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As Norwalk Chamber celebrates 91 years of serving the business 
community in the City of Norwalk, I want to assure you that Norwalk 
Chamber is dedicated to creating community partnerships with 
our public and private sectors in an effort to cooperatively identify 
and resolve local and regional issues.    We are devoted to being 
the ultimate business resource for our members.  Whether through 
networking, promotion or advocacy, we are committed to helping 
your business and our community thrive in Norwalk.  I encourage 
you to become an active chamber member and take advantage of 
all that Norwalk Chamber has to offer.   

We had a great turnout at our February Creating Connections 
Luncheon, held at Agave Junction Cantina on February 24th.  Thank 

you, Michelle, Scott and Nancy for the warm welcome and great food and networking!  
Our monthly Creating Connections Luncheons provide our chamber members with an 
excellent opportunity to network with other businesses while enjoying lunch at one of our 
local restaurants.  Check our Norwalk Chamber website for our next Creating Connections 
Luncheon.  I hope you can join us for another excellent networking opportunity!

Our Women in Business Council met on February 11 at Black Angus in Lakewood, 
enjoying an informative presentation on wills, trusts and probate.    This month’s meeting 
will be held on March 11th with a March Makeover presentation at Boyer Park.    For more 
information about the Women in Business Council or to find out more about this and 

other upcoming Women in Business events, contact Christina Jones at Christina.Jones@
hubinternational.com or at 714.739.3177, Ext. 204. 

Also on February 11, I attended the 45th Annual Mayor’s Prayer Breakfast at DoubleTree 
Norwalk.  This inspirational event featured a keynote address from Vietnam Veteran, Tim 
Lee.  On February 20, I was honored to make a Norwalk Chamber presentation at the sold 
out Norwalk State of the City Luncheon at DoubleTree Norwalk.  I’m always glad to get 
the word out about the great work that Norwalk Chamber does.  I love to brag about our 
members and help them spread their good news!  I’m glad that the City of Norwalk is 
willing to partner with Norwalk Chamber to serve our Norwalk businesses and community.     
On February 25, I attended the City of Norwalk Transportation Department’s Ribbon 
Cutting for the new Compressed Natural Gas (CNG) Fueling Station.  This amazing 
energy-efficient fueling station will save the City millions of dollars in fuel costs for our 
Norwalk Transit buses.

Coming up this month, we have a double-header Ribbon Cutting event on March 10, 
join us first at 9:30am at Stonebridge Memorial (14624 Carmenita Rd.) and then at 11am 
at Tsunami Express Car Wash (13218 Rosecrans Ave.) for two ribbon cutting celebrations!  
Also this month we begin our Social Media and Online Marketing Success Workshop Series.  
The first workshop is on March 26 from 8-9:30am at DoubleTree Norwalk.  To register, 
please contact our Norwalk Chamber Office at 562.864.7785 or at info@norwalkchamber.
com 

I am excited to tell you that we are currently working on our brand new Norwalk 
Chamber App. It will be available free to download from your app store to your Android, 
iPhone, ipad and the mobile web within the next few weeks.   We are the second chamber 
locally to have this amazing app which will allow us to put you in contact with our local 
businesses in seconds.  You will be able to find out what’s new at the chamber and register 
for our events and chamber membership directly from our app!  Stay tuned for our official 
launch very soon!

I want to assure you your Norwalk Chamber of Commerce Board of Directors, 
Ambassadors and Chamber Staff will continue to provide exemplary programs and services 
to help our local businesses succeed as we look forward to a brighter economic future.

On behalf of my Norwalk Chamber Board of Directors and Ambassadors, and our 
Chamber Staff, I want to thank you for your chamber membership.  We look forward to 
serving you, your business and our community in 2015!

Sincerely, 

Toni Grijalva
2014-15 President
Norwalk Chamber of Commerce

Norwalk Chamber Members are pictured with Norwalk City Manager Mike Egan at the Annual State of the City Address.

Norwalk Chamber President Toni Grijalva of Cerritos 
College is pictured with Cerritos College Trustees Bob 
Arthur and Zurich Lewis at the Norwalk State of the City 
Address.

State of the City Address
The Annual State of the 

City Address took place on 
Friday, February 20th at the 
DoubleTree Hotel in Norwalk.  
Presentations were made 
by the Los Angeles County 
Sheriff Department, Fire 
Department, City Manager 
Mike Egan and Norwalk 
Chamber President Toni 
Grijalva.  Each presentation 
shared information about the 
past year and plans for the 
future.

The luncheon started with 
a presentation by our own 
Norwalk Chamber President, 
Toni Grijalva who shared 
a slideshow presentation 
highlighting the many 
activities the Chamber has 
been involved with over 
the last year.  From ribbon 
cuttings and grand openings 
through our many networking 
events, the Norwalk Chamber 
has had a busy year.  The 
highlight of President 
Toni’s presentation was the 
announcement of a Norwalk 
Chamber of Commerce App 
that is being developed and 
will soon be available for 
your android, Apple phones 
and tablets.  

The Norwalk Sheriff’s 
Station serves Norwalk, La 
Mirada and unincorporated 
Whittier.  They are spread out 
over 19.84 square miles with 
an approximate population 
of 220,000.  Norwalk Sheriff 
Captain Curtis Jensen shared 
statistics from 2014 and 
reported that there was 
a 13% reduction in major 
crimes during that year.  He 
was happy to report that the 
City of Norwalk is at a 10-
year low in crime rate and 
is currently 27% below the 
national average for crimes in 
similar cities.  In fact Norwalk 
in 2014 had the lowest 
number of Part 1 crimes than 
all of the surrounding cities.  
The Sheriff Station had four 
main goals for 2014 and 
Captain Jensen was happy 
to report that they met all of 
those goals, which included 
lowering the crime rate, 
improving response rates to 
calls for service and filling 
key staffing shortages.  

For 2015 the Norwalk 
Sheriff has set additional 
goals.  They will strive to 
keep crime rate down with 
the passage of Proposition 
47, continue to deliver high 
quality law enforcement 
services and strengthen 
the trust and confidence in 
the communities they serve 
under the new Sheriff.  They 
were also honored by the 
Peace Officers Association of 
Los Angeles County with the 
Excellence in Field Operations 
Award  in 2014.  

Assistant Fire Chief Chris 
Jackson shared highlights 
of 2014 for the Los Angeles 
County Fire Stations located 
in Norwalk.  After sharing 
with the audience all of 
the resources that the 
Los Angeles County Fire 
Department has available, he 
provided information on new 
equipment that was brought 
to the Norwalk fire stations 
last year.  He then gave a 
report on the number of 
fire response calls that were 
made in 2014.  Fire response 
calls were down 16% in 2014, 
and down 40% from the 
2012 numbers.  Service calls 
were also down by 16% in 
2014, but medical emergency 
calls were up by 4%.  The 
Los Angeles County Fire 

Department partners with 
the community to provide 
CPR and CERT (Community 
Emergency Response Team) 
training so that our citizens 
will be better equipped to 
handle any emergencies.  
Assistant Fire Chief Jackson 
thanked the City of Norwalk 
for the great partnership they 
have with the Los Angeles 
County Fire Station.

Our final speaker was 
Norwalk City Manager 
Mike Egan, who provided 
information on the current 
State of the City and successes 
over the last year.  Norwalk 
is a city that has great 
community involvement by its 
residents, businesses and city 
staff.  Some of the programs 
that were offered by the City 
of Norwalk in 2014 were Art 
in Public Places, Veteran’s 
Day program, Santa Sleigh, 
Angel Tree, and the Easter 
Egg Hunt.  There were many 
successes in this last year 
including the City of Norwalk 
being chosen as a “Tree City 
USA.”    The City of Norwalk 
also has a new website that 
was launched last year.  Visit 
them at www.ci.norwalk.
ca.us and see all of the great 
information provided on the 
new website.  

There are some positive 
signs that our local 
businesses are doing better 
since the great recession.  
Costco has plans to develop 
a gas filling station next to 
their current location while 
the DoubleTree Hotel is 
looking to expand and add 
100 rooms.  The Norwalk 
Golf Course will be taken 
over by Los Angeles County 
sometime this summer and 
there are plans to bring a 
Youth Golf Academy to the 
golf course.  And of course 
the I-5 Freeway construction 
continues, but all aspects of 
the construction project that 
are in Norwalk are ahead of 
schedule at this time.  Another 
great piece of news for the 
City is that the general fund 
is now back to pre recession 
levels which is beneficial to 
all citizens in Norwalk.  There 
are still challenges facing our 
City, including how to help 
the homeless population 
and continue improving 
our relationships with State 
elected officials.  

The City of Norwalk has 
their 2020 Vision plan in the 
works and is hopeful that 
their six core strategies in this 
plan will be attained.  This last 
year they received the award 
for “Excellence in Financial 

Reporting” for the 27th year in 
a row and they also received 
the “Gold Award” from the 
California Emergency Services 
Association which is a brand 
new award.  Keep your eyes 
open for the Art in Public 
places program, which is in 

the process of painting traffic 
signal boxes to help beautify 
the City of Norwalk.  Mr. 
Egan shared that Norwalk is 
an incredible community with 
caring volunteers that make 
it a pleasure to come to work 
every day.
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MARCH 10th
Ribbon Cutting & Grand Openings

9:30 am (ceremony begins at 10:00 am)
Stonebridge Memorial
14624 Carmenita Road

Norwalk, CA 90650

11:00 (ceremony begins at 11:30am)
Tsunami Express Car Wash

13218 Rosecrans Ave.
Norwalk CA 90650

Noon
Ambassador Committee Meeting

Chamber Office

MARCH 11th
Women in Business Luncheon

May Boyer Park
6701 Del Amo Blvd

Lakewood Ca 90713
11:00am to 1:00pm

MARCH 13
Executive Committee Meeting

Noon – chamber Office

MARCH 17
City Council Reorganization

6:00 pm City Hall

MARCH 18
7:30 am

Board of directors Meeting
DoubleTree Hotel

MARCH 26th
Networking Breakfast

Email Marketing Success Secrets
Workshop

8:00am to 8:30am
DoubleTree by Hilton
13111 Sycamore Dr.

Norwalk CA 
$20 presale $25 at door

From the Membership Desk...
Your Norwalk Chamber is on the move 

with technology to give you additional 
member benefits!  Soon our new Norwalk 
Chamber Mobile App will launch and then 
your information will just be a fingers 
touch away from anyone who has a cellular 
phone, tablet or access to a computer!  
Keep on the lookout for more information 
as it comes you way to let you know how 
you can take full advantage of this new 
Norwalk Chamber App!

The Norwalk Chamber is always looking 
for more and better ways to improve your 
membership experience.  If you have an 
idea on what might make a great member 
benefit for Chamber members, call us here 
at the Chamber and let us know!  Every 
business has different needs and by sharing 
the important ones with our Chamber we 
may be able to help many other businesses 
create successes!  

MEMBERSHIP SERVICES DIRECTOR
CAREN SPILSBURY

The City of Norwalk held a Ribbon 
Cutting Event for the new CNG filling 
station located in their transportation 
yard.  This will make it easier for the City 
to fuel the 14 natural gas busses they are 
currently running.  Having these busses has 
allowed the Transportation Department 
to save money and manage the system 
effectively.  The long term goal is to convert 
all Norwalk busses to CNG at some time 
in the future.  Mayor Marcel Rodarte  and 
City Manager Mike Egan were both on 
hand to help cut the ribbon and officially 
open the facility.  Also in attendance were 
representatives from many elected officials, 
including Congresswoman Linda Sanchez 
and LA County Supervisor Don Knabe. 

NEW AND RENEWING MEMBERS

The following companies and individuals 
renewed their membership with the 

Norwalk Chamber of Commerce and 
the services we provide are made 

possible by  their support.

Diamond Environmental Services
Betty Fonseca
1801 Via Burton #B
Fullerton CA 928931
888-744-7181
www.diamondprovides.com

Renewing Members

New Members

40 Years
PDQ Rentals
Dennis Turner
562-944-3206

Vernola’s Tow Service
Lisa Vernola
562-864-5800

23 Years
Reinforcing Iron Workers
Local 416
Hart Keeble
562-868-1251

19 Years
Norwalk Vacuum & Sewing
Bill & Dora Sanning
562-864-7781

18 Years
Juan Great Fiesta
Robert Blake
562-945-1785

17 Years
Friends of the Norwalk Library
Sue Kane
562-406-2759

16 Years
Alba Rapid Tax  & Services
dba H & R Block
J. Alexander Alba
562-868-3518
www.albarapidtax.com

Pawnmart
C. Rae Goldsmith
562-929-2377

14 Years
Teacher’s Association of
Norwalk La Mirada
Kelley Rush
562-868-6251

14 Years 
Osteopathic Medical Clinic
Dr. Ethan Allen
562-868-7873

13 Years
L.A. CADA
Juan Navarro
562-906-2686

9 Years
Fiesta Taxi/LA Yellow Cab
Erika Hernandez
310-851-5005
www.fiestataxi.com

8 Years
Agave Junction Cantina
Michelle Herrick
562-864-4044

Norwalk Community Hospital
Omar Ramirez
562-863-4763

2 Years
Dragon Computer Services
Rainer Thornhill
562-698-4690

 Norwalk Chamber Members are Creating Connections at the monthly networking lunch 
which was held at Agave Junction Cantina.

Networking at Agave Junction Cantina are 
Tom Chapman of Stonebridge Memorial, 
Yury 

Take a look at our prototype for the new 
Norwalk Chamber App coming soon!

Renewing Members

Norwalk Transportation Department CNG 
Ribbon Cutting

City of Norwalk Director of Transportation 
Jim Parker, is presented with Certificates 
from Ana Perez of State Senator Tony 
Mendoza and Carina Chacon of State 
Assemblymember Cristina Garcia. 

Department of 
Public Safety Department 

presents

Coffee with a cop
Thursday, 

March 19th 2015
8:00AM-9:30AM

Starbucks Coffee
10716 Firestone Blvd, Norwalk CA 

90650
(next to office depot)

Get to know the Officers in your 
community!  

Join the City of Norwalk, 
Department of Public Safety and 

Sheriff’s Deputies for a morning of 
coffee and conversation!

Should you have any  questions, 
please feel free to call the 

Department of Public Safety at 
(562) 929-5732

ARE YOU TAKING 
ADVANTAGE OF 
THE CHAMBER 
ADVERTISING 

OPPORTUNITIES?
As a member of the Norwalk 
Chamber you have an opportunity 
to purchase ads in the Norwalk 
Patriot weekly newspaper for very 
reasonable and discounted rates. 
The Norwalk Patriot is distributed 
to over 22,000 businesses and 
residences in the City of Norwalk 
every week. This means your 
company name not only reaches 
other Chamber Members, but 
much of the Norwalk business 
community and residents.

As a Norwalk Chamber Member 
you may also include your 
company’s flyer in the Norwalk 
Patriot weekly publication for a 
nominal fee.

Also as a Norwalk Chamber 
Member, you may also submit 
an article to be published in 
the Norwalk Chamber Business 
Connection Newsletter. This 
monthly publication is mailed to 
our members only. Articles are 
due by the 3rd Friday of each 
month prior to distribution the 
following Friday.

You may choose to insert your 
flyer to Norwalk Chamber 
Members Only for $125. Please 
supply 375 flyers.

Please call the Chamber Office at 
562.864.7785 for details.
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I am pleased to announce that we have scheduled 3 informative workshops for you to Jumpstart and Update your 2015 Marketing.

This Social Medial and Online Marketing Series presenter is Mark Mikelat of Building Aspirations. Mark is also Constant Contact Accredited Solution 
Provider. I believe you find the presentations informative and entertaining.

Please refer to the enclosed flyer for the 1st of the series to be held on March 26th at the DoubleTree Hotel in Norwalk. Save the Dates:

March 26th  Email Marketing Success Secrets

May 21st How to Build Your Online Tool Kit

July 16th How to be a Social Media Rock Star

Bring a business card for PRIZES!

Breakfast is Included: $20 for Norwalk chamber Members and $25 for Non-Members

Pre-Registration is encouraged. Please call the Chamber for more information and to make your reservation. We don’t want you miss out!

-Vivian Hansen

MESSAGE FROM THE EXECUTIVE DIRECTOR

Question: Due to an error 
with our payroll system, 
one of our employees was 
accidentally underpaid 
on the last payday. How 
can we correct this? Is it 
acceptable to wait to pay 
her the amount she is 
owed on the next paycheck 
in two weeks?

California Labor Code 
Section 204 requires all 
earned wages to be paid to 
an employee no later than 
the employer’s designated 
payday. When an employer 
makes a payroll error that 
results in underpayment of 
wages, even without intent 
to wrongfully withhold 
wages that are due to the 
employee, a violation of 
the law has occurred and 
the employer could be 
subject to penalties for late 
payment of wages.

Note: One exception 
to this law is that pay for 
unscheduled overtime 
hours may be delayed to 
the next payday.

Pay as Soon as Possible

While there is no way to 
“undo” the legal violation 
for the underpayment, 
the best practice is to 
immediately pay all wages 
due to the employee 
as soon as the error is 
discovered. This shows a 
good faith effort to comply 
with the law, rather than a 
willful failure to pay wages. 
Requiring the employee 
to wait until the next 
payday two weeks away 
is more likely to cause the 
employee to file a claim 
with the California Labor 
Commissioner.

Should a claim be filed, 
the Labor Commissioner’s 
Enforcement Manual states 
that “(i)f the evidence 
establishes that a good 
faith dispute existed or 
that the violation was not 
intentional, penalties may 
not be assessed against the 
employer.”

Paying the full amount 
of the wages as soon as 
possible after an error 
is discovered may help 
to show the error was 

unintentional and that 
the employer did its best 
to correct the mistake 
immediately.

Final Paychecks
It is important to note 

that if the underpayment 
occurs on a final paycheck, 
it is critical to correct the 
error immediately. With 
final wages, for every day 
the employee has to wait 
for the proper payment, 
the employer may end 
up owing waiting time 
penalties, which are one 
full day’s wages up to a 
maximum of 30 days.

The Labor Law Helpline 
is a service to California 
Chamber of Commerce 
preferred and executive 
members. For expert 
explanations of labor laws 
and Cal/OSHA regulations, 
not legal counsel for 
specific situations, call 
(800) 348-2262 or submit 
your question at 
www.hrcalifornia.com.

LABOR LAW CORNER
Correcting Underpayment in Paychecks ASAP 

May Limit Penalties
One in eight women will be diagnosed with breast cancer in their lifetime. An 

annual mammogram is the key to making sure a diagnosis is not missed. When 
breast cancer is detected in the early stages, when the cancer is confined to the 
breast, the survival rate is greater than 98%.

All women age 40 and older should have a screening mammogram every year. 
PIH Health has three convenient locations staffed with highly-trained physicians and 
technologies dedicated to breast imaging:

PIH Health Patricia L. Scheifly Breast Health Center 
12393 Washington Blvd., Whittier

562.907.0667

PIH Health Mammography - Hacienda Heights
1850 S. Azusa Ave., Suite 88, Hacienda Heights

626.225.4905

PIH Health Radiology Imaging - Downey
11500 Brookshire Ave., Downey 

562.904.5555

Appointments are available Monday through Saturday. Please call to schedule 
your appointment today.

About PIH Health
PIH Health is a regional nonprofit healthcare delivery network that serves more than 2.1 

million residents in the Los Angeles, Orange County and San Gabriel Valley region. The fully 
integrated network is comprised of PIH Health Hospital - Whittier and PIH Health Hospital 
- Downey and features a host of outpatient medical offices, a multispecialty medical group, 
home health and hospice care, as well as heart, cancer and emergency services. Recognized 
by Truven Health Analytics and Hospitals and Health Networks as one of the nation’s top 
hospital systems for best practices and cutting-edge advancements in both quality and 
healthcare technology for the past two consecutive years, PIH Health also invests millions 
each year in community education and free and low-cost services to support those with the 
greatest need. For more information, visit PIHHealth.org.

MEMBERS IN THE NEWS
PIH Health Reminds the Community About the 

Importance of Breast Health Screenings

To WFH or not to WFH: that is the question. For 
the uninitiated, WFH, or “ Working From Home ,” is an 
acronym that you’ll likely start seeing in more and more 
work emails, written by coworkers who are likely in their 
PJs, and probably feeding their dog at the same time. 
Some 30 million Americans, or 1 in 5 U.S. workers, work 
from home at least once a week, research shows, and 
that number is expected to increase 63% in the next 
five years. 

The WFH trend can be scary for employers: Some 
believe remote work hinders collaboration by interfering 
with those flashes of insight and innovation that occur 
spontaneously in unexpected meetings around the 
water cooler or in the hallway. Meanwhile, proponents 
of telework argue that it decreases real-estate costs, 
attracts better talent and leads to happier, more 
productive employees. 

But if there’s one thing workplace experts have 
discovered from the multitude of studies that compare 
remote workers to in-office workers in attempts to 
measure which cohort is more productive, it’s that a 
one-size-fits-all approach to telecommuting is the 
wrong approach. 

“When managers sit down to design a telecommuting 
policy, they should consider the benefits of 
telecommuting on a case by case basis,” says Kate Lister, 
President of Global Workplace Analytics, a research firm 
and consultancy that specializes in innovative workplace 
practices. “In each particular case, the benefits of 
telecommuting depend almost entirely on the kind of 
work being performed and the culture of the team.” 

For instance, an employee’s home may be the best 
venue for tasks that have well-defined metrics for 
success and require long stretches of concentration. 
On the other hand, face-to-face communication in the 
same physical space tends to be most valuable when 
tasks are collaborative by nature and require complex 
information-sharing or exploration, such as when a new 
project is being launched. 

Should You Allow Your Employees To Work From Home?
By Nate Hindman

Two seemingly contradictory studies illustrate the 
idea that different kinds of work call for different levels 
of workplace flexibility. One study, conducted by two 
Stanford graduate students in 2013, tracked employee 
productivity over a nine month period at a Chinese 
call center, where half the workers were allowed to 
telecommute and the rest 
remained in the office. 
The study found that the 
employees working from 
home completed 13.5% 
more calls than staff in the 
office did. 

“The more robotic 
the work, the greater 
the benefits [of 
telecommuting],” the 
study’s authors concluded. 

The other study 
analyzed some 35,000 
academic papers, work 
that is anything but 
“robotic.” As tellingly, the 
study found that the best, 
most widely-cited papers 
came from coauthors 
sitting less than 10 meters 
apart, suggesting that 
proximity often stimulates 
innovation. 

Lister notes that when 
determining the efficacy 
of remote vs. in-office 
employees the culture of 
a team is as important as 
the work itself. 

“If a team doesn’t know 
each other that well, it is 
far better to work face to 

face,” she says. In-person interaction “gives people the 
time to build social connections that make it easier to 
collaborate remotely and create that level of trust to be 
effective when they’re not in the same room.” 

Reprinted by permission by: The Hartford Financial 
Services Group, Inc., One Hartford Plaza, Hartford, CT 
06155, United States

BUSINESS CORNER
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The U.S. Citizenship and Immigration Services office 
(USCIS) has released two FAQs about whether the AB 60 
driver license may be an acceptable identity document 
for Form I-9 purposes. As a result of AB 60, the California 
Department of Motor Vehicles began issuing driver 
licenses in January to persons who are unable to submit 
satisfactory proof of legal presence in the United States. 
To qualify, the undocumented person must provide 
satisfactory proof of identity and California residency, 
and meet all other licensing requirements.

There has been uncertainty regarding the use of 
these AB 60 licenses for I-9 workplace eligibility. The 
legislation states that the license should bear a notice 
that it “does not establish eligibility for employment.” 
Moreover, wording on the front of the AB 60 driver 
license states: “Federal Limits Apply.” The back of the AB 
60 license states: “This card is not acceptable for official 
federal purposes. This license is issued only as a license 
to drive a motor vehicle. It does not establish eligibility 
for employment, voter registration, or public benefits.”

FAQs from USCIS
• Is a driver’s license with the notation “Do not use for 

Federal use” an acceptable List B document?
The notation “Not for Federal Identification” on a 

state-issued driver’s license means that the driver’s license 
containing it does not meet Real ID Act requirements. 
However, the driver’s license may be an acceptable List 
B document if it contains a photograph or all of the 
identifying information required by Form I-9 regulation, 
i.e., name, date of birth, sex, height, color of eyes, and 
address.

• Are Driver Authorization and Driver Privilege Cards 
acceptable List B documents?

To determine whether a Driver Authorization or Driver 
Privilege Card is acceptable for Form I-9, the employer 
must decide whether the card meets the description 
of acceptable identity documents in the regulations at 
8 CFR 274a.2(b)(b)(1)(v)(B). These cards may fall under 
the List B document described as: “A driver’s license or 
identification card containing a photograph, issued by 
a state . . . or outlying possession of the United States. 
If the driver’s license or identification card does not 
contain a photograph, identifying information shall be 
included such as: name, date of birth, sex, height, color 
of eyes, and address.” Another possible List B document 
is described in the regulations as: “Identification card 
issued by federal, state, or local government agencies 
or entities provided that it contains a photograph or 
information such as: name, date of birth, gender, height, 
eye color, and address.”

We cannot provide advice regarding whether a 
particular document is acceptable for Form I-9. If 
the employer decides to accept the List B document, 
the employer must also examine a List C document 
establishing employment authorization. In addition 
to the Form I-9 paperwork requirements, employers 
should be mindful of the laws prohibiting the hiring or 
continuing to employ an individual if the employer has 
actual or constructive knowledge that the employee is 
unauthorized to work.

CalChamber Cautions
Note: A List B document alone is insufficient to 

establish eligibility for employment. Instead, the worker 
must present acceptable, unexpired documentation from 
both List B (Documents that Establish Identity) and List 
C (Documents that Establish Employment Authorization).

The Form I-9 contains instructions and the USCIS 
List of Acceptable Documents. Employers in California 
are cautioned that it is unlawful to discriminate against 
individuals based on the use of the AB 60 license. If 
an employee can provide appropriate documentation 
that verifies eligibility for employment, you cannot 
discriminate against the employee just because at some 
point he or she showed you an AB 60 license. Employers 
with any questions regarding a worker’s eligibility and 
whether to accept a particular document for I-9 purposes 
should consult legal counsel. This is a new and evolving 
area of the law.

Use of AB 60 Driver License to 
Meet Form I-9 Requirements

If your job entails facing or taking calls from unhappy, 
irate customers, you’ve got your work cut out for you. 
Employees who deal with customers are especially 
vulnerable to outbursts from people who are going 
through an emotional, stressful time.

 
Handling these types of customers takes time and 

training, but it can be accomplished effectively. Here 
are some of the Telephone Doctor’s best techniques for 
turning unhappy customers into satisfied customers. 

Get Off on the Right Foot
Realize that upset, angry customers are not unhappy 

with you, but with the situation. Don’t take the hostility 
personally. You are merely the rod that redirects the 
violent lightening. You can do a great deal to diffuse the 
anger before you ever pick up the phone or start the 
conversation with the customer. How? By smiling first! 
You can really “hear” a smile over the phone and, of 
course, see it in person. It’s very difficult to be rude to 
someone who is warm and friendly. 

Anatomy of a Hostile Customer
There are four basic steps to handling an irate customer. 

Telephone Doctor calls them our ASAP techniques. 

A - Acknowledge the person’s feelings and apologize 
for the inconvenience the customer has encountered. 
Make an effort to be sincere. In today’s impersonal 
society, it’s incredibly rare to hear the words, “I’m sorry 
that happened. Let me get the ball rolling to fix it.” You’ll 
probably spend about 80 percent of your time massaging 
the caller’s feelings and 20 percent actually solving the 
problem. 

S - Sympathize and empathize with the customer. 
Phrases like “I can understand why you’re upset” can 
help soothe ruffled feathers. Pretend it’s you. Then get 
busy solving the problem. 

A - Accept 100 percent responsibility. This is probably 
the toughest part. Chances are excellent that you had 
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nothing to do with the 
problem. However, it’s your 
job to take the responsibility 
and help initiate a solution. 

P - Prepare to help. 
Begin by re-introducing 
yourself – customers don’t 
usually remember your 
name. State that you will 
be able to help. Use the 
person’s name, if possible. 
This helps to diffuse anger. A 
willing attitude is essential, 

because if the customer senses insincerity or indifference, 
it will cause them to stay angry. It’s exasperating to file 
a complaint with someone who obviously doesn’t care. 

Excuses
Never make an excuse to a complaining customer. No 

one wants to hear “The computer is down” or “I’m the 
only one here.” That is your problem, not the customer’s. 
When you give an excuse, the customer automatically 
hears “I’m not going to help you.” 

Sometimes you’re not able to solve the problem 
on the spot. Many times you need more information 
from another department. Perhaps the situation needs 
to be handled by another person. Although these are 
legitimate courses of action, they usually upset the 
customer all over again. 

If you need more information, TELL them. Ask them 
if they’re able to hold or wait while you obtain it, or 
would they prefer a call back. “Joe, I need to check with 
our repair department in order to answer your question. 
It will take three or four minutes, are you able to hold/
wait while I check?” Avoid untrue, frustrating phrases like 
“Wait a second.” Nothing takes a second. 

If you need to transfer a caller, let them know the 
name of the person they’ll be speaking with, if you can. 
It’s also good to explain the reason why you’re bringing 
in a third party. “Joe, Mr. Smith in our repair department 
is the real expert in resolving your type of situation. May 
I transfer you directly to him? (or are you able to wait 
while I get Mr. Smith?)” 

The ASAP technique works! Try it and see! 

Nancy Freidman is President of Telephone Doctor, 
a customer service training company, and a featured 
speaker at association, chamber and corporate meetings. 
To receiver her free monthly email article on customer 
service, go to www.telephonedoctor.com. 
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