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SUBJECT:	CUSTOMER SERVICE POLICY




		NUMBER:	TBA
DATE:	August 16, 2017





I. STATEMENT OF POLICY

As a public service entity, Fulton County Government is committed to customer service excellence and has integrated customer service into its model of performance.  It is the policy of the County to enhance its customer experience in an effort to better the lives of the citizens it serves through consistent, courteous, accurate, fair and uniform best customer service practices.  

II. BACKGROUND 

The goal of the Customer Service Policy is to develop a standard of service that will govern the customer experience with Fulton County Government.  We seek to provide an environment where members of the public and staff feel valued, and services are tailored to meet the needs of the customers.  We will implement strategies that are cost effective, quality driven, user friendly, accessible, inclusive, and efficient.  This policy is designed to ensure quality service is provided timely to all stakeholders, both internal and external, who interact and/or conduct business with Fulton County Government.     

III. APPLICABILITY

This policy and procedure applies to all Fulton County departments, agencies, programs, contractors, subcontractors, and elected officials. 

IV. STANDARDS AND VALUES  
Our key objective is to ensure quality, consistent customer service through the implementation of: 
1.	A defined standard of service that is convenient, user friendly, inclusive, accessible and  appropriate;
2.	A documented customer service framework; 
3.	Standards that are tied to departmental and employee pay for performance measures; 
4.	Self-service options where possible for customer convenience; and 
5.	A mechanism to ensure standards are applied and adopted by our external service providers where services are delivered individually and/or jointly.   
All Fulton County departments, elected officials, agencies, programs, employees, contractors, and subcontractors who provide service on behalf of Fulton County Government shall adhere to the following customer service standards:
1.	Project a customer-friendly image at all times; be courteous, greet and acknowledge customers with a smile.  
2.	Strive to make services for residents and businesses accessible by providing convenient locations, hours, online and telephone access. 
3.	Collaborate with other departments and divisions to effectively meet customer’s needs.
4.	Keep employees informed of changes that may impact their ability to serve customers.
5.	Ensure accessibility of buildings for citizens with disabilities and provide access to information regarding services in alternative formats, including citizens who may have Limited English Proficiency (LEP), at no additional cost.
6.	Ensure signage, both labeling and directional, is adequate and accurate to prevent customer confusion.
7.	Treat customers fairly and show empathy when listening to customer’s complaints; listen actively to understand the customer’s viewpoint.
8.	Take ownership of complaints; seek to resolve problems and provide effective options for a solution to customer concerns/complaints within 48 hours. 
9.	Return telephone calls timely (within 24 hours).
10.	Involve the community in the process of developing and/or enhancing service.
11.	Ensure that contractors and sub-contractor’s delivering services on behalf of the County receive the Fulton County Customer Service Standards.
12.	Review departmental websites and the employee portal content bi-monthly to ensure accurate information pertaining to programs, services and hours of service.  
13.	Require all County employees complete mandated Customer Service Training and the online Program Access Learning Management System (PALMS) within 60 days of employment.  All staff will be required to take a refresher course every 24 months. 
14.	Ensure all staff assigned to information desks or call centers complete training on the use of the Georgia Relay Service-711 and County’s Foreign Language Line services.
15.	Require all County employees to wear their Fulton County identification badges per Personnel Policy #314-16.
V. ESTABLISHMENT AND IMPLEMENTATION OF PROCEDURE
The County Manager in conjunction with the Chief Operating Officer and County Attorney is authorized to establish and modify, as needed, a procedure for implementing this policy. 

DEPARTMENTAL SPONSOR:		Office of the County Manager 

POLICY REVIEW DATE:		August 16, 2017

REFERENCES:				Open Records Act, O.C.G.A Section 50-18-70 et seq.
					Personnel Policy 314-16

DEPARTMENTS AFFECTED:	All Departments and Office of Appointed and Elected Officials
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SUBJECT: 	CUSTOMER SERVICE POLICY PROCEDURES




		NUMBER: TBA
DATE: August 16, 2017




I. Overview
For the purpose of outlining and establishing standards for service delivery and customer service, the following guidelines have been established:
II. Definitions
N/A
III. Guidelines
A. Guidelines for Face-to-Face Contact
a. Face-to-face customers take priority. All customers should be greeted with a smile and in a professional, courteous manner.
b. Staff will always give the customer their full attention and ensure adequate information is obtained in an effort to fully respond to their concern(s). To ensure the optimal level of confidentiality is taken when concerns of a sensitive nature arise, such as matters pertaining to health issues, benefits, etc., staff will take the customer to a private area to discuss those concerns/complaints. 
c. Where possible, staff should attempt to provide a solution to the customer’s concern and/or complaint.  At a minimum, staff should identify the department or person that can address the customer’s concern or complaint if you are not the appropriate entity.
d. If the customer needs to be seen by another entity within County government, staff will expeditiously attempt to reach the needed party and ask them for assistance or direct the customer to the appropriate person for a resolution.  
e. At no time shall a customer be left unattended for more than 5 minutes without being given an update pertaining to their identified concern.  If a resolution cannot be achieved within a timely manner, the customer should be informed of the expected time frame for resolution.


B. Guidelines for Telephone Calls
a. During business hours, office staff should make every attempt to be at their desk and available for phone inquiries.  When possible, office staff should not allow calls to automatically roll to voice mail. Field staff play a key role in performing duties and addressing issues at various sites throughout the county. Field staff should make every attempt to check their messages remotely, if possible.  Those with cell phones should use their cell number as a primary contact number.
b. All staff shall attempt to answer calls within 3 to 4 rings. 
c. All external calls should be answered with good morning/afternoon, you’ve reached the (department name), my name is (your name), and how may I help you?
d. All internal calls should be answered with good morning/afternoon, this is (your name), and may I help you?
e. Where possible, staff should attempt to provide a solution to the customer’s concern and/or complaint.
f. Staff should make every attempt to avoid placing a caller on hold as soon as the call is answered.  However, if this is necessary, staff should ask for the caller’s approval to be placed on hold and await their reply. At no time should the caller be left on hold for more than 60 seconds. 
g. When returning to the caller who is on hold, thank the caller for their patience and proceed to find out how you may be of assistance.  If you need to research information for the caller's concern(s) provide them with the option to continue to hold or ask for their name and contact number so that you may call them back once you have obtained the necessary information. If the caller chooses to remain on hold, two minutes is the maximum amount of time to allow them to hold without returning to the caller with an update. If the caller prefers that you call them back, be sure to document the nature of the call and indicate the timeframe in which the caller may expect a return phone call.  Staff should attempt to return all calls within 24 hours whether there has been a solution or not.  When obtaining information for a return call, always gather the: who, what, when, where and why. 
h. During the course of your call, if you determine you are not qualified to handle the caller’s concern(s), apologize to the caller and briefly explain why you are unable to assist them. Offer to transfer them to the appropriate department and obtain their approval before making the transfer. Staff should provide the caller with the correct telephone number and name of the person who will be able to assist them in the event the call is disconnected. Where possible, all transferred calls should incorporate a “warm hand off” meaning the employee should remain on the line until the call is successfully connected and a brief introduction is made. 
i. Deaf or hearing-impaired callers may contact Fulton County via Relay-type Service, such as the Georgia Relay Service. This is a free call from anywhere in the state of Georgia by simply dialing 711. Because a Communication Assistant (CA) is actually conducting the relay, understand that there may be a time delay for that CA to convey the information.  Please be patient while the CA transmits the information back to the caller and please speak slowly and clearly while you are speaking and awaiting a response.
C. Guidelines for Voicemail
a. Voicemail may be used to ensure calls are answered; however, the use of voice mail should be avoided whenever possible.  
b. Voicemail personal greetings shall be professional, kept current and updated regarding your availability. Recorded messages should provide the staff member's name, department, and an alternate contact should they require immediate assistance. Voice mail shall be checked frequently and calls shall be returned promptly.   
c. All voicemail messages should be returned within 24 hours or the next working day unless you are out of the office for an extended period of time (1 day or more) in which case an alternative contact name and number should be provided on your voicemail outgoing message. If a voicemail message is left over the weekend, after hours or on a public holiday, the call should be returned on the next business day.
d. If an immediate solution cannot be rendered in response to a voicemail message and further investigation is required, the message should be returned acknowledging the message. Staff should explain that the inquiry requires further research and you will contact them back at a later specified time and/or date once you have an update or additional information.
e. The voicemail system may be used to correspond with internal customers within County government. If you need specific information from someone in another agency, department or division, you can use voicemail, along with email to communicate with others. When leaving a recorded message, explain the nature of your call and when you need a response. All internal voicemail messages should be acknowledged and responded to within 24 hours or by the next business day.
D. Guidelines for Written Correspondence
a. All incoming written correspondence (mail and fax) should be acknowledged within two business days of receipt.  Responses to written correspondence should be completed within 5 business days of receipt with the exception of responses required under the Georgia Open Records Act, O.C.G.A Section 50-18-70 et seq., and written correspondence concerning legal matters. 
b. All written correspondence should be written in a professional format with the standard style, font and size used by the individual agency or division. All written correspondence should be carefully proofread for consistency, correct spelling, and punctuation. 
c. All responses to written correspondence shall be clear and concise, free from the use of slang, and include a name and contact number.  Staff should ensure all concerns raised in the written correspondence are acknowledged and addressed. 
d. Keep in mind that all correspondence in a written or email format is discoverable and subject to open records requests, should the need arise. 
e. For organizational branding purposes, the official unaltered county logo(s) should be used on all letters and/or memoranda.


E. Guidelines for Email Correspondence
a. It is your responsibility to always check your electronic mailbox for messages daily, unless you are on extended leave (1 day or more). Employees shall be granted time to check electronic mail (email) and respond on a daily basis. 
b. All email communication should be written in a professional manner. Never include any material in an email message that could be considered offensive in the workplace. Please note information contained in e-mail messages could be subject to open records requests. 
c. All email correspondence should be acknowledged within 24 hours.  In the event an email is received after business hours, over the weekend or on a holiday, the email shall be acknowledged the next business day.
d. If an immediate answer to an email inquiry is not available, requires a response from another party or requires additional research, acknowledge receipt of the email message and note that additional time is needed to respond.
e. Automatic reply options should be enabled for your electronic mailbox when you will be away from your office for an extended period of time.  Your automatic message should reflect your schedule and provide an alternate contact should the sender require a more immediate response. 
f. If an agency or division has an email system that is designated for web-based inquiries, this type of inquiry should be set up to automatically generate a response that acknowledges receipt of the email and indicates when the sender can expect to receive a reply to their inquiry.  
F. Guidelines for Handling Customer Complaints
a. All staff should work diligently and expeditiously to resolve customer complaints.  
b. All concerns and/or complaints should be acknowledged within 24 hours. 
c. When a complaint has been made against a process, person or department, staff shall obtain the complainant’s name, address and telephone number in addition to the details surrounding the complaint. This information is to be used solely for addressing the complaint.
d. Staff should apologize for the inconvenience the concern/complaint caused and if needed, ask for additional information to gain more clarity on the matter in an effort to provide a solution.   
e. Upon receipt of any additional information required to solve the problem, staff should advise the customer of their resolution plans and take immediate action to solve the problem. This may involve corresponding with internal and external departments or escalating the matter to the appropriate level of authority for resolution.   
f. Staff should keep the customer informed on the progress of resolution and notify the customer promptly of any proposed solutions.  
g. Where possible, staff should attempt to resolve all complaints within 5 business days.  If a resolution cannot be provided within this time frame, staff should notify and supply the complainant with the reason for delay and the expected time needed for resolution.   
h. Upon resolution, staff should follow-up with the customer to ensure the problem has been solved to their satisfaction.   
i. As a part of our process improvement plan, complaints handled by customer service will be reviewed and monitored to identify trends. If we find a pattern of similar complaints and causes, action will be taken to adjust and/or correct any processes to mitigate future complaints.  
G. Guidelines for Accessibility, Buildings and Signage
a. Fulton County is committed to ensuring that its physical facilities, programs, services and activities are accessible to all members of the public, including qualified individuals with disabilities, in compliance with Title II of the Americans with Disabilities Act as amended and Section 504 of the Rehabilitation Act of 1973. The County commits to making reasonable modifications to its policies, practices and procedures to ensure non-discrimination.  
b. All Fulton County buildings and facilities shall be clearly marked both internally and externally.
c. Notices, other than public notices, required by law, should not be in public spaces. All public notices should be removed immediately following their expiration date.  Information for public and employee notices may be submitted by departments to Communications for inclusion in Fulco News and other official County publications.
d. To ensure complete accessibility, emergency exit areas should be free of clutter including excess furniture, trash, or other items. Departments should contact DREAM to remove any surplus furniture or other items.
H. Guidelines for Information Desk/Call Center-Staff Expectations
a. All information desks and call centers will be staffed during normal operating business hours of the respective facility.  Staff should make every attempt not to leave an information desk or call center unattended. However, when unattended, information desks will be equipped with a telephone and roster that provides contact names and telephone numbers of employees housed at that location who are able to provide immediate assistance.
b. Information pertaining to services and available personnel will be clearly displayed at all information desks.  All published information will be available in alternative formats due to disabilities upon request. 
c. All information desks will have “I Speak” Language Identification Cards to assist customers with Limited English Proficiency. If you encounter a customer needing assistance in another language, staff is to contact the County’s Language Line Service for assistance. 
d. All staff assigned to information desks and call centers within a Fulton County facility are expected to arrive on time to work each day. 
e. Staff will be consistently professional, courteous, and helpful to all citizens and employees seeking assistance.
f. Staff shall at all times be dressed in appropriate business attire.
I. Guidelines for Updating Microsoft Outlook/Employee Directory
a. All staff must provide their accurate contact information in the Microsoft Outlook and Employee Directory to include their name, title, direct business telephone number, department, email address and physical work address location.  
b. At no time should inoperable numbers or front desk reception numbers be used for individual employees, unless their position is located at the front desk reception area for their respective departments. 
c. At no time shall an employee fail to provide the correct contact information or omit their contact phone number in Microsoft Outlook or the Employee Directory.
d. Modifications or updates to the Microsoft Outlook and the Employee Directory should be performed within 5 business days of any changes that warranted an update.
e. Departments are required to notify DoIT to delete staff members from Microsoft Outlook and the Employee Directory who are no longer employees within 5 business days. This would also include deletion from the County’s email system.   
J. Guidelines for Updating Departmental Websites and the Employee Portal
a. All departmental website content editors are responsible for ensuring accurate information is contained on their department’s website and the employee portal.
b. Departmental website content editors should review their respective sites monthly to ensure accurate information is available to both internal and external customers.  
c. Outdated information, forms, web links and contacts should be deleted and/or updated within 5 business days following a change.  



DEPARTMENTAL SPONSOR:		Office of the County Manager, Customer Service Division  

POLICY REVIEW DATE:		August 16, 2017 

REFERENCES:	Open Records Act, O.C.G.A Section 50-18-70 et seq.
	Personnel Policy 314-16

DEPARTMENTS AFFECTED:	All Departments and Offices of Appointed and Elected Officials
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