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Executive Summary

Marion County Veterans Services has been providing services to veterans and their families for over 30
years. We are currently a staff of eight (8) energetic and caring individuals that provide information and
file claims for over 40,000 Veterans. Our office is a liaison to the Department of Veterans Affairs (VA)
Benefits Division. VA benefits consists of disability compensation, non-service connected disability
pension, death pension, dependency and indemnity compensation, burial benefits, healthcare,
vocational rehabilitation, life insurance, home loans, appeals and re-ordering decorations, ribbons,
medals and discharge documentation. This office offers free notary service to veterans and their
families. There are many other services we provide, however for further information you can stop by
our office or call. Office hours are Monday — Friday (except Holidays) from 8:00 a.m. — 5:00 p.m. The
Office is located at 2528 East Sliver Springs Boulevard, Ocala.

Veterans Services also has administrative responsibilities to the Ocala-Marion County Veterans
Memorial Park. We coordinate veteran’s memorials, veterans programs, ordering commemorative
bricks, plaques and monuments and ensuring proper placement. The Veterans Park is one of a kind.
There is a United States Presidential plaque with all the names and ranks of Presidents who served in
the United States Armed Forces. There are over 5,000 commemorative bricks, 200 etched granite
benches, a host of plaques, a horse named “Hero” and other military related items. To better appreciate
the uniqueness of the Veterans Memorial Park, please stop by for a visit.

Our goals for the next three years are:

1. Contact/educate veterans and their families in the rural areas of Marion County, i.e., Ocala
National Forest, points due north such as Reddick, point due south west such as Marion Oaks.

2. Seek out and identify other organizations that are able to assist veterans and their families.

3. Provide training briefs to members of the National Guard, Army Reserves and members of the
Armed Forces who qualify for the Combat Duty Grant program.

If you have any questions, please do not hesitate to phone us at 352-671-8422 or by fax 352-671-8424.
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MISSION
The Marion County Veterans Services provides professional and courteous service to all veterans and
their families, consequently improving their quality of life in Marion County.

The Marion County Veterans Services purpose is to assist all former, present, and future members of the
United States Armed Forces and their dependents in preparing claims and securing such compensation,
hospitalization, vocational training and other benefits or privileges to which they may be entitled under
any federal or state law or regulation by reason of their military service.

The Marion County Veteran Services coordinates and disseminates information on federal, state,
county, and private veterans’ programs and benefits. We also have an administrative responsibility for
the Ocala-Marion County Veterans Memorial Park.

e Treat all veterans with tolerance, compassion and dignity.

e Improve the quality of life for veterans and their families in Marion County.

e Provide exceptional customer service to clients.

o  Willingly partner with any agencies and organizations to improve the level of services to all
veterans and their families.

COMMUNITY PARTNERSHIPS

Vets Helping Vets Marion County Veterans Council
Ocala Veterans Outpatient Clinic Over 46 veterans’ organizations in Marion County
351" Military Police Company United Way First Call for Help organizations

Operation Shoebox, Belleview
Fort McCoy VFW Retirement Home
Gainesville Veterans Center

CLM Workforce Development
College of Central Florida
And a host of other groups and organizations




HISTORY
MARION COUNTY VETERANS SERVICES

According to our archives, Marion County Veterans Services was established in Ocala, Florida in the mid
1940’s. The office was located on Osceola Avenue back in the early 1970’s. It was relocated in 1987 to
the McPherson Government Complex on the corner of SE 25" Avenue and SE Fort King Street (currently
the Marion County Parks Department). In June 2005, the office was again relocated one block north to
its present address at 2528 East Silver Springs Boulevard. This location placed the office conveniently
closer to the Ocala-Marion County Veterans Memorial Park.

OCALA -MARION COUNTY VETERANS MEMORIAL PARK

Our office also has administrative responsibility to the Ocala-Marion County Veterans Memorial Park.
The Park is located at 2601 East Fort King Street, Ocala. Construction started in 1997 and the official
ceremony was in 2002. Within the Park’s walls are over 5,000 etched bricks with the names of service
members, over 200 etched granite benches and over 100 historical plagues paying tribute to various
wars and conflicts throughout the history of the United States. Some items in the Park have been
purchased as a direct result of donations made by area businesses, organizations and patrons. Visitors
can appreciate the history of our veterans from the birth of our nation to present. The Park offers
families and friends an opportunity to commemorate and honor the men and women who have
sacrificed so much for our great nation.

DEPARTMENT PRINCIPLES

Veterans Services Director...................Jeffrey Askew
Veterans Services Supervisor............... Daisy Diaz
Veterans Services Officers.......ccceu...... Steven Jacobs
Amy Cutchen
Veterans Services Specialist.................. Nancy Patton
Jackie Chin
Staff Assistant IV.....ccoceeeeeeiceeeeeee. Esther Gomez
Staff Assistant ll.....cceveeeeevece e, Cheryl Smith
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Definition of the Market

The Marion County Veterans Services office serves approximately 40,000 veterans with preparing a
variety of services for the veteran, widows, widower, and other family members in obtaining benefits
they may be entitled. Internal customers include Marion County employees that are both veterans and
family members of veterans. Our goal is to gather and disseminate pertinent information regarding
veteran’s benefits in order to educate and assist with improving their quality of life.

A rising number of veterans are facing unemployment, foreclosure and possible homelessness. Our
office will assist every veteran and family member by providing appropriate information in a timely
manner for state, county and local agencies offering assistance. These services are provided by the
Veterans Administration, One Stop Workforce Connections, Salvation Army, local churches and various
community charities.

We foresee the future having a rise in clientele to include active duty members and returning reservist
members who have completed their enlistment contracts. During this time of war, many veterans are
facing a variety of transitional matters that include housing, health care, employment, and mental
health assistance. While we do not provide any monetary assistance to veterans or their families, we will
ensure they have accurate and applicable information for state, county and local agencies that can
provide such.

In 2011, our clientele was approximately 7,227. There were 12,700 phone calls to our office. We answered
basic questions, provided referrals, scheduled speaking engagements and scheduled Veterans Park events.
We anticipate with the rising number of homeless veterans, foreclosures, unemployed veterans and those
in need of In-Home Health Care/Assisted Living Facilities that our clientele will increase due to economic
hardships.




Count

FLORIDA

Description of Products and Service Processes

Marion County Veteran Services is a department under the Marion County Board of County
Commissioners. We are not a branch of the United States Department of Veterans Affairs. All of our
services are free of charge. Other organizations in Marion County claim to provide the same services
as our department and charge for assisting with claims paperwork, mailing, and or faxing of
documents and other surcharges.

*Page 8 Current and Added Services
*Page 9 Streamline Services
*Pages 10-17 Flow Chart Processes:
Filing SC, Pension, DIC Claims
Executing House Calls
Filing for Burial Benefits
Applying for ChampVA
Applying for VA Healthcare Benefits
Applying for Certificate of Eligibility & Education Benefits
Applying for Military Documents
*Page 18 Veteran Services provided
*Page 19 Veteran Services Operating Expenses




Marion County Board of County Commissioners

Flow Chart Processes

Fund number: 1

Department numhber: 2810 Department Name: ‘eterans Services

IPiace ¢ leted rksheet in business plan template section five.

|
I |
WWeek 1 Current and Added Services

e,
Service Bersonal Annual
ProcesstimelNumber| Setvicescost| Volume | Service
forOne of for one (annual) Hours Annual Setvice Cost
M andat| 0 ccurrence-4 position | Occurrence Personal
edby | add hours | sinthis |(ncludesfringg (0] | M98 Services Nurmber
Law foral  |occurre | benefits) [C] L (includes of
Services {flow chart] (mark | personnel | nce [8] time) [E] fringe FTE's
each service using Information Technology | with an | “involved | memo Hours benefits) Operating in this
supplied software) » | “wm | oniy (AXD) (¢XD) | Expenses Total service
Filing Service Connected /Pension Claims
*20% of Operating Expense
Filing Setvice Connected VA claims X 3.00 2 ] 1.200 3,600 82,800 4,049 86,849 :
Filing ¥A Pension claims X 3.00 2 69 700 2,100 48,300 4,049 52,349 1.12
Filing Dependency Indemnity Comp/
IBuriaI Claims
*20% of Operating Expense
Filing DIC Claims X 3.00 2 69 350 1,050 24,150 4,049 28,199 0.56
Filing for Burial Benefits X 2.00 2 46 500 1,000 23,000 4,049 27,049 0.53
Filing Education Claims 2
*15% of Operating Expense
Filing for Education Benefits X 3.00 2 69 600 1,800 41,400 6,073 45,929 0.96
Applying for Health Care/Champ VA
*10% of Operating Expense
Applying for Champy A X 2.00 2 46 500 1,000 23,000 2024 25,024 0.53
Applying for Health Care Benefits X 2.00 2 46 900 1,800 41,400 2,024 43,424 0.96
Applying for Certificate of E ligibility
*5% of Operating Expense
Certificate of Eligibility for VA Home Loan X 2.00 2 46 300 600 13,800 2024 15,824 0.32

Applying for Copies of DD214 = 3 B 5

*5% of Operating Expense

Applying for DD214/RecordsiMedals X 2.00 1 43 950 1,900 40,850 2024 42,874 1.01

JExecuting House Calls (avg. 30 per yr) Z = S =

*10% of Operating Expense

Filing service connected or Pension Claim X 2.00 1 43 30 60 1,290 4,049 5,339 0.03

Speaking Engagements/F acilitating Va
|Benefits

*10% of Operating Expense

Presentation to Veterans for Eligible Benefits 6.00 4] 138 20 120 2,760 2,699 5.459 0.06

=includes Retooling & Refueling Class at CCF
done monthly. 3.00 1 69 13 39 897 1,350 2,247 0.02

OcalaMarion County Veterans Memorial Park Events/Com ative
Jitems placement - = % =

Special Events atVeterans M emorial P ark g S & E;

M emorial Day, V eterans Day, 4 Quartery
Memaorial Ceremonies, Flag Retirement and
avg. 13 other events= 20 - - - -

Faciltating Bric kiP laguefBench plac ement - S 3 =

|Notary Public/Application for Active Duty

combat Duty Grant - - - -
*5% of Operating Expense

Filing application for Combat duty grant 0.50 1 12 10 5 120 1.012 1.132 0.00

Notary Public services available to Veterans 0.50 1 12 10 5 120 1.012 1.132 0.00

Total 15079 343,887 40,487 382,830 5.02

divided by 1880 hours (235 work days) equalsFTE FTE= 8.02

Total 2012-13 Budget FTE= 3.00 380,048 40,487 420,535

Difference FTE> 0.02 (36,161) - 37,705

*The % amount noted beneath each
selvice represents a % of total Operating

Lexpenses.




Marion County Board of County Commissioners

Flow Chart Processes

Fund number:

7

Department number:

2910

|Piace in plan

section five.

W eek 1

Services (flow chart
each service using Information Technology
supplied software)

X)

M andat
ed by

{mark
with an

Personal
Semvices
cost forane
Qccurrence

Sewvice
Processtime| Number

for One of
Occurrence-| postions

(annual)

add hours | in this
for all occurren
personne! ce [B]
involed memo
[A] only

({includes [D]
fringe
henefits) [C]

Volume

Streamlined Services

Priority

Annual
Senvice
Hours

(excludes

leave time)

[E] Hours
(AXD)

Personal
Semvices
({includes
fringe
benefits)
(CXD)

Annual Service Cost

Onperating
Expenses

Variance

Service Cost

Total

Nurnbe
rof
FTE's
in this
sevice

Service

Priority

Number
#

Total
Yariance

Filing Service Connected /Pension Claims

*20% of Operating Expense

Filing Service Connected VA claims

86,849

Filing VA Pension claims

52,349

Filing Dependency Indemnity Comp/
Burial Claims
*20% of Operating Expense

*Claim procelssing can iae streamlinedI

when veteransifamilies bring in required

28,199

documents to our office in a timely manner.

27,049

Filing DIC Claims
Filing for Burial Benefits
Filing Education Claims

WWhen appointments are scheduled clients

*15% of Operating Expense

Filing for Education Benefits

are told what peperwork is needed, thus

45,929

Applying for Health Care/Champ VA

reducing the number of return visits.

*10% of Operating Expense

Applying for Champ A

25,024

Applying for Health Care Benefits

43,424

A ing for Certificate of E ligibility

*5% of Operating Expense

15,624

Certificate of Eligibilty for VA Home Loan
Applying for Copies of DD214

*5% of Operating Expense

Applying for DD214/RecordsiMedals

42,874

IExecuting House Calls (avg. 30 per yr)
*10% of Operating Expense

5,339

Filing service connected or Pension Claim
Speaking Engagements/F acilitating Va
Benefits

*1 0% of Operating Expense

Presentation to Veterans for Eligile Benefits

5.459

=includes Retooling & Refueling Class at CCF
done manthly.

2,247

OcalaMarion County Veterans Memorial Park
Events/Commemorative items placement

Special Events atV eterans M emaorial Park

*M emorial Day, V eterans Day, 4 Quartery
Memorial Ceremonies, Flag Retirement and
avy. 13 other events= 20

Faciltating Bric kiP laque/Bench placement

Notary Public/Application for Active Duty
combat Duty Grant

*5% of Operating Expense

[Filina apnlication for Combat duty arant

Motary Public setvices available to Veterans

Added Services:

Total

382 830

divided by 1880 hours (235 work days) equalsFTE

Total 2012-13 Budget

Difference

*The % amount noted beneath each
ice represents a % of total Operating

LExpenses.




Marion County Board of County Commissioners

Forecast Service Volume

Fund number:

1

Department number:

2910

Department name:

Veterans Services

Place completed worksheet in business plan template section four.

Forecast

Current volume
List Services provided: volume 2012-13 Variance
Filing VA Claims:
Service Connected 1200 1400 200
Pension 700 850 150
Filing Dependency Indeminity Comp/Burial Claims
Dependent Indemnity Compensation (DIC) 350 500 150
Filing for Burial Benefits 500 600 100
Filing Education Claims
Filing for Education Benefits 600 600 0
Applying For ChampVA\Health Benefits
Applying for ChampVA 500 600 100
Applying for Health Benefits 900 1000 100
Applying for Certificate of Eligibility
Certificate of Eligibility for VA Home Loan 300 400 100
Applying for Copies of DD214
Appling for DD214/Records/Medals 950 1000 50
Executing House Calls (avg. 30 per yr)
Filing service connected or Pension Claim 30 40 10
Speaking Engagements/Facilitating VA Benefits
Presentation to Veterans for Eligible Benefits 20 20 0
*includes Retooling & Refueling Class at CCF done monthly. 13 13 0

Ocala/Marion County Veterans Memorial Park Events/Commemorative items placement

Special Events at Veterans Memorial Park

*Memorial Day, Veterans Day, 4 Quartery Memorial Ceremonies, Flag Retirement and avg.

13 other events = 20

Facilitatiing Brick/Plaque/Bench placement

Notary Public/Application for Active Duty combat Duty Grant

Filing application for Combat duty grant

10

10

Notary Public services available to Veterans

10

10

Added Services:

10




Operating Expenses 2012

Filing Service Connected /Pension Claims

*20% of Operating Expense
Filing Service Connected VA claims
Filing VA Pension claims

FIIing»DePendency Indemn[ty Comp/ Burial Claims |

*20% of Operating Expénse
Filing DIC Claims

Filing for Burial Benefits
Filing Education Claims
*15% of Operating Expense

Filing for Education Benefits
Applying for Health Care/Champ VA
*10% of Operating Expense

Applying for ChampVA
Applying for Health Care Benefits
Applying for Certificate of Eligibility

*5% of Operating Expense
Certificate of Eligibility for VA Home Loan
Applying for Copies of DD214

*5% of Operating Expense
Applying for DD214/Records/Medals
Executing House Calls (avg. 30 per yr)

*10% of Operating Expense
Filing service connected or Pension Claim

Speaking Engagements/Facilitating Va Benefits

*10% of Operating Expense
Presentation to Veterans for Eligible Benefits
>includes Retooling & Refueling Class at CCF done
monthly.

Events/Commemorative items placement

Special Events at Veterans Memorial Park

*Memorial Day, Veterans Day, 4 Quartery Memorial
Ceremonies, Flag Retirement and avg. 13 other events
=20

Facilitatiing Brick/Plaque/Bench placement

Notary Public/Application for Active Duty combat
Duty Grant

*5% of Operating Expense
Filing application for Combat duty grant
Notary Public services available to Veterans

*The % amount noted beneath each service
represents a % of total Operating Expenses.

VS Operating Expenses 2011

1-Filing/Applying (linell-19) 2 - House Calls 3 - Speaking Engage 4- Facilitating VA Services 5 - Vet Park Events TOTALS

Travel & Per Diem 25% 1455  Travel & Per Diem 25% 1455  Travel & Per Diem 25% 1455  Travel & Per Diem 25% 1455  Travel & Per Diem 0  Travel & Per Diem 5820
Comm Services 80% 1229  Comm Services 5% 77 Comm Services 5% 77 Comm Services 5% 76  Comm Services 3% 77  Comm Services 1536
Postage & Freight 70% 1688  Postage & Freight 10% 242  Postage & Freight 10% 241  Postage & Freight 10% 241 Postage & Freight 0  Postage & Freight 2412
Utilities 85% 7620 Utilities 5% 448  Utilities 0  Utilities 5% 448 Utilities 5% 448 Utilities 8964
Rental & Lease 60% 1922  Rental & Lease 10% 321 Rental & Lease 10% 320 Rental & Lease 10% 320 Rental & Lease 10% 321 Rental & Lease 3204
Insurance 20% 673 Insurance 20% 673 Insurance 20% 672  Insurance 20% 673 Insurance 20% 673  Insurance 3364
Printing & Binding 40% 964 Printing & Binding 15% 362  Printing & Binding 15% 361 Printing & Binding 15% 361  Printing & Binding 15% 362  Printing & Binding 2410
Promo Activities 15% 530  Promo Activities 15% 530  Promo Activities 15% 530  Promo Activities 15% 530  Promo Activities 40% 1418 Promo Activities 3538
Office Supplies 55% 2621  Office Supplies 10% 477 Office Supplies 10% 477 Office Supplies 10% 477 Office Supplies 15% 713 Office Supplies 4765
Gas, Oil & Lube 0  Gas, Oil & Lube 40% 312 Gas, Oil & Lube 40% 312 Gas, Oil & Lube 20% 156 Gas, Oil & Lube 0  Gas, Oil & Lube 780
Computer Software 80% 400  Computer Software 20% 100 Computer Software 0 Computer Software 0  Computer Software 0  Computer Software 500
OS -Comp Hardware 50% 1350  OS -Comp Hardware 15% 405 OS -Comp Hardware 10% 270  0S -Comp Hardware 15% 405 OS -Comp Hardware 10% 270 OS -Comp Hardware 2700
BooksPubs/Subs 25% 355  Books/Pubs/Subs 25% 354  BooksPubs/Subs 25% 355  Books/Pubs/Subs 354  Books/Pubs/Subs 0 BooksPubs/Subs 1418
Dues & Memb  25% 80 Dues & Memb 25% 80 Dues & Memb 25% 80 Dues & Memb 25% 80  Dues & Memb 0  Dues & Memb 320
Training & Edu 25% 270 Training & Edu 25% 270  Training & Edu 25% 270  Training & Education 25% 270  Training & Education 0  Training & Education 1080
Service Total 21157 Service Total 6106  Service Total 5420  Service Total 5846 Service Total 4282 Budget Total 42811
(Total divided by 9 items) 2351

11
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The Marion County Veterans Services Department’s purpose is to assist all veterans and their families in
preparing claims for and securing such compensation, hospitalization, vocational training and other
benefits or privileges to which they may be entitled under any federal or state law or regulation by
reason of their service in the Armed Forces of the United States. In addition, this department also
coordinates and disseminates information on federal, state, county and private veterans’ programs and

benefits.

All services provided by this department are free of charge.

12
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The County Veteran Services Office (CVSO) acts as the liaison between the veteran, state, and the
federal VA. The CVSO is the first point of contact for veterans who are interested in initiating a federal
claims process or receive information about veterans’ benefits. The CVSO and staff help veterans, their
survivors, and dependents file claims for any federal or state benefits they may be entitled. The CVSO
sends claims for federal benefits to the Florida Department of Veterans’ Affairs for date stamping before
they go to the federal Department of Veterans Affairs (VA). The CVSO also reviews federal VA claims-
related decisions, and assists veterans in the appeals process if their claims are denied. They also
provide direct claims assistance to veterans by appointment and walk-in, if needed.

Pursuant to 292.11, F.S., the appointed county veteran service officers to include the CVSO Director and
Supervisor, must meet several statutory qualifications, including prior active duty service and certain
educational requirements. They must attend a training program established by the Department of
Veterans Affairs and successfully complete a test prior to assuming any responsibilities as a county
veteran service officer. Each year the veteran service officers must attend and complete additional
training courses as a condition of employment.

13




Veterans Services
Organization Chart

County
Administrator

Public &
Administrative
Services
Division/ACA
Y
Jeffrey Askew

Veterans Services
Director

31

Volunteer Park
| Office Coordinator
Daisy Diaz
Veterans Services
Supervisor
Veterans Park
Volunteers
23
Esther Gomez
Veterans Services
Staff Assistant IV
Steven Jacobs Amy Cutchen Nancy Patton Jackie Chin Cheryl Smith
Veterans Service Veterans Service Veterans Service Veterans Service Veterans Services
Officer Officer Specialist Specialist Staff Assistant Il

14
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Financial Management, Performance Measures, Benchmarks and
Comparatives
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Marion County Board of County Commiss

ioners

Business Plan Performance Measures and Benchmarks

Fund number: 1
Department number: 2910
Depart t name:|Veterans Services
Place completed worksheet in busii plan templ; tion eight.
A
Measure:
Workload,
Efficiency, or  Enter Calculation_
P ce Outcome formula Marion County o Comparative two ~ Comparative three
Sarasota County Pasco County Polk County
Veterans Population FY 2011 40,907 45,211 49,061 51,200
Staff Members 8 7 6 5
Clients Per Year 7227 7,413 3,242 3,214
Total New Revenue FY 2011 12,489,461 19,188,789 23,215,688 24,477,788
Total Recurring Revenue FY 2011 91,298,000 76,356,000 132,913,000 111,157,000
Benchmarks
[
Average 1 hours per claim/client per visit. |
Succeed in achieving Above Average score on Customer Surveys.

Diligently work to educate veterans and spouses about potential VA benefits in Assisted Care Facilities.

Help in educating newly discharged active duty members about VA, state and local benefits.

Perform variety of community outreach programs throughout Marion County.

Focused on providing an answer to every question asked by clients, if we don't know the answer we will

find it.

VA Annual Report divided by County reflecting the Total Revenue from all VA programs.

16




Sarasota County
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Veteran Services

County Veteran Services unit provides assistance to veterans and their families with filing claims for veterans
benefits. Benefits include:

compensation for service related disabilities

medical benefits

pension for wartime veterans with non service related disabilities
survivor benefits

death benefits

The unit also provides county assistance for burials of unclaimed bodies and indigent emergency hospital care.

For more information e-mail Jerry Derrick: jderrick@scgov.net.

Human Services Managers

4

Veterans Services
Officer

Secretary Ss\f:rtlei::S Case Worker

Officers

17




Pasco County

Veterans Services

8620 Galen Wilson Blvd., Port Richey, Florida 34668
Port Richey 727-834-3282 Dade City 352-521-5172
VeteransServices@pascocountyfl.org

Home Residents Businesses Visitors Employees County Agencies

WELCOME to Community Services Director
Veterans Services
A

Pasco County is home to over 54,000 veterans Veterans. Services

and their families. Clients have served in all Officer
-anches of the military from World War Il to the

present global war on terrorism.
. visit to the County Veterans Service Office will
resent a trained service officer and staff with a Y
:ompassionate understanding of the problems, - : ;
' - Dade City Port Richey Land O’Lakes
which confront the veteran, spouse, or child.
The staff is familiar with laws and regulations
werning Federal, State and Local benefits. Their 3 4 pmommmmmdem s
Itimate goal is to obtain all benefits the client is 2 Assistant ! By
atitled to under these laws and regulations. The Veterans Veterans 1 Appointment
staff is prepared to assist clients with all Services Services E Only
necessary paperwork in order to obtain their Counselors Officer T T TR -
rightful entitlements in the shortest possible
time, including appeals preparation.
y
Some of the services provided by the staff
) : < 2 Veterans

nclude: claims preparation; benefit counseling; )

State Veterans Nursing Home applications; Services

military records search; etc. Counselor
The Veterans Service Staff looks forward to
assisting Pasco County’s veterans and their y
families. Senior Clerk




