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“Launchmg World Class Customer Servuce”
. April 14-16, 1998 '
Hosted by Reglon 6 - Plano, Texas ‘ o

| PLENARY SESSIONS (audlo tapes avallable)
Buuldlng Capamty for Change

Speakers Kenneth erght and Carol Crawford EPA Leammg lnstltute

Customer service is a contlnumg and evolvmg process —it's reflected in the way we treat one
‘ another and in our capacaty and ab|l|ty o deal WIth change ‘

The presentatlon outllned a framework for thlnkmg about change (vnsnon plannlng, the
~ implications behind the change, educating and anchoring cultural change), presented facts .
and statistics about what the public and private sectors are doing to accomplish change, and .

B provided some suggestions to help each person find a good way to personally navigate

. change. Assessment and measurement tools were also listed.

The lmportance of mvolvmg stakeholders in all processes applles mternally as well as

externally. Any internal change, including the focus on improving customer service, requires

extensive involvement of staff so they can navigate change for themselves, not feel controlied .

~ byit. Three things can help move to a customer service culture: top down displays of '
- commitment to. changing to a customer focused culture, a team approach to implementing:

change, and training that gives staff the confidence that they can use to mcrease thelr

- effective delivery of serwce (and mlssmn) : .

In part because we have so many different customers, challenges for EPA in customer service
- (as reported by MACRO lnternatlonal) mclude

1. Customer satlsfactlon exists in the eye of the beholder. , o A
-. 2. Management and customers have different perceptions of the same transactions. -

3. Employees and customers have different perceptions of the same transactlons

4. Merely satisfying customers is not enough. Go the extra mile.

B, Equal treatment does not result in equal satisfaction.-

~ 6.-What do customers mean by satisfaction? (measurement) . : 4
7. Properly use the customer satisfaction data to improve our dealings with customers.

-In the reglstratlon packet was a paper concerning buﬂdmg the capamty for change Coples are available
: from Ken erght (USEPA/OARM Learning Institute, 401 M Street SW, Washmgton DC. 20460)




Voice of the Customer

Moderator: Jim Makris, Director, Chemical Emergency Preparedness and Prevention Office
(CEPPO/OSWER), Member, Customer Serwce Steering Committee

Panellsts

L 4

Judith A. Duncan, Director, Customer Services Division, Oklahoma DEQ

Charles Tippeconnnic, Director of Programs, Fort Sill Apache Tribe

Elaine M. Barron, M.D., Physicians for Social Responsibility

Edward C. “Ned” Fritz, Texas Committee on Natural Resources

Richard L. Charter, V.P., Health, Safety, & Environmental Service, Fina Corporatlon
Shirley L. Holland, Cltlzen v

Key Questions of the Speakers:
Which services and products of the EPA do you use?

Permitting, publications, technical assistance and advice, information/education/
outreach materials, web pages and electronic services, rules and reguiations,
compliance assistance, training, voluntary programs and many more.

What are your expectatlonslneeds (other than funding)? How well do we dellver our
products and services? .

Some products and services are delivered well; others are not. Expectations for

- improvement are in.the in the following areas:

Involvement -- so there are no surprises (states)

Working more and more as partners with the States

Accessibility to people and data

Flexibility in relation to rulemaking

Prompt/efficient delivery of services and products

Practicality in rulemaking

Communications — do more one-on-one conversatlons use many vehicles to
reach the client. Don't restrict ourselves to electronics

Citizen input needs to be obtained at the outset of the process
Accountability (now insufficient)

Follow-up is slower than desired '

Continue to attempt to lncrease customer satlsfactlon whlle meeting mission
requirements

L L] [ ) . . * *

Over the past few years have you seen any changes in your relationship wnth us and m
service quahty? If so, what? .

. Customer Serwce Many felt that EPA staff often prowded excellent customer focus
and service. It depended on who was helping you.
. Meetings/workshops/Q’s and A's. They are planned jointly and as a consequence are

H
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better than ever Meetlngs like this CS meetlng are very helpful and posrtlve f

.« Flexibility -- We have proven to be more fleX|ble and accessible in recent years
. EPA Website is- terrific.
- . Citizen involvement at the front end has dlmlnlshed

. - EPA has recognized the need for customer driven strategies.

What one thmg could EPA do that would provude the blggest |mprovement for you?

- No panelist artlculated Just one area for lmprovement They suggested the followung |ssues
were where we needed to focus our attention and efforts

. Enforcement: Put enforcement back in the program There is tremendous
dissatisfaction with enforcement as it is. )
e Flexlbllity/Practlcallty We need to approach rulemaklng and policy making in a more

common sense and reasonable way than currently demonstrating. Regulations should
be consolidated to improve efficiency and eliminate: duplication. Recognize one size
~ does not fit all. - Decision making should reside at a lower Ievel and should be -
- -approached with greater flexibility.
L Communlcatlons We need to be careful regarding our electronlc thinking and
C communlcatlons When trying to reach the public, don’t limit ourselves to electronic . -
communications. It loses the human element. Use pnnt media, radio, and libraries. ,
One-on-one communication is essential. Customers stated they didn’t want surprises or
letters about issues never before disclosed. .They wanted the communications early.
Customers are not always aware of what information is out there because they don’t
know who to call or where to find it. Know your customers and how they access
information, then find ways to meet their needs.

.. ‘Follow through We need to foliow through better Say what we mean and mean what
A we say. Abide by agreements.
. Customer input: Full involvement with our customers at an early stage is crltlcal There

is a strong perception of diminished citizen involvement and a lower interest on behalf -

. of EPA. Citizens need to be a part of the rule/pollcy making process at the outset. The .
final product will be less without their input. A means must be found to fund their
participation or they will always be left out of the equation. :

T Customer Service: Courtesy is great but it needs to be balanced wrth substance ’
Answering the telephone or responding to mail/e-mail in a prompt fashion is lmportant
' but substance must be a part of the - response.
« 7 Putthe regulatory interpretations and rulemaking |nformat|on on a separate web page
' for all rules and give it keyword search capability. Now the rulemaking is scattered.
That would really help a iot. Consolidate rules and make them readable.

.« ‘Contlnue voluntary programs - they have been very encouraging. And add some more
' mcentlves to speed things along. You don't always need a formal Order to get th|ngs
- done. ,
'+ Provide more staff tralnlng, not just in.customer servuce but also mterpersonal

. communication skills. “All it takes is a few people to give an office or reglon a terrible
. reputation. Communications i improve one person at a time.
. Be accessible and provide more timely responses to requests from any customers
Push decrsmn making down to the lowest possnble level and do what you can

U




informally. )
Learn more about the businesses you regulate; do more site visits. %
Address customers’ complaints. S '
Build trust between the Agency and its customers and the regulated community.
Funding for the participation of citizens is sometimes critical; otherwise, many cannot
involve themselves. States and counties often underwrite their participation. Even
with-satellite downlinks, everyone who wants to participate cannot get to them......some
because of funding, some because they have to work when the events occur. (Can i
FACA be better used?) Create more opportunities for open participation and
discussion. C ' v : ‘
. Advertise your own information, its availability and how to access it. : :
. Have “traffic directors” who are responsible for responding to or properly referring calls.
. Write regulations to handle what we have the most of (use the 80/20 rule), and then
deal with the complications rather than the reverse....dealing with the most
complex/worst case situation. T
. Educate the people you serve so they can participate. . A
. Help firms be responsible and comply as a first step rather than fine them...enforce as
the last resort. Protection/education dollars should go up; enforcement dollars down.
. Continue to promote good customer service and relationships. v '
. For the Tribes, maintain and increase communications, technical assistance/training
and, as possible, funding. o ' _
. Consider the needs of customers, particularly poor communities, when developing
funding guidance, rules, processes and procedures. . ‘ ’ . i
. Be accountable — take responsibility for solutions. '

* L] L] L]

What can Customers do to help EPA provide good‘servic'e? (Jim Makris added this
question on site.) : ,

. Communicate what we want (all customers)
. Help self-regulate (industry) ,
. Educate themselves on environmental issues and their roles

Summary by Jim Makris ‘ v ‘ - Ny v x

I have heard several words a lot during this panel discussion. They inciude: full involvement,
recognition of trade-offs, trust, eliminate duplications, perception of diminished participation

when we thought we were increasing it, consolidate rules, standards should deal with things
that are important to customers, communications, dependability, reliability, consistency of R
policies and practices, knowledge as well as courtesy. !

Recorder: Shelley Levitt - OSWER | | L ' : o

i
i
i




Core PrOcesses Panel

Moderator John Jones, Assistant Inspector General for Management (OlG)
Member CSSC

Panelists:

Stan Siegel (Region 2) - Permitting

Chet McLaughlin (Region 7) - Partnerships ,

Tim Icke (Office of Water) - State, Tribal and Local Grants

Jim Downing (Office of Pesticide Programs) - Pesticides Regulatron

Peter Rosenberg (Office of Enforcement & Compliance Ass:stance) Enforcement &
' *.Compliance '

Sandy Hudnall (Office of the Admlnlstrator/CSSC Member) Public Access
- Nan Parry (Office of Research & Development) Research Grants

. Background

~ The Customer Service Steering Commlttee (CSSC) and its core process groups |

- developed standards in 1995. Senior leadership co-chaired each process group. After the
standards were distributed and comments were reviewed, one of the consistent ideas was to

. eliminate as much dupllcatlon across the standards as possible. The Core Process leaders

. and CS staff developed the Agency’s Six Rules of Customer Service. in response to those _
~comments. On May 8; 1997, Deputy Administrator Fred Hansen distributed revised standards
to all employees. In February 1998, the CSSC adopted a streamlmed shorter vers:on now

k called the Six Pnncnples '

EPA’s SIX PRINCIPLES OF CUSTOMER SERVICE

1; Be helpfull Listen to your customers :
2. .Resp.ond to aII phone calls by the end of the ne>tt business day.
3. Respond to all COrrespondenc‘:e withivn 10 business days. - '
-4, Make clear, tlmely, accurate lnformatlon accessrble .
_ ) 5 . ,Work collaboratlvely wuth partners to lmprove all products and serwces '
‘6.7 I . lnvolve customers and use thelr |deas and lnput . o N T t

Stan Siegel, Core Proce'ss Lead -'Permitting |

The cross agency work group for permlttmg was re-formed in 1997 to encompass a
- multimedia approach. - The new group adopted standards that were nearly identical to those of
- May 1997 Three of the four standards are subjectrve SO the group needs’ to set servrce -
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performance baselines using customer feedback.

PERMITTING STANDARDS

In addition to the Six Principles, for our three major customer groups (the general public, the

regulated community and delegated State, Tribal, and local programs) the following four
standards apply to this process: o

1. We will prepare permits that are clear, fair, appfopriate, and effective.

2. We will be _knowledgeable, responsive, cooperative, and available.

3. We will work with re‘presentatiVeé of delegated programs to cbntinually imprdve our '
delegation processes, so that they are as efficient, effective, and nonburdensome as
possible. ' : ' ‘

4. For the regulated community, we will make our permit decision within the time. frame

that is established for the type of permit being requested.

The group has set out a plan for 1998-99, examined services provided, and determined
its customer groups. The group has developed a clear mission statement which recognizes
the need to involve delegated programs with EPA in serving customers. To that end, the ‘
group now includes state members and seeks to develop tools to assist states and tribes to
measure and improve customer service. ' '

Goals: The group has as its goals for 1998-99 to devélop:

. a toolkit for measurement

. a communication strategy - : ‘

. a plan to support culture change in the permitting arena, and to develop the
“atmosphere” to foster, not mandate, the change c

. a survey and memo to ask customers/partners for examples of success in ‘service

improvement for use in the toolkit
support of implementing managers -

. language for incorporating customer service in State/EPA agreements .

. and implement a slogan and logo contest across the permitting staff of the Agency

. a questionnaire for members of the Core group to use in interviewing managers to
learn if and why there may be reluctance to customer service improvements in
permitting o

Chilton (Chet) McLaughlin - Core Process Co-lead, Partnership Programs

When the Partnership group was formed, partnering was considered a hew way of
doing business. The group developed eight standards of customer service, but did not
implement them across all of the wide range of endorsed partnership programs (28). Twelve in
the regions are not yet endorsed. Across the Agency, only 100 people are involved.
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PARTNERSH!P PROGRAMS STANDARDS

" The foliowmg standards amphfy the Six Prmcrples and provrde additional goals for this
_process: B - . , 7 R S =

O We W|Il always treat our customers W|th professmnal courtesy and respect

2. We will proactlvely provide our customers accurate up-to- date and reliable - .
lrnformatron products and services, mcludmg high quality documents and publlcattons

3. - We will actively hsten to our customers concems and needs regardrng our servrces and
-~ will develop technical assistance services, where possrble designed to address those
needs and concerns. : :

4. We wrll ensure that inquiries will be referred to the nght office and individual in EPA, or .
' beyond EPA, if appropriate. We will encourage customers to report back on - ‘
unsuccessful referrais. '

5 We wrll respond as expeditiously as possible to inquiries for informatiOn '

6. We will strive to make mformatlon avallable through various channels, including
- electronic media, faxes; and intermediaries such as state assistance organizations,
’ trade assocnatlons and state agencres

| 7. We will recognrze and pubhcly acknowledge the accomplrshments of our customers :
who achreve success in voluntary programs.

8. We will make every effort to streamline and make customer reportlng requrrements as
practrcal and Ieast burdensome as possible. .

v About three years ago the group agreed that there had to be “common metrics” to -
" measure success and’ report annually. One was the number of parthers: 6,000 in 1996,
20,000 in 1998, with a goal of 25,000 partners by the year 2000. Another is pollution
prevented: 750 Ibs. toxic suibstances not emitted, 5.7 solid waste tons not emitted - 1995.
Dollars saved, rounds out the picture: $360 million saved in 1995; a $7 billion goal for Yr 2000.
- The now-ended 33/50 program met partlcrpatlon and toxic substances poliution prevention

' goals ahead of schedule. Partners in the 33/50 effort were presented certlfrcates and therr
accompllshments were. publlcrzed ‘ .

. The Partnership Programs Core Croup will continue to use recogmtlon and tralnlng to \
encourage prevention conservation. In coming years there WI" be a need to “Yustify” -
- * continuing some of the programs. Therefore it is important to use and improve measures of -
' ‘success one of the ‘new measures should be customer satisfaction. ' :




Goals for ‘98:

Develop a model survey for all programs

Set targets for numbers to be surveyed

Seek actionable feedback . C ‘
Evaluate results and communicate recommendations
Feed results into programs and to all partners

L L [ ] . L

Tim Icke, Core Process Lead - Grants to States/T nbes/Local Governments

Regions | and VI partlcnpate in thls Core Group along with Permlttmg Offlces and the
grants management organization within OARM When the group began its work in developing
standards and examining the grant making processes of the Agency, members decided to limit
their core process to ongoing categorical and continuing grants across the Agency. This
covers approximately 30 programs. The group developed four process specific standards to
be applied to those programs:: :

t

STATE, TRIBAL, AND LOCAL PROGRAM GRANTS STANDARDS
The Core Group adopted the following standards in adqition to the Six Principles: ;

1. We will reduce the amount of graht paperwork by at least 25% through such activities
as consolidation of application and reporting requnrements electronic transfer, and
multi-year grant work programs. ' .

2. We will acknowledge receipt of all grant apblications within 10 working days. .

3. For established grant programs, we will award grants funds within 90 days after recélpt
of a complete grant application (provided that the responsible EPA office has received-
funding authorization).

4, We will consult, in a timely manner, with states, tribes, and locellities throughout the
development of all major grants policy and guidance documents.

The Core Group developed and distributed a survey in 1996. As part of it, they asked
recipients to comment on the proposed standards. The response rate was 37%. Of those,
64% rated the paperwork burden for EPA grant applications as about average, 60% of the
respondents were satisfied with the grants process, and 49% were satisfied with the grant -
guidance EPA provided. Only 29% were satisfied with the opportunities for feedback to
influence the grants process, and 82% supported a move to electronic applications filing

Has the Agency met the goals for this process? The answer is yes and no. In the
area of paperwork reduction, two of the Performance Partnership Agreement states report a
thirty to fifty per year reduction. A transaction cards effort will soon'begin so that all. applicants
can be notified within 10 days that their application has been received and can be provided the
opportunity to send back their comments. The new Integrated Grants Management System

A
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(IGMS) - wall have an automated notice feature, s0 that cards will be pnnted up as appllcatlons

are submitted. On the 90- day award cycle, some programs (wetlands, tribal- multimedia, and

State Revolving Fund) met the goal 100% of the time; others, as little as 10%. Obviously, i

there are opportunities for improvement.  Two items to be |mplemented by Yr 2000 should :
. help: electromc submittals and placrng draft gwdance on the Internet

Jim Dowmnq, Core Process Lead Pest|c1de Rggulatlon

, The Pestlcrdes Program Office performed three surveys ‘The satisfaction ratmg of 4.4 .
~of 10'was not considered good enough. The areas with the most difficulties for customers
were telephone responsrveness trmellness and consrstency (deC|s|ons)

In 1997 the Core Group formed a Front line forum of 36 people who worked together
to develop an implementation plan for improving customer service. For the Pesticides Office,
the Core Group has facilitated workshops in customer service awareness, and has reach 10%
of the staff to date with “Forgrng the Links” (FtL) The goal is to train 50% of the staff by end of

. calendar year 1998

In addrtlon the Core Group expects to examlne and streamllne its standards
PESTICIDE REGULATION STANDARDS _' -

The standards following apply specrfrcally to the pestrcrde regrstratlon process and should be . N '
used in_conjunction wrth the Six Pnnmples : o v :

1. - ,We will answer telephone calls within 24 hours of recelpt when possible. If the person
: receiving the call cannot fully respond to the rnqurry, the customer will be forwarded to |
. someone who can.

2. We will work to answer aII correspondence wnthln 10 workrng days of recelpt However
.. if our customers have raised questions which require extensive research to answer, it
" may take-us longer. ' If we cannot provide a-complete reply promptly, we will contact the
customer within the 10-day period to explam why and when they may expect a full
response : , L

3. We wrll seek opportunities to involve alil affected stakeholders prlor to our major
- regulatory or policy decrsrons : : ,

4, We will provrde clear and accurate rnformatron about the pollcres and procedures for
- pesticide reglstratrons and re- regrstratlons ' ‘

5. . We will process appllcatlons and complete evaluatlons as promptly and as efﬂc;ently as ' |
possible without compromrsrng erther scientific qualtty or health and safety :
" considerations. .

e "We will ensure that we meet our statutory responsrbrlltres to provide customers W|th
' - easy access to all available information on pesticides.




7. We will proactively involve States, Tribes, and EPA Regions prior to estabiishing major
policies or making major regulatory decisions affecting them.

8. © We will undertake periodic surveys to find out what our customers think of our services -

and how we could make further improvements. _ '

Peter Rosenberg, Core Process Lead - Enforcement & Compliance Assistance

Several years ago, the Office of Enforcement & Compliance Assistance (OECA)
determined to supplement its enforcement work with voluntary approaches to achieving

compliance with the environmental laws we administer -- to-move away from a one size: fits all

approach.
The new way of doing business has three elements:

1. Formal enforcement procedures

2. Compliance assistance--technical information to help others to comply

3. Compliance incentives to motivate the regulated community to “police” themselves
(if they report a problem, they are given time and no penalty if they fix the problem)

In measuring success, this process group and OECA are attempting to learn not only
customer satisfaction, but also whether the rate of compliance is improving as a resulit of its
approaches. : ,

To move the compliance work forward, they have developed a number of tools for the
regulated community, and are continuing to expand the number as well as develop ways to
combine the various tools for the customers. For example: ‘

. 27 industry sector notebooks that cover pollution prevention, regulations,
standards;, tools to assist with compliance o ‘
. Working with the Chemical Manufacturers Association, OECA is seeking to

determine the root causes of how/why facilities get into noncompliance so they -

can work together to determine how to move back into compliance and tailor
processes to better achieve compliance. :

. Plain English Guide/Plain Korean Guide to help Dry Cleaners comply with
regulations : ’ ‘

. Mentoring Project for dry cleaners may lead to other small business “sectors”

. There are four virtual Compliance Assistance Centers on the Internet, and four
more planned for additional industry sectors '

. Surveys of the Centers to learn if they help users to comply

In the enforcement arena OECA is working with the states using incentives for small
businesses to report problems. If they work to correct problems with EPA and state help, then
the states will not enforce against the small business out of compliance.. Self-auditing is a
work in progress. E : S

Relationships with states a(e difficult, challenging, and changing as OECA works to
strike a balance between its enforcement-and compliance assistance operations and measure
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the ‘results The measures strategy has just begun The goal |s to measure the envrronmental _
benefits of enforcement and compliance assistance to see what ‘works better under which

. circumstances. Whatever the results of such measurement there is still enough .
'noncomphance to keep EPA & states busy. " , .

ENFORCEMENT INSPECTIONS AND COMPLIANCE ASSISTANCE STANDARDS

'The followrng standards apply in addltlon to the er Pnncrples

Complrance Assistance Fleld Representatlves

1. Requests for field assistance will be provided in a timely manner takrng resource
- constraints and expertlse into consideration. Where assistance cannot be provided by
- the Agency, accurate referrals to other Federal, State or local agencies; pnvate
( .organrzatlons or educatlonal lnstrtutlons will be provuded as appropriate.

2. Field representatrves WIII be technlcally knowledgeable understand the Federal‘
regulatory requirements and Agency compliance and enforcement polrcles that apply to
the facrlrty, and be courteous and professnonal t

t

‘ Compllance Inspectors ‘ ' ‘ .
3. " Inspectors will. make clear who he or she represents and the purpose of the v1srt

4, v‘, . Inspectors will be- technlcally knowledgeable understand the Federal regulatory_

requirements and Agency compliance and enforcement polrcres that apply to the
facility, and be courteous and profess:onal : ,

Comphance Assistance Tools ‘ :
5. . In developing compliance assrstance tools the Office of Enforcement and Compllance

: Assurance will:

. [o] Develop tools responsnve to the needs and concerns raised by alI mterested
g stakeholders ’ :
o Seek opportunrtles to involve all interested stakeholders in the development of

compllance assrstance tools 7
1
- o  Striveto make rnformatlon available through a vanety of channels, including
electronic media and intermediaries- (e.g., trade associations, state assustance
organlzatlons state agenmes and communlty organrzatlons)

X Compllance Assrstance Centers

6. 'All Compliance Assistance Centers will be operated consnstent w:th the unrversal and

publlc access standards and any additional standards establlshed for mdrvrdual
centers
. “Enforcement : :
- 7. in all enforcement act|ons the Office of Enforcement and Compllance Assurance wnll

-be legally and technically - knowledgeable courteous and professmnal and will work to :
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resolve issues as expeditiously as possible.

Sandy Hudnall - Core Process Lead for the Correspondence Public Access Group

Under the Public Access Core Process Group, as it was originally established, its
standards had to apply to everything the agency does and everyone who works at EPA. This
was simply too large a job for a small group. The group set out its standards, but could not
focus on implementation of all of them. It concentrated attention on a high priority item of the
- Administrator: improving electronic access to data and information. ‘

This Spring, the group recommended that sdbgroup be formed to address key aspects
of public access. Seven sub processes were listed: o ’ A

Hotlines and call centers o

Telephone answering by Agency employees
Clearinghouses/publications. :

Internet _
Controlled correspondence/FOIA and general correspondence
Email response to public '

. Libraries, information-centers and dockets

The Customer Service Steering Committee selected telephone, correspondence and
Internet as it as its top three priorities. In these three processes, recently formed groups can
focus on implementing changes that are both doable and measurable.

When the Correspondence group meets, it will examine and address such issues as
correspondence quality and timeliness, the need for standards to apply to electronic mail (both
internal and Internet), the need to survey customers on the quality and timeliness (and other
aspects) of general correspondence, training needs and the need to find some wayto

systematically pull together a picture of how we are performing as an agency.

At the time of the Conference, three things were needed: additional members for the
Correspondence group who are managers, involved with dockets, or with public affairs
experience. The group will welcome suggestions for improvements and information abouit
ongoing, past or planned related feedback work. ' :

Current overall Public Access Standards follow.
PUBLIC ACCESS STANDARDS

These standards apply to requests for general information from the public. They do not apply
where legal requirements take precedence, such as Freedom of Information Act inquiries.
They are in addition to the Six Principles and amplify them as they apply to working with the
general public. ‘ '

1. We will strive to make information available through a variety of channels, including
electronic media and intermediaries, such as community organizations and local
libraries. :
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2. - We wrll hold ourselves accountable for a satlsfactory response by provndlng
mechanisms (contact names and telephone numbers or e-mail addresses) for reportmg.
‘back on the quallty of our responses and referrals R .
3. | When customers write to us (vra mall fax or computer)'
‘o We wull mail a response within ten business days of recerpt If we. need more
time to research the answer, we will contact the customer within those ten days
- to state when to expect our response and who the contact person is. :
4, When customers telephone us: |

(2 We will provrde an Agency-wrde publlc lnformatron telephone line, Wthh wrll
help route lnqumes : :

o We wrll answer the call promptly and courteously

. ,We will make every effort to- answer questions |mmed|ately Where that is not
' possrble we will provide a timetable for respondlng durlng the initial
conversatlon l
5. ~ When customers contact us via computer'
_ o ‘We will provide a smgle address for connectlon to all EPA resources on the

Internet [http //www epa.gov].

. 2 We will provide descrlptrons lncludlng source and known quallty of data made
o avallable electromcally .

- Nanl’arg, CoreProce'ss Lead - Rese‘arc'h Grants (ORD) | _ - o -
- The National Center for Envrronmental Research & Quality Assurance (NCERQA) in .
the Office of Research & Development (ORD) is the home of this grant program, the Science

to Achieve Results (STAR) effort. There are 22 Requests For Applrcatlons (RFAs) on specmed
research topics. ' S

_ The customers' are program offices with research needs-, they are also outside
orga_nizations that perform research, and ORD staff outside NCERQA :

- . The office has $1OO million to award. Thrs core process works wrth partners in other -
~ federal agencies that also provide fellowships/grants to ensure that all are able to fund good .
- projects. This past year grant awards focused on incentives for compliance, complex

“mixtures, and supportlng the 16 centers that do scrence education in their communlty areas:

I
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The three-member Core Group has been monitoring progress toward achieving its four
standards: :

‘ RESEARCH GRANTS STANDARDS

The following standards amplify and expand the Six Pr|nC|pIes applylng them to the research :
grants process: .

1. When issuing requests for proposals to aII interested parties, we W|ll include a tentative
timetable for activities in the selection process so that applicants will know when they
may learn if their proposal is selected for funding.

2. We will acknowledge receipt of proposals and appllcatlons within 15 worklng days from
the cut off date for receipt. The acknowledgment will include a unique identification
number for each proposal and application so that apphcants and agency personnel can
more efficiently track their status. , .

3. The grants management office will conduct the administrative and legal reviews
required for a proper award and issue the award of assistance agreements within 60
days from having received a request for funding from the research organization.

4, For active grants, the grants management office will process requests for admlmstratwe '
amendments to grants and issue the amendments within four weeks of the receipt of
requests forwarded by the research orgamzatlon

The Core Group reports, that 91% of the grant awards were made within the 60 days standard
The group was not always able to notify applicants and provide the unique identification
numbers within 10 days, but that will change soon, when the system is automated. To meet
the needs of its academic customers, the Core Group changed the timing (cycle) of its grant
awards. The feedback came from customers who called an 800 number as well as through
formal focus groups.

Recorder: Pat Bonner - OPPE
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Customer Service Training

lllloderator: Marylouisée Uhlig, Office of Prevention, _Pestlcides and Toxic éubstances (OPPTS) 7

¢

Panellsts

: Kenneth erght EPA Learnmg lnstltute '
. Arnold Ondarza, Region 6
' Nola Cooke, Region 8

Rene Henry, Region 3

Mike O'Reilly, OP’PTS

ern Wright - EPA Learnlng lnstltute Some programs are using Fred Pryor courses to

: enhance customer service. ltis up to each EPA program office to decide how they want to -

. address i |mprovmg customer service, but we believe that the Customer Serwce Program has
excellent support avallable for those that wish to partncrpate

There are more than 175 people who are Zenger Miller (ZM) Certlfled facilitators in EPA 86
- people at HQ. Because Ken anht is-a Master Trainer, and can provide the certification
~ training rather than have the certification done by the company, the cost savings amount to
over $300,000. Training capacity building needs management support to work. Managers
‘must allow people to be certified ( a 4-day course), and then enable those certified facilitators
to present courses to their fellow employees. There are six excellent follow-up skills Training
- Units by ZM which reinforce and expand what the lntroductory course, Forgmg the Links
presents .
_ 1. The Leader In Each of Us. -
; 2. Moving from Conflict to Collaboration
. 3. Proactive Listening :
4. Clarifying Customer Expectatlons
5. Resolving Customer Dissatisfaction
6. Influencing for Win-Win Customer Outcomes

Forgmg the Links is the introductory workshop/course designed for and with EPA by the .

ZM staff. Its purpose is to develop a strong awareness of the link between excellent service
provision and the ability to meet our EPA mission objectives, and a clear understandrng of our
connectlons to one another as customers and suppllers of each other in EPA

ln addltlon unlts such as Navrgatlng Change lemg and Recelvmg Feedback
Recognition, and Coachlng are fine supplements.to the six core skills courses. Any certified
ZM facilitator can dellver the unlts Further the Customer Service Program offers videos and -
books on loan : '

Arnold Ondarza - Region 6: Others have said we have a successful customer service
program in Region 6. lf this is true-- and | like to believe itis -- our sUccesscan be attributed to

* three things. : <
' e Aboveall - dedlcated people who are charged up and commltted 20 certlfled
- ' facilitators; and others ,
'« . Persistence and training -- essential ingredients to success. We leamed that

- through trral .and error.
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. Positive, frequent repetition -- in the customer service area this is lmportant to
get the message across.

Nola Cooke - Region 8: Region 8 is still at the startlng gate and using this conference as a
valuable tool to help inspire the Region to open the gate and start the race toward excellent
customer service. Nola pointed to the iuncheon presentation of Priscilla Evans as particuiarly
valuable. Priscilla spoke on the importance, the value, and the benefits of keeping your eye
on the goals. . , x

Rene Henry - Region 3: We are making great strrdes in our Reglon

. Handouts for all to use as they wish include (1) a matrix which highlights Reglon 3.
goals, and (2) a memo from the Regional Admlnlstrators which direct the Reglon in
meeting the goals.

. Judy Braunston was awarded the first Region 3, Customer Serwce Award.

»  Everybody has been asked to attend FtL over the next 18 months with 500 to have
participated by the end of 1998. -

. Wayne Naylor is heading up assessments; Peter Schaul is heading up the CS

workshops initiatives, and Larry Teller is leading the effort to mtegrate customer service
in employee orientation and job mtervrews

Mike O’Reilly - OPPT: We are very thankful for havmg support from Lynn Goldman and other
senior managers for our customer service program. There are many competing initiatives in
OPPTS, but the belief that customer service is an lntegral part of our activities and doesn’t .
compete for resources makes it work:

. A recent survey in OPP indicated an approval rate of 4.4 percent ona 10-pomt scale.
While low, this information allows us to have a baseline to indicate how we are doing.

. In building an effective customer service program, we are involving staff at all levels -
and also the appreciative inquiry approach.

. Our training goals are to have partrcrpatlon by 500 employees by the end of 1998 and
the rest by the end of 1998.

. Also, in the ideal customer service-model, good internal customer service is essentral or
the “whole thing falls apart.” .

. In summary, we are building a four-Iayered pyramid of good customer service. In the

pyramid, data are used to build_information, information used to build knowledge, and
knowledge to build wrsdom As the pyramid builds, so do skill and trust.

Discussion and Q’s & A’s -

Jim Downing: - How do you get “them” -- scientists and others who are Squirreled away and
don’t want to be bothered with customer service -- in the room for training? :

. Make it fun, use branch-to-branch approach, customize for any group.

. Creative ideas for participants in Region 6 -Great Tomasmr Miss Prggy, glve-aways
such as mechanical pencils, and pens.

) Have “workshops,” but not “training.” -

. From Nan Parry (ORD): To make customer service (training) more attractive in ORD

we are integrating it into our “highly professional” independent peer review process and
onto the ORD WERB site. That way, customer service will give our scientists name
recognition and our engineers problem solving recognition. For our hard-working
researchers, recognition once in a while is truly appreciated. '

Recorder: George Walker - OPPE-
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Guldelmes for Customer Service’ Feedback and: Measurement

' Moderator Peter Durant, Assocrate Dlrector office of Resources Management and
Admlnlstratlon ‘Office of Research and Development (ORD) '

_ Panehsts ’

- Pat Bonner - Customer Service Program (CSP)
‘Chariotte Cottrill - ORD

George Walker - CSP

Mlchael Blnder Office of the Inspector General

, Why Gu:delmes? - PatBonner T

e Results of EPA surveys could not be compared
. There was no overall satisfaction question on'many surveys
.+ Results from many of the nearly 40 surveys done between 1993 and 1997 had not
-~ . been analyzed
" e - The Agency is-planning for as many as 900 surveys dunng the next three years usung
~‘approximately 150 survey instruments
.. There is a need to assure that surveys are

- ‘useful and used, and that we
- apply a uniform approach to doing surveys

Progress

in February, the CSP held a Workshop to brainstorm the content of feedback and §
- measurement guidelines, the tool to help meet the goals of comparable, useful surveys, etc.
A draft has been developed, as well as an awareness raising brochure (in Conference
_ registration packet). The Gwdellnes will descnbe a flve -step process outlined followmg by
other members of the panel.

| PLAN, CONSTRUCT, CONDUCT, ANALYZE, ACT
'PLAN - Charlotte Cottril '

- crltlcal to success of the survey : ’ :
- define objectives and determine how you will use the ﬁndlngs this is vital! ‘
- must have clear objectlves to have a successful survey. This will save money!
- continuous improvement process - don’t ask everythlng on-your first survey ' ‘ ,
- go for focused quality info '} , , _— ‘

CONSTRUCT - 'George Walker .

- important to construct good survey in order to receive useful data

+ - guidelines contain extensnve help to construct a survey ' v
-- general format . : 7 ' ‘ 2
- chiecklist on data collection ‘ ' ' ' o
- important to develop good questions - there is help on thls in the gundellnes We have

pretested questions.
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- OMB clearance - this process has been streamlined
CONDUCT - George Walker

- prior to survey think about purpose :
- many methods for collecting data - surveys are not the only option

ANALYZE and ACT- Mlchael Binder : : !

- need good information in order to analyze
- data is meaningless without analysis , ‘ .
- analysis tools - examples : ' : , f
- different types of data - usefulness of stratified data .
- we are trying to lead and create change with the information we learned from the survey !
- must SELL our findings in a positive way in order to lead to CHANGE (graphs, Plctures etc.)

GPRA and CUSTOMER SERVICE - Michael Blnder

- this is the way we will be doing business in the government
- greater effectiveness of programs

- mandates CS feedback about programs and service quality
- must be part of strategic plan and planning .

INTERNAL CONTROLS - Mlchael Binder

- ensure integrity of info and the data
- info must be accurate and objective

Recorder: Elizabeth Harris - OSWER




, Learning from the Best -
(Audro tapes for each of the five toplcs mclude both sessions.)

~ Session Name and Tlme Hotlmes and Call Centers (1:00 pm)
' Moderator Tom Relch Water Quahty Protectlon D|v13|on (Reglon 6)

Featured Speaker Larry Stuker Supervrsor Natlonal Call Center Federal : -
Communlcatlons Commrssron Gettysburg, PA 717—338-2740 or Istuker@fcc gov

 Key Questlons of the Speaker

How do you demonstrate worth to agency management’>

Response: Show cost of poor customer service (meffrcnency, dupllcatlon hrgh Ievel staff time
on telephone, no central database or repository, continuously research same issues, lack of

. control; no complaint database, congressional and upper management mvolvement no ,
‘assurance ali customers are satisfied, and little data to show agency efforts) as compared to

: advantages of caII center (can eliminate wastefulness of decentrallzed approach)

What trammg is avallable for setting up.and managmg a call center? ,

Response: Every Call Center manager needs to go through “call center boot camp” to learn
the basics of available equipment and management techniques for making a call center do its

‘job. A good one is the Incoming Calls Management Institute in Annapolis, ‘Maryland
(www.incoming.com). They offer classes on the essentlals (equnpment/ technlques) of call

' centers and on: Ieadersh|p and management : .

" What are the essentrals for setting up and running an effective call center"

‘Response: The number one essential for setting up a call center is management buy-in and
the second thing is education on the call center industry. The most important element in
* running an effective call center is the staff. Must “delight” staff and show management the.
value of the call center Dlssatlsfled staff does not usuaIIy result in satlsfled customers.

How do you insure that staff are handllng customers properly'? What are your quallty
assurance techmques'? :

' Response: The most important safeguard is customers requestlng to speak to the manager
when they are not satisfied. ‘Call monitoring can be used but does require working with the

* union and special authority. Some agencies (IRS and SSA) have had problems with rmproper
or over-monitoring in the past. ‘

' Questlons not Answered Due to Lack of Tlme ‘ .
- What incentives or motivation is used to encourage quahty performance of call center
~ staff when they are federal employees? When they are contractors?
- How are complaints about the call center staff handled? ' :
- " Is there any follow upon calls. referred to other agency staff to respond? lf SO, how is
' that done? '
~ ' How are callers satisfied when FCC has no power to do what customer wants (due to
" no authority)?
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Important Ideas from the Discussion:

Definition: The unit that answers all questions and takes all complaints for the organizatlon.
The call center industry is now using the term “customer care”.

Education/Training: Staff must understandavailable equipment and what it can do ‘(-automatic
call distribution, Expert Advisor sofiware, Erlang B & C for call forecasting and toll free costs)

Agency Issues: Tools that are vital to the center's success include a database with
appropriate responses/solutions to commonly asked questions and compiaints, and an
experts listing of people who will respond to callers. To prepare the database, staff
must work with agency experts to get accurate information, asking that the expert
develop it or review what the call center staff prepare based upon mformation the
experts provide. :

Benchmark: I you are opening a call center, benchmark — don’t reinvent; get position
descriptions and procedures from other agencies. ‘

Establish Call Load: call forecasting = number of calls X the sum of talk time :
occupancy (lines busy) and service level. .It is important to track the time callers are on
hold or get a busy signal (ask them) so there is a full justification for staffing
requirements to meet standards set for the center re: tlmely answering.

Customer Service Standard: FCC uses 80% of calls answered within 20 sevonds or three
rings. ,

Management Tool: From the start, it is important to collect data from customers about the
quality of service they receive and what they expect. That information must be
translated into actionable recommendations for rmprovement A database to capture
information and analyze it is essential. . . -

Mission Creep: There is a tendency for the Call center staff to take on other assignments must .
have time to-do this job well so managers must avoid taking on unrelated extra work

Partner with a University: If you are lucky enough to be able to obtain intems have them do -
evaluation/analysis; try to use the same mstltutlon for provndlng tralnmg/educatlon
benefits for employees

Siting of call center: If you have the luxury of deciding on ANY Iocatnon use pathfinder comon
Internet to find best locations and work with local govemment/Chamber of Commerce
to get benefits for smng a large facmty in their area

Value of Call Center: Call center staff and the others in the agency must understand where
they fit into the Organization, and the center must continually show its worth to the rest

of the agency

Toll Free Lines: They provide easy, direct access, but some agencies are afraid to set them up
because of cost. They fear that toll free lines may invite strange callers and those who
only want to talk or complain and who reaIIy have no business with the agency but do
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have the capability to block other legitimate calls. When it is clear that someone is
repeatedly calling and abusing the toll free line, a manager should be, asked to address
; the problem with the caller : :
Larry Stuker’s phone number Is (717) 33872740; call him with any additional questions.

How can EPA use this lnformatron"

e There are many similarities between agency mrssron and klnds of customer concerns
- complaints that would help EPA in managlng a natronal or regional or organizational
call centers.
.+ The FCC implements complex congressronal mandates through highly technrcal
© - regulations that are.not always understood by the reguiated industry or the public.
.o Close coordination between call center staff and agency experts is essential. Agency

“experts must see value in call center and understand their role to ensure this
coordination.
-~ FCC does not have the authonty to do many things that customers may want (change
. violation penalties, reduce telephone/cable costs) just as EPA lacks authorlty to do
., things that the public, the regulated industry, or others might want.
. Since EPA currently does not have funding for a national call center regions and ;
C program offices should evaluate the feasibility of the call center option as an important
element of efforts to. meet customers’ needs for information as well as a means of
establishing a easily accessible complarnt system (and database) as required by '
Executive Order 12862 on Customer Service. l

Any Commitments to Follow-up Action at EPA: No ti'me, to address this issue in Session.

- Recorder: Betty Winter - Region 4

Session Name and Time: Hdtl’ines and Call_ Centers (2:00 pm).
Moderator James McDonald Offlce of Congressronal & lntergovemmental Relatrons

Featured Speaker Larry Stuker, Supervrsor Natlonal Call Center, Federal
Communrcatlons Commission, Gettysburg, PA 717-338-2740 or Istuker@fcc gov

Key Questlons of the Speaker

How do you sell the idea of a call center? :
How best do you access the necessary information to give to callers'?
How do you determine who your customers are'? : ’
How do you avoid “mission creep?” .
How do you decide on equrpment purchases and the hmng of staff'?
How do you train?

,What do you do with the data you collect from your customers’P

. lmportant Ideas from the Discussion:

e Sell the idea-of the need for a call center to your manager You must have early “buy— :
n” from management. _ : ‘
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. Develop an “expert adwser” software package (hke our Yellow pages) and get “|ssue :
expert” approval on it.

. Do not reinvent the wheel to set up your call center Do some benchmarking.
Determine who has the best call centers and visit them. Benchmark against the best in
the private sector. Learn to use the Internet to locate call centers. Establlsh site -
selection criteria.

. Avoid “mission creep’ by' establishing a mission and sticking to it. If additional jObS are
added to a call center, efficiency deteriorates.
. Establish a service level and stick to itt Convince your boss that high “occupancy” is

bad. Customers left on “hold” cost nine cents/mintte. No more than 74% of your
operators should be on the phone at any given tlme Allow time for them to fill orders
and call out to get necessary mformatlon

How Can EPA Use This Information? : :

Larry Stucker heads a national hotline/call center for the FCC His ideas are great and could
be implemented if our Hotline is ever funded in Cincinnati. On a scaled down version, not

quite so ambitious, all of his ideas work for any reglonal office. If there is no intention to fund a
national number, his guidance could be used to set up hot lines in every region. It's not a hard
thing to do....it just takes a committed funding stream and a few brave people willing to do the

work

Any Commitments to Follow-up action at the EPA? . None, but Larry Stuker gave out his =~
name, phone number and e-mail address so that he could assist with any questions that may
come up in the future.

Recorder: Judy Braunston - Region 3
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. Session Name and Tirne: Learning and Using Customer EXpectatione (1:00 pm) ; '

Moderator: Rene Henry, Director, Office’of Communications and Government Relations *
(Region 3) o Lo S

Featured Speaker: Kevin Cullinane, U. S. Mint
Key Questions of the Speaker:

1. We nave performance standards in place and a regular appraisal system; why
isn’t this enough? ‘ ' : '

2. Did you have problems with the Union over bargaining unit ernployees and
-monitoring calls? - . o ’ S .

'3. What training did you do: and how did you do it?
. 4. What customers did you survey and what did you ask?
'lmportanf Ideas: . |

1. To make customer service work you need to develop a baseline o;‘ n'odw you’re doing; v
~-continue to measure that against your goals and broadcast it no matter how bad you're doing.
This is the only way to improve! ‘ . O ' S

. 2. For the initial survey, the Mint did not have the expertise and so it contracted _survey:. |
development out. Once they were satisfied and experienced with the instrument, they took it .
back inside. This was expensive ($50K)1 but the only way to do it quickly and correctly.

3. The most important questions to ask in benchmiarking business ere what do you measure
- and what are your goals. . : . o ; .

- require immediate attention are passed on via telephone.”

4. The Mint widely broadcasts a wéékly report on what the customers are saying. Items that

5. ‘Every callis an opportunity to WOW the American people because their experience with
local, state and federal government is so bad that oftentimes they have very low expectations
- even though they want excellent customer service. - i

6. ‘vBefore the Mint started on its program, no one was responsible for-answering the ohone or
responding to customer inquiries, complaints, etc. C o

7. To succeed, you need specific goals, measures and accountability.

8. The Mint has a weekly meeting, like a Weight Watchers weigh-in, where managers get
together to oelebrate their successes in meeting or exceeding customer service goals. Thisis
also a moment of truth for those who don't. It creates great peer pressure to meet goals and
generates ideas to help. ' S T -
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9. The Mint recognizes and rewards excellence in customer service in. an ongorng way to make
extraordinary service a routine behavior.

10. Two questions they ask themselves are: How many positive contacts do the American
people have with their govemment'? and, Have we let them down today'?'?

11. Most of the resistance did not come from front Irne employees but from front line
supervisors. The union was no problem. .

12. The Mint staff developed scripts for what they wanted people tosayona call These were
part of their training and included how to open, close and control a call as well as the specific
content for different types of calls. Calls are penodlcally monitored by management.

'13. The change process requires zealots.

14. You have to know what the problem is (mea‘s’urement‘and goals) before you cah fi}( rt
How can EPA use this mformatlon? No input

Any commitments to follow-up actlon at EPA: None

Recorder: Peter Schual - Region 3

Session Name and Time: Learning and Using Customer Expectations (2:00 pm) .

[

Moderator: Steve Smith, Office of Reseérch & Development (HQ)
Featured Speaker: Kevin Cullinane, U. S. Mint

NOTES:

Kevin Culiinane had a very effective and interesting presentation using transparencres and an
overhead projector. Participants asked questions during the presentation. Only a few
questions were asked, and (this was the second time that he presented the material) he used
most of the time in the presentation. There were only a few minutes at the end of his second
presentation for further questions.

Key Questions of the Speaker:

Were the data used in the internal reports |mported from a computer database or from
some other source?

Response: The data are manually entered from Iogs and other sources for the reports

What sort of training did you use to tram the staff in answering phones effectnvely"
Response: We designed a one-day course that develops skills, and goes over do’s and
don'ts. The experienced staff are the trainers, who monltor role-plays, and provrde
constructive feedback to the trainees. : -

24




How do you count the time elapsed in answering an incoming phone call? _

- 'Response: The call comes into the system and the caller'is given recorded options for
response, depending on the customer's need(s). If the caller wants to talk to a person, they
are instructed to hit “0". The time measured is from the moment the caller hits “0" until the staff -

member answers the phone. - '

Do you track every piece of mail ihdividually that comes into the system?
Response:  No, incoming mail is sorted into batches and batches are monitored.
How applicable is the US Mint experience to EPA? o S R
. Response: - It is difficult to answer this question. Some actions are easier to track than others. .

For example, it is fairly easy to track how long it takes to fill a vacancy and to evaluate the ' ,
process. This would apply to the Mint or to' EPA. Other activities are more difficult to measure.

- Do ydu have management méetings;and is there accouintability?l , R
Response: Yes, we have regularly scheduled management meetings and managers are held
~ accountable for performance. These meetings are very important. . :

Recorder: Steve Smith - ORD
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Session Name and Time: Complaints to Compliments Session (1:00 pm)

Moderator: Sandy Hudnall, -Director Executive Secretariat - Office of the Administrator

Featured Speaker: Maynard Malaby, Chlef Service Delivery Branch
Social Security Administration (SSA) o

Key Questions of the Speaker:

How did you get managers to understand customer service, especially when you have

got some managers in place who do not understand the |dea of employee and customer
satisfaction.

Response: In the SSA, the culture is dlfferent from that in EPA in that customer service is the
whole business of SSA. Managers understand this and iti is put into therr job descnptlons :

There are some people that won’t understand or be courteous to the customer (bad
days, poor attitude). What do you do?

Response: In SSA it is in their performance appraisals and standards. We have
management sit next to répresentatives to listen in on how they are handiing their calls. We
also provide customer response cards and conduct formal interviews with customers in our
waiting rooms. In addition, appropriate behavior and courtesy is observed by walking about
throughout the organization. Staff which answer public i lnqumes have interview audits to
ensure that proper customer service is provided. .

How good is your feedback from the customers?
Response: | don't doit, so | can’t answer your question effectively, but there are annual
written surveys and call in lines to provrde feedback.

What follow-up is there to your surveys?
Response: They go through the SSA Reglonal Offlces so that we at headquarters do not get :
a lot of them. . :

People are often vocal about complamts but not so about compllments do you have the

same problem?
Response: No, we get lots of compliments or comments |n our office of public inquiry.

How do you handile the bad or angry customer attitude that result in 1300 complalnts per
year on rulings ( not on procedures ) from customers?

Response: Prompt attention is paid to each complalnt and each is answered. Thrs
demonstrates respect for the customer, although only very seldom can a ruling be changed.

With the diversity of your customers, how do you handle responses? :
Response: A lot of our customers do not speak English, so we try to answer in-a language
they understand. We can also respond in braille for the vision impaired.

important ideas from the Discussion:

. Service is SSA’s whole business (differs from EPA’s rﬁultitude of hsen/'ices)_.‘v
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. Courtesy is the basis of Customer Serwce at SSA. Th|s is SSA’s organlzatlon culture.

. SSA rated #1 of all Government Agencies in ‘telephone answering due to
‘ knowledgeable, courteous and personable responses answenng 95% of questions the
. first time.
e SSA obtains monthly feedback from customers on how they are domg Thrs is reported |

, back to managers monthly.” .
-+ CALLIT CUSTOMER FEEDBACK, NOT COMPLAINTS
.*  Use appropnate Ianguage for response (Spanlsh brallle etc.)

* How can EPA use this lnformatlon? ‘ :
. Obtain feedback from more than just response cards (calls, interviews, etc)

- Call it Customer Feedback (not complaints).
. ~ Set up an infrastructure within EPA to handle customer service feedback ,
. Ensure that knowledgeable staff respond to mqumes First contact is key.

N

Any commltments to follow-up action at EPA
: Consrder the above if EPA organizes a customer service feedback infrastr'ucture,

" Recorder: Barry Goldfarb - QRD |

Session Name and T|me Complalnts to Compllments Session 2 (2: 00 pm)
“ Moderator Sandy Hudnall Dlrector Executlve Secretariat - Offlce of the Admlnlstrator

Featured Speaker Maynard Malaby, Chlef Serwce Delivery Branch
" °  Social Secunty Admlmstratlon (SSA)

-

‘Key Questlons of the Speaker

1. "How did you get your managers on board?
‘Top management is committed to Customer Service (CS).-The CS program functions
from the top down. The Social Security Admmtstratlon (SSA) has a contlnuous
comprehensnve training program for management

2. Do you have speclt" c training on how to be courteous W|th an espectally dlfflcult

" customer?
Yes! There are vanous vrdeos in several dlfferent Ianguages The CS |n|t|at|ve is both a
centrahzed and decentrallzed effort. :
3. Is the mentormg program formal or informal? ‘ - r
o For new empioyees it’s formal and lasts 2-12 months. The new employee mentor and
manager determine training needs and time. -

4. Does the Soclal Security Administration have a rewardlrecogmtlon program"
Those who provide good customer service get rewarded. The SSA does not however,
,provnde competition mcentlves
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Key Ideas:

Customer service and courtesy are the same thing. The SSA hires individuals who smile and
seem courteous. Then they provide 9-12 weeks of CS training. There are refresher training
materials available and encouraged. Training programs are available on CD ROM.

This organization pridés itself on its top management leading by example. CS is part of the
appraisal system. It has been ingrained in the culture. Managers monitor by walking around..
Interview audits help identify training needs. ' o

How can EPA use this infbrmation?

- Integrate CS into performance standards.

- Establish a mentoring program on CS. _

- Provide a lot of CS training both management and employee.

- Determine where EPA is with CS, and identify where the agency wants to be.
- Look at complaints as a gift for getting better. ‘

- Use technology as a tool to make things easier for the customer.

- Conduct training for both management and employees.

- Recognize quality service. :

Any commitments to follow-up at EPA?
One: Requesta COpy_of Critida.l Job Elements from the Social S,et:u‘rity Administration.

Recorder: Shelley Levitt - OSWER
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SvessionNam'e‘ aﬁd Time: Integrating Cu‘stomer‘Serv.ice with_ Reihvehtion (1:60 pm) o
' Mbd‘era.t,tor: James McDonaId; Ofﬁce of Cbngre;sionél & Intergoyefnmental Affairs o
Featured Sﬁeaker: :C'arlton W. Roarke US bosfai Sewi;:e : \ |
_ Key Qhestidns ovf'ft‘ﬁc-_:e Speaker: o o ‘ BT o cL

- What type of customer surveys were used?

= - What about the challenges of culture change? v v -
= How do you respond to “local post office” inquiries with the nationwide USPS “1-800" - _
- USPScallicenter? - - : _ :

- Why did the USPS outsource the call centers?
- How are you impacted by GPRA? S ' , _ o ‘
—=  Whatare you held accountable for? .~ -~ .-~~~ S

~_Important Ideas from the Discussion:

Co=, ' The Post Master General, Marvin Runyeon, traveled out to the field to experience the
. . ‘quality of the USPS customer service effort. R o
- Focus groups are a key vehicle for obtaining customer feedback. :
- It is critically important to not only take customer complaints but to respond in'a timely
‘ manner in order to complete the transaction. - . o ; o ‘
- The USPS set a goal of successfully closing 85% of all customer inquiries.
- . Ongoing measurement of customer satisfaction is critical to program success.. .
- Internal marketing to USPS staff and “partnership training” are key ingredients of the .
' -successful program. : S : B
—. 7 -Creating a customer service ethic requires culture change. Therefore, culture change

must be factored into any successful customer service initiative. -

How can EPA use this information? -

The information gathered from this session will be helpful, generally, as we implement the
Agency customer service program and, specifically, as EPA develops new initiatives to ‘
enhance public access to EPA information and publications: The éxperience of the USPS in
implementing the “call center” concept will be very helpful as the Agency considers how to
manage its diverse array of hotlines and becomes more responsive to'consumer inquiries.

- Any commitments to follow-up action at EPA: , . ‘
Yes. Utilize information from this session as input for the Public Access Subgroup. 7

. Recorder: Michael O'Reilly - OPPTS
Session Name' arid Time: Integrating Customer Service with Reinvention (2:00.pm) ‘
. Moderator: Mary Louise Uhlig, ’Director,’in‘ic':e of Program Management (OPPTS)

~
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Featured Speaker: Carlton Roarke, US Postal Service

In 1992, the Postal Service became a corporation. The Postal Service has been in the -
black for the last 3 years. The Postal Service is completely self supporting wrth their own
revenues. It receives no support from taxes. . _

Until recently, the customer focus was directed at'the customer that entered a post ,
officer rather than the phone customer. The Postal Service is now also focusing on the phone
customer via call centers. The Postal Service is initiating both national and field efforts to
eliminate inconsistencies and unrellable rnformatlon -and reduce operatlonal inefficiencies.

The vision for the call centers is threefold a single 800 number: offering a broad range
of services; and 24 hour/7 days per week operation. Initially, the call center network wrlt
require a substantial financial investment but will become a revenue generator

With the call centers, instead of the local numbers for each crty, the customer service
goal is that 8 out of 10 customers are satisfied. A goal is that 80% of calls are answered within
20 seconds. The call center will allow individual post office employees to efficiently run those
local operations while the call center employees focus on the calls." The call centers will '
promote direct selling, up selling, and erI generate revenues

There will be 6 natlonal call centers Some calls wrll be transferred to the local post
office where the customer would go to obtain that service. The call center network will handle
200 million calls annually. The customer base for the Postal Service is current customers,
customers that left but will return due to improved and better service, smal busrnesses and
not/non-profit organizations.

The Postal Service states that customers that wait and can complain will return but
those customers that never get through to you. are lost. Thus their focus on the call centers
are its operational efficiencies. . .

The Postal Service expects to receive the following types of cal'ls in 'its caII centers:

. informational (Thls kind of call can be handled by a the software package)
. sales and service
. and service resolution. (As an example, you will now be able to call and put your mail

on hold rather than personally going to the post office and filling out a form.)
Key Questions of the Speaker: ‘

Which call centers are now open?
Response: Currently only the West Coast. Thls operation is staffed from Denver The other 5
call centers will open within the next 2 years. .

What is the skill level of the operators?

Response: The call centers are outsourced. There is training and the operators are supported
by software developed specifically for the call centers..100% of call center employees are not
Postal Service employees.
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Within the government system, how are you able to staff the call centers? .
Response: The Postal Service is not a government agency. Thus the procurement systems
. are different. Business runs the call centers with their employees. They are again supported -

. by an extensive software package. The Postal Service estimates that the call center will be o
able to answer 85% of the questions. The remain 15% will be directed to the appropriate local
post office. The Postal Service has a goal of maintaining excellent relations with each call
center. The Postal Service will work with the call centers to develop a seamless process for
the customer and for working with the local post office. Again, through surveys the Postal
Service will measure the success and customer satisfaction. S

‘How was the software developed and purchased? ) :
- Response: Based on customer surveys, the Postal Sefvice developed the services that were-
to be addressed by the call centers. The Postal Service identified 4 software vendors. These .
- vendors described their specific expertise to the Postal Service, and the appropriate vendor
- was selected. - S ' - -

‘What is on the data base? S , ' -
- Response: Data such as rates (for various types of mail and various destinations), services
the local post office offers (stamps, flags, mail hold, etc.), hours, etc.. The call centers can also
connect the caller directly to their local post office if needed. . : ‘

- How has the Postal Service developed the call centers? .

. ResponSe: The Postal Service works extensively with customer groups to ‘im‘prove service

-and design new services such as the call center. The Postal Service focuses on industry

-, standards, bench marking, and being world class in addressing customer service. The call

center was designed using customer service groups and is measured using customer
satisfaction groups. In order to go to best-in-class, focus groups are essential. For the Postal -
Service, measurement, measurement, and measurement are the ways to achieve excellent .

~ customer service. The Postal Service uses surveys to measure customer focus and customer
satisfaction. The Postal Service has 2 learning centers for the call centers where they conduct
focused surveys in order to better understand the needs of the customer and to improve the
baseline processes and operations at the call centers. - '

The building blocks of the call.centers are: program measurement (customer service
cost a lot, you need to know that it is worth it); systems technology and data network;
. organizational linkage of the call center staff with the field post offices; and operations and
human resources at the call centers. : : S BRI
The call centers needed to address agent/supervisor training; organizational design; .
and staffing. Note that none of the center staff were to be postal employees. Thus trainingon

the Postal Service way of operating and focus.on customer service is essential. _

- Staffing for the céntérs will be (baséd on peak operation):

« 2 centers will be operating 24 hrs/day e
'+ Each of those centers will employee 500 people

4 centers will be operating 12 hrs/day T

.. Each of those centers will employee 300 people - o v
*  The maximum number of employees at the call centers will be 2,200.




What are the expected rates of burn out for call center agents”

Response: The Postal Service expects a 20% burn out rate. However, each center W|II be
located in a large metropolitan area. There will be other call centers located in these areas. It
is expected that agents will rotate from various call centers. Thus, a stable rall center
workforce is projected. :

What has been the time frame for establishing the call centers?

Response: Since 1992, customer service and the development of the calil centers have been
the #1 focus at the Postal Service. With the establishment of all call centers in about two
years, the customer service focus will stili be a #1 goal.

Recorder: Steve Smith - ORD A
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Sessron Name and Time: Benchmarklng Customer Satlsfactlon Sessmn I (1:00 pm)
Moderator Mary Lounse Uhhg, Director, Offuce of Program Management (OPPTS)

/Featured Speaker _ Cathy Kern, Commerce Patent and Trade Offlce (PTO)
(703-305-4203)

PTO used an Interagency Coordlnatlon Councrl in its efforts to- burld a customer service
culture, develop methods and an overall strategy. World Class Courtesy is its underlying "
concept. Standards were based on information from customers. Bureau of Census helped
with their survey work - a generic survey form was developed (EPA could use lt) it gets at
some of the GPRA goals. . : v

PTO has a Round table with lts partners in lndustry sectors uses focus groups to
validate standards and performance and believes that quallty conscrousness leads to
reinventing. :

Recorder: Jim Downing - OPETS/OPP

Sessioh Name and Time: Benchmarking Custo“mer Satisfaction‘ (2:00 pm)

Moderator Rene Henry, Dlrector Offlce of Communlcatrons and Govemment Relatlons
' (Reglon 1)) :

Featured Speaker Cathy Kem Commerce Patent and Trade Offlce (PTO)

Background"

The Department of Commerce s Patents and Trademarks Offrce (PTO) is a growing
office of 5000 employees which is fully fee-funded.. It has three areas 1) Patent Processing 2)
Trademark Processing and 3) Information/Dissemination. The mission statement states, in
summary, “we lead the world in prov1d|ng customer-valued intellectual property rights that
spark innovation.”* The PTO values employees, customers and excellence in business and has
- a“can do” attitude. The PTO is performance-based dnven lts basrc approach isto deflne the
quality of services that customers need and expect. . : .
Steps taken by PTO:
1. Identified ‘Customers
2. Obtained Input from Customers
" 3. Set Service Standards -
4. Determlne Current level of Satlsfactron that customers get to establlsh a base line.

Questlons to the Customers -

. | - ‘What do you need and expect?
* . What are the big dissatisfiers that you hate or anger you'?

-« - If you were commissioner for the day and you only could Iook at one key measure,
which would itbe? : -
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Based on the answers, PTO set its standards knowing they were not in concrete and-
would need to be revisited from time to time — at least annually. PTO ensured that customer
service standards were reflected in standards PTO tries to survey once a year to measure
|mprovement .

PTO ensures that employees have the equ1pment and the skills necessdry to do quahty,
work, provides customer awareness sessions for all employees, and took steps I|ke offering
flexi-place to improve the quality of the work place.

The Patent Office developed its own strategic plan, “Help Customers Get Patents” and
goals: o i '
. increase customer satisfaction to 75 percent by the end of 1999.
Phone calls will be returned in one business day.
Phone calls will be directed promptly and to the proper office
. Conduct thorough patent searches.
Talk to the customer in plain English.

Lessons learned:

. Communication, involvement, flexublhty are |mportant
. There are linkages

. There will be resistance.

Key Questions of the Speaker:

Did the standards change by the validation of the customers?

Response: PTO is going out every year to validate (information at this time is not conclusive),
and does benchmark to refine processes. The customer focus sessions were not
Benchmarking sessions. Employees are valued ‘and rewarded.

Did the survey go out each year to the same customers?
Response: No, and the response rate was from 40 to 50 percent.

Who prepared survey? : ,
Response: PTO used a generic Census survey and adapted it for. PTO use.

Recorder: Judi Doucette - OCFO
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' Amerlcan Airlines:

"The Launchmg Pad Plannmg to Act

(T hese breakout sessions were not taped)
' ANCHORING CUSTOMER SERVICE

The followmg reﬂects the fl|p charts from a group exercise at EPA’s flrst Natlonal
:'Customer Service Conference in Piano Texas. ‘

- Gather data ' '
_Research Programs -e.g. TQM did not work Why was it not successful'P
Survey People -- e.g. Who would |mptement the surveys? t
Ask other Agencies — Benchmark , o : o
Surf the Internet -- e.g. . internet ' Lo
Ask Best in the Class - e.g. anate Sector Hotel o C

' 'guestlons to be asked

How do they measure customer servnce lmprovement'7 R ' :
How did they communicate customer service lmplementatlon’? ' ‘
How do they validate customer service standards? -
What klnds of awards and mcentlves do they have'?

Data \ athered from the Hotel Amerlcan Airlines Counter EPA SBA

How does the hotel measure customer service improvement?

1

Hotel: : ‘
’ “We are in the customer serwce busmessl” :
We have survey comment cards that are delivered to the room prior to
checkout. v
The standards are 46% exceeds expectatrons ratings by our customers
Restaurant, housekeepmg, SVS are rated. ‘
We give incentives (employee) awards. =
. Weekly feedback to Department heads on the survey results etc
Customers are d|rectly contacted if negatlve comments are recelved for more
details.

v v

vV 'Yy vv vw

- EPA: , S
o Baseline data collection’

Survey comment cards (sent to customers vna the mall)

. Telephone feedback L

> Monthly/QuarterIy Reports lookmg at qualltatlve and quantltatlve feedback

vy v'v

> ‘Monitor.20 phone calls per quarter to ensure high quahty customer service.
» Customer Service representatlves are empowered to resolve problems ,
> No writtén standards, but they are based on personal judgment/common sense.
- There is an extensive screening process in hmng employees with outstandlng
.~ customer service skills,
> No awards system but customer servrce is in the Performance Standards
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Small Business Administration -- Emergency Assistance
> Feedback from: Upper management, town meetings, monitor phone calls, other
state agency feedback, complalnt system. ,

Proposed Anchoring Strategy

Obtain resources for Customer Service.

Keep Management involved.

Institute a culture that reflects Customer Servrce is our business and that Customer
Service is NOT an option.

Institute customer service performance objectlves in employee performance standards.
Monitor employee performance.

Get EPA employee buy-in that Customer Servrce is NOT flavor of the month -- but that
it is here for the long term. ( , v

Keep awards and incentives.

Get staff involvement.

Institute training program at the corporate office, and at both the management and staff
levels. Need buy-in at all Ievels of the agency.

W=

CoN OO0k

Recorder: Pat Eklund - Region 9

VISION

This group was asked to respond to three items:

. What do you see as the 5 year vision for EPA’s Customer Service effort’?

. Try to describe this in both words and/or visuals (a graphic plctonal re_presentatron)
. How will you measure the success of the vision?

After much brainstorming ----- the followng vision was proposed.
CUSTOMER SERVICE IN THE YEAR 2003: The EPA's vision for customer service -
is driven by the desire to be recognized as a leader in customer service.  This }
leadership role can be achieved through creating and maintaining an Agency culture
which is anchored in customer service. This evolution must be an inclusive process

. involving our customers. By becoming a leader in Customer service, we will foster
partnerships in environmental protection instead of adversarial relationships.

Recorder: Steve James - ORD/Cincinhati

LEADERSHIP
The individuals in this group were asked to respond to the following question:

What can we do.in our own organizations to encourage one another to be effectlve
leaders of Customer Servuce and change?

The group recommertded the following:
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A Ensure top Management buy in-Lead by Example and model the behawor

- Identify posrtlve aspects ‘
- ~ What will happen if they do not act?
- *  ~may be forced to impiement
) e Congressional intervention/ OMB -
- Tramlng Programs helghten awareness of vision and goals of customer '
. service ~

. Identify.Goals and Pn’orities

- = . Ask customers what is important to them (lntemal and extemal)
- . Can management show some cost savings? - .
—. ' Survey customers as to their needs
- Incorporate customer needs into your plans and budgets
.= Have dedicated people carry out plans
- Inciude customer service as part.of performance standards
- Have top HQ official(s) send out a memo to delegate doing customer servrce
= Establish methodologies . .

L Understand customer needs

- - Survey groups :

- ~ State/EPA meetings - '

- - Establish trends by tracking calls (software available - see Superfund
‘ Ombudsmen) - L .

- . Assure access to information

— . Provide timely and accurate responses
— . Need to listen effectively - ‘ ‘
- Customer basehne needs estabhsh pnontres (External and Intemal)

. Develop commumcatrons plan to reach staff

— Go to expeft in organrzatlon

- Send memo '

- “Ask staff how they would like to be commumcated to . :
- Ensure that staff has opportunlty to be part of the planning process
- Look at existing communlcatlon technrques that work ;

. ' MODEL THE BEHAVIOR' MODEL THE BEHAVIOR! MODEL THE BEHAVIOR'

Recorder Margaret Oldham Regron 6

INTERNAL CAPACITY
The charge to this group was to answer the followi‘ng questions:
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. How can we continue to build and sustain internal capacity to dellver lmplement and
maintain Customer Service based activities within EPA?

. What Obstacles mlght need to be addressed in order to do thls'>

The top four issues were identified using a multl-vote technique:

1. Dollars (modest amount)  (7)

for. * meetings * conferences * training * awards-
* equipment * consultants * printing
Obstacles: Nonew $ Ménagement buy-in

2. Top Management Buy-in  (6+5)

* Plans and strategies for RA’s and AA’s
* Recognition by Administrator
* Administrator's Agenda

Obstacles: * Mobility (T umover)
* Not part of Performance Standards
* Lack of understanding/motivation

3. Publicity on Customer Service through Agency Web-site Sharing - Hot-links 6+7)

* Lessons Learned  * Customer Service Report'(attrac_ti\/e)
*EPA @ Work - * Customer Service Newsletter

Obstacles: * Lack of Resources
* Lack of Marketing

4. Set up Customer Service Advisory Board (ala-Science Advisory Board) (5)

* Need leader for FACA  * Funding for Board . * Staff
* Altematlve Customer Service Network

Obstacles: *FACA *$ * Staffing

Other Recommendations: (multi-vote results for other)

Training + Re-Training (4)

Internal Management Reviews (Customer Service) (4)

Incentive Programs for Customer Service, Awards/Atta-Boys, etc 4)
Establish Grassroots Support Representatlves from each Branch  (3)
Performance Standards (2)

Contractors & Grantees (2)
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'Training’Contractors & Grantees (2) :

Mystery Caller Test * (2) -
FTEs (1)

“Union Involvement  (0)

Recorder: Tom Reich - Region‘ 6 -

Obstacleslbarriers

Do gap analysis to see what’s mrssrng
. Increase use of Sector Based Indicatives

' CONVERSATIONS WITH AMERICA (CWA)
' The group attendlng the Conference break-out was asked to address three questlons :

| What actlvmes strategies, rnltlatlves can you |dent|fy to support and dellver the

President’s “Conversatlons With America” mandate?
What obstacles must be overcome to successfully implement this mandate’P
What do we want to do'? . .

'StrategyIActlwtles (Ti ime frame Strategy due May 25)

Inventory current actrvrtles (Admlnlstrators Calendars Public Meetrng, Conferences
Forums) : .

e

Use/capture all information from Public Meetings , mcludlng ldeas from the above

(Sector Based Initiatives) -

Use Non-Traditional Sources -- check with others who serve EPA customers

- Target sectors through trade groups -

Use CSSC, ROCs, Customer Service Councils, Earth Day events, to brainstorm ideas

Enlrst Customer Service Conference Group (partac1pants) to brainstorm opportunrtles for

“conversations”

Obtain RA, DRA, AA and top level support - . o
OECA - SECTOR GROUPS meeting in July may be a place to bramstorm
Internal EPA meetings (any staff meeting, DRAS, Monday Senior Staff mention,
Division Directors sessions, etc) should be used for surfacing opportumtles for
conversatlons” . . , :

EPA staff may assume they know what Customers need, and i lgnore CwA ( “We know
better”) - :

* Must be careful with CwA not to create unreahstlc expectatlons
'Lethargy/inertia keeping staff from making and using opportunities, for CwA
“We are already doing it!” — the feeling that EPA does enough CWA. (We need to

ensure that we give credit where it's due... .capture and catalog what we are already
doing.on a regular basis to provide context to NPR and ourselves. Then we can

simply highlight the EXTRA-ORDINARY events from month to’ month.)

Where are the $ to do anything extra? The Strategy needs to rely on piggybacking

‘the core CWA questions into reguiar activities wrth our customers
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Statutory limitations — are there any to limit this effort?

Omissions from Inventory, Attitude/’Real Problems” — people may hold back
information in

case being part of the CwA would mean more work ‘ '

Language (Plain English & Non-English) — we need to keep remmdmg EPAers that
there are many people who have English as a second |anguage -and plenty of others

. who won't relate to technobabble

What are we going to do?

-Core Group develops draft strategy for CSSC - Sandy Germann - OR, Mike Scott -

OCEMR, Rene Henry - Region 3, Pat Bonner - OP,.Anna Raymond OIA
Use the CSSC and other contacts to get CwA on the agendas of: -
LGAC - EPA State & Local Office ‘
Teacher associations - Environmental Ed Office/Stan Laskowski. ]
States, ECOS, NGA, Nat. Conf. Of Mayors, ICMA, Governor’s Task Forces and
Advisory Councils etc - Anna Raymond
Tribes - Tribal Office in OW
FACAs - ??? , '
Environmental Justice Groups -OECA staff
Try to reach out to
Grantees - How to reach project officers?
Permittees - Permits Core Process plan to work with states/program and reglonal
offices .
Those inspected - OECA
Licensees - OPP :
Communities - Superfund, CBEP/OSEC, OWOW
OW - Clean Water Action Plan work
Use surveys and Feedback Cards - Hot lines/FOIA officers and others planning surveys
Other funders of environmental/CBEP/etc work - Foundation on Foundations mlght
help to pinpoint issues of public concern
Look for other agency partners that serve the same customers to cooperate with in
CWA - both activities and financing '

Recorder; Pat Bonner -CSP/OPPE
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‘Launching Pad
- (Session not recorded)

Moderator:; Derfy Allen, Offiée of Poli;:y, Plahning and Evaluation

Derry Allen asked each rerﬁaining parti¢ipant to commit to dbing‘something specific once back

¢ in the office, comment on something memorable or particularly helpful during the conference,

or suggest how the next conference could be improved. 7 s

- Region 6 is doing a gréat'job. The rést of us need rﬁofe visibility from Region 6 senior

leaders there on why customer service improvement is important for them. Tﬁat‘
information may help us better craft our own proposals to managers. =
Immigration & Naturalization Service staff thanked EPA for including them “in the
huddle.” ' ' S ‘ - S S

- Customer service is seen as 10% of the job, and Environmental Protection as 90%.. .
How do we blend ensure that everyone can blend customer service into our daily job of
Environmental Protection? (an attitude, not an add-on) I S

- There was concern about how much work there is ahead to do to improve customer .

_service. Where o we find the time to do it? : '

. Some people wished the Conference had happened sooner. They found that thou‘gh

EPA (and others) did some things right, there were a lot of pitfalls we could have
avoided. : ‘ :
Going to send the boss e-mail on the spirit of the conference and go through the
Region 6 awards system. (I) will push to have my region get staff trained on CS.
Urge that there' be annual conferences to focus on lessons learned. :
Building capacity is something to continue. : o
~Impressed with people here. Everyone should talk with 2-3 people about conference.
Give briefings on what happened here back at office. = - =
Many said they had long “To do Lists”. o C

- There is complaints management software located at the Superfund ombudsmen’s
- offices.. Everyone should look at it and if interested make changes to customize the
- software, and use. ' '

Urge that ombudsmen across the country be ianUdéd in customer service activities.
Customer service improvement applies to a much broader group than administrative v

.staff. Our focus is not what it should be....needs to be all-inclusive.
- Courtesy, Courtesy, Courtesy, take that back and apply it.

Awards need to cover to SEE’s and Contractors as well as EPA staff. v A
Conference gave peopie encouragement. Team work is important . Customer service
work will be easier with a group of people you can count on,.so, establish a cross
organizations group to help and encourage each other, and to lead the rest.
Benchmarking from other organizations provided good, useful information. We should
do more of it. _ S - - : , :
Customer service improvement is a harder sell when you have to deal with scientists
and engineers, but some of them in the Agency are catching ontoit.

Build customer complaint/opportunity program. Move staff around to deal with
complaints, and train them to do it well. - . -

Be careful about being portrayed as negative. Lead with what anyone or any group is
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doing well. Then build in lmprovement : '
Excited about the enthusiasm of everyone here. Need to set up Sew:ce Councils in all
offices and regions, and then encourage managers to empower those councils.
Impressed with the breadth of customer service activities across EPA and the other
federal agencies showcased at the conference.

“If it will be, it's up to me.” It takes each person’s commitment to carry out change.
Look for trends in phone calls, chart the changes.

Keep reminding myseif.....daily.... | am not alone in wanting and trying to |mprove
customer service. Use the contacts

The Region 6 group’s enthusiasm is inf ectious, and they exempllfy the courtesy we
should al exercise. .

Try calling customer service training customer service workshops.

Need senior leadership, but if it's.not visible and vocal, don't let that stop us.
Customer service improvement is the cornerstone of reinventing government.

State representative — State director should take lead role in customer service
improvement and may try to organize mteragency task force on customer serwce
between Gov/EPA/others.

Remind staff on the voice mail standards, and call them - institute “mystery Caller
programs wherever possible.

Start small and get successes. People can be overwhelmed W|th too many ltems to
implement at once.

Each of us should try to iead the effort in our own way, set an example (model.
behavior) and be sure to respond quickly to inquiries.

Customer service begins at home. Take good ideas and flgure out how to apply in
office.

inspired by EPA’s efforts. There is another resource for feedback--the States, they
should be working (and are) on customer service lmprovements too srnce they

‘ implement EPA programs.

Give and get continuous feedback.

Remember how important a “CAN DO” attitude is. Cynicism is still there despite
attempts up t now, even in Reglon 6. Need to adapt the Region 6 positive approach to
HQ culture. } .

It's not what we say, it is what we do.

Recorder: Pat Eklund - Region 9

!
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| Speakers’ Profiles
DAY oNE

_ Keynote Speaker: Robert Stone, PnnCIpal Deputy Dlrector of Vice Pres:dent Gore S Natlonal
~ Partnership for Relnventlng Government ' o

Bob Stone leads the Clinton/Gore initiative to reinvent the federal govemment He was recruxted'

by the Vice President in 1993 from the Pentagon where he started a quality revolution, improved

the standard of living for military men and women, and was acclaimed by Tom Peters as one of

-the top public sector managers in America. Bob transiates the Cllnton/Gore decisions on .
reinventing government into resuits, which include reducing the federal workforce by 350,000 to
- its lowest level in 30 years, saving $137 billion, starting a customer service revolution in

government, eliminating 16,000 pages of regulations, and treating businesses and communities

- like partners, not adversaries. He develops initiatives to restore trust in government, generating
. over 1,000 positive press stories. In 1993, with the help of an inter-agency team of 250, he led -

the way in producing the first reinventing government report, which became a commercial best-

- seller, and was called the best management book in America in.10 years. From 1980 to 1993,
he was Deputy Assistant Secretary of Defense for Installations and forged partnerships with our
top military leaders to streamline and invigorate management of 700 ‘military installations world-

. wide, and to improve quality of life for American service men and women. Bob started the
model installation program, which revolutionized operation: of military bases by substltutmg local
‘authonty and enthusiasm for bureaucracy and regulatlons He created, in collaboration with

- Congress, the strategy for closing military bases by commission, leading to savings of $5 biilion ’
per year. He managed a #30 billion annual budget and testified at .congressional hearings-on .
construction, base operations, base closures, quality of military life, readiness, small business,
and environmental protection. He negotiated with foreign governments to strengthen NATO
forces. Bob has positions of increasing responsibility in personnel and systems analysis. From
1969 to 1980, he was with the Department of Defense and led major defense-wide analyses that
laid the groundwork for increasing the Army’s anti-tank capacity by a factor of 10, doubling the

.. humber of women in the military, and reassessing the balance between the US and Soviet
ground forces. Bob holds a.BS and MS in Chemical Engmeenng from the Massachusetts
institute of Technology , r :

 Welcome: JerryR CIlfford Actmg Reglonal Admlmstrator for ReglonG USEPA

Jerry has been with the EPA since 1978 and has served the Agency weII in several posmons He
has been Director, Superfund Division, Region 9; Director, Site Remediation Enforcement at '
HQs; Acting Deputy Director, Office of Waste Programs Enforcement; and Director, Hazardous
Site Control Division. He assisted with Superfund Reauthorization efforts and the Superfund -
Reform Bill introduced in 1994. He holds an MS in Environmental Engmeenng from the
- University of Florida in 1977, received his BS in Wildlife Ecology in 1974, is a strong supporter of .
_ environmental education, volunteerism, admlmstratuve reform.
EPA and Customer Service: Fredenck “Derry” Allen Counsel to the Assnstant Admmlstrator Oft" ice
of Pollcy, USEPA Headquarters :

Derry has served at EPA since 1978, where he has held a variety of positions, principally in the
 Office of Policy (formerly Policy, Planning and Evaluation).. He started his present assignment in
July 1998. He has also been Senior Policy Advisor to the Assistant-Administrator for Policy,
‘Planmng and Evaluation, Director of the Office of Strategic Planning and Environmental Data,
,Deputy Director of the Science, Economlcs and Statlstlcs DlVISIOﬂ and a number of other offlces
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He has been involved in a wide range of environmental, management and communrcatrons
issues for the Agency. He earned has BA with Honors at Yale University and his MBA at the
Harvard Business School. He is active in several communrty organrzatrons and enjoys reading
and outdoor sports.

Luncheon Speaker: J. Charles “Chuck” Fox, Associate Administrator, Office of
Reinvention, USEPA (Named Assistant Administrator for Water, July 1998)

Chuck was named AA in February 1997, and directs the Agency’s Common Sense Initiative,
Project XL and other regulatory reinvention efforts. His Office is dedicated to finding cleaner, -
cheaper and smarter solutions to the environmental challenges facing the nation. Prior to
coming to EPA, Chuck served as Assistant Secretary and Chief Operating Officer of the
Maryland Department of the Environment. He has served with a number of non-profit
environmental organizations including American Rivers, Friends of the Earth, and the
Environmental Policy Institute. He has served on boards and as a consultant to the Nature
Conservancy, Sierra Club, and Maryland League of Conservation Voters. He holds a BS in
Urban Geography from the University of Wisconsin in Madison, and attended New York
University in New York City.

Conference Logistics: Arriold Ondarza, Chair, Region 6 Customer
Service Council, USEPA

Amold, who was recently appointed as the Superfund Ombudsman for Region 6, is Chairman of
the Customer Service Council for the Region, and is an Alternative Dispute Resolution
Specialist. Previously, he was the Acting Chief of the RCRA Programs Branch and Chief of the
Administrative and Technical Support Section. Prior to EPA, Arnold worked for the Federal
Emergency Management Agency and the US Department of Labor. He holds a Masters degree
in Economics.

Building Capacity for Change: Ken Wright, USEPA, internal Consultant, Organization Change and .
Development and Carol Crawford USEPA, Internal Consultant, Organization Change and
Development

Ken has worked at the EPA for twenty-three years. He has co-chaired the Federal Government'’s
Interagency Advisory Group for Training and Development. He has worked for Vice President '
Gore’s reinvention office-in establishing the Cultural Change Consortium. Ken has consulted in
the private sector, published internationally, spoken at many National Conferences and taught at
the University of Virginia. Ken holds a degree in Social Science, MA in Education, an MS in
Counseling and Organization Development from Johns Hopkins University. He is a graduate of
Georgetown’s Organization Development Certification Program. He is certified in Myers Briggs,
is a Agency Master Trainer for Zenger-Miller and Career Development Programs. Ken enjoys
reading, gardening, watercolors and college spotts. ) ,

Carol has 25 years of Federal experience in the fields of education and change management.
She has worked at the Treasury and Energy Departments, and was an Industrial Engineer in
human dynamics for the US Postal Service. She taught a range of courses in English Literature
and Composition at the University of Maryland and The American University. She holds an MA
in English. She is licensed by the State of Maryland as a job counselor, is certified in Myers-
Briggs, is certified in the full Zenger-Miller course range, and in EPA’s updated Career
Management Program. She spends free time with her family and 3 dogs.

Best Practices; “Learning From the Best”
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Hotlines and Call Centers: Larry Stuker, Supervisor; Federal Communications Commission
National Call Center : : - S :

. Larry has served.on the Agency’s Call Center Design Team. He received his BA from Long
Beach State and attended graduate school at Colorado State. He is a former naval officer who
. served as a Lieutenant Commander on General Norman Schwarzkopf’s staff during Operation

- Desert Storm. - k B o C .

flntegravtiﬁg Customer Service with Reinvention: Cariton Roarke, Programv Manager for
- Quality Assur'ance, Training & Measurement Activities, Call Center, US Postal Service

Carlton is with the US Postal Service Marketing Infrastructure organization. He has been the :

Program Manager for quality assurance, training & measurement activities for the Cali Center
venture of the Postal Service for the past year and 9 months. He has served with the Postal
Service for 20 years, and began his career as a clerk in a field post office. He moved into
management after a year and-a half and has held positions in marketing, mail processing - ' -
facilities, at a branch post office and as manager of a branch post office. A native of Texas, he
graduated from Texas Midwestern State University, at Wichita Falls, Texas. He skis all year

- around on the water and ice and has been very involved with the Lutheran Church since a child.

Behchmarkihg Customer Satisfaction: Cathy Kern, Director, Center for Quality Services, US
Patent and Trademark Office (PTO) ' . , '

)

Cathy has been with the PTO in positions of increasing responsibility for.over 20 years. She has
* managed large-scale contracts, libraries; and high-volume production organizations. She has

. designed new methods for providing products and services to PTO customers, including the

_ introduction of on-line search capability for customers wanting information on patents and
trademarks. Her most recent assignments have provided her the opportunity to guide the PTO
towards becoming a more customer focused organization. Working with core processes of the

- Agency, Cathy helped develop a comprehensive approach to identifying customers’ needs, -
expectations and satisfaction rates for PTO products and services and incorporating that data in

>

_ strategic, budget and re-engineering plans. -

Learning and Using Customers’ Expeétations; Kevin M. Cullinane, Assistant Director for
Customer Service, US Mint o g

Kevin is one of the emerging cadre of executives in government focused on thé delivery of good
customer service. He has 13 years experience in marketing with IBM Corporation and as

= Marketing Director of the US Mint. He spent part of his career in Germany and several years in

the US Foreign Service in-South America. For the past two years, he has successfully led an
effort to reinvent customer service at the US Mint. The US Mint leads all government agencies

~ in ratings of customer satisfaction according to the 1997 American Customer Satisfaction Index .
(ASCI) issued by the National Quality Research Center at the University of Michigan School of
Business. Kevin is a graduate of St. Bonaventure University with a BA in Psychology, and holds

an MA in Business Administration from Long Island University. i

. Compiaints to Compliments: Maynard Malaby, Chief, Service Delivery Branch, Office of -
* Public Service and Operations Support, Social Security Administration (SSA) '

Maynard has more than 37 years of government service (20 with the US Army, 17 with SSA).

He retired from the Army as a Major in the Adjutant General Corps with assignments as Chief of
- the Appointment Branch for the US Army Reserve Component Center in St. Louis, Missouri:

" Director of Personnel and Community Activities in Yongsan, Korea; Adjutant General, Il Corps,
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Military Advisory Group in Pleiku, Republic of Viet Nam in addition to other command and
administrative assignments. With the SSA, Maynard has served as a teleservice center, claims -
and field representative; operations supervisor; assistant district manager; and program and
management analyst. He holds a BA in Government and Politics from the University of
Maryland, and an MS in Education from the University of Southern California. '

Voice of the Customer: Jim Makris, Moderator, Director, Chemical Emergency Preparedness and
Prevention Office (CEPPO) , ‘ . - ‘

Jim joined the EPA in 1985, and oversees the development and implementation of all chemical
accident preparedness and prevention programs. In his capacity as Director, he has led efforts
to reduce the likelihood and severity of chemical accidents as well reduce environmental risks in
general. Jim also coordinates all joint prevention and preparedness efforts with Mexico and
Canada, and co-chairs the US/Mexico and US/Canada Joint Response Teams. In addition, he
has been instrumental in ensuring coordinated, non-duplicative efforts worldwide in the area of
chemical emergency prevention and preparedness through his constant and concerted efforts
with the European community and international organizations. He is a graduate of the University
of New Hampshire, and earned a law degree from George Washington University.

Panelists:

Judy Duncan, Director, Customer Services Division, Oklahoma Depafthent of
Environmental Quality (ODEQ) ‘

Judy is a native Oklahoman who holds a BS in Biological Sciences from Oklahoma State
University. She has worked in environmental programs in Oklahoma since 1974. Her
experience includes various administrative roles in the drinking water and waste water programs
as well as supervision of the State's environmental laboratory. She notes that the ODEQ was
one of the first state agencies in the nation to develop a customer assistance program. Their
program has served as a model for other states. In addition to providing various customer
assistance, information and outreach activities, the Customer Services Division serves as a focal
point within the Agency for initiatives aimed at simplification of regulatory programs in’ '
Oklahoma. - - -

Charles Tippeconnic, Director of Programs, Fort Sill Apache

Charles graduated from the University of Oklahoma in 1985 with a degree in Petroleum
Engineering. As Director of Programs for the Fort Sill Apache Tribe, he is responsible for the
administration and management of all the programs operated by the Tribe. -These programs
include social services, education, environmental, economic development and Tribal
govemnment support services. ' :

Elaine Barron, M.D., President, El. Paso County Medical Sbciety, El Paso, TX

Elaine has numerous professional and community affiliations which make her an excellent
choice for representing a professional group on our Voice of the Customer Panel. She is the
current Texas Advisory Board Member for the Environmental Defense Fund, is a current
member of the Texas Water Development Board, Joint Advisory Committee Paso Del Norte Air
Quality (also founding chairman of the Paso Del Norte Air Quality Task Force). She is currently
Medical Director of the Transitional Unit at Rio Vista Rehabilitation Hospital. She is a graduate
MD from Universidad Autonoma de Ciudad Juarez, Mexico. Her list of accomplishments and
affiliations is impressive. She is a children’s advocate and zealously interested in environmental
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concems. E - o

: Edward C. “Ned” Frltz Chair, Forest Task Force Texas Commlttee on
Natural Resources

. Ned represents envnronmental groups for the panel. He is a member of the Board of Directors of
- Texas League of Conservation Voters, and is the Natural Area Preservation Association ’
Secretary. He has received numerous awards, including the 1985 Sierra Club National

- Achievement Award, the 1988 National Friend of the Forest Award, the 1990 Teddy Roosevelt
‘Conservation Award (by President Bush), a 1990 Special Recognition by the City of Dallas; 1992
Special Service Award by the Sierra Club, Lone Star Chapter, a 1992 Conservation Forester of

. the Year Award by Sportsmen Conservationists of Texas. Affiliated with National Wildlife -

Federation, Ned was awarded the Excellence in Environmental Awareness award for 1998. He

has authored-three books numerous eonservation and nature articles and holds a law degree

from Southern Methodist University in Dallas.. Edward began his interest in conservation at the

age of 12 while passing merit badges to become an Eagle Scout. :

Rick Charter V|ce Presrdent Health Safety and Envrronmental Services,
Fina Oll and Chemrcal . .

Rick joined Flna in Dallas in July 1988 He has a.varied background in areas of expertise which
provide him a broad base from which to represent corporate environmental views. He worked )
with BASF Corporation for 15 years. His previous experience also includes a stint with Badische ‘
-Corporation as a special assignments engineer at the acrylic fibers and yams facility in ‘ E
. Williamsburg, Vlrglma He held several technical.and operating positions and became Environ- o
mental Group Leader. He is certified.in the Comprehensive Practice of industrial Hygiene and is -
a member of the American Industrial Hygiene Association, The American Academy of lndustnal
Hygiene, the American Society of Safety Engineers, the Air and Waste Management
Association, and is active in trade association activities including the Chemical Manufacturers
Association and the American Petroleum Institute. He holds a BS in Chemical Engineering and
‘an MS in Crvrl Envnronmental Engmeenng from Virginia Tech in Huntmgton West V|rg|n|a

Smrley Holland, Slerra Club and League of Women Voters Representatwe ona
number Workgroups and Committees in Texas : o

- Shirley, the cltlzens group panel member, is presently.a member of the Mumclpal Solld Waste

~ (MSW) and Resource Recovery Advisory Council of the Texas Natural Resource Conservation
Commission (TNRCC). This council advises TNRCC commissioners on MSW issues. She is
chair of the Education Committee, and a member of the Border Affairs and Regulatory Oversight
committees. She represents the Sierra Club/Dallas Group on the Dallas Area Household
Hazardous Waste Network. She has served over the past 18 years as an active participant and -
has held positions of managemernit in the League of Women Voters. She finished Grapevine
Master Composters Course in November of 1993-and has completed 10 hours of instruction and

. 40 hours of community service and is a Master Composter. Space does not permit us to list her’

numerous accomplishments and positions of importance in the effort to improve the
envnronment She is, needless'to say, well qualn‘” ied to speak for the cmzens

: DAY TWO

Customer Service Keynote Candace M. Kane, Drrector Customer Servrce Imﬂatwe for Vlce Presrdent
Al Gore Natlonal Partnershrp for Remventmg Govemment (NPR) ' . ,

Candy joined Vice Presrdent AI Gore (] Nat|onal Performance Review in March 1995 to direct the
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Customer Service Initiative. As part of this effort, to date, over 5§70 departments, agencies and
organizations have developed over 5,000 customer service standards. She is director of the
Blue Pages project to reinvent government phone listings in 6,200 phone books across the
country that reach over 200 million Americans. Candy began her government career with the
Department of the Navy over 26 years ago. She has been a member of the Senior Executive
Service since 1992. She is a graduate of Leadership VA and the Federal Executive institute.
She has been active in Women'’s Executive Leadership mentoring and was selected as a Visiting
Fellow with the Woodrow Wilson Public Service Program. She holds a degree from the
University of Maryland. ‘

EPA’s Customer Service Standards, Progress & Direction: John Jones, Inspector General s Office
(Bio information not available)

Panelist
Stan Siegel, Chairman, Customer Service m Perrmttmg Workgroup (Reglon 2)

Stan has been with EPA since 1973. He currently heads Region 2's Permits Integration Team, a
new multimedia unit within the Division of Environmental Planning and Protection. Prior to this
assignment, he was Branch Chief of Solid and Hazardous Waste programs for the Region. He
was responsible for many facets of the RCRA program, including state authorization, municipal
solid waste, and the underground storage tank program. He has had responsibilities in the water
and waste permitting and enforcement programs. Prior to his employment with EPA, Stan
worked for the US Army Corps of Engineers and the New York State Public Service
Commission. He holds a BS in Chemical Engineering from the City College of New York and an
MS in Environmental Engineering from Polytechnic Institute of New York.

Chet McLaughlin, Pollution Prevention Expert, Partnerships Workgroup (Region 7)

Chet is experienced in a number of areas: solid waste, pollut|on prevention, special waste,
hazardous waste and underground storage tanks, grants, and is a quality management facilitator.
He is a pollution prevention expert; Nebraska pollution prevention liaison and grants project
officer; is responsible in Green Lights, Energy Star, and is the global climate change program
manager. Chet is also responsible for the Missouri solid waste streamlining project, solid and
hazardous waste flood grants, and is the Poliution Prevention Coordinating Committee Chair for
EPA. Chet has long been an advocate of improved and increased customer service activities.
He started the Region 7 Green Volunteers to help focus staff on outside education and
community activities. He strongly believes in customer service as a responsibility- of civil
servants. He holds a BS in Civil Engineering and MS in Envrronmental Engineering from the
University of Kansas.

Tim Icke, Associate Chief, Watershed Branch, Assessment and Wateréhed Protection, Grants
Workgroup (Office of Water) .

Tim is with the Office of Wetlands, Oceans and Watersheds (OWOW) and has served as the
lead for the State, Tribal and Local Grants Core Process from the inceptior. Tim has an
undergraduate degree in geology and a masters in urban planning. The Grants Core Process
Workgroup has met on a number of occasions to develop draft and final standards, review and
comment on the survey instrument and the responses, and to provide periodic updates on the
status of customer service.initiatives. Tim is an integral part of this process. ’

Jim Downing, Team Leader, Labeling Team, Field And External Affairs Division,
Pesticides Workgroup,hOffice of Pesticide Programs (OPP)
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‘ ' .

- dim Jomed EPA’s Office of Pesticide Programs in 1989 and has worked in the Reglstratron
Division since beginning his career with the Agency. He is now the Team Leader of the Labeling
- Team. As a member of the Labeling Team, Jim works on a number of specral projects including
the flammablllty of total release foggers, leading the State Labeling Issues Panel, maintaining
the Label Review Manual, coordinating the label training program and worklng on various policy
issues for the Labeling Team, as well as leading the team. Prior to coming to EPA, Jim-was the
Pesticide Registration Administrator from 1980 to, 1989 for the Florida Department of Agriculture }
and Consumer Services. [n that capacny, he administered the state pesticide registration -
" program, including issuing FIFRA 24© Special Local Need Florida Experimental Use Permits. A
~ graduate of the Umversﬂy of Florida, he holds a BS'in Agnculture (1 973) and a Master of -
. ‘Agnculture degree (1975). .
Peter D. Rosenberg; Acting Director, Enforcement Capacity arnd Outreach Office,
Off ce-of Enforcement and Compliance Assura'nce (OECA) Enforcement Workgroup

Pete is the primary Ilarson with the EPA press offi ce and the Department of Justice on
enforcement and complrance communications. His office ‘manages OECA’s customer service '
)efforts and also the Agency's Enhanced Public Access Pro;ect which is developing a system for
making all EPA policies, guidance and site-specific interpretations electronically available by the
. year-2,000. He joined EPA in 1981.as a member of the Hazardous Waste Enforcement Task '

Force and has been in EPA’s enforcement program since 1984. Prior to joining EPA, he was the

' senior legislative assistant to Representative James J. Florio (D. New Jersey) from 1977-78, and

" a professronal staff member of the US Senate Commrttee on the Envrronment and Public Works.

“Sandy Hudnall, Dlrector Execut|ve Secretanat Offi ce of the Admmlstrator USEPA
Publ|c Access Workgroup - S .

‘Sandy is in her fifth year as Drrector of the Executrve Secretarlat Thrs office tracks
_approximately 125,000 pieces of correspondence each year and approxmately 30,000 Freedom

. of Information Act (FOIA) requests. :She came to EPA from the White House, where she was
special assistant to the director of presidential correspondence ‘Previously, she was Director of
Correspondence for the 1992 Clinton/ Gore Presidential Campaign and for the Arkansas ‘

- Governor’s Office. For 13 years, she taught high school English and French in Hot Springs, .

- Arkansas, and taught evening courses in Garland County Community College. Sandy holds an
MA in English. She resides in Virginia and is an avid sports fan. She enjoys hiking, tennis,
readmg, gardening, music and theater. She-is a volunteer reading partner with the Everybody
Wins (When Adults Read Wrth Chlldren) Program and wrth the Alexandria Shelter for the
Homeless

Nan Parry, Natlonal Center for Envrronmental Research and Quallty Assurance
Research Grants Workgroup, '

g Nan has been a federal employee for 24 years She started out as a GS-3. CIerk/Typrst but was,.
as Nan puts it, “so inépt” that she returned to college. After earning a BA in Economics from the
University. of Maryland, she joined the Navy Department intern program. Most of her career,
Nan has been involved in procurement at several federal agencies. Four years ago she became
the contracts and quality assurance officer for her office within the Office of Research &

* Development. ‘Nan also wears a third hat, Special Assistant to.the Center’'s Deputy Director (in
this role, she watches over the Research Grants Customer Servrce Core Process. )

Gundelmes for Customer Feedback and Measurement Peter Durant Assocrate Drrector Oft” ce of
Resources Management & Admmlstratron Office of Resource & Development :

Peter Jomed EPA in 1987, havmg prevnously served in the Off ice of Management and Budget

\‘,
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Civil Service Commission, and the General Servnces Admmlstratlon He holds two degrees from
Harvard University (BA in 1971; MPA |n 1982.) -

Panelists:
Pat Bonner, Drrector Customer Servrce in EPA, Office of Policy (OP)

Pat left the Office of Water (OW) to join OPPE in August 1996 to lead the Agency wide
Customer Service Program. In OW, Pat worked with all ten regions to develop measures and
the first management agreements, led an environmental education team, and coordinated
partnership activities within and outside the Agency. Pat has worked in the private sector (as a
technical writer, advertising executive and college instructor), in county and international
government, and in her own business. She was the Director of Information Services for the
international Joint Commission’s Great Lakes Office in Canada before spending six years as the
Program Management and Communications Director of the- Chesapeake Bay Program, and two
years as External Affairs Director for Region 10. Pat designs jewelry, enjoys jazz music and old
movies, and has traveled to 80 countries and 50 states. She holds a BA from Carnegie-Melion
University, and an MS from Rensselaer Polytechnic Institute.

Michael Binder, Special Assistant to the Assistant Inspector General for Audit,
Office of the Inspector General (OlG), USEPA ‘ .

Michael began his federal career in 1973 as an auditor with the General Accounting Office, has
worked with the Department of Commerce as a strategic planning and evaluation specialist, and
the HUD OIG before joining the EPA OIG in 1983. He has a BA and MA in Business
Administration from the George Washington University and has attended Harvard University, the
Federal Law Enforcement Center and the Federal Executive Institute. Michael is a Certified
Internal Auditor, Certified Fraud Examiner, and a former national officer in the Association of
Govemnment Accountants. He created The Montgomery Summer Tennis Camps, publlshed

_ several articles and course books, and is a professional orchestra leader. Michael was a part-
time Associate Professor of management and finance for 17 years and is currently on the faculty
of the Government Auditors Training Institute and other institutions. In the EPA OIG, Michael
has served as the Director of Resources Management and Senior Budget Officer.

Elizabeth Harris, Office of Solid Waste and Emergency Reéponse (OSWER)

Elizabeth joined the Agency in June 1997 under the Quality Scholars Prograrn after graduatmg
from Duke University with a BA in Public Policy and History. She is OSWER's Audit Liaison,
international visitors coordinator, and the Customer Service Roll-out Coordinator. Prior to
coming to the EPA, Elizabeth served as an intern at the White House Council on Environmental
Quality. ‘

Luncheon Speaker: Priscilla Evans Motivational Speaker Corporate Trammg andl Development for
The Zig Ziglar Corporation

Priscilla is a marvelous singer, highly motivational speaker, excellent facrlltator of leadership
training and development seminars, and a sought after conference speaker on moral issues for

youth. She has varied experience in the broadcast industry, both in television and radio and is
experienced in the entertainment industry as well. .

Customer Service Training: Marylouise Uhlig, Director, Office of Program Management Operations, ‘
Office of Prevention, Pesticides and Toxic Substances (OPPTS)

Ms. Uhlig joined EPA in 1974 and has held a number of inoreasingly senior positions. Currently,
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Ms. Uhlig serves as the Director of the Office of Program Management Operations in (OPPTS).
In this capacity she (1) serves as the principal advisor to the AA on development of policies and
guidance on administration, human resources and program management; (2) oversees program
accountability and analysis; (3) facilitates reg|onaI/state/tr|bal/pubhc communications and
outreach; and (4) represents OPPTS on multi- -disciplinary task forces and committees. She also
serves a point of contact with Congress. From March through September of 1997, Ms. Uhlig
served as Acting Associate Administrator for Regional Operations, State/l.ocal Relations
(OROSLR) After completing this temporary assignment, she returned to her permanent position

* as director to OPMO. Ms. Uhlig holds-a B.S. from the Pennsylvania ‘State University in
‘communications and a M.A. in public administration from Central Michigan, and is a graduate of
the Senior Managers in Govemment Program at Harvard University. :

Panellsts : '
‘ Nola Cooke, Director, ‘Office of Communrcatlons and Publrc Involvement Regron 8,

Nola has been responsrble for the communrcatlon and publrc mvolvement focus of EPA’s Regron
8 office in Denver, Colorado for the past 10 years. The Region’s continued commitment to .
giving timely, accurate information to its customers is reflected by her staff as they provide .
* services including: environmental education, freedom of information responses, technical-library
" support, public involvement, Congressional liaison, print and broadcast media liaison, toll-free
‘telephone access, speaker bureau staffing and customer seérvice. -Customer Service is the
foundation on which the staff carries out their job. They are contacted hundreds of times a week
by internal and external customers....demanding, satisfied, questioning customers....all of whom
receive the very best of service. Nola is a strong believer in “what goes around comes around”,
~ so it’s logical that she expects top-notch customer service from her staff. ‘Prior to joining EPA,
- Nola worked for the Internal Revenue Service in Atlanta, Georgia, the Department of Housing
and Urban Development in Washington, DC, the US Army in Augsburg, Germany, and the
. Caddo Parish-School District in Shreveport Louisiana. All of her professional experience has
" involved communication and problem solving, whether in the classroom or dealing with veterans
preparing to re-enter civilian life. She states that Customer Service is an integral part of her
office’s culture, and she is constantly looking. for ways to improve how and what the Agency
provrdes : , .

Rene Henry, Director, Office of Communrcatrons & Govemments Relatrons Reglon 3, ‘
, , USEPA :

. Rene has had diverse careers in pubhc relatrons sports marketmg, housrng and real estate
television and entertainment, politics, higher education and as a trade association executive. In
the mid 70s, he co-founded in Los Angeles what became the second largest international public
relations firm in the West with offices in New York, Washington, and Paris; and affiliates in

. London, Rome, Tokyo and Mexico City. He served on President Bush’s executive cabinet, and
was Executive Director of University Relations at Texas A&M in College Station. He has

~ produced and directed award-winning videos and television documentaries, and authored books

" on land investment, utility cogeneration, sports, marketing public relations and crisis
communications. He holds his AB degree in economics from the Coltege of erlram and Mary
.and did graduate study in marketlng at West Vlrgmla Umversrty .

Mike O’Rellly, Ofﬁce of Preventron Pestlcrdes and Toxrcs (OPPT)

(Bro mformatron not avarlable)
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- DAY THREE
Workshops -

Designing Customer Surveys
George Walker, Deputy Director, EPA’s Customer Service Prdgram - Office of Policy

George has been Deputy Director since February 1997, supporting the effort to improve EPA’s
responsiveness to its various customers. He is certified in Zenger-Miller trdining and facilitation
methods. He served as primary contact and directed outreach for public participation in the
grants program for the Environmental Education Division. He negotiated, monitored and , !
evaluated work plan activities for cleaning up the Chesapeake Bay and directed $10,000,000 |
annually in grants. Before joining EPA, George worked. in Montana for the Bureau of - [
Reclamation' coordinating NEPA related reviews and decisions. He was the “environmental ‘ ;;
watchdog” at a nuclear power plant construction site with TVA. Until 3 Mile Island caused a cut ' ;??
back in the expansion program. George also taught earth science and biology in Connecticut i
after returning fiom Viet Nam. He holds an MS in Science Education from Western Connecticut
State Teachers College and a Geography degree from Middlebury College.

Wéyne Naylor, Chief, Technical and Program Support Branch, Region 3

Wayne began his career with EPA in 1979 in the Hazardous Waste Management Program. He.
is in the Waste and Chemical Management Division. He served as Regional Quality Coordinator
and chaired the National EPA Customer Service Design Team which prepared EPA’s first report
to the President in response to the Executive Order on Customer Service. Currently a member
of Region 3's Customer Service Workgroup, Wayne participates in implementing the Region’s
Customer Service efforts. ' i ‘ o

Forging the Links Workshop

Pat Bonner, Director, EPA'’s Customer Service Program, Office of Policy (See earlier profile.)
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The Plano Memo
‘Background . S I o

~ During the final session of the conference, Derry Allen volunteered to draft a memo for
all of those attending to use to share the highlights of the program with colleagues throughout
the Agency. After circulating it for comment and incorporating suggestions, an May 11, 1998,
Derry Allen forwarded the memo with the following e-mailed note to all EPA participants:

Transmittal . : o ' . -

~_I'am pleased to send you the finished copy of the "Plano Memo,” su'mma'rizing'th_e most
important points that we discussed in Plano, Texas, at the first EPA National Customer Service

Conference. This memo reflects commients we received on the earlier draft which we .
Circulated. - A o :

As the heading of the memo a’nnou‘nces', this memo is from us, the EPA participants at -
the conference, to our EP{:\ colleagues. The next step is up to you. Please share this memo
with your colleagues - up,-down and sideways on the organization chart. Use this memo as a

. way to begin discussions about the particular customer service initiatives you are working on

for your office. If all of us do this together, the message will be heard.

Once ydu have shared this rﬁemo, please let me (Derry Allen), Pat Bonner or George.
Walker know how your colieagues have responded and what initiatives you are starting. We -
will share t.he‘b.est,._of. this information with the rest of the EPA customer service network.

‘ ‘Thank you for yourvc:ontinue'_d effo_rts o‘ﬁ behalf of improved customer service at EPA. A
special thank you to those who have filled out the conference evaluation form. If there is any

way that I,"F"ét or George can help you, please let us know.

The Plano Memo

'SUBJECT: Customer Service at EPA - The “Plano Memo” _
FROM: o Participants at EPA’;s Firsthatibnia,'l C‘ustcmer Service Conference
70! ) ~ OurEPA Colleagues |

: ‘, On April 14 - 16, 1998, 'bver 1 So,of Os from every EPA pfogram office and nine of the -
ten regional offices met in Plano; Texas, for EPA’s first National Customer Service -
Conference. We were joined by over 50 people from other federal and state agencies and the

private sector as we talked about ways to improve the service that EPA delivers to its
customers. ‘ » : : a

By all accounts, the co_nferent:e was very successful. We learned a great deal from .
~ each other about specific ways to improve our customer service: We are sending this memo )
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(the “Plano Memo”) to you, our EPA colleagues, to share ten of the most important points that
emerged from the conference. The draft of this memo was circulated among us and this
version reflects comments submitted. We are also preparing a more detailed report from the -
conference. ‘ ' ‘

First we owe you some definitions. We use the word “customer” to mean all the people
with whom we must work and on whom we depend and who depend on us to protect the
environment - the general public, members of the regulated community, interest groups, our
partners in state, local and tribal governments, grantees, etc. Each of us also has customers
who are internal to EPA. We use the word. “service” to mean not only what we do with
customers - answering letters and telephones, dispensing information, issuing permits, making .
grants and so forth - but also how we do it with them - the quality and timeliness of our
interaction and our attention to their needs (to the extent that their needs are consistent with
our mission to protect the environment). Different EPA offices provide different customers with
different services, but the ten points below about customer service that emerged from our
conference apply uniformly to the entire agency.- : o '

Ten Points from the Conference

1. Good customer service is critical to our mission and can not be ignored by ahyohe at
EPA. ' ; ‘

It is not the flavor of the month. We say this because, beyond the Executive Order and memos
from the President and the Vice President and the Administrator and the Deputy Administrator
on this subject, the American people are demanding better customer service and we.depend
on their support and assistance to protect the environment. As several speakers pointéd out at
our conference, people frequently place as much or more importance on how a service is
provided as they do on the substance of the service itself. . : ‘ ‘

2. EPA is dbing a lot to impfove customer service, but we have a long way to go.

To begin, we are inventing our own model! of customer service, tailored to our uniqueness. We
now have measurable goals, specific areas of emphasis, Customer Service Standards and an
agency wide Customer Service Steering Committee, but this is not enough to do the job.
Customer service must be an attitude, a group norm, an integral part of our culture, and
cultural change does not come quickly or easily. Because EPA is a big organization, our:
strategy is to encourage individual programs and regions to develop and implement customer
service initiatives. At our conference we discussed many examples of what we are doing in
one office that would be good in other offices. We also have many good examples to follow in
other agencies and the private sector. ' ’

3. Better customer service must be energized from the top down and from the bottom up. '

We are pleased that some top agency officials have issued memos and plans on the subject,
and we would like to see more of this. AA’s and RA’s will also need to invest very modest
amounts of money and FTE. Staff should be encouraged, supported and rewarded for
improving customer service. When this happens, staff have shown that they will invent many
new approaches on their own. As our host, Acting Regional Administrator Jerry Clifford,
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explained to us, ‘customer servrce is best provrded by people who feel empowered and
' understand that “If it's gomg to be, it's up to me.”

4. . The fi rst step to better customer service is to llsten fo the customers and focus on what :
' they are seeking. .

Often we- think'we know what the customers want but when we ask them we are surprised to
learn that they actually want something else. The customers who spoke to us made listening
their #1 point of advrce We dlscussed a number of ways that we can l|sten better.

5 The only way we ‘will know rf we are provrdrng better customer serwce isif we. measure
our progress - : .

| -We are pleased to havea cross-offlce group that i is draftrng customer feedback gwdellnes for
the agency o A :

6. - Customer servrce trarn/ng is necessary and avarlable

’ We have a 2-1/2 hour lntroductory workshop that EPA staff have developed for their
colleagues and six additional modules that are tailored to specific situations. With the help of
the EPA Learning Institute, EPA staff have been trained to give these workshops and have

' already begun doing so. Our goal is to have 4000 staff participate in the introductory workshop

" by the end of FY 1998, and we are on our way

7. Customer servrce begrns at home
, We noted that every one of us has EPA customers If nothlng else good internal customer
service makes our own work more pieasant. More importantly, how we serve each other sets
the tone for how we treat others outside the agency. Additionally, good lntemal customer
service obvrously facrhtates the extemal services we provide.

8. , We need to expand our efforts wrth our state and other partners to deliver quallty
customer servrce together

" The state partlmpants at our conference want to contlnue worklng wrth us and want to bring in -

their colleagues. We were also reminded that EPA customer service to the states is the fll‘St
step to partnership. The same applles to tribes, communltles and others.

‘9. ' Being prompt and polite is rmportant but rt is not enough

,We still need to do the. nght th|ng for the envrronment We dlscussed several examples of what
this-means. - .

: ‘lO; fThe time is right to move ahead on customer service.

, Our conference demonstrated that we rnow have a cntlcal mass of staff who understand what
- customer servrce is all about and are commltted to act creatively. We have many other basics -




in place - goals, standards, committees, tralnlng, etc. The President's March 3, 1998 memo on
“Conducting ‘Conversations with America’ to Further improve Customer Service” bids us to
expand our efforts to listen to our customers. A modest amount of effort across the agency can

make us a recognized leader.

For further information on this conference or the EPA Customer Servnce Program
please contact Patricia Bonner, Director of Customer Service (202-260-05‘39) or George
Walker, Deputy Director of Customer Service (202-260-9144), both i in OPPE.

One final note. Our local host committee, the Region 6 Customer Service Team, did a

magnificent job managing the. logistics of this conference. For their outstanding demonstration
of how “customer service begins at home,” we gave them a special customer service award.
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. Acevedo, Janie (Region 6)

Allen, Derry (Office of Policy/HQ)
Allen, Miles (Office of Relnventlon/HQ)

. Allison, Becky

Baca, Joseph (Food & Drug Admmlstratron Dallas)
Baca, Jim (Office of Administration and Resources Management/HQ)
Baker, Paulette (Region 6)
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" Barrett, Craig (Small Business Administration)
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Bennett, Joann (Region 6)-

Bmder Michael (Office of the Inspector GeneraI/HQ)
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Black, Brenda (Region 6)
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‘Bohlen, Carolyn (Region 5)

Bohn, Brent (Office of Research & Development/HQ)
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Bonner, Pat (Customer Service Program/HQ)
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Brown, Rosalind (Region 4)
Bruce, Shirley (Region 6)

. Burgan, Karen (Office of Solid Waste & Emergency Response/HQ)
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Cardenas, Adele (Region 6) . . .
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Carroll, Lynda (Region 6)
Case, Heather (Office of Pollcy/HQ)
Chambers, Carlene (Region 6)

- Chang, Tai-Ming (Region 6) '

Charter, Rick (Fina Corporation) ..

" _Clifford, Jerry (Region 6)

Coats, Janetta (Region 6)

~ Conde, Dyanne (Region 6)

Contreras, Robert (Region 6) '
Cottrill, Charlotte. (Office of Research & Development/HQ)
Cooke, Nola (Region 8)

Coolidge, Dell E. (Small Business Admlmstratlon Dallas)

Coutlakis, Anna (Office of Prevention, Pesticides and Toxic Substances/HQ)

Craig, Sylvia (Department of Labor - Dallas)
Crawford, Carol (Officé of Administration and Resources Management/HQ)
Crosby, Elaine (Food & Drug Administration - Dallas) .

_Crossland, Ronnie (Region 6)
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Cullinane, Kevin (U.S. Mint/DC)

Daniels, Evelyn (Region 6) : ’

DelLa Cruz, Raque! (Immigration and Naturahzatron Service - Dallas)
Diaz, Deanna (Region 4)

Demariniss, Tony (Office of Administration & Resources Management/HQ)
Depukat, Kathieen (Office of Prevention, Pesticides and Toxic Substances/HQ)

Doucette, Judith (Office of the Chief Financial Offlcer/HQ)
Dowell, Johnie (Region 6)

Downing, Jim (Office of Preventlon Pesticides and Toxic Substances/HQ)

Duncan , Judy (Oklahoma Department of Environmental Quality)
Durant, Peter (Office of Research & Development/HQ)
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Ethridge, Harold (Louisiana Department of Environmental Quality)
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Fanning, Cynthia (Region 6)
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Ferguson, Jack (Region 6)
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Freefield, Ro (Region 6)

Fredericks, Jan (Region 6)

Fritz, Edward (Texas Committee on Natural Resources - Dallas)
Shelley Fudge (Office of Policy/HQ)

Garland, Janice (Region 6)

Gazda, Charies (Region 6)

Gersh, Annette (Region 6)

Gibbs, Marsha (Region 6) v

Gilson, James (Arkansas Department of Pollution Control & Ecology)
Goldfarb, Barry (Office of Research & Development/HQ)
Gooden, Melanie (Office of the Chief Fmancnal Offi cer/HQ)
Gray, David (Region 6) .
Greenfield, Barbara (Region 6)

Grey, Frank (Department of the Navy -Fort Worth)

Griggs, Marsha (Region 6)

Guermendi, Kerri (Region 6)

Hacker, Meg (National Archives Record Center - Ft. Worth)
Hannesschlager, Robert (Region 6) v

Hardwood, Billie (Region 6) :

Hardy, Carolyn (Office of Enforcement and Compllance Assurance)
Harris, Elizabeth (Office of Solid Waste & Emergency Response)
Hart, Jeff (Region 8) . .
Hathaway, Bill (Region 6)

Haynes, Rexene (Region 6)

Head, Terrie (Region 6) -

Hedling, William (Office of Admiinistration & Resources Management/HQ)

Hendrick, Earl (Region 6)
Henry, Rene (Region 3) -
Hensley, Charles (Region 7)

Hobson, Judy (Office of Research & Development/Natronal Environmental Research .
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+409.  Holtsclaw, Jeannie (Offrce of Administration & Resources Management/HQ)

© 111, Hudnall, Sandra (Administrator's Offi ce/HQ)
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139.  Makris, Jim  (Office of Solid Waste & Emergency Response/HQ)
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