
	Clerk of the Court 
Internal Operating DOCUMENT
	Approved BY:  
Melanie Fay
	

	
	Area: CUSTOMER SERVICE CENTER
Document Number: PRO-ML&PP-1001 
Subject:  Assisting Suspiciously Acting Passport Customers
Page: 3  of 3
	Effective Date: 07/16/2008

	
	
	Revision Level: B
L.R.D.: 10/20/2016



PURPOSE:

To provide instruction for handling situations where a passport customer is acting suspiciously.
OBJECTIVE:
· To provide the necessary direction to ensure that passport services staff and customers are safe.
· To provide the necessary direction for what to do if such situations occur.
GENERAL INFORMATION:
Pursuant to 22 CFR 51.21 Code of Federal Regulations and United States Department of State Passport Agent’s Reference Guide (PARG), Clerks of any State court of record may administer oaths for passport purposes. Additional information for assisting customers and staff training materials are available at the Bureau of Consular Affairs Web Page www.travel.state.gov. Clerk of Court staff members assigned to assist with passport processing must ensure that they maintain a high degree of care as they attempt to answer customer inquiries. This is particularly important if the employee has reason to be concerned because of the nature of the questions being asked. Customers visiting our facilities to apply for passports or those we serve by telephone should have their questions answered fully, as they relate to the application process. The PARG should be used as a tool to ensure that the correct information is being disseminated and the information detailed is of a general nature.

EVENT DRIVER:

· A customer begins to act suspiciously or ask questions that might lead to concerns about their motives or the inappropriateness of the questions;
· The customer can either appear at the counter in person, or over the telephone.
PROCEDURES: 
I. Inquiries in Person
1. When a customer begins to act suspiciously or ask questions that might lead to concerns about their motives or the inappropriateness of the questions, refer the customer to the Bureau of Consular Affairs website (www.travel.state.gov).
2. If this type of situation occurs, contact the License Services supervisor to act as an observer/additional witness to the customer's behavior.
3. If imminent danger is perceived, notify the Phoenix Resident Office of the Bureau of Diplomatic Security at (602) 364-7842.
A. Contact the Public Records Administrator and relay the details of the incident.
B. Prepare (along with the License Services supervisor) a Serious Incident Report as soon as possible after the customer has left the premises to ensure the completeness of the information.
C. Attach a copy of the State Department Acceptance Agent's Observation Checklist to the incident report.
II. Inquiries by Telephone
1. If the caller begins asking questions that might lead a staff member to become concerned about their motives or the inappropriateness of the questions, refer the customer to the Bureau of Consular Affairs website (www.travel.state.gov).
2. Politely terminate the phone call and immediately notify the License Services supervisor.
3. Contact the Public Records Administrator and relay the details of the incident.
4. Prepare a Serious Incident Report as soon as possible after the phone call to ensure the completeness of the information.  Attach a copy of the State Department Acceptance Agent's Observation Checklist to the incident report.

5. Upon supervisory direction, contact the Phoenix Resident Office of the Bureau of Diplomatic Security at (602) 364-7842.
POLICIES / RELATED DOCUMENTS:
· 22 CFR 51.21 Code of Federal Regulations, the United States Department of State Passport Agent’s Reference Guide (PARG)
OTHER PARTIES INVOLVED:
· The Public
· Phoenix Resident Office of the Bureau of Diplomatic Security
TIME / VOLUME:
· Varied
FREQUENCY:
· Daily
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· https://travel.state.gov: Bureau of Consular Affairs Web Page 
REPORTS / FORMS:
· State Department Acceptance Agent's Observation Checklist
DEFINITIONS:
· N/A
APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.
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