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Heating Up Customer Service

Sabrina Srykowski is Making a Difference _ I

By RebeccaBolte

stressesthat everyone needs oy 4
toreceivethemessagein =~ | /4~
their ownway and her jobis -

toddiver and makeit stick.

It doesn’t get much hotter thanAugustin
Hampton. Butinsomecity departmentsit’'s
alwaysabout theheat ... and thefire.

“It'sabout giving firetherespect it It sabout seeing the message
deserves,” saysFire Safety Program clickintheir minds—making
_ - } | ' + the message make senseand

; watchingit hithome.

“Lifeisvauable”
exclamsSabrina. “Wecan
replacemateria thingsbut
we can't replace aperson
and that messageis
important. If just oneor two
people hear what | haveto
say that could bealife saved.”

Andisn’'t that theultimatein customer
delight; savinglives?

Sabrinasolvesthemystery of customer
servicewith abeaming smileand onesmple
rule... thegoldenrule.

“Treat othershow you would liketo be
treated yoursdlf.”

Coordinator Sabrina Strykowski. And her take
on customer serviceisall about respect too.
Asafiresafety educator, Sabrinainteracts
with every agegroup inthe community fromkids
to seniorsand shelovesevery minuteof it. She

AsSK Dee

Hello Everyone! My name is Dee Light and I’m here to help you with your customer

service challenges. I’ve been working in the customer service field for over 10 years
and | have come across some pretty tough situations! My hope is that | can help you
with your customer service challenges and provide you with some useful tips and
answers to your questions. You can send me your questions and comments at
customerdelight@hampton.gov and each month the newsletter team will pick one or
two to publish in the newsletter ... here’s our first one.

Dear Dee -

All my neighbors and friends know that | work for the City. They often ask me
about a problem that is not my responsibility or complain about something a
department has done or not done. How do | handle these comments?

Bob J., Looking for Help
Dear Bob,

I think many of us come across that very same problem on more than one
occasion! And as city employees, it is our responsibility to project a positive image at
all times - even off duty.

You could educate your neighbor or friend about the 311 Customer Call Center and
how they can report a problem or voice a concern anytime by calling or emailing 3-1-1
themselves. That would be pretty good customer service...but what about GREAT
customer service?

You can take responsibility and get some basic information about the problem or

concern, the persons name and phone number and then follow through with finding out

about the situation or report the problem. If you are not sure who is responsible, you
can contact the 311 Customer Call Center and they will help you. After you make the

report or investigate the issue, be sure you let your neighbor know what you did. This
option is getting closer to GREAT customer service!

If your neighbor is complaining about a department or another city employee, you
should never place blame or talk in a negative light about other departments or
employees. Residents see all of us as “the city’ and we have a responsibility to project
a positive image whenever possible. Sometimes you just need to apologize for the
situation and help resolve the problem instead of laying blame.

Remember at all times, on or off duty, you represent the City. Keep striving at

providing great customer service by projecting a positive image we all can be proud of!
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Andwhat keeps her spark for customer
serviceburning bright?

“I know I’'mmaking adifferencewhen|
see peopleinthegrocery store or Chick-fil-a
smileand repeat one of my firesafety
messages back tome. | know I’'mbeing
heard and | know | could have saved alife.”

for theCustomer
ServiceCup!

The second annual Customer Service Cup
will be awarded during our cel ebration of
Customer ServiceWeek. Thisawardis
presented to the team who has demonstrated
acommitment to provideexceptional service
to our customers, exceed citizen expectations,
provideinnovative solutions, and redlize our
visionto becomealeader in public service.

To nominate ateam, please send your
nomination tothecity manager inwriting (via
e-mail or sealed hardcopy to City Hall) to
includealist of thenamesof theteam
members, theteam name, division, department
and/or section, and aoneto two page
description of why thisteamisdeserving of
the Customer Service Cup.

Nominationsmay be submitted by
anyone, may be anonymous, and teamsmay
sef nominate. All nominationsaredueno later
than September 15, 2009 at close of business.
For moreinformationvisit http://cityweb/cd.

Mark your calendars...

»

for this year’s Employee Fest on
Sunday, October 11 at Sandy Bottom.
Interested in planning the fun? Call 727-
6407 to volunteer. Stay tuned for more
details!



RoutineTasksAren’t AlwaysRoutine

Haveyou ever goneto seeafriend who livesinacity that you’ ve never beento?Imagine
getting lost somewhereinthat city and calling your friend only to have himtell you that, “ you just
need to look for the gas station where Lawrence always has his car washed and then turn right
there’ before he hangsup. Suddenly you noticethat thereare several gasstationswith car
washes by them, and cometo think of it, you’ renot really surewho Lawrenceis.

Soyou call your friend back, still hopelessly lost and getting morefrustrated by the minute.
Thistimeyour friend sgirlfriend answersthe phone. Sensingyour confusion, she asksyou what
street you just crossed. After hearing your response, shethentellsyoutotravel inthesame
directionthrough four more stoplights, finally taking aleft onto their street. Sheasoletsyou
know that shewill havethe phonewith her in caseyou need to call back.

Aswedtriveto provide exceptional customer service, weshouldtry to bemorelikethe
girlfriend and acknowledgethat not everyone hasthe same knowledge base. Weneed to assist
when we sense confusion by repeating their questionto verify that we understand what the
customer isasking. Wea so need to confirm that the customer iscomfortablewith theinformation
that has been given to them and make avail able any additional assstancethey may need.

Now, how many times have you goneto places and asked what may seemto beasimple
guestion, but thereaction of the person you are questioning givesyou theimpressionthat they are
totally unwilling to help? For example, you havejust received the eyerall, the deep sigh, and/or
thevacant stare. Obvioudly, thisisnot thefirst timethey’ ve been asked thisquestion, and you
now feel incompetent and belittled, wishing you had never asked the question.

We need to remember that we are hereto help people, no matter how redundant the question
may seem. A short, bored responsewill not winover our citizens. If infact that istheir first
experiencewith city staff, our attitude may seeminappropriate and hurtful and wemay have
turned them off forever. We should exercisetirel ess patience and politenessregardless of the
guestion or itsredundancy.

We simply need to remember that although something may seem routineto us, it can bequite
new and overwhel ming for the citizen. Thegoal to strivefor istotreat each and every caller likeit
istheir first time calling the city. We should go the extramile to make sure that they are secure
with theinformation wehave giventhem, whether it' stheir first cal or their 100th.

TheWinners

Next Month It Could Be You!
Dedlightful Dollar Winners

Your depth of
commitment, your
quality of service, the
product of your
devotion=~.these are the _

Rodney Kiefert — PW Streets
Frank Christian — PW Streets
Larry Harris — PW Streets
David Jackson — PW Streets
Clarence Pettaway — PW Streets
Patrick Pfeiffer — PW Streets
Thomas Quinn — PW Streets
Rex Reichert — PW Streets
Jimmie Sparkmon — PW Streets
William Stewart — PW Streets
Robert Zasimowich — PW Streets
Billy Fuller - PW Waste Water
Candy Broughman - Finance
Jim Ridley — PW Facilities
James Smith — PW Facilities

Do You Have a
Customer Service Challenge?

Not sure how to handle a

particular customer situation? If not, cometo

Need advice about providing Customer Delight
outstanding customer service? Traning!
All attendeesreceivea
Ask Dee Light! i gold Committedto
) GOTBLING? | Ey dllencepin!

Dee is our customer service guru Upcoming sessionswill be held on September

and she is here to help you with
your customer service challenges!

customerdelight@hampton.gov
or 728-2020

Managing Editor & Designer - RebeccaBolte

2 from 9am-noon or 1pm-4pm, and October
7 from 9am-noon or 1pm-4pm, and
November 3 from 9am-noon. For more
information or to register contact
HRFrontDesk@hampton.gov or 727-6407.
All Sessionsare heldin Human Resourceson
the4th Floor of City Hall.

Contributing Writers - Rebecca Bolte, John Eagle, Kevin Gallagher, Dacia Hallis,

CynthiaLaurrell, Liz Nisley, and Shelley Shiflett

Published by the Information Technology Department
Customer Delight is published monthly. For more information or topic ideas, call 727-6876 or

e-mail rbolte@hampton.gov.
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“In the time your street crew
was on-site, they were both
professional and hard-worki
nd displayed what | consi
traordinary attenti

“I initially thought my higher purpose
would be my strong commitment to being a
good team worker and assisting our staff,
citizens and other departments with IT
services. But because our department is
named “Information” Technology | receive
quite a few calls from citizens needing
assistance beyond normal IT services.

A few weeks ago | received a call from a
young lady who was new to our area,
homeless, and pregnant. | took just a few
moments and provided her information for
our Social Services Department, our local
Women'’s Shelter, and local Churches.

| am reminded once again: my true
higher purpose is to be ready and willing to
serve wherever and whenever needed.”

-Pam Alexander
Information Technol ogy

Kindnessand Service
Passit On

In the movie, Pay It Forward, a
teacher challenges a class of 11 year
olds, “What does the world mean to you?
... just a big disappointment? What if
you take the things you don't like about
this world and flip them upside down?
This is your assignment — think of an idea
to change the world and put it into action.”

One student accepts the challenge.
He goes out of his way to help three
people, who help three more, who then
help three more.

Doesn't it feel great when someone
takes the time to help you? And when
we do help, like Pam Alexander did, we
often don’t know the impact it could have.
It could be small, or large. Either way, it
matters.

In our jobs, we have the chance to
pass on kindness and good service to
our internal and external customers every
day. Ifwe pass iton to just three people,
and those three people help three more,
then we help 9 people. And if this
continues just 20 more times, that one
act of kindness turns into...

31,381,059,609 acts of kindness!

That's right. It multiplies out that
fast, over thirty-one billion.

How we treat our citizens and each
other matters. Let’'s remember to
always pay it forward.



