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h:22-50-00 PURPCSE

This chapter gives instructions on how to answer nmail which the Wite
House refers to the Departnent.

h:22-50-10 PCLICY

The President has assigned a high ﬁriorit% to the pronpt and thorough
answering of citizen mail so that he and his Admnistration can Stay
close to the people.  The Secretary fully supports this policy and
has asked each HEW conponent and office to process Wite House nai

in a timely and responsive manner.

h:22-50-20 REFERRAL PROCEDURE

The Wite House sends both controlled mail (called individual referrals)

and uncontrol | ed mail (known as bulk mail) to the Department. It sends
controlled mail to the Secretary, whose Executive Secretariat (ES) refers
it to HEW conponents and offices. The Wiite House sends uncontrol|ed

mai | directly to the Ofice of the Secretary and to other HEWoffi ces,
prinmarily at the POC and agency levels. Wen an HEW office receives
such mail, it prepares a reply and sends it either to the citizen
(direct reply) or to a higher level office for signature and mailing
to the citizen.

h:22-50-30 EDI TORIAL GUI DELI NES

A. Begin replies to letters addressed to the President with phrases
like "Thank you for vyourletter of to President

Carter" or "Thank you for witing to President Carter concerning
n

Do not use tlie phrase "President Carter has asked me to respond
to n
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B. \Were possible, program people should prepare the reply so that
they may serve as contact points for further letters from
citizens.  As appropriate, they should include their nane,
address, and telephone number in their replies.

h:20-50-40 PROCESSI NG REQUI REMENTS

Each POC and OS office will institute necessary arrangenents for
meeting the President's expectations for handling Wite House mail
Wil e these procedures may be designed to fit the needs of the
individual POC or OS staff office, they nust neet the follow ng
mnimum  requirements.

A, On All Wite House Mail (Individual Referrals and Bul k)

1. Control the flowof this mail at all tinmes so that each
letter can be rapidly and easily tracked and Iocated.

2. For individual referrals, use due date established by
OS/ES.  For bulk mail, assign a due date of no nore
than nine working days fromdate of receipt in the POC
or OS office.

3. Route each incomng letter expeditiously so that it reaches
the preparing office within 48 hours after receipt in the
POC or OS office.

Not e: The expeditious routing of Wiite House nmil
is essential if we are to neet the nine
working day limt.

4, Record and maintain centrally within the POC or OS
office information on incomng letters to permt
follow up on overdue responses. Such information shoul d
include nanme of witer, subject of letter, date of
letter, date of receipt, office preparing the reply,
and due date.

5  Follow up within 72 hours on overdue responses.

6. Close out each letter to verify that the preparing office
has responded to incomng Wite House mail. The close out
process nust provide the POC or CS office with information
that the preparing office has responded to each letter
recei ved

7. Ensure that copies of all responses to Wite House mail
are maintained in the preparing office and are available
upon request to authorized officials.
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8. Mintain data on White House mail for the weekly report
to the Executive Secretary on the status of such nail
See Section h:22-50-60.

9. Keep interimreplies to a mninum but use them (a)
when issues are too conmplex to respond wthin nine
wor ki ng days; (b) where the incomng letter is referred
to a regional orfield office for reply: or (c) when
other conparable situations occur. When an interim
reply is sent, the final reply is due two weeks fromthe
date of the interim

10.  Include the original incomng letter and any correspondence
received with it when sending the reply to another conponent
or office for signature and mailing.

B. On Individual Referrals Only

As soon as a direct reply is mailed, send a copy of it, the
original incomng letter, and the Wite House control form to

Director, Agency Liaison Staff
O d Executive O fice Building
Room 94, Stop 28

Also close the recordfor the letter on the Secretary's
Correspondence Control System Each PCC and OS offi'ce
must decide from which point or points within the conponent
or office these materials will be sent.

Note : This action is inportant. It avoi ds receiving €erroneous
overdue reports fromthe Wite House.

C. On Bulk Mail Referred to Regional or Field Units

Any POC or OS office that routinely refers bulk mail to its
regional or field units for direct reply does not have to
track this mai|l beyond the interimreply. However, it should

1. Send an interimreply at the same tine it forwards the letter
to a regional or field unit for direct reply. Include in the
interimreply the name of the unit that will answer the letter
and the approximte date of reply.

2. Stress to the answering unit the inportance of answering wthin
two weeks after the date of the interimreply.

3. Ensure that regional and field units are answering within
the prescribed time linits by sanpling copies of direct
repl1es or taking other appropriate nmeasures.
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h:22-50-50 CAMPAI GN MAl L

When a PCC or OS office receives a sizeable volune of "canpaign" mai
fromthe Wite House which creates problens in neeting the processing
requi rements prescribed in section hs;22-50-40, it should consult
imediately with the OS Executive Secretariat. Both parties shoul d
jointly decide the nost effective nethod for responding to this nail

"Campaign” nmail is mail received by the Department, generally over a
short period of tinme, in response to a mgjor national or regiona
i ssue involving Department programs, plans, operations, etc.

h:22-50-60 WEEKLY REPORT T0 THE EXECUTI VE SECRBTARY

Each POC and OS office should submit a weekly status report on
Wiite House mail by close of business each Monday to the Executive
Secretary, Room 606G, Hunphrey Building. The report should reflect
the workload during the previous week.

Exhibit X22-50-1 illustrates the weekly report format. Each Monday
each poc and OS staff office should add a line to its report to
reflect the previous week's workl oad, photocopy the report, and
send a copy to the Executive Secretary. Adding a line each week

to the sane page enabl es those who review the report to conpare
weekly workl oads and discern trends and significant changes in

wor kI oad. Renember each line reflects data for one week only.

It does not show cunulative data.

The weekly report contains these data itens:

Nunber received.  Nunmber of individual referrals and bul k
letters requiring a reply received in the previous week.
Includes mail received fromOS/ES and directly fromthe
Wi te House

Nurmber pending reply. Number of individual pieces of
Wiite House nail received in previous week and prior

weeks that are awaiting reply.

Number of replies. Nunber of final and interimreplies
made during the previous week

Number _overdue.  Nunber of pieces of Wite House mail whose
replies were overdue at end of previous week. Report this
information by the time frames shown on the weekly report
format.

In addition, if Wite House mail increased significantly during the
previous week, include an explanation of why this occurred.
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h:22-50-70 RESPONS| BLE OFFI CE

HEW personnel may obtain additional information about the requirements
of this chapter fromtheir executive secretariat or from

S Executive Secretari at
Room 606G, Hunphrey Buil ding
Tel ephone:  8-245-9098
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