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Objectives of this session

● Learn some language and terms 
essential when approaching 
social services and other 
agencies

● Explore strategies patrons can 
use to access services

● Learn where and how to connect 
patrons to the specialist in 
the area of interest



A QUICK NOTE ABOUT ACRONYMS
❖ These are ubiquitous and change often in social services  
❖ They are used ALL THE TIME between workers and agencies (and yes, 

LIBRARIES DO IT, TOO!)

❖ There are often acronyms that have different meanings ~ encourage 
patrons to ask for clarification, and advocate for full-word use

EXAMPLES

❖ AR – Applicant /Recipient – from Medicaid, or other insurance 
carriers

❖ AR – Accounts Receivable – billing, state agencies



What may worry patrons…..



A SCENARIO
A patron comes in to find out how to get a birth 

certificate from Rhode Island.
Likely direction?

● Personal Identification

● Government websites

● Use of online forms 



Where to begin…

Information and 
Referral Tip

Don case a translation 
app) up front.



● 2-1-1 can be accessed by calling 211, or 
at https://www.211info.org/  OR

http://www.navigateresources.net/info/

● Local human/social service agencies

(county helplines - have them handy)

● Find out about interpreter assistance, too!

THE GO-TO IN ALL OF OREGON

https://www.211info.org/
http://www.navigateresources.net/info/


Meet Candace:

Her sister-in-law was diagnosed 
with Stage IV Adenocarcinoma - 
she wants to understand the 
prognosis, needs help with legal 
assistance for her brother, and 
wants to offer some help in getting 
their kids signed up for health 
coverage.

Many patron 
have multiple 
issues.

A good 
reference 
interview can 
help sort out the 
needs and 
prioritize tasks 
for the patrons



An elder patron, who is a veteran with 
mobility issues, lives with adult 
daughter (who works part time as a 
caregiver in facility ) and two minor 
grandchildren 

– one child has a developmental 
disability. 

Adult daughter is inquiring about 
where to start looking for assistance.

SCENARIO This family might get benefits/services 
from:

❏ Veterans Administration medical and 
other offices

❏ Multnomah County Aging, Disability 
and Veterans Services

❏ School system - Special Education 
❏ Transportation
❏ SNAP – nutritional help – federal 

program administered   within the state
❏ Case management – it may be from 

different offices depending on person 
being served

❏ Low-rent program



Agencies and offices and services, oh my – 
not NEARLY exhaustive!   -- 

Categories that may help your search:
● Food, nutritional support
● Health, dental care
● Military service
● Refugee and immigration status
● Transportation
● Utility help
● Homelessness status
● Homecare help

● Aging or elder issues
● Domestic violence
● Children’s services
● Mental health and addictions
● Consumer advocacy
● Family services
● Tribal affiliation
● Legal aid



❏ Birth certificates can be ordered by 
phone, mail, internet, in person

❏  Other records to be ordered include 
marriage, divorce, domestic 
partnership, death

❏  There are eligibility requirements for 
ordering

❏  Forms can be downloaded from web

Oregon Vital 
Statistics and 
Public Records

BIRTH, DEATH, MARRIAGE, DIVORCE



State of Oregon 
Records

oregon.gov/oha

 search under:

How Do I?

Busy page - 

lots to find, such as:
★ Professional licensing

★ Flu vaccination information

★ File complaint against facility

★ Vaping and your health

Remember:  Birth certificates are the 

primary documents to prove identity



Patron born in another state or territory or country?

★ Another state or territory: 

     National Center for Health Statistics (CDC) -  http://www.cdc.gov/nchs/w2w.htm

★ U.S. Citizen born abroad:

     Requires getting a Consular Report of a Birth Abroad - https://tinyurl.com/5dekh8bj

★ Non-US Citizen needing documents:

Patron needs to contact consulate for home country. - https://www.usembassy.gov/ 

http://www.cdc.gov/nchs/w2w.htm
https://tinyurl.com/5dekh8bj
https://www.usembassy.gov/


Oregon DMV      -      New Rules, New IDs

★ Vehicle registration fees are based on age and MPG of vehicle

★ Fees to renew or replace driver license/Real ID : $26.00 up to 

$70.00 

★ Fees to renew or replace ID/Real ID :  $39.50 up to $70.50

★ Disability placards can be requested with a form.  There are 

several permit types available, needing a physician signature

★ Patrons may be best served by giving them the phone 

number and sharing that appointments may need to be 

made at DMV.  PDX 503-299-9999; Salem 503-945-9000



➔

HEALTHCARE FOR ALL

FAST STATS:

There are approximately 243,000 
people in Oregon who are 
uninsured, about 6% of pop. (2020, 
OHA)

Mini breakdown:

- 15% Hispanics not insured
- Reasons not on OHP: cost, not 

eligible, worried about care 
quality

- If 80% of those 243k used 
subsidies, only 34k would be 
uninsured



Medicare & 
Medicaid & 

Oregon 
Health Plan 

(OHP):
What’s the 
difference?

FUNDING SOURCES FOR THESE VARIOUS PLANS ARE COMPLEX.  

Medicare - Aged 65 and over; some with 
disabilities; covers doctors and limited 
hospital help; there are programs to help pay 
premiums

Medicaid - Historically, used by poor and 
those in nursing homes/facilities.  There are 
MANY MORE options now.

OHP - Coverage for low-income Oregonians; 
so-called Obamacare. 
oregon.gov/oha



OHP 

TO APPLY:

https://one.oregon.gov/

Health Information   &       Advocacy

Centers for   
Medicare/ 
Medicaid 
Services

Veterans 
Administration

Condition 
specific 
agencies

SHIBA – 
for 
Medicare 
enrollees



THE “SAFETY NET”

... AND HELP WITH 
MAKING UP THE GAPS

INCOME 
& 
SUBSISTENCE



Social Security
Applying can be time consuming - some decisions = YEARS

Additional benefits:

● Compassionate Allowances 
● Survivors of beneficiaries
● Children with disabilities

EXPLORE THE WEBSITE – www.ssa.gov

Alphabet soup = SSB, SSD, SSI



Oregon Unemployment 

Filing can be online, by phone

There are requirements to apply 
for jobs, be available for work, 
etc.  FAQ’s are available.

Claimants are responsible for 
following the law

Claimants can request a hearing 
if denied

   ASK FOR HELP



SNAP - formerly known as Food Stamps

● Monthly  benefit, accessed by a 
debit card

● 100% benefit paid by feds
● Farm Direct Nutrition Program

○ WIC
○ Seniors

Average monthly benefit

 is $125.00

https://one.oregon.gov/



UTILITIES ● Public Utility Commission 

– administers some 

financial help, and offers 

support for low-cost cell 

phone

● Oregon Energy Fund

● Home Weatherization - 
https://www.oregon.gov/ohcs/energy-weatheriza

tion/Pages/weatherization-services.aspx

https://www.oregon.gov/ohcs/energy-weatherization/Pages/weatherization-services.aspx
https://www.oregon.gov/ohcs/energy-weatherization/Pages/weatherization-services.aspx


Veterans Affairs

A Few Benefits for Veterans

Burial
Cemeteries
Health care
Education
Home Loans
Long-term Care
License Plates

Memorandum of Basic Detail:

Service Members need to have 
their DD-214 that is the 
record of their military 
service and their discharge 
from service.

This document would also be 
needed to prove eligibility to 
be interred in a Veterans 
Cemetery. 

FAST FACT: 
OREGON HAS THREE VA 
CEMETERIES.



ODVA

Connecting United States 
Military Veterans in Oregon 
with resources.

EVERY COUNTY IN OREGON 
HAS A VETERANS SERVICE 
OFFICE - found on ODVA site, 
or call:

1-800-692-9666

Oregon Department of Veterans’ Affairs

https://www.oregon.gov/odva/Benefits/Pages/default.aspx


TRANSPORTATION ASSISTANCE

● INDEPENDENCE – key 
for elders and others

● Rural areas have special 
concerns

● Oregon TripCheck 
● Consider using 211 

service
● UBER and LYFT app - 

maybe the patron can 
use help to use/access



HOUSING
RENTER SUPPORTS

Resources/considerations:

★ Oregon Housing and Community 
Services
https://bit.ly/3tvS0sY

★ 211

★ Subsidized housing

★ Senior Housing

LANDLORD/TENANT ADVOCACY

★ Oregon Housing and Community Services

https://bit.ly/3tkYTNJ

★ Community Alliance of Tenants

         https://www.oregoncat.org/

Portland: (503) 460-9702

Medford: (541) 414-2220

https://bit.ly/3tvS0sY
https://bit.ly/3tkYTNJ
https://www.oregoncat.org/


LEGAL and CIVIL
LEGAL HELP

Legal Aid Services of Oregon/Oregon Law Center - https://oregonlawhelp.org/

Senior Law Project - Portland Metro Area - free half hour for civil matters - see above!

Oregon State Bar Modest Means - https://www.osbar.org/public/ris/#mm

CIVIL RIGHTS

American Civil Liberties Union - preserve and advance civil rights - https://www.aclu-or.org/

District Attorney - Victims Assistance - https://bit.ly/3a6vbVl

https://oregonlawhelp.org/
https://www.osbar.org/public/ris/#mm
https://www.aclu-or.org/
https://bit.ly/3a6vbVl


United States Customs and 
Immigration Services - USCIS

IMMIGRATION SERVICES, including:

★ REFUGEE ASSISTANCE /ASYLUM SEEKERS - https://bit.ly/2QncwO7

★ INTERNATIONAL STUDENT AND WORKER PROGRAMS - 
https://www.uscis.gov/working-in-the-united-states

★ CITIZENSHIP INFORMATION - https://www.uscis.gov/citizenship

★ DATA FOR RESEARCH OR REPORTS ON PATRON NEEDS - https://bit.ly/3tiLu8V

WHEN YOU JUST NEED TO TALK TO A PERSON - 1-800-375-5283 
(English and Spanish)

https://bit.ly/2QncwO7
https://www.uscis.gov/working-in-the-united-states
https://www.uscis.gov/citizenship
https://bit.ly/3tiLu8V


➢ CHECK IN WITH PATRON

➢ CONSIDER COMMUNICATION CHALLENGES - HEARING, LANGUAGE, 
ADAPTIVE EQUIPMENT AND SOFTWARE

➢ SUPPORT PATRONS TO BE PERSISTENT AND TO ASK CLARIFYING QUESTIONS

➢ CONSIDER TRAINING ON DEALING WITH CHALLENGING BEHAVIORS

➢ CAN YOUR LIBRARY HOST EVENTS TO BRING EXPERTS FOR TOPICAL HELP?

➢ LOOK FOR “CULTURAL SPECIALISTS” IN YOUR COMMUNITY

FINAL THOUGHTS



QUESTIONS?

hollyf@multco.us


