“’rm O ves Owno
get or will they get this month? = Do you need essential clothing, FS Reterral for:
Date Amount Date Amount such as diapers or clothing 0J es. Processng
[ s needed for cold weather? YES ONO
s s *Do you need help with O Reguiar Processing
- = 1o
16. How much is your rent or mostgage this month? mu?:umrmm*‘ O WD recons Cearsd
S - - tem(s)? 0O YES ONOJO wmMEDSCOB ciearsa
- O ©vS inissed
* lcerify that | have been given a copy of the coversheet. | understand and agree that | have to comply
with efigibiiity ruies, some of which | may be asked to do before any aid can be given. | understandthe [ Copy of SAWS 1 ang
statements | have made on this form may be checked and verified. Covernest grven 1o appicant
e lcertify that it | have appiied for Food Stamps the county has told me of my right to Expeditad Sarvice.
* | deciare under penalty of perjury under the laws of the Unitsd States of America and the State
of California that information | have given on this form is true, correct, and compiets.
19, RONATURE (OR MARI) OF APFUCANT OR AUTHORIZED AEPRESENTATIVE GATE SIGMED COUNTY OF APPLICATION
T SIGHATURE OF WITNESS TO MARK OR INTERPRETER DATE SIGMED COUNTY OF RESIOENCE W OWF

SAWS § (1381 CA LOFA 285-At AROUIRED FORM - IBSTITUTE PEAMITTED
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Cover Letter to the Application for Cash Aid, Food Stamps,
and/or Medi-Cal/State-Run County Medical Services Program

Dear Applicant

To apply for CaWORKSs, please carefully read thus letter
before completing the attached form. CalWORKs is the
name of Califorma’s state weifare system. It stands for
“‘California Weifare Opportunity and Responsibility to
Kids.” (Up until 1996, CalWORKs was called AFDC.)

What to Do Before You Can Gst Help

To get heip from us, you must first do four things:

1. Compiete the application.

2. Sign the appiication.

3. Give the form ta the welfare office.

4. Answer questions during your efigibility interview.

We wiil use the infarmation you give us to find out if you
can get heip. Please give us a/l the informaticn we ask for
sa that we can process your application as quickly as
paossible.

You have the right to fill out this form yourself, or you can
havesomeonehelmeMhe{perisalledan
*authorized representative.” Also, if you have a disability
and need help applying for ¢ continuing to receive Cash
Aid, benefits, or services, then teil the county.

What Kinds of Help You Can Get

We offer four different kinds of help. (See “What We Mean

When We Say . . CaWORKS.") You may qualify for one

or more of the following:

1. Cash A (including immediate Need, Homeless
Assistance. and Diversion Payment Services)

2. Food Stamps

3. Medi-Cal

4. State-run County Medical Services Program (CMSP)

if you are derved Cash Aid you still may be abie to get

food Stamps cruldcare assistance. and/or Medi-Cal.

What Y. You Have iate Need
You may be atie to get up to $200 while we work on your
applicaton ¢ you Nave an emergency situation and can
show that you 3o not have the ncome or money to pay for
these emergences

Lack of nousang or teck of food

Evicbon notce

NO utkbes or 8 udity shut-off notice

Lack of essential clothung

Essennal ransportation needs

Other emergencies important to heaith and safety

if your immediate need request is tumed down the first
time, you can ask for it again dunng the time we work on
your application. Pleasae let the county know if something
about your situation changes.

You id Know About Food and Your
of Eli

You will be told if you qualify for Food Stamps within 30

days of applying and having an eligibility interview. If you

are eligible for Food Stamps, we will figure your benefits

from the date you sign the application and tum it in.

To qualify for Food Stamp Expedited Service, you must
appear to qualify for the reguiar Food Stamp Program
AND have one of the following cases:

« Combined rent/mortgage and utility costs that are
more than your liquid resources and this month's
income before deduce

OR

¢ No more than $100 liquid resources and less than

$150 income for the month before deductions
OR

o No more than $100 liquid resources and at least one
member who is a migrant or seasonal farmworker.

m: Yo Do lfYou Need Heip But Do Not Want to

Ifyounsedhelpundonotmtogomwdfare you can
apply for the Diversion Program. This program issues a
lump sum cash payment or non-cash services. You can
only choase the Diversion Program when you are applying
for Cash Aid. If you qualify, you will receive an approval
notice for the Diversion Program and a denial notice for
Cash Aid. If you go on Cash Aid later, your Cash Aid may
be lowered or the amount of time you can get Cash Aid
may be reduced.

What Can Ha You Do Not the Facts
correct and r if You Che. Any Wa

To get heip and to keep getting heip from us, the law says
you must sign a form saying that you swear under oath to
give true, correct, and complete facts. Thmscalled
“signing under penaity of perjury.”

e Penury means that you swear under cath to give true.
correct, and compiete facts. (Ask a lawyer about this
definition.)

» Frayd means that you lie about facts or an purpose
do not give us ail the facts or situations that affect
your eligibility and aid payment leveis.

Perjury and fraud are crimes. If you are found guilty of
committing fraud, you may be fined from $10,000 to
$250,000 and/or sent to prison for three to twenty years.
Also, your Cash Aid and/or Food Stamps may be stopped
for a period of time lasting six months and in scme
instances you may never qualify again.



v ent and means you got more aid
or benefits than you shouid have gotten. if you receive an
overpayment or overissuance, you will have to pay it back.
Also. your Cash Aid and/or Food Stamps will be lowered
or stapped and your share of Medi-Cal/CMSP costs may
be changed.

Rules for Numbers Ns) require us to
check SSNs against records from tax, weifare,
employment, the Social Secunty Administration, and other
agencies. We may also check out differences with
employers, banks, etc. This computer matching helps us
to be sure you are reporting all your income and resources
{property) and that you are not getting aid from more than
one source or in anocther county or state.

if vou refuse to give the SSN (or the proof of application

for SSN), you won'’t be able to get Cash Aid, Food

Stamps. or Medi-Cal/State CMSP. For Cash Aid, you must

give us the SSN (or the proof of application for SSN)

within 30 days of signing and dating the attached weifare

form. However, an immigrant who does not have an SSN

and who is not an amnesty alien can still get restricted

Medi-Cal/State CMSP as long as he or she:

e has a valid and current |-688, or

o has a lawful permanent residence (LPR), or

o is residing in the U.S. under cotor of law
(PRUCOL).

STATE OF CALIFORNIA HEALTH AND WELFARE AGENCY
DEPARTMENT OF SOCIAL SERVICES
DEPARTMENT OF HEALTH SERVICES

What To Do if Yoy Have Complaints
if you think you have been discmingted aqangt, contact the
county’s civil right’'s representative or write to:

State Clvil Rights Bureau

P. O. Box 944243

Sacramento. CA 94244-2430
Or you can cail collect 1-916-654-2107 (For the heanng
impasred using TDD, cafl 1-800-654-2088.)

For gther kinds of compigints, contact your county first. If you
and the county can't agree, then wnte to:

Public inquiry and Response (PIAR)

744 P Street, M.S. 16-23

Sacramento, Ca 95814
QOr you can cafl 1-800-952-5253. (For the heanng impaired using
TODD, call 1-800-952-8349.)

Also, you can g3k for 3 state hearing by wnting to your county

weifare office or by calling PIAR. They wiil consider your case if:

e«  you do not agree with any action taken by the county, or

e you are asking for 8 state heanng for Cash Aid, Food
Stamps, or Medi-Cal, or

. mmmmmmmmmmp

To appest State CMSP efigibility rules in certan counties, you
can only wnite {0 your county. You must ask for the hearnng
within 90 days of the county’s action. and in your jetter you must
ol why you want a heanng.
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What We Mean When We Say . . .

Authorizad Representative: a person chosan by wetifare
applicants or recipients, who is given permssion (o heip
fill out fosms and take care of some of their business
wth food stamps and/or Medi-Cal.

c;lWORKs the name for California’s state weifare system. It

o !mmediste Need: cash given when you have an
emergency you can't pay for before we finish working
on your application.

= Homeiess Assistance: help given to pay for a place
toWlodgo'gwcnomam-Mne with scme

Fi
househoids to heip buy food.

« Food Stamp Expedited Sefvice: when food stamps
mwwmmmmo«

applying.

3.  Maedi-Cal: Help getting medically necessary benefits
« Presumptive Eligibility; temporary Medi-Cal coverage
for many outpatient prenatal sesvicas given to
pregnant women by certam doctors or clinics.

s  Restricted Medi-Cal: emergency and pregnancy-

refated care only.

4. State-run County Medicat Services Program
{CMSP): Help getting medical benefits for aduits not
o Med/-Cal who live in some rurs{ counties

e  Restricted Stgte CMSP: emergency care only.

Head of Housshotid: a person responsibie for the food stamp
househoid.

Income: money received or expacted.
incoms 18 defined as. but not limited to:

e Eamings

o Benefits, such as weifare, child support,
Supplemental Secunty incomesState Suppiementary

Program (SSUSSP) or Social Secunty, pension or

retirernent benefits

o Unempioyment or disability payments, such as
Unempioyment insurance Benefits (UIB), State
Disability Insurance (SDi), Veterans Benefits (VA)

e Sinke funds, payments from roomers and boarders,
school grants and icans

e Cash gifts or winnings and any other cash payments

Liquid Resources: cash or money that can converted into cash.
mmmummmodw
Cash on hand, uncashed checks, money ocders,
money in checking and savings accounts, money in
o Trust deeds, stocks and bonds, notes receivabile,
ate.

Utilities: instailation and payments for gas. electncity, heating,
fuei. talephone (basic rate), gardbage pickup, water.
scwage. etc.



STATE OF CALIFORMLA - ~EALTH AND WELFARE AGENCY

CEPARTMENT OF SOCIAL SERVCES

DEPARTMENT OF HEALTM SERVICES
Application for Cash and, Food Stamps, and/or Medi-Cal/State CMSP
SEFORE COMPLETING THIS APPLICATION, READ THE COVER LETTER. NOTE: “YOU,” ANYONE.” OR EVERYONE" MEANS PERION . *V¥) LIVE IN YOUR MOME.
1. Personal Information Socist Security Number (SSN) m:&umussouu
Name of Applicant "= 1 Lex
Maiden or Other neme (if any) cAstmmsth
Telephane Numbers n— — — A RGIED
Home Address e e o~ 20 Com
Mading Address onanr [~ Cay 2 Case TYPE OF APPLICATION:
is your Home Address Permanent? = Yes = No = Homeless ca: Coca 5 rea
if No or Homeless, plesse expiain: Fs: [ imeas T Recan T Rem
2. Language and Ethnic Group mc: cuse-L
Thhwunnm.mmmmmm. These quasticns won't affect your efigbility. Hometess:
Language (Check one): Fs. T ves " no
3 English Z Cambodian = Viethamese 3 Russmn = Amencan Sign = = .
2 Spanish = Cantonese Zlao = Tagaiog “Other(specty): ca ZvesTino D cas
Ethnic Group (Check one):
= Z American indian = Filipino Q Japanese < Korean Z Asian indian T  Picue Screemng
= Hispanc Z Alaskan Natve = Guamanian = Chinese = Laogan <= Cambodisn O Owerson
= Biack 2 Hawaiien Z Samosn Z Viemamaese C Other Asan or Pacific isiander
(specdy):
3. Applying for Ald (See “What We Mean When We Say...CalWORKs" in Cover Latter.) Ethme Group:
= What kind of aid sre you applying for? = Cash Aid Z Other Programy(s)
= Food Samps (specily):
Z Medi-Cal
= State CMSP
-Humnmmdhumﬂem.mmammd Primary Lanquage:
services from the countty? = Yes = No If Yes. fill in the four bianks below: Conoty. Suvm. Convary
Name(s) used: . Wher: i
Type(s) of aid or benefits. ' When: ! e TIOUVE Eigiity nput
« is anyone a megrant farm worker? CYes S No 0 Referral Date:
* s anyone applying for sid pregnant? = Yes O No
if Yes, is thers an emergency situstion relsted to the pregnancy? = Yes CNo cam
* Does anyone have a personal emergency
if Yes, check which kind(s): =

* Checking. savings, and credit Lmion accounts

income (money received or expected)
Tdmmmm.mmnuﬂmmm

Mdmm.mi!mmmmaimmmptm)

6. Household Expenses

« How much is your rent or mortgage this month?

R PPN s

-mmnmuﬁ.m-mmhmm:mmm? $

N

Urgent Halp/Emergenciss
* 0o you have an ewction notice or notice to pay or quit?. .. .......
* Have your utilies been shut off or do you have a siut-off notica?
- Wil your food run out in fves days or lees? .. ........... csccssnscenen
-mmm“mm-mammmm
-mmm«mmmummmmmummwm 2 Yes = No

. | curufy hat | heve teen givan & copy of he Cover Letier. | unciaratand and agree St § heve 1D camply wiih sigbiity nass. some of wiech | my
be seked 1 do belore any exi can be gven. 1 Underetand the sitements | have macds an s form may be checks? and venfied.

. luﬁﬂllhﬂ“b%“hmmmmdwmhmn

. |M*~yd~h*~~aﬂ_hcmnh~uwumcm
given an this form s ue, CorTest, snd complets.

0 nna
£
g
(7]
g

19. SGNATURE (OR MARK) OF APRUCANT GR AUTHORITED REPRESENTATIVE

COUNTY CF aPPUCAT N

SICHATURE OF WITNESS TO MARK OR INTERPRETER -

AT S REmaT g TR

SAWS 1 (178 CA 1OFA 78S-41 REQUIHED SONM . SUBSTITUTE S€=ea TTED P T T - ===
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Appendix C

Instructions for Think-Aloud Protocol (Cycle 1)
(Women’s Correctional Center; Milpitas, California: August 10, 1998)

. The purpose of this research is to test how well forms are designed.

The form you will be filling out today is sometimes called the California State
welfare form. The form’s official name is the “Application for Cash Aid. Food
Stamps, and/or Medi-Cal/State CMSP.”

Attached to the top of the application is a “Coversheet to the Application.” The
Coversheet includes instructions, explanations, definitions of terms, legal warnings,
and other things you should know about filling out the welfare form.

Underneath the Coversheet you will find the application form that you will write on.

As you complete the application, [ ask that you “think aloud.” That is, as you try to
understand what you should be writing, please speak all your thoughts aloud as if you
were talking to yourself. For example, you may read then reread some of the
instructions on the Coversheet. Or you may have questions about how to fill in the
blanks on the application form. Or you may simply be trying to remember a certain
fact or figure in order to complete the form.

As you think aloud, [ will be recording your comments on an audio tape recorder. I
will also be taking brief notes as I quietly observe you.

Please view the short video demonstration tape, which will show you an example of
one person participating in a think-aloud protocol.

10.

11.

Notice that the person in the demonstration tape was free to express both positive and
negative thoughts and feelings when filling out the form. A4/l your comments are
welcome and are important to the success of this study.

Imagine you are now a civilian in need of state welfare assistance. In order to get
cash aid, food stamps, and/or medical assistance, you must first complete the
application correctly. Please use the facts from your life that most accurately
represent your real life situation.

Please be reminded that all information you give—both written and verbal—will be
confidential.

You will be given the balance of this hour to complete the application. You may now
begin.
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Appendix D

Instructions for Think-Aloud Protocol (Cycle 2)
(Women's Correctional Center; Milpitas, California; October 5. 1998)

. The purpose of this research is to test how well forms are designed.

The form you will be filling out today is sometimes called the California State
welfare form. The form’s official name is the *“Application for Cash Aid. Food
Stamps, and/or Medi-Cal/State CMSP.”

Attached to the top of the application is a “Cover Letter to the Application.” The
Cover Letter includes instructions, explanations, definitions of terms. legal warnings,
and other things you should know about filling out the welfare form.

Underneath the Cover Letter you will find the application form that you will write on.

As you complete the application, I ask that you “think aloud.” That is, as you try to
understand what you should be writing, please speak all your thoughts aloud as if you
were talking to yourself. For example, you may read then reread some of the
instructions on the Cover Letter. Or you may have questions about how to fill in the
blanks on the application form. Or you may simply be trying to remember a certain
fact or figure in order to complete the form.

As you think aloud, I will be recording your comments on an audio tape recorder. I
will also be taking brief notes as I quietly observe you.

Please view the short video demonstration tape, which will show you an example of
one person participating in a think-aloud protocol.

10.

11.

Notice that the person in the demonstration tape was free to express both positive and
negative thoughts and feelings when filling out the form. A/l your comments are
welcome and are important to the success of this study.

Imagine you are now a civilian in need of state welfare assistance. In order to get
cash aid, food stamps, and/or medical assistance, you must first complete the
application correctly. Please use the facts from your life that most accurately
represent your real life situation.

Please be reminded that all information you give—both written and verbal—will be
confidential.

You will be given the balance of this hour to complete the application. You may now
begin.
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Graphic Analysis of SAWS 1 Coversheet/Cover Letter

Original

Cycle 1 Version

Structure

Virtually no white space is
utilized. No hierarchy of
information is provided
through subheadings or
numbering.

White space still limited but
distributed evenly. Letter
format imposed.
Subheadings are instructive.

Type format. size & color

Headings are in 8 pt. size
and the text is in 6 pt. size.
both intimidating to the low
literate reader. No color or
shading is utilized. The
combinations of upper and
lower case settings in
different weights vary
widely, thereby confusing
the reader. Much
information on the first
page and almost the entire
second page is bulleted.

Subheadings and text in 10
pt. size.

No color or shading (cost
restraint).

Upper/lower case used
exclusively, except for all
capitals used for closing.
Medium weight for main
body of text. Underlined
boldface used for
subheadings and important
words. Bullets used where
necessary and numbering
added where needed
logically.

Typeface

The typeface of the title and
the text is Helvetica, no
italic.

A sans serif typeface (Arial)
maintained. Italics used
sparingly (two times in the
“Cheating” section and to
define the four categories of
CalWORKSs in the “What
We Mean” section).

Rules (lines)

No rules used with the
exception of the short,
heavy vertical line between
two addresses in the
“Complaints” section.

Hairline box added around
“Complaints”™ section.
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Original Version
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Linguistic Analysis of SAWS 1 Coversheet/Cover Letter

Cycle 1 Version

Syntax Dense. Punctuation is Letter schema used.
inconsistent. Legal Sentences are simple.
warnings are embedded into | Punctuation is logical.
instructions. No clear Subheadings are instructive.
separation of the three including how to get
different kinds of assistance | different kinds of help.
(cash, food. and medical). Legal warnings are

separated out and put into
the last subsection of the
Letter.

Vocabulary Terms used on the Terms in the “What We

application are defined in
alphabetical order, not in
the order they appear on the
form. High vocabulary
level for many words, such
as “Expedited,”
“Diversion,” and
“Presumptive Eligibility.”

Mean™ section still in
alphabetical order. All but
one term still included in
definitions. many listed
under CalWORKSs in a
hierarchical order. The
only term removed is
“You,” et al., which is
moved to the top of the
application. “Fraud” and
“perjury” defined in the
body of the Letter.
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Graphic Analysis of SAWS 1 Applications

Original Version

Cycle 1 Version

! Structure

Questions numbered but no
hierarchy or signposting
using subheadings or
grouping of questions. No
white space used between
questions. Inadequate space
for responses. especially
those asking the form-filler
to “explain.” Yes/No check
boxes placed far away from
the final question mark
(number 7), on a different
line (number 9), or
interrupted by an instruction
(number 13). Unclear

Questions grouped into
seven subcategories.
subheadings assigned.
More space provided for
explanations. Yes/No
boxes stacked vertically.
placed near the question
referred to. Mid-page
instructions eliminated
entirely. “Check one™
added to Language/Ethnic
Group section. Boxes for
“Liquid Resources™
eliminated. Invisible grid
created between questions

differing sizes from 5 to 6
pt.

whether the form-filler must | by using white space and
check the open check boxes | hanging indents on
or not (numbers 10 & 14). | subheadings.

Type format, size & color Varying use of all capitals, | Upper/lower case used
upper and lower case, and | consistently throughout

(except bottom and “County
Use™). Headings in 10 pt.

Dotted rule divides question
10 about ethnicity and
language. “County Use
Only” section marked off
by a heavy vertical line.
Double rules define the top
and bottom of the form.

and subheadings in 8 pt.
Typeface Helvetica typeface. no Arial typeface, no italic.
italic. Two weights (regular | Boldface used for
and boldface) send signals | subheadings, medium
of random importance. weight for text.
Rules (lines) Rules define domains. Rules virtually eliminated

except for rule under title
and boxes around Social
Security Number (number
2) and signature and date at
the bottom. “County Use”
section with heavy vertical
line left exactly the same.
Four new lines added for
specific responses to
previous aid (number 3).
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Original Version

Linguistic Analysis of SAWS 1 Applications

Cycle 1 Version

Syntax

Broad mix of questions.
check boxes (ranging from
simple yes/no responses to
selecting an ethnicity and
language), fill-in blanks
(represented by a short line
or given as a domain/box).
and straight terms not
written in a sentence at all.
The form is written at
approximately a 12" grade
level.

Questions grouped in
numbers 3. 6. and 7.
Written at approximately an
8" grade level.

Vocabulary

Terms such as “anyone,”
“Diversion payment,”
“Presumptive Eligibility
card,” and “Expedited
Service” are not defined on
the form. The form-filler
must refer to the back of the
Coversheet for definitions.
Also, the acronym “CSMP”
is defined only in the
heading of the Coversheet
and nowhere else.

AN 19

“You.” “anyone,” and
“everyone™ defined at the
top of the form. Reference
to definitions given in
parentheses (number 3) and
other definitions given
directly on the form
(numbers 4 and 5).
“Presumptive Eligibility™
eliminated. “Expedited
Service” and “Diversion
Program™ defined in Cover
Letter but not included on
the form.




LEVEL 1

cat
13

t3
14

ie

big

13

work

15

book
16
16

L7

s

how

LEVEL 2
milk

13
city
Ls
17

18

20

himself

between

24

26
split
21
form

grunt
1

Appendix |

WIDE RANGE ACHIEVEMENT TEST

then

open
20
letter

1

jar

21

even
spell
3
awake

4

block

s
size

weather
16

stretch
39

theory

42

contagious
44

gricve
a6
toughen
a8

aboard

30

triumph

$2
contemporary
34
escape
s6

eliminate
5t

tranquillity

ny

should
27
lip
3

finger
9

ay

30

felt

31

stalk

13

cliff

3¢

lame
15

struck
36

approve
37

plot
33

conspiracy
[ 34
image
63
ethics
85

deny

66

rancid
68

humijiate
&9
bibliography
"
unanimous
73
predatory
15
alcove
17

scald |
"

huge clarify
39 &t
quality recession
40 63
sour threshold
41 43
imply horizon
42 67
humidity residence
43 63
urge participate
4.4 10
buitk quarantine
45 12
exhaust luxurious
53 TS
abuse rescinded
35S 18
collapse emphasis
37 | 8
glutton aeronautic
59 g4
mosaic trascible
L B igs
municipal pecuiiarity
3 "3
decisive pugilist
[ &1 e
contemptuous enigmatic
| & e
deteriorate predilection
59 122
Stratagem covetousness
9.1 124
benign soliloquize
93 126
desolate longevity
96 ”ns
protuberance abysmal
99 3o
prevalence ingrauating
102 [
regime oligarchy

s

intrigue

7
repugnant
%20
putative
93

eadeavor
917

heresy

gt

discretionary

103

persevere
1a.9

anomaly

113

rudimentary

117

miscreant
12

coercion
138

vehemence
141

sepulcher
134

emaciated
[ER}

evanescence
1s¢

centrifugal

153

subtlety

156

beatify

159

succinct
162

regicidal

(L

schism

65

novice

audacious
13.7
mitosis
13.7
seismograph
14l
spurious
145
idiosyncrasy
149
itinerary
154
pseudonym
58
aborigines

162

ebullience
171

misogyny
174

beneficent

173

desuetude
V77

egregious

185

heinous
186

intemecine
9

synecdoche

19
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Today's date:

SANTACLARA COUNTYLIBRARYREADING PROGRAM

¢]

~ . Assessed by:

AN Learner Intake - Inmate Literacy Y
Database entered:
OAssessment OReassessment

PERSONAL INFORMATION
First Name: Lastc Name:
Address: Citcy: State: 2ip:
Home Bhone: Date of Birth:
Booking Number : PFN &:
Housing: Release date:

EMPLOYMENT INFORMATION
Job Title/Type of work:

DOEMOGRAPHICS
Ethniciiy: ' Asian 0 Black O Hispaniz 0O rative smer.ceu

O pacific Islander 0 white O ocher
Language (s) other than English? ¢ N  Spoken — Read O wrice O

Childrent: — Ages: i
Are you interested in remaining in the Reading Program after release? v N
EDUCATION

Highest grade ccmpleced: — ————  Schooi location:

Have diploma or GED? Y N
Were you ever in special ed? Y N
Have you been tucored before? Y N

ASSESMENT INFORMATION
WRAT Score: Reading for Today:

Oral Reading Level: Title of Storvy:

MATCH HISTORY
Tutor Start date

| Tutor Start dace
L
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WRITING SAMPLE

GOALS AND INTERESTS
Why do you want to be tutored right now?

Do you have any hobbies or other interests?

MATCH INFORMATION

Tutoring site: Elmwood O cew O Main Jail a
Wears glasses/contacts? Y N Wears hearing aid? Y N
On medication? Y N If yes, specify:

Health problems? Y N If yes, describe:

Do you have a learning disabilicty? Y N

ASSESSMENT SUMMARY

Observations on:
Oral reading (word by word or phrase reading/ tracking problems; error patterns such as

drops endings, word attack strategies, self-corrects based on context. etc.)

L

. -
Comprehension (must refer to text for recall; able tomake predictions, etc.)

L

*
Recommended instructicnal materials and techniques:

. .
. .
ISSUE OF CONFIDENTIALITY

All information you have provided to the Reading Program is considered confidential. It
will be shared only with Reading Program staff, administracive volunteers, and your
assigned tutor(s) for purposes related to providing youwith literacy services. If you
have any concerns or requests regarding this policy, you have the right to discuss them
with one of our Reading Program staff. Please sign on the line below to indicate that

you understand this policy.

Dace:

Learners Signature:
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Appendix J
Cognitive Burdens* Caused by the Tasks on the SAWS 1 Application

Box 1: Name of Applicant (First. Middle Initial, Last)
Recall information that is easy to access

Box 2: Social Security Number
Copy numbers from another source without transposition errors OR
Access long-term memory

Box 3: Maiden or Other Name (if any)
Recall information that is easy to access

Box 4: Home Address: Number, Street, City, Zip Code
Recall information that is easy to access

Box 5: Mailing Address (if different)
Recall information that is easy to access

Box 6: Telephone Numbers: Home, Work, Message
Recall information that is easy to access

Box 7: Is your home address permanent?
If not permanent, please explain:
Make decisions, figure out what is meant

Box 8: Is anyone applying for: Cash Aid, Food Stamps, Medi-Cal, State CMSP
Any other program(s) If YES, explain:
Make decisions, figure out what is meant

Box 9: Has anyone ever asked for or gotten aid or benefits, including Medi-Cal/Medicaid
or Diversion payment or services from the county? If YES, list: Name(s) used, where
(county, state, country) when, type(s) of aid or benefit:

Access long-term memory

Make decisions, figure out what is meant

Box 10: The law says we must record your ethnic group and language. This won't affect
your eligibility.

Recall information that is easy to access

Make decisions, figure out what is meant

See Redish, J. (1988, November). The cognitive burden: Simplifying the taxpayer’s tasks. Paper presented
at a meeting of the Internal Revenue Service, U. S. Department of Treasury, Washington, DC.
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Box 11: /s anyone a migrant or seasonal farmworker?
Make decisions, figure out what is meant

Box 12: Is anyone pregnant? If YES, did she get a Presumptive Eligibility card?
Recall information that is easy to access
Make decisions, figure out what is meant

Box 13: Does anyone have a personal emergency? If YES, check type:
Other emergency which threatens health or safety: Explain:
Make decisions, figure out what is meant

Box 14: How much liquid resources does everyone, including children, have?
Access long-term memory
Make decisions, figure out what is meant

Box 15: How much income did evervone, including children, get or will they get this
month?

Copy numbers from another source without transposition errors OR

Access long-term memory

Box 16: How much is your rent or mortgage this month?
Access long-term memory

Box 17: How much are your utilities that are not included in your rent this month?
Copy numbers from another source without transposition errors OR

Do caiculations OR

Access long-term memory

Box 18:

e Do you have an eviction notice or notice to pay or quit?

Have your utilities been shut off or do you have a shut-off notice?

Will your food run out in 3 days or less?

Do you need essential clothing, such as diapers or clothing needed for cold weather?
Do you need help with transportation to get food, clothing, medical care or other
emergency item(s)?

Make decisions, figure out what is meant
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Appendix K
Cognitive Burdens* Caused by the Tasks on the Revised SAWS 1 Application

Number 1: Personal Information
Social Security Number
Copy numbers from another source without transposition errors OR
Access long-term memory
Name of Applicant (First, Middle Initial, Last)
Maiden or Other Name (if any)
Telephone Numbers: Home, Work, Message
Home Address: Number, Street, City, Zip Code
Mailing Address (if different)
Recall information that is easy to access
Is your home address permanent?
If No or Homeless, please explain:
Make decisions, figure out what is meant

Number 2: Language and Ethnic Group

The law says we must record your ethnic group and language. These questions
won 't affect your eligibility.

Recall information that is easy to access

Make decisions. figure out what is meant

Number 3: Applying for Aid
What kind of aid are you applying for?

Make decisions. figure out what is meant
Has anyone ever asked for or gotten aid or benefits, including Medi-Cal/Medicaid
or Diversion payment or services from the county? If YES, fill in the four blanks
below:

Make decisions. figure out what is meant

Access long-term memory
Is anvone a migrant or seasonal farmworker?

Make decisions. figure out what is meant
Is anyone upplying for aid pregnant? If YES, is there an emergency situation
related to the pregnancy?

Recall information that is easy to access

Make decisions, figure out what is meant
Does anyone have a personal emergency that threatens health or safety? If YES,
check which kind(s):
Other emergency that threatens health or safety: Please explain:

Make decisions, figure out what is meant

* See Redish, J. (1988, November). The cognitive burden: Simplifying the taxpayer’s tasks. Paper
presented at a meeting of the Internal Revenue Service, U. S. Departient of Treasury, Washington, DC.
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Number 4: Liquid Resources

Tell how much everyone (including children) have in:
Access long-term memory OR
Copy numbers from another source without transposition errors OR
Make decisions, figure out what is meant

Number S: Income
Tell how much income everyone, including children. got or will get this month?
Access long-term memory OR
Copy numbers from another source without transposition errors OR
Make decisions. figure out what is meant

Number 6: Household Expenses
e How much is your rent or mortgage this month?
e How much are your utilities that are not included in your rent or mortgage
this month?
Access long-term memory OR
Copy numbers from another source without transposition errors OR
Make decisions, figure out what is meant

Number 7: Urgent Help/Emergencies
e Do you have an eviction notice or notice to pay or quit?

Have your utilities been shut off or do you have a shut-off notice?

Will your food run out in 3 days or less?

Do you need essential clothing, such as diapers or clothing needed for cold weather?
Do you need help with transportation to get food, clothing, medical care or other
emergency item(s)?

Make decisions, figure out what is meant




Appendix L
Ideas for Revising the SAWS 1 Coversheet and Application

A. Possibly divide application into four separate applications or at least different sections:
1. Cash Aid (Immediate Need)
2. Homeless Assistance
3. Food Stamps (including “Expedited Service™)
4. Medical Aid
a. Medi-Cal (Presumptive Eligibility, Restricted)
b. State or Restricted CSMP

B. In lieu of the current “Coversheet,” provide a one-page letter explaining briefly what
CalWORKSs is and how it can help the applicant. Have the latter part of the letter
serve as a sort of questionnaire that will help him/her determine which of the above
four applications he/she needs to fill out.

C. Begin each form with a cover letter instead of a “Coversheet.” Include information
particular to that application form only. Also, explain what they can expect in an
eligibility interview and if they need to bring certain items with them to the interview.

D. At the top of each form, include a checklist of items needed to fill out the form, such
as “Before you fill out this form, you will need to gather the following information:

Social Security number

Rent information

Utility information

$, etc.”

E. Put a check box on each form indicating the applicant wants to choose the “Diversion
program.”

F. Eliminate “Other Things You Should Know” section. These warnings, legal courses
of actions, rules, etc. should be eliminated, dealt with in the eligibility interview,
explained when benefits are obtained (perhaps in a cover letter), or be requested by
the applicant.

G. Move “County Use Only” information to a sheet of paper or at least print it in a
shaded area of the form so applicants don’t write in that area and perhaps not even
read that section.

H. Phrase all the info requested in question form, including defining terms such as
“maiden name.” For example what is your maiden name (your name before you got
married)?
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Appendix M

Feedback from Two Social Services Employees on
Draft of the Cover Letter

SErPe3nve HEU VWIS Mt XN % JANET PERRY 1@ 6357 3544 P.Q2

Cover Letter to the Agplication for Cash Ald, Food Stamps, and/or Medi-
Cal/State-Run County Medical Services Program

Dear Applicant: A =2

CalWORKS is the name of California’s state wetfare 5y {0
“California Weifare Opportunity and Responsibility to Kids™a
assistance. (Up until 1996, CalWORKs was called AFDC.) To apply 1
please carcfully rcad this letter before completing the attacked form.

Before You Can Get Help )
To get help from us. you must fisst do four things: ( 2 <

1. Complete items 1-? on the application.
2. Signthe Certificaton Section (last stem, 10.7).
3. Give the form to the welfare office.
4. Answor nusstions during ycur eligbila s interview. o
C"\'\ C)C ‘

We will use the informztion you give us 1o find out if you qustify-for belp. Please
give us all the information we ask for so that we ca process vour application as quickly
as possible.

You have the right 10 ﬁﬂoutthumyomlﬂormmh&vewmeonebelp
you. That heiper is called an “authorzed representative.” Also. if you have a disability
and need help applying for or continuiog to receive Cash Aid, benefits. or sevvices, then
#  tell the county. (Janet: address the problem of having/not having an ehgibxlny interviewr.)

S — o —— -

What Kinds of You Can Get

We offer four different kinds of help. You may qualify for one or more of the
following:
1. Cush Aud (including dixtc Need. Homeless Assistance, and Diversion Payment
x 2. Food “:@ g -
3. Medi-Cal
4. State-run County Medical Services Program (CMSP}

To understand these kinds of help, pleasc see “What We Mean When We Say
CalWORKs.™

What You Should Do if You Have an Immediate Need
You may be able to get up to $200 while we work on your application if you have

an cmergency smmmandcan shuwtlmw\xdo not have the incomg or marey to-pa—.

forthm
Lackot'housmgoxh:kofﬁ\nd AN QLL \'L/ '\V\

e Eviction potice Ly
s No utilities or a utilit's shut-ofl notice ﬂ ( \ --\L,“’“Q-"
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2

< Lack of'essentia! clothing
+ Essential transportation needs
e Other emergencics important to health and safety

if your immediate need request is turned down the first time, you can ask for it
again during the time we work on your application. Please let the county know if
so ing 2bout your situation ¢ 3
methicg bout Yo glamteon changes
What You Should Know About Food Stamps and Your Date of Eligibility
You zre told if you qualify for Feod Stamps within 30 days of applying and
having an eligibility interview. (Is this stated correctiy”) If you are eligible for Food
Stamps, we will figurc your SIS fi5in (e dale you sign the appfication and turn it in.
(Janet: check to make sure this 15 2 cotrect statement and that it applies exclusively to
Food Staraps.) - agRavr =
To qualify for Food Stamp Expedited Service. you must fisst qualify for the
regulac Food Stamp Program AND-have one of the following cases:
¢ Combinzd revt/morrrage and Cility costs that are mor= than your liquid
resourcss and this month’s income (before deductions??)
oOR————— -
* No more than $100 liquid resources and less than 3150 income for the month
before deductions

OR
* No more thaa $100 liquid resources and at kas: onc memeer who is a migrant
or seasonal farmmvorker.

What To Do if You Need Help But Do Not Want to Receive Cash
Ald/Woelfare?

If you need help but do ot want to g0 on welfzre. you can apply for the Diversion
program. This prograrp issues a lump sura cask payment or non-cash services. Youcan
oaly choose the Diversion program when you are applying for Cash Aid_Feen, §f you
qualify, you will regeive an approval sotice for the Diversion prograrz arnd a denial notice
tor Cash Aid. 28a, J£ you go on welfare later, your Cash Aid may be lowered or the
amount of time you can get Cask Aid may be reduced.

What Can Happen If You Do Not Give Us All the Facts {correct and
complete) or if You Cheat in Wa

Togahelpandtok:epgetﬁcghelp from us, the law s2ys vou must sign a form
saying that you swear under oath to give true, correct. {thiscamedmeniant) and complete
facts. This is called “signing under penalty of perjury.” ’

. E:ﬁnmmth!muswmundcoahmgiw:me.cmmmdcomlczc
facts.(.%skalayexabomthisdeﬁnidqn.)

. Em:mansﬂmyonliea.bomﬁctsoranpmpmdonotgiveusallthc&cts
or siwations that affect your eligibility and aid payment levels.

74
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Perjary and fraud are crimes. If you are foundguikyofcomming fraud, you
may be fined from $10.000 10 $250,000 and/or sent (o prison for three to twenty years.
Also, your Cash Aid and/or Food Stamps may be stopped for periods of time frem six

months upt-frETET \aS‘h [’>
and. (n S8 -2 LSTE nCEs e R W\ wer .<_7 aca .,

Qverpavment and overissuance means you got mo'bme t!nnwu
should have gotten. [f you receive an overpayment or overissuance, you will kave to pay

B it back. Also, your Cash Aid ard/or (vs. szn:ymg or"")FoodSla:rmswﬂlbc'owered
or stopped and your share of Medi-CayCy changed.

Social Securitv Number (SSN) rules tefl us to computer match SSNs against
records from tax, weifare, employment, the Social Security Administration. and other

) agencies. We may also check our diffcrences with employers, banks. eFethers (Janet:
<k other agencies and cthers is redundant. Can you just say other agencics atter banks?) This
compute: matching belps us to be sure you are reporting

and that you are not getting aid mmﬂmoneme.ormmth:rcomyorstac.

Ifvou scfose to give the SSN (- jigntizs #3 SEN, ypu won't be
able to get Cash Aid, Food Stamps, or Medi-Cal/State CMSP. For Cash Aidgfou must
give us the SSN (or the proof of application for SS\J')  Within 3Q days of signing and
dating the attached welfxre form. However, an afren whb does not have an SSN and who
Ls not an amnesty alien can still get restricted Medi-Cal/State CVISP as long as he or she:
* has a valid and current 1-688, or
e has a lawful permanent residence (LPR), or
e is permancntly residing in the U.S. under color of law (PRUCOL).

Other Things You Should Know
You may still qualify for Food Stamps, child care assistance (whai category does

1
~  _this fall under?), and/or Medi-Cai.

e (Came from Diversion pmaram description. Where do I put this?)

What To Do If You Have Complaints
If you think you have been discriminated against, contact the couaty's civil righi s

representative or write to:

State Civil Rights Bureau

P. O. Box 944243

Sacramento, CA 94244-2430
Or you can call collect 1-916-654-2107. (For the hearing irpaired using TDD. call 1-
800-654-2098.)

For other kinds of complaints, contact your county first. If vou ard the county
can't agree, then write to:

Public Inquiry and Respoase (PIAR)

744 2 Swrozt, MUS, 16-25

Sacramento, Ca 958{4
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Or you can call 1-800-952-5253. (For the hearing impaied using TDD. cull 1-800-952-
8349.)

Also, you can ask for a state hearing by writing to your county welfare office or
by calling PIAR. They will consider your case if:
« you do not agree with any action taken by the county. or
. yuumaskinzforastmehcnringforCashAid,FoodS!nmps,orMedi-CaLor
e you think you are not getting the right State CMSP.

To appeal State CMSP eligibility rules, you ca anly write to your county. You
must ask for the hearing within 90 days of the county’s action, and in your letter you L
must tell why you want a hearing. Z’\"y\'\-_-, calU aohits - YL (enrRe 7)
: }
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What We Mean When We Say CaiWORKs

CaiWORKS is the name of Califomia’s state weifare system. it inciudes four
categories.

1. Cash Aid: Help getting money )
j\" o Cash Aid Service: (correct term?) A general term given ‘o any kind cof heip
that involves getting Money Girectly, «ncluding refugee cash-assistarrce7”

+ Immediate Need: Cash given when you have an emergency you can't pay
for before we finish working on your application.
y o Homeless Assistance: Help given io pay fora place tc !odge!s(eeg'%

Given once in a lifetime, with some™?"

* Diversion Savment/Services: A furfp surn czsh payment or non-cash
services given to those who need help but who do not want or need to go
on welfare.

2. Food Stamps: Help getting food
» Food Stamp Program: Benefis for low-income households to help buy
food

e Food Sta ited Service: When food stamps are given to
househotds within three days of applying.

W

Medi-Cai: Help getting medicaliy necessary benefits

* Presumptive Eligibility: Temporary Medi-Cal coverage for many outpatient
prenatal services given to pregnant women by certain doctors cr clinics.

 Restricted Medi-Cal: Emergency and pregnancy-raiated cars only.

4. State-run County Medica! Services Program (CMSP): Help getting
medical benefits for adults not on Medi-Cal who live in some rural
counties

* Restricted State CMSP: Emergency care only.
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What We Mean When We Say:

(in order of appearance cr ABC order?)

Authorized Representative: a person chasen by welfare appiicants or
recipients, who is given permission to help fill cut forms and take care of some of
their business with food stamps and/or MedCal.

A Head of Household: a perscn responsibie for the food stamp househo!d. (Only: K‘
_ﬂplies to food stamps?) N

income: money received or 8 : <
Bﬁmwis defimed e, but ot fim Ted o <

e Eaminge

o Benefits, such as waifare, child support. Supplemental Secuniy Income/State
Suppilementary Program (SSI/SSP) or Social Security, pension or retirement
benefits

¢ Unemployment or disabifity payments, such as Unempicyment Insurance
Benefits (UIB), State Disability insurance (SDI), Veterans Benefits (VA)
Strike funds, payments from roomers and boarders, schooi grants and loans
Cash gifts or winnings and any other cash payments

Liquid Resources: cash or money that can converted into zash. (Do we use this
term on the application?) s.ym e G.7

liquid resourcas;>- e c‘\L.‘;-M::‘- aus/ ‘)u"\“ V\’:*—l""“t" Yol
e Cash on hand. uncashed checks, money orders. money in checkirig and
savings accounts, monay in credit union accounts, saving certificates
o Trust deeds, stocks and bands, notes recevable, etc.

- Utilities: installation and payments for gas. electricity. heating, fuel, tetephone
. (basic rate—why?). garbage and-tresh-{rectandant?> pickup, water, sewage. etc.
N o T

ealy (€= allowadk
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Cover Letter to the Application for Cash Aid, Food Stamps, and/or Medi-
CaifState-Run County Medicai Services Program

Dear Applicant:

CalWORKSs is the name of California’s state welfare system. It stands for
“California Welfare Opportunity and Responsibility 10 Kids’; and=aeludesrefigrecir
assistance. (Up until 1996, CalWORKs was called AFDC.XTo apply for CalWORKs,
please carctully read this letter before completing the attached form. ) FIEST (BTiMmG)

Before You Can Get Heip

‘I‘ogezhdp&omus.youmustﬁmdorbunhings
J. Complete items 1-? on the application.
2. Sign the Certification Section (leatstrmn no.7).
3. Give the form to the welfare office.
4. Answer questions during your eligibility interview.

We will use the information you give us to find out if you qualify for help. Please
grve us all the information we ask for so that we can process your application as quickly
as possible.

You have the right to fill out this form yourseif, or you can have someone help
you. That heiper is called an “suthorized representative.” Also. if you have a disability
and need help applying for or continuing to receive Cash Aid. benefits. or scrvices, then
tell the county. -addressth 5 inoinat haviag anelioibiity imtencien:

2ne¢l4ag Sreelz Udes

MUSF Wooe. &t \.«{ E—,' . 'l'(..v-
What Kinds of Help You Can N
We offer four different kinds of help. You may qualify for one or more of the

following:

1. Cash Aid (inciuding Immediate Need. Homeless Assistance, and Diversion Payment
K Servic i .
d 2. Food Stamps

3. Medi-Cal

4. State-run County Medical Services Program (CMSP)

7&.

To understand these kinds of help, pleasc see “What We Mean When We Say
CalWORKs.”

What You Shouid Do if You Have an immediate Need

You may be able 10 get up to $200 while Wwe work on your spplication if yoa have
an cmergency situation and can show that you do not have the income or money’ 0 pay
for these emergencies:
¢ Lack of housirg or lack of ool
e Evictiong notice
s No utilities or a utility shut-off notice

, ")
[()
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n

e Lack of essentinl clothing
e Essentisl transportation nceds
¢ Other emergencics important to heakth and safety

If your immediate need request is turned down the first time, youmasi.:.for it
again during the time we work on your appficatiog. Please let the county know if
something about your situation changes.

What You Shouid Knew About Food Stamps and Your Date of Eligibility

You &= told if you qualify for Food Stamps within 30 days of applying ard
having an eligibility interview. (Is this stated correctly?) If you are eligible for Food
Stamps. we will figure your beniYs 6t date youl sign the application and turn it ir.
(Janct: check to moke sure this IS @ cotrect statement and that it applies exclusively to
Food Stamps.) —

To qualify for Food Stamp Expedited Service, you must first qualify for the
regular Food Stamp Program AND kave one of the following cases:

* Combined rert/morigage and xtifiry costs that are more thaz yuar liquid

resources and this month’s income {before deductions™
OR

* No more than $100 liquid resources and less than S150 income for the month

before deductions

OR
* No more than S100 liquid resources and at keast one member who is a mjgrant
or seasomal farmworier.

What To Do If You Need Help But Do Not Want to Receive Cash

Aid/Weffate? (loekleve 1y Cacheid ve kv;c.z&, Sood sk p, = Wedicn! )
If you need help but do not want to go on ' welfare. You can apply for the Diversion

@ngmm. This program issues 2 lump sum cash payment ot non-cash services. You can

only choose the Diversion program whea you are applying for Cash Aid. Then, if you

qualify, you will recejve an approval goti Jot the Diversion program and a denial notice

for Cash Aid. you go on%%. your Cash Aid may be lowered or the

amount of time you can get Cash Aid may be reduced.

What Can Happen if You Do Not Give Us All the Facts (correct and
complete) or if You Cheat in Any Way

Togcthc!pmdtokeepgminghelpﬁ-omus,me!awsaysyoumustsignaform
saying that you swear under oath to give true, correct. (this is redundant) and compiete
facts. This is called “signing under pemlty of perjury.” L o us, Bkt male sw e
. Cnstomay DEALL Krnmes wanat
* Berjury meas that you swear under oath 1o give true, correct. and commplete .. ave Saaas

facts. (Ask a lawyer about this definition. ) ; y
* Eraud means that you fie abowt or on purpose do not give us all the facts

or situations that affect your eligibility and aid pavment levels,
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Perjury and fraud are crimes. If you are found guilty of committing fiaud, you
may be fined from $10,000 to $250,000 and/or sent to prison for three to twenty years.
Also, your Cash Aid and/or Food Stamps may be stopped for periods of time from six
months up to forever.

overissuance means you got more aid or benefits than you
should have gotten. If you receive an overpayment or overissuance, you will have to pay

it back. Also, your Cash Aid and/or (vs. just saying “or’"?) Food Stamps will be lowered .
orsoppedandmsh:cofMdi-CﬂL_C%’er\b con qm\;i_}_f L et over

- Dot or one el e v

Social Security Number (SSN) ryles tell us to computer match SSNs against o 4z savae 4500
records from tax, welfare, employment, the Social Security Administration, and other
agencies. We may also check out diffcrences with employers, banks, csathers (Janer:

other agencies and others is redundant. Can vou just say other agencies after banks?) This
computer matching helps us to bemyoTnTre;&ngWMM Lorpesty)
and that you are not getting aid in more than ope case. or in another county or statc.

o .

2 re t ? N, onwon't be
able to get Cash Aid, Food Stamps, or Medi-Cal/State CMSP. For Cash Aid, you must
give us the SSN (or the proof of application for SSN) within 30 days of signing and
dating the anached welfare form. However, an alien who does 1ot have an SSN and who
is not an amnesty alien can still get restricted Medi-CaliState CMSP as long as he or she:
e hasa valid and current 1-688, or
¢ bas s lawful permanent residence (LPR), or
¢ is permancmtly residing in the U.S. under color of law (PRUCOL).

Other Things You Should Know

You may still qualify for Food Stamps, child care assistance (what category does

«this fall under?), and/or Medi-Caly W& Yo oo denied cagn cd.

(@Wﬂ

What To Do ve Complaints

If you think you have beca discriminated against, contact the couaty's civil right's
fepresentative or write to:

State Civil Rights Burean

P. O. Box 944243

Sscramento, CA 94244-2430
Or you can call collect 1-916-654-2107. (For the hearing impaired using TDD, cali 1.
800-654-2098.) e e

For other kinds of complaims contact your county first. If you and the county
can't agree, then write to:

Public Inquiry 2aad Resvonse (P1AR)

744 P Street, M.S. 16-23

Sacramento, Ca 95814
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Or you can cail 1-800-952-5253. (For the hearing impaired using TDD, cail 1-800-952-
8349,)

Also, you can ask for 2 state hearing by writing to your county welfare office or
bycallmgPIAR. They will consider your case if:
you do not agree with any action taken by the county, or
¢ you are asking for a state hearing for Cash Aid, Food Stamps. or Medi-Cal. or
e you think you are not getnting the right State CMSP.

To apocal State CMSP eligibility rules, you can ondy write to your county. You
must ask for the hearing within 90 days of the county’s action, and in your letter you
must teil why vou want a hearing.

AR
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What We Mean When We Say CalWORKs

CalWORKSs is the name of California’s state welfare system. It inciudes four

1.

o

Cash Aid: Help getting money

* Cash Aid Stwiee: (correct term?) A general term given to any kind of help
that involves getting Tioney directy. including refugee cash assistance??
and child care assistance??

» [mmediate Need: Cash given when you have an emergency you can't pay
for before we finish wurking on your appiication.

» Homeless Assistance: Help given to pay for a place to lodge/sieep7?
Given once in a lifetime. with some?? exceptions.

+ Diversion Payment/Services: A fump sum cash payment or non-cash
services given to those who need help but who do not want or need to go
on welfare.

Food Stamps: Help getting fcod

» Food Stamp Program: Benefits for low-income househoids to help buy
focd.

» Food Stamp Expedited Service: When food stamps are given to
households within three days of applying.

Medi-Cai: Help getting medicaily necessary benefits

* Presumptive Efigibility: Temporary Medi-Cal caverage for many outpatient
prenatal services given to pregnant women by certain doctors or clinics.

* Restricted Medi-Cal: Emergency and pregnancy-related care ontly.

State-run County Medical Services Program (CMSP): Help getting
medicai benefits for aduits not on Medi-Cal who live in some rural
counties

* Restricted State CMSP; Emergency care only.
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appiies to food stamps?)

What We Mean- When We Say:
(in order of appearance or ABC order?)

Authorized Representative: 3 person chosen by weifare applicants or
recipients. who is given permission to help fill out forms and take care of same of
their business with food stamps and/or Medi-Cal.

Head of Household: a person responsible for the focd stamp household. (Only

income: money received or expected.

Below are some examoles of income:

e Earnings

» Benefits, such as welfare, child support. Supplemental Security income/State
bSuppé;mmary Program (SSI/SSP) or Social Security, pension or rerement

ene

* rampioyment or Siscbillty nevmants, s'ich as Unemployrment insurance
Benefits (UlB), State Disability Insurance (SDI), Veterans Benetts (VA)

» Strike funds, payments from reomers and boarders, schoal grants and loans

» Cash gifts or winnings and any other cash payments

Liquid Resources: cash or money that can converted into cash. (Do we use this
term on the application?) peve s G.7

Below are some examples of liquid resources:

« Cash on hand. uncashed checks, nioney orders, money in checking and
savings accounts, money in credit union accounts, saving cartificates
« Trust deeas, stocks and bonds, notes receivable, etc.

Utilities: installation and payments for gas. electricity. heating, fuel, telephone
(basic rate—wny?). garbage and trash (redundant?) pickup, water, sewage. etc.
— o ;
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