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Daysoff of work aredaysoff, right? Well it
dependsonwhoyou are. For Montrez Whitea
day off of work isachanceto connect even

De-CODEIng Customer Sexvice

Montrez White is Making a Difference

ScareYour Customer
with Delightful Service

October is here and soon we will see the
trees shed their leaves, feel the crisp cool
autumn temperatures, and experience the

an e derly gentleman with many codeviolations
get hishomeand yard back intop form.
Becausetheresdentswerealittle skittish

morewiththecitizensin her community.
MontrezisaCodes
Compliance Inspector
and hasthedifficultjob
of relaying not-so-
pleasant informationto

about strangers, Montrez asked to meet the

church group there
onaSaturday - her

beganwork. And
after introductions

our citizens. But she didsheleave?
seesit asachallenge. Absolutely not!
When homesbecome Montrez stayed and
rundown andyardsare worked until thejob

not cut thereisusualy a
reason and she prides
hersalf on being part of

thesolutioninstead of just citing the problem.

“A lot of timesthe nicest homeonthe street
can becomethe overgrown, rundown eyesore.
But whenwelook into the situation it’sbecause
an elderly person hasbecometoo feebleto care
for theproperty,” explainsMontrez. “Inthese
caseswe need to find these peopl e assistanceto
restoretheir homeandyard.”

And Montrez doesn’t just talk thetalk, she
walksthewalk. Montrez partnered with Liz
Tunstal (311 Call Center) and her churchto help

AsKk Dee | s
Dear Dee, D - I-

I’m a pretty up-beat kind of person and really enjoy providing good
customer service and interacting with the customers. However, | have a co-
worker that is...should | say...less then enthusiastic? He gives me a hard time
about being so up-beat and his ho-hum attitude towards our customers is
noticeable. How can | get him to stop making snide comments about my
customer service and help encourage him to step up to the plate? His
attitude is bringing me down.

wasdone. Andif
you know Montrez
you know shedidit
withahugeinfectiousgrinand apostive
atitude.

thedifferencel makein thiscommunity.”
Andwhat isher advicefor uson dealing
withthepublic?
“You catch moreflieswith honey. It'sall
about making connectionswith peopleand
showing themyou arethereto help.”

Thanks!
Chelsea

Way to go Chelsea! I’m very encouraged by your willingness to help another
co-worker. | know sometimes it is very hard to work with folks that tend to drag
an office or team down.

You never mention what kind of “snide comments” your co-worker is making
about your customer service. There’s two ways you can handle the comments.
You can deal with your co-worker by directly asking him to stop - but do it in a
positive and confident manner. He may not even be aware that it bothers you.
Or you can speak with your supervisor and ask for guidance. That would also be a
good time to bring up the customer service training the City conducts each
month. The training would be a good starting place for your co-worker to learn

_ _ the importance of providing customer
Delightful Dollar Winners

delight. You could suggest that you
Next Month 1t Could Be You! and your co-worker attend the
Montrez White, Codes Compliance

training together.
Sandy Schmidt, Economic Development
Ernestine Gorham, Information Technology

Tony Johnson, Public Works, Wastewater
Brandon Jones, Public Works, Wastewater

Check out therest of DeelLight’s
response to Chelsea at
http://cityweb/cd
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day off - beforethey

“I lovedriving around Hampton and seeing

ghosts and goblins of Halloween who will
arrive at our front door. Aswe celebrate the
excitement of the fall season let’s not forget to
scare our customers with that delightful service
Hampton is known for. It is spooky to realize
how the simplest of things we do will conjure
up aspell “witch” will create the loyalty we
want from our citizen customers.

How about making the response to that
service request atreat for the customer instead
of atrick? Act with cat-like quickness, do the
job right the first time, and here’s a creepy
thought; follow up with the customer to make
sure they are satisfied. A simple phone call
will have them howling with delight and create
that “wow” experience we all want to deliver.

Here's another simple
idea; in the spirit of the
season make no bones about
apologizing if we makea
mistake. Don’t mask the
fact that we are only human
and not a bunch of creepy
zombiessimply going through
the motions with no desireto
providedelightful service. It
iS SO eerie to see the
appreciation and acceptance
on the faces of a customer when they realize
that we are gladly accountable for our slip up
and willing to correct it.

Try these sweets on for size as ways to
frighten our customerswith delightful service.
Smile like a Jack-o-Lantern both in person and
over the phone; asmilewill go along way to
win over even the most monstrous of
customers. Don't make the customer think
that dealing withthecity islikevisitinga
haunted house. Use your skull and be like the
wise owl to streamline our processes and make
them as customer friendly as a costume party.
Finally, when daddy or “mummy” call for
service don’'t be Frankenstein, Dracula, or a
werewolf when it comes to responding, be a
Care Bear who truly wants to make
outstanding service happen.

Delivering unparalleled customer service
has never been, nor will it ever be easy. It
takes a scary amount of enthusiasm, effort,
and energy but the end result is well worth the
journey. Always remember not to play pranks
or games with our customers but provide them
with the same the type of service you would
want to receive yourself. If we do we can
scare them with customer delight they will
swear by us, not at us!

Don’t Forget to  *
BringYour Camera
to Employee Fest

thisSatur day! i II q

-




Voicemail Etiquette, What's That?

Have you ever needed to get in touch with a co-worker or client, only to have the phone
ring indefinitely? Or worse yet, when you do call, you get their voicemail, only to find that
their voicemail box is FULL? Well translate this back to our customers and they will
probably share the same frustration and will let you know in so many words.

Customer Delight does not only apply to when you are face-to-face with your customer,
but even when you’re away and can not be reached. Here are some ways to help people
who call you feel more comfortable leaving messages when you are away from your desk
or out of the office:

e Update your personal greeting regularly.

e Inyour greeting, let callers know when you will return their call.

e Include information in your greeting about how callers can reach a colleague who
can help them if you are not available.

e If you will be away from the office for an extended period, on business or leave, let
callers know and tell them how to reach a colleague who is taking your calls.

e Tell your callers how they can easily reach someone in real time if their call is
urgent and make sure an operator or receptionist is available to answer the line
during normal business hours.

Also, one key point to remember is that we are here to serve our customers, even after
business hours, so do your best to insure that your voicemail is not full. When you are
available, don’t keep your voicemail on; it is very important that our clients know that they
can reach a live person and not just a recording all the time. So let’s put a smile on our
face, re-record those voicemails, and set a shining example that even when we can not
answer the call, we’re always available.

Customer ServiceWesk - \7
All Year Long!

Customer Service Week is a national event devoted to recognizing the
importance of customer service and to honor the folks who serve and support
customers with the highest degree of care and professionalism. In 1992 the U.S.
Congress proclaimed Customer Service Week a nationally recognized event,
celebrated annually during the first full week in October.

Each year, thousands of companies and organizations across the U.S. celebrate
Customer Service Week. Leading financial, healthcare, retail, communication,
government, not-for-profit and numerous others take time to recognize the importance
of customer service. What unites them is their profound commitment to quality
customer service. And Hampton so values customer service that we have a “strategic
initiative” dedicated to Customer Delight and it is a key performance factor in our
evaluations.

Customer Service Week is a time when we all should recognize our front-line
employees that are out there making it happen. It's a time when we reflect on our
services throughout the year and consider how we are doing — both as a team and
individually.

Do | remember to treat my customers with respect and professionalism?
Am | friendly and do | help to make a customer feel welcomed in my place of
work?

Do | strive to become knowledgeable in my job so | can help my customers?
Are our services customer-friendly?

What can we do better in the coming year?

What can we offer or change to create a “wow” factor for our customers?

Although Customer Service Week is a time to focus in on our services, we should
always bring that same focus each and everyday of the year. When was the last time
you looked at the customer delight vision statement or goals? If you have never seen
it you can go to www.hampton.gov/community-plan or ask your supervisor to provide a
copy of the executive summary.

Customer Service Week this year is October 5 — 9 and will end with the Employee
Fest on Sunday October 11" at Sandy Bottom. What are you doing in your office to
celebrate? Take time this year to celebrate, offer a sincere thank you to your co-
workers, have a little fun and remember that our customers are the reason we are
here.
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Higher Purpose Spotlight

A 1
_ANIMAL

When you see the large white Animal
Control truck, most people automatically
think dog catcher. It'strue that we chase
down dogs and return them to their
owners, but our higher purposeisto
educate the public on proper animal
care.

-AngelaTaylor, Hampton Police Divison

LifttheWorld: Educate
Your Customer

It may not bein our job descriptions,
but to do our jobswell, wemust teach. This
istruewhether we are serving Hampton
citizens, visitors, businesses, or our fellow
employees. Weteach becauseit’soften not
enough to know our jobs. Sometimesour
customers need someof theknowledge
that’slocked up in our head —locked up,
thatis, until weteach!

For example, we educate our customers
whenwe:

-Explain how and when aservicewill be

delivered

-Explainwhy aservicecan't be

delivered and offer alternative
solutions

-Put useful information on our web

pages (and keep it current)

‘L et customersknow how they can help

usin meeting their request

Seeing ourselvesasteachersmay bea
major shiftin perspectivefor many of us, but
not for Animal Control Officer Angela
Taylor. Shecould seeher jobassmply
responding to complaintsand picking up
animds. Instead sherecognizestheva ue of
abroader, higher vision: teachingthepublic
about the humane and proper care of
animals. Whenweareclear about our
higher purpose, we connect to how we
matter to the bigger pictureandit addsto
themeaninginour ownlives.

Whatever your position, you have
knowledge and avoicethat no oneelsehas.
Shareit. Whoinyour lifehelped youto
|earn something that wasimportant to you?
Wasit just knowledgethat you gained or
werethere also other important benefits. a
relationship that involved meaningful qualities
liketrust, appreciation, and respect?
Teachable moments present themselvesdll
thetime. Offer your knowledgeinthespirit
of helping and seewhat happens. You may
find your higher purpose. And after al,
customerswon’t know unlesswetell them!



