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In order to be more cost effective we are no longer addressing this newsletter to
each individual and arein the process of making other changes as well. Please
help usto be mor e effective by answering the survey (see back of thispublication).
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Mappingthe Direction to Customer Service

Allan Lambert is Making a Difference

http://cityweb/cd May 2009

When everyoneinthecity isyour customer,
and every project request is unique, customer
servicecan get alittleoverwheming.

“1 don't liketo passrequestsalong to other
people, | like to help everyone first-hand.
Sometimes| helptoo much, but | can’'t helpit ...
| help!”

And help he does. Allan Lambert is an
Information Systems Manager in Hampton’s
Information Technology Department and he
S

handlesGeographicd Information Systems(GIS)
requestsamong about amillion other things.

Just like many city folks| comein contact
withonadaily basis, | really didn’t know the
complete makeup of hisjob—but | did know he
wassome sort of “Map Guy.”

lines. Asmy imaginationkickedin| thought,“This  court cases, verifiesand updates addressesto
guy might have somesecret piratetreasuremaps  make sure emergency vehiclesget to theright

or know where somehidden piratetreasurefrom
Blackbeard daysislocated. And, if it's
under City Hall would | getintrouble
for digging aholeinthelobby floor in
hopesof afew gold coinsif | promise
to put thetilesback when I’ m done?’
Asacity employeesnceMarch of
1999, Allan enlightened metothefact
that hisjob is much more
thanmy limited knowledge
of mappinganditsuses,and |
hisclient baseis... well...
every depatmentinthecity,
citizens, builders, higtorians,
and even the post office.
Andlet metdl you, thisistheguy who
should be in touch with every
department and citizen becauseAllan
epitomizescustomer service.
Asheexplained thedetailsof his
job and what kind of information he
could providel wasamazed. Hecan
analyze crime and code violation
datisticsand show those concentrationsonamap,
he cantakeadrawing of afuturebuilding and lay
it ontop of existing land for planning purposes,
he can tell you how many Hampton homesare
within%2mileof apark (and it’sthe majority of
homesin Hampton—wow), and thelist goeson

Prior totheinterview | had visonsof various
maps of the city highlighting water or property

andon. Heeventedifiesincourt for actua crimind

Why isproviding delightful customer
service even moreimportant during
tough economic times?

Quincy Daniel, Drainage Maintenance: %

“The last thing you want to do in tough economic timesis disappoint your customer. They are

aready going through financially tough times and you don’t want to add to the burden by providing

bad service. What you want to do is help them out as much as possible.”

Paul Hicks, Facilities Maintenance:

“We need to realize people become more demanding and picky when times are tougher. They

want, and deserve, the best service and the most value for their dollar.”

Bob Smith, Street Operations:

“The customer wants to be sure they are getting the best value for each of their tax dollars. Our

primary job to themisto provide that value.”

Robert Carrols, Solid Waste:

“Tough economic times are tough on us as well as our customers and they deserve the best service

we can give them. They are our paycheck so we have got to do the very best to please our

customers.”

Leo Blades, Traffic Operations and Engineering:

“More than ever we need to take care of our citizensin tough times. It isaresponsibility of our

mission statement to make Hampton the Most Livable City in Virginia. We need to do the best we

can for every citizen and business we serve in the City of Hampton.”

James Herring, Solid Waste:

“It isimportant now because many of the residents we serve have lost jobs, have less wages, and

tighter budgets. They are less patient and more easily aggravated over lower priority thingsin their

liveslike city services. When we provide good customer serviceit lets them worry about the big

thingsin their lives, not the small stuff.”

Robert Isom, Wastewater:

“We need to be better and be more effective with the resources we have right now in tough times.

We need to do a better job now and be twice as good as before and give the customer the absolute

best we can give them.” o
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location as fast as possible, and maintains
Hampton’smassive Gl Sdatabase.

If you can think of the question, Allan can
mapit, and helovesdoingit. Hisfacelit upwith
each project heshowed me. Every requestisa
puzzleand he sawayswilling and eager to solve
it. Hisexcitement wassoinfectious| wasready
to move him over for achance to do hisjob
mysdif.

And what about those requests that don’t
exadtly fdl inlinewith hisnorma responghbilities?
Noproblem. Allanisontask and ready toassist.
Andif hedoesn’t know how to do it himself,
he' |l surely sendyouintheright “direction.”

TheWinners

Next Month It Could Be You!

Dedlightful Dollar Winners

March

Wendell Braxton - Facilities
Symphoni Wiggins- 311 Call Center
Carl Viars - PW Engineering
Carolyn Wright - 311 Call Center
April

Liz Linthicum - Parks & Recreation
CurtisMoore - Facilities

Wilburt Brown - Solid Waste

Aggie Dale - Codes

- Got Bling?

If not, cometo
' Customer Delight
Traning!
, All attendeesreceive
—= agold Committedto
GOT BLI NG?} Excellencepin!
Upcoming sessions
will beheld on Tuesday, May 5and
Wednesday, June 3from 9 am.until noon or
1-4 p.m. For moreinformation or to register
contact HRFrontDesk @hampton.gov or 727-
6407. All Sessionsareheldin Human
Resourcesonthe4th Floor of City Hall.




--------------------------------I The RI ht We DO
Customer Delight Survey When tghe Moment

We want your opinion on the Customer Delight Newsletter and our citywide customer service

initiativein general. Please answer the following questions and send your completed survey =

to Kevin Gallagher in Public Works by interoffice mail or complete the online survey at | S H ar d

http://cityweb/cd. We will share the results of the survey in afuture issue of the newdl etter.

Your opinions do matter to us and they will shape future issues of this newsletter. Thank you As we all know, we are in tough
economic times and our organization is

facing a challenging budget process.

Employees are concerned about their

for taking the time to participate in this survey.

futures and our leaders feel true concern
for the weight of the decisions that need
to be made.

1. Do you read the Customer Delight Newsletter?
Always Often Usualy Sometimes Never*
*1f never, please skip to question 4

2. Doyou find valuable information in the newsl etter?

Always Often Usually Sometimes Never What helps when times are hard?
For some of us, it may be a call to our
3. Do you use the newsletter information/tips on customer service when you deal with the higher purpose. President Obama
public? Always Often Usually Sometimes Never illustrated this point when he said, “ True
_ o _ _ character...is revealed not during
4. Do you believe that our organization values employees who provide exceptional customer times of comfort and ease, but by the
service? . ' .
Always Often Usually Sometimes Never ngrhdt ,\,Ne o) ehiRIEn B (OIEN [
5. Iscustomer service talked about and valued in your individual workplace? ~ Willwe bring our best to serving our
Always Often Usually Sometimes Never citizens and working with each othe_r?
We can. And you can hear that desire to
6. s customer service reviewed and rated as part of your yearly performance review? ‘do right’ in the comments employees
Always Often Usually Sometimes Never make in customer delight training, read it
in the “Making a Difference” stories in
7. Do you have access to enough opportunities to train, practice, and develop your customer this newsletter, and hear it in the “Higher
serviceskills? _ Purpose” statements employees write.
Always Often Usually Sometimes Never

We have a deep desire to do what’s
right and make a difference. Not that we
will be perfect. Butto do the right thing,
at the most difficult time, exemplifies the
kind of character we want for ourselves
and others.

8. Do you believe that exceptional customer service is rewarded enough?
Always Often Usually Sometimes Never

9. Check off the items you enjoy reading in the Customer Delight Newsl etter:
__Customer service tips
__Learning about the higher purpose
__Employee stories on making a difference
__Quotes from our customers
__Quotes from fellow employees
__Articlesonimproving customer service

Higher Purpose
Spotlight

Sam Skinner, Codes Compliance

10. What changes or new features would you like to see in the Customer Delight
Newsletter?

Recharging the Batteries

Asthewinter doldrumsfadeinto spring and you' refedling the stressof work and the
economy, take sometimeto relax and recharge your batteries. Sometimesit’'shard to provide
Customer Delight when you' refedling the pressure of issues surrounding theworkplace. Hereare
sometipsfor raxing:

%k Put asmileon your face and have somefun with your coworkers.

“l once had to tell a citizen that his
hot tub had to be rewired because it
Yk £t apieceof dark chocolate... natura endorphins! didn’t meet Code. Let’s just say he was
Yk Take awalk outside and spend your break inthe sunshine. not delighted. | took the time to explain
that | knew he wanted his family to be

safe. He understood and could see
%k Liven up your workplace: bring in flowers, photos, or even acoveted sportstrophy. that’s why we're there —
to keep people safe.”

Yk \Near fuzzy bunny dipperswhileworking at your PC.

%k Become adesk-yogaguru; learn smpleyogastretchesyou can dowhileat your desk.

Y Don't beafraid to laugh at your mistakes!

Yk Havefunwith acolori ng book and crayons, and pay homageto your inner child by having a

littlefun coloring outsdethelines. —

Yk Eat well, get plenty of dleep, and remember to exercise. Evenashort, 10-minutewalk is \\

better than nowalk. s “Don’t worry when
g

e ——

Y Don't skip the Funniesin today’ s newspaper! u are not recognized,
Stressand anxiety are natural reactionsthat can happentoall of us. To help ease stress, talk _~ but strive to be

with atrusted friend, co-worker or counselor, and try following afew of thetipsabove. 4 worthy of recognition.” -

Remember that life'ssimple pleasureswill often recharge our batteriesand put aspring back into ) /

our step! B fbahamlincon W
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