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INTRODUCTION

The Federal Government must be customer-
driven.
—DPresident Clinton

hen it absolutely, positively
has to be there overnight,
Americans think of Federal
Express. FedEx’s customer
service standard is well-known to its
customers: priority delivery by 10:30 a.m.
the next business day; regular delivery by
3 p.m.

That famous customer service standard
from the private sector is different in two
important ways from most government ser-
vice standards of the past. One, the
company wrote it down in plain language
and publicized it so that customers will
know exactly what to expect and employees
will know their mission and the measure of
success. Two, it responds to customer needs.
FedEx is not just trving to do a little better
than its competition; it found out what
aspects of service were most important to its
customers and set standards in those terms.

For contrast, consider the customer
service standard of the now defunct Military
Traffic Management Terminal Service, an
organization that was roughly ir the same
business as FedEx. Unlike FedEx, MTMTS
never publicized its customer service
standard. But the standard was nonetheless
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well-known to its customers, who captured
its essence by referring to MTMTS as
“Maybe Today, Maybe Tomorrow,
Someday.” Unlike FedEx, MTMTS did not

respond to customer needs.

EXECUTIVE ORDER

Last September’s report of the National
Performance Review recommended that all
agencies develop customer service standards
and that the standards be published. Within
days, President Clinton issued an Executive
Order calling for a customer service “revolu-
tion within the Federal Government to
change the way it does business.” (The com-
plete text of the Executive Order is in
Appendix A.) Agencies assembled teams of
people from headquarters and the front
lines, people who believed that government
can and must provide top-notch service.
The teams began surveying customers and
preparing to publish their service standards.

This document, Putting Customers First:
Standards for Serving the American People, is
the result: the U.S. Governments first com-
prehensive set of published customer service
standards. We will keep track of our perfor-
mance against these standards and publish
the results. We are prepared for our
customers to judge us on our performance.
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PUTTING CUSTOMERS FIRST

1,500 STANDARDS

This report presents more than 1,500
customer service standards, representing
commitments from more than 100 federal
agencies. This is the first time most of these
agencies have set standards. It is a major step
toward the kind of results-driven govern-
ment that Congress described when it
passed the Government Performance and
Results Act to promote “a new focus on
results, service quality, and customer satisfac-
tion” in government.

More standards will be set out in coming
months to cover still more services that the
government provides. Highlights of the
standards being published now appear in the
main body of this report, which is organized
according to groups of customers. For exam-
ple, a section on business customers
describes federal agency interaction with
businesses and gives highlights of the
standards that businesses can now count on.

Appendix B lists all of the detailed service
standards according to customer group. If
standards apply to more than one group of
customers, we repeated them under each
group to make them easy to find. In
addition to this document, federal agencies
arc publishing their complete customer ser-
vice plans, which will include their
standards. Many agencies will hand out
brochures or put up posters in their public
offices adverusing their service standards.

THE BEST IN BUSINESS

Our ultimarte goal for customer service is
to be “equal to the best in business.” We
chose that goal for two reasons. First, it is
the level of quality Americans enjoy every
day in the private marketplace; they deserve
and have every right to expect the same
from the government they are paying for.
Second, equarting the g goal for government
services with the best in business lets federal
workers draw on their own experience in
deciding how to treat customers. As in the
golden rule, they should treat their

government customers just as they
themselves like to be treated when they are
customers of private business.

Of course, good customer service
standards must be far more specific than the
golden rule. Such specific standards appear
in this report. For example, the Social
Security Administration promises to mail a
new social security card within five days of
receiving an application; if you need to
know the number even sooner, they will tell
it to you in just one working day. Similarly,
the Economics and Statistics Administra-
tion, which sells international trade informa-
tion on compact disks, promises to get your
order into the mail within 24 hours, or you
get a free CD. ‘

There is a lot more to delivering top-
notch service than just wanting to and
promising to. You have to organize for
responsiveness and flexibility; most of the
government was organized for top-down
control and risk avoidance. We are changing
that. You have to train and empower
employees so they can deliver the results cus-
tomers want; most federal employecs have
been trained to follow rigid rules. We are
changing that. You have to design systems to
please customers; most government systems
were designed to please the boss, or
headquarters, or some management
commuittee. We are changing that, too.

But these changes go to the very core of
government. They take time. And one of
the cardinal rules of customer service is
never to make a promise you can't keep; if
anything, promise less, then give your
customer a pleasant surprise. That is why
some of the standards in this report arc
pretty modest compared with the best in
business. For example, the Department of
Veterans Affairs promiscs that veterans will
have to wait no more than 30 minures to see
a benefits counselor. We know that is still
too long, and changes are in the works that
will virtually eliminate waiting when you
stop by a VA office. But until VA has
finished the extensive reorganization and
training needed to shorten the wait, it is
telling jes customers what to expect. Thar's

.
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the way Disney does it signs posted along
the waiting lines tell you how long it will
take to reach Space Mountain or Pirates of
the Caribbean.

Some of the standards in this report are
being phased in office-by-office across the
country as the new organization, training,
and systems are complered. For example, the
U.S. Postal Service has already started guar-
anteeing lobby service within five minutes in
many regions (the director of one successful
region recently became the Chief Operating
Officer of the entire USPS). Other post of-
fices will be ready to make that service com-
mitment soon. The goal is eventually to
have all of them delivering service up to this
standard.

INTRODUCTION

STARTING OUT

We are just getting started, and we have a
long way to go. Burt we are building on a
strong foundation: the desire of federal
workers to serve America. What we need are
redesigned systems that will let federal work-
ers give America their best.

Ultimarely, we are determined to equal or
exceed the best in business. Until then, we
promise you that we will continue to
sharpen our focus on customer service. We
will continue to ask our customers what to
improve. We will publish increasingly high
standards. And we will measure success in
terms of customer satisfaction.




CUSTOMER-DRIVEN

(GOVERNMENT

RESTORING FAITH ONE
CUSTOMER AT A TIME

he concepr of “government

customers’ is a bit new and con-

troversial. The National

Performance Review has received
letters and phone calls from a few taxpayers
who objected to being referred to as the gov-
ernment’s customers. These people correctly
pointed out that they are the governments
owners or, at the verv least, stockholders.
But it is possible to be an owner and a
customer too. For example, if you own stock
in Ford Motors, your relationship to the
company is somcthmg like a taxpwers to
the government; you own a piece of it. A

Ford stockholder can enter another relation-

ship with the company by buying a Taurus
and becoming a valued customer. When tax-
pavers call the Social Security
Administration or stop by the post office,
they are customers too.

One big reason government must begin
treating people the way top businesses treat
their customers is to restore America’s faith
in our svstem of self-government. The terri-
ble truth is that most Americans don’t trust
government to do the right thing,

They used to. In surveys 30 vears ago, 7
percent of Americans believed that they
could solve problems together througjh self-
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government. They believed that government
would do the right thing.

Not anymore. In recent surveys, only 20
percent of Americans believed in the ability
of their government to do the right thing.
From a solid ma]orlrv to a small minority in
a single generation.

That is the crisis we are responding to.
That lack of faith in the American people’s
ability to solve national problems through
the American system of self-government
threatens the fabric of our nation and the fu-
ture of our nex. generation. It threatens to
leave a legacy of helplessness and chaos for
our grandchildren. That is the crisis that
calls for dramatic changes.

And the dramatic changes we are making
are designed to convince our customers —
one customer at a time — that government
can work better, that it /s working; better,
that Americans might once again believe
that we can solve national problems like
unemployment, crime, health care, and
homelessness — together, through selt-
government.

THE BUSINESSLIKE APPROACH
TO GOVERNMENT

Applying the customer service concept to
government has clear management
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PurnING CUSTOMERS FIRST

advantages. It actually can make government
work better and cost less. It focuses attention
on results the customers want. It highlights
the expenditures that yield those results and,
by contrast, eliminates the expenditures that
don't contribute to good service,

Here are some examples. The staft of the
New York Regional Benefits Office of
Veterans Affairs focused on customer service
when thev reengineered the system for pro-
cessing benefit applications. The result is
much happier customers and a process that
costs much less. They eliminated all but
eight of the 25 steps in the old process and
are now able to do the work quicker with
fewer overhead jobs. In another example —
this one focused on internal customers — a
small team at the Defense Department has
developed a simplified and speeded-up
administrative process for emplovees who
travel on business. By eliminating unneces-
sary red tape and the associated jobs. the
new procedure has the potential to save
$1 billion over the next five vears. All across
government, eliminating excessive overhead
and red tape will save tens of billions of dol-
lars each year and free up people to serve
customers.

The customer service approach to govern-
ment can even cause an agency to rethink
the way it does its basic mission and get
much better results. Enforcement and regu-
latory agencies like the Customs Service are
good examples. The Customs Service has
adopted a customer service approach toward
the shippers that it regulates and is getting
excellent results at major ports.

Miami is one of the nation’s highest
volume ports for both cargo 3 and passengers.
It used to take hours, sometimes days, to get

cargo through customs. That was a serious
problem tor shippers. especially if the cargo
was flowers or fresh fruit or some other per-
ishable. Passenger delays were also big
headaches for airlines and. of course, for the
passengers, But the Customs Oftice had to
enforce the laws governing what comes into
the country: delavs and angry customers
seemed to come with the terricory.

The customer service approach changed
cevervthing, Instead of viewing the trade

L

community as the adversary — people who
might be caught breaking the rules — the
Miami Customs team began viuvino
Shlppcrs as customers of government’s
services and partners who would voluntarily
help enforce the rules. Customs built
partnerships with other federal agencies, like
Immigration, Food and Drug, Fish and
Wildlife, and Agriculture, and with the ship-
pers and the airline i : i
community. People representing all these in-
terests beom meeting — and they met
often. Ihev listened to one another's ideas
about quncl\er clearance. Together, they fig-
ured out how the best in business would do
it. Together. they built new facilities and
money-saving electronic data systems.
Together, they set customer service
standards, like gettmg airline passengers
through customs in five minutes and
through the entire airport within 45
minutes. Customs taught shippers how to
help with enforcement so that most of the
cargo is cleared before it even reaches port.

Now, the shippers and passengers are
pleased. The flowers and fruit stay fresh.
And compliance rates have actually
improved. All that came from a new
customer service approach applied to an en-
forcement mission.

SATISFYING CUSTOMERS —
FIRST, You HAVE TO
FIND THEM

The customer service approach is so new
to some agencies that the very first step was
to figure out who the customer is. Since the
customer is the one you try to satisty, it was
natural for many government workers to
think that the customer must be the boss, or
headquarters, or Congress: in the past, our
svstems have certainly been designed ro sat-
isfy these people. But, while they are all im-
portant — cven crucial — to our success,
they are not the customer. The customers
are the people who use the natonal parks,
forests, and waterways: people who are cligi-
ble for social security and veterans benefits:
people whose lives are diminished by unem-
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HHS Customer Service Model
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Public taterest Groups

HHS

i

DIRECT CUSTOMERS

e Socal Secuniy Benticiaries
Patients at fHS-run 1 {ospitabs Chinies
Medicare Benetictanes

L1

PARTNERS

eu State Local Governments
fubal Governments
Cirantees Contractors
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Reuulated Food and Deue Manutactirers
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INDIRECT CUSTOMERS

< Medcad Benenhciaries
Children in Foster Care
Substance Abuse Chients
Poeople sath Disease Hinesaes
Head Stast Fanuloes

ployment, illiteracy, crime, pollution, and
the problems of our major citics. The
customer service approach refocuses govern-
ment on the people. It puts people first.
Some federal agencies, like Social
Security and Veterans Affairs, deal directly
with the people. Others work through part-
ners. For example, Head Start, the success-
ful preschool program, is administere
nationally by the Department of Health
and Human Services. But as the diagram
above shows, HHS does not deal directly
with all of its customers — for example, the
Head Start families. [t deals with its
partners, state and local government
agencies. The situation is similar to auto
manufacturers and retail dealers: Ultimately,
the quality of service to the car buyer
depends on the dealer’s practices as well as
the service provided by the manufacturer to
the dealer. There are, in effect, two
customer service opportunities. In cases like
these, we set standards that apply to the re-
lationship between the federal agency and
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its partners, most often state and local
governments. Then, working with our part-
ners, we can set standards for serving the ul-
timate cUStomers,

CUSTOMER SERVICE IS
SURPRISING BUSINESS

Good customer service standards come
from the customers. One of the basic rules
in developing standards is to start by asking
yvour customers what they want. When you
ask them, you'll almost always get a surprise.

The Oregon State Division of Motor
Vehicles got a big surprise when it talked to
its custoniers. The DMV had set out to im-
prove service in issuing drivers licenses. It as-
sumed that what people wanted most was
shorter waiting lines. So it planned to add
clerks and automate the process.

"Then, before putting all this in place, the
DMV asked its customers what was most
important to them. The No. 1 complaint —

11

GOVERNMENT




Q

ERIC

Aruitoxt provided by Eic:

8

PuTTING CUSTOMERS FIrsT

by a wide margin — was not the long lines.
but the unflatte ring, pictures on the licenses.
Even though the DMV waw people waiting,
in line every dav, cach individual customer
only had to wait in line once every tive
vears. But the customers were aggravated
every time they had to show someone the
bad picture on their license. Now Oregon
uses a video system that takes a little more
time but aifows the driver to selfect the best
of a variety of pictures. Thats L,ood serviee
from the customer’s point of view.

In developing the customer service
standards listed in this report, tederal agen-
cies have been asking their customers what
they want — and they've gotten some
surprises. For example, imagine vou are dri-
ving through Death Valley and vour car
breaks down. You are about to panic when
vou spot a National Park Service sign with
emergency instructions — but in a language
yvou don't understand. Not much help. ch?
Well, that is just what the Park Service had
been doing to its customers until it surveved
them and found out that 75 percent of the
visitors to Dearh Vallev are tourists from
Europe. Now emergency instructions are
translated into German, French, and lalian,

Surveys by the IRS produce surprises as well.

Most taxpayers don't put a priority on
getting tax booklets nbht after January 1.
Your real prmrm' Is tO minimize contact
with the IRS. To help, the [RS has set a goal
of answering vour questions with one call.

Customer surveys are clearly crucial o
improving service, and the Office of
Management and Budget has made it casier
for agencies to conduct surveys. OMB,
which by law must approve any public ques-
tonnaire, has cut its clearance time for cus-
tomer surveys from 12 weeks to two. This
permits agencies to find out what customers
want and to keep up with vour changing
needs.

L

FRONT-LINE WORK —
A DAy DOSE Or REALITY

Front hne worhers who deal with
customers dailv otten knoss alotabout bow
to improve serviee. Day inand dav our e
hear the complaines and the reasonable
requests, and they see it hand the sasta
tion when customery evpectations are mct
Ceruainly. once we bave learned trom the
customers what they want, the tront-hine
emplovees are most likelv to know how o
deliver it

\lILLL\Sflll lumm sSSPy gl()\g GJUention
to what tront-hine workers have to savoand
they give them a great deal of “authority and
responsibitity in taking care of customers,
Federal agencies are doing, the same. For oy
ample, the Sodial Security Addministrason
\ur\'c.\'cd all 63,000 of s cmplnycm o gt
their ideas on how to improve service. Some
of the good ideas they came up with include
()ﬂl'ring drive-through wervice like hanks.,
and relocating offices to shopping malls wo
that customers can take advantage of free
parking, public transportation, and mall ¢
curity. The front-line workers also know
how to simplify paperwork in the back
office so they can spend more of their tmse
actually hdping customers,

You BE THE JUDGE

If. in the past vears the government had
been totally reinvented into a customer-
driven, world-class service organization.
voud know it. The US. Posual Service
would be neck-and-neck with Fedba tor de-
pendable, on-time delivery: ordering a map
from the ULS. (;c()]ngic.ll Survey would be
as simple as ordering a wool shirt trom 1.1
Bean: and checking on vour social security

People like vou are giving government a good name
- Al Wade, WWIL veleran, praising customer service
at the Federal Records Center in Waltham, Massachusetts

N




benetits would be like checking on your
Visa account. You know we are not there
vet.

But we've made progress to be proud of.
Veterans in New York and Walcham,
Massachusetts, know it. Shippers in Miami
and Seattle know it. Business owners and ex-
porters in Baltimore, Miami, Chicago, and
Long Beach know it. Some of them have be-
come ardent fans of the government people
who serve customers in those cities. Groups
here and there around the nation are begin-
ning to sce the change that a customer-
focused government can achieve. They are
beginning to believe again that government
can work for them, that we can solve our
problems together through government.

This is the first time most agencies have
published standards. Agencies are changing
the way they do things in order to meet the
standards. They are also prepared to change

O
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the standards in order to focus on the things
that customers say are most important.

So you zan make the government change
faster. Look for the posted service standards
and hold us to them; this is how to measure
us. When you get poor service from a
government agency, or if you think the stan-
dards miss the mark, tell the agency abour it;
let the front-line workers and the head of
the agency know what you think should be
done better. When you get good service
from a government agency, let them know
that too. Use the phone numbers and
addresses that agencies are publishing in
their plans. We will learn from the mistakes
and use the successes as models for others to
emulate,

Together, we can and will bring the gov-
ernment back to its customers — back to
vou, the American people, who deserve
nothing short of the best.

13
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OUR CUSTOMERS
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CUSTOMER GROUP: IO

BENEFICIARIES

ou worked hard and paid into

Social Security for vears to become

eligible for benefits. The Social

Security Administration believes
vou shouldn’t have to work hard get those
benefits.

The same goes for other retirement
programs and for the wide variety of
assistance that Americans in need are
entitled to under law. Your application for
benefits shouldn't disappear into a bureau-
cratic maze for months. You shouldnt get
shuttled from office to office, each time hav-
ing to explain your problem from the begin-
ning, You shouldn repeatedly get a busy
signal or be put on hold when you call. You
want and deserve better service from your
government. We're determined that you will
get it.

Each vear the Treasury makes 660 million
benefit payments directly to American
citizens. For many Americans, these
pavments are the difference between a retire-
ment of hard-earned, well-deserved security
and an old age filled with worry, between a
home and homelessness, between food and
hunger. This chapter describes what the fed-
cral agencies in direct contact with these
Americans are doing to improve service.
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THE PROMISE OF
SOCIAL SECURITY

The federal agency that directly touches
the lives of more Americans than any other
is the Social Security Administration. Each
vear, Social Security employees handle pay-
ments going to nearly 50 million clients.
They answer 60 million telephone calls and
serve more than 24 million visitors to Social
Security offices across the United States.

Not long ago, Jackie Collins-Miller, the
branch manager of Baltimore’s Social
Security office, got a call from a woman who
had received someone else’s check in the en-
velope along with her own. Collins-Miller
jumped in her car, picked up the check,
mailed it to the rightful owner, and called a
few days later to make sure it had arrived.

That simple story illustrates both the
basic obstacle and the great hope for
improving service to customers of the
government. Many of our systems, like the
one that misrouted the check, need to be re-
designed to please customers. On the other
hand, most federal workers, like Collins-
Miller, are just as dedicated to providing
good service as employees of Nordstrom or
any other of America’s best companics. This
is the foundation we're building on.

13




PUTTING CUSTOMERS FIRST

The Social Security Administration has
started redesigning its systems to make them
as customer-oriented as its employees them-
selves are. First, they  veyed 40,000
customers and found lots of complaints
about the long and bewildering process of
applying for disability benefits. A person
filing a disability claim is faced with a
Model-T kind of assembly line. A claim
trundles along for over five months and is
handled by about 26 workers just to get to
an initial decision. If the claim is initally
disapproved and appealed — and many are
— it is handled by 43 workers, and the total
waiting time could be two and a half years.
No wonder the customers complained.

The agency has designed a new disability
system, with far fewer steps and fewer
handlers. This new system, which was
created with the customer in mind, promises
to cut the total waiting time by nearly 20
months. Social Security Commissioner
Shirley Chater has announced that the
agency is beginning to implement the
reengineered disability process. The new
system will eventually save hundreds of mil-
lions of dollars and will let the customer

meet the worker who decides the case.

Commissioner Chater and the Social
Security Administration’s managers and em-
ployees made a commitment to give their
customers not just good service or first-class
service, but “world-class” service. Last year,
they posted sig:.s with their customer service
standards in their offices across the country.
They pledged to provide courteous and
prompt service and full information on
Social Security and other programs. This
vear, they've added some new standards and
clarified others.

PENSIONS — GUARANTEED

Sometimes the hardest part of pleasing
customers is finding them.

The job of the Pension Benefit Guaranty
Corporation is to make sure evervbody
who's owed a pension gets one. With that
kind of clear result in mind, the agency
started a campaign to find Americans who
had a pension coming but didn’t know it.
These include people who had worked for
companies that later went bankrupt. The

one work day.

time.

Highlights from Customer Service Standards:
SOCIAL SECURITY ADMINISTRATION

¢ If you request a new or replacement Social Security card from one of our offices, we
will mail it to you within five work days of receiving all information we need. If you
have an urgent need for the Social Security number, we will tell you the number within

¢ When you make an appointment, we’ll serve you within 10 minutes of the scheduled

¢ We'll provide you with our best estimate of the time we need to complete your request,
and we'll fully explain any delays.

¢ We'll clearly explain our decisions so you can understand why and how we made them
and what to do if you disagree.

SSA knows that you expect world-class service in all your dealings with us. Today we
are unable to meet your expectations in all areas, but we are working to change that.
When we redesign our processes, you can expect that when you call our 800 number,
you will get through to it within five minutes of your first try.

Today we often are not able to meet this pledge. During our busiest days, you will get a
busy signal much of the time.

14 16
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company records of former employees were
lost. Many of these people didnt know the
government guarantees their pensions; they
just figured they were out of luck. And until
last vear, they were. But a dedicated team
from the Pension Benefit Guaranty
Corporation managed to find thousands of
them and restore their pensions.

MAKING FASTER, SAFER
PAYMENTS

Whether vour benefits come from Social
Security, the Veterans Administration, or
some other federal agency, the Treasury
Department writes the checks aund makes
the electronic deposits. Treasury’s Financial
Management Service is improving service in
two important ways: first, by replacing lost
checks faster, and second, by offering a
quicker and safer way to get benefits via
plastic ATM cards.

Suppose the social security check that you
need to pay your rent doesnt come the day
vou expect it. As things stand now, you call

CUSTOMER GROUP: BENEFICIARIES

the Social Security Administration and set in
motion one of those systems that was
designed to please somebody other than the
customer. First, the agency notifies Treasury
to stop pavment on the first check. You
begin waiting. Meanwhile, Treasury scarches
its records to see whether the check has been
cashed. You keep waiting. 1f you're lucky,
and it has not been cashed, Treasury mails
vou another check. Total waiting time for
vou and vour landlord: two to three weeks.
If you're unlucky, and the missing check has
been cashed, you'll wait an additional six
weeks.

Treasury is redesigning the system with
customers in mind. [t has cut four days oft
the time to reissue an uncashed check. In
cases where checks have been cashed,
Treasury is working to get the added six
weeks pared down to one week.

Ultimately, the best way for customers to
avoid all the problems associated with paper
checks is to get benefit payments
electronically; it's much faster and more
secure. Treasury already makes payments
electronically to many individuals’ bank ac-

Highlights from Customer Service Standards:
DEPARTMENT OF AGRICULTURE FOOD STAMP PROGRAM

Whether you get paper food stamps or use the riew electronic benefits card system, you
can expect the same high standards from the government:

o We promise to let you know if you're eligible for food stamps as soon as possible but no
later than 30 days after you file your application. You'll need to fill out your application
as soon as possible, but you can start counting the days as soon as you contact the food
stamp office and give us your name, address, and signature.

* If you qualify for immediate assistance, we promise to give you your food stamp bene-
fits within five work das.

* We promise to let you know at least one month before your food stamp benefits are due
to stop. If you apply to continue your food stamps by the 15th of your last month — and
you still qualify — we’ll make sure your benefits are not interrupted.

* If we say you don't qualify and you don't agree with our decision, just ask and we
promise to give you a fair hearing. We also promise to let you know the results of your
appeal. within 60 days.

e We promise to treat you fairly and equally regardless of your age, race, color, sex,
handicap, religion, national origin, or political beliefs.

o = - BEST COPY AVAILABLE 15
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PurTING CUSTOMERS FIRST

counts. But 10 million federal benefit recipi-
ents don't have bank accounts. So the
government has begun issuing plastic cards
to these beneficiaries so they can enjoy the
same convenience and security. The cards let
people get their benefits directly from bank
machines or terminals in grocery stores.
More than 10,000 recipients of Social
Security, Veterans, and Civil Service
Retirement benefits have government bene-
fit cards already in a pilot program. More
people will soon be using the cards to get
food stamps, Aid to Families with Depend-

ent Children, and other federal benefits.

“PARTNERSHIPS” —
COOPERATING TO IMPROVE
CUSTOMER SERVICE

In addition to all the payments the gov-
ernment makes directly to beneficiaries,

there are lots of other benefits paid for by
the federal government that don't go directly
from the feds into individual mailboxes or
bank accounts. Many people get federal
benefits, grants, loans, or aid through state
or local governments or other partners of the
federal government. Federal agencies are set-
ting standards for service that our partners
can expect from us. These standards are de-
scribed in the section on “States, Localities,
and Other Partners.”

VETERANS

The Department of Veterans Affairs and
other agencies exist specifically to serve vet- -
erans, and their standards are described in
the section on “Veterans.”

YOUR STANDARDS

DEPARTMENT OF AGRICULTURE
Food and Nutrition Service

DEPARTMENT OF DEFENSE
Defense Logistics Agency
DEPARTMENT OF HEALTH AND
HUMAN SERVICES
Health Care Financing Administration
Public Health Service

Social Security Administration

These agencies and offices are publishing customer service standards for beneficiaries.
The standards appear in the “Beneficiaries” section of Appendix B.

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT
Office of Housing/Federal Housing Authority

DEPARTMENT OF LABOR
Pension Welfare Benefits Administration

DEPARTMENT OF THE TREASURY
Financial Management Service

PENSION BENEFIT GUARANTY CORPORATION




Q

-

CUSTOMER GROUP: o

BUSINESS

eter Rogers, Vice President of

Marketing for Micro Systems, Inc.,

thinks he can increase sales in South

America. He needs data on retail
markets in Venezuela; qualified overseas
agents and distributors: financing; and
maybe even references from influentizl peo-
ple. Who does he ask?

Believe it or not, all these services are
available from the government’s Export
Assistance Center in Baltimore. The Center
houses people from several federal and state
programs at one location so that the export
community can get one-stop service. “Steve
Hall of the Export Assistance Center has
been to my oftice a number of times,
providing a menu of excellent services, now
including export-import financing.” says
Rogers. “We may have the best product in
the world, but if the customer cant pay for
it, it could stop the sale.”

Is this really the government? Yes. Steve
Hall works for the Department of
Commerce. The Commerce programs he
represents, and the other federal and state
programs involved, are meant to assist
exporters. So that makes business the
customer.

Export Assistance Centers like the one in
Baltimore are planned for many locations
around the country. Right now there are
three others, in Chicago, Miami, and Long

ERIC
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Beach. And 11 more are planned for 1995.

Help for business — that’s great. But it is
only one of government’s roles. Regulatory
agencies have a big effect on business. The
same businessperson who gets assistance
from some government agencies is spending
a lot of time preparing taxes and dealing
with inspectors from the Equal Employment
Opportunity Commission, the Environ-
mental Protection Agency. and the Occupa-
tional Safety and Health Administration.
There are also the Customs Service, the
Consumer Product Safety Commission, the
Federal Trade Commission, the Federal
Communications Commission, and more.

The truch is, much of what government
does is tax, audit, inspect, and regulate busi-
ness. These activities naturally produce some
friction. Viewing businesses as customers is
more complicated for agencies with these
roles, but they, too, are working to include
customer service ideas and business input in
their approach.

REGULATORY COMPLIANCE

Many agencies are finding ways to
combine strong enforcement of laws and
regulations with encouraging proactive com-
phiance by business. For example, to protect
the health and safety of workers, the
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Occupational Safety and Health
Administration is helping employers find
and fix workplace hazards.

In its Maine 200 and Wisconsin 100
pilot projects, OSHA gives help to employ-
ers that are considered high-risk because of
their injury rates. OSHA sends information
packages that help employers and employees
work together to improve health and safety
conditions. Companies can also get techni-
cal advice from OSHA through state agen-
cies. The programs offer free consultation
services, including no-penalty inspeccions.

These services to business don't change
OSHA’ commitment to protect workers. In
fact, they increase the chance that businesses
will eliminate dangers before accidents
occur. OSHA's customer service standards
cover both business and workers.

There are other examples of regulators
taking a more supportive stance.
Commerce’s Bureau of Export Administra-
tion, which enforces export controls on sen-
sitive products like military equipment,
conducted abourt 250 seminars for about
13,000 participants last vear. its goal was to
ensure that exporters know how to comply
with export licensing requirements.

Three hundred executives of thrift institu-
tions got to say what they thought in face-
to-face interviews with Treasury's Office of
Thrift Supervision. OTS, which supervises
and regulates these institutions, heard
feedback abourt confusion and frustration
resulting from some aspects of its bank
examination process. Its customer service
plan pledges to take both the mystery and
obstacles out of the examinations.

Environmental Protection Agency

k ad -

Administrator Carol Browner announced
the “Common Sense Initiative™ on July 20,
1994. Her idea is to create pollution preven-
tion strategies on an industry-by-industry
basis, instead of the current piecemeal. pol-
lutant-by-pollutant approach. Federal, state,
and local government ofticials, working with
both environmentalists and industry, will
begm by developing strategies for six indus-
tries: auto manufacturing, computers and
electronics, iron and steel, metal finishing
and plating, petroleum refining, and
printing.

EPA also plans to improve its processing
of environmental permits, which EPA uses
to regulate activities like waste disposal and
discharges into the air and water. Permits are
issued by federal and state agencies. EPA rec-
ognizes that it has two customers for its en-
vironmental permit programs: citizens and
business. Citizens are the beneficiaries of sate
air and drinking water. But it's business,
through its compliance or positive action,
that protects or improves the environment.
A new permits improvement team is seeking
help trom state agencies, community
groups, environmental organizations, and
those regulated by environmental permits.
The goal is to reduce the red tape while en-
suring that the environment is protected.

The Small Business Administration
convened a Small Business Forum on
Regulatory Reform with representatives
from five industries and six regulatory agen-
cies to look at ways to improve federal regu-
lation. Among other things, the group
wanted uniform and cost-eftective strategies
that facilitate voluntary compliance, better
coordination among federal agencies, and

Highlights from Customer Service Standards:
OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION
OSHA is making these commitments to business:

¢ Focus OSHA inspections on the most serious hazards.
» Be respectful and professional during inspections.
¢ Help them identify and control workplace hazards.

ey
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Highlights from Customer Service Standards:
U.S. CUSTOMS SERVICE

The U.S. Customs Service is absolutely certain that treating business as a customer in-
creases compliance. So Commissioner George Weise takes a customer service point of view
when he talks about business. “We must keep in mind the customer’s perspective in the
way we perform our mission,” he explains. “Their impression defines the quality of the ser-
vice we provide.” The following are examples of the customer service standards for busi-
nesses Customs is publishing.

o Customs field offices will respond to your request for binding rulings within 30 days un-
less the issue must be referred to a Customs attorney, in which case rulings will be issued
within 120 days of receipt.

¢ Customs will notify the importer and/or the broker of cargo detentions within five work-
ing days.

¢ Customs will respond to any inquiry made of our Entry Specialist Teams within four busi-
ness hours.

e If the quota or quota/visa entry is electronically transmitted, Customs will review these
documents and grant quota acceptance status, if appropriate, within six business hours of
presentation.

¢ On-line import transactions will be completed in less than seven seconds.

s Batch transactions will be turned around to the user’s terminal in no more than 15 min-
utes for the Automated Broker interface; five minutes for the Air Manifest Interface; and

15 minutes for the Sea Manifest Interface.

more small business input in the
formulation of regulations. In July, the
group issued its first report. Highlighting
the industry input, it recommended specitic
actions that the agencies are now reviewing,

For advocates of customer-driven govern-
ment. these increases in industry input are
good news — and a good starr.

BUSINESS ASSISTANCE

Fifteen years ago, when Mama Jo's and
Zeno's Pizza in Wichita Falls, Texas, was get-
ting started, it took the owners four weeks to
work with a bank loan officer to fill ourt the
application for a Small Business
Administration loan, gather all the relevant
documents, and wait for the government to
respond. This ye v, when they wanted
money to expand, the whole process took
only three days, start to finish.

Q
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The agency has cut the red tape for small
business financing. The old piles of paper
have been climinated and the remaining ap-
plication is only one sheet — two sides. It
requires so little documentation that it is
building a name as “Low Doc.” The Small
Business Administration is one of several
agencies providing financial assistance and
publishing customer service standards.

The State Department is helping
businesses operating overseas. One of its sat-
isfied customers wrote: “I just wanted to let
vou know how much 1 appreciate the posi-
tive stance the American Consulate has
taken toward U.S. companies doing business
in Japan. 1 have always thought that if
American organizations don't help each
other out in Japan, then who will?"

The State Department is looking to
expand its services to businesses operating
overseas. According to Deputy Secretary
Strobe Talbott, “We plan to include not
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Highlights from Customer Service Standards:
FINANCIAL ASSISTANCE FOR BUSINESS

Financial assistance has been available from government for many years in the form of
loans, loan guarantees, insurance, and even grants. Customers of these parts of govern-
ment have said it's the paperwork and the lengthy process that deters them from applying.
Many federal agencies are addressing these issues with customer service standards like
these.

SMALL BUSINESS ADMINISTRATION

e 7(a) Guaranteed Loan Program: As an applicant for financial assistance, you can expect
to have an answer from SBA within two weeks of our receipt of your completed applica-
tion. If the application is processed through the Preferred Lender Program or the Certified
Lender Program, an answer can be expected within 24 hours or three working days re-
spectively.

* Low Documentation Loan Program: As an applicant for financial assistance of $100,000
or less, you can expect to have an answer from SBA within three business days from re-
ceipt of your completed application.

¢ Greenline Program: As an applicant for financial assistance to finance short-term, cycli-
cal, working capital needs, you can expect an answer from SBA within two weeks of re-
ceipt of your completed application from your lender.

ExPORT-IMPORT BANK

o Ex-Im Bank will not keep its customers waiting. We promise that we will respond to your
queries or complaints within two business days.

¢ Ex-Im Bank’s Insurance staff will process 85 percent of Short-term applications within two
weeks and 90 percent of the Multibuyer policies before the anniversary date, and inform
the customer bi-weekly of the status of the additional 15/10 percent until resolved.

¢ Ex-Im Bank’s United States Division will process 100 percent of all Preferred Lender
Program transactions within 10 days of receipt of a completed application.

¢ Ex-Im Bank’s Claim and Recovery Division will process at least 90 percent of all cash re-
ceipt collections for existing claims within 20 business days of receipts and acknowledge

claims filed under all programs in writing to the claimant within two business days of re-
ceipt.

DEPARTMENT OF AGRICULTURE, RURAL DEVELOPMENT ADMINISTRATION, BUSINESS
LoAN GUARANTEES

¢ We will conduct a review of your loan application to verify completeness and compli-
ance with applicable requirements within 10 working days after receiving the applica-
tion.

* We will issue the loan guarantee for your loan within two working days from the time
the lending institution holds the final loan closing.

DEPARTMENT OF TRANSPORTATION, MARITIME ADMINISTRATION, FEDERAL SHiP
FINANCING

* We will evaluate the completeness of your application and provide you with an initial
response within 10 to 14 days.

We will respond to your phone calls within 24 hours.

We will respond to your information requests within one to three days.

We will process a complete application within 60 days.

We will treat you with courtesy and respect at all times.
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only a case-by-case business facilitation, but
also the broader area of creating through ne-
gotiations and agreements a friendly busi-
ness climate for American firms — one that
will enable medium and small firms as well
as larger ones to conduct business overscas.’

If you need help from various agencies of
the Department of Agriculture, put your
walking shoes on. Your nearest field offices
of the Agricultural Stabilization and
Conservation Service, the Farmers Home
Administration, the Federal Crop Insurance
Corporation, the Rural Development
Administration, and the Soil Conservation
Service may each have a difterent location.
Agriculture recently surveyed its customers;
they said: “We want services in one location.
We want to deal with one person or one
team who understands us.” Agriculture is
taking its customers’ advice and is creating
one-stop Field Service Centers throughout
the nation. Some are already in place; most
will be running by 1998.

Technological transfer to assist business is
a growing priority for some federal agencies.
National Aeronautics and Space
Administration programs actively promote
the commercial potential of the agency's
technologies, while three of the Department
of Energy's five goals are focused on
business: help mdustr\' shift from waste
management to pollutlon prevention; part-
ner with the private sector for a two-way
technological exchange; and accelerate

national use of emerging r«-chnologles

DOE is putting numbeis with it
promises to do more work with business.
Effective immediately, it is devoting at least
15 percent of the department’s research and
development budget to partnerships with

RIC
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the private sector. The department is also ag-
gressive about setting up more partnerships
with business. Cooperative Research and
Development Agreements (CRADAS) are a
primary tool for defining joint work
berween the national labs, managed by
DOE, and the private sector. DOE has
promised to process the paperwork for new
CRADAEs in less than 16 weeks on average.

The federal government is also on the in-
formation superhighway, providing business
and others with information quickly.
FedWorld, a service of the Department of
Commerce, is an on-line information
network serving «is a gateway to 130 other
government systems and still growing.
Access to FedWorld is provided at no
charge, and calls to the Help Desk are
answered by a person, not a recording, 24
hours a day. Downloadable products
ordered by credit card are delivered within
30 seconds.

Also provided by Commerce, STAT-USA
has the most extensive government-
sponsored business, economic, and trade
database system in the world. One of STAT-
USAS standards commits to posting all
information within 30 minutes of receipt
and promises, “If we do not ship your order
within 24 hours, we will send you one CD-

ROM free.”

RESEARCH SUPPORT

Many of the federal governments
research and scientific activities support the
needs and interests of business. See the
“Research and Academic Community” scc-
tion for more on these standards.

21
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YOUR STANDARDS

These agencies and offices are publishing customer service standards for businesses.

DEPARTMENT OF AGRICULTURE
Economic Agencies
Field Service Centers
Food Safery and Inspection Service
National Biological Control Institute
Rural Development Administration
Rural Electrification Administration

DEPARTMENT OF COMMERCE

Bureau of the Census

Bureau ot Economic Analysis

Economiics and Statistics Administration

International Trade Administration

National Oceanic and Atmospheric
Administration

Narional Technical Information
Service

Patent and Trademark Otfice

DEPARTMENT OF DEFENSE
Defense Finance and Accounting Service
Defense Logistics Agency

DEPARTMENT OF HOUSING AND URBAN
DEVELOPMENT
Government National Mortgage Association
Office of Housing/Federal Housing
Administration

DEPARTMENT OF THE INTERIOR
Bureau of Land Management
Rurcau of Mines
Minerals Management Service
National Biological Survey
Office of Surface Mining Reclamation
and Enforcement
LS. Geological Survey

The standards appear in the “Business” section of Appendix B.

DEPARTMENT OF LABOR

Bureau of Labor Statistics

Emplovment Standards Administration,
Wage and Hour Division

Mine Safety and Health
Administraion

Occupational Safery and Health
Administration

DEPARTMENT OF STATE
Bureau of Political-Military Affairs

DEPARTMENT OF TRANSPORTATION
Federal Highway Administration
Federal Maritime Administration
Federal Railroad Administration
U.S. Coast Guard
DEPARTMENT OF THE TREASURY
Bureau of Alcohol. Tobacco and Firearms
Office of the Comptroller of the Currency
Office of Thrift Supervision
LLS. Customs Service
ENVIRONMENTAL PROTECTION AGENCY

Environmental Permitting

EQual. EMPLOYMENT OPPORTUNITY
COMMISSION

ExroORT-IMPORT BANK OF THE UNITED STATES

INATIONAI AERONAUTICS AND SPACE
ADMINISTRATION
Acronautics Enterprise
Human Exploration and Development of
Space Faoterprise

Space Technology Enterprise
INATIONAL MEDIATION BOARD

SMALL BUSINESS ADMINISTRATION
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CUSTOMER GROUP:
THE GENERAL PUBLIC

ureaucracy. Red tape. Rigmarole.

The runaround. Paperwork.

Administrivia. There are a lot of

names for the cumbersome way
government does business, a way that seems
designed to drive people crazy. How many
times have vou needed a simple piece of in-
forration on a government product or ser-
vice and not known who to call, where to
begin? If interacting with the federal govern-
ment leaves you muttering to yourself, you're
not alone: 80 percent of Americans don'
trust the federal government to do the right
thing most of the time.

A lot of people in Los Angeles, California,
are part of the other 20 percent. On January
17, 1994, an earthquake that measured 6.7
on the Richter Scale rocked Northridge and
the rest of the Los Angeles area. Total dam-
age was calculated in billions of dollars. The
devastation of the quake closed the Santa
Monica Freeway, L.A.'s busiest. Thousands
of families were forced out of their homes.

When President Clinton declared the
earthquake a federal emergency. the people
of Los Angeles became customers of the
Federal Emergency Management Agency.
Working together with the Department of
Transportation, the Department of Housing
and Urban Development, the Federal
Highway Administration, and state and local
officials, FEMA responded not with hoops
to jump through but with aid.

-
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A central processing office was set up at
Redwood City to process applications for as-
sistance. When the office opened on January
22, the paper flooded in. Chal Overdorft
and his staff dealt with it. With the help of
new technology to estimate damage and de-
termine payments, and by working around
the clock, Overdorff and his staff have cur
almost 400,000 checks — the most in the
history of FEMA for a single disaster.

Much of FEMA’s work couldn't be done
in an office. Outreach leader Tim
Richardson and his partner discovered an
80-year-old woman still living in her mobile
home, even though it had been shaken off
its blocks and was teetering on its hitch. She
was frightened by aftershocks and was out of
water. Richardson’s team helped get her to
safety, registered her for assistance, got her in
touch with crisis counselors, and found a
contractor to repair her home. She’s back in
her house now and doing fine.

FEMA's work produced thousands of
thank-youss like this one:

The carthquake on January 17, 1994,
shook everyone in the city badly.
Emotionally, I was in very bad shape for
about two wecks. It took my family and
myself about three months to get aur
home back into pre-quake condition
although we have lost many irreplaceable
items. 1 still suffer from occasional night-
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resentative.

for it.

Highlights from Customer Service Standards:
FEDERAL EMERGENCY MANAGEMENT AGENCY

* FEMA will provide you with an opportunity to tell your story to a responsive FEMA rep-

* FEMA will treat you with respect and caring.

* FEMA will give you clear, accurate information on disaster assistance and how to apph

* FEMA will explain clearly what you need to do after registration, what you can expect
from the government, and how long the process should take.

* FEMA will provide equal access to disaster assistance programs for all individuals.
* FEMA will use your suggestions and complaints to improve our service continually.

* FEMA will provide eligible individuals disaster housing assistance checks with all possi-
ble promptness and give them an estimate of the length of time it will take.

mares. FEMA, the SBA, everyone we
dealt with from the govermment was ex-
tremely helpful, understanding, and |
have never seen bureaucracy move this
Jast and this efficiently. Thank you very
much for all your help.

This is quite a comeback from the shots
that FEMA took after hurricane Andrew in
1992. The agency is publishing standards
that try to build on its success in Los
Angeles.

NoO BIGGER JoB

Think about the job of the U.S. Postal
Service: collect, sort, and cancel 177 billion
pieces of mail each year. Deliver to over 122
million homes, stores. post office boxes, and
businesses every day. Operate 40,000 post
offices across the country. It’s hard to think
of an organization that has more contact
with the public.

In last September’s report of the National
rformance Review, the Postal Service pre-
sented standards based on its customers’
input about whar is important. It st
standards of overnight delivery of local First
Class Mail and three-day delivery of cross-
country mail. It committed to a program o

l)‘
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cut the wait in offices to “five minutes or
less.”™ It also pledged to provide a postal
information phone system, operating 24
hours a day, 365 days a vear.

So how are things going? To date 81 cities
have the 24-hour information phone
service. Three-quarters of the 40,000 post
oftices across the country now ofter counter
service in five minutes or less. And on-time
delivery is at 82 percent across the country
and exceeds 90 pereent in some cities —
Des Moines. Long Beach, Spokane, and
others.

But the Postal Service reported that in
tests in the Washington area this spring and
summer, only 50 10 60 percent of deliveries
were on time. Similar problems surfaced in
Chicago and Tennessee, Worse, postal
inspectors acting on Postmaster General
Runyon’s orders to check things out found
millions of picces of delaved mail at two
Washington, 1.C.. post offices. The Postal
Service clearly wasn't meeting its standards
in these places.

The leaders took action. They brought in
proven managers and added emplovees on
the streer and in the front line. Hundreds of
people worked overtime to reduce the back-
log. At the top. the Postal Service has a new
chief operating, othicer — Bill Henderson.,
who had met customer service standards in




E

Q

CUSTOMER GRGLU#: THE GENERAL PULLIC

U.S. POSTAL SERVICE

Highlights from Customer Service Standards:

Your First Class Mail will be delivered anywhere in the United States within three days.
Your local First Class Mail will be delivered overnight.
You will receive service at post office counters within five minutes.

* You can get postal information 24 hours a day by calling a local number.

his job as Division Manager tor North
Carolina.

Is the problem fixed? No: clearly there's
more to do. Service has improved, but not
to the level chae the Postal Service wants. So
what’s the lesson? Did the Postal Service
make a mistake seteing standards in the firse
place? Absolutely not.

In the old days, before standards and per-
formance measurements, the Postal Service
might not have even known where to look
for problems. If it heard complaints, the
brouhaha would likely have resulted in more
rules for workers to follow. Now it has regu-
lar measurement of both customer satistac-
tion and on-time delivery by Opinion
Research and Price Waterhouse. Today it
knows where to look for problems and is
working to solve them. This is exacty the
poinr of setting standards — to ger agencies
to focus on what their customers want and
take action when they come up short.

For the tuture, the Postal Service has
reatfirmed its commitment to the standards
in last yearys report of the National
Performance Review.

PROTECTING THE PUBLIC

Much of the government has as its job
protecting the public — its seat belrs, its
food, its children’s toys, its drinking water
— the list goes on. Many agencies whose
role is protecting the general public have al-
ready signed up to improve customer
service.

The National Highway Traffic Safety
Administration has many programs with a
single life-saving aim: to give us all a beteer
chance to get where we need to go safely. To
make safety information widely available,
the agency operates an Auto Safety Hotline,
a toll-free telephone service. Hotline callers
get information on motor vehicle recalls and
safety defect investigations. Hotline
operators are trained to answer vehicle and
traffic safety questions. They take consumer
complaints about possible safety defects and
assist callers who are having difficulty
obtaining repair work for existing recalls.
Callers can also request safety literature, "The
service is available to the hearing impaired
through teleprinter (D) connections.

_ ¢ —
Good Afternoon — Here’s Your Stuffed Fish and Telephone Bili

The August 31, 1994, Washinglon Post reported on a test of the mail delivery system
that the National Enqgurrer had carciod oul - and on the subsequent reaction of

Postmaster General Marvin Runyon:

To test the mail system, the tabloid aewspaper put addresses on g coconut, false teeth,
boser shorts, a rubber snake, a soda can and a stusted fish. All were delivered, Runyon
it I was a crazv test, one we don’t recommend others replicate,” he said, “But | do
agree with the Enquiter’s verdict: The Postal Service really delivers.”
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Highlights from Customer Service Standards:
NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
¢ Your calls are important and will be answered promptly. If you have trouble reaching
one of our operators, call after 6 p.m. and leave a message on the answering machine.

We will call you back the next business day. You will not be put on hold for longer than
two minutes.

* You will be given the most complete and accurate information possible.

¢ By December 1994, NHTSA will use its fax-on-demand service to provide you with fact
sheets and informati<n within 24 hours.

CONSUMER PRODUCT SAFETY COMMISSION

Call the CPSC Hotline at 1-800-638-2772 to report an unsafe product, report a product-
related injury, receive information on’ product recalls and repairs/replacements, and learn
what to look for in purchases. Customer service standards are:

* Answer your call 7 days a week/24 hours a day.

* Provide easy-to-follow instructions in English or Spanish, or in another language during
working hours.

¢ Take information quickly, accurately, and courteously.

OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION

OSHA receives many complaints from employees about unsafe working conditions and
has established these customer service standards for employees:

e OSHA currently schedules inspections, on average, within 18 days of an employee's
complaint of a serious hazard and 26 days of an other than serious hazard. . . . We will
reduce the average time.

* OSHA will ensure that employees have the opportunity to participate in inspections.

* We will complete investigations for those employees who believe they are being
discriminated against for exercising their rights to request or participate in investigations

within 90 days.

The Consumer Product Safety If vou aren't sure what te do with frozen
Commission’s mission is also to protect the food when your power fails, you can get
public — against unreasorsable risk of injury  help from the Food Safety and Inspection
from consumer products. Commission Service's toll-free hotline (1-800-535-4555).
Chair Ann Brown has <cepped up media ef- This 24-hour hotline is part of the service's
forts to get the word out quickly about dan- commitment to open communications and
gerous products She appears rcgul.lrlv on develop more productive working relation-
shows like “Good Morning America” to an- ships with the public, industry, academia,
nounce product recalls and inform the pub- state and local governments, and the media.
lic. The commission also operates a hotline The service also inspects over 6,000 meat
as a service to its customers and is setting and poultry plants to ensure that their prod-
standards for the hotline. ucts are safe, wholesome, and accurately

labeled.
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The mission of the Environmental
Protection Agency is to protect the environ-
ment today and for future generations. EPA
is reinventing itself to communicate better
with customers and get customer inputs to
EPA decisions. As EPA Administrator Carol
M. Browner says. "An informed and
involved local community will make better
environmental decisions than a distant
bureaucracy.” EPA is publishing standards

that include responding to letters within five

working days, and it has set up a hotline
(1-800-535-0202) to respond to questions
about waste management, underground
storage tanks, chemical accident prevention,
and Superfund sites.

The Occupational Safety and Health
Administration takes care of its job — pro-
tecting the health and safety of American
workers — through partnerships with
employees, employers, and state and local
governments. OSHA' customers number
more than 100 million workers and over
6 million emplovers. In OSHA's customer
surveys, workers expressed a need for better
hazard information and training. Employers
asked for bertter information on what they
had to do to comply with OSHA
requirements. OSHA has developed aggres-
sive programs to get more information out,
involve workers more in the inspection
process, and assist emplovers.

WE PROMISE. ..

Dear Presiclent Clinton:

CusTtoMER GRrROUP: THE GENERAL PUBLIC

TALKING TO YOUR
GOVERNMENT

You call a toll-free number and you get
the help vou need. That’s not too much to
expect in 1994. You get it from American
Express. You get it from American Airlines.
You should get no less from American gov-
ernment.

The Social Security Administration, the
Internal Revenue Service, and other federal
agencies are finding out that Americans in-
creasingly let their fingers do the walking. As
a result, these agencies are studying how cor-
porate America serves its customers over the
phone. Agencies are learning the most
efficient ways to deal with surges in calling,
like when Social Security checks go out each
month or when April 15 rolls around. Top
businesses also have a lot to teach about giv-
ing the people who answer the phones quick
access to information and the authority to
make decisions so that they can solve
customers’ problems and really be of service.
Reinventing government means equaling
the best in business; phone service is no ex-
ception.

PAYING TAXES

Most people would just as soon not be
customers of the Internal Revenue Service.

We are establishing standards for telephone service that include promptness, courtesy,
and accuracv. With industry leaders as a model, we are making progress. But we still have
much to do. We believe we can give the American people the telephone service they de-
serve. We promise to work hard to achieve this goal and report progress to you in

September 1995.

Hon. Shirley Chater, Comissioner, Social Security Administration

Hon. Roger Johnson, Administrator, General Services Administration

Hon. James B. King, Director, Office of Personnel Management

Hon. Margaret M. Richardson, Commissioner, Internal Revenue Service

Hon. Doris Meissner, Commissioner, Immigration and Naturalization Service

Hon. Mary A, Ryan, Assistant Secretary, Bureau of Consular Affairs, Department of State
Dr. Harry A, Scarr, Acting Director, Bureau of the Census
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PUTTING CUSTOMERS FIRST

Like it or not, we need the IRS to collect
revenue. The good news is that the IRS be-
lieves it can do a better job collecting taxes
by viewing us all as customers. The idea is
that better customer service will increase vol-
untary compliance.

Thinking of us all as customers is chang-
ing things at the IRS. For over a decade, the
IRS put top priority on getting tax booklets
to us right after January I. But a customer
survey showed that minimizing contact with
the IRS was the true priority of taxpayers.
Taking this input to heart, the IRS is finding
ways to cut down on contact.

One project is developing a system that
gives citizens one tax interface with all levels
of government. The Social Security
Administration and the IRS are working to-
gether so businesses and individuals need to
supply wage data only once for all tax collec-
tion agencies — federal, state, and local.
Twelve states will participate in the program
this vear and 11 more in 1995.

Paying taxes can never be painless, but it
can be less painful. In some states, taxpayers
will be able to file by phone this year

through a program called Telefile. Residents
of Florida, Indiana, Kentucky, Michigan,
Ohio, South Carolina, and West Virginia
that are filing a 1040 EZ and have a touch-
tone phone will have the Telefile option for
1994 taxes. Service through Telefile is avail-
able 24 hours a day, seven days a week. With
Telefile, filing your tax return may end up as
easy as calling Dominos.

BUYING MONEY

Unlike the Internal Revenue Service,
everyone would like to be a customer of the
U.S. Mint — a repeat customer, in fact.
And, directly or indirectly, almost every
American is already a U.S. Mint customer.
The mint produces the nation’s supply of
coins for trade and commerce, plus special
issues and investment coins. In addition, the
mint sees 600,000 tourists a year at its
Philadelphia and Denver sites and has a
customer mailing list of 2 million coin
collectors.

Highlights from Customer Service Standards:
INTERNAL REVENUE SERVICE

These are samples of the customer service standards from the IRS. Expect to see these
and other standards in your tax booklets for 1994 taxes.

¢ If you file a complete and accurate tax return and you are due a refund, your refund will

be issued within 40 days if you file a paper return or within 21 days if you file electroni-
cally.

¢ Our goal is to resolve your account inquiries with one contact. To reach that goal, we
will make improvements yearly.

¢ If you have a problem that has not been resolved through normal processes, you may
contact our Problem Resolution Office. A caseworker will contact you within one week
- and will work with you to resolve the problem.

¢ If you provide sufficient and accurate information to our tax assistors but are given and
reasonably rely on an incorrect answer, we will cancel related penalties.

* We will make tax forms and instructions easier and simpler for you to use. We made
some good changes this year, but we want your ideas for future improvements. Please
call us at 1-800-829-3676 — available nine hours each business day — or you can write

us at Internal Revenue Service, Attention: Tax Forms Committee, PC:FP, Washington,
D.C. 20224.
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Highlights from Customer Service Standards:
U.S. MINT

¢ Your orders will be shipped within four weeks of receipt.
¢ Your inquiries will be answered with one-stop service.
¢ Your calls will be returned within one working day.

The mint has taken customer service
principles to heart. First, it is listening to its
front-line employees’ ideas on how to
improve service. As a result of an employee
suggestion, mint employees now call coin
collectors and other customers directly if an
expiration date is missing from a credit card
order. In the past, such an order would have
been rejected and returned to the customer
for correction, causing further delay.

The mint is also one of a few government
agencies that have customer service reps. At
the mint, the reps alert customers of sellouts
and take credit card orders by phone. In ad-
dition, the mint is examining the best in
business — companies such as Black &
Decker, T. Rowe Price, Lenox China and
Crystal, the Royal Mint of Great Britain,
and Vanguard Mutual Funds — for ideas
that it can apply to its own operations.

HELPING AMERICANS INVEST

Peter Lynch may be telling yvou to “beat
the street,” but the Securities and Exchange
Commission wants to make sure vou have a
level plaving field. The SEC protects
investors by enforcing federal securities laws
and regulating securities markets. Individual
and institutional investers have trillions

Q
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invested in securities and mutual funds in
the United States and abroad. While the
SEC does not approve or guarantee any in-
vestments, it does make sure that securities
issuers fully disclose material information to
investors and markets adhere to fair
standards.

As part of its commitment to service, the
Securities and Exchange Commission is
conducting customer surveys throughout
the country covering a wide range of topics;
the results have proven surprising in some
cases. Misconceptions about mutual funds
purchased through banks are especially wor-
risome. Most mutual funds sold through
banks are not federally insured, vetr 28
percent of the respondents to a recent SEC
survey thought they were. Similarly, money
market mutual funds bought through a
bank are not federally insured, vet 66
percent of the survey’s respondents who have
bought these funds through banks thought
otherwise. Since many people don't
understand these risks. the SEC is mounting
a campaign to get the word out. A new
serics of educational brochures titled Znrest
Wisely are part of this. One brochure will
focus on mutual funds. covering investment
basics and warning of pitfalls. The SEC is
also using focus groups to find out more
about what its customers value.
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YOUR STANDARDS

These agencies and offices are publishing customer service standards for the general
public. The standards appear in the “General Public” section of Appendix B.

DEPARTMENT OF AGRICULTURE
Economic Agencies
Field Service Centers
Food Safety and Inspection Service

DEPARTMENT OF COMMERCE
National Oceanic and Atmospheric
Administration
Office of the Secretary

DEPARTMENT OF DEFENSE
Defense Logistics Agency

Office of Public Affairs
U.S. Army Corps of Engineers

DEPARTMENT OF EDUCATION
Goals 2000: Educate America Act
Impact Aid
Office for Civil Rights
Student Financial Assistance Program

DEPARTMENT OF ENERGY
Energy Resources
Environmental Quality
National Security

DEPARTMENT OF HOUSING AND URBAN
DEVELOPMENT
Fair Housing and Equal Opportunits
Public and Indian Housing

DEPARTMENT OF THE INTERIOR

Oftice of Surface Mining Reclamation and

Enforcement
U.S. Geological Survey

DEPARTMENT OF JUSTICE
Freedom of Information Act
Immigration and Naturalization Scrvice

DEPARTMENT OF LABOR
Burcau of Labor Statistics
Employment Standards Administration,
Wage and Hour Division
Mine Safen and Health Administration
Oceupational Safery and Health
Administration
DEPARTMENT OF STATE
Burcau of Administration
Freedom of Information Act

DEPARTMENT OF TRANSPORTATION
Federal Aviaton Administration
Federal Railroad Administration
National Highway Traffic Safety

Administration

DEPARTMENT OF THE TREASURY
Bureau of Engraving and Printing
Bureau of the Public Debt
Internal Revenue Service
U.S. Mint

CoNsUMER PropucT SAFETY COMMISSION

ENVIRONMENTAL PROTECTION AGENCY
EPA Chemical Emergency Preparedness and
Pollution Prevention and Toxics
Responses to Inquiries
Solid Waste and Emergency Response

EQUAL EMPLOYMENT OPPORTUNITY COMMISSION

FEDERAL COMMUNICATIONS COMMISSION
Private Land Mobile Radio Services

FEDERAL. EMERGENCY MANAGEMENT AGENCY

GENERAL SERVICES ADMINISTRATION
Consumer Intormation Center

INTERSTATE COMMERCE COMMISSION
JAPAN-UNITED STATES FRIENDSHIP COMMISSION

NATIONAL ARCHIVES AND RECORDS
ADMINISTRATION

NATION (1. COMMISSION ON LIBRARIES AND
INFORMATION

NATIONAL ENDOWMENT FOR THE HUMANITIES
NATIONAL LABOR RELATIONS BOARD
NATIONAL MEDIATION BOARD

OFFICE OF PERSONNEL MANAGEMENT
Federal Emplovment information Program

PENSION BENEFIT GUARANTY CORPORATION

UNITED STATES POSTAL SERVICE




CUSTOMER GROUP:
LAW ENFORCEMENT

rotecting the public is one of the

most fundamental and important

jobs of government. Many federal

agencies directly enforce laws, but
they also help state and local law enforce-
ment agencies in their efforts. State and local
law enforcement agencies are the front line
for combating crime on the street. These
law enforcement agencies, in turn, are the
customers for many federal law enforcement
organizations.

Consider, for example, the Community
Relations Service of the Department of
Justice, which helps communities reduce
ethnic tension and prevent racial conflict.
When Senior Conciliation Specialist
Vermont McKinney saw the videotape of
the Rodney King beating, he called the Los
Angeles Police Department and community
leaders and offered his help.

McKinney spent the nexe few weeks
opening the lines of communication among
the key players. He and Regional Director
Julian Klugman later convened a three-day
summit with 40 community leaders and 40
law enforcement agents. Los Angeles Police
Chief Willie L. Williams says that as bad as
the riots were, they would have been a fot
worse without Justice’s help.

The Community Relations Service was
especially helpful, Williams adds, in
bringing together police and local gang lead-
ers to negotiate a truce, “The truce and
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other efforts have reduced street-related gang
killings and violence significantly,” says
Williams. “At the time, clearly this was not a
very popular event amiong police officers.

... We couldn’t have done it without the
Justice Department. . . . There are still a lot
of problems with gangs in Los Angeles, but
we've cut down on the violence, and now we
can work on other issues.”

Davis L. Rodgers, Sr.. President of the
Watts Branch of the NAACP, notes that
Justice did a good job at working at the
grass-roots community level. “They were
continually asking if we thought there was
going to be more trouble and asked what
could be done to prevent it,” he says. “They
listened to everything we had to say.”

In the words of Eleanor R. Montano,
President of Mothers and Men Against
Gangs, who has been working for decades to
prevent violence: “Sometimes you just need
an outside party to help. Someone who is
seen as objective, that people will listen to.”

STATE AND LOCAL SUPPORT

Many other Department of Justice agen-
cies also have customers at the state and local
level. Justice manages about $1 billion in an-
nual funding that goes to state and local or-
ganizations. Under the provisions of the
recently enacted crime bill, Congress autho-
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rized over $30 billion for law enforcement
efforts mostly art the state and local level.
The money is to be paid from a special fund
in fiscal years 1995 through 2000.

Justice also provides assistance in day-to-
day police work. For example, the Federal
Bureau of Investigation’s National Crime
Information Center, a computerized infor-
mation system that has data on wanted per-
sons and stolen property, provides
information for more than 74,000 federal.

state, and local police officers in all 50 states.

The FBI also analyzes fingerprints. Police
departments nationwide depend on these
services; each day the FBI receives 100,000
electronic requests for information. 35,000
fingerprint card requests, and 14,000
written updates to criminal history files.

In focus groups conducted by Justice,
state and local law enforcement officials
asked for better coordination and faster
response to requests for information on sus-
pects. Right now, the FBI can't respond to
requests as fast as its customers want. But
the bureau is telling customers what they
can expect. Current response time for name
searches against criminal histories is five sec-
onds. Fingerprint identification takes about
21 days. A new FBI rapid response system,
which is scheduled to be on-line by early
1997, will receive and process electronic fin-
gerprint images, criminal histories, and
related dara within the response times local

agencies need. The FBI also interviewed 485
criminal justice administrators and sent
questionnaires to 2,670 criminal justice
agencies nationwide to get feedback on how
to improve its database system; it plans to
have improvements in place by 1996.

The Bureau of Alcohol, Tobacco and
Firearms runs the National Tracing Center,
which tracks information about firearms
used in crimes. The center handled more
than 50,000 requests in fiscal vear 1993 and
expects over 70,000 for fiscal year 1994.
The center helps law enforcement agencies
by developing leads on suspicious characters
who may be involved in firearms trafficking,
The center is researching new computer
software that will provide information more
quickly. The bureau’s customer service stan-
dards call for completing urgent firearms
traces within 24 hours and routine traces
within four weeks.

DIRECT ENFORCEMENT

Besides supporting state and local author-
ities, federal agencies directly enforce a wide
range of statutes. The FBI combats
organized crime, narcotics, terrorism, white-
collar crime, foreign counterintelligence,
and violent crime. The Drug Enforcement
Administration handles international and
major narcotics cases. Other agencies have

available).

is two seconds.

(currently not available).

Highlights from Customer Service Standards:
FBI’S NATIONAL CRIME INFORMATION CENTER

FBI expects to provide better service in 1996 when its new NCIC system is available.
Current and future customer service standards for NCIC are:

o Customers will be able to access the system 24 hours a day, 7 days a week (currently
¢ The system will process NCIC inquiries in one second or less. Current NCIC processing
o Users will be able to conduct on-line queries for information that is now available only

through special computer programming.

o Users will be able to receive photograph and fingerprint images on-line in police cruisers

34




law enforcement components — for exam-
ple, the Internal Revenue Service for tax eva-
sion, the Customs Service for smuggling, the
Secret Service for counterfeiting, the Bureau
of Alcohol, Tobacco and Firearms for guns,
and the Department-of Health and Human
Services for Medicare fraud. In addition, the
Justice Department has an extensive
network of prosecuting attorneys in
Washington, D.C., and throughout the
country with a U.S. Attorney in every judi-
cial district. And Justice manages federal
prisons throughout the nation.

Customer service is a complicated
concept for these direct law enforcement ac-
tivites. Federal law enforcement agencies
bring criminals to justice, save the taxpayers
billions of dollars, and work to prevent
crime. In these roles, they see the general
public as their primary customer. The con-
tributions they make are clear. Health care
fraud, for example, is costing taxpayers
about $10 billion a year, according to the
1992 U.S. General Accounting Office study
Health Insurance: Vinerable Payers Lose
Billions to Fraud and Abuse (HRD-92-96).
Not only are unscrupulous people charging
bogus fees, they are using substandard med-
ical equipment in delicate medical
procedures. The Justice Department and the

Law ENFORCEMENT

Inspector General of Health and Human
Services are aggressively pursuing these cases.
In one case, a well-known laborarory
purposely induced doctors to order unneces-
sary lab work. The company president was
convicted of fraud, and the company paid
the government $110 million for restitution.

But the job is more than simply chasing
crooks. Justice has received feedback on the
need for more assistance for victims and wit-
nesses. Obviously, the victims are a special
subset of the general public that these orga-
nizations exist to serve. Witnesses are essen-
tial to bring criminals to justice. Both
victims and witnesses are customers — and
they have a right to protection and other
assistance.

The U.S. Marshals Service runs the
Federal Witness Security Program, which
protects witnesses before, during, and after
trials. In very serious cases, a witness and his
or her family can be given a new identity,
home, and job, but this kind of dramatic ac-
tion is rare.

The U.S. Attorneys throughout the
nation have established a Victim-Witness
Assistance Program. Justice has published an
extensive handbook to educate victims and
witnesses, and each U.S. Artorr.ey has a
Victim-Witness Coordinator who answers

U.S. ATTORNEYS’ OFFICES

If you are a victim or a witness —

Highlights from Customer Service Standards:

o To the extent possible, a separate waiting area will be provided for you separate from the
offender and defense witnesses during court proceedings.

e Emotional support and assistance will be provided to you during court appearances.

e Upon your request, you will be assisted in talking with your employer if your
cooperation in the investigation or prosecution of the crime causes you to be absent
from work; likewise, if the crime prohibits your ability to make timely payments to credi-
tors, assistance will be provided to you in dealing with those creditors.

* You will routinely be provided with information or assistance concerning transportation,
parking, lodging, translator, and related services.

o When needed, you will be provided referrals to existing agencies for shelter, counseling,
compensation, and other types of assistance.

BEST COPY AVAILABLE
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questions, provides emotional support, sees Applying customer service principles to
to special needs, and advises of changes in its direct enforcement work is the challenge
offender status. The Justice Department is that faces Justice and agencies like it. For her
currently reviewing customer service part, Attorney General Janet Reno has com-
standards in this area and expects to have mitted to expanding law enforcement

them published by December 1994. customer service standards in investigations

as well as in other areas over the next year.

YOUR STANDARDS

These agencies and offices are publishing customer service standards for law enforce-
ment. The standards appear in the “Law Enforcement” section of Appendix B.

DEPARTMENT OF JUSTICE DEPARTMENT OF THE TREASURY
Community Relations Service Bureau of Alcohol, Tobacco and Firearms
Federal Bureau of Investigation Federal Law Enforcement Training Center
U.S. Attorneys’ Offices U.S. Secrer Service
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CUSTOMER GROUP: MHguL

NATURAL RESOURCE

MANAGEMENT

he Snake River flows through a
broad lava plain in a sinuous
canyon, 200 feet deep. The
surrounding lands have expansive
panoramas typical of the basin and range
province of southeastern Idaho. The
landscape at the American Falls Reservoir is
dominated by water and sky, and most views
extend for miles in all directions. The
bottomlands at the northeast end of the
reservoir are covered with a rich mosaic of
wetland grasses, shrubs, and trees, where
masses of waterfowl and shorebirds can be
seen at certain times of the year.
But the demands of man and his
machines are eroding this idyllic tableau.
Areas of disturbance are visible at several lo-

~ cations around the reservoir. Uncontrolled

Q

access by off-road recreational vehicles has
caused random and pervasive scarring of the
ground cover. Some upland areas have been
disturbed, and invasive weeds have replaced
native vegetation.

About half of the reservoir shoreline is
within the Fort Hall Indian Reservation of
the Shoshone-Bannock Tribes. The area
contains traditional tribal cultural sites and
other archaeological and historic sites, some
dating back as far as 10,000 years. These
sites are also being damaged by oft-road
vehicles.

The Interior Department’s Bureau of
Reclamation, which built American Falls
Dam in 1927, recognized the need to
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develop a resource management plan for
American Falls that protected the environ-
ment from further damage but took into ac-
count the interests of the disparate groups of
people who use the land. Bureau officials
cailed together a focus group of
representatives from farms, irrigation
districts, environmental groups, state and
local governments, Shoshone-Bannock
tribes, state universities, and private organi-
zations. In September 1994, this group will
present its plan for using the dam in a
responsible manner.

Resolving conflicts, reconciling compet-
ing interests, and making the most of finite
resources — these are the guiding words of
the new Bureau of Reclamation, an organi-
zation that is reinventing itself in the face of
rapid change. The American Falls example
illustrates the bureau’s shift from the role of
dam-builder to that of resource manager.

Reclamation has a big job to dos it is the
largest wholesale supplier of water in the 17
western states, delivering 10 trillion gallons
of water annually for agricultural, municipal,
industrial, and domestic uses. Reclamation is
the nation’s sixth largest electric utility with
52 power plants in operation. In addition,
its multi-purpose projects control floods,
promote recreational use, and protect fish
and wildlife.

After consulting with front-line
employees and customers, the bureau has
developed a set of guiding principles that re-
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flect its new mission. These principles, in
turn, will lead to a published set of customer
service standards in fiscal year 1995.

STEWARDSHIP OF NATURAL
RESOURCES

Besides the Bureau of Reclamation, other
departments and agencies have major roles
in managing and conserving the nations
lands and natural resources. Key agencies are
the Forest Service in the Department of
Agriculture; the Burcau of Land Manage-
ment, the National Park Service, the Bureau
of Indian Affairs, and the Minerals Manage-
ment Service, all in the Department of the
Interior; and the Army Corps of Engineers.

Stewardship means managing the nation’s
resources to benefit the common good. In
this context, agencies’ definition of their cus-
tomers certainly includes the people who
visit and use the national forests, public
lands, and water recreation areas (see section
on “Travelers, Tourists, and Outdoor
Enthusiasts™). Relevant customer service
standards include clean facilities and courte-
ous service. But the agencies also recognize
that they must define customers in broader
terms, to include all Amecricans as cthe
customer-owners of the resources. The

American people want more of a say in what
gets done with public lands and bodies of
water. The issues are complex when all the
customers’ views are put on the table.

The Forest Service faces the issues head-
on. l'he agency’s basic promise is to keep the
national forests and grasslands healthy,
diverse, and productive for all Americans.
This year, the Forest Service has held town
hall meetings across the United States and
conducted focus groups, local forest
planning meetings, and panel discussions. It
even created customer group networks of all
interested parties and conducted a national
public opinion poll. The agency is commit-
ted to letting all its customers help build a
better Forest Service for the future.

The Bureau of Land Management
controls 270 million acres — abourt an
eighth of all the land in the United States. It
also looks after another 570 million acres of
federal mineral resources. Most of the land
administered by the Bureau of Land
Management is located in the western
United States and are dominated by
extensive grasslands, high mountains, and
deserts. The agency’s concern for the
environment is apparent in its mission state-
ment: “It is the mission of the Bureau of
Land Management to sustain the health of
the public lands for present and future gen-

Highlights from Customer Service Standards:

BUREAU OF RECLAMATION

Reclamation has not yet completed a set of customer service standards. However, it has
developed a set of guiding principles that will lead to published standards in fiscal year
1995. The Bureau of Reclamation’s principles of customer service are as follows:

* We will always treat our customers with courtesy and respect.
* We will promptly answer our customers’ questions with accurate, objective information.

* We will resolve our customers’ needs through single-point contact whenever possible —
our customers will not receive the runaround.

* We will provide educational information to our customers about the resources we man-
age, their use, and the laws and regulations governing their use.

* We will use language that our customers can easily understand.

* We will ask for and consider our customers’ ideas about agency plans, programs, and
services.

* We will promptly respond to our customers’ suggestions, concerns, and complaints.

Q 36 38
ERIC

Aruitoxt provided by Eic:




Q

CUSTOMER GROUP: NATURAL RESOURCE MANGEMENT

things, the agency promises always to:

request and when.

Highlights from Customer Service Standards:
BUREAU OF LAND MANAGEMENT

BLM's complete set of standards for all its business areas is in Appendix B. Among other

e Give you an answer within five work days if you write or call for a permit.

« Give you an answer within 30 minutes if you stop by for information or for permission to
camp or use the trails and other facilities.

e Tell you if we can't give you an answer right away and tell you who will respond to your

erations. In carrying out our mission, our
aim is to serve you."

The bureau is finding out what its
customers want, setting standards of service
delivery that meet customer needs, and
establishing benchmarks equal to the best in
business. lt is using a variety of techniques
to gauge customer desires: questionnaires,
focus groups, comment cards, complaint
systems, and suggestions from front-line
employees. The bureau'’s principles of public
service include accuracy, courtesy,
promptness, and choice.

REINVENTION CLOSES A GAP

Last vear, the Bonneville Power Adminis-
tration, the largest power distributor in the
Northwest, looked at the future and found a

problem. The combination of new competi-
tors in the wholesale power market, along
with Bonneville’s growing costs, revealed a
half-billion dollar gap between projected
revenues and expenses. Bonneville is
determined not to raise rates; if it does, util-
ity companies may stop buying electricity
from Bonneville, and its other main
customers, aluminum smelters (with their
10,000 jobs), may go out of business.

Bonneville joined forces with its
customers and is well on the way to success.
Together they have developed and are
implementing a business plan that gives cus-
tomers new choices, like buying cheaper but
less dependable power; encourages conserva-
tion by charging more for increased usage;
and strcamlines the Bonneville organization
by nearly 800 jobs.

YOUR STANDARDS

tion of Appendix B.
DEPARTMENT OF AGRICULTURE
Forest Service
DEPARTMENT OF DEFENSE
U.S. Army Corps of Engincers
DEPARTMENT OF ENFRGY
Energy Resources

"T'hese agencies and offices are publishing customer service standards for natural
resource management. The standards appear in the “Natural Resource Management” sec-

DEPARTMENT OF THE INTERIOR
Burcau of Indian Affairs
Bureau of Land Management
Burcau of Reclamation
Minerals Management Service
National PPark Service
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CUSTOMER GROUP:
THE RESEARCH AND

MIOML

AcADEMIC COMMUNITY

avid Emmit’s students have a

.new tool for studying the earth.

In fact, they helped develop a

sophisticated computer system
that allows researchers to get images of the
earth via the information superhighway.
Years of data are available from several satel-
lites, and the system can even generate com-
posite images. Researchers who want a
specific image can mark it on the computer
for order. These on-line data are a powerful
tool in earth science research — and in edu-
cation, Emmit notes: “Students sign on to
Internet and get the same information that
scientists are using.”

Emmit is a research professor in the
Department of Environmental Sciences at
the University of Virginia. He is also a busi-
nessman — a senior scientist at Simpson-
Wether Associates in Charlottesville,
Virginia. Michael Keeler teaches earth
sciences at Gonzaga College High School in
Washington, D.C. They both serve as
customer advisers for the National
Aeronautics and Space Administration’s
project to develop an information system
that will make earth science data widely
available. The goal is one-stop shopping tor
cartl science information for anyone in the
world. Says Keeler, “The people who
manage the databases have been incredibly
responsive to what we need and what our
students need.”

Q
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Today, NASA system designers are totally
committed to consulting users. “*¥z*ve actu-
ally had users slog through the design
process with early mock-up screens,” suys
Gail McConnehy, senior earth scient’st at
NASA. “The rule was always ask the users
first how it looks, feels, and works. It’s grati-
fying to see that our process is working; a lot
of users seem comfortable with it and have
responded very positively.”

NASA has a presence in every state
through the NASA Teacher Research Center
Network, which is designed to help science
teachers. NASA Television offers a front-row
seat for launches and missions, informa-
tional and educational programming, histor-
ical documentaries, and updates on the latest
developments. The NASA Education
Satellite Videoconference Series provides ed-
ucational programs and allows interaction
with astronauts and scientists. NASA
Spacelink electronically sends educational
material, NASA news, reference data on
aeronautics and space exploration, and
announcements on activities and programs

available at NASA field centers.

U.S. R&D —
THE BEST, BAR NONE

T'he tederal budget for research and devel-
opment was over $70 billion for FY 1994.
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PuTTiING CUSTOMERS FIRST

Highlights from Customer Service Standards:

NASA’S EARTH OBSERVING SYSTEM

The Earth Observing System Distributed Information System will collect, process, vali-
date, and make available data on upper atmospheric chemistry and dynamics, ccean cir-

culation and productivity, ozone change, land surface characteristics, sea ice dynamics,
and polar ice sheet mapping. Customer service standards are-

* Injuly, 1994, the prototype of the EOSDIS, Version 0, became available with some oper-

ational elements.

* When fully operational, EOSDIS will fill 95

72 hours.

* Provide for continuous production of geophysical and biophysical data products flowing

from EOS by the year 2004,

percent of user requests to the system within

Over $11 billion was earmarked for
supporting university researchers. Civilian
research efforts totaled about $30 billion,
with the balance for defense rescarch.
Rescarch is funded in diverse areas: promis-
Ing new energy sources, environmental
cleanup. housing technology, weather, space,
medicine, mental health, transportation, in-
formation technology, and military needs. In
fields such as high-encrgy physics, biomed-
ical science, and acronautics, the national
laboratories provide facilities for researchers
from universitics, industry, and government.

The National Science Foundation, a
major source of funding for university and
nonprofit research activities, supports educa-
tion and development of human resources
in science, mathematics, and engineering, It
initiates and supports fundamental, long-
term, merit-selected research through grans,
contracts, and other agreements awarded to
universities, university consortia, and other
research organizations. The ageney's
customer service standards focus on the
rescarch funding process and involve
commitments to clarity, fairness, timing and
openness.

The Department of Energy manages the
system of national laboratorics, sites of some
of the most sophisticated rescarch and devel-
opment capabilitics in the world. The labs
conduct a world-class program in basic and

applied science that supports energy,
environmental, national security, and
industrial competitive missions. Recent
breakthroughs from the laboratories include
the world’s record in photovoltaic energy
conversion efficiency at the National
Renewable Energy Laboratory, the world’s
record for fusion power levels produced ar
the Princeton Plasma Physics Laboratory,
and the world’s most powerful “soft” x-rays
at the Lawrence Berkeley'Laboratory. In the
past few years, the national labs turred up
the heat on transferring their technology to
the private sector. The result is a big increase
in joint projects with the private sector.

"The Department of Education serves the
academic community in a variety of ways.
The department worked with state
governors and lawmakers, school adminis-
trators, teachers, and parests to develop and
cnact the Goals 2000: Educate Amevica Act.
Goals 2000 sets challenging standards of
acadeniic and occupational achievement
that will benefit the department’s ultimate
customer, learners of all ages. (Examples of
Education’s customer service standards
appear in the section on “States, Localitics,
and Orther Partners.”™)

The Federal Information Exchange, or
FEDIX — a customer service funded by
user agencies such as Energy, Defense,
Agriculture, Housing and Urban
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CUSTOMER GrOUP: THE RESEARCH AND ACADEMIC COMMUNITY

Highlights from Customer Service Standards:
NATIONAL SCIENCE FOUNDATION
Some of the NSF standards being published for customers seeking research funding are:
¢ Disseminate timely information about programs.
e State clear guidelines for proposals, criteria, and selection.
o Conduct fair reviews of proposals, including reconsideration, if requested.
e Inform applicants of decisions within six months of the NSF’s receipt of the proposal.
« Provide information that explains the final funding decision for the proposal.

NATIONAL TECHNICAL INFORMATION SERVICE

FedWorld, an on-line information network established by the National Technical
Information Service, offers a user-friendly, central resource for government information in
electronic formats. FedWorld provides dial-up and internet access and serves as a gateway
to 130 other government systems, provides on-line order taking using major credit cards,

and provides for subscription services. FedWorld has established the following customer
service standards:

o Access to FedWorld will continue to be provided at no charge.
Downloadable products ordered by credit card will be delivered within 30 seconds.
Calls to the Help Desk will be answered by a person, not a recording, 24 hours a day.

Information will continue to be made accessible in whatever electronlc formats meet
our customers’ needs.

NATIONAL ARCHIVES AND RECORDS ADMINISTRATION

The National Archives and Records Administration keeps the historically valuable
records of the U.S. Government, dating from the Revolutionary War era to the recent past.
Most records of nationwide significance are kept in Washington, D.C., but holdings of re-
gional and local interest are maintained in 12 regional centers. Some of the Natlonal
Archives customer service standards are:

o If you write to us about our holdings, you wili receive a response within 10 work days.

e if you visit our Exhibition Hall in Washington, D.C., you will find us open to serve you
with knowledgeable staff or volunteers 364 days per year (closed only on December 25).

e If you visit one of our Presidential Library Museums, you will find us open 362 days
(closed only on Thanksgiving Day, December 25, and January 1). '

o If you need information about the National Archives, you can obtain timely and up-to-
date information through Internet and other on-line services, our fax-on-demand service,
through printed publications, or by contacting one of our offices.
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PurtING CUSTOMERS FIRST

Development, NASA, the Federal Aviation
Administration and the Agency for
International Development — delivers on-
line information on research and educa-
tional opportunities, program contacts,
scholarships, research equipment, and
minority opportunities. An electronic mail
feature lets users go directly to systems oper-
ators with ideas and questions. FEDIX is
free and easy to use.

The federal government also has a major
responsibility to share research and other
records held in trust for the nation. Across
the board, agencies are using information
technology to make records and data more
accessible. Libraries and research centers, like
the Library of Congress and the Library of
Medicine, also continue to serve their

customers with more traditional formats.

The National Archives and Records
Administration serves over 2 million
customers looking for historical information
each year. Its standards reflect the variety of
ways that customers contact them. One of
Archives’ customer service stars is the 30-
person Federal Research Center in Waltham,
Massachusetts. The center surveyed its cus-
tomers, hosted open houses to get to know
them, and redesigned its systems to please
them — and it's working. As one customer
wrote: “I never receive anything but
outstanding service. Paul, Bob — all have
been great. Marvin goes out of his way to
accommodate our crazy demands. Thank
you all.”

YOUR STANDARDS

These agencies and offices are publishing customer service standards for researchers. The
standards appear in the “Research and Academic Community” section of Appendix B.

DEPARTMENT OF AGRICULTURE
Economic Agencies

DEPARTMENT OF COMMERCE

Burcau of Economic Analysis

Bureau of the Census

Economics and Statistics Administration

National Institute of Standards and
Technology

National Oceanic and Atmospheric
Administration

National Technical Information
Service '

Patent and Trademark Office

DEPARTMENT OF EDUCATION
Goals 2000: Educate America Act
Impact Aid
Office for Civil Rights

Student Financial Assistance Program

DEPARTMENT OF ENERGY
Industrial Competitiveness
Science and Technology

DEPARTMENT OF HOUSING AND URBAN
DEVELOPMENT
Policy Development and Research

DEPARTMENT OF THE INTERIOR
Bureau of Mines
Mational Biological Survey
U.S. Geological Survey

NATIONAL AERONAUTICS AND SPACE
ADMINISTRATION
Education and Materials Services
Mission to Planet Earth

NATIONAL ARCHIVES AND RECORDS
ADMINISTRATION

NATIONAL SCIENCE FOUNDATION
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CUSTOMER GROUP:
STATES, LOCALITIES,
AND OTHER PARTNERS

Improving our service to state and local gov-
ernment offices Is good for us, good for you, and
good for the public we both serve.

— Secretary of Health and Human
Services Donna Shalala

ohn Dryer of Boeing, charged with

helping 19,000 laid-oft workers find

new jobs, was apprehensive about

working with the Employment and

Training Administration of the
Department of Labor in Seattle,
Washington. He expected “a lot of bureau-
cratic paperwork and red tape.” But his
experience turned out to be quite different.
“From our first meeting with Region Ten, it
was clear that things had changed,” he said.
“They demonstrated their first priority was
customer service. . . . [U’s just been fanrastic
to see the partnership thart has been
established between the union, the
company, the state government, the federal
government.”

Partnership? Partners as customers? These
are new and difficulr ideas in the federal gov-
ernment, but they are central to the
customer service revolution. In areas as
diverse as Medicaid and highwavs, the
federal government provides dollars — an
estimated $217 billion in grants to states
and localities in the last 12 months.
However, it is non-federal and even non-

governmental organizations thart actually de-
liver these services to the millions of individ-
uals and families who benefit. In other cases,
as with Boeing’s dislocated workers, there are
multiple sources of funding and resources
for related services.

The numbers of people receiving benefits
through such partnerships are enormous.
Last year:

* 34 million people received Medicaid

benefits.

* 27 million people received food
stamps.

¢ 25 million children were fed school
lunches.

* 14 million children and families
received financial assistance.

* 11 million students got college loans or
grants.

* 8 million workers received unemploy-
ment benefits.

* 7.5 million elderly were given support
through such programs as Meals on
Wheels.

¢ ( million children were fed school
breakfasts.

The customer-driven approach to such
programs paid off in Scattle. The parmers
are delighted. They have worked together,
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PUTTING CUSTOMERS FIRST

promises to:

affect your operations and customers.

Highlights from Customer Service Standards:
DEPARTMENT OF HEALTH AND HUMAN SERVICES

To signal the new approach of the Department of Health and Human Services,
Secretary Donna Shalala is sending a letter to governors, mayors, county commissioners,
and other local government officials that sets the following standards. The department

¢ Give you prompt service and accurate information.

& Consuit with you early on the formulation of new policies and regulations that will

¢ Avoid the imposition of new unfunded mandates.

® Review state requests for Medicaid and Aid to Families with Dependent Children
waivers in less than 120 days where possible.

broken down barriers, solved problems, and
established a pair of one-stop reemployment
service centers. The affected workers are
even more pleased. Karen Ayers, who had
been laid off after 13 years with Boeing,
likened the services offered at the one-stop
centers to a shopping mall for unemploy-
ment services: “It took the pain out of being
unemployed.”

While progress is real in Seattle, most of
the time state, local, and tribal governments
and other nongovernmental entities don't
teel much like partners of the federal govern-
ment, much less cutomers. As one state of-
ficial observed, the intergovernmental
svstem for delivering services has “broken
down in a tangle of good intentions. . . . (lt]
stifles initiative and squanders resources
without achieving sufficient results.” The
Natioral Performance Review concluded,
“The failure to see the intergovernmental
system from the perspective of the citizen-
customer . . . perpetuates inefficiency and
wastes time, effort, and money.”

THINGS ARE STARTING TO
CHANGE

Federal agencies are starting to rethink
their relationships with their partners. They
are starting to listen to them. They are start-

ing to work together to set standards for
their mutual customers. And they are start-
ing to cut through the red tape that can be
so frustrating and costly to their partners.

The Department of Health and Human
Services relies on its partners — state, local,
and tribal governments, a range of grantees
and contractors, and many others — to de-
liver services as diverse as Head Start and
Medicaid. Alan Rivlin, a member of the de-
partment’s customer service team, describes
its approach to reinventing its relationship
with its partners: “First, we improve service
to our partners — listening to their views,
giving them timely accurate information,
and so on. Second, we work with our
partners to get input from the ultimare cus-
tomers we serve jointly, so that together we
can deliver the quality service they deserve.”

The same approach can work for other
agencies. The Employment Training
Administration is building on its experience
in Scattle and elsewhere. It is developing
customer service plans and standards for dis-
located workers with its state and local part-
ners in 100 “pioneer sites.”

The Department of Education sees state
and local government, educational
institutions, teachers, parents, and businesses
as its partners in a common mission: ensur-
ing excellence in and access to education for
their customers — learners of all ages. The




CUSTOMER GROUP: STATES, LLOCALITIIES, AND OTHER PARTNERS

department is listening to its partners. Two
messages come through loud and clear:
reduce overly burdensome paperwork and
give partners more timely responses. Change
is coming: States can use a two-page applica-
tion for funding under the new Goals 2000:
Educate America Act, and they can expect
written responses within 15 days of
applying.

The Department of Housing and Urban
Development also works primarily through
partners — in its case, states, local
governments, public housing authorities,
and nonprofit organizations. The Office of
Community Planning and Development
looks to its front-line employees to work
with communities to prepare community
development plans. The office encourages
giving local partners all possible flexibility. It
also set a standard for timeliness that should
please its partners who submit plans for ap-
proval: “The plan will be deemed approved
60 days after the department receives the
plan, unless before that date, the department
has notified the jurisdiction otherwise.”

The Environmental Protection Agency is
working with one of its partners, the State of
Massachusetts, to combine three different
federally mandated inspections into one.
Instead of three inspectors and three inspec-
tions — one each for air, water and waste —
the new flexible plan lets Massachusetts use
a single inspector. This saves time, paper-
work, and money for the state and reduces
aggravation for the site owners.

Although these individual agencies are
making important efforts, partners and their
customers often don't deal just with a single
federal agency or program. Taking the
perspective of the customer in these cases
means involving several agencies to simplify
the way the customer interacts with the fed-
eral government overall.

REDUCING RED TAPE

Cutting across burcaucratic lines to slash
red tape and get the job done is hard work.
Nevertheless, this must happen to make cus-
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tomer service a reality. There are some
promising starts.

As in most big cities, many people in
Atlanta, Georgia, are eligible for several ben-
efits, such as Medicaid, food stamps, and
housing. To apply for the various benefits,
they had to travel around the city from one
agency to another, wait in long lines, and
puzzle through a different application form
for each program.

But now, Atlantas Common Access
Project team has created a single, all-purpose
application covering six programs. The
team, composed of federal and state people
from these programs, reduced 64 pages of
forms to eight; they're working to get it even
shorter. They trained counselors to help
people fill out the forms. The counselors
even go out to the neighborhoods so that
people can apply right in their homes. The
Common Access Project is just starting, but
customers have already been surprised and
pleased to learn they only need to fill out a
single form to apply for several programs.

In South Dakota, an intergovernmental
panel is working with the Ogalala Sioux
Tribe to try to reinvent service delivery. The
Bureau of Indian Affairs has asked all federal
agencies to explore one-stop shopping for
the tribal governments that deal with them.
Although it is still early, the idea of one-stop
shopping could lead to a single application
and funding package for more than 28 fed-
eral programs that provide services to 2 mil-
lion American Indian people through their
tribal governments.

Congress is also beginning to recognize
the need to reduce the burden that separate
federal funding streams, with their separate
reporting and administrative requirements,
can impose on states, local, and tribal
governments. The School to Work
Opportunities Act is an innovative effort to
work with states to give kids the skills they
need to go on in school, get jobs, and start
careers. The act lets states combine funds
from several federal programs in the
Departments of Education and Labor under
some conditions. It also lets the secretarics of
those departments waive certain statutory
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and regulatory requirements to achieve the
purposes of the act.

FORMING NEW PARTNERSHIPS

Some states are taking the initiative to
make the state/federal relationship work bet-
ter. Indiana and West Virginia have made
plans to consolidate services to children and
families. Indiana wants, for example, to co-
ordinate nearly 200 federal programs in six
different federal departments. Both states
have sought and obtained endorsement
from President Clinton for their plans.

In Oregon, state, county, and local
governments have been working as partners
for several years to agree on and work to
achieve such urgent statewide goals as child
immunization, educational achievement,
and teenage pregnancy prevention. Now,
Oregon has asked federal agencies to be
partners to achieve these goals. State, local,
and federal officials are looking for ways to
cut through unnecessary red tape, use exist-
ing resources more effectively, and improve
the performance of programs aimed at
achieving these results.

Thesg cases are only examples. However,
they are examples to build on, and as they
succeed, extend to other partners. The key
to their success will lie in keeping the focus

on the ultimate customers. President
Clinton said as much when he endorsed the
Indiana and West Virginia plans: “Govern-
ments don't raise children; families do.”

WORKING WITH COMMUNITIES
TG SOLVE PROBLEMS

Sometimes it is the need to face a
common problem that links the federal gov-
ernment with its partners.

The Conflict Prevention and Resolution
Program of the Department of Justice helps
communities prevent and deal with racial,
ethnic and other tension, such as possible
conflict associated with the influx of immi-
grants or ethnic or racial tensions in schools.
Time is of the essence when tension is
mounting or a community is already dealing
with a crisis. The program has set standards
that promise communities on-site services in
major racial or ethnic crises within 24 hours
of notification, and at least a contact within
three days in non-crisis situations. (The sec-
tion on “Law Enforcement” describes this
program more fully.)

Similarly, the Department of Defense is
working with communities affected by
Defense downsizing. Military bases drive the
economy of nearby communities; they are
often the biggest employers in the entire

DEPARTMENT OF DEFENSE

can count on. For example:

issues get resolved within one month,’

Highlights from Customer Service Standards

The Departiment of Defense has set standards that communities whose bases are closed

¢ An expert from the Office of Economic Adjustment will contact your community within
24 hours of the community’s request for help.

* If your community needs a planning grant, OEA will help them fill out the application
arid then get them an answer within seven days.

* Your correspondence is answered within two weeks, and all Base Closure Status Report

Defense is continuing to refine its standards and to cover additional areas, including prop-
erty transfer and environmental cleanup. It will gather information from all available sources
to design a customer-driven system that produces the fastest, fullest recovery possible.




CUSTOMER GROUP: STATES, LOCALITIIES, AND OTHER PARTNERS

state. When a base closes, the locai commu-
nity needs economic recovery fast. Planned
base closings could affect as many as 70 mil-
lion Americans in communities across the
country. The President and the Defense
Department have made economic recovery a
top priority. Their plan for revitalizing base

closure communities consists of five parts:
job-centered property disposal, easy access to
transition and redevelopment help, fast-
track environmental cleanup, transition co-
ordinators to cut red tape, and larger
economic development planning grants.

YOUR STANDARDS

These agencies and offices are publishing customer service standards for
intergovernmental and other partners. The standards appear in the “States. Localities,

and Other Partners” section of Appendix B.

DEPARTMENT OF DEFENSE
Economic Adjustment Assistance
Economic Security
U.S. Army Corps of Engineers

DEPARTMENT OF ENERGY
Energy Resources

DEPARTMENT OF HEALTH AND HUMAN
SERVICES

Health Care Financing Administration

DEPARTMENT OF HOUSING AND URBAN
DEVELOPMENT
Community Planning and Development
Fair Housing and Equal Opportunity

Oftice of Housing/Federal Housing Authority

DEPARTMENT OF THE INTERIOR
Bureau of Indian Atfairs
Office of Territorial and International Affairs

DEPARTMENT OF LABOR
Emplovment and Training Administration
Mine Safety and Health Administration

DEPARTMENT OF TRANSPORTATION
National Highway Traffic and Safety
Administration

AGENCY FOR INTERNATIONAL DEVELOPMENT

ENVIRONMENTAL PROTECTION AGENCY
EPA Chemical Emergency Preparedness and
Pollution Prevention and Toxics
Solid Waste and Emergency Response
Water Grants Management (States and

Tribes)
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CUSTOMER GROUP:
TRAVELERS, TOURISTS,
AND OUTDOOR

ENTHUSIASTS

ometimes having a customers

perspective requires that you literally

take his or her point of view. Tharts

what happened when the National
Park Service surveyed the customers who
take tours of the White House. They found
that the signs were a real problem. One third
of the visitors were children, many of whom
couldn't see the exhibit signs. And adults
couldn't figure out where to go to get tickets
or gain entrance. As a result, the Park Service
and the Exccutive Office of the President
lowered some exhibit signs to a child’s eye
level and posted a map and directions near
the White House gates.

‘The White House tour is one of the best-
known services that the federal government
offers, but it is only one of the thousands of
services that are used every day by
Americans on the move — millions of trav-
elers, tourists, campers, boaters and others.
Visitors go to National Parks 273 million
times a year. Twenty-six million hunters,
hikers, and other outdoor people use Forest
Service land every year. Americans take 45
million trips abroad annually, and the State
Department issues more than 4 million pass-
ports a vear. Eighty-two thousand boaters
use the Coast Guard's search and rescue ser-
vices annually — a small but gratetul
percentage of the 55 million people who
benefitin other, less direct ways from the
Coast Guard's services.,
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TOURISTS AND
OUTDOOR ENTHUSIASTS

The federal government manages millions
of acres of land, thousands of forests and
lakes, and a vast network of traveling
exhibits, museums and historic sites. Just
think of Grand Canyon National Park. The
Washington Monument. Mesa Verde. The
Outer Banks. Lincoln's home. Muir Woods.
Yellowstone. Across the country, vacationers
and weekenders, hikers and campers enjoy
the beauty and history of our nation.

The National Park Service has a fong tra-
dition of hosting visitors at such sites. ‘Irails.
visitor centers, educational programs. and
guides have made many a vacation and
weekend enjoyable and memorable. Now
the Park Service is going further — ralking
to its customers, setting standards, and
improving scrvice.

The Park Service is proving the wisdom
that only the customer knows what the cus-
romer wants. “After 20,000 interviews, 1 am
convinced there is no way to know what
park visitors want except to ask them,” says
Gary Machlis, who is expanding the visitor
survey program begun in 1988.

As a result of what its customers have
said, the Park Service is oftering special pro-
grams for children in many parks. It also
changed the planned location of an informa-
tion center in Grand "Teton National Park.
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And it is working to make sure that every
visitor who wants one gets a brochure.

One of the biggest surprises the Park
Service got was from surveying visitors at
Death \/.llle). It found that 75 percent of all
visitors are foreign — primarily Germans,
French, and lralians. The Park Service
quickly translated the posted directions for
emergency car breakdowns — potentially
saving lives as well as serving customers.

The Death Valley survey results underline
an additional reason for federal facilities to
be customer-driven. Parks and other sites are
significant tourist attractions with clear ben-
efits to local hotels, mortels, restaurants, and
other businesses. They also draw foreign vis-
itors and revenues to the United States.

Orher federal agencies are surveying their
customers and setting service standards. The
Forest Service manages 191 million acres of
national forests and grasslands on behalf of

the American people. In the past vear, the
Forest Service has conducted a national pub-
lic opinion poll and held town hall
meetings, focus groups, and local torest
planning meetings to listen to its diverse
customers, including boaters, campers, and
other recreational users of 156 national
forests and 19 national grasslands from
Maine to Alaska.

The Forest Service is responding to what
its customers said. [t is changmg the way it
does business and setting service standards.
For example, Americans rold the Forest
Service that they “want to be fully informed
and advised as owners of the public land.
Communities want to participate in local
decisions that affect their well-being.” The
Forest Service is publishing its commitment
to open decisionmaking, involving its part-
ners, its customers, and diverse communities
across the nation.

NATIONAL PARK SERVICE

nationwide standards are:

recreational values.

in well-maintained outlets.

U.S. COAST GUARD

will provide customers with:

Highlights from Customer Service Standards:

The National Park Service has developed individualized brochures for each of the 360
areas it manages. It is also posting customer service standards in 323 visitor centers. Some

¢ To keep the centers open during peak hours and seasons and provide alternative sources
of information when the center is closed.

¢ To maintain the facility in a clean and safe condition.

¢ To provide and maintain exhibits and audiovisual programs that impart understanding
and stimulate appreciation of the park and its significant natural, historical, cultural, and

¢ To display schedules of programs and activities available throughout the park.

¢ To offer a wide variety of quality, park-related educational items at fair market value sold

The Coast Guard has set standards for the services it provides to recreational boaters. It

¢ 24 hours/day, 7 days/week search and rescue services on demand.
24 hours/day, 7 days/week radionavigation service.
Toll-free, 24 hours/day, 7 days/week Boating Safety Hotline.

Boating safety classes and courtesy inspections.
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CUSTOMER GROUD: TRAVELERS, TOURISTS, AND OUTDOOR ENTHUSIASTS

Americans also told the Forest Service
that they want customer service “equal to
the best in business — simple rules, reason-
able choices, flexibility, and less red tape.” So
the Forest Service is setting service standards
for its customers that respond to their
concerns and has promised to ask its
customers, regularly for ways to improve ser-
vices and business practices.

The Coast Guard has joined in, too,
serting standards to help keep recreational
boaters safe along its coasts. For its part, the
National Aeronautics and Space Adminis-
tration is taking a second look at its
educational exhibits and is setting standards
that pav attention to the needs of people
with a variety of physical and intellectual
capabilities.

‘The U.S. Army Corps of Engineers first
opened locks in 1839 on American
waterways. Since then, the Corps has plaved
a major role in the development of the
nation’s water resources and infrastructure.
Today, one out of 10 Americans visits a
Corps project at least once a year. A large
part of the Corps’ job today is managing
and maintaining those projects and keeping
them open to boaters, fishermen, and other
recreational users. The Corps is stepping up
to the customer service initiative. It is com-
mitted to surveving its customers, scrting
standards, and increasing customer satistac-
tion.

INTERNATIONAL TRAVELERS

People cross the borders of the United
States 450 million times a vear — most of
them Americans on vacations, business-
people, and forcign visitors, Border guards
have to perform a balancing act: treac all
travelers with courtesy and respect as they
enter and leave the country, but also identity
and stop terrorists, drug smugglers, illegal
aliens, and illegal and dangerous
merchandise. Not an casy trick.

A waveler may encounter several federal
agencies at the nation’s airports:

* The Immigration and Naturalization
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Service ensures that only those people
who should be in the country enter.

¢ ‘The U.S. Customs Service combats
smugglmg and ensures that
merchandise brought into the country
complies with laws.

¢ The Animal and Plant Health
Inspection Service looks for fruit and
vegetables that carry diseases or insects,
like medflies, which could chreaten
Americas agriculture.

* The Fish and Wildlife Service looks for
wildlife that is brought into the coun-
try illegally.

Federal agencies are introducing new
technology and shared electronic systems to
speed passenger processing without sacrific-
ing enforcement. But the bottom line is still
interactions with people. For example,
Customs has set a standard to speed the
clearance of international air travelers. At
airports, Immigration and Naturalization
Service has dedicated lines specifically to ac-
celerate clearance of U.S. citizens into the
country.

This is great, but from a traveler's point of
view what matters is the total time spent
waiting. It is the sum of time spent by
Customs, Immigration, and other federal
agencies, plus the time standing at the bag-
gage carouscl waiting for their suitcases.

Things arc on the right track in Miami.
Customs and other federal agencies have
committed to work with the Miami
Chamber of Commerce, the Dade County
Aviation Division, the airlines, baggage han-
dlers, skycaps, and food servers in a parter-
ship to cut toral passenger processing time
45 minutes — counting from the time the
planc is at the gate to the time passengers
leave the Customs area with cheir luggage.
Although times are monitored for cach part
of the process, it’s the total time that counts.
The partners are working closcly to iron out
problems, and passenger clearance times
have already improved dramacically.

The State Department also provides ser-
vices to international travelers. It offers

91
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PutTING CUSTOMERS FIRST

Highlights from Customer Service Standards:
DEPARTMENT OF STATE

The Department of State issues passports for U.S. citizens and provides information and

guidance to U.S. travelers. The State Department offers these services for international trav-
elers:

e You will receive timely and accurate information on travel safety and conditions in for-
eign countries 24 hours a day, seven days a week.

e You will receive your passport within 25 days after receipt of your application. Service
will be provided in a courteous manner and, whenever possible, we will try to meet
your travel needs.

e You will receive timely and courteous responses to requests for American citizen
services, and services will be provided by knowledgeable and professional personnel.

* Service to persons seeking visas to legally visit or reside in the United States will be pro-
vided by knowledgeable, professional, and courteous personnel.

information on travel conditions and satety standards, designating customer service
overseas. It also provides the documents that ~ managers and teams at regional offices,

vou can' leave home without — visas for training passport employees, and expanding
visitors and passports for the Americans who  the number of places where Americans can
make 45 million trips abroad each year. obtain passports — from sites in the Navajo
Now, the State Department is taking steps nation to the Recorder of Deeds in lowa.

to improve its customer service. It is setting

YOUR STANDARDS /

These agencies and offices are publishing customer service standards for travelers,
tourists, and outdoor enthusiasts. The standards appear in the “Travelers, Tourists, and
Qutdoor Enthusiasts” section of Appendix B.

DEPARTMENT OF AGRICULTURE DEPARTMENT OF TRANSPORTATION
Faorest Service U.S. Coast Guard
DEPARTMENT OF DEFENSE DEPARTMENT OF THE TREASURY
LS. Army Corps of Engineers Bureau of Engraving and Printing
. e U.S. Customs Service
DEPARTMENT OF THE INTERIOR
! Bureau of Land Management ExeCUTIVE OFFICE OF THE PRESIDENT
Rurcau of Reclamation Old Executive Office Building,
Fish and Wildlife Service Preservation Oftice
National Park Service White House Visitors
DEPAR FMENT OF JUSTICE NATIONAL AERONAUTICS AND SPACE
Immigration and Naturalization Senvice ADMINISTRATION
NASA Exhibit Program
DEPARTMENT OF STATY &
Bureau of Consular Attairs NATIONAL ARCHIVES AND RECORDS
I ADMINISTRATION
\ 52 =y
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CUSTOMER GROUP:
THE U.S. GOVERNMENT
AND FEDERAL EMPILOYEES

hen Vice President Gore vis-

ited federal employees in a

series of town hall meetings,

he asked them, “Where is the
red tape? Where are the processes the
slowest?” They gave him a list: personnel,
procurement, office space, and travel. The
internal management functions of the
federal government are known to be bureau-
cratic, cumbersome, and slow. Not only does
this frustrate everyone, it costs money.
Federal employees are finding out for them-
selves that they can build systems that work
better, cost less, and better serve the
customer — even if the customer is
themselves.

Agencies that serve federal employees and
organizations include the Office of
Personnel Management, which oversees reg-
ulations for employees and employee bene-
fits, and the General Services Administra-
tion, which oversees regulations for buying
goods and services. Each federal agency also
has administrative functions and is pursuing
its own internal customer service focus.

FILLING A JOB, GETTING A JOB

Hiring federal employees has always been
a slow, painful process. You have to prepare
position descriptions, evaluation criteria,
crediting plans, and vacancy announce-
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ments. Then you review them all. Then you
screen applications (sometimes as long as 50
pages) for basic qualifications. Then a panel
of experts evaluates applications and ranks
them according to qualifications. Then you
conduct interviews. Depending on the num-
ber of applicants, the process can take six
months or more. '

This is a bad deal if you're trying to hire.
It's even worse if you're trying to get hired.

Now, there is a better way. It was
developed by the Office of Personnel
Management, which has taken great strides
in the past year in using cutting-edge
technology to keep job seckers informed and
to screen applicants. Having a high-tech ap-
proach to the federal job search not only
speeds up the process, it improves the quan-
tity and quality of the applicant pool by pro-
jecting a more dynamic, modern i image for
the government. Job seekers also win
because looking for a federal job doesnt
mean doing a platform dive into a pool of
red tape.

Now anyone with a touch-tone phonc or
a personal computer and a modem can find
out about nearly any job available in the en-
tire government and learn how to apply for
it — seven days a week, around the clock. A
job secker can even apply for some of these
jobs by phone. It’s simple to find and apply
for any nursing job in the federal govern-
ment, for example; juse dial 1-800-800-
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PUTTING CUSTOMERS FIRST

USRN. It’s one of the most intelligently de-
signed, customer-friendly automared phone
systems to be found anywhere, public or pri-
vate.

Applications for other jobs are done clec-
tronically with a simple multiple-choice
form. These applications are then screened
by computer, eliminating the need for
specialists to spend hours and hours plowing
through piles of SE-171 job application
forms. looking for basic qualifications.

The Interior Department’s Mineral
Management Service recently took
adr antage of the new system. “Not only is
the system faster, but we also receive more

candidates from sources that we had not
previously considered,” says Robert L.
Brown, associate director for administration
and budget. He estimates that the system
will save $9 million a yvear in staffing and
processing costs when used deparumentwide.
The travel system in the Department of
Defense was also filled with useless rules.
Department of Defense employees fill out
11.7 million travel vouchers a year; thats
45,000 a day. The traditional process
includes 17 steps and takes about three
weeks. “It scems sometimes they do more
traveling getting their orders done than they
do when they actually get on a plance.” says

Employment Information System:

business day.

Highlights from Customer Service Standards:
OPM’S FEDERAL EMPLOYMENT INFORMATION SYSTEM

OPM has established the following service standards for job seekers using the Federal

¢ We will provide you with courteous and timely service.
* \We will update our nationwide job listings every business day.
¢ We will have Employment Information Specialists available to answer your questions.

o We will provide 24 hours a day, seven days a week access to nationwide job
information and application request services through a variety of electronic media.

e We will respond to your requests for applications and/or routine information within one

e We will use your suggestions and complaints to improve our service continually. We
will always remember we work for you, the American public.

GENERAL SERVICES ADMINISTRATION'S FTS2000 PROGRAM

GSA manages the federal government’s FTS2000 program for long-distance voice, data,
and video telecommunications services. There are 1.7 million federal telecommunications
customers in the United States, Guam, Puerto Rico, and the Virgin islands. Some of the
program’s customer service standards are as follows:

¢ Qverhead rates will not exceed 8 percent.

e Prices paid by customers will remain below the average of the fowest commercia rates.
» Agency requests for exceptions to FTS2000 will he responded to within 15 days.

¢ Monthly statements of accounts will be issued to customers by the 16th of the month.

o Customer satisfaction with overail handling of trouble reports by the FTS service
providers will be maintained at a 95 percent level.

¢ Ninety-five percent of the issues raised during our annual Users Forums will be resolved
as scheduled. '
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CusTtOMER GrOUP; THE U.S, GOVERNMENT AND FEDERAL EMPLOYYES

Air Foree Captain Rod Berk, who was
tasked with reducing the red tape tor the
Detense travel system.,

Berk's new process requires only four
steps and cuts processing time trom three
weeks to one day. The new clectronic system
even sends checks out in one day. “Ic makes
life casier for us,” savs Joan Diamond, chict
of the travel division says. “Evervehing is au-
tomated, so we dont have to shuttle papers
around.” '

Best of all are the savings to the taxpayer.
The project is currently in a pilot stages the
Defense Department estimates that once the
system is up and running departmentwide,
it will save about $1 billion in processing,
costs over a five-year period.

When vou buy something for your home
or family, vou want to spend as little money
as possible, but you also need to think about
value, If you work for the federal
government, on the other hand, and you
want to make a small purchase, you dont
have time to look for bargains. You have to
fill out a stack of forms and go through lots

of time-consuming drivel. Processing costs
for small purchases are about $50 each. Few
individuals would consider paying a $50 ser-
vice charge for every purchase they made.

Now, to make small purchases easicr,
GSA has introduced purchase cards for most
government purchases under $2,500. Not
only are the purchase cards more
convenient, they're cost-eftective: GSA has
signed a contract with Visa that gives rebates
on many purchases, and federal agencies can
save billions of dollars in paperwork,
processing time, and administrative costs.
Also, federal employees will finally be able to
buy the basic goods and services that are es-
sendial to day-to-day operations.

GSA is also working hard to improve the
services it provides governmentwide, like of-
fice space, rental cars, and long-distance
phone service. In the past, GSA rates have
not always worked out to be cheaper. Now,
in many instances, GSA has adopted a
stance of competing against private sector
firms to provide the best deal. So GSA must
be competitive, or it foses the business.

YOUR STANDARDS

Federal Employees™ section of Appendix B.

DEpPARTMEN I OF COMMERCE
Burcau of the Census
Governments Division Reimbursable
Survevs
DEPARIMENT OF DEFENSE
Diefense Commissary Ageney
i Legislative Affairs
‘ Personnel and Readiness
i
1 DEPARIMENT OF STATY
Office of Foreign Missions
DEPARTMENT OF THE TREASURY
Burcai of Engraving and Printing
Federal Law Faforcement Fraining Center
LS, Mint
i UL, Searet Serviee

"These agencies and offices are publishing customer service standards for tederal
employees and other federal agencies. The standards appear in the “U.S. Government and

EQual EMPLOYMENT OPPORTUNITY
COMMISSION

EXeCUTIVE OFFICE OF THE PRESIDENT
Admittance to Whiie House Complex
EOP Libraries
White House Conference Rooms

GENERAL SFRVICES ADMINISTRATION
Fleet Management Svstem
Fleet Management Services, Region 2
Oftice of FI'S2000

OFFICE OF PERSONNEL MANAGEMENT
Federal Employment Information System
Oftice of Insurance Programs
Retirement and Insurance Group

U.S. INTERNATIONAL TRADE COMMISSION
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CUSTOMER GROUP: Mgt

VETERANS

herese Aprile works in the

Veterans Affairs benefits office in

New York City. The way she does

her work represents what could be
one of the best things that ever happened to
U.S. veterans. At the very least, it is one of
the best things that ever happened to Len
Davis.

Davis was wounded during his first tour
in Vietnam. He finished his second tour to-
ward the end of 1969. In the years that fol-
lowed, he contacted Veterans Affairs in a
number of locations, starting with the med-
ical center in Washington, D.C. Later, it was
benetits offices around the country.
Wherever he went, VA promised to help,
but Davis says there were always problems.
“I never dealt with the same person twice,
and every time [ gort transferred on the
phone or had to call back the second or
third time, [ had to start all over again
explaining the situation, the story, and it was
frustrating.”

Then he moved to New York City,
expecting the same or worse. But when
Davis called to get an update on a hospital-
ization claim, he noticed a difference right
away. “She introduced herself over the
phone. . . . Therese Aprile told me that shed
be my contact person, [ could get back in
touch with her with any questions | had. |
thought, something strange and different’s
going on here.”

RIC
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With time, Davis became a big fan of VA.
He says, “Therese always got back in touch
with me. When she told me shed get an an-
swer, she got an answer. When [ lefra
message . . . she called me back, and it wasa
very big difference.”

The New York office is a VA reinvention
lab — a place to try out new ideas. One of
those ideas is putting customers first, reorga-
nizing how the office works so that employ-
ees focus on what veterans want, not on old
rules for how to do things. The idea is work-
ing. Veterans are happy, employees are
happy, and the work gets done faster.

But New York is only one office in one
part of VA. There are thousands of other
places where VA contacts its customers.
Some of these places have already established
their own brand of customer service reinven-
tion. Qthers are sorting out what their
customers want and how to make changes.
There is also an agencywide rallying cry,
“Putting Veterans First.” And all of VA’
major service organizations are publishing
standards that veterans can use to judge how
the part of VA that they need measures up.

The Veterans Benefiis Administration
provides compensation and pension bencfits
to over 2.5 million veterans. It also provides
death benefits to nearly three-quarters of a
million veterans’ survivors.

The agency is looking at the lessons from
its New York office and combining that ex-
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PUTTING CUSTOMERS FIRST

perience with ocher reinvention ideas. 1t is
getting customer input from surveys and
focus groups. One thing it learned is that its
internal performance measures don't cover

dignity and honor in their final resting place
is the solemn promise of the National
Cemetery System. Its customer service stan-
dards focus on that promisc.

all the areas that matter to veterans — such
as being treated with courtesy and respect.
This and other customer needs are reflected
in the agency’s new service standards.

‘T'he National Cemetery System
maintains all 114 national cemeteries, as
well as providing burial services, headstones,
markers, and burial flags. Affording veterans

The Veterans Health Administration is
one of the nation’s largest providers of health
care. Last year it treated over 1 million inpa-
tients and provided 24 million episodes of
outpatient care in its 172 medical centers,
357 outpatient clinics, 130 nursing homes,
and 200 veterans centers.

As VHA puts more effort into listening to

Highlights from Customer Service Standards:
VETERANS BENEFITS ADMINISTRATION

These are examples of veterans service standards being published by the Veterans
Benefits Administration:

e We will treat customers with courtesy, compassion, and respect at all times.

* We will communicate with customers accurately, completely, and clearly by keeping

the customer informed on the status of the claim or request and clearly explaining all
reasons for decisions.

* We will answer or acknowledge benefit inquiries within 10 work days.:

¢ We will interview customers at our offices within 30 minutes of arrival.

NATIONAL CEMETERY SYSTEM
These are examples of the customer service standards of the National Cemetery System:

¢ We will deliver service in a manner reflecting compassion and respect for you and your
family in a time of need.

* We will maintain the appearance of individual gravesites, headstones, markers, and
monuments in a manner befitting these national shrines.

VETERANS HEALTH ADMINISTRATION

The Veterans Health Administration’s customer service standards spring directly from
what customers in focus groups said matter most.

* We will treat you with courtesy and dignity. ’
¢ We will provide you with timely access to health care.

¢ We will involve you in decisions about your care.

* We will take responsibility for coordination of your care.

* We will provide opportunities to involve your family in your care.

* We will provide smooth transition between your inpatient and outpatient care.

SEST COPY AVAILABLF
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customers, it is learning more and more
about what is important to veterans and
their families. For example, VHA had preey
much assumed that hospitalized veterans
cared a lot about hotel-type amenities, like
food quality. Focus groups of recently
discharged patients said that these things
matter, but only up to a point; how well
patients are treated matters more. Some ofti-
cials had also believed that veterans didn'c
mind time spent waiting to sce doctors
because it gave them a chance to swap
stories with other veterans. However, the

CUSTOMER GROUP: VETERANS

focus groups revealed that veterans, like
most Americans, don't want to wait for ser-
vice.

The Veterans Health Administration is
purting this customer input to work. It has
established a National Customer Feedback
Center and has developed ongoing surveys
to track how it is doing. To compare results
with customers receiving care in the
community, VHA is using the same survey
questions as the Harvard Community

Health Plan and others.

YOUR STANDARDS

These agencies and oftices are publishing customer service standards for veterans.
The standards appear in the “Veterans” section of Appendix B.

DEPARTMENT OF DEFENSE
Defense Finance and Accounting
Service
Personnel and Readiness
DEPARTMENT OF LABOR

Veterans” Employment and Training
Service

DEPARTMENT OF VETERANS AFFAIRS
Board of Veterans” Appeals
National Cemetery System
Veterans Benefits Administration
Veterans Canteen Service
Veterans Healch Adminiscration
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EXECUTIVE ORDER 12862
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Executive Order 12862
Setting Customer Service Standards

September 11, 1993

Putting people first means ensuring that the Federal Government provides the highest quality service
possible to the American people, Pubiic officials must embark upon a revolution within the Federal
Government to change the way it does business. This will require continual reform of the execurtive branch’s
management practices and operations to provide service to the public that matches or exceeds the best service
available in the private sector.

Now. Therefore, to establish and implement customer service standards to guide the operations of the
executive branch, and by the authority vested in me as President by the Constitution and the laws of the
United States, it is hereby ordered:

Section 1. Customer Service Standards. In order to carry out the principles of the National Performance
Review, the Federal Government must be customer-driven. The standard of quality for service provided to
the public shall be: Customer service equal to the best in business. For the purposes of this order. “customer”
shall mean an individual o entity who is directly served by a department or agency. “Best in business™ shall
mean the highest quality of service delivered to customers by private organizations providing a comparable or
analogous service.

All executive departments and agencies (hereinafter referred to collectively as “agency™ or “agencies™) that
provide significant services directly to the public shall provide those services in a manner that secks to meet
the customer service standard established herein and shall take the following actions:

(a) identify the customers who are, or should be, served by the agencys

(b) survey customers to determine the kind and quality of services they want and their

level of satistaction with existing services;

(¢) post service standards and measure results against thenn;

(d) benchmark customer service performance against the best in business;

(¢) survey front-line employees on barriers to, and ideas for, matching the best in business:
(

(

(

£) provide customers with choices in both the sources of service and the means of delivery:
g) make information, services, and complaint systems casily accessible; and
provide means to address customer complaints.

- =

Section 2. Report on Customer Service Surveys. By March 8. 1994, each agency subject to this order shall
report on its customer surveys to the President. As information about customer satisfaction becomes
available, each agency shall use that information in judging the performance of agency management and in
making resource allocations.

Section 3. Customer Service Plans. By September 8. 1994, cach agency subject to this order shall publish a
customer service plan that can be readily understood by its customers. The plan shall include customer
service standards and describe future plans for customer surveys. It also shall identity the private and public
sector standards that the agency used to benchmark its performance against the best in business. In
connection with the olan, cach agency is encouraged to provide training resources tor programs needed by
employees who directly serve customers and by managers making use of customer survey information to
promote the principles and objectives contained herein.

Section 4. Independent Agencies. Independent agencies are requested to adhere to the order.
Section 5. Judicial Review. This order is for the internal management of the executive branch and does not

create any right er benefit, substantive or procedural, enforceable by a party against the United Seates, its
agencies or instrumentalitics, its officers or employees, or any other person.

The White House W u ‘d

September 11, 1993
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SERVICE STANDARDS
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DEPARTMENT OF AGRICULTURE

Foon anp NUTRITION SERVICE

Manages the food stamp pragram.

o We promise to let vou know if you're eligible tor
tood stamps as soon as possible. but no later
than 30 davs after vou file vour application,
You'll need o fill ouc vour application as soon as
possible, but vou can scart counting, the days as
soon as vou contact the food stamp oftice and
give us vour name, address, and signature.

* [fvou qualif for immediate assistance, we
promise to give you vour feod stamp benefies
within five days.

o We promise to let vou know ac least one month
betore vour tood stamp benetits are due to stop.
If vou apply to continue your food by the 15th
of vour last month —- and you saill qualify —
we'll make sure vour benefits are not
interrupted.

o Ifwe say vou don’t qualify and vou don’vagree
with our decision. just ask and we promise to
give you a fair hearing. We also promise o let
vou know the resules of vour appeal wichin 60
days.

o We promise to treat you fairly and equally
regardless of vour age, race, color, sex, handicap,
religion. national origin. or political beliets.

DEPARTMENT OF DEFENSE

Derenst LOGISTICS AGENCY

Q
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BENEFICIARIES
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Defense Personnel Support Center Homeless
Support Initiative

Pravides clothing and bedding to erganizations hous-
ing the homeless.

o The standard we have set is that we respond to
the need indicated. Normal deliveny time is two
weeks: however, overnight deliveny is
accomplished if necessary.

DEPAKTMENT OF HEALTH AND
HUMAN SERVICES

Hearte CARE FINANCING ADMINISTRATION

Manages the Medicare and Medicaid programs.

Written responses:
o We will answer vour written inquiries wichin 30
davs of receipt. If gerting vou an accurate answer
will take longer, we will keep you informed.

Telephone standards:

o Wewill respond o vour telephone inquiries in a
pleasant and helpful manner. We will provide an
immediate answer whenever possibie. [f we can-
not provide an immediate answer, we will give
vou a firm commitment as to when an answer
can be provided.

» Nobody likes to be put on hold. Our «tandard is
that callers will be "on hold™ tor no more than
(WO MINLIS,

o Calls made in oft hours will be returned the next
business day.
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APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

Information peeds:

o Weare asking our customers to help us improve
all of our publications and norices so they can be
understood by our customers. We will begin
using new publications and notices beginning
carly next vear.

Claims processing (Medicare):

¢ Weare currenty working hard to simplify our
claims processing svstem to provide vou with
more consistent determinations.

e We will process vour claims for service
accurately and within the dmes provided for in
the law.

¢ If you are not satisfied with the action we rake
on your claim, vou can appeal and we will
process vour appeal fairly, accurately, and within
established timeframes, We are working to
reduce the paperwork burden associated with
appeals.

Customer satisfaction:

e We will measure vour satisfaction with Medicare
and Medicaid through the use of customer sur-
veys, focus groups. public comments, and mecet-
ings with customier representatives,

o We are setting up groups of customers who vol-
unteer to give us assistance in sereing standards
and evaluating our performance.

o Wewill identify customers who have special
needs related to vision, hearing, mobility, healch
status. literacy. language. and other facrors. We
will make a special effore w0 help these customers
with access to services and information.

Health care choices:

o We will provide clear. understandable informa-
tion about the options our customers have in
choosing a managed healeh care plan, including
informution about individual plans, to assist
them in making bealth care decisions.

Medicaid special standard:
o We will encourage all states to establish
customer service standards for Medicatd. and we
will work with them o assure a goal of continu-

ous improvement in customer service and pro-
gram administration,

Health care quality:

e We will provide doctors and hospirtals with
information they can use to give beteer care to
our beneficiaries, and we will monitor the effect
of those activities.

o Wewill expedite our investigative and case
review process as much as the law will permit
when a complaint involves qualiy issuces,

o Wewill respond to verbal or written complaints
from beneficiaries or their representatives by

E l{llcbx 6 3
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mailing a complaint form to them within two
working davs of the telephone contact or
responding in writing to written beneficiany
complaings within 10 working davs.

Program administration:

* We will tully investigate all leads about porential
program fraud and abuse in order to protect
against unnecessary expenditures,

o We will work with our parmers. our agents,
states, other interested parties, and our
customers to identif and implement creacive
and effective approaches to improving our pro-
grams and our performance.

PusLic HearrH SERVICE

Indian Health Service

Provides health care services to American hidians and
Alaskan Natives,

* Your right: You deserve 1o know whao is treating
vou and what services are available to help main-
tain vour health,

Ouwr standard: Qur saft will verbally idendify
themselves to vou upon contact. will wear name
tags. and will provide information on the tvpes
of services available to vou,

* Your right: You deserve respeetful care and con-
sideration for vour emotional, sacial. cultural,
and spiritaal values and comforr.

Our standard: Our sttt will be oriented through
in-service training to be sensitive to vour
emotional, social, cultural and spiritual values
and comfort.

o Your right: You deserve to have all the informa-
tion vou need o help vou and vour family make
trearment decisions in partmership wich vour
health care providers.

Our standard: OQur saaft will inform vou and an-
swer vour questions about vour trearment, The
information provided to vou will be
documented in your medical record.

o Your right: You have a choice 1o aceept or refuse
medical care to the extent permitted by law, and
to be informed of the medical consequences of
such refusal.

Our standard: Our stafl will discuss with vou our
recommended treatment and document vour
decision in vour medical record.

o Your right: You deserve to be assured of vour
personal privacy and the confidentiality of vour
medical records.

Our standard: We will ke full responsibility for
protecting vour personal privacy and the confi-
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dentiality of vour medical records. Except as au-
thorized by law, any use of vour record outside
of vour p(,r.\()l'l.ll health care will be undertaken
only with vour written permission,

* Your right: You have the right to expect that
within our Ldp.lLl[\ we will be responsive to your
requests for services.

Our standard: Qur statf will respond o your re-
quests for services as quickly as possible. For ser-
vices not available locally. vou and your family
will be informed how and where you can obrain
these services and whether transportation will be
provided.

SociAL SECURITY ADMINISTRATION

Manages the Social Security progranis.

We will administer our programs eftectively and eth-
ciently to protect and maintain the Social Security
trust funds and 1o ensure public confidence in the

value of Social Security. We are committed to fair
and equitable service to our customers, We promise
to respect vour privacy and safeguard the informartion
in vour Social Security record.

We are equally committed o providing vou with
world-class public service. When you conduct busi-
ness with us, vou can expect:

+ We will provide service through knowledgeable
emplovees who will treat vou with courtesy, dig-
nity, and respect every time vou do business
with us.

o We will provide vou with our best estimate of
the time needed to complete vour request and
fully explain any delays.

o We will clearly explain our decisions so you can
understand why and how we made them and
what to do if vou disagree.

o We will make sure our offices are safe and pleas-
ant and our services are accessible.

o When vou make an appointment we will serve
vou within 10 minutes of the scheduled time.

* If vou request a new or replacement Social
Sceurity card from one of our offices, we will
mail it to you within five working days of our
receiving alt the information we need. If vou
have an urgent need for the Social Security
number, we will tell vou the number within one
working day.

We know that vou expect world-class service inall of
vour dealings with us. Today, we are unabic to meat
vour expectations in some arcas, but we are working,
to change that. We are revising all our eritical work
processes to make them simpler, quicker, and more
customer friendly. When we redesigh our processes,
VOU GIN expects
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o When vou call our 800 number, vou will get
throuuh to it within five minutes of vour first
trv. ( T oday we often are not able to meet this
pladg.,g [)unng our busiest days vou will get a
busy signal much of the time.)

o When vou apply for disability benefits, vou will
get a decision within 60 davs. (Today we often
are not able to meet vour expectations. but we
are getting berer. In 1994, we made disability
decisions two weeks faster then we did in 1992,
We will give vou our best estimate of how long
it should take to get vour disability decision at
the time you apply.)

DEPARTMENT OF HOUSING
AND URBAN DEVELOPMENT

Orrice oF Housing/
FEDERAL HOUSING AUTHORITY

Stinulates housing through divect financing. loan
garantees, itevest rate subsidies, moregage
nisurance, ete.

You can expect our employees to meet the tollowing
standards:
Respect:

¢ Every customer is entitled to courteous
treatment.

* Every employee represents the Oftice of Housing,

* Display name plates or wear name tags as appro-
priate.

¢ Identify vourself and vour organization every
time you have a customer.

* Don't drop the ball — direct correspondence
and telephone calls to the correet party.

o When transterring a customer, take time to reas-
sure the customer that assistance can be
obrained by speaking with another party in the
office and that they are not being shutfled
around.

* After assisting a customer. offer to provide addi-
tional assistance at a later time should the need
arise.

* Provide a “real person” alternative to all voice-

mail messages.

Strive to provide foreign-language alternatives

and alternatives for the deat and blind, when

NCCessary.

Quuality products:

¢ Provide all available informartion to a customer
on the first call or letters ensure that all questions
are answered.
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» Write in plain Lnglish, not teehnical or govern-
ment jargon.

¢ Follow-up regularly to ensure that quality prod-
ucts are provided.

* Advise customers/partners in writing when new
policies or changes are being considered; involve
them in the development phase.

* Consider the needs of customers/parters when
developing products and procedures.

* Apprise customers/ partners of operational prob-
lems, e.g.. don’t wait for the customer to call
only to be told the system they need is dosn,

* Reach out to customers — go to their place of
business when possible: conduct regular confer-
ence calls.

* Include a contact name, organization, telephone
number, and effective date on every document,
e.g. handbook. Mortgagee Letter, congressional
and general correspondence.

Timely service:

* Ensure adequate telephone coverage throughout
the business days answer all phone calls by the
third ring.

* Respond to all telephone inquiries within 24
hours.

* Respond to written correspondence within 10
working days.

* Provide an interim response when a complete
response requires extra time for rescarch or there
is @ heavy workload.

e Provide "1-800" customer service numbers
when possible and economically feasible.

Results:

* Listablish quantitative customer service goals and
incorporate them into performance standards
and Housing’s Plan where possible.

* Establish quantitative processing standards for
cach program or function.

* Solicit feedback and react 1o customer
comments.

* “Train all employees regularly on customer
service initiatives.

* Tnstitute random supervisory quality control

checks to ensure that appropriate and adequate
customer service is provided.

* Lncourage teamwork so all stalt are thoroughly
informed.

* Provide basic program training to clerical staft.
particularly those who deal with the public.
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* Include in the headquarters telephone directory
and cach ficld office telephone directory a con-
tact name and telephone number for cach pro-
gram area, ¢.g.. Single Family Mortgage
Servicing, John Doe, 708-0000.

o Always conduct oneselt as a representative of the
organization,

Mortgage Assignment Program

Provides an alternative to mortgagors (customers) who
are on the verge of losing their bome to foreclosure.

The following customer service standard is used by
field office staftin handling customers who are seck-
ing relick:

» Customer receives written notice from the mort-
gagee thar their mortgage is in default, The leteer
outlines the eligibility requirements for the
Mortgage Assignment Program and gives the
Customer 15 calendar days to contact the HUD
field office.

* Customer contacts field office staff and requests
acceprance into the Mortgage Assignment
Program.

» Suffidentifies documents needed o make eligi-
biliry determination and schedules a conference
with the customer.

* Staff completes analyses of documents prior to
conference.

* Decision on acceptance into the Mortgage
Assignment Program is made within 90 calendar
days from the date of the customer's inicdal tele-
phone call to the date of final decision.

Mortgage Approval Process

* Processing time from the date of reccipt of the
application package to date of final approval/re-
jection is 45 calendar days.

Rehabilitation Mortgage Insurance, Section
203(k)

Provides mortgage insicance for the purchase or refi-
nance and rehabilitation of single-family propertics.

Mortgagees (partners) make Section 203(k) loans
available because HUD insures the mortgage before
rehabilication work is completed. It vou are the mort-
gagee, vou can expect us to meet this standard:

* Processing is competed and a mortgage
Insurance certiticate is issued to the mortgagee
within 10 days of HUD's receipr of the closed
loan.




DEPARTMENT OF LABOR

Penston WELFARE BENEFITS ADMINISTRATION

Admiinisters and enforces standavels 1o protect asicts in
private pension and benefit plans worth $2 rillion.
\What vou can expect — if vou telephone:
¢ A friendly courteous vaice,
e A representative who will listen o your
questions and be sensitive to vour request.
o A recurn call no later chan the end of the next
business day.
What vou can expect — if vou write:

* A reply within 30 days of our recciving vour let-

BENEFICIARIES

will tell vou when to expect itand we wilt give
vou a specific point of contact.

I it will take us longer than expected 1o answer
vour question, we will give vou a status report
and tell vou a new date when to expect an
ANSWCT.

If vou are receiving a pension check, changes
vou requiest (such as address change, direct
deposit, tax change) will be made within 30
days. if the request is received by the first of the
month. [t will take another monty if the request
1s received afeer the first of the month,

RAILROAD RETIREMENT BOARD

ter. Au mdependent agency adbninistering retivement, dis-
o A clear, casv-to-read response. abiliry, and wemploymennfsickness for railvoad em-
ployees.
What vou can expect — anvrime:
+ Straightforward information on how the law ap- Standards:

plics to vour circumstances. o We will be courteous and treat vou with respect

Q
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o Information on options that may be available,
* Respeet for vour privacy.

o The name of the emplovee assisting vou.

DEPARTMENT OF THE TREASURY

FINANCIAL MANAGEMENT SERVICE

Check Claims

Handles claims for lost or missing checks.

* We are reinverting our process so that it will
take less time to process claims by reducing our
average processing time by 40 days!

o We are also reinventing our process to reduce
the Federal Program Agency Check Claims evele
time by five days.

PENSION BENEFIT GUARANTY
CORPORATION

Pratects the benefits of participants in private sector
penston ples and provices timely payiment of bhenefits
for those pension plans that Itve been tenmmated.

We pledge that:
o I all communications with vou, we will
acknowledge vour inquiny withun one week. I
we cannot give vou an immediate answer, we

every ime vou CONtict us.

The information vou provide us is protected
under the provisions of the Privacy Act.

We will reply wichin 10 working days of reeeiv-
ing vour letter, [f for any reason we cannot, we
will acknowledge vour letter and tell vou how
long it will be before we can answer your ques-
vons fully.

If vou filed for vour railroad retirement
employee or spouse annuity in advance, vou will
receive vour first payment, or a decision, within
45 days of vour date of retirement.

If vou filed for a railroad retirement survivor an-
nuity or lump sum benefit, vou will receive vour
first payment. or a decision, wichin 75 days from
the date vou filed vour application, or became
entided to benefies, if later.

If vou filed an application for unemployment or
sickness insurance benefits, vou will receive a
claim form, or a decision, within 15 days of the
date we receive your application.

If vou filed a claim for unemployment or
sickness insurance benefits, vou will receive vour
pavments, or a decision, within 15 days of the
date we receive vour claim form.

If vou filed for a railroad retirement disabificy
annuity, vou will receive vour first pavment. or a
decision, within 120 davs from the date vou
filed vour application.

It vou think we made the wrong decision about
vour henefits, vou have the right to ask for
review and to appeal, We will tell vou aboug
these righs cach time we make an unfavorable
dedision about vour benefies.
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* Claims for some beneties may take longer to
handle than others it they are more complex, or
it we have to get information from other people
or organizations. If this happens, we will give

+ . « - < .
vou an explanation and an estimate of the time
required to make a decision.,

Openness:

o Wewill display in each office how well we are
meeting the established standards.

* When you visit our oftices, the staft will identity

themselves by name.

* When vou telephone us, we will identify
aurselves by name.

* Our letters will be easy o understand. and, un-
less the letter is a computer notice, the person
writing to vou will give vou his/her name.

g1o) give
Accessibiliny:

* When vou telephone us, vou should be able ta

reach us on the firse iy,

Q 72
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* When visiting us, vou will be helped within five
minutes of vour scheduled appointment.

* You will not have to wait more than 30 minutes
it vou do not have an appointment.

* If vou cannot come to our office, we may be
able to visit you at home or at one of our regu-
farly scheduled service locations.

Accountabiliry:

* If things go wrong, at the very least you are enti-
tled to a good explanation and an apology.

* A Customer Assessment Survey form is available in
every office for vou to tell us how we did and
how we can improve our services.

* If vou are not satisfied with our service, you may
contact the manger of the office with which vou
have been dealing, or the Regional Director who
is responsible for that office. Their names and
addresses are available in cach office.
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DEPARTMENT OF AGRICULTURE

EcoxnoMIC AGENCIES

Economic Research Service, World Agricultural
Outlook Board, and National Agricultural

Statistics Service

Provide information and analyses for inproving the
performance of agriculture and the well-being of rural
America.

We will:
* Respond to each customer in a courteous and
helptul manner.

* Accurately direct vou to the person or agencey
with the information vou need.

* Provide complete, accurate information about
our programs. products. and services in plain
language.

* Make it casy to find and order reports.

* Deliver promised information prompely.

* Explain why, when we cannot meet vour
request.

o Dicliver services without discrimination on the
basis ot race. color, nativnal origin, sex. religion,
age, disability, political beliets. and marital or
tamily status.

Service vou cuireapeet from the ERS-NASS sales
desk:

* Your call will be answered promptly and courte-
owsly by aknowledgeable oper.ior,
Occasionally, the volume of calls niay require
that vour call be placed on hold tor a short time,
but we won't forget you!

ERIC
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¢ 1f vou are calling for the first time. the operator
will ask for vour name and address and will give
vou a customer [1) number to expedite vour
next order,

* Orders for monographs, clectronic data
products, and single copies of periodicals will be
mailed first-class within five working davs.

 Payment choices include MasterCard or Visa, or

check or money order (U.S. funds only).

* You will receive nwo renewal notices betore sub-
scriptions expire,

* ERS-NASS operators can answer vour questions
regarding the current status of vour account, in-
cluding payment. issues due, billing. and other
questions. Errors will be corrected promptly.

* You can request expedited shipment of vour
order via Federal Express at vour expense.

FieLp SERVICE CENTERS

Agricultural Stabilization and Conservation
Service, Farmers Home Administration, Federal
Crop Insurance Corporation, Rural Development
Administration, and Soi1l Conservation Service

Provide one-stop shopping for USDA assistance.

* You will be treated with courtesy and respect.

* You will be assisted by a polite. responsive, and
knowledgeable sttt IF we get things wrong, we
will explain what happened and will make them
right.

* You will be given prompe and reliable service.

* We want to respond quickly and accuraely to
vour requests for information, loans, paynients,
and technical assistance. We will put vou in

MTIONML
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touch with the person on our staff who can best
handle vour request. It we cannot handle vour
request quickly, we will tell vou how long it will
take. We are working on more specific standards
for cach of our services and will have these to
vou by June 1995.

You will be given informacion that is clear, reli-
able. and casy to understand.

We will explain to vou how our programs work,
what benefits vou can receive, whether vou are
cligible, and how vou can apply. We are
committed to making sure the informadion we
give vou meets vour needs. We want to work
with vou to continually improve the
information we give you and the way you
Feceive it.

You will be given forms that are casy to under-
stand and complece. Our forms are an
important way ofg_.utin" information from vou.
We want to u)n(mu.tll\' improve them so e
they are easy for you to fill out and provide us
with the information we need to serve vou,
When we revise our forms or create new ones,
we will consider to vour suggestions.

We will work closely with other government
agencies such as the Cooperative Extension
Service and state and local agencies to ensure
thac our work is mucually supportive and our
policies and reguladions are consistent.

FOOD SAFETY AND INSPECTION SERVICE

Ensteres that mear and powltry prodicts ihat cross stare

borders are safe. wholesome, and accroately ktbeled.

You can expect IS o

Be innovative, fonvard-thinking, and continue
to look for ways to improve how we inspect
meat and poulery produces and protect the pub-
lic healch.

Provide vou with up-to-date information on
tood safery issues through the USDA Meacand
Poultry Hodine (1-800-535-4553).

Solicic and consider vour ideas to assist us in
making policy and program improvements.

Provide uniform inspection in meacand poultry
plants across the United States and hold them all
to the same high saandards.

Ensure that the mear and poulory products vou
buy nave safe-handling instructions on them,

Investigate and prosecute people and husinesses
that violate meat and poultry Laws,

Contintie working with industry to improve our
current inspection system tising new science and
technological advances.

6y

NartonaL Brorocical. CoNTROL INSTITUTE

Pramates, facilitates, and provides leadership to
redicce popuclations of pest species belowe natural levels
i vural and wban areas.

When vou contact us, we will be:

Courteous and respectful. Your views and needs
are important to us, and vou can expect profes-
sional treatment. objectivity and confidendialicy
when appropriate.

Clear. We will explain to vou what we do, how
our programs work, and how vou can apply. If
our information is hard to understand, wll us
and we will try to make ic casier to understand.
Accessible. We are available to talk to individu-
als. organizadions, school groups abour our ser-
vices. Conract us by leteer, phone, fax, or
through our bulledin board svstem.

Fair. Our services will be objective, irrespective
of vour race, sex, age, religion. or disability.
Echical. We strive to meet the highest scientific
and ethical standards.

Entreprencurial. We will help vou solve pest
probiems through building partnerships, averag-
ing resources, and focusing cftorts. We will help
vou idendify your pest management needs and
obtain informadion. If we cannot meet vour
needs, we will try o put you in touch with
someonce who can.

Efficient. Information will normally be provided
on the same day of vour request. H research is
needed o help with vour need, we will erv 1o es-
timarte accurately how long it will take. 1 obsta-
cles are met thae delay our response, we will ell
vou, and try 1o offer alternacives.

Open. We work for vou, and continually seck
vour views, listen to vour needs, and take appro-
priate action based on them. Hvou are not satis-
fied with any aspect of our service, tell us so we
can correct the problem. 1 we make a mistake,
we will telt vou and correct it

Rural, DEVELOPMENT ADMINISTRATION

Guarantees quality loans to help improve the
ccontonnie and environmental conditions in riral com-
ey,

We will:

Provide vou swith all the necessary advice, guid-
ance. and referral to other crediv when appropri-
ate along with our values and beliefs in che
preparation of vour loan application,

Ensure chat vou are pmmpll\ provided, within
seven we orklng‘ days, copics of relevant materials




when vou notify our State Director that vou are

considering an application.

Conduct a review of vour loan application to

verify completeness and compliance with applic-

able requirements within 10 working days after
receiving the application,

* Dyiscuss all issues concerning vour application
with vou and the lender wichin five working,
davs after completion of our review,

* Forward all appropriate documents to the
national office when required within seven
working davs upon completion of the review.

* Issue the loan guarantee for yvour loan within
owo working days from the dme the lending in-
stitution holds the final loan closing.

RURAL ELECTRIFICATION ADMINISTRATION

Provides direct and guaranteed loans for
clectrification. telecommnmications. and rural
cconomic development programs.

The REA field representative will:
* Provide advice and guidance to distribution bor-

rowers o help them prepare their loan applica-

tions.

Ensure that the borrower is prompely provided

with copices of relevane materials when a

borrower notifies the REA that icis considering

an application,

+ Conduct a review of loan applications received
to verify completeness and compliange with re-
quirements,

Discuss issues concerning, the borrower’s appli-

cation.

* Seek to complete the review within 15 working,
davs atter che application is received.

Forward all completed applications promprly to
the Washingeon oftice.

Acknowledgment to Borrower: Within seven work-
ing davs after the Washington office receives vour ap-
plication. REA will send vou a letrer which includes
or sets forth the following

* The application roceived date (APR).

* Fhat REA will notify the borrower no later than
9 calendar davs atter the APR regarding the ap-
plicaton’s status (does notapply o discretionary
loans).

That updated information may be required at
the time of loan approval.
That final determination of the interest rate cat-

egory cannot be made uniil the dme of loan ap-
l)r()\‘.ll.
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o “T'hat the borrower is required to notify REA
prompily of anyv changes in circumstances that
may materially aftect informadion in the applica-
tion,

« Any additonal information.

Second Norification to Borrower, Complete
Applications: Wichin 90 davs of the APR, it the ap-
plication is complete, REA will send a letter to the
borrower with a copy to any supplemental lender to:
* Advise that che application appears complete,
* Verify the amount of the REA loan requested
and the amount of any supplemental foans.
* Verify the interest rate category for which the
loan appears to qualify.
* Confirm the borrower’s clection of the call pro-

vision for municipal rate loans (prepavment op-
tion).

* Set forth any special conditions that may be
placed on the loan, and afford the borrower an

opportunity to rectify the cause of the condition.

+ Remind the borrower of its responsibiliey to no-
oty REA immediately of any changes in circum-
stances thar mighi aftect its cligibility for a loan,
or the interest rate category for the loan.

* Provide the APR of loans currently being
approved in the interest rate category applicable
to the loan.

Second Notification to Borrower, Materiatly
Incomplete Applications:

o Wichin 90 days of the APR. if the application is
incomplete, or if there are other problems, alet-
ter will be sent informing the borrower of the
specific deficiencies, and requesting thae the bor-
rower respond within 60 days. (Note: if the ap-
plication is for a discretionary loan, the second
notification will not be sent uneil the
Administrator so directs.)

Final Review and Approval: Not lacer than 45 calen-
dar davs before anticipated loan approval, REA will
notify the borrower and GER by telephone to:

+ Give the approximate date when a decision

about approval can be expected.

o Verity and. if necessary. update information pre-
viously submitted by the borrower.
Inform the borrower of any change in the inter-
est rate category for which it gualifies, I applica-
ble. request a board resolution to reflect the new
terms,

Request that the borrower submit certain
updated intormation thae will be no older than
60 davs at the expected time of loan approval,

* Remind the borrower of its responsibility to
submit information about any changes in its cir-

(U
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cumstanices that might affect its eligibility for 4
loan, or ity eligibitity: for the interest rate
category clected in its original board resolutior.,

¢ Remind the borrower that REA reserves the
right to request additional information necessary
to verify cligibiliry.

Deficient Applications: Prior to loan approval, if it is
determined that the requirements for approval can-
not be met based on information submitted by the
borrower and other information known to REA, if
the borrower cannot or will not comply with REA
regulation, or if the borrower withdraws an applica-
tion, REA will return one copy of the application o
the borrower accompanied by a cover letter.

DEPARTMENT OF COMMERCE

Bureau OF THE CENSUS

Data Users Services Division

Provides a vaviery of products and services based on
Census data.

* Phone calls. We will answer phone calls o the
standard Customer Services telephone number
(301-763-4100) within one minute after the in-
troductory message ends.

* Shipping orders. We will ship items for oft-the-
shelf orders within one working day.

¢ Custom orders. We viill ship orders for custom
products as stated by the customer service repre-
seruative,

* Couvrtesy. Our telephone reference staff will be
courteous, knowledgeable. and businesslike.

* Guarantee. We guarantee that vou will be happy

with our product or vou can return it for a tull
refund within 30 days.

* Complaints and questions. Customers phoning,
or faxing a complaint or inquiry will receive an
initial response within three hours. All problems
will be resolved within one working day.

Foreign Trade Data Service
Provides accurate and corvent information about
LS. foreign trade activity.

Telephone inquiries:

o Wewill answer every phone call (responses may
be defaved on the day statistics are released).

o \We will be courteous.

o We will provide the most current information
on U.S. toreign trade to meet customer needs.

~I
-

Customized tabulations:

o We will process most orders for customized wab-
ulations and provide the results wichin 48 hours
after we receive them, (During press release
times results will be provided within seven days).

o We will thoroughly explain the content of avail-
able databases and the cost of report options.

o We will charge vou no more than the cost of
doing the customized work.

Standard subscriptions:

o We will offer vou a standard subscription if it is
appropriate to vour request for foreign trade in-
tormarion.

* We will thoroughly explain the contentof the

subscription products and the cost of report op-
tions.

o We will mail vour subscription each month as
soon as the foreign trade stadstics are released:
— user-selected commodity repores on the day

of release
—  press release and supplementat data (F1-
900) on the day after release

— derailed CD-ROMs and other standard
tabulations wichin seven days.

Bureau or ECONOMIC ANALYSIS

Provides cconomic data on the US. economy and its
position in the global marker.

* BEA will meet its published annuea calendar of
news release dates. Any changes in these dates
will be announced as far in advance as possible.

* BEA will provide access to news releases on the
EBB (Economic Bulletin Board), EBB FAX,
and recorded telephone messages at the time of
release.

o BEA staft will respond to customer
correspondence within five business days.

o BEA staft will return customer phorie calls
within one business day.

* BEA will ship off-the-shielf products within three
business days.

ECONOMICS AND STATISTICS ADMINISTRATION

STAT-USA
Provides business. rade, and econoniic information.

Files on the Economic Bulletin Board (EBB)Y:

o We will post all files on the EBB wichin 30 min-
utes of receipt from the originating agency.,




Order fulfillment:
o We will ship CD-ROM orders by first-class mail
the next business day after we accept the order.
e [fwe do not ship vour order on the next

business dav, we will send vou one CD-ROM
free.
Technical assistance:
e All technical assistance calls will be resolved
within 24 hours. If the problem requires more

time to resolve, we will keep yvou posted of our
progress.

* If vou forgot vour EBB password, please give us
24 hours to identify it. We will call the owner of
the account back with the information.

» We will do our best answer vour questions. If we
do not know the answer, we will dircer you to
someone who doces.

Billing:

 For our CD-ROM subscription services, vou
will receive a reminder to renew the subscription
45 days in advance of the subscription
expiration date. 1f we do not receive payvment
from you, we will stop the subscription.

* For our EBB subscription service, we will
include renewal charges in vour trimesterly bill.
We will also send vou additional reminder no-
tices. You will have 90 days after the date of the
first bill 1o recurn payment to us. If you cannot
return pavment to us within this time period.
we reserve the right to deactivate your account.
However, please contact us if you need
additional time and we will extend the grace pe-
riod.

You can expect us to:
* Give vou our name when we answer the phone
Or WTite to you.

e Be polite, considerate, open, and honest.

* Give you accurate information about our prod-
ucts and services.

* Apologize if we get things wrong, explain what
happened, and make things right.

e Deliver our services fairly and to the same high
standards to all our clients regardless of sex. race,
disability. religion. and age.

Person to person:

o We will regularly ask our clients what they think
of our services -—- and we will share those results
with vou,

o STAT-USA wants wo hear from vou. whether
it’s good news or bad. All of our managers can
be reached by mail, telephone, or e-mail.

Q
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INTERNATIONAL TRADE ADMINISTRATION

Helps ULS. businesses compete in the global
marketplace.

Agencey pledge:
e When vou contact I'TA, we will provide prompt
and courtcous service.

o We will seck to understand what is important to
vou and to meet vour needs.

e We will strive to make our products and services
equal to the best in business.

Import Administration

Ensures that U.S. firms receive fair treatinent on in-

port and relief from unfair trading practices.

We will:
* Provide vou with simple guidance for filing a pe-
tition or a zone application.

* Provide a point of contact when you file an
Anti-Dumping/Countervailing Duties
(AD/CVD) petition or a zone application. You
can reccive status on vour filing during our busi-
ness hours (8:30 am. to 5 p.m.).

» Make available public case records on any
AD/CVD proceeding in our Central Records
Unit or provide a copy of the record at cost
when you call (202) 482-1780.

e Provide you with a preliminary determination
on an AD/CVD petition within 120 days, bar-
ring extraordinary circumstances.

Trade Information Center

Serves as an information clearinghouse for
international trade and export promotion programs.

We will:

* DProvide a 24-hour toll-free number, 1-800-
USA-TRADE, for your use in requesting infor-
mation.

e Provide the information vou seek the first time
yvou call. If we can’t provide the information vou
seck at the time of vour call, we will let you
know when to expect our fesponse.

e Offer a choice, whenever possible, of your pre-
ferred information format and method of deliv-
ery. Options may include hard copy publication,
electronic format (e.g.. NTDB on CD-ROM or
Internet) and FAX-ON-DEMAND.

o W. will use your feedback o tilor our informa-
tion to your needs.

BUSINESS
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Trade Promotion and Exporter Services
Offers a variery of specialized products and services to
U-S. businesses to help themt enter foreigi wmarkets.
We will:

¢ Refer vou to the appropriate specialist promprly
and aceuraeely.

¢ Inform vou when to expect delivery of a product
or a service that vou request.

¢ Tell vou immediately about any fees relating to a
product or service that you request,

NaTiONAL QCEANIC AND
ATMOSPHERIC ADMINISTRATION

National Marine Fisheries Service

Responsible for the stewardship of the nation s living
marine life.

We will provide service by:

* Developing, evaluating through client testing,
and implementing more etficient and casv-to-
use data access technologies such as menu-driven
computer interfaces and facsimile transmissions
of perishable daca,

¢ Development of new statistical databases and re-
ports driven by analyses of customer requests ob-
wined through symposiums and workshops.

* Including stakeholders in the development of
new statistical data collection systems, including
long-range strategic planning efforts tor fisheries
statistics in partnership with our state and
federal counterparts,

* Regularly polling user nceds and customer satis-
faction through customer surveys: pardcipation
in or conduct of workshops, advisory panels. or
COMMILEECS ON Satistics.

* Maintaining multiple oral and writeen. in-person
and electronic nieans of commumication to our
users, such as newsletters., clectronic mail forums.,
and face-to-face meetings to promote a healthy
dialogue and hear the voice of our customer.

NATIONAL TECHNICAL

INFORMATION SERVICE

FedWorld" On-line System

AC s« inform jon cleart e,
lets as et infor-nation clearingh

¢ Your aceess to FedWorld will continue w be
provided it no charge.

¢ Products vou order by credit card tor download

will be delivered within 30 seconds.

¢ Your calls to the Help Desk will be answered by
a person, not a recording. 24 hours a day,

¢ Wewill continue to make information accessible
in whatever clectronic formats meet vour needs
and expectations,

Patent and Trademark Office

Examines and issues patents and trademarks.

o Wewill treat our customers with courtesy each
time they contact us and. if appropriate, will di-
rect them promiptly to the proper office or per-
son.

¢ 1t an emplovee being called is not available. they
will retumn the call by the nexe business duy or, if
requested by the caller, an alternace point of
conace will be provided.

¢ e will ensure that our written
communications clearly set forth the technical.
procedural. and legal posicion of patent examin-
ers and trademark examining attorneys.

¢ Qur correspondence with customers will be legi-
ble and of good print qualicy.

o Wewill widely disseminace information about
changes in practice and procedures to ensure
that both emplovees and our custonters know
about changes prior to their effective date,

o We will respond to status letters within 30 days
from the date received.

Pacene standards:

o We will deliver facsimile transmy™ ion of prop-
erly addressed papers marked " Intormal” or
*Draft” to the examiner within one business
dav. Facsimile transmissions of properly
addressed formal amendments after final rejec-
tion will be matched with the appropriate files
and delivered to the examiner wichin three busi-
ness davs of receipr.

We will correctly generate and mail a notice in-
dicating the application number, date of filing,
and the tide of invention for complete. standard
applications, These notices will be mailed within
19 calendar days of receipt of the application,

We will conduct a thorough search of relevant
LS. patents, foreign patent literawre, and non-
patent literature contained in our search files
and. where appropriate, a reasonable search of
other non-patent lirerature during the patent ex-
AMINANON Process.
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T'rademark standards:

o Wewill correctly generate and mail filing
notices within 30 days of receipt with a goal of
reducing, the processing time to 14 days by
September 30, 1995,

o Wewill examine new applications and provide a
written first communication regarding registra-

‘: tion within three months of the filing date.

o We will make a determination of the registrabil-
ity of trademarks within 13 months of receipt of
the application in the PTO.

o We will issue correct Notices of Abandonment
within 45 davs of the date the tile was
abandoned.

o We will isstie correct Notices of Publishment
within 30 davs of the date the file is approved.

o We will mail correct certificates of registration
within seven davs of the date of registration,

DEPARTMENT OF DEFENSE

DerensE FINANCE AND ACCOUNTING SERVICE

We will provide prompe and aceurate service for con-
tractors/vendors:
o Commercial imvoices will be paid benween 23 o
30 davs,
¢ Progress payments will be paid between five to
seven days,
¢ Cost vouchers will be paid berween 1210 14
davs.
* Interest penaley will be between 0.and .02 per-
cent.

Derenst Logistics AGENCY

Defense National Stockpile Center Sales

* Customer telephone inquiries will be answered
quickly and efficiently. The goal is to answer
them no later than the nexe business day,

* Mail inquiries will be answered within three
business davs.

o Depots will be notitied the same day thatan
award is made. This enables the depot to imme-
diately prepare goods tor shipment with a goal
1o have material ready for shipment within two
business days of the award

Q
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BUSINESS

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT

GOVERNMENT NATIONAL
MORTGAGE ASSOCIATION

Issues securities backed by Federal Housing
Administration anel Vetevans Administration
guaranteed morigages to increase the supply of capital
arvailable to finance housing.

* 95 percent of requests for commitment author-
ity shall be processed within 48 hours of receipt
for issuers of good standing,

» Al investor telephone calls returned within 24
heurs.

o Allinvestors” written correspondence will have a
response prepared for signature within 15 work-
ing days of receip.

Orrice oF Housing/
Feperal HousinG ADMINISTRATION

Mortgagee Approval Process

Serves partners wishing to participate in the IFHA
MHOIgAEE INSUTANCE ProgIams,

A mortgagee submits an application with supporting
documentation and processing tee to the field staff.
* Professional staff analyzes the materials submic-
ted and makes accepeability determination,
o Staft makes an on-site visit assuming availabilicy
of statffing and travel funds.

* Ficld office submits recommendation for
approval/disapproval to headquarters, Final de-
cision is made by headquarters.

* Standard: Processing time from the date of
receipt of the application package to date off finat
approval/rejection is 45 calendar days.

Section 203(k) Rehabiliration Morrgage Insurance
Program provides mortgage insurance for the
purchase {or refinance) and rehabilitation of single
tamily properties.
¢ Provides mortgage insurance after loan is closed
by the mortgagee and it is submitred to HUD.

o Standard: Processing is completed and a mort-
gage certificate is issued to the mortgagee within
10 days of HUD's receipt of the closed loan,

Note: The Office of Housing is presently reviewing,
the possibility of centralizing the mortgagee approval
process in headquarters, Centralizing the process is
expecied to improve service to our pariners,
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DEPARTMENT OF THE INTERIOR

BUREAU OF LAND MANAGEMENT

Manages all aspects of 270 million acres of federal
land and 570 million acres of federal mineral
resonrces,

We will always:
* Treat vou in a courtcous, efficient. and
professional manner every time vou contact us.

* Work with vou to meet vour needs while com-
phving with laws and regulations.

* Advise vou if vour request cannoi be filled in
vour initial contact with us. and tell yvou who
will respond to vour request and when vou can
expect that response.

Compliance and Enforcement

Enforcement of vequirements. regulations. and ks
governing leases, permits, grants. and other uses of
lands and resonrces.

* You will be advised of the requirements for the
proper use of public lands and resources.

* You will be given the information vou need re-
garding the applicable BLM aomplmmc and en-
forcement process., expected time frames, and
reporting requirements and responsibilities.

* You will be treated fairly under laws and regula-
tions.

Information Access Centers

Provide information and products at central
locations.

* You will be greeted and your request will be ac-
knowledged within five minutes of vour arrival,

* You will recetve the most current and accurate
information about the public land that we have
available to the public.

¢ You will receive available information within 30
minutes of vour in-person request. We will
respond to vour telephone or written inquiries
within five business days.

Public Policy Involvement Opportunities

Opportunities for you to be involved in our planning
process and our management of resources.

* You will be provided with the opportunity w
telt us how vou think publicly owned resources
should be managed.
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* Aswe develop plans, rules, and regulations for
usc of public resources, vou will be asked for
vour ideas,

* You will be aftorded adequate dime to make
vour comments and suggestions.

Uses Requiring Authorization

Grazing pevmits. mineral leases, and rights of 1eay
that require prior 1cvitten approval.

* You will receive a response o vour phone mes-

sages and letters. usually within five business
davs.

You will be informed of what the transaction is.
how vour request will be handled. who will re-
spond to vour request. and the date by which we
expect to address vour request.

BUREAU OF MINES

Provides information on minerals for use in asiessing
re o . ©
LS. economic and defense needs.

You will be treated with courtesy every time vou
contact us.

We will provide vou with all the information
vou need. or obtain the information for vou.
with a minimum number of referrals to other
organizations.

When vou call our public inquiries number for
service. vou will reach us on the first call,

We will answer vour requests as quickly as posi-
ble. If we cannot give vou the information vou
need ar the time vou call. we will do so within
one working dayv or call vou back to let vou
know the progress we are making on vour
request,

When vou ivrite to us requesting general infor-
mation materials. we will mail them to vou
within one working day. When vou write and
ask for more specitic technical information, we
will respond within five working davs with
cither the information vou need or a posteard
acknowledging receipr of vour request and
reporting the status of our response,

We will provide vou casy aceess to our informa-
tion. You can talk to us from 6:30 a.m. to 6:00
p.m. Fastern Standard Time.

We will make our information available
clectronically (INTERNET, CD-ROM, Mines
FAXBACK) and give vou the instructions and
information you need to take advantage of these
SOUTCes,




MINERALS MANAGEMENT SERVICE

Offshore Minerals Management

Alaska Regional Public Information Oftice — Pilot

Project:

The buck stops here when it comes to assisting
people lost and wandering in the bureaucratic
maze of government.

Walk-in custorners have priority and will be
promptly acknowledged and assisted as soon as
possible.

All information will be current and correct. Staff
will find the answer or find a more knowledge-
able person to assist. We will never guess.

Not all questions have answers. f the answer
can't be found, that fact will be reported to the
customer.

Customers are never sent to another office or
agency cold. Staff will check to ensure the office
is the correct one and also that the contact per-
son is available.

Before leaving, all customers will be asked.
“Does this completely answer your question?”

The Guif of Mexico Public Information Office —
Pilot Project:

When you enter our office you will be promptly
acknowledged.

We will be sensitive to vour information needs.

You can expect to be treated with courtesy at all
times.

We will make a sincere effort to provide you
with information in a timely manner.

We will strive to accurately respond to your re-
quest.

Pacific Regional Public Information Office — Pilot
Project:

First class is our game and you will be treated
the same. Customers visiting the Pacific Region
are our number one prioriry.

We will greet you with a smile and give you
prompt assistance. Your needs are important

to us.

We are as time-conscious as you are, We will try
to get you what vou need as quickly as possible.

e Prompt. personal attention (an interpreter will
be provided if necessary). You will be treated
with courtesy and respect.

* Accurate information. Your questions will be an-
swered before you leave, or you will receive peri-
odic status reports until the issues are resolved.

¢ You will not be sent to another office unless ab-
solutely necessary.

* Easy access to us. You can come to our office;
vou can call our free telephone number (1-800-
238-2839); or we will meet with you at a more
convenient location at your request.

Oklahoma City — Piiot Project:
* Assist our customers with the same high
standards we expect as customers.

* Listen to vour royalty issues and assume respon-
sibility for coordinating the resolution of your
concerns.

* Meet you elsewhere to help you understand the
royalry process as it affects you if you cannot
come to our office.

e Seck vour ideas to help us improve our services
by routinely requesting your input on our per-
formance and professionalism.

NationaL BioLoacicar SURVEY

Provides biological and ecological information to both
the public and private sectors.

e Research Information Bulletins edited and pre-
pared for distribution within 60 days of submis-
sion of the draft manuscript.

* Immediate electronic access to Research
Information Bulletins that have already been
edited and prepared for distribution.

* Literature searches completed and sent to clients
within five days of receipt of their request.

* Research findings are tested for scientific qualicy
through peer review by other qualified scientists
before publication.

* 80 percent or more of our products rated by
clients at or above level three on the following
satisfaction scale:

4. Very satisfied
3. Satisfied

2. Dissanistied

BUSINESS

Royalty Management Program NN
yalty 8 Br 1. Very dissatisfied
Farmingron. New Mexico —- Pilot Project: o These products will be accompanied by “Client

Our aim is to continually improve service to you, 1f Response™ sheets inviting clients to voluntarily
vou would like to make a comment or complaint, rate i}"d comment on them. Illcsu_lts will l)c.
please feel free to use the comment card available monitored and used in pursuit of constant im-
from any of our employees. provement.

Q
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* Our long-term goal is to achieve an average
client sausfaction raring very near level 4 —
"very satisfied.”

OFrICE OF SURFACE MINING
RECLAMATION AND ENFORCEMENT

Ensures that coal mines are operated in a manner
that protects citizens and the enviranument.

For outreach to coal field citizens and the coal
industry:

* A meeting will be held in at least one site in each
state 1o solicit comments regarding the oversight
process and recommendations for review topics
in the first quarter of evaluation year 1995.

For abandoned mine land emergency complaints:

¢ The inital site visit and determination of emer-
gency will be addressed within 48 hours of com-
plaint.

* The method to be used to abate the emergency
will be determined swithin 30 days after the ini-
tial complaint.

* Emergency declarations will be finalized b us
within eight hours of receipt of the state submit-
tal in states which administer the emergency
program.

For abandoned miine land fze collections:

* OSM-1 forms will be mailed out 30 days prior
to the due date.

* Fee Collections correspondence will be
responded to within seven days.

* Telephone calls will be responded to within one
day.

* Refunds will be processed within one month
after receipt.

For state program amendments:
* The availability of state program amendments

will be announced in the Federal Register within
20 business days after receipt.

For OSM’s mine map repository offices in Wilkes-
Barre and Pittsburgh:
* Each scheduled visitor will be provided prompe
and courteous service.

* Letter and telefax requests will be answered
within one working day. except for a request re-
quiring extensive research and mass
reproduction of mine maps.

* Requested site locations will be provided within
90 minutes of vour inguiry.

» Marerials will be available to hetp vou identity
and easily locate the underground mine site.

Q 82 7/
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When responding to inquiries. OSM personnel:
* Will be courteous and helpful when dealing
with people in person, by telephone, and
in writing.
* Will be timely with courteous explanation of
contents of files, state program
documents. etc.

* Will respond to telephone calls within owo busi-
ness davs.

Where OSM is the regulatory authority we will pro-
vide:
* Timely and efficient access to public files.
* Inspection reports to permittees within 15 busi-
ness davs.
* The opportuniry to meet and confer with
citizens regarding problems and issues relating to

environmental protection and surface coal min-
ing operations.

For the OSM Applicant Violator System we will pro-
vide:
¢ Permit Recommendation Evaluations to the
states within three business davs of requast.

* Abandoned Mine Land Emergency Contract
Award Evaluations within 4 hours of request.

* Respond to outside industry requests for infor-
mation within three business days of request.

* Respond to OSM, state and industry requests
for ad hoc computer reports within three busi-
ness days of request.

U.S. GEOLOGICAL SURVEY

Minerals Information Offices

* Fach customer will be treated with digpiry,
respect, and courtesy.

* Each request will be researched using all means
available to provide the highest qualiny response.

* Each request will be analvzed 1o determine what
data are available thart best suits each customer's
needs. A plan will be developed to deliver the re-
sponse in the formar that best suits those needs.

* Requests will be filled immediately. if possibles if
not possible. a time for the reply will be
established.

* Opportunities for additional service will be es-
plored with cach customer. as needed.

Reston Earth Science Information Center

e We will treat cach customer with courtesy and
respect.
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» We will provide quick, thorough, and
responsive access o product information and or-
dering including the 1-800 number and
clectronic ordering.

o We will climinate processes, procedures. and
rules that are roadblocks to success.

o There will be no unreconcilable mistakes
allowed in the handling of the customers’
o
accounts or money.

DEPARTMENT OF LABOR

Bureau oF LABOR STATISTICS

The principal federal data-gathering agency for labor

economics,

» We will let you know in advance when we will
release our dara.

* We will be available when you need us.

 We will distribute data in the form tha fits vour
needs as resources allow.

* We will provide vou with the name and phone
number of a person who can meet your dara
needs.

¢ We will help vou understand the uses and limits
of our products.

» We want to meet your needs.

EMPLOYMENT STANDARDS ADMINISTRATION,
WAaGE AND Hour Division

Enforces labor standards laws protecting 1workers.

If vou contact us with a question, vou can expect:
* A clear. concise and knowledgeable response to
vour inquiry within 10 business days.
* Straightforward information on how the law ap-
plies to your circumstances and, when appropri-
ate. publications or posters will be provided.

If vou are an cmployer contacted by Wage and Hour
vou can expect us to provide:

» Understandable explanations of our
enforcement process and our findings. whether
there are violations of the law, and requirements
tor coming into compliancc.

* Cooperation in completing our investigation as
quickly as possible.

* Cooperation in minimizing interruptions of
vour business operations.

* ANSWErs 1o Your questions.

BUSINESS

MINE SAFETY AND
HEALTH ADMINISTRATION

Mandatory complete mine inspections:

¢ We will conduct complete inspections a all
available underground mines four times a year
and at all available surface mines two times a
vear.

» We will examine our mandatory regular inspec-
tion process to insure the quality, flexibility, and
consistency of our enforcement process.

Other mandatory inspections and investigations:
» We will complete other mandatory inspections

and investigations as provided for in the Mine
Act including; initiating investigations of all
miners’ complaints of safery or health hazards
normally within 24 hours: and initiating investi-
gations of written complaints of discrimination
within 15 days of receipt. If you believe thata
safery or health hazard exists at your mine, vou
can call MSHA roll-free at 1-800-746-1554 —

vou do nc¢ need to give your name.

Quality and delivery of training products and materi-
als to the customer:

¢ We will emphasize mine-specific and on-site
miner training when we evaluare proposals to
provide training to miners from state mining de-
partments and others (MSHA State Grants
Program).

Communication between MSHA and the customer:
o We will hold rulemaking hearings and topical
health and safety conferences to provide forums
for open discussion of health and safery
concerns. We will consistently hold these events
in the mining regions.

o We will work with state and local institutions
and associations to provide miners with uscful.
understandable information about mining,
health and safety.

OcCcUPATIONAL SAFETY AND
HEALTH ADMINISTRATION

Established to help make the American workplace as
safe and healthful as possible.
Emplovers can expect OSHA to
* Jocus OSHA inspections on the most serious
hazards,
o Be respecttul and professional during

inspections.

o Help them identify and control workplace haz-
ards.
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DEPARTMENT OF STATE

BureaU OF PoLiTicAL-MILITARY AFFAIRS

We will assist by:

* Providing timely. professional, knowledgeable,
and courteous service to customers secking guid-
ance on registration, making applications for a
defense export license or other approvals,
requesting the status of specific licensing cases,
or seeking guidance regarding compliance with
export law and regulations.

* Taking action on all license applications
(app1.ve, disapprove, return without action, or
coordinate with other offices) within 10 working
days of receipt.

* Informing each registered individual and com-
pany with timely information on the status of
their license application. For persons who do
not have electronic access to the DTC (system),
timely telephone responses are provided.
Telephone inquiries are responded to by a
respousible officer within 24 hours of receipt.

* Providing timely and authoritative guidance to
the U.S. defense industry regarding export poli-
cies, procedures, and practices, based on
interpretation of the International Traffic in
Arms Regulations (ITAR), the Arms Export
Control Act (AECA) and other pertinent laws,
national interests, and multinational agreements
or arrangements. This includes the presenration
of and participation in organized seminars, in-
house training, and other public outreach
efforts, such as the Defense Trade News.

* Enhancing automated dara processing to facili-
tate the electronic handling of requests for
licenses and other approvals and increasing
responsiveness to U.S. government requests for
assistance.

* Ensuring proposer compliance with U.S. regula-
tions, cffective investigative and prosecutorial
enforcement actions, as well as administrative
procedural follow-up against violators of the
AECA and the ITAR.

* Surveying customer satisfaction periodically to
solicit suggestions for improving
DTC services.

DEPARTMENT OF
TRANSPORTATION

FEDERAL HIGHWAY ADMINISTRATION

Aruitoxt provided by Eic:

Motor Carriers

Ensures safety on America’s highways and the safery of
the vehicles using the highways.

¢ We will inform you on every major change in
motor carrier regulations by providing you with
a copy of, or information describing, the new
regulations, or by conducting industry bricfings.

* We will provide information abour regulatory
changes to trade associations, trade press, and
other motor carrier publications.

* You will reccive information regarding changes
in motor carrier regulations during our on-site
reviews of your operations. You will also receive
the specific information and materials needed to
help you comply with the safety regulations.

* When you call or write to us requesting
information, we will provide the informatien to
you within five working days of receiving your
request.

* We will work with state motor carrier safety en-
forcement agencies to ensure no duplication in
the scheduling of on-site reviews.

* We will review your accident records and
provide an accident prevention package to
motor carriers that are experiencing accidents re-
gardless of vour safety compliance.

* If you are a hazardous materials or passenger car-
rier and reccive an unsatisfactory safety rating as
a result of our review, we will conduct a follow-
up review within 45 days, as requested, to ensure
vou the opportunity to remain in business.

* We will periodically collect information from
the entire motor carrier industry which will
allow us to better serve you. The information re-
quest will ask if you are still in the motor carrier
business, whether the nature of your business
has changed, and hew we can improve the infor-
mation and technical assistance we provide to
you.

* We will work with state motor carrier regulatory
agencies, insurance companies, trade
associations, and other industrv groups to iden-
tify motor carriers who may not know that they
are subject to safety regulations. We will provide
these newly identified motor carriers with the
information they need to comply with safety
regulations,

FEDERAL MARITIME ADMINISTRATION

Federal Ship Financing

¢ Wewill evaluate the completeness of vour appli-
cation and provide you with an initial response
within 10 to 14 days.
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o We will return vour phone calls within 24
hours.

* We will respond to vour information requests
within one to three days.

* We will provide you with status reports of vour
application progress on request.

* We will process a complete application within
60 days.

e We will treat vou with respect and courtesy ar all
times.

FEDERAL RATLROAD ADMINISTRATION

Railroad Safety

* Install toll-frec lines to FRA Office of Safery
headquarters and regional offices.

+ Implement negotiated rulemakings — such as
on trackside worker safety — in place of
customary. cumbersome ar’s-length
procedures.

* Educate labor and management on inspection
and enforcement procedures and use
opportunity as listening post to seek feedback
and suggestions.

* Conduct inspection demonstratiens and brief-
ings, including training videos, in partnership
with labor and management customers.

+ Conducr in-depth surveys of all major customers
to improve customer services.

* Voluntary compliance: Develop safety profile
for all Class I railroads and work with three rail-
roads to develop systemwide safery management
plans.

* Train small railroads on safety rule compliance
and provide assistance to resolve safery issues.

¢ Reduce average time from receipt to resolution
of safery complaints to 60 days.

* Use mentoring techniques to model best
practices in safety performance: Bring together
an exceptionally safe railroad with a railroad that
needs improvement.

* Work with states to prepare inspection
schedules: meet with states annually to minimize
the disruption caused by duplicate scheduling,

o Investigate inspection complaints from railtoads
within 10 working days.

U.S. Coast GUARD

Commercial Fishing

Our standards call for:

o DProtecting critical spawning and nursery
grounds annually.

* Reducing the adverse impacts of By-Cartch
annually.

* Maintaining 24 hours/day, seven days/week
search and rescue services on demand.

* Providing 24 hours/day, seven days/week
Radionavigation services and operation of the
VHF-FM national distress system, Channel 16.

* Providing 24 hours a day, seven days a week
navigation information services at 703-313-
5900.

* Maintaining surveillance of our nation’s
Exclusive Economic Zone to prevent poaching.

DEPARTMENT OF THE TREASURY

Bureau ofF ALCOHOL, ToBacco
AND FIREARMS

Nonbeverage Section

Examines formulas and analyzes samples to determine

if products qualify for tax refund.

We will:

+ Approve. disapprove or identify deficiencies of
submissions within 10 working days. Unusually
complex products may require additional time.
but these account for less than 10 percent of
submissions.

* Respond to your telephone requests for informa-
tion and assistance by the end of the following
business day.

* Hold in the strictest confidence all information
vou provide us abour your product formulas and
manufacturing processes.

* Apply the same criteria to the evaluation of for-
mula submissions from all our customers.

Product Compliance Labeling Section

Issues label certificates to the alcobolic beverage indlus-

ny.

e will:

We will

e Approve or reject vour formal label application
within nine calendar davs of receipr. You will be
notified by phone. fax. or in writing if the pro-
cessing will exceed nine calendar days.

*+ Comment on proposed (informal) labels within
15 calendar davs. You will be notitied by phone,
fax. or in writing if our review will exceed 15

o
<
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calendar days.

* Respond to vour correspondence within 21
davs. You will be notified by phone, fax, or in

inations scheduled for the upcoming quarter, at
least 30 days before the beginning of each calen-
dar quarter.

writing if, for any reason. we can send only a
partial reply. We will tell you how long it will be
before we can answer vour questions fully.

During examination:

* Entrance meeting — At the start of the exami- .
nation, the EIC will hold an entrance meeting
with the bank’s CEO and appropiiate members
of senior management and/or board of directors.

At this meeting, the EIC will:

— explain how the examination team will con-
duct the examination,

Qrrice Or THE COMPTROLLER
OF THE CURRENCY

Supervises and examines federally chartered national
banks,

— establish the way examiners will communi-
cate with bank, management and employ-

Xe've set the following standards to let vou know C ager
ees during the examination,

what to expect of us and what we can expect of vou.

Before examination: — explain the role of each examiner, and

Q '%()
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* Telephone contact — The examiner-in-charge
(EIC) will normally contact the bank's chief ex-
ecutive officer (CEO) by telephone before the
examination begins to outline the scope and ob-
jectives of the upcoming examination. The EIC
will provide information about examiners’
schedules, stafting levels and projected on-site
time. The EIC will also identify bank needs and
areas che bank wants OCC to review.

¢ Written contact — At least three weeks before
the examination, the EIC will normally notify
the bank. in writing, of the:
— examination start date,
— scope and objectives of review,
— advance information the bank must

provide to the examination team,
with due dates,

— information the bank musi have available
for the examiners at the onset of the exami-
nation, and

— name and telephone number of the OCC
contact.

* Team preparation — Before the start of the ex-
amination. the examination team will review:
— information provided by the bank,

— prior examinations,

— pertinent consumer or fair lending
complaint information, and

- the office’s Community Reinvestment Act

{CRA) file.

* Community contact — The EIC or the QOCCs
appropriate CRA Officer will contact a sample
of locally based customer, communiry, small
business, and government groups tor
information before or during a CRA
examindtion to give them the opportunity to
provide input into the examination. Starting in
1995, OCC will publish a list of the CRA exam-

51

—  answer any questions.
¢ Examiner conduct — Examiners will:
— ensure confidentiality of records,

—  conduct meetings anda gather information
efficienty to minimize disruption,
— adhere 1o schedules for meetings. appoint-

ments, and providing updates to bank
management during the examination,

— discuss needs for timely information,

—  be respecttul of the opinions of bankers and
locally based groups,

— handle any conflicts in a tactful and profes-
stonal manner.

+ Examination management — The EIC usually
will be present throughout the examination.
Field managers. or their designees. will visit or
call during on-site examinations.

After the examination:

* Exit meetings — At the completion of the
examination. the EIC will meet with the bank’s
management. This meeting will rank the issues
identified in the examination and help manage-
ment understand which areas present the most
risk to the bank. At this meeting, bankers may
respond to QOCC concems, provide clarification,
or ask questions. The examiners will ask for
bank managements's commitment to correct
weaknesses noted during the examination.
Before the report of examination is finalized. the
examiner will provide a draft of the portions of
the report of examination tided Examination
Conclusions and Matters Requiring Board
Attention so that bank management may review
them for accuracy. The Examination
Conclusions scction will explain why OCC cited
the deficiencies. Examiners will offer examples of
acceptable solutions. In preparing those conclu-
sions, the examiners will consider the
importance of their reccommendations and their




impact, such as in cost, on the bank’s
operations.

Board of Directors meeting — OCC will con-
duct the meeting after the board has reviewed
the draft report of examination or a synopsis of
examination findings. At the board meeting, the
examiiners will describe:

—  any major concerns,

—  what the bank is doing well.

Examination fieldwork:
 On the first day of the examination, the

Examiner-in-Charge will schedule a meeting
with the Chief Executive Officer or a representa-
tive,

We will meet art least weekly with appropriate
institution personnel to convey issues. concerns
and examination findings to date.

We will conduct an exit meeting to summarize

BUSINESS

kev findings, make recommendations, and
receive and consider management’s responses.

— what QCC expects the bank te 1o and
when, and

. . .. Dost-examinar )
— industry issues affecting the bank. Post-examination process:

o We will deliver the report of examination within
30 days after completion of fieldwork to institu-
tions rated 1 or 2, and within 45 days for those

rated 3, 4. or 5.

* We will entertain requests from healthy. well-
run thrifts that wish to forgo a board meeting
from time to time.

At the board mceting. OCC will provide an opportu-
nity for the board members to provide comments
and to ask questions.

* Report of examination — The final report of ex-
amination will be consistent with findings and
conclusions communicated to the bank during
the examination,

* When a board meeting is conducted. we will
make every reasonable effort to schedule it in
connection with a regularly scheduled board
meeting,

¢ Follow-up activities — Examiners with ongoing
responsibility for supervising banks will:
— respond to information received from the
bank within 30 davs of receipt, and

— document follow-up activities in OCC's su-

: U.S. CusTOMS SERVICE
pervisory monitoring system.

Enforces over 500 laws regarding importation of

merchandise.
OFFICE OF THRIFT SUPERVISION

. ) e Informed compliance:
Responsible for regulating thrift institutions and au- P

diting the financtal soundess of these institutions. * Customs field 'Oﬂ:\l'CCS “"I.l respf)nd to Vour
request for a binding ruling within 30 days un-
less the issue must be referred to a Customs at-
torney, in which case rulings will be issued

within 120 days of receipt.

* A member of vour OTS supervisory team will
contact vou at least semi-annually berween
examinations and will be available to mect as

needed. ¢ Customs will make all rulings available on
¢ We will provide vou with the names and phone diskettes by subscription at a nominal fec.
numbers of vour supervisory team members. .

Customs will provide at least two weeks advance
legal notice of all changes to its regulatory proce-

Pre-¢xamination process:
dures.

o We will mail the Preliminary Examiner
Response Kit (PERK) at least four weceks before
an examination begins. and it will include an ap-
proximate examination start date. Tt will also in-
clude a point of contart at OTS.

Transaction processing:

¢ Customs will aotify the importer and/or the
broker of any detention within five working

days.

* We will focus our PERK request on only that ¢ Customs will issue an administrative decision re-
information necessary w facilitate the examina- garding the detention within 30 days of the de-
tion. tention. ’

o e will ensure staft continuity from one exami- .

: Customs will respond to any inquiny made of
nation to the next. those teams within four business hours,
o Wewill provide an cutimate of the staffing levels .
and time required to conduct the examination at
least four weeks before an examination.,

It that entry is electronically transmiteed,
Customs will review these documents and grant
quota acceptance status. if appropriate, within
We will conduct concurrent examinations, but siv business hours ”"Pl'(‘“’l"-“i“"-
will consider requests to conduct non-

concurrent examinations,
§2
)
ERIC 8

Aruitoxt provided by Eic:




APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

* Customs will reject unaceeptable records that do
not involve antidumping or countervailing du-
ties within 30 days ot receipt.

* Customs will liquidate entry summaries involv-
ing antidumping or countervailing duties within
six months from Customs receipt of liquidation
instructions from the Department of
Commerce.

Fines, penalties, and forfeirures:

* Customs may allege that imported goods are
being entered or introduced in a manner
contrary to law. Sonic of these laws permit the
assessment of fines or penalties, while others au-
thorize seizure of the merchandise. In cither
case, you will be notified in writing of the allega-
tions, your right to request an oral presentation,
and your right to submir a written petition seck-
ing remission or mitigation of any such penalties
or forfeitures.

Automated Commercial System (ACS) availabilicy:

* The Automated Commercial System (ACS) will
be available for use 99 percent of scheduled op-
erating hours.

* On-line transactions will be completed in less
than seven seconds.

¢ Barch transactions will be turned-around to the
user’s terminal in no more than 15 minutes for
the Automated Broker Interface; five minutes
for the Air Manifest Interface; and 15 minutes
tor the Sea Manifest Interface.

¢ There will never be a phone wait of more than
60 scconds before a caller is connected with a
Help Desk technician,

ENVIRONMENTAL PROTECTION
AGENCY

ENVIRONMENTAL PERMITTING

Regulates wcaste disposal and discharges into the air
and water.

We are:

* Obuining favorable community reaction to the
permitting process as determined by surveys
conducted after a permit has been issued.

* Defining the estimated time frame to issue vari-
ous permits. This may require the use of
state/EPA grant requirements.

* Fswablishing the number of resubmiiteals ic will
take to get a complete application. If all deficien-
cies are clearly identified it should only take one

resubmittal. More that indicates a problem that
needs to be addressed.

* Establishing a goal to measure the level of

understanding of permit conditions, possibly by
counting the number of facilities out of compli-
ance.

* Establishing an unacceprable number of permits
that are appealed, and by whom. A large num-
ber of citizen appeals may indicate a problem
with the public participation process.

EQuAL EMPLOYMENT
OrrORTUNITY COMMISSION

Investigates and litigates charges of employment
discrimination in private and public (including fed-
eral) sectors; conducts training and informaional ac-
tivities for employers, unions, and community
organizations.

Businesses can cxpect us to:

* Treat you with respect and dignity.

* Look at the way we do business and the way we
relate to you and others using our procedures;
we want to find ways to improve the quality and
speed of our services.

* Involve respondents like you to help us under-
stand what you want, what vou need, and what
vou think about the way we serve you.

* Support our front-line employees by giving
them the tools and knowledge they need to pro-
vide the best possible service to you.

* Strengthen our commitment to customer
service.

EXPOR.-IMPORT BANK OF THE
UNITED STATES

Helps with financing exports of U.S. goods and
services.

* The Buyer Underwriting staft will:
— process 85 percent of short-term
applications within two wecks of receipt of
a complete application, and inform the cus-
tomer biweekly of the status ot the
additional 15 percent until resolved.

* The Exporter Underwriting staft will:
- renew 90 pereent of the muldbuyer policies
hefore the anniversary date and inform the
customer biweekly of the status of the addi-
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tional 10 percent until resolved.
¢ The United States Division will:

—  process 80 percent and an additional 5 per-
cent of all Preliminary Commirment and
Final Commitment transacdons within
four and six weeks, respectively, or receipe
of a complete application, and

— process 100 percent of all Preferred Lender
Program transactions within 10 business
days of receipt of a complete application.

¢ The Business Development Group staff will:

— respond to all telephone inquiries within six
business hours with 85 percent handted
withourt a call back.

— respond to all fax/letters within two
business days of receipt.

— screen incoming working capiral,
medium/long-term loan and guarantee ap-
plications for completeness for processing,
by program divisions. 85 percent within
two business days, and 100 percent within
three business days.

— process 100 percent on Letters of Interest
for medium-term transactions within seven
business days of receipt of a complete appli-
cation.

* The Export Finance Group staft will achieve ac-
tion on complete applications for Preliminary
Commitnients and Final Commitments under
the direct loan or guarantee programs on:

— 90 percent of Loan Commitice cases within
four weeks, and inform the customer
biwecekly of the status on the additional 10
percent, until resolved.

— 75 percent of the Board cases within six
weeks, and inform the customer biweckly
of the status on the addidonal 25 percent,
until resolved.

s The Claims and Recovery Division will:

— process at least 90 percent of all cash receipe
collections for existing claims within 20
business days of receipts.

— acknowledge claims field under all
programs in writing to the claimant within
two business davs of receipt.

-— correspond with any claimant whose claim
is incomplete within five business days
from documentation or information must
be submitted.

— present o the Loan Commitiee or Board of

Dircctors or resolve under delegated
authority 100 percent of claims submiteed
under the Insurance and Working Capitl

Q

ERIC

Aruitoxt provided by Eic:

BUSINESS

Guarantee programs within 30 business
days of receipt of a complete application.

¢ The Public Affairs and Publications staff will:

— respond to 100 percent of public inquiries
within 24 hours.

¢ The staft will provide the customer with clear
reasons on 100 percent of final decisions, both
approvals and denials, within two business days.

o The staff will address customers™ concerns
within two business davs of contact.

NATIONAL AERONAUTICS AND
SPACE ADMINISTRATION

AERONAUTICS ENTERPRISE

Aggressively pursues the identification, developmerts,
validation, transfer, application. aud commercializa-
tion of aeronautics technologies.
We commit:
» To meer all major milestones on schedule and
cost, more than 95 percent of the time.

* To ensure that we are managing Hur acronautics
program to accomplish our vision and mission.

HuMAN EXPLORATION AND DEVELOPMENT
oF Srace EnTerprise (HEDS)

s NASA will provide its current and prospective
customers with credible, reliable, responsible in-
formation and services.

» NASA wilt communicate clearly how our
customers can participate in the HEDS
enterprise 5o that the customers understand the
processes and can communicate their
requirements and expectations back to NASA.

« NASA will increase the number of research and
development partnerships with industry and
academic institutions.

o NASA will use the latest compurer and inforima-
tion systems technology to improve public
awareness of NASA technologies, expertise, and
facilities.

* NASA will encourage multicultural
participation in all aspects of NASA and HEDS
activities.

* NASA will emphasize opportunities for small
and disadvantaged businesses and historically
black colleges and universities o participate in
HEDS-retated ininatives.
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In the near term, NASA and the HEDS enterprise
are committed to:

¢ Safely fly an average of six to eight shutdle flights
a vear.
* Conduct six robotic solar system missions sup-

porting HEDS prior to 2000.

national context of technology
commercialization and equip them the skills
needed to support the mission.

* Use an electronic nerwork to connect and man-
age all field and headquarters technology profes-
sionals and ro take advantage of the benefits of

. . .. . clectronic commerce.
* Provide approximately 500 cubic feet per year of

on-orbit experiment volume for crew-tended
space research and development.

* Provide approximately 120 cubic feet per vear of NATIONAL MEDIATION BOARD

on-orbit experiment volume for commercial ini- - S - .
p Assists in maintaining a free flow of commerce in the

panves. ratlroad and aivline industries by resolving disputes

* Develop and mainrain a space station with con- that coudd disrupt travel or imperil the economy.
tinuous human presence by 1998. ’

« Provide approximately 1,800 cubic feet of exper- (\j/-Ol:jc-an expect our staff t¢ meet the following stan-
iment volume for space research, development, ards: .
and commercialization after the space station is * At least 90 percent of representation cases not
completed in 2002, involving a participant’s request for Board-level

action will be completed within 90 calendar

. > ime > 3 - .
Accelerate the timetable to conduct space days of docketing,

research by a factor of two in the space station . .
timeframe. . !n at lg;mt 90 percent o‘f TCPresentation cascs

involving a participant’s request for Board-level
action, the NMB staft will submit a recommen-

SeaCE TECHNOLOGY ENTERPRISE dation to the Board within 180 calendar days of

Pioneers, with industry, the development and use of docketing and the Board will respond within an
space m'/.mo/ogiex to secure national econonic compet- additional 30 calendar days.
itiveness and 1o support space missions. * An updated NMB Representation Manual will
be made available to the public during fiscal vear
We will: 1995.

* Conduct periodic workshops with industry par-
ticipants to discuss the issues and implications of
commercial technology policy.

* An NMB investigator will be assigned to investi-
gate representation cases within five business
days of docketing.

* Implement new commercial technology

: laced * Representation and mediation applications will
practices related to:

be responded to within three business days fol-

— contractor-developed technology commer- lowing their receipt by the NMB.
cialization, o All NMB mediators will have received training
— industry-technology development partner- on innovative/enhanced mediation approaches
ships, by the end of fiscal year 1995.
— dual-use technology development, * At lcast two training/orientation opportunities
— commercial technology acquisition. will be made available to the parties by the end

of fiscal year 1995 regarding methods to reduce
the volume of railroad grievance cases pending
resolution.

— small business technology development and
commercialization,

—  regional alliances, and * Arbitrators compensated by the NMB will be

—  post-technology development diffusion. sent their payment within 14 days following the
.l i cial technology effores by inn- NME’s receipt of an appropriate voucher.
ntensify commercial technology effores by im
plementing an integrared industry-focused mar-
keting plan emphasizing the commercial

potential of NASA-supported technology. SMALL BUSINESS

¢ Establish metrics to manage all of NASA's col- . N
¢
laboration with industry. ADMINISTRATIO
. . . Dy, g £ 1057y .y £y, N . N
* Provide training to employees, contractors, and Provides dna't or indirect financing to .}‘HM/[ o (/l.\‘:ll(/-
grantees to enhance their understanding of the mn/hlg{'// /;usmw.r to promote small business formation
and growth.
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7(a) Guaranty Loan Progran:

¢ Asan applicant for financial assistance. you can
expect to have an answer from SBA within two
weeks of our receipt of vour completed applica-
tion from your lender. If the application is
processed through either the Preferred Lender
Program (PLD) or the Certified Lender Program
(CLP) an answer can be expected within 24
hours or threc working days respectively.
Compliance with this standard is measured and
monitored by random computer validation.
SBA representatives from the Loan Policy and
Procedures Branch, Central Office. the PLP
Processing Center, or the applicable district of-
fice will be available to receive customer

feedback.

Low Documentation Loan Program (LowDoc):

* Asan applicant for financial assistance of
$100,000 or less you can expect to have an an-
swer from SBA within three business days from
receipt of your completed application.
Compliance with this standard will be measured
and monitored by routine monthly
management reports. SBA representatives from
the Loan Policy and Procedures Branch, Central
Office. or the applicable district office will be
available to receive customer feedback.

GreenLine Program:

¢ As an applicant for financial assistance to finance
short-term, cyclical, working capital needs, you
can expect to have an answer from SBA within
two weeks of receipr of vour completed applica-
tion from your lender. Compliance with this
standard is measured and monitored by random
computer validation. SBA representatives from
the Loan Policy and Procedures Branch, Central
Office. the PLP Processing Center, or the
applicable district office will be available to
receive customer feedback.

Secondary Market:

* Asalender who holds business loans guaranteed
by the agency and decides to sell the guaranteed
portion of these loans in the secondary marker,
vou can expect to have all sales settled within 48
hours of reccipt of adequare documentation.
Compliance with this standavd is measured and
monitored by weckly verification of program ac-
tivity. The SBA Director of Secondary Market
Sales will be available to receive customer feed-

back.

502 Local Development Company Program:

* As an applicant for financial assistance for long-
term ficed asset financing in a rural area, you can
expect to have an answer from SBA within 10
days of receipt of vaur completed application
from your lender. Compliance with this
standard is measured and monitored by routine

ERIC
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monthly reports. SBA program representatives
from the Office of Rural Affairs and Economic
Development, Central Office. or the applicable
district office will be available to receive
customer feedback.

504 Certified Development Company Program:

* As an applicant for financial assistance for long-
term fixed asset financing through a certified de-
velopment company (CDC), vou can expect to
have an answer from SBA within 10 days of re-
ceipt of your completed application from the
CDC. If the application is processed through
one of the CDCs participating in the pilot ini-
tiative, Accredited Lender Program (ALP), an
answer can be expected within five days.
Compliance with this standard is measured and
monitored through routine monthly reports.
SBA program representatives from the Office of
Rural Affairs and Economic Development,
Central Office, or the applicable district office
will be available to receive custome: feedback.

Minority Enterprise Development Program:

* You may expect to have an answer on vour ap-
plication for 8(a) certification within a 90-day
period after receipt of your comgleted
application. We will measure and track all pro-
cessing of 8(a) applications to ensure compliance
with the 90-calendar day processing time frame.

* As an 8(a) certified firm you can expect to have a

full nine-year term in the 8(a) program. During
that period, you will benefit from specialized
training in management, marketing,
procurement processes, and access to federal
contracting, using the 8(a) process. Compliance
with this standard will be measured through pe-
riodic review of the district office by regional
staff. Customer feedback will be received and
evaluated through written surveys and informal,
periodic town hall meetings.

Women's Business Ownership:

* As a potential loan applicant, you can expect to
receive loan information from OWBQO within
two weeks after we receive vour request. Loan
information packets will include the names of
certified and preferred SBA lenders in your area,
a listing of microloan sites, alternative financing
passibilities, LowDoc and GreenLine brochures,
and in certain locations, information on the
Women's Prequalification Pilot Loan Program.
Feedback can be directed to OWBO by calling,
(202) 205-6673.

* You can expect to receive information about the
Women's Network for Entreprencurial Training
(WNET) mentor program within two weeks of
our receipt of your request.

* Your local SBA district office will provide you
with information on the availability of long-
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term training and counseling through one of our
39 Demonstration Program sites that serve 20
states. You will receive information within two
weeks of your request. Programs are monitored
continually, and quarterly reports on operations
and activities are made to OWBO. Please direct
vour comments and suggestions to OWBO at
(202) 205-6673.

Disaster Loan Program:
¢ As a disaster loan applicant, you can expect to

have an answer on vour application within seven
davs to three weeks of our receipt of your com-

pleted application. This time frame wiil be met
in 95 percent of the applications. Timeliness will
be tracked through internal records of the Office
of Disaster Assistance. SBA representatives will
be available at temporary offices set up in disas-
ter areas and through a 1-800 telephone number
that will be advertised in the disaster area.
Complaints and other feedback can be made to
the local SBA representatives, the Disaster Area
Office, or the Office of the Associate
Administrator for Disaster Assistance, SBA, 409
Third Streer $.\., Washington, DC 20416.



THE GENERAL PUBLIC

DEPARTMENT OF AGRICULTURE

EconoMic AGENCIES

Economic Research Service, World Agricultural
Outlook Board, and National Agricultural
Statistics Service

Provide information and analyses for improving the

performance of agriculture and the well-being of rural
America.

We will:

« Respond to each customer in a courteous and
helpful manner.

* Accurately direct you to the person or agency
with the information you need.

* Provide complete, accurate information about
~ur programs, products, and services in plain
language.

* Make it casy to find and order teports.

* Deliver promised information promptly.

* Explain why, when we cannot meet vour
request.

* Deliver services without discrimination on the
basis of race, color, national origin, sex, religion,
age. disability. political beliefs, and marital or
family status.

Service vou can expect from the ERS-NASS sales

desk:

Q
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* Your call will be answered promptly and courte-
ausly by a knowledgeable operator.
Occasionally, the volume of calls may require
that vour call be placed on hold for a short time,
but we wor't forget you!
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If you are calling for the first time, the operator
will ask for your name and address and will give
vou a customer 1D number to expedite your
next order.

* Orders for monographs, clectronic data
products, and single copies of periodicals will be
mailed first-class within five working days.

Payment choices include MasterCard or Visa, or
check or money order (U.S. funds only).

You will receive two renewal notices before sub-
scriptions expire.

» ERS-NASS operators can answer vour questions
regarding the current status of vour account, in-
cluding payment. issues due, billing, and other
questions. Errors will be corrected promptly.

You can request expedited shipment of your
order via Federal Express at your expense.

FieLp SErvICE CENTERS

Agricultural Stabilization and Conservation
Service, Farmers Home Administration, Federal
Crop Insurance Corporation, Rural Development
Administration, and Soil Conservation Service

Provide one-stop shopping for USDA assistance.

* You will be treated with courtesy and respect.

* You will be assisted by a polite, responsive, and
knowledgeable staff. If we get things wrong, we
will explain what happened and will make them
right.

* You will be given prompt and reliable service,

o We want to respond quickly and accurately to
vour requests for information, loans, pavments,
and technical assistance. We will put you in

8§

93




Q

Aruitoxt provided by Eic:

ERIC

94

APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

touch wirh the person on our staff who can best
handle vour request. If we cannot handle your
request quickly, we will tell you how long it will
take. We are working on more specific standards
for each of our services and will have these to
vou by June 1995,

* You will be given information that is clear, reli-
able, and easy to understand.

* We will explain to you how our programs work,
whar benefits vou can receive, whether you are
eligible. and how vou can apply. We are
committed to making sure the information we
give you meets your needs. We want to work
with you to continually improve the
information we give vou and the way you
receive it,

.

* You will be given forms that are easy to under-
stand and complete. Our forms are an
important way of getting information from you.
We want to conrinually improve them so that
thev are easy for you to fill out and provide us
with the intormarion we need to serve you,
When we revise our forms or create new ones,
we will consider to vour suggestions.

* We will work closely with other government
agencies such as the Cooperative Extension
Service and state and local agencies to ensure
thar our work is mutually supportive and our
policies and regulations are consistent.

FooD SAFETY AND INSPECTION SERVICE

Ensures that meat and poultry products that cross state
borders are safe. wholesome. and accurately labeled.

You can expect FSIS to:
* Beinnovative, forward-thinking, and continue
to look for ways ro improve how we inspect
mear and poultry products and protect the pub-

lic health.

* Provide vou with up-to-date information on
food safety issues through the USDA Meat and
Poultry Hotline (1-800-535-455%).

* Solicit and consider vour ideas to assist us in
making policy and program improvements.

* Provide uniform inspectior: in meat and poultry
lants across the United States and hold them all
p ;
to the same high standards.

* Ensure that the meat and poultry products vou
buy have safe-handling instructions on them,

* Investigare and prosecute people and businesses
that violate mear and poultry laws.

* Continue working with industry o improve our
current fspection system using new scicitee and
technological advances,
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DEPARTMENT OF COMMERCE

NatioNnaL OCEANIC AND
ATMOSPHERIC ADMINISTRATION

National Weather Service

If vou're using our forecasts or warnings of emergen-
cies, vou are our customers and this is what we'll pro-
vide to vou:
* State-of-the-art equipment and technologies
- allow NWS o operate the most advanced
weather and water forecast and warning system
in the world.

* We continue to increase advance warning times
for severe weather, Currently, warnings of less
than 10 minutes are typical for thunderstorms
and tornadoes. With new technologies and
increasing numbers of better-trained hazardous
weather spotters, as much as 30 minutes warning
may be possible before the severe weather occurs.

* We issue routine forecasts every four to six
hours, but we continuously update and amend
our forecasts and warnings during changing
weather.

* Qur goal is to work with the private sector to
make NOAA Weather Radios as common as
smoke detectors — to place NOAA Weather
Radios wherever people congregate, including all
schools, hospirals, and nursing homes to provide
weather warnings which can save lives.

¢ New technologies are being developed for per-
sons with disabilities such as the hearing-
impaired.

¢ Development of new products and services
based on user requests and requirements is a top
priority,

* We have improved long-range forecasts. better
serving the general population. and America’s

agricultural, transportation. and other economic
interests.

OFFICE OF THE SECRETARY

Office of Consumer Affairs

X henever vou contact our office:

o e will always treat vou fairly and courteously.

o We will answer the telephone on or before the
third ring. You will speak to one of our staft. On
the rare occasion when no onc is available, vou
may leave a message on our answering, machine
and we will return vour call on the same day or
the nexe working day.




* Our letters to vou will always be written in plain
language.

* [f for some reason we can't meet the standards
given below, we will send vou an interim
response explaining when vou can expect our

full reply.

It vou contact us about a consumer complaint:

* We will respond 10 your complaint letter within
10 working days.

* As appropriate, OUr Written responses to
complaint letters will provide vou with
additional sources of information and redress.
and will include a complaint-handling fact sheet.

s If vou telephone us with a complaint. we will
advise vou on the telephone. It a complaint spe-
cialist is not available, we will return vour call by
the next business day.

1f vou contact us with an inquiry abour the
Department of Commerce or ask for other informa-
tion:
s We will answer vour writtzn inquiry within 10
working days.
s If vou telephone us. vou will speak to a knowl-
edgeable person who will answer vour question.
If we don’t know the answer, we will find some-
one who does. If we need to refer vou to another
office. our referrals will be prompt and accurate.

If vou request one of our publications:

¢ Publications will be sent out within five days of
receiving vour request.

¢ Thev will be written in plain language, and will
be easily understood and appropriate for our au-
diences.

» Consumer publications will be available in large
TVpe, ON request.

Office of Public Affairs

* Wewill provide prompe responses to telephone
requests for information. We will be pleasant and
courteous in helping our calling customers locate
information, publications, and services. Anytime

we are unable to supply information immediately

or refer the caller appropriately, we promise to
find answers and return the telephone call within
24 hours.

» We will respond to vour letters within five
working days. Our replies will be clearly written
and will address specific concerns or requests for
information,

* Ouwr external publications will be writnen cearly
in casily understeod language and inan
informative manner.

o Wewill strive to identify vou, our customers, so
we can improve the department information
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available to vou not only by mail, but also via
electronic media.

* We guarantee accountability to our customers.
e will use customer suggestions, complaints,
and other feedback to improve our services.

DEPARTMENT OF DEFENSE

The American public will be assured that the
Department of Defense will do everything possible to
defend Americans and American interests, American
confidence in those running the military will be ar a

high level.

Derense Loaistics AGENCY (DLA)

Defense Reutilization and Marketing Service

Handles sales of excess material to the public.

¢ Courteous relations

* Understanding needs

¢ Sarisfaction

* Timeliness of actions

* Open 1o suggestions

* Maximum assistance

¢ Environment that is businesslike
* Reliability of information

* Service

OFrFICE OF PUBLIC AFFAIRS

* Information will be made fully and readily avail-
able, consistent with statutory requirements. un-
less its release is precluded by current and valid
security classification. The provisions of the
Freedom of Information Act will be supported
in both letter and spirit.

* A free flow of general and miilitary information
will be made available, without censorship or
propaganda. to the men and women of the
Armed Forces and their dependents,

¢ Informaton will not be classified or othenwise
withheld to protect the government from criti-
cism or embarrassment.

* Information will be withheld only when disclo-
sure would adversely affect national securiey or
threaten the safety or privacy of the men and
women of the Armed Forces,

* ‘T'he department’s obligation to « rovide the pub-
lic with information on its major programs may
require detailed public affairs planning and coor-

Ju
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dination within the department and with other
government agencies, The sole purpose of such
activity is to expedite the flow of information to
the public: Propaganda has no place in

Department of Defense public affairs programs.

U.S. Arny Corps OF ENGINEERS

Disaster Response and Recovery

Supplements state and local efforts 10 save human life,
prevent immediate human suffering, or mitigate

property damage.

* e will inform state and local officials of our
policies and authorities. and participare in their
emergency seminars and exercises when asked.

e We will provide emergency operations assistance
(such as providing sandbags, pumps. technical
assistance, etc.). when requested and in compli-
ance with Public Law 84-99.

* We will provide pos:-flood assistance to include
technical advice and assistance. debris clearance.
debris removal. and temporaty restoration of
critical public facilities or services, and identify
hazard mirtigation opportunities as part of our
interagency team.

* We will provide temporary assistance for emer-
gency water supply as a result of a drought or
contaminated source for up to 30 days or until
the Federal Emergency Management Agency
undertakes the provision ot emergency water
under its own authorities. whichever is earlier.

DEPARTMENT OF EDUCATION

Ensures equal access to education and promotes educa-
tional excellence nationally.

Anvone we deal with can expect:
¢ You will receive individual attention and
prompr. professional service. You will be valued.
o e will seck to meer vour needs and
expectations. We will build a relationship with
vou.

o We will provide information that is timely. de-
.- el o .
pendable, and accurate. We will serve you.

* You will have casy access to services and
information. \W'e will use the latest technology
to enhance vour access,

o We will provide vou every opportunity to give
input and feedback. We will listen to vou.
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GoaLs 2000: EDUCATE AMERICA ACT

The Goals 2000 Act, which focuses the nation’s
attention on chalienging academic and occupational
standards. was passed with input from a wide range
of bipartisan supporters including state governors and
legislators. educators, researchers, policy makers, and
parents. To be considered for funding, states
complete only a short. simple grant application. We
respond in writing to all applications within 15 days.

This act is a cornerstone of the department’s
improvement agenda. The Act establishes the
National Education Goals for the vear 2000. They
are as follows:

* School readiness: All children in America will
start school ready to learn.

* School completion: The high school graduation
rate will increase to at least 90 percent.

* Student achievement and citizenship: All
students will leave grades 4, 8. and 12 having
demonstrated competency over challenging sub-
ject mareer, including English, mathematics, sci-
ence. foreign languages. civics and government.
economics, arts, history. and geography: and
every school in America will ensure thatall stu-
dents learn to use their minds well. so they may
be prepared for responsible citizenship, further
learning. and productive employment in our na-
tion's economy.

¢ Mathemarics and science: The nation’s students
will be first in the world in mathemarics and sci-
ence achievement.

* Adult literacy and lifelong learning: Every adult
Anmerican will be literate and will possess the
knowledge and skills necessary to compete in 2
global ecoromy and exercise the rights and
responsibilities of citizenship.

« Safe. disciplined. and drug-free schools: Every
schoal in the United States will be free of drugs.
violence. and the unauthorized presence of
fircarms and alcohol. and will offer a disciplined
environment conducive to learning,

* Jeacher education and professional
development: The nation’s teaching force will
have aceess 1o programs for the continued
improvement of its professional skills and the
opportunity to acquire the knowledge and skills
needed to instruct and prepare all American stu-
dents for the next century,

e Parental participation: Fvery school will
promote partnerships that will increase parental
involvement and participation in promoting the
social, emotional. and academic growth of chil-
dren.




IMpacT AID

Granss avatlable to local school systems whose
resources are affected by federal operations.

Based on a customer survey indicating that more
than half of cur customers were dissatisfied with the
timeliness of their pavments, we instituted a new
standard:
* Albapplicants that submit a problem-free appli-
cation receive their pavments within 435 days of

receipt.

Orrick For CiviL RigHTS

Respanding promptly to complaints, we revised our
complaint resolution procedures to provide better
service and faster resolution of civil rights complaints
filed against educational institutions:

+ Within five days of receipt, we respond to all
complains and provide information on
complaint resolution procedures.

» We offer all parties a range of options, such as
mediation. early complaint resolution, and fact-
finding conferences.

STUDENT FINANCIAL ASSISTANCE PROGRAM

The Student Financial Assistance Program has estab-
lished a Customer Support Inquiry Service that pro-
vides a single point of contact for answers to policy
questions and resolves issues that cut across postsec-
ondary programs. This service is provided to postsec-
ondary institutions, lenders, guaranty agences, and
other financial providers.

* Once a quesdon is posed and forwarded to the
appropriate person, we respond wichin three
days.

DEPARTMENT OF ENERGY

ENERGY RESOURCES

The number one goal of the Deparument’s Energy
Resources Business Line in fiscal vear 1995 will be to
advance the nation’s capability to deliver clean, effi-
cient, reliable, equitable, and cost-effective energy ser-
vices to the American people, With this goal in mind.
we will:

* Expand the Clean Clities Program to 25 cities by
December 1994,

o Add 12.250 alternative fuel vehicles to the fed-
eral fleet and promote the opening of over 60
private sector refueling stations for these vehicles
by October 1995,
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* Establish 12 new Cooperative Research and

Development Agreements with the automotive
industry to develop cleaner cars, with the goal of
increasing transportation energy efficiency, low-
ering air pollution levels, and reducing the
nation’s dependence on imported wil, by
October 1995.

¢ Implement climate change programs to reduce

domestic greenhouse gases by 4 percent by the
vear 2000.

* Provide funds for weatherizing 126,000 homes,

and upgrading 1.350 schools and hospitals by
October 1995.

* By the vear 2000, increase the use of clean

domestic natural gas to an estimated 22 trillion
cubic feet. an increase of approximately 18 per-
cent.

* Create 20,000 new jobs through the implemen-
tation of energy etficiency programs that
promote private sector investment by Octaber
1995.

ENVIRONMENTAL QUALI'['Y

We pledge to our customers that we wilk:

o Maintain safe facilities that will minimize risks
to our emplovees, contractors, and others who
come in contact with our facilities. This includes
providing a safe work environment as well as
diligent waste management activitics.

* Respond o requests tor information, such as
Freedom of Information Act requests, in a more
complete and timely manner. This commitment
has already resulted in a 40 percent increase in
the completion of these cases.

* Demonstrate openness and take responsibility
for our actions so that we can gain credibility
from our stakeholders and the public’s trust.

* Share our environmental technology
advancements with other federal agencies and
with the private sector so they can also benefic
trom our investments.

Our standards:

* Improve the cost performance of environmental
quality projects by 20 pereent over the nest two
vears,

* Increase our sensitivity to cultural and social val-
ues in key envitonmental decisions by doubling
the number of citizen advisory boards from four
to cight by June 1995, The purpose of the citi-
sen advisory boards is 1o provide citizen input
into environmental restoration, waste manage-
ment, and technical development.

* Improve . distribution of programmatic infor-
mation by filling orders for publications at the
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Center for Environmental Management within
owo business days from the tire they reach the
center.

* Realize a 3 percent per vear productivity savings
on environmental cleanups by instituting
contract reform to increase competitivencess.

NATIONAL SECURITY

We pledge to make decisions and initiate actions that
are responsive to our customers needs. We seek to
create a participatory atmosphere in which the
customer's opinions are integrated into our decision
process. We will:

* Maintain or exceed the confidence and reliabil-
ity standards as defined by the military
characreristics for weapons. as measured by tech-
nical analysis by the Nationa' Laboratories,
resulting in the continued maintenance of a safe
and reliable stockpile,

* Dismantle weapons in accordance with the an-
nual Presidential Directive. resulting in a reduc-
tion of over 6.000 nuclear weapons berween
1994 and 1998.

* Continue our program to build public
contidence by classityving tewer documents: de-
classifiiing more documents: and establishing, in
November 1994, an on-line bibliography of de-
classified documents available on request. Since
1993, classified documents have decreased by
~0.000: "Y1 percent improvement in declassifi-
cation actions.

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT

Fair Housing anp EQuat. OprORTUNITY

Public Housing Management Assessment
Program

Work orders:

* 99 percent of emergeney work items are to be
corrected within 24 hours,

* The number of non-emergency work orders
outstanding at the end of the last fiscal year did
not exceed 4 pereent of the total number of
work orders received during the vear (excluding,
evclical work orders),

Inspections:

* 99 pereent of emergency items are to be

corrected within 24 hours,

o All other unit deficiencies are to be corrected
within an average of 25 days.
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Protected Classes Under the Civil Rights Laws

Assistance:
* You are entitled to respect and courteous treat-
ment.

* If vou have a need for a sign language or non-
English speaking interpreter or other special
needs, we will make these services available to
vouL

¢ Information will be provided o vou without re-
gard 1o race. color. sex. religion. national origin.
handicap. or tamilial status.

* Information given by vou will be kept confiden-
tial.

» You will be told what intormation yvou are being
given and how it responds to your request.

* After assisting vou. we will offer to provide addi-
tional assistance ar a later time should you need
it

* 1f vou are not satistied with the assistance given,
we will put vou in touch with a supervisor.

AppointmentsAwalk-ins:

* You will meet with the most knowledgeable staft
person available within five minutes of arrival in
office.

\Written:

* Your letter will be acknowledged within 10
working days of receipt and we will address fully
in clear and concise language all concerns and
include a contact name/telephone number. It we
need more time to respond to vou. vou will be
sent an interim reply explaining why the delay
and when to expect a complete response.

Telephone:

* Your call will be responded to within 24 hours
by the most knowledgeable staft person
available, We will make every effort to provide a
“live voice™ to take vour messages instead of by
voice mail.

* 1f vou use our hotline telephone. vour call will
be responded to within 24 hours.

Accessibilitv:
e The office and its services are accessible o per-
sons with disabilities.
Complaint processing:

* Your complaint will be treated without regard o
race, color. sex. religion. natonal origin. handi-
cap. or tamilial status.

* Your complaint will be acknowledged within 10
working days of receipt and will explain in clear
and condise language the complaint process. in-
cluding time frames and choices,

* You will be offered conciliation opportunities
throughout the complaint process,
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* You will be updated on the staws ot vour com-
plaint within 100 days with a projected comple-
tion date.

o Once we make a determination, we will provide
vou with the Final lnvestigative Report.

Vindication of public interest:

» Remedies will be appropriate for the violation

and will address public interest groups.
L]

PusLic anp Inpiax Housing

A partnership between federal, state. and local govern-
ntents. with the federal governmen: providing subsi-
dies and regulations on project aperations.

Standards for our PIH partners include the following:

» PIH offices should be open to the public and
available to do business during conventional
work hours as that concept is defined locally.

* Any PIH staft person receiving an incoming in-
quin' — by telephone, letter, or personal contact
— “owns™ that inquiry until the substance of
the inquiny has been conveyed to the oftice or
individual responsible tor a substantive response.

* During business hours, customers inquiring in
person should wait no more than owo minutes
to be greeted and given an idea of when a tech-
nical person will be available to respond.

* During business hours. all telephone calls should
be answered by a person within three rings.

* Lo the maximum extent possible, PTH field of-
fices and headquarrers offices will have a live
person responsible for answering the telephone,
promptly, every minute of the business day, in-
cluding "flex-time™ hours.

o Each office will establish a procedure whereby
the principal reeeptionist or other telephone-an-
swerer has a regular back-up. and a mechanism
by which the regular lets the back-up know that
he or she is "on call.” so to speak.

* Messages left by phone or in person should be
recurned by the time promised by the message
taker or within a half-day of the respondent’s re-
trn to the otfice.

DEPARTMENT OF THE INTERIOR

OrrICE OF SUREACE MINING

RECLAMATION AND_ENFORCEMEN ¥

Ensures that coal mines are operated in o mmamier
that protects citizens and the enviroiment,

For outreach to coal field citizens and the codl
industry:

THE GENERAL PUBLIC

o A meeting will be held in at least one site in cach
state to solicit comments regarding the oversight
process and recommendations for review topics
in the first quarter of evaluation year 1993.

For abandoned mine land emergency complaints:
o The initial site visit and determination of emer-
geney will be addressed within 48 hours of com-
plaint.

¢ The method to be used 1o abate the emergency
will be determined within 30 days after the ini-
tial complaint.

* Emergency declarations will be tinalized by us
within eight hours of receipt of the state submit-
tal in states which administer the emergency
progran.

For OSM’s mine map repository offices in Wilkes-
Barre and Pittsburgh:

o Each scheduled visitor will be provided prompt
and courteous service.

o Letter and telefax requests will be answered
within one working dav, except tor a request re-
quiring extensive research and mass
reproduction of mine maps.

* Requested site locations will be provided within
90 minutes of vour inquiry.

e Materials will be available to help vou identify
and easily locate the underground mine site.

When responding to inquiries. QOSM personnel:

o Will be courteous and helpful when dealing with
people in person. by telephone. and in writing.

o Will be timely with courteous explanation of
contents of files. state program documents, ete.

* Wil respond to telephone calls within owo busi-
ness days.

U.S. GEOLOGICAL SURVEY

National Earthquake Information Center

e We will provide information 24 hours a day on
the location and magnitude of significant earth-
quakes in the United States and around the
world.

* Rapid reports will be issued for carthquakes that
register at least magnitude 4.5 or greater in the
United States. any fele and damaging
carthquakes, or earthquakes of magnitude 6.5
elsewhere or when damage has oceurred. This
information will be provided within 20 10 30
minutes of the time of the event.

o You will be treated with courtesy every time vou
contact us.

o We will provide vou with information about
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other USGS products, services, and other
sources of information if possible.

Orders for CN-ROMs. sofoware products. pub-
lications, maps. and posters will be processed
within five working davs of receipt. Under spe-
cial circumstarces. such as after a major, damag-
ing carthquake. a time for the reply will be
established.

DEPARTMENT OF JUSTICE

FREEDOM OF INFORMATION ACT

To provide quality customer service:

We will be courteous and friendly.
We will acknowledge requests within owo wecks.
We will give a FOIA/Privacy Act number to

each request. for use as a reference on all future
correspondence.

We will process requests on a “fAirst-come-first-
served” basis, and inform vou of any backlog.
Wewill work with vou to ensure that vour
request is complete and properly understood. so
an appropriate search for records can be made,
We will return vour phone calls within three
working days.

We will make our responses as clear as possible,
including an explanation of fees, exemptions,
and the appeals process,

We will provide vou with the best possible
copies of records.

We will conduct regular customer sunvevs to en-
sure that we are meeting our standards.

INAIGRATION AND NATURALIZATION SERVICE

Wewill reac vou with courtesy and respect.

[ vou are a United Srates citizen entering the
country ar an airport. vou will find citizen
inspection lines dedicated specifically tor rapid
clearance back into the country.

IF vou are a frequent business traveler being in-
spected in an airport using the INSPASS
Program. and being inspected at the Newark.
New Jersey: New York Citv: or Toronto,
Canada, airports using the INSPASS System,
vou will be processed i less than a moinuie, This
service is available 24 hours w da INS i esplor
mg, the possibiliey: of expanding this service
other airports,

At most land border ports of entry, we will com-
plete our entry inspection wichin 20 minutes,
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* At the busiest southwest border ports, which ex-

perience heavy volumes of commuter traffic, we
will strive, chrough the application of innovative
inspection techniques and technology, to reduce
waiting time to 30 minutes.

If vou use the recently instituted Dedicated
Commuter Lanes in Blaine, Washington. vou
will experience virually no delay in entering the
country. We are working with lecal authorities
to establish similar lanes in other land border lo
cations.

After January 1, 1995, if vou request
information through the "Ask Immigration”
telephone number, {202) 514-43106. we will
provide improved service by reducing the mes-
sage format from 38 items to 10 and the length
of the menu time from 9 minutes t 1, The
message svstem is available 24 hours a day. with
staff available o assist with follow-up questions
during normal business hours.

It vou apply for naturalization, we will schedule
vour case for interview within four months of re-
ceipt. You will have the opportunity to ke the
oath of allegiance and become a citizen no later
than 60 days after approval of vour application.
It vou apply for adjustment of status to lawful
permanent residence (Form 1-485)., yvour case
will be reviewed wichin 90 days of filing and
may be approved without an interview it it is

properly filed and:

— iz hased on an approved petidon classify-
ing vou as the parent or unmarried minor
child of a United States citizen: or

~— itis based on an approved employment-
based preference petition (Form [-140) and
vou will continue to work for the same em-
plover as when vou were lawtully employed
as a nonimmigrant: or

— vouare applying under the Cuban
Adjustment Act of 1960,

“vou apply for immigration benefits from one
ot our Service Centers and are notified that we
have received vour application, vou may inquire
about the status of vour application by calling
the phone number on your receipe and enteiing
vour reeeipt number in a touch-tone wlephone.

DEPARTMENT OF LABOR

BUREAU OF LABOR STATISTICS
Develops anel provides labor stantica duta,

BIS pledges the following to our customers:

o We will let vou know in advance when we will

release our data.
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o We will be available when vou need us. 24-hour
recorded messages and clectronic access are avail-
able for vour most requested informacion,
Information specialists are available during busi-
ness hours.

o We will distribuce data in dhe form thar fies vour
needs as resources allow, Available formars
include wlephone: recorded message:
microfiche: fax: diskette and magnetic tapes
Internet; TDD: and news releases. reports, bul-
letins. brochures, and flyers.,

o We will provide vou with the name and phone
number of a person who can meet vour data
needs. Qur brochure includes the names of BLS
subject macter specialtists. [f vou ask something
we can't answer, we'll refer vou 1o someone who
can. We want to make vour information search
as fast and direct as possible.

o We will help vou understand the uses and limits
of our products. Call us witch any questions vou
have,

o We want to meet vour needs. If vou have com-
ments on our specific products. please call with
vour suggestions.

EMPLOYMENT STANDARDS ADMINISTRATION,
WAGE anD Hour DivisioN

Enforces labor standards kuvs protecting workers.

If vou contact us with a question, you can expect:
* A clear, concise and knowledgeable response to
vour inquiry within 10 business days.
¢ Scraightforward information on how the law ap-
plics ta vour circumstances and. when appropri-
ate. publications or posters will be provided.
* Respect for vour privacy,
If vou are an emplovee who comes to us with a com-
plaint. vou can expect:
¢ Conhdentality. to the exeent vou desire as per-
missible by faw.
¢ ‘That we wilt tell vou whether we have the
authority and will be able to take action to
resolve the problem,
o Acknowledgment of vour complaint within five
business daye
o Our best estimaie of how long o will ke us to
Dhegin and complete action on the mater.
* Regular communication uboug the soaus and
progress of i action,
o An understandable explanation ol the outconmie
of vour complaint.

THE GENERAL PUBLIC

MINE SAFETY AND HEALTH ADMINISTRATION

Mandatory complete mine inspections:

o We will conduct complete inspections at all
available underground mines four times a year
and at all available surface mines two times a
vear,

o We will examine our mandatory regular inspec-
tion process to insure the quality, fexibility, and
consistency of our enforcement process.

Ocher mandatory inspections and investigations:
o We will complete other mandatory inspections
and investigations as provided for in the Mine
Act including: initiating investigations of all
miners” complaints of safery or healch hazards
normally within 24 hours: and initiating investi
gations of written complaints of discrimination
within 15 days of reccipe. 1f vou believe thata
safety or health hazard exists at your mine, you
can call MSHA toll-free at 1-800-746-1554 —

vou do not need to give vour name,

Quulity and delivery of training products and maceri-
als to the customer:

o We will emphasize mine-specific and on-site
miner training when we evaluate proposals to
provide training to miners from state mining de-
parements and others (MSHA Stae Granes
Program).

Communication beaween MSHA and the customier:

o We will hold rulemaking hearings and topical
health and safery conferences to provide torums
for open discussion of healeh and safery
concerns. We will consistently hold these events
in the mining regions,

o We will work with state and local institutions
and associations to provide miners with usetul,
understandable intormation about mining,
health and safety.

OCCUPATIONAL SAFETY AND

HEeALrH ADMINISTRATION

Established to help make the Amevican workplace as
sfe and healthful as possible.

Employees can expect OSHA o
¢ Ensure their participation in inspections,

¢ Respond in a timely fashion to requests for
inspections of hazards ar their workplace.

o Investigate charges of employer discrimination.

The general public can expect OSHA 1o

¢ Provide beter aceess ta OSHA information.
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* Expand training opportunities for private sector
employees.

DEPARTMENT OF STATE

BUREAU OF ADMINISTRATION

Authentication of Documents

* Experienced and knowledgeable employees serve
customers in a timely and courteous maaner.

* The Authentications Branch provides responses
to mailed requests within five working days of
receipt.

* The Authentications Branch provides over-the-
counter service on a same-day basis (with a dailv
limit of no more than 15 documents and one
visit per customer).

FREEDOM OF INFORMATION ACT

* The Bureau of Administration strives o
maximize responsiveness to requesters while
safeguarding information concerning the
national sccurity, individual privacy, and other
governmental privileges.

* The Office of Freedom of Information. Privacy
and Classification Review delivers services that
are informative, timely, and customer-friendly.

* The Ofhice of Freedom of Information, Privacy
and Classification Review muails an acknowledg-
ment to the customer within five working days
of receiving each request for service. The
acknowledgment letter includes an estimared
date of completion for the request. Requests are
handled on a first-in, first-out basis, with the ex-
ception of those customers whose requests
receive expeditious handling for demonstrated
reasons involving health, safety. or due process.

e Ofticers are courteous and knowledgeable in all
interactions with requesters,

DEPARTMENT OF
TRANSPORTATION

FEDERAL AVIATION ADMINISTRATION

Respansible for testing and certification of wirplane pi-
lots.

* Wewill process your application for certification
within 21 working days.

ERIC

Aruitoxt provided by Eic:

T e

e We will provide written test results within 20
working days.

* Wewill respend to your correspondence and re-
quests for duplicates within three working days.

* We will be polite, considerate, and helpful.

FEDERAL RAILRCAD ADMINISTRATION

Railroad Safety

* Install toll-free lines to FRA Office of Safety
headquarters and regional offices.

* Implement negotiated rulemakings — such as
on trackside worker safety — in place of
customary, cumbersome arm’s-length
procedures.

* Educate labor and management on inspection
and enforcement procedures and use
opportunity as listening post to seek feedback
and suggestions.

* Conduct inspection demonstrations and bricf-
ings. including training videos, in partnership
with labor and management customers.

* Conduct in-depth surveys of all major customers
to improve customer services.

* Voluntary compliance: Develop safety profile
for all Class I railroads and work with three rail-

roads to develop systemwide safery management
plans.

* Train small railroads on safety rule compliance
and provide assistance to resolve safety issues.

* Reduce average time from receipt to resolution
of safety complaints to 60 days.

* Use mentoring techniques to model best
practices in safety performance: Bring together
an exceptionally safe railroad with a railroad that
needs improvement.

* Work with states to prepare inspection
schedules; meet with states annually to minimize
the disruption caused by duplicate scheduling.

* Investigate inspection complaints from railroads
within 10 working days.

NATIONAL HiGHWAY TRAFFIC

SAFETY ADMINISTRATION

~

Auto Safety Hotline For the Public

Pramotes auto sufety.

* We will handlc your call promply.

* Ifyou have trouble reaching one of our
operators, call after 6 p.m. Eastern time and




leave a message on the answering machine. We
will call you back the next business day:.

* Ifwe need to get information for you after
answering your call. we will not keep you on
hold for longer than two minutes.

o We will treat you with courtesy.

o We will provide vou with the most accurate and
complete information we have on the subject of
vour request. If we cannot answer your question
completely, we will give vou the name and tele-
phone number of someone who can and ask
that person to return vour call the next business
day.

* By December 1994, we will provide vou with
our most pepular fact sheets and information
within 24 hours by using our new fax-on-
demand service.

* By March 1996, we will provide vou with our
most popular publications in vour choice of
Spanish or English.

Motor Vehicle and Traffic Safety Program

Provides technical assistance and outreach services for
highway safety to national organizations.

Program planning — We will:

* Invite your organization to participate in the
strategic and tactical planning stages of major
new motor vehicle and traffic safety program
initiatives.

Technical assistance — We will:

* Facilitate communication with your
organization and others interested in becoming
involved in priority motor vehicle satety and
tratfic safery programs.

* Provide current and accurate information and
data within 10 business days after we receive
vour request.

* Provide technical experts as panelists and speak-
crs. whenever possible,

* Participate in your key meetings and evenes, and
assist national coalitions ot organizations inter-
ested in motor vehicle and traffic safery.

Program information and materials — We will:

* At feast annually. publish a traftic safety
program and publication update. including pro-
jects and materials planned for completion
within the coming vear.

* Every April and October, publish an update of
our motor vehicle safery program activities in
the Federal Register.

* Ship program materials for major traffic safety
program initiatives 90 davs before they will be
needed.

Q
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* Provide at least a 30-day advance nortice of when
national media campaign materials will be
distributed to media outlets.

* Each January, publish a catalog of traflic satety
program materials that includes ordering

instructions and a conrtact for the status of
orders.

Training — We will:

* Develop training and assist National
Organizations in planning and/or conducting
training for their own members and their
constituencies.

DEPARTMENT OF THE TREASURY

BuURrREAU OF ENGRAVING AND PRINTING

Redemption of Mutilated Paper Currency

We will work with the public to redeem partially de-
stroved or badly damaged currency. These are our
standards when vou file a claim:

* After vou are notified that we have received your
claim, you may centact us by telephone for in-
formation on vour claim's estimated processing,
time and status. You can usually expect this in-
formarion within one hour after vour call,

* You can alwavs expect polite and courteous ser-
vice and that we will identify ourselves by name,

* If vour claim is denied. vou can expect a full ex-
planation of our actions.

* Depending on the type of damage to the
currency submitted in vour claim vou can expect
notification of status or payment within 14 days
ot the BEP's receipt.

Bureau or THE PusLic DEBT

Savings Bond Sales

I you purchase a savings bond. you can expect:
* The savings bond vou ordered will be mailed to
vou within 15 days from the date of purchase.

» We will accurately inscribe vour savings bond
and promptly correct errors.

* Whenever vou contact us, we will treat vou
courteously.

Treasury Direct

Serves investors in marketable government securities.

o We will accurately establish your -zcount and
process vour transactions,
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* When you write to your servicing oftice, we will
respond within five business days after receiving
vour leteer.

* When vou visit vour servicing office, we will as-
sist vou within 15 minures.

* When vou call your servicing office, we will an-
swer routine inquiries during the call, and we
will respond to complex inquiries within five
business days.

* Whenever and however vou contact vour servic-
ing office, we will treat you courteously,

* We will update the information on the
telephone recordings within one hour after a
new offering is announced or auction resulcs are
released.

* Your servicing office will process routine transac-
tion requests no fater chan five business davs
after receipt of the request,

¢ If vou wish to transter securities out of Treasury
Direct, vour servicing office will complete the
transter within one business day of receipr of
VOUT request.

* We will mail you a stateinent of account no later
than five business days after the date vour secu-
rity ws issued or your transaction request was
processed.

INTERNAL REVENUE SERVICE

Tax Collection

Our customers are the taxpayers of the United Staces.
We will make tax forms and instructions simpler
and easier for you to use. We made some good
changes this vear, but we want your ideas tor fu-
ture improvements. Please call us at 1-800-829-
3676. available 9 hours each business dav, or
vou nuay write to us at Internal Revenue Service,
Aszention: Tax Forms Commiceee, PC:FD,
Washingron, [.C. 20224,

¢ T'o make it easier for vou to meet vour tax oblig-
ations, we will expand your opportunity for sim-
plified reeurn filing and payment of vour raxcs
through our clectronic filing, joine federal/state
filing, rouch-tone phone, and clectronic
payment programs,

* You will have more convenient access to tax law
and account information. Our pre-recorded tax
information will continue to be available 24
hours a day. seven davs a week. and access o re-
tund status intormation will be extended. We
will also extend che time chat you will be able to
contact our tax assistors to 10 hours cach busi-
ness day.

¢ Onr goal is to answer your questions and process

E lK‘l Cﬁ)4
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vour tax returns accurately. To reach that goal,
we will continue to make improvements vearly.

* 1f vou file 2 complete and accurate tax return
and vou are due a refund. your refund will be is-
sued within 40 days if vou file 2 paper retun or
within 21 days if you tile clectronically,

* Our goal is to resolve your account inquirics
with one contact. To reach thae goal. we will
make improvements vearly.

* If vou provide sufticient and accurate informa-
tion to our tax assistors burt are given and reason-

ably rely on an incorrect answer, we will cancel
related penaldies.

* If vou have a problem that has not been resolved
through normal processes, vou may contact our
Problem Resolution Office, A caseworker will
contact vou within one week and will work with
vou to resolve the problem.

Numismatics

Manufactures and sells coin sets, commemorative
coins, and medals to 2 million coin collectors and dis-
tributors througlh mail order or in five sales centers,

It you're a mail-order customer:
* Your orders will be shipped within four weeks of
receipt.
¢ Your calls will be returned within one working
day.
* Your inquiries will be answered with one-stop
service,

Precious Metals

Sells gold and silver biliton to investors worldwide
through a network of wholesale authorized purchasers.

¢ Orders may be placed by tax 24 hours per dav,
seven davs per week.

* Orders will be processed by 2 p.m. daily, five
days per week (excluding holidays).

* Order confirmation fax: to be sent out to vou by
4:00 p.m. on the day the order is placed

Monday through I'riday.

* Pricing fax: to be sent out o vou by noon the
following day. (The Gold Fax normally comes
mn around 10 to 10:30 a.m.)

* Remitance fax: sent out immediately upon re-
ceipt of tunds from you,

¢ Order pickup: Upon receipt of the pavment, we
fax a release document to the appropriate facil-
ity, where the coins are then picked ap by vour
armored carrier,
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CONSUMER PRODUCT SAFETY
COMMISSION

Protects the public against unreasonable rvisks of injury
from consumer products and promotes research and
investigation into the causes and prevention of f.rod-
uct-related deaths, illnesses, and injuries.

\hen vou call our Hotline vou can expect:
* To be given easy-to-follow instructions in
English, or. if vou choose. Spanish, on how to
use the Hotline.

* To have vour call answered immediately, seven
days a week, 24 hours a day.

¢ To speak to a Hotline staff person who will al-
ways be available between 8:30 a.m. and 5 p.m,
Eastern time Monday through Friday except
holidays.

¢ To be given courteous service. A Hotline staff
person will listen carefully to vour requesi or
complaint and provide vou the most up-to-date
information available.

* To have vour complaint of an unsafe product or
product-related injury taken accurately and a
copy sent to vou so that you may confirm the
information you provided.

* To leave a message at night and on weekends
and holidays if you want ¢ report an unsafe
product or product-releted injury. Your call will
be returnad the next business dav or, if vou do
not want a return call, vou will receive a letter
confirming receipt of vour complaint message.

* To hear the most up-to-date and easy to under-
stand information on producr safety recalls.

ENVIRONMENTAL PROTECTION
AGENCY

EPA Cremical EMERGENCY PREPAREDNESS
AND PorruTioN PREVENTION AND ToxiCs

Helps state and local govermments prevent and
prepare for chemical emergencies and informs the
public abowt community hazards.

We will:
* Make Toxic Release Inventory information
available through couney libraries nationwide

and through clectronic systems and published
reports.

¢ Work with Local Emergency Planning
Committees to make the information abourt
chemicals and chemical releases casy for vou to
obtain and usc.

THE GENERAL PUBLIC

* Assure thar the information in the Toxic Release
Inventory abourt hazardous chemicals and rou-
rine release of toxic chemicals is updated annu-
ally and made available to you every spring,

¢ Provide vou with the most accurate dara about
chemicals in vour communiry.

RESPONSES TO INQUIRIES

Office of Communication, Education, and
Public Affairs

This office responds to requests for information on
all aspects of EPA activity. Its standards are as
follows:
* We will answer your questions with courtesy
and accuracy.

¢ Every employee will listen to your questions and
help vou find the informartion you seek.

* Your inquiry will get an immediare response. If
you write to us, we'll send vou either an answer
or an acknowledgment within five working days.
If vou call us, we will either answer vour
question right away, or take your information
and do the homework for you.

* Our answer so vou will always include the name
and phone number of an employee : ou can call
for more informarion, or to check on our
progress.

* If we need more time to research the answer you
need. we'll ler you know within five days. We'll
ask vou for your deadline, and we'll let you
know how long it will take to provide an
answer,

o We will check back with vou to ensure that you
received the information you need.

* Your call will never be transferred more than
once, so vour time won't be wasted.

* We will provide ways for vou to query us or find
EPA information electronically and for us o re-
spond to vou electronically. to save time and
paper.

Region 3 Office, Philadelphia

This office is testing standards for handling all
incoming correspondence and customer service lines.
Its standards are as follows:
* Region 3 will provide prompt. coutrreous, accu-
rate and understandable responses to all
inquiries.

[F vou write to us:

* Your written inquiry will get an immediate
response. If you include you telephone number,
we will contact you immediately to determine

ERIC 16y  BESTCOPYAVAILABLE 105
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how we can best meet your needs and expecta- * If your call needs to be addressed by another
tions. We'll mail vou the response to your agency, state, or local program, we will tell you
inquiry within three business days. If we need whom to call to obrtain your answers.

more time to research the answer, we'll call or
write you (also within three days) o tell vou
when we will respond and the telephone num-
ber and fax number of the individual working
on your response.

* If your information is available clectronically, we
will tell you how to access it through EPA data-
bases, Internet, or other sources.

* We will also include with every response a sur-

vey postcard asking whether or not the informa- EQUAL EMPLOYMENT
tion was received promptly, with courtesy, and OPPORTUNITY COMMISSION

was understandable.

Investigates and litigates charges of employment
discrimination in private and public (including fed-
eral) sectors; conducts training and informational ac-
tivities for employers, unions, and community

If vou contact us by telephone:
* Your call to our customer service Hotline will be
answered promptly and with courtesy, We will
listen to your questions and help vou find the

: ) organizations.
information vou seek.
. ) B " - ) TN

* We will make every effort to answer your ques- People with complaints of employment discrimina
tion immediately, and we will always respond by tion can expect us to:
the next business day. * Treat you with respect and dignity.

* Our answer will always include the name and * Look at the way we do business and the way we
telephone numbcr of an employee who will be relate to you and others using our procedures;
able to assist you if you desire additional infor- we want to find ways to improve the quality and
mation. speed of our services.

* If your call is received during non-business * Involve charging parties like vou to help us un-
hours (business hours are Monday to Friday, 8 derstand what you want, what vou need. and
a.m. to 6 p.m.), your questions will be taken by what you think about the way we serve vou.

an automated voice system, and we will get back

i * Support our front-line employees by giving
to you on the next business day.

them the tools and knowledge they need to pro-
* On a sandom basis we will ask vou a few brief vide the best possible service to you.
questions concerning our performance in meet- .
ing our standards of promptness, accuracy, and
courtesy. This information will be used to
improve our performance.

Strengthen our commitment to customer
service,

SoLip WASTE AND EMERGENCY RESPONSE FEDERAL COMMUNICATIONS
Promotes public awareness and involvemnent on solid COMMISSION

waste issues ll)ld )'(’prHLif to )'(’(]lll'ﬂ.\'_/(})' dO("llNM”H&

including regulations. PrivaTE LAND MOBILE RADIO SERVICES

* Your questions will be answered courteously. ac- Regulates the wse of the radio spectrum 1o fulfill the
curately, and as promptly as possible, in cither needs of businesses, state and local governments, wir-
English or Spanish, or via a telccommunications craft, ships, and individuals.

device for the deaf (TDD).

. . Ce When you telephone:
* Every Inforraation Specialist will listen to vonr

. . . ¢ You will receive a response to your inquiny
questions and help you find the information you within one busia s(é Y un
! . : vi one business dav.
seck. Hotline staft will provide vou the most none bust R
current and accurate infermation. ¢ You will be transferred no more than owice: if
* Your inquiry will get an immediate response. the issue renains unresolved at the second con-

tact point, we will obrain the required informa-

* IFwe cannot answer your question immediately, tion and return vour call,

we will fer you know within five days how long

. o * If you are transferred during your call, we will

it will take to get an answer. In addition, the "l .ll ! ol HTing ¥ 't“ f ¢ wil f
- P . xplain your issue to the recipizar of the transfe
Information Specialist will give vou his/her X i u | (t e t!tl 1 “‘f."”l cr

T e - so vou do not have to repeat the reason for the

name so that you can call for more information Joue ! pe casonfor the

or to check on progress. call.

Q)6 .
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* You will receive accurate and consistent
information on FCC policy and rules.

When you request license application forms:

* You will receive your formy order within 10 duys
after we receive your mail or phone request. You
have immediate access to forms through “fax-
on-demand” and che Internet.

* You will receive, along with the application. ma-
terial that clearly describes the licensing process.

When vou apply for a license:

* You will be able to determine the status of vour
license application and where it is in the process.

« If your non-specialized mobile radis systems ap-
plication is error-free. you will i _ceive your
license within 70 days of receipt.

« If your applicarion contains errors that can be
resolved by telephone, we wili telephone you. If
all errors cannot be resolved, your application
will be returned, but only afrer a complete
review. Errors or omissions will be clearly indi-
cated.

¢ Every five years, when vour license needs
renewal. we will send vou vour renewal notice
90 days prior to the expiration date.

FEDERAL EMERGENCY
MANAGEMENT AGENCY

Provides leadership and support to recuce loss of life
and property through a risk-based emergency manage-
ment program.

For individual disaster applicants, FEMA will:

¢ Provide you with an opportunity to tell vour
story to a responsive FEMA representarive.

* Treat you with respect and caring,

* Give you clear, accurate information on disaster
assistance and how to apply for it.

* Explain clearly what vou need to do after appli-
cacion, what vou can expect from the
sovernment, and low long the process should
2 £
take.

* Provide eligible individuals disaster housing as-
sistance checks with all possible prompiness and
give them an estimate of the lengeh of time it
will take.

¢ Provide equal access to disaster assistance for all
individua's.

* Use your wggestions and complaints to improve
our service continually.

Q
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(GENERAL SERVICES
ADMINISTRATION

CoNsUMER INFORMATION CENTER

Helps the public know about and get conswmer inifar-
mation from the federal government,

Value:

* ldentify uscful federal information of help to
consumers.

¢ Offer federal publications free or at the lowest
possible cost in the free Consumer Information
Catalog.

¢ Ensure that sales booklets offered through the
CIC program provide information that the pub-
lic finds to be worth the price.

Qualicy:
* Make available publications that cover a wide
variety of topics of importance to the public.

* Ensure accurate processing of customer orders.
Timeliness:
¢ The average rime to fulfilt an order by the GPO

facility in Pueblo, Colorado, will be four to six
weeks, including delivery time.

Ease of accessibility and convenience of service
process:
¢ The Pueblo. Colorado, facility will be

maintained as a single point for consumers to
obtain copies of the Catalog or other federal
publications. Consumers can obtain a free copy
of the Consumer Information Catalog by writ-
ing 1 Catalog, Pucblo, CO 81009, or by calling
719-948-4000.

* An cfficient means will be provided for
nonprofit groups. such as libraries and schools
that are able to distribute 25 copies or more of
the Cartalog on a quarterly basis, 1o be placed on
CIC’s bulk mailing list.

* "The CIC Bulletin Board System and other new
technology initiatives will increase customer ac-
cess to the Catalog and other important
consumer information.

INTERSTATE COMMERCE
COMMISSION

Regdates interstate surface transportation, incheding
trains, trucks, buses, water carriers, househald gowds
transporters, freight forwarders, trausportation
brakers, and pipelines.

1g2
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We will:

* Accurately update information contained on the
Automated Response Capability at the end of
cach working dav to reflect decisions served by
the Commission that day.

* ‘I'reat you courteously and be responsive to vour
questions. When we make a mistake, we will
correct it as quickly as possible.

* Provide an up-to-date telephone number which
allows vou to contact the ARC Coordinator di-
rectly it vou have a problem with the ARC svs-
tem. You can reach the ARC Project
Coordinartor by telephone at 202-927-5979.

* Encourage vou to let us know how well we are
serving vou and ask vou to suggest ways we can
IMProve our service to you.

JAPAN-UNITED STATES
FRIENDSHIP COMMISSION

Promotes mutual understanding and cooperation be-
tiween the United States and Japan; administers grans
programs for Japanese studies in the United States,
American studies in Japan, policy rescarch, public af
fairs and edcation, and the ars.

Our standards are as follows:
* You will be treated with courtesy every time vou

contact us.

» Wewill provide vou with all the information
vou need in order to understand our programs.

* We will also provide you with information
about other existing grant programs that may
help vou.

* Xhen vou call our office for information or

help. vou will reach us on the firse call,

You can expect us to deliver our services fairly

and to the same high standards to all our cliems

regardless of race. color, age, religion, sex,
national origin, sexual orientation, political pref-
erence, fabor organization or non-afliliation,
marital status, or non-disqualifving handicap.

NATIONAL ARCHIVES AND
RECORDS ADMINISTRATION

Accesses, arvanges. describes. presevves, and makes
avdailable to the public the historically valuable records
of the thyee ranches of government.

o Wewill treat alt of our customers with courtesy.

O 108 §

ERIC 103

¢ We wiil meet or beat our established deadlines
for providing customer service.

o We will provide to our customers competent
service by knowledgeable staff.

* “We will provide informational products to meet
our customers’ needs.

If vou call or visit one of our facilities:

¢ You will find Archives staft and volunteers avail-
able in all offices to assist vou during posted
business hours. Qur business hours will be
prominently posted at all sites and noted in our
brochures and through other information
SOUrces.

If you write to us about our holdings:

* You will be sent a response to vour written
request about our holdings within 10 work davs
after we receive vour letter. If we cannot provide
a full response within that time, we will tell vou
that we have received vour request and tell vou
how long we expect it will take before we can
provide a tull reply.

If vou need information about the National Archives:

* You can obrain timely and up-to-date informa-
don about the Archives, its services, and holdings
through the Internet and other on-line services,
our fax-on-demand service. through printed pub-
lications, or by contacting one of our offices.

If you need information about government rules and
announcements;

* You will be provided with rimely information
on a daily basis through the Federal Register on
the following:

—- presidential proclamartions and executive
orders

— proposed rules and final regulations

— public meetings

— tederal grants

This information is published in print and
in clectronic form by the Government
Printing Office.

If things go wrong:

o It our service has not matched our values and
standards for customer service, we want w know
so that we can do something about itand get it
right the next time. Qur local complaints and
suggestions procedures are as follows. You may:

—  Ask tospeak to the person vou deale with.
—  U'se our Suggestion/Complaint comment
form {(NA Form 14045). You can mail it or

drop it in the box provided. Or, vou can
simply write us a fetter. If vou request




reply. we will provide a response within
seven working days.

—  Speak or write to the supervisor in charge,
It we cannot solve your problem immedi-
ately, we will provide a response within
seven working days.

If you are still not satisfied that we have handled your
complaint or provided the service we promised, vou
can write to the Assistant Archivist for the office with
which you have been dealing,

NATIONAL COMMISSION ON
LIBRARIES AND INFORMATION

Initiative:

¢ NCLIS will seck out individuals and groups rep-
resenting the U.S. public and offer advice or as-
sistance in developing or carrving out policies
that affect library and information service
nationally.

* NCLIS will respond 1o requests for comment
and take advantage of other opportunities for
providing advice and assistance, whether that
advice is asked specifically of NCLIS, of federal
agencies generally, or of the general public.

Customization:

o NCLIS will provide assistance in the form of
data, appraisals, plans, studies, statistics, survevs,
analyses, rescarch, or policy advice tailored to the
needs of the individual or group in each
situation.

Timeliness:
o NCLIS will provide assistance on a schedule that
is timely, usable and useful to the entity to
which the information’s being provided.

Monitoring:

o NCLIS will track the provision of information
to determine if it

was uscful/used, if it had an effect, what were the
factors affecting the use/lack of use of the infor-
mation, what could/should have been done dif-
ferently., etc.

Evaluation:
o NCLIS will assess (with the group or individual
to whom the assistance was provided) what were
the factors affecting the use/lack of use of the in-

formation, whar could/should have been done
differently, ete.

ERIC
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New or changed services:

* NCLIS will revise our offering/provision of fu-
ture services as determined by the evaluations.

NATIONAL ENDOWMENT
FOR THE HUMANITIES

An independent, grant-making agency established by
Congress to support research, education, and public
programs in the humanities.

In assisting vou as a prospective applicant, vou can
expect us to:
* Respond courtcously and quickly to vour
requests for information about our grant
programs.

* Be able to describe the programs that best suit
vour needs.

* Provide application instructions and forms that
are clear and easy for you to use.

¢ Ofter prompt and thoughrful advice and guid-
ance in preparing your application.

* Explain accurately the procedures that would be
used to evaluate vour application and tell vou
when you could expect a decision.

In assisting vou as an applicant, you can expect us to:

* Ensure that the evaluation of vour application is
fair, expeditious, and informed by the expert
judgments of vour peers.

* Notify you promptly of the decision on your ap-
plication.

* Provide substantive reasons for the decision
reached on your application.

* Give you helpful advice. if vou are unsuccessful.
on revising or resubmitting your application.

In assisting you as a grantee. vou can expect us to:
* Provide you with an award document thar is
clear and easy to understand and thar sets forth
sensible reporting requirements.

* Provide the names of our staff members who
will serve as contacts for your reports and for any
assistance vou may need.

* Answer promptly and satisfactorily all requests
for information on NEH policies and
procedures.

¢ Read and acknowledge promptly your reports
on grant activities,

* Maintain a professional, helpful relationship
with you as vou carry vour project to
completion,
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ArPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

INATIONAL LABOR RELATIONS
BOARD

Administers the National Labor Relations Act;
prevents and remedies unfair lnbor practices commit-
red by private sector employers and unsons.

Qur customer service standards include the
tollowing:
* We will treat vou courteously.

* We will atctempt to answer vour questions about
the case. consistent with the confidentiality
rights of other persons and the Privacy Act.

* It necessary. we will provide bilingual services if
we are given sufficient notice of that need.

* We will provide the same treatment to all
persons regardless of race. sex. religion. national
origin, age, political affiliation. sexual
orientation, or disability.

* Our facilities are accessible to persons with dis-
abilities. We will attempt to accommodate per-
sons with disabilities. Please let us know if vou
will need accommodation.

* If vou wish. vou mav be represented by an atror-
nev or other representative of vour own choice.

Examples of the tvpes of customer service standards
VOU ¢an expect in representative cases arc:
* We will send all parties to the case a copy of the
petition. Most petitions seek to have the NLRB
conduct a secret-ballot representation election.

* We will investigate any issues which are
necessary to resolve before an election can be
conducted. Where appropriate, we will explain
the issues raised in the case. We may ask the par-
ties to submit their legal arguments.

* Some pertitions may be dismissed. However,
where an clection is appropriate, we attempt to
get all parties to agree to a voluntany clection,
We have been successtul in achieving election
agreements 80 percent of the time.

* Where an election is appropriate, we attempt to
schedule the election as soon as practicable, nor-
mally within six to eight weeks after the petition
has been filed.

* Itall parties do not agree to an election. we will
issuc a Notice of Hearing in order to resolve
NCCessany: issues.

* The hearing will bie betore an NLRB Hearing
Officer. All parties may presene relevane
evidence relating to issues which must be
resolved before an election can be conducted.,

* After the hearing, the NLRB Regional Director
will isstie @ written decision as prompely as possi-
ble allowing for thorough and complete consid-

eration of all the evidence and issues. The time it
takes to issue a written decision may depend
upon the length of the hearing, complexity of
the issues, and office workload. From the time a
petition is first filed, vou should expect a
regional decision after hearing normally within
45 days. A party may request review of the
Regional Directors decision after the hearing
normally within 45 days. A party may request
review of the Regional Director’s decision by the
board in Washington, D.C.

* From the time a regional decision after hearing
issues. the parties should expect that an clection
normally will be conducted. If appropriate,
within 25 to 30 davs.

* Where an election is appropriate, we will
conduct a secret ballot in such a manner so as to
provide the eligible emplovees in the appropriate
collective bargaining unit an opportunity to cast
their ballot.

* If there are determinative challenged ballots or
election objections, we will investigate, and/or
conduct a hearing on, the challenges and objec-
tions and issue a written report. We may ask the
parties to produce witnesses, evidence, and legal
arguments.

* From time that challenges and/or objections to
the election are filed. if no hearing is held. the
parties should expecr a regional report of supple-
mental decicion normally within 35 davs. Ifa
hearing is held. the parties should expect a
regional report or supplemencal decision
normally within 95 days.

* Following an election and the resolution of any
determinative challenged ballots and/or
objections, we will certity that a union is, or is
not, the collective-bargaining representative of
the employees in the voting unit.

NATIONAL MEDIATION BOARD

Assists in maintaining a free flow of commerce in the
railroad and airline industries by resolving disputes
that could disrupt travel or imperil the economy.

You can expect our staft to mecet the following stan-
dards:

* At least 90 percent of representation cases not
involving a participant’s request for board-level
action will be completed within 90 calendar
days of docketing.

* In atleast 90 percent of representation cases in-
volving a participant’s request for board-level ac-
tion. the NMB staft will submit a
recommi¢ndation to the board within 180 calen-
dar ¢hys of docketing and the board will
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respond within an additional 30 czalendar days.

* An updated NMB Representation Manual will
be made available to the public during fiscal vear

1995.

* An NMB investigator will be assigned to investi-
gat2 representation cases within five business
days of docketing.

* Representation and mediation applications will
be responded to within chree business davs fol-
lowing their receipt by the NMB.

o All NMB mediators will have received training
on innovative/enhanced mediation approaches
by the end of fiscal vear 1995.

* At least two training/orientation opportunities
will be made available to the parties by the end
of fiscal vear 1995 regarding methods to reduce
the volume of railroad grievance cases pending
resolution.

* Arbirrarors compensated by the NMB will be
sent their pavment within 14 days following the
NMB's receipt of an appropriate voucher.

OFFICE OF PERSONNEL
MANAGEMENT

FEDERAL EMPLOYMENT INFORMATION
SyYSTEM

Serves job seckers by providing information on federal
employment.

To assist vou as a federal job seeker:
* We will provide vou with courteous and timely
service.
* We will update our nationwide job listings every
business day.
* We will have Emplovment Information
Specialists available to answer vour questions.

* We will provide 24-hours-a-day. seven-days-a-
week access to nationwide job information and
application request services through a varicty of
clectronic media.

We will respond to your requests for
applications and/or routine information within
one business day.

Q
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* We will use vour suggestions and complaints to
improve our service continually. We will always
remember we work for vou, the American pub-
lic.

PENSION BENEFIT GUARANTY
CORPORATION

Prosects the benefits of participants in private sector
pension plans and provides timely payment of benefits
for those pension plans that have been termiiated.

We pledge thart:

* In all communications with you, we will
acknowledge vour inquiry within one week. If
we cannot give vou an immediate answer, we
will tell vou when to expect it and we will give
vou a specific point of contact.

* If it will take us longer than expected to answer
your question, we will give you a status report
and tell vou a new dare when to expect an
answer.

* If vou are receiving a pension check. changes
vou request (such as address change, direct
deposit, tax change) will be made within 30
davs. if the request is received by the first of the
month. It will take another month if the request
is received after the first of the month.

UNITED STATES POSTAL SERVICE

These are the continuing standards of the USPS:
* Your First Class Mail will be delivered anywhere
in the United Srates within three days.

* Your local First Class Mail will be delivered
()\'crnight.

You will receive service at post office counters
within five minutes.

* You can get postal information 24 hours a day
by calling a local number.
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LAW ENFORCEMENT

DEPARTMENT OF JUSTICE

CommunitTy Rerations Service (CRS)

Conflict Prevention and Resolution Program

We will clearly explain the process that CRS uses
to address racial and ethnic conflicts. and our
role in that process.

We will provide opportunities for all parties in-
volved to contribute to, and work toward. a so-
lution to the racial or ethnic conflict.

I you are a participant in a CRS training session
or conference. we will provide usetul
information and materials that will assist vou in
preventing or minimizing racial and ethnic ten-
sions. If you would like mor: information, we
will work with vou to identify additional materi-
als to meet vour needs, within three weeks of
learning of vour need.

We will be prepared to provide on-site services
n major racial or ethnic crisis situations within
24 hours of when vour community notifies CRS
or CRS becomes aware of the crisis.,

In non-crisis shuations, we will contact vou within
three days of when vour community notifies CRS
or CRS becomes aware of the situation, to discuss
vour request for CRS services,

FEDERAL BUREAU OF INVESTIGATION

Integrated Automated Fingerprint Identification
System (IAFIS)

O
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Supports law enforcement agencies,

Nanme checks:
* Response time for name searches against crimi-
nal histories is and will be five seconds.

Fingerprint checks using current manual process:

* We now process fingerprint identification of ar-
restees in an average of 21 days from the time we
receive the fingerprint card.

* We now process fingerprint identification for
employment and licensing purposes in an aver-
age of 21 days from the tme we receive the fin-
gerprint card.

Fingerprint checks in the future uiing IAFIS:

* [AFIS will process fingerprint identification of
arrestees in an average of two hours from the
time of receipt of the fingerprint data.

* [AFIS will process fingerprint identification for
emplovment and licensing purposes in an aver-
age of 24 hours from the time of receipt of the
fingerprint data.

National Crime Information Center (NCIC)

NCIC 2000 will first become available for users in
late 1995, with all improvements projected to be
completed in 1996, When the NCIC 2000 System is
fully operational it will meet the following standards:
* Customers will be able to access the svstem 24
hours a day, seven days a weck (currently avail-
able).
* System will process NCIC inquiries in one sec-
ond or less. Current NCIC processing time is
o \('L'("'Id.\.

* Users will be able to conduct on-line inquiries
tor information that is now available only
through special computer programming,
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o Users will be able to receive photograph and fin-
gerprint images on-line in police cruisers
teurrently not available)

Uniform Crime Reports Program

* The 'nnual Crime in the US. report will be
sublihed in October of cach vear.
I )

¢ Semi-annual report updates will be published in
September and March of cach vear.

¢ If vou are with a criminal justice ageney and
wish to be put on our mailing lise for these
reports, You may contact a member of our tatt.

* If vou are a member of the public. vou may ob-
tain these reports for a fee by contacting the
Superintendent of Documents, Government
Printing Ottice.

* To receive customized reports. vou may contact
our program staft. which will facilitate a
TESPONSE (O VOUT Mquiny as soon as possible in
written or ¢lectronic form.

Yhen tully operational. the National Incident-Based
Reporting System program will provide the following
services:

* Duata on 22 crime categories made up of 6 spe-
citic crimes will be collected (current syseem cal-
lects data on only eight crime categories).

* Inrormation on every crime will be cotlected
separately {current svstem uses a summuary
report. which reports only the worst enime in a
multiple offense situation).

o Age. sex. race, ethnicity, ete. will be reported for
victims and witnesses of all crimes, which will
allow for better analvsis (current system reports
this information only on certain crimes).

+ Svstem will provide the ability to quantify drug
scizures in relationship to drug arrest teurrendy
not available).

¢ Information will address such issues as hate
crimes, white-collar crime, domestic violence,
abuse of the elderly. ete. (currend, not available
N summary system).

* W hien court schedudes e dhunged

o When there's been aplea agreement and 1he

terms of the agreement. 1t the detendant enbe
pleads gty or s tound gl voa have the
right to submm an impace vatement derahing
the emotional ettects of this crme on vour hite
and dhe hves of membars of sonn tamihs

Fhe date set for sentenang it the othander s

tound guiley . and the sentence mposed 1t these
is a4 conv s tion. vou may be nottied of dhuanges
in the prooner’s status by the Burcaw of Prsons

Other asistance seniees:

e Tothe extent posable. a separare s g asc

will be provided tor vou separate from the
oftender and detense witnesses during coutt pro
ceedings.

Fmational support and asistance will be
provided to vou auring court appearances.

Upon vour request. vou will be asisted i alh
ing with vour emplover it vour cooperation in
the investigation or prosecution of the aime
catses vou to be abwent trom work: Tikewise. ot
the crime prohibits vour abiliey to make ey
pavmients to creditors, assistance will be
provided to vou in dealing with those creditorn,

You will routinels be provided with mtormation
O aslaance coneerning tramsportation. parkimg.
todging. trandator. and related senvices.

When needed. vou will be provided reterrals o
evisting agencies for shelter, counseling,
compensation. and other types ot asistancee st
vices.

DEPARTMENT OF THE TREASURY

BUREAU OF A1conotr . ToBacco

AND FIREARMS

The National Tracing Center

Helps fedeval. srare, local. or uermanonal
enforcenent agencies tdesnfy cronoal sispecrs in

R g vs OFFICES . -
U.S. ATTORNEYS OFFICES st Long fircans from vuntnfactierer to s

Victim-Witness Program I vou request atrace from us, vour can expect thas:

o “Urgent” traces will be completed within 24
hours, An urgent trace invalves a firearm used in
acrime of violenee or involves information that
is essential to apprehend or hold asuspect, ot o

* When there's been a dunge in the detention abtain asearch warrant. Time is essential.
statts of an oftender.

Notifications — I vou request it we will provide the
following notifications to vou within two weeks or
less:

o Wewnill contact vou dath 1t vour urgent i
o When charges have been filed againse a cannot be completed within the established
suspected oftender, or it any or all charges are umetrame,

dismissed.
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* “Routine” traces will be completed within four
weeks. A routine trace involves crimes such as
carrving a firearm vithout a permic, burglary,
and firearmis trafticking, This category also
mcludes identifying the purchaser of recovered
fircarms when time is not an essential factor.

Please note that we depend on the cooperation of |-
censed fircarms dealers and others to complete traces.
The response times of dealers affects the times it takes
us to respond o your requests.

Feperat Law ENFORCEMENT
TRAINING CENTER

Trains fedeval, state, and local lnw officials.

* e will maintain Administrative Services at a
level 4. as measured by the Student Feedback
Svstem,

« We will naintain Program Services at a level 5,
as measured by the Student Feedback System.

* We will maintain a rating of 90 percent for cus-
tomer serviees in the 1994 Customer
Satistaction Survey,

* We will train 100 percent of your Basic
Students,

Q i
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U.S SECRET SERVICE

Conducts investigations to assist U.S. Attorneys with
their prosecutions of crimes involving counterfeiting,

forgery, and other kinds of fraud.

Because we want to provide the U.S. Attorneys with
completed investigations consistent with their prose-
cution priorities, the Secret Service has set the follow-
ing standards for this relationship:

* A minimum of 25 percent of all U.S. Attorneys
or their designees will be interviewed each year
by a representative of the Director of the Secret
Service. These interviews will ensure that the
needs and priorities of the U.S. Attorney’s
Office are heing met by the local Secret Service

Oftice.

* Special Agents in Charge will maintain ongoing
and frequent liaison with U.S. Attorneys in their
districts.

* Specific service standards agreements will be de-
termined after consultations berween the Secret
Service and each U.S. Attorney. These standards
will be tailored to reflect the unique needs of
cach U.S. Atorney and the respective judicial
district.
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NATURAL RESOURCE

MANAGEMENT

DEPARTMENT OF AGRICULTURE

FOREST SERVICE

Manages 191 million acres of forest and rangeland
and regidates nse.

¢ Qur offices. work sites, and visitor centers will be
Open at times convenient to our customers.

* Knowledgeable emplovees will be available at
HIES CONVENIeNt to our customers.

¢ Qur tacilities will be sate, clean, attractive. and
informative.

* Our facilities will be accessible to persons of all
ages and abilities.

* Visitors will always be welcomed with prompt.
CoUrteous service.

» Customers will be asked regularly to help us im-
prove our services and business practices.

* Customers will promptly receive the service and
information they request. or we will explain we
cannot meet the request.

DEPARTMENT OF DEFENSE

U.S. Army Corps OF ENGINEERS

Environmental Management

lil(())[)(ndlu ecosystent NI:HI:IQ(’NI('H/ comsiderations in
afl aspects of its wwater resoterce projects, including those
for navigation, flovd control. storm damage reducrion,
Iydraclectric, and recreation,

Q
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o We will work hand-in-hand with states. cities.
and municipalities to fund. plan, and implement
needed water and environmental projects that
meet federal criteria.

* When recommending projects, we will carefully
weigh costs and benefits 1o the environment
with cconomic costs nd benefits, reconciling so-
ciery's demands with the vital need to sustain the
our natural environment.

¢ When requested by EPA or other federal agency.
we will qmd\lv .1pp|\ our know-how in environ-
mental engineering and management to investi-
gate hazardous and toxic waste on defense sites.
and clean them promptly and thoroughly as
funding allows.

* We will continue to work with the public and
industry through our four research laboratories
to develop new technological solutions to envi-
ronmental concerns and to make them available
quickly.

Regulatory Program

Regulates the derelopmenthice of any work or
striecture in or affecting a navigable waterteay of the
United States and the discharge of dredged or fill ma-
terial in all waters of the United States; anthorizes
90,000 actirvities ansally.

o We will complete action on 70 percent of all ap-
plications in less than 120 days.

Water Resources Operation and Maintenance

Operates 234 locks, dredges aver 900 harbors,
opevates and maintams 38.3 major lakes and
veservairs far flood control. mainains 2,500
recreation sites, and provides Indroporeer ar ™9 stes.

1ig 17
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* We will publish all scheduled lock outages and
maintain procedures for notification of unsched-
uled outages.

* We will coordinate and share information with
tederal. state. and local officials of pocential
flood conditions.

* We will maintain the harbors and rivers of
America’s waterways so that they are open to
trathic.

* We will mainrtain all recreation facilities in 2
clean and safe condition, and we will treat all of
our visitors courteously.

Water Resources Planning, Engineering, and
Construction

Provides developmental capabilities for warter
resources projects affecting the United States, in part-
nership with state and local communities.

* We will work closely with other federal govern-
ment, state, and local officials to complete a def-
inition of the problem with a goal of completing
this activity for large projects within two years.
These studies will be federally funded.

* We will work to develop a feasibility report of
potential solution(s) for large projects within
tour years, for referral for action to Congress.
These studies will be cost-shared.

* For those projects authorized, we will complete
preconstruction engineering and design within
two vears. The design is federally funded up-
tront. The local sponsor will be asked to share
design and construction costs when the project
is under construction.

* We will provide the sponsor with an estimate of
the construction costs and schedule prior to con-
struction, and we will meet regularly with the
SpPoNsor to manage risks,

DEPARTMENT OF ENERGY

ENERGY RESOURCES

The number one goal of the Department’s Energy
Resources Business Line in fiscal vear 1995 will be 1o
advance the nation’s capability to deliver clean, efhi-
cient, reliable. equitable, and cost-cffective energy ser-
vices to the American people, With this goal in mind,
we will:
* Expand the Clean Cities Program to 25 cities by
December 1994,
o Add 12,250 aleernative fuel vehicles to the fed-
eral fleet and promote the opening of over 60
private sector refueling stations for these vehicles

by October 1995,

* Establish 12 new Cooperative Research and
Development Agreements with the automotive
industry to develop cleaner cars, with the goal of
increasing rransportation energy efticiency. low-
ering air pollution levels, and reducing the
nation’s dependence on imported oil, by
October 1995,

* Implement climace change programs to reduce
domestic greenhouse gases by 4 percent by the
vear 2000,

* Provide funds for weatherizing 126,000 homes,
and upgrading 1,350 schools and hospitals by
October 1995,

* By the year 2000. increase the use of clean
domestic natural gas to an estimarted 22 trillion
cubic feec, an increase of approximately 18 per-
cent.

* Create 20,000 new jobs through the implemen-
ration of energy efficiency programs that
promote private sector investment by October

1995.

DEPARTMENT OF THE INTERIOR

BUREAU OF INDIAN AFEAIRS

Serves as the steward for Indian and Alaska Native
larids and monies held in trust by the United States.

By the end of fiscal vear 1995:

* Wewill provide vou with up-to-date
information about the status of vour claim. ap-
plication, case or inquiry on the day of vour visit
to vur ofhice.

* We will answer vour telephone call in a pleasant,
courtcous manner and be responsive to vour
questions. We will rerurn vour phone call by
close ot business the next work day, If we are not
able to assist vou, we will direct vou te the nec-
essary oftice thae will help vou.

* Wewill response to vour written inquiries
within tive days of receipr of vour letrer and we
will scek resolution of vour problems within 30
days.

* Wewill consult with and provide feedback 1o
vou regarding education issues under considera-
tion through regularly held regional education
consultation meetings.

o Wewill develop all new rules and regulations in
partnership with tribes.

¢ We will establish a formal consultation process
through which comments and concerns by tribal
governments will be sought.
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o We will deliver portable classrooms within one
vear »f funding,

Bureau oF LAND MANAGEMENT

Manages all aspects of 270 million acres of federal
land and 570 million acres of federal mineral
resouices.

We will always:
* Treat you in a courteous, efficient, and
professional manner every time you contact us.

* Work with vou to meet vour needs while com-
plving with laws and regulations.

* Advise vou if your request cannot be filled in
vour initial contact with us, and tell vou who
will respond to your request and when you can
expect that responsc.

Casual Uses of Lands, Facilities, and Developed
Sites
Use of campgrounds, visitor centers, developed trails,
and other facilities.

* You will be provided with well-designed and
maintained facilities.

* You will receive complete and up-to-date infor-
mation on the requested site.

¢ If you need an authorization to use lands, facili-
ties, or sites, we will complete action on your in-
person request within 30 minutes. We will
respond to telephone or written requests within
five business days

Compliance and Enforcement

Enforcement of requirements, regulations, and laws
governing leases, permits, grants, and other uses of
lands and resources.
* You will be advised of the requirements for the
proper use of public lands and resources.
¢ You will be given the information you need re-
garding the applicable BLM compliance and en-
forcement process, expected time frames, and
reporting requirements and responsibilities.
* You will be treated fairly under kuws and regula-
tions,

Information Access Centers
Provide information and products at central
locations.
* You will be greeted and your request will be ac-
knowledged within five minutes of vour arrival,

* You will recet ve the most current and accurate

Q L.
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information about the public land that we have
available to the public.

* You will reccive available information within 30
minutes of your in-person request. We will
respond to your telephone or written inquiries
within five business days.

Public Policy Involvement Opportunities

Opportunities for you to be involved in our plarining
process and our management of resources,

* You will be provided with the opportunity to
tell us how vou think publicly owned resources

should be managed.

* As we develop plans, rules, and regulations for
use of public resotirces, you will be asked for
vour ideas.

* You will be afforded adequate time to make
your comments and suggestions.

Uses Requiring Authorization

Grazing pennits, mineral leases, and rights of way
that require prior written approval.

* You will receive a response to your phone mes-
sages and letters, usually within five business
days.

* You will be informed of what the transaction is,
how your request will be handled. who will re-
spond to vour request, and the date by which we
expect to address vour request.

Bureau Or RECLAMATION

Hydropower and Water Deliveries

* We will always treat our customers with
courtesy and respect.

* We will promptly answer our customers’ ques-
tions with accurate, objective information.

* We will resolve our customers’ needs through
single-point contact whenever possible — our
customers will not receive the “runaround.”

* We will provide educational informatior to our
customeis about the resources we manage, their
use, and the laws and regulations governing their
use.

o We will use language that our customers can
casily understand.

o We will ask for and consider our customers’
ideas about agency plans, programs, and
SCrvices.

» We will promptly respond to our customers’
suggestions, concerns, and complaints.

liz
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MINERALS MANAGEMENT SERVICE

Offshore Minerals Management

Alaska Regional Public Information Office — Pilot
Project:
* The buck stops here when it comes to assisting
people lost and wandering in the bureaucraric
maze of government.

* Walk-in customers have priority and will be
promptly acknowledged and assisted as soon as
possible.

* All information will be current and correct, Staft
will find the answer or find a more knowledge-
able person to assist. We will never guess.

» Not all questions have answers. If the answer
can't be tound. thar fact will be reported to the
customer.

* Customers are never sent to another office or
agency cold. Staff will check to ensure the office
is the correct one and also that the contact per-
son is available.

* Before leaving, all customers will be asked,
“Does this completely answer vour question?”

The Gulf of Mexico Public Information Office —
Pilot Project:
* When you enter our office vou will be promprly
acknowledged.
* e will be sensitive to vour information needs.
* You can expect to be treated with courtesy ac all
times,
* We will make asincere effort t provide vou
with information in a timely manner,
* We will strive to accurately respond to vour re-
quest,

Pacific Regional Public Information Office — Pilot
Project:

* First class is our game and vou will be rreated
the same. Customers visiting the Pacific Region
are our number one prioricy.

e We will greet vou with a smile and give vou
promprt assistance. Your needs are important to
us.

* Weare as time-conscious as vou are. We will iy
to get vou whar vou need as quickly as possible.
Royalty Management Program

Farmington, New Mexico — Pilot Project

Qur aim is to continually improve service 1o yvou. It
vou would like to make a comment or complaint,
please feel free to use the comment card available
trom any of our employees.

et
[N

Prompt. personal atention (an interpreter will
be provided if necessary). You will be treated
with courtesy and respect.

Accurate information. Your questions will be
answered betore vou leave, or vou will receive
periodic status reports until the issues are
resolved.

You will not be sent to another office unless ab-
solutely necessary.

Easy access to us. You can come to our office;
vou can call our free telephone number (1-800-
238-2839); or we will meet with vou at a more
convenient location at your request.

Oklahoma City — Pilot Project:

Assist our customers with the same high
standards we expect as customers.

Listen to your rovalty issues and assume respon-
sibility for coordinating the resolution of vour
concerns.

Meert you elsewhere to help vou understand the

rovalty process as it affects vou if vou cannot
come to our office.

Seck your ideas to help us improve our services
by routinely requesting your input on our per-
formance and professionalism,

NATIONAL PARK SERVICE

Promotes and regulates the use of national parks,
monuments, and reservations.

We pledge to:

Protect your right to experience superlative
wilderness and scenic grandeur.

Communicate an understanding of the people.
places, and events that shaped these United
Srates.

Provide opportunities for quality outdoor recre-
ation while conserving exceptional natural, cul-
tural, and historical resources.

Make the beauty and history of our nation’s
parklands a more meaningful part of the life of
all Americans.

Manage the National Park Svstem so that even-
one, now and in the future, mav be assured the
right of enjoying the parks.

Seek out and proeect the finest of what remains
unprotected of the nation’s natural, culeural, his-
torical, and recreational resources.

Join in parmerships throughout this and other
nations in conserving and maintaining a quality
world environment,




NATURAL RESOURCE MANAGEMENT

Visitor Centers e We will provide and maintain exhibits and
audio-visual programs that impart understand-
o We will keep the center open during peak hours ing and stimulate appreciation of the park and
and seasons and provide alternative sources of its significant natural, historical, cultural, and
information when the center is closed. recreational values.
e We will maintain the facility in a clean, safe con- * We will display schedules of programs and activ-
dition. ities available throughout the park.
e We will answer vour questions or refer vou to e We will offer a wide range of quality, park-
additional sources of assistance. related educational items at fair marker value
. . o ] cold i maingai N
o We will make special eftorts to inform vou ¢ old in well-maintined outlets

hazards and situations that may adversely affect
your visit.
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DEPARTMENT OF AGRICULTURE

EconoMic AGENCIES

Economic Research Service, World Agricultural
Outlook Board, and National Agricultural
Statistics Service

Provide information and analyses for improving the
performance of agriculture and the well-being of rural
America.

We will:
* Respond to each customer in a courteous and
helpful manner.

* Accurately direct vou to the person or agency
with the information you need.

* Provide complete, accurate information about
our programs, products. and services in plain
language.

* Make it casy to find and order reports.

¢ Deliver promised informacion promptly.

¢ Explain why, when we cannot mecet vour
request.

* Deliver services without discrimination on the
basis of race, color, national origin, sex, religion,
age. disability, political beliefs. and mariwal or
family status.

Service vou can expect from the ERS-NASS sales
desk:

* Your call will be answered prompiy and courte-
ously by a knowledgeable operator.
Occasionally, the volume of calls may require
that vour call be placed on hold for a short time.
but we won't forget you!

O
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If you are calling for the first time. the operator
will ask for your name and address and will give
vou a customer [D number to expedite your
next order.

Orders for monographs. electronic data
products, and single copies of periodicals will be
mailed first-class within five working duys.
Payment choices include MasterCard or Visa, or
check or money order (U.S. funds only).

You will receive two renewal notices before sub-
scriptions expire.

ERS-NASS operators can answer vour questions
regarding the current status of vour account. in-
cluding payment. issues due, billing, and other
questions. Errors will be corrected promptly.
You can request expedited shipment of vour
order via Federal Express at vour expense.

DEPARTMENT OF COMMERCE

Bureau or EconoMIC ANALYSIS

Provides economic data on the ULS. economy and its
position in the global marker,

BEA will meet its published annual calendar of
news release dates. Any changes in these dates
will be announced as far in advance as possible.
BEA will provide access to news releases on the
EBB (Fconomic Bulletin Board), EBB FAX, and
recorded telephone messages at the time of
release,

BEA staff will respond to customer
correspondence within five business days.
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* BEA staft will return customer phone calls
within one business day.

* BEA will ship off-the-shelf products within three
business days.

Burrau oF THE CENSUS

Data Users Services Division

Provides a variety of products and services basedt on
Census data.

* Phone calls. We will answer phone calls to the
standard Customer Services telephone number
(301-763-4100) within onc minute after the in-
troductory message ends.

* Shipping orders. We will ship itern . for off-the-
shelf orders within one working dav.
* Custom orders. We will ship orders for custom

products as stated by the customer service repre-
sentative.

* Courtesy. Our telephone reference staft will be
courteous, knowledgeable, and businesslike,

* Guarantee. We guarantee that you will be happy
with our product or you can rewurn it for a full
refund within 30 days.

* Complaints and questions, Customers phoning
or faxing a complaint or inquiry will receive an
initial response within three hours. All problems
will be resolved within one working day.

EcoNOMICS AND STATISTICS ADMINISTRATION

STAT-USA

Provides business. trade, and cconomic information.

Files on the Fconomic Bulletin Board (EBB):
* We will post all files on the |BB within 30 min-
utes of receipt from the originating agency.
Order fulfillment:
e We will ship CD)-ROM orders by first-class mail
the nexe business day after we aceept the order.
* If we do nouship your order on the nexe

business day, we will send vou one CD-ROM
frec.

Technical assistance:

* All technical assistance calls will be resolved
within 24 hours. If the problem requires more
time to resolve, we will keep vou posted of our
pr()ngS\,

* I you forgot your BB password, please give us
24 hours to identifv it. We will call the owner off
the account back wich the information.

* We will do our best answer your questions. If we
do not know the answer, we will direct you to
someone who does.

Billing:
* For our CD-ROM subscription services, vou
will receive a reminder o renew the subscription
45 davs in advance of the subscription
expiration date. If we do not receive pavment
from vou. we will stop the subscription,

* Forour EBB subscription service, we will
include renewal charges in your trimesterly bill,
We will also send you additional reminder no-
tices. You will have 90 days after the date of the
first bill to return payment to us. If you cannot
return payment to us within this time period,
we reserve the right to deactivate your account,
However, nlease contact us if vou need
additional time and we will extend the grace pe-
riod.

You can expect us to:
* Give you our name when we answer the phone
or write to vou.
* Be polite, considerate, open, and honest.

* Give you accurate information about our prod-
ucts and services.

* Apologize if we get things wrong, explain what
happened, and make things right.

* Deliver our cervices fairly and to the same high
standards to all our clients regardless of sex, race,
disability, religion, and age.

Person to person:

* We will regularly ask our clients what they think
ot our services -—— and we will share those results
with vou.

* STAT-USA wants to hear from vou, whether

it’s good news or bad. All of our managers can
be reached by mail, telephone, or e-mail,

NATIONAL INSTITUTE OF STANDARDS
AND TECHNOLOGY

Develops and distributes Standard Reference
Materials (SRMs) for use in the control of production
processes and in measurement dssurance programs.

* Wewill deliver SRMs 10 vou within 24 hours of
order upon request.

* Your call to order SRMs will be answered within
30 seconds.

o We will work with our customers 1o ensure that
SRMs permit you to attain more accurate mea-
sures: serve as an industrywide standard for com-
merce: and are highly characterized materials
useful to science, industry, and government.
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NarioNaL OCEANIC AND
ATMOSPHERIC ADMINISTRATION

Aeronautical Charts and Related Data

Provides acronautical chart products and services.

We promise:
* "To provide you products with no defects.

* To work closely with the Federal Aviation
Administration and the Defense Mapping,
Agency. through the Interagency Air
Cartographic Committee, to mainrain and de-
velop aeronautical chart specifications for your
existing and emerging charting needs.

* To preserve our perfect record of meeting all
print cvcles and to continue to meer our high-
quality, printed image standards of +.003 accu-
racy.

* {0 deliver aeronautical and nautical products to
vou who are our domestic customers within two
weeks of receiving vour order.

* To cnsure we have appropriate stock quantities
of products, while minimizing costly condemna-
tion of obsolete products.

* To reply to vour inquiries in a timely manner
by:

— responding, the same business day, to your
telephone inquiries abourt obtaining our
products;

— responding to your recorded messages on
our 24-hour toll-free customer service lines
within three working days; and

- responding to written correspondence
{other than orders for products) within
three weeks.

* To promote our understanding of vour needs
and your awareness of our products and services |
by:

— continuing to hold a workshop for NOS
Chart Agents approximately everv 18
months;

— actively participating in a wide variety of
conferences. committees and workshops;

— marketing our products and services at air
shows and technical conferences;

— conducting professional surveys as needed:
and

-— continuing our outreach program 1o avia-
tion schools, flving clubs, and the general
public.

* Toalways he polite, considerate, and honest,
and to ensure our products and services meet or
exceed vour expectations.

Q
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* To apologize to you when things go wrong, ex-
plain what happened, and do our very best to
correct the problem promptly.

Geodetic Data and Related Products

Provides geodectic data, aerial photographs. upplica-
tions software. and related publications and services.

We will be:

* Working closely with the Federal Geodetic
Control Subcommittee of the Federal
Geographic Data Committee to develop
standards and specifications to guide you in con-
ducting geodetic and photogrammetric surveys.

* Using the highest standards of quality, service,
and integrity to improve our responsiveness to
user requests. We will investigate, evaluate, and
pursue, where feasible, the newest developments
in surveying technology, database systems, and
teleccommunications, as well as programs for the
transfer of technology. to enable our customers
to accomplish their missions in a more efficient
and cost-eftective manner.

* Delivering geodetic data products to our domes-
tic customers within one week of receiving your
order.

* Ensuring we have appropriate stock quantities of
products.

* Responding the same business day 1o vour tele-
phone requests for our products.

* Responding to your telephone messages within
one working day.

* Supporting professional workshops on geodetic
surveving and related activities nationwide
through cooperative arrangements with universi-
ties, professional societies, and state license

boards.
* Participating in a wide variety of conferences,
committees, and technical workshops.

* Continuing our outreach program to schools,
professional societies, and the general public.

* Being polite, considerate, and honest, and cosur-
ing our products and services meet or exceed
your expectations.

* Doing our best to correct a problem prompy: if
things go wrong,

Grants Management

Awards grants and cooperative agreements for a vari-
ety of scientific and environmental projects.

* Applicant notification: Applicants [..r NOAA
grants and cooperative agreements will be noti-
fied within two weeks after receipt of the appli-
cation by the Grants Management Division.
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* Application processing: Complete fundable ap-
plications approved by program oftices wich
funds available will be processed and awarded
within 60 days after receipt by the Grants
Management Division,

* Simplified requirements: Application paperwork
and budget justification requirements will be
kept to a minimum,

* Responsive communications: Responses to writ-
ten communications from grantecs requesting,
approval for budger revisions, erc.. will be
mailed within one month after receipt. Requests
for information by telephone or by electronic
mail will be answered within 24 hours,

* Recipient training: Annual workshops will be
conducted. providing opportunities for NOAA
program staft, applicants. and recipients o
exchange information and upgrade grants and
cooperative agreement administration skills.

* Timely close-out: Within 90 davs afrer an award
expires and unexpended funds are returned to
NOAA, a close-out letter will be issued.

National Environmental Satellite, Data, and
Information Service

Gathers and distributes the nation's environmental
satellite and oceanographic data.

We will serve vou in the area of data quality by
* Addressing the accuracy of meastirements and
the probability that any observation is consistent
with this accuracy.

We will serve vou in the area of data continuity by:
* Addressing the compatibility berween past and
present data relative to a homogencous and con-
tinuous record.

* Improving climate and ocean prediction
through access to NOAA's quality databases,

* Improving business decisions using NOAAs na-
tional and international data holdings.

We will serve vou in the area of customer service by
* Hosting workshops and data advisory groups
twice a vear.
* Hosting user-based demonstrations and vatida-
tions twice a vear.

* Improving access to data and information via
on-line services, as opposed to telephone
requests: will improve response time by one day
to two \\'('L'l\'.\.

* Providing response to standard customer orders
in tewer than 14 working davs and rush orders
in tewer than five working days.

Space Environment Laboratory

Reduce adverse effects of solar-terrestrial disturbances
on human activities.

We continually strive to improve our forecasts by
constantly assimilating dara to:

Continuously monitor, analyze and forecast the
environment between Sun and Earth providing
forecasts once a day., updated every three hours,
and continuous real-time data and nowcasts.
Conduct research in solar-terrestrial physics, de-
veloping techniques for forecasting solar and
geophysical disturbances. On average 30 new
techniques per year have been implemented.

Improve the timeliness and accuracy of SEL's
dara by using new instruments and observing
techniques. Incremental increases are marked
cvery solar cycle.

Take aleading role in advocating and designing
new data svstems that will flv on government
sateilites, including three types of sensors on
GOES. one on TIROS, the future Selar X-rav
Imager on GOES, and vieal satellite instrumenta-
tion at the L1 position.

For every manned space flight, provide mission
support to protect astronauts from changes in
the solar environment.

NartioNAL TECHNICAL

INFORMATION SERVICE

FedWorld'" Or.-line System

Acts as an information clearinghouse.

Your access to FedWorld will continue to be
provided at no charge.

Products yvou order by credit card for download
will be delivered within 30 seconds.

Your calls to the Help Desk will be answered by
a person, not a recording, 24 hours a day.

We will continue to make informarion accessible
in whatever clectronic formats meet vour needs
and expecrations.

PateNT AND TRADEMARK QFFICE

Fxamines and issues patents and trademarks.

We will treat our customers with courtesy each
time they contact us and, if appropriate. will di-
rect them promprly to the proper office or per-
SOt

IFan employee being called is not available, they
will return the call by the next business day o if




requested by the caller. an alternate point of
contact will be provided.

* We will ensure that our written
communications clearly set forth the technical,
procedural, and legal position of patent examin-
ers and trademark examining attorneys.

* Our correspondence with customers will be legi-
ble and of good print quality.

* We will widely disseminate information about
changes in practice and procedures to ensure
that both employees and our customers know
about changes prior to their effective date.

* We will respond to status letters wichin 30 days
from the date received.

Patent standards:

* We will deliver facsimile transmission of prop-
erly addressed papers marked “Informal” or
“Draft” to the examiner within one business
day. Facsimile transmissions of properly
addressed formal amendments after final rejec-
tion will be matched with the appropriate files
and delivered to the examiner within three busi-
ness days of receipt.

* We will correctly generate and mail a notice in-
dicating the application number, date of filing,
and the title of invention {or complete, standard
applications. These notices will be mailed within
19 calendar days of receipt of the application.

* We will conduct a thorough search of relevant
U.S. patents, foreign pavent literature, and non-
patent literature contained in our search files
and, where appropriate, a reasonabie search of
other non-patent literature during the patent ex-
amination process.

T'rademark standards:

* We will correctly generate and mail filing
notices within 30 davs of receipt with a goal of
reducing the proce ing time to 14 days by
September 30. 1995.

* We will examine new applications and provide a
written first communication regarding registra-
tion within three months of the filing date.

* We will make a determination of the registrabil-
ity of trademarks within 13 months of receipt of
the application in the PTO.

o We will issue correct Notices of Abandonment
within 45 days of the date the file was
abandoned.

* We will issue correct Notices of Publishment
within 30 days of the date the file is approved.

* We will mail correct certificates of registration
within seven days of the dare of registration.
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DEPARTMENT OF EDUCATION

Ensures equal access to education and promotes educa-
tion excellenice nationally.

Anyone we deal with can expect:

* You will receive individual attention and
prompt, professional service. You will be valued.

* We will scek to meet your needs and
expectations. We will build a relationship with
you.

* We will provide information that is timely, de-
pendable, and accurate. We will serve you.

* You will have easy access to services and
information. We will use the latest technology
to enhar ce your access.

* We will provide you every opportunity to give
input and feedback. We will listen to you.

GoaLs 2000: EDUCATE AMERICA ACT

The Goals 2000 Act, which focuses the nation’s
attention on challenging academic and occupational
standards, was passed with input from a wide range
of bipartisan supporters including state governors and
legislators, educators, researchers, policy makers, and
parents. To be considered for funding, states
complete only a short, simple graut application. We
respond in writing to all applications within 15 days.

This act is a cornerstone of the department’s
improvement agenda. The Act establishes the
National Education Goals for the year 2000. They
are as follows: '
* School readiness: All children in America will
start school ready to learn.

¢ School completion: The high school graduation
rate will increase to at least 90 percent.

* Student achievement and citizenship: All
students will leave grades 4, 8, and 12 having
demonstrated competency over challenging sub-
ject matter. including English, mathematics, sci-
ence. foreign languages, civics and government,
cconomics, arts, history, and geography: and
every school in America will ensure that all stu-
dents learn to use their minds well, so they may
be prepared for responsible citizenship, further
learning, and productive employment in our na-
tion's cconomy.

* Mathematics and science: The nation’s students
will be first in the world in mathematics and sci-
ence achievement.

* Adult literacy and lifelong learning: Every adult
American will be literate and will possess the
knowledge and skills necessary to compete in a

BEST COPY AVAILABLE
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global economy and exercise the rights and
responsibilities of citizenship.

* Safe, disciplined, and drug-free schools: Every
school in the United States will be free of drugs.
violence, and the unauthorized presence of
firearms and alcohol, and will offer a disciplined
environment conducive to learning,

* Teacher education and professional
development: The nation’s teaching force will
have access to programs for the continued
improvement of its professional skills and the
opportunity to acquire the knowledge and skills
needed to instruct and prepare all American stu-
dens for the next century.

* Parental participation: Every school will
promote partnerships that will increase parental
involvement and participation in promoting the
social, emotional, and academic growth of chil-
dren.

IMpracT AID

Grants available to local school systems whose
resources are affected by federal aperations.

Based on a customer survey indicating that more
than half of our customers were dissatisfied with the
timeliness of their pavments, we instituted a new
standard:

* All applicants that submit a problem-free appli-
cation receive their payments within 45 days of
receipt.

OFrIcE rOR CiviL RIGHTS

Responding promptly to complaints, we revised our
complaint resolution procedures to provide better
service and faster resolution o, civil rights complaints
filed against educational insututions:

e Within five days of receipt, we respond t all
complaints and provide information on
complaint resolution procedures.

* We offer all parties a range of options, such as
mediation. early complaint resolution, and fact-
finding conferences.

STUDENT FINANCIAL ASSISTANCE PROGRAM

The Student Financial Assistance Program has estab-
lished a Customer Support Inquiry Service that pro-
vides a single point of contact for answers to policy
questions and resolves msues that cut across postsee-
ondary programs. This service is provided to postsec-
ondary institutions, lenders. guaranty agencies. and
other financial providers.

* Once a questicn is posed and forwarded to the
appropriate person, we respond within three
days.

DEPARTMENT OF ENERGY

INpusTRIAL COMPETITIVENESS

By partnering with our customers, we will develop
integrated program plans that improve partnerships
in a measurable wav: we'll work with public and pri-
vate business networks to reach small businesses.
which create 80 percent of the new jobs in the
United States. We will streamline our partnership
process by reducing cvele time, cutting red wape. .nd
being more responsive to our customers’ needs and
expectations.

* Effective immediately. Cooperative Research
and Development Agreements (CRADAs) will
be processed in less than 16 wecks on average.

* Eftective immediately, we will devore no less
than 15 percent of the department’s research
and development resources toward partnerships
with the private sector.

* We will increase grants to minority education
from $24 million in 1993 o $75 million in
1995. We will increase contracts with small. mi-
nority, and women-owned businesses from $3.3
billion in 1993 o $4.5 billien by October 1994,
resulting in equal opportunities to form partner-
ships will the department’s programs, laborato-
ries. and facilities.

SCIENCE AND TECHNOLOGY

Financial Assistance

Basic and applied research supported by the Science
and Technology business line will ensure the
development of new technologies that advance fun-
damental research capabilities and reduce costs, as in-
dicated by the high quality and relevance to mission
applications that emerge from the research. This
qualiy and relevance is assured through the use of
peer/merit review process that selects awardees that
supplement and complement the work of the DOE
National Laboratories. This process is being stream-
lined and is addressed by the following standards:

* By June 1995, improve response to customer
anplications by acknowledgment in writing
within 30 days of receipt.

* By June 1995, extend wiilization of
scientific/technical merit review for all aceepted
proposals. Each proposal will be reviewed by at
least three qualified reviewers.




* Reduce the time for determination of awards by
October 1996. Solicited applications will be de-
cided within one year; unsolicited applications
will be decided within six months.

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT

Poricy DEVELOPMENT AND RESEARCH

Researches and evaluates how HUD programs func-
tion and how they can be improved.

+ PD&R will publish and mail to all organizations
on the PD&R darabase a list of topics and
research issues that constitute the current
research agenda.

* PD&R will utilize the full range of contracting
mechanisms to allow participation by all types of
organizations in HUD research. PD&R will tar-
get a portion of its contracting to organizations
that have not traditionally participated in HUD
research, including small and minority- and
women-owned businesses.

¢ PD&R will continue to clarify and simplify its
Requests for Proposals and hold pre-proposal
conferences whenever necessary.

o PD&R staff will keep abreast of the latest analyt-
ical techniques and research methodologies.

DEPARTMENT OF THE INTERIOR

BUREAU OF MINES

Provides information on ninerals for use in assessing
U.S. economic and defense needs.

* You will be treated with courtesy every time you
contact us.

¢ We will provide you with all the information
vou need, or obtain the information for vou.
with a minimum number of referrals to other
organizations.

* When vou call our public inquirics number for
service, you will reach us on the first call.

o We will answer your requests as quickly as possi-
ble. If we cannot give you the information you
need at the time vou call. we will do so within
one working day or call you back to let vou
know the progress we are making on your
requiest.

¢ When you write to us requesting general infor-
mation materials, we will mail them to you
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within one working day. When you write and
ask for more specific technical informat: i, we
will respond within five working days with
either the information you need or a postcard
acknowledging receipt of your request and
reporting the status of our response.

We will provide you easy access to our informa-
tion. You can talk to us from 6:30 2.m. to 6:00
p.m. Eastern Standard Time.

We will make our information a iilable
electronically INTERNET, CD-ROM, Mines
FAXBACK) and give you the instructions and
information you need to take advantage of these
sources.

Nat1onAL BroLocicar SURVEY

Provides biological and ecological information to both
the public and private sectors.

Research Information Bulletins edited and pre-
pared for distribution within 60 days of submis-
sion of the draft manuscript.

Immediate electronic access to Research
Information Bulletins that have already been
cdited and prepared for distribution.

Literature searches completed and sent to clients
within five days of receipt of their request.

Research findings are tested for scientific quality
through peer review by other qualified scientists
before publication.

80 percent or more of our products rated by
clients at or above level threc on the following
satisfaction scale:

4. Very satisfied

3. Satisfied

2. Dissatisfied

1. Very dissatisfied

These products will be accompunied by “Client
Response” sheets inviting clients to voluntarily
rate and comment on them. Results will be
monitored and used in pursuit of constant im-
provement.

Our long-term goal is to achicve an average
client satisfaction rating very near levet 4 —
“very satisfied.”

U.S. GeorocicaL Survey

Minerals Information Offices

Each customer will be treated with dignity,
respect, and courtesy.

Each request will be researched using all means
available to provide the highest quality response.
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* Each request will be analyzed to determine what
data are available that best suits each customer’s
needs. A plan will be developed to deliver the re-
sponse in the format that best suits those needs.

* Requests will be filled immediately, if possible; if

not possible. a time for the reply will be
established.

* Opportunities for additional service will be ex-
plored with each customer, as needed.

National Earthquake Information Center

* We will provide information 24 hours a day on
the location and magnitude of significant earth-
quakes in the United States and around the
world.

* Rapid reports will be issued for earthquakes that
register at least magnitude 4.5 or greater in the
United States, any felt and damaging
earthquakes, or earthquakes of magnitude 6.5
elsewhere or when damage has occurred. This
information will be provided within 20 to 30
minutes of the time of the event.

* You will be treated with courtesy every time you
contact us.

* We will provide you with information about
other USGS products, services, and other
sources of information if possible.

* Orders for CD-ROMs, software products, pub-
lications, maps, and posters will be processed
within five working days of reccipt. Under spe-
cial circumstances, such as after a major, damag-
ing earthquake, a time for the reply will be

established.

Reston Earth Science Information Center

* We will treat each customer with courtesy and
respect.

* We will provide quick, thorough, and
responsive access to product information and or-
dering including the 1-800 number and
clectronic ordering,

* We will eliminate processes, procedures, and
rules that are roadblocks 1o success.

* There will be no unreconcilable mistakes
allowed in the handling of the customers’
accounts or money.

Technology Information Center and
Microcomputer Training Center
in Denver, Colorado

Offers clusses in how ta use the USGS dutabases.

Before class:
* Beoween 9:00 a.m. and 11:30 a.m. we will take

your registration information by phone and im-
mediately register vou in the first available class.

* You may leave a message at any other time and
vou will be called back within one working day.

* You will be sent a confirmation letter within one
day of your registration listing class prerequisites,
date, time, and location.

During class:
* Classes will begin on tinic.

* The latest version of the sofrvare will be loaded

and ready to go. and all sample files will be
loaded.

* You will receive either comprehensive notes for
the class or a textbook to take with vou.

After class:

* We will answer questions on the subjects we
teach.

Our commitment to vou:
* We will help you as soon as possible.
* We will not keep you waiting unnccessarily.

* Ila staff person cannot answer the phone
personally, your call will be returned the same
day.

Washington Administrative Service Center

The lead Interior organization for supporting the in-
Sormation systems needs of other Interior bureaus and
other federal agencics.

We will:

* Provide tully integrated systems to process the
administrative workload and to attain the maxi-
mum eftectiveness from our staff,

* Implement a Customer Se.vice Level Agreement
(CSLA) berweer the WASC and its customers,

¢ CSeAs will be customized to meet the weehnical
support services required by each customer.

* CSLAs will measure, monitor. analyze, and pro-
ject current and future hardware, software,
telecommunications. and user assistance.

* Annual reviews of cach CSLA will be scheduled
berween both parties to discuss and modify the
document.

* A complaint process will be ¢stablished 1o
resolve prablems,

* The WASC will advise the customer ot the sta-
tus of their problem within 24 hours of inital
contact.

* Th WASC will maintain a hot-line number for
CIMCTEENCy situations,

* WASC technical staffwill be on call "around the
clock.”
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INATIONAL AERONAUTICS AND
SPACE ADMINISTRATION

EDUCATION AND MATERIALS SERVICES

Advances the nation's education goals through
expanding and enhancing the scientific technological
competence of all students and educators.

We will provide:

* A physical presence in each state (through the
NASA Teacher Resource Center Network, prec-
ollege outreach programs, and the Space Grant
College and Fellowship Program).

* Electronic information systems (NASA
television, NASA Spacelink, and FEDIX).

MissioN To PLANET EARTH

Provides the foundation for long-term e:rironment
and climatic monitoring and prediction.

In July 1994, the prototype of the EOSDIS, Version
0. became available with some operational elements.
The fully operational EOSDIS will:
* Fill 95 percent of all user requests to the system
within 72 hours.

* Provide for continuous production of geophysi-
cal and biophysical data products flowing from
the Earth Observing System by the year 2004.

NATIONAL ARCHIVES AND
RECORDS ADMINISTRATION

Accesses, arranges, describes, preserves, and makes
available to the public the historically valuable records
of the three branches of government.

* We will treat all of our customners with courtesy.

¢ We will meet or beat our established deadlines
for providing customer service.

* We will provide to our customers competent
service by knowledgeable staff.

* We will provide informational products to meet
our customers’ needs.

If vou call or visit one of our facilities:

* You will find Archives staft and volunteers avail-
able in all offices to assist you during posted
business hours. Our business hours will be
prominently posted at all sites and noted in our
brochures and through other information
sources,

THE RESEARCH AND ACADEMIC COMMUNITY

If you visit one of our facilities for research:

* You will receive the records you request for use
in our research rooms within one hour of your
request or, in research rooms that have pull
schedules, within one hour of the next pull time.
If a delay is encountered, you will be notified of
the problem and given an indication of when
the records will be available.

* You will receive the information or assistance
you need on how to use our self-service holdings
within 15 minutes of signing into a research
room.

* In Federal Records Centers, the records you re-
quested will be waiting for you at your
appointed time.

If you write to us about our holdings:

* You will be sent a response to your written
request about our holdings within 10 work days
after we receive your letter. If we cannot provide
a full response within that time, we will tell you
that we have received your request and tell you
how long we expect it will take before we can
provide a full reply.

If you need information about the National Archives:
* You can obtain timely and up-to-date informa-
tion about NARA, its services, and holdings
through the Internet and other on-line services,

our fax-on-demand service, through printed
publications. or by contacting one of our offices.

If you need information about government rules and
announcements:

* You will be provided with timely information
on a daily basis through the Federal Register on
the following:

— presidential proclamations and executive
orders

— proposed rules and final regulations

— public meetings

— federal grants

This information is published in printand in
electronic form by the Government Printing

Office.

If things go wrong:

* If our service has not matched our values and
standards for customer service, we want to know
so that we can do something about it and get it
right the nexe time. Our local complaints and
suggestions procedures are as follows. You may:

—  Ask to speak to the person you deale with,

— Use our Suggestion/Complaint comment
form (NA Form 14045). You can mail it or
drop it in the box provided. Or, you can
simply write us a letter. If you request a
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reply, we will provide a response within * Make a final decision on proposals and inform

seven working days. the applicants of the decisions within six months
—  Speak or write to the supervisor in charge. of the NSF’s receipt of the proposal.

If we cannot solve your problem immedi- * Provide information that explains the final fund-

ately, we will provide a response within ing decision regarding the proposal.

seven working davs. . S
g For services tc award recipients in the post-award pe-

riod, NSF is committed to:

* Allow for page charges and related publication
costs on awards.

If you are still not satisfied that we have handled
vour complaint or provided the service we
promised. vou can write to the Assistant
Archivist for the office with which you have
been dealing. ’ * Normally not restrict, or take any part of
income from, publications of writings produced
under research, education, or training awards.

* Permit inventing organizations usually te retain
NATIONAL SCIENCE patent rights. :
FOUNDATION * Reference in award documents the terms and
In implementing the services for funding the most co ndmogs n_cc.:essaql:‘ for t,he drccnp lent organiza-
meritorious projects in its research and science, mathe- tion to administer the awards.
matics and engineering education programs, NSF is * Provide timely, clear, and appropriate responses
committed to: to requests by grantees of clarification of award
terms and conditions, for approvals and requests
* Disseminate information about NSF practices for additional funding, and for administrative or
and policies widely among grantees and poten- technical advice related to the award or award
tial grantees. Make program announcements activity.

and solicitations available to relevant individuals
and organizations at least nvo months prior to
any deadline for proposals.

For the service of providing information and ar.alyses
on the status and needs of the sciences and fields of
engineering and on scientific and engineering
* Specify clearly the guidelines for content/prepa- resources to the policy and research communities,
ration of proposals, criteria, and process for NSF commits itself to:
selecting award recipients, and reporting and

A : * Publish data that accurately represent survey
other special award requirements,

results and are free of subjective commentary.
* Conduct a fair and reasonable review of all pro-

* Document the presentation of the data so that
posals.

readers can asscss readily the limitations of the
data.
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STATES, LOCALITIES, AND
OTHER PARTNERS

DEPARTMENT OF DEFENSE

EcoNoOMIC ADJUSTMENT ASSISTANCE

» When a request for assistance is received from a
local official, an Office of Economic Adjustment
(OEA) staff person responds within one working
day. The Defense Economic Adjustment
Program is explained and preliminary
arrangements are made for a community visit.

* A mecting is scheduled in the community where
the OEA Director explaizs the cmonomic adjust-
ment process, emphasizes the importance of the
adjustnient organization, and details the services
to be provided by OEA and the Economic
Adjustment Committee agencies. The OEA pro-
ject manager then works with the community
until the appropriate group is in place.

¢ The OEA Project Manager's extensive
experience is a major factor in providing this ser-
vice. Once agreement is reached on what the re-
quirements are and the paperwork finalized.
OFA can process a request for financial
assistance within seven days.

» OEA hosts federal team visits to communities so
that community and federal representatives can
develop an action plan for assistance. QEA
meets regularly with federal representatives to re-
view QFA customer requirements, and to ensure
requests are afforded priority consideration.

FEcoNnoMic SECURITY

Base Realignment and Closure Activities

* We will respond to correspondence within 14
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days.

* We will resolve Base Closure Status Report
(BCSR) issues within 30 days.

* Upon publication of the BCSR, fewer than 25
percent of the issues identified will be outstand-
ing.

» We will do such a good job that we will receive

complaints from fewer than 10 percent of Base
Realignment and Closure sites.

U.S. Army Corrs oF ENGINEERS

Disaster Response and Recovery

Supplements state and Incal efforss to save hznan life,
prevent immediate human suffering, or mitigate prop-
erty damage.

¢ We will inform state and local officials of our
policies and authorities, and participatc in their
emergency seminars and exercises when asked.

» We will provide emergency operations assistance
(such as providing sandbags, pumps. technical

assistance, etc.), when requested and in compli-
ance with Public Law 84-99.

* We will provide post-flood assistance to include
technical advice and assistance, debris clearance,
debris removal, and temporary restoration of
critical public facilities or services, and identity
hazard mitigation opportunities as part of our
interagency team.

* We will provide temporary assistance for emer-
gency water supply as u result of a drought or
contaminated sourcc for up'to 30 days or until
the Federal Emergency Management Agenc
undertakes the provision of emergency water
under its own authoritics, whichever is carlier.
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APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

Environmental Management

Incorporates ecosystem management considerations in
all aspects of its water resource projects, including
those for navigation, flood control, storm damage re-
duction, hydroelectric, and recreation.

L

We will work hand-in-hand with states, cities,
and municipalities to fund, plan, and implement
needed water and environmental projects that
meet federal criteria.

When recommending projects, we will carefully
weigh costs and benefits to the environment
with economic costs nd benefits, reconciling so-
ciery’s demands with the vital need to sustain
the our natural environment.

When requested by EPA or other federal agency,
we will quickly apply our know-how in environ-
mental engineering and management to investi-
gate hazardous and toxic waste on defense sites,
and clean them promptly and thoroughly as
funding allows.

We will continue to work with the public and
industry through our four research laboratories
to develop new technological solutions to envi-
ronmental concerns and to make them available
quickly.

Water Resources Operation and Maintenance
Operates 234 locks, dredges over 900 harbors, operates

and maintains 383 major lakes and reservoirs for
Slood control, maintains 2,500 recreation sites, and

provides hydropower at 75 sites.

L

We will publish all scheduled lock outages and
maintain procedures for notification of unsched-
uled outages.

We will coordinate and share information with
federal, state, and local officials of potential
flood conditions.

We will maintain the harbors and rivers of
America’s waterways so that they are open to
traffic.

We will maintain all recreation facilities in a
clean and safe condition, and we will treat all of
our visitors courteously.

Water Resources Planning, Engineering, and
Construction

Provides developmental capabilities for water
resouerces projects affecting the United States, in part-
nership with state and local communities.

L
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We will work closely with other federal govern-
ment, state, and local officials to complete a def-
inition of the problem with a goal of completing
this activity for large projects within two years.
These studies will be federally funded.

L

We will work to develop a feasibility report of
potential solution(s) for large projects within
four years, for referral for action to Congress.
These studies will be cosc-shared.

For those projects authorized, we will complete
preconstruction engineering and design within
two years. The design is federally funded up-
front. The local sponsor will be asked to share
design and construction costs when the project
is under construction.

We will provide the sponsor with an estimate of
the construction costs and schedule prior to con-
struction, and we will meet regularly with the
sponsor to manage risks.

DEPARTMENT OF ENERGY

ENERGY RESOURCES

The number one goal of the Department’s Energy
Resources Business Line in fiscal year 1995 will be to
advance the nation’s capability to deliver clean, effi-
cient, reliable, equitable, and cost-effective energy ser-
vices to the American people. With this goal in mind,
we will:

L

Expand the Clean Cities Program to 25 cities by
December 1994,

Add 12,250 alternative fuel vehicles to the fed-
eral fleet and promote the opening of over 60
private sector refueling stations for these vehicles

by October 1995.

Establish 12 new Cooperative Research and
Development Agreements with the automotive
industry to develop cleaner cars, with the goal of
increasing transportation energy efficiency, low-
ering air pollution levels, and reducing the
nation’s dependence on imported oil, by
October 1995.

Implement climate change programs to reduce
domestic greenhouse gases by 4 percent by the
vear 2000.

Provide funds for weatherizing 126,000 homes,
and upgrading 1,350 schools and hospitals by
October 1995.

By the year 2000, increasc the use of clean
domestic natural gas to an estimated 22 trillion
cubic fect, an increase of approximately 18 per-
cent.

Create 20,000 new jobs through the implemen-
tation of energy efficiency programs that
promote private sector investment by Qctober
1995.




DEPARTMENT OF HEALTH AND
HUMAN SERVICES

HearTH CARE FINANCING ADMINISTRATION

Manages the Medicare and Medicaid programs.

Written responses:

* *We will answer vour written inquiries within 30
days of receipt. If getting you an accurate answer
will take longer, we will keep you informed.

Telephone standards:

* We will respond to your telephone inquiries in a
pleasant and helpful manner. We will provide
an immediate answer whenever possible. If we
cannot provide an immediate answer, we will
give you a firm commitment as to when an an-
swer can be provided.

» Nobody likes to be put on hold. Our standard is
that callers will be “on hold™ for no more than
two minutes.

¢ Calls made in off hours will be returned the next
business day.

Information needs:

* We are asking our customers to help us improve
all of our publications and notices so they can be
understood by our customers. We will begin
using new publications and notices beginning
early next year.

Claims processing (Medicare):
» We are currently working hard to simplify our
claims processing system to provide you with
more consistent determinations.

» We will process your claims for service
accurately and within the times provided for in
the law.

¢ If vou are not satisfied with the action we take
on your claim, you can appeal and we will
process your appeal fairly, accurately, and within
established timeframes. We are working to
reduce the paperwork burden associated with
appeals.

Customer satisfaction:

* We will measure your satisfaction with Medicare
and Medicaid througn the use of customer sur-
veys, focus groups, public comments, and meet-
ings with customer representatives.

* We are sctting up groups of customers who vol-
unteer to give us assistance in setting standards
: nd evaluating our performance.

* We will identify customers who have special
needs related to vision, hearing, mobitity, health
status, literacy, language, and other factors. We

Q
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STATES, LOCALITIES, AND OTHER PARTNERS

will make a special effort to help these customers

with access to services and information,

Health care choices:

» We will provide clear, understandable informa-
tion about the options our customers have in
choosing a managed health care plan, including
information about individual plans, to assist
them in making health carc decisions.

Medicaid special standard:
» We will encourage all states to establish

customer service standards for Medicaid, and we

will work with them to assure a goal of continu-
ous improvement in customer service and pro-
gram administration.

Health care quality:
* We will provide doctors and hospitals with
information they can use to give better care to

our beneficiaries, and we will monitor the effect
of those activities.

* We will expedite our investigative and case
review process as much as the law will permit
when a complaint involves quality issues.

¢ We will respond to verbal or written complaints
from beneficiaries or their representatives by
mailing a complaint form to them within two
working days of the telephone contact or
responding in writing to written beneficiary
complaints within 10 working days.

Program administration:

» We will fully investigate all leads about potential
program fraud and abuse in order to protect
against unnecessary expenditures.

* We will work with our partners, our agents,
states, other interested parties, and our
customers to identify and implement creative
and effective approaches to improving our pro-
grams and our performance.

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT

CoMMUNITY PLANNING AND DEVELOPMENT

Stimudates community development through grants
and loans to states, localities, and nonprofit organiza-
tionss.

HUD has provided a point of departure for ficld of-
fices in setting standards. Field offices are to take into
account their local situation. Standards are to address
these areas:
* Caring and commitment. \ critcal. but perhaps
unmeasurable, standard for treating customers is
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APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

the intangible factor of morivation to achieve the
underlying mission of the department: caring
about the needs of clients of HUD and helping
them solve their problems.

Timeliness. A common standard for customer
service is timeliness. An important CPD
standard established in the Consolidated Plan
rule for responding to local partners is that CP
has 60 days to review the plan. Section I cites a
timeliness standard imposed on grantees, in re-
sponse to customer complaints from the public,
of 15 working davs.

Flexibility in methods of achieving goals. CPD
should allow its local partners flexibility, within
the framework of the statutes, to achieve goals.

Performance orientation. CPD should help en-
sure that our local partners produce results that
serve our clients.

Courtesy and respect. Every HUD customer de-
serves respect and courtesy.

Honesty and intw«rity. Strict adherence to the
federal government’s ethics code and the depart-
ment's own standards of conduct is a critical
part of maintaining proper relationships with
customers.

Fairness and impartialiry. Customers are entitled
to equal treatment with respect to the services
for which they are eligible.

Information accuracy and availability. HUD
customers rely on accurate, timely, and complete
information concerning CPD, HUD, and fed-
eral programs.

Clariry. Communication with the public, stare,
and local partners should be in terms thart the
general public can understand.

Competence. In order to provide accurate and
timely information, CPD staff should be knowl-
edgeable in the program areas or processes for
which they arc responsible.

Partnerships and entrusting authority.
Partnership is the emphasis in CPD in working
with state and local governments and nonprofit
agencics to serve end-users.

Responsiveness to needs of end-users. The needs
of low- and moderate-income end-users of CPI)
progrant assistance vary from place to place and
change over time.

Accountability, With greater decentralized
authority to the field comes greater accountabil-
i,

Evaleation and feedback. Part of any effort o
improve performance in service clients should be
systematic evaluation and feedback to improve
service,

Fair HousING anD EqQuaL OrprorTUNITY

Fair Housing Assistance Program

Implements fair housing policies and enforces fair
housing laws.

Grants administration:

* Cooperative Agreements and pertinent
attachients and appendices will be written in
easily understood language with reimbursement
requirements and time frames clearly set out,

¢ We will provide continuous technical assistance.

* We will provide updated information and mate-
rials that assist in carrying out the provisions of
the Cooperative Agreement.

Certification processing;
¢ Technical assistance will be provided to agencics

seeking certification. All requests will be
acknowledged within six months.

¢ Send agency’s law or ordinance within three
working days to the Office of General Counsel
for legal analysis so an agrecment between HUD
and partner may be executed.

* Advance notice will be given of the date and
documentation required for on-site technical as-
sistance and performance assessment visits.

Performance assessment:

* We will provide guidance on criteria to be used

10 assess agency’s performance.
Joint investigations:

¢ All joint investigations will be completed within

150 days.
Referral of complaints:

* Referrals will be made in writing within five
business days of HUD receipt of complaint.

* Determinations regarding jurisdiction under the

Fair Housing Act will be made on all complaints
before referral.

» Approvals and closures of active cases by HUD
reviewers in the field offices will be made 90
days after receipt of the case.

* In-depth reviews of closed complaint files will be
completed within six weeks.

* All dual-filed complaints will contain a HUD
case number and an agency case file rumber.
Technical assistance:
* We will provide guidance on drafting legislation.

* Wewill provide guidance on enforcement activ-
itices.

* We will provide testimony to legislators.




* We will provide assistance to agencies secking
certification.

Training and policy guidance:
* Partners are 1o receive all information in an cas-
ilv understood format and language.

* Technical assistance activities and materials pro-
vided will be timely and usctul.

* We will provide updated and adequate policy
guidance.

* We will provide training to improve
investigarive skills.

Orrice or Housing/
FEDERAL HOUSING AUTHORITY

Stivudates housing through dirvect financing, loan
etc.

You can expect our emplovees to meet the following
standards:

Respect:

* Every customer is entitled to courteous
treatment.

* Fvery employee represents the Office of
Housing.

priate.
* Identify vourself and vour organization cvery
time vou have a customer.

* Don'tdrop the ball — direct correspondence
and telephone calls to the correct party.

sure the customer that assistance can be
obtained by speaking with another party in the
office and that they are not being shuffled
around,

* After assisting a customer. offer to provide addi-
tional assistance at a later time should the need
arise.

* Provide a “real person™ alternative to all voice-
mail messages.

* Strive to provide foreign-language alternatives
and alternatives for the deat and blind, when
necessary.

Quality products:
* Provide all available information to a customer

are answered,

* Write in plain English, not technical or govern-
ment jargon.

ERIC o
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guarantees, interest rate subsidies, mortgage insurance,

* Display name plates or wear name tags as appro-

* When transferring a customer, take time to reas-

on the first call or letters ensure tha all questions

STATES, LOCALITIES, AND OTHER PARTNERS

* Follow-up regularly to ensure that quality prod-
ucts are provided.

* Advise customers/partners in writing when new
policies or changes are being considered: involve
then in the development phase.

* Consider the needs of customers/partners when
developing products and procedures.

* Apprise customers/partners of operational prob-
lems. e.g., don’t wait for the customer to call
only to be told the system they need is down.

* Reach out to customers — go to their place of
business when possible; conduct regular confer-

ence calls.

* Include a conrtact name, organization, telephone
number, and effective date on every document,
e.g.» handbook, Mortgagee Letter, congressional
and general correspondence.

Timely service:

* Ensure adequate telephone coverage throughout
the business day; answer all phone calls by the
third ring.

* Respond to all telephone inquiries within 24
hours.

* Respond to written correspondence within 10
working days.
* Provide an interim response when a complete

resnonse requires extra time for research or there
is a heavy workload.

* Provide “1-800” customer service numbers
when possible and economically feasible.

Results:

* Establish quantitative customer service goals and
incorporate them into performance standards
and Housing's Plan where possible.

* Establish quantitative processing standards for
each program or function.

* Solicit feedback and react to customer
comments.

* Train all employees regularly on customer
service initiatives.

* Institute random supervisory quality control
checks to ensure that appropriate and adequate
customer service is provided.

* Encourage teamwork so all staft are thoroughly
informed.

* Provide basic program training to clerical staft,
particularly those who deal with the public.

* Include in the headquarters telephone directory
and cach field office wlephone directory a con-
tact name and telephone number for cach pro-
gram area. ¢.g., Single Family Mortgage
Servicing, John Doc. 708-0000.
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* Always conduct oneself as a representative of the
organization.

DEPARTMENT OF THE INTERIOR

BUREAU OF INDIAN AFFAIRS

Serves as the steward for Indian and Alaska Native
lands and monies beld in trust by the United States.

By the end of fiscal vear 1995:

* We will provide vou with up-to-date
information about the status of your claim, ap-
plication, case or inquiry on the day of your visit
to our office.

* We will answer your telephone call in a pleasant,
courteous manner and be responsive to your
questions. We will return your phone call by
close of business the next work day. If we are not
able to assist you, we will direct you to the nec-
essary office that will help you.

* We will response to your written inquiries
within five days of receipr of vour letter and we
will seek resolution of your problems within 30
days.

* We will consult with and provide feedback to
you regarding education issues under considera-
tion through regularly held regional education
consultation meetings.

* We will develop all new rules and regulations in
partnership with tribes.

* We will establish a formal consultation process
through which comments and concerns by tribal
governments will be sought.

* We will deliver portable classrooms within one

vear of funding.

OFFICE OF TERRITORIAL AND
INTERNATIONAL AFEAIRS

Coordinates Interior’s international activities and
represents the department s position in the

development of U.S. foreign policy.

Policy:

* We will consider all policy analysis imporrant,
regardless of whether our role in the process is
large or small. We will participate in the process
fully, courteously, professionally, and in a timely
manner.

* We will analyze and/or coordinate all policy
analysis at the highest appropriate level under
the following guidelines:

— i the analysis requires our written participa-
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tion, we will do so within 15 business days
of our concluding the analysis or coordina-
tion; and

— if we may communicate the analysis by
telephone, we will do so on the day on
which we have concluded the analysis or
coordination or the dav following.

* DPolitical:

— We will participate in interagency review
and discussion of any and all requests that
vou make for greater self-determination and
those issues which involve vour political re-
lationship with the United States, and we
will respond in a timely and professional
manner.

— When this review or discussion produces
public written comments, we will provide
you with them within 15 bustness days of
their production.

* Social:

—  We will help you present your health, edu-
cation, and public safety goals to other fed-
eral agencies,

— We will develop partnership agreements
with you and other appropriate federal
agencies or consultants to address your
goals.

— We will work with other federal agencies to
achieve maximum flexibility in federal pro-
grams and grants to achieve your goals.

* Economic:

— Within 15 business days, or sooner if the
situation warrants, we will bring issues in-
volving federal law or policy to the
attention of appropriate federal agencies or
interagency groups.

* Environment:

— Within 15 business days of written receipt,
we will present to other federal agencies
vour concerns about federal environmental
policies.

—  We will solicit vour comments on new ini-
tiatives related to the environment within
seven business days of its being released to
the public.

—  We will provide vou opportuniries to inter-
act with other federal agencies on environ-
mental issues,

Budget and pavments:

* We will consider all insular requests for
discretionary funding, in formulating the annual
budget for Territorial and International Affairs.
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We will include all mandatory funding in the
budget consistent with the appropriate law or
administrative requirement.

Each spring we will send a letter to the leaders of
each insular government inviting their input
within 30 business days.

We will coordinate with the congressional
appropriations committees to ensure you have
the necessary information to participate in con-
gressional hearings on the budget.

We will immediately inform you of
congressional action on the budget, including
report language, as soon as the Appropriations
Committees allow us to do so.

Within 20 days after we have received an appro-
priation. we will prepare and issue those grants
approved by Congress for specific non-
discretionary purposes (such as government op-
erations and capital improvement grants).

Grant payments:

— All grant payments to insular governments
will have attached a copy of our drawdown
procedures and forms.

— We will process all complete drawdown re-
quests within 48 hours of receipt.

— Ifapproved, we will send a facsimile copy
of the approved request to the appropriate
insular cfficial who originated the
drawdown request. Department of the
Interior and U.S. Treasury policies and
practices require actual payment to be made
within three business days.

— If disapproved, we will send a written state-
ment regarding the reasons for disapproval
to the appropriate insular official.

Mandatory payments:

— Compact of Free Association: Under the
terms of the Compact, each freely
associated state wiil receive advance notice
of the amount of payment to be made on
the first day of the fiscal year and the first
day of each quarter.

— Advance Payments of Taxes to Guam and
the Virgin Islands: (1) We will make the
advance payment before the beginning of
the next fiscal year (October 1). (2) We will
send a letter to the governor of each insular
area asking for the governor’s estimate of
collections for the coming fiscal year for
which the advance payment applies, with
adequate justification and supporting docu-
mentation. We need this information by
September 1. (3) If we cannot accept the
estimate submitted by the governor, we will

STATES, LOCALITIES, AND OTHER PARTNERS

inform the governor in writing within one
week, giving the specific reasons for
rejection of the estimate and the amount of
the advance which we will pay if further in-
formation is not received.

Discretionary assistance:

* We will acknowledge all complete requests for
discretionary program assistance within five
business days of receipt, and we will review them
within 30 business days of receipt.

* We will return for resubmission or additional
information any incomplete requests within 15
business days of receipt.

* We will send written approval (including all
grant or funding documents), or disapproval (in-
cluding reasons for disapproval), to the applicant
within G0 business days of receipt of the
completed application.

Inquiries and communications

* We consider all inquiries important, regardless
of source, and we will exercise due diligence to
ensure that inquiries are responded to {ully,
courteously, professionally, and in a timely man-
ner.

— All inquiries will be responded to at the
highest appropriate level under the follow-
ing general guidelines.

— Al letters will be responded to within 15
business days.

—  All requests for printed information, docu-
ments, and/or other written materials will
be completed within five business days after
we receive the request.

— All incoming telephone calls will receive a
response on the day received, or at the latest
on the following business day.

—  All letters will contain the name and
telephone number of one or more of us
who can answer questions or provide addi-
tional information on the issue.

* Our informational materials on insular issues
will be made available to the requester within
five business days after we receive the request,
unless the materials are out of print, and, if so,
we will replenish the stock as quickly as possible.

* We will publish our OTIA FLASH FAX of
breaking information approximately twice a
month. We will automatically send it to those
whom we know are interested in insular issues
and to those who request it.

* We will review and process within six hours of
receipt all requests for foreign travel by depart-
mental staff,
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DEPARTMENT OF LLABOR

EMPLOYMENT anD TRAINING
ADMINISTRATION '

Provides employment and rraining services for unem-
ploved per:ons and issues cash benefits.

* We will improve the promptness of our response
to your requests of information and assistance
while maintaining the high quality of those re-
sponses.

* We will make grants-retated decisions in compli-
ance with all legislated and regulated timelines
100 percent of the time.

* Within 45 days of vour funding request. we will
notify vou of funding decisions for J TPA Title
III National Reserve Account grants.

* Within 30 days of receipt, we will notify you of
our decisions on your request for modification

of vour JTPA Title [II National Reserve
Account grants.

* Within 30 days of receipt, we will notify you of
decisions on your requests to modify vour
Indian and Native American, Migrant and

Seasonal Farm worker, or Older Worker
program grants.

MiINE SAFETY AND HEALTH
ADMINISTRATION

* We will work with state and local institutions
and associations to provide miners with uscful,
understandable information abourt mining
health and safety.

DEPARTMENT OF
TRANSPORTATION

NaTIONAL HiGHWAY TRAFFIC
SAFETY ADMINISTRATION

State and Community Traffic Safety Program
Planning

We will:

* Work with vour oftice in the initial planning
stages of major new traftic safety program initia-
tives and continue to seek vour input as the
plans evolve,

Q 40
ERIC

Aruitoxt provided by Eic:

* At least once a quarter, inform vour office of po-

tential Section 403 priority project opportunities
and activities and national organization
initiatives, and solicit your ideas for other
projects that merit 403 funding consideration.

Technical assistance:
* Every three years, perform a full program man-

agement and financial review of vour Section
402 formula grant program, including wavs to
strengthen programs and streamline the
financial management process.

Once a year, conduct a meeting with vour office
to share the latest information available about:

— Available programs, funding sources and
teclinologies offering the greatest promise
for reducing highway death and injury, and
the associated economic tosses.

—  Traffic safety projects and activities being
planned or conducted by other federal
agencies and national organizations.

—Interactive computer capabilities to
enhance information exchange.

Review and approve your annual Highway
Safety Plan not later than 30 days after we
receive it.

Program information and materials:
* Twice cach vear, provide your office with a

Project and Program Materials Update summa-
rizing the key projects. printed and electronic
media, and other publications planned for com-
pletion and distribution during the next six
months.

Ship program materials for major program ini-
tiatives, such as Campaign Safe and Sober, 90
days before they will be needed.

Provide your office at least a 30-day advance no-
tice of when national media campaign materials
will be distributed to media outlets.

Each January, publish a catalog of traffic safety
program materials that includes ordering
instructions and the name of the person to con-
tact about the status of orders.

Training:
* Each September, provide vour office with a list-

ing of traflic safety professional development
and technical courses.

Each January through March, help vour office
conduct a training needs assessment.

Deliver or arrange for the delivery of the courses
identified in the training needs assessment.




AGENCY FOR INTERNATIONAL
DEVELOPMENT

Standards for our partners: private businesses, privatc
voluntary organizations (PVOs), and universities:

Quality: On a regular basis, we will communicate
with our customers to improve our processes and
simplify our business practices.
* You will be parr of an ongoing, consultative
process regarding policy. programmatic and/or
procedural matters that affect you.

—  We will hold semiannual vendor meetings
for service providers and partners.

— We will periodically survey vou to see if the
changes in our policies and procedures are

working to eliminate the impediments you
have identified.

* If USAID issues a grant, cooperative agreement
and/or contract to your organization, you will be
assigned an agency project officer to facilitate
vour relationship with us. The project officer
will contact you and provide you with his/her
phone number, address, E-mail address, and fax
number.

* To simplify the PVO registration process, we
propose, in collaboration with our PVO
partners, to:

— reduce the number of documents required
from new PVO registrants from 18 to
about cight:

— reduce the number of documents required
annually from PVO registrants from six to
four; and

— revise and simplify USAID Form 1550-2
used to compute a PVO's “privateness per-
centage.”

* To be more consistent in applying USAID poli-
cies and procedures, our contracting and grants
officers will:

— consistently interpret and apply policies and
regulations in awarding grants and
contracts;

— eliminate redundant procurement
processes, procedures and reporting require-
ments by December 1994; and

— publish and make available by September
30, 1994, “A Guide to Doing Business
with the U.S. Agency for International
Development,”™ which will clearly and con-
cisely describe USAID's policies and proce-
dures.

Timeliness: We will improve the turnaround time for
OUr processes.
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STATES, LOCALITIES, AND OTHER PARTNERS

* We will answer your questions in a courtcous,
expedient and professional manner. You will re-
celve an initial response to calls and E-mails
within 24 hours; written inquiries will be
answered within 10 working days from receipt.
Ifa full response is not possible within these pe-
riods, we will indicate a probable timie frame for
resolution.

» USAID’s Office of Procurement will make non-
competitive awards within 90 days and competi-
tive awards within 150 days. We will modify
contracts and amend grants within 90 days of
receipt of requests for action from line offices.

* PVO:s secking registration and eligibility require-
ments to compete for development assistance
grant funds will be sent a complete registration
packet within five days from the receipt of
inquiry.

* Applications to register new PVOs will be
reviewed and formal notice of acceptance or de-
nial will be mailed within eight weeks of receipt
of fully completed application packages.

* Within three days of an organization’s request
for funds under a letter of credit, payment will
be deposited in its bank account via electronic
funds transfer.

Access to Information: USAID will ofter greater ac-
cess and more transparency to agency activities and
information.
* Within six months, outside vendors will be able
to check an electronic bulletin board for the sta-
tus of all invoices and payments.

* Assistance and acquisition information relevant
to PVOs, non-governmental organizations
(NGOs), universities, and private businesses arc
available on USAID’s Internet gopher
(gopher.info.usaid.gov). These include:

— general information on USAID-funded
programs:

— country strategies and implementation
guidelines:

— USAID publications:

— all USAID Washingron solicitation docu-
ments:

— USAID procurement policies and opportu-
nities:

— all procurement award notices. posted
within five working days of approval:

— all USAID Commerce Business Daily
notices. posted within 24 hours of appear-
ing in the Conmerce Business Daily,

—  Center for Trade and Investment Services
information on business opportunities; and
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— Office of Small and Disadvantaged
Business Ultilization information on
business opportunities.

ENVIRONMENTAL PROTECTION
AGENCY

EPA CHeMIcal EMERGENCY PREPAREDNESS
AND PoLLUTION PREVENTION AND Toxics

Helps state and local governments prevent and

ca & . .
prepare for chemical emergencies and informs the
public about community hazards.

We will:

* Make Toxic Release Inventory information
available through county libraries nationwide
and through electronic systems and published
reports.

* Work with Local Emergency Planning

curately, and as promptly as possible, in either
English or Spanish, or via a telecommunications

device for the deaf (TDD).

* Every Information Specialist will listen to your
questions and help you find the information vou
seek. Hotline staff will provide you the most
current and accurate information.

* Your inquiry will get an immediate response.

* If we cannot answer your question immediately,
we will let you know within five days how long
it will take to get an answer. In addition, the
Information Specialist will give you his/her
name so that you can call for more information
or to check on progress.

* Ifyour call needs to be addressed by another
agency, state, or local program, we will tell you
whom to call to obtain your answers.

* If your information is available electronically, we
will tell you how to access it through EPA dara-
bases, Internet, or other sources.

Committees to make the information about WATER GRANTS MANAGEMENT

chemicals and chemical releases easy for you to

(STATES AND TRIBES)

obtain and use.

* Assure that the information in the Toxic Release
Inventory about hazardous chemicals and rou-
tine release of toxic chemicals is updated annu-
ally and made available to you every spring.

* Provide you with the most accurate data about
chemicals in your community.

SoLID WasTE AND EMERGENCY RESPONSE

Assists state and local governments and others on solid
waste issues and responds to requests for documents,

including regulations.

* Your questions will be answered courteously, ac-
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Protects, restores, and maintains the quality of the na-
tion'’s waters.

* We will reduce the amount of paperwork by 20
percent through consolidation of application
and reporting requirements.

* We will acknowledge receipt of application
within 10 days.

* We award grant monies within 90 days after
EPA receives an appropriation from Congress or
after we receive a complete application.

* We will be as flexible as possible, under the law,
in allowing use of the funds in ways that match
state or tribal environmental needs.




TRAVELERS, TOURISTS,
AND OUTDOOR

ENTHUSIASTS

DEPARTMENT OF AGRICULTURE

FOREST SERVICE

Manages the national forests and rangelands, with
over 191 million acres, and makes them available for
recreation as well as business and research.

* Qur offices, work sites. and visitor centers will be
open at times convenient to our customers.

* Knowledgeable employees will be available at
times convenient to our customers.

* Qur facilities will be safe, clean, attractive. and
informative.

* Qur facilities will be accessible to persons of all
ages and abilities.

* Visitors will always be welcomed with prompt,
courteous service.

¢ Customers will be asked regularly to help us im-
prove our services and business practices.

* Customers will promptly receive the service and
information they request, or we will explain we
cannot meet the request.

DEPARTMENT OF DEFENSE

U.S. ARMY Corprs OF ENGINEERS

Water Resources Operation and Maintenance
Matmains 2,500 recreation sites.
o We will maintain all recreation facilities in a

clean and safe condition, and we will treat all of
our visitors courteously.
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DEPARTMENT OF THE INTERIOR

BuURrREAU OF L AND MANAGEMENT

Manages all aspects of 270 million acres of federal
land and 579 million acres of federal mineral

resourees.

We will always:
* Treat you in a courteous, efficient. and
professional manner every time vou contact us.

* Work with you to meet vour needs while com-
plying with laws and regulations.

* Advise you if vour request cannot be filled in
vour initial contact with us, and tell vou who
will respond to vour request and when you can
expect that response. '

Casual Uses of Lands, Facilities, and Developed
Sites
Use of campgrounds, visitor centers, developed trails.
and other facilities.

* You will be provided with well-designed and
maintained facilities.

* You will receive complete and up-to-date infor-
mation on the requested site.

* If you need an authorization to usc lands. facili-
ties, or sites, we will complete action on your in-
person request within 30 minutes. We will
respond to telephone or written requests within
five business days.

Compliance and Enforcement

Enforcement of requirements, regulations, and laes
governing leases, permits, grants, and other uses of”
lands and resources.
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* You will be advised of the requirements for the
proper use of public lands and resources.

* You will be given the information you need re-
garding the applicable BLM compliance and en-
forcement process, expected time frames, and
reporting requirements and responsibilities.

* You will be treated fairly under laws and regula-
tons.

Information Access Centers

Provide information and products at central
locations.

* You will be grected and your request will be ac-
knowledged within five minutes of your arrival.

¢ You will receive the most current and accurate
information about the public land thar we have
available to the public.

* You will receive available information within 30
minutes of vour in-person request. We will
respond to your telephone or written inquiries
within five business davs.

Public Policy Involvement Opportunities

Opportunities for you to be involved in our planning
process and owr management of resonrces.

* You will be provided with the opportunity to
tell us how you think publicly owned resources
should be managed.

* As we develop plans, rules, and regulations for
use of public resources, you will be asked for
vour ideas.

* You will b - afforded adequate time to make
vour comments and suggestions.

Uses Requiring Authorization

Grazing permits, mineral leases, and rights of way
that require prior written approval.

* You will receive a response to vour phone mes-
sages and letters, usually within five business
days.

* You will be informed of whart the transaction s,
how your request will be handled, who will re-
spond to vour request, and the date by which we
expect to address vour request.

BUREAU OF RECLAMATION

Manages, develops, and pratects water and related re-
sources in an envivormentally and economically
sotnd manner.

Recreation Areas

¢ We will alwavs treat our customers with
courtesy and respect.

o ‘44
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* We will prompily answer our customers’ ques-
tions with accurate, objective information.

* We will resolve our customers’ needs through
single-point contact whenever possible — our
customers will not receive the “runaround.”

* We will provide educational information t our
customers about the resources we manage, their
use, and the laws and regulations governing their
use.

* We will use language that our customers can
easily understand.

* We will ask for and consider our customers’
ideas about agency plans, programs, and
services.

* We will promptly respond to our customers’
suggestions, concerns, and comments.

Fist AND WILDLIFE SERVIF

Manages 500 conservation refuges across America.

* You will be treated with courtesy.

* Your calls will be answered promptly. An
answering machine will be available during non-
business hours.

o We will provide you with all the information
vou need to visit the facilin:
— hours of operation:
- facility rules;
— telephone numbers, including an
emergency number for problems: and
—  brochures.

* Qur emplovees will always look professional.
Our employees are easily identified by uniforms
and name tags.

* We will provide you with high quality wildlife-
dependent reereational and educational oppor-
tunities to enjoy this refuge’s resources.

* We will clearly mark all trails and tour routes.

e We will clearly mark all hazardous areas and ma-
terials.

¢ Qur facilities will be clean at all times,

We welcome vour comments and suggestions at
any tme, Contact a uniformed emplovee,

NATIONAL PARK SERVICE

Promotes and regubates the wse of national parks.
menuments, and reservations.

We pledge o
* Protect vour right to experience superlative
wilderness and seenic grandeur.
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* Communicate an understanding of the people,
places, and events chac shaped these United
States.

¢ Provide opportunities for quality outdoor recre-
ation while conserving exceptional natural, cul-
raral, and historical resources,

* Make the beaury and history of our nation’s
parklands a more meaningful parc of the life of
all Americans,

* Manage the National Park System so that every-
one, now and in the future, may be assured the
right of enjoying the parks.

¢ Seek out and protect the finest of what remains
unprotected of the nation’s natural, cultural, his-
torical, and recreational resources,

* Join in partnerships throughout this and other
nations in conserving and maintaining a quality
world environment.

Visitor Centers

o e will keep the center open during peak hours
and scasons and provide alternative sources of
information when the center is closed.

o We will maingain the faciliey in a clean, safe con-
dition.

e will answer vour questions or refer vou to
additional sources of assistance.

o e will make special efforts to inform vou of
hazards and situations thae may adversely aftect
vour visit,

o We will provide and maintain exhibits and
audio-visual programs that impart understand-
ing and stimulate appreciation of the park and
its stgnificant nataral, historical, cultural, and
recreational values.

o W will display schedules of programs and activ-
mies available throughout the park.

o We will offer a wide range of quality. park-
related educational items at fuir market value
sold in well-maintained outlets.

DEPARTMENT OF JUSTICE

IMMIGRATION AND NATURALIZATION
SERVICE

Deals with travelers enteving the United States,

o Wewill treat vou with courtesy and respect,

¢ If vou are a United States citizen entering, the
country at an airport, vou will find citizen
inspection lines dedicated specifically for rapid
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clearance back into the counury.

If vou are a frequent business traveler being in-
spected inan airport using the INSPASS
Program, and being inspected ac the Newark,
New Jersevs New York City; or Toronto,
Canada, airports using the INSPASS Syseem,
vou will be processed in less chan a minute, This
service is available 24 hours a day, INS is explor-
mg the possibility of expanding this service to
other airports.

At most land border ports of entry, we will com-
plete our entry inspection within 20 minues.

At the busiest southwest border ports, which ex-
perience heavy volumes of commuter traffic, we
will strive. chrough che applicadion of innovarive
inspection techniques and technology. to reduce
waiting time to 30 minures.

If vou use the recendy inscitured Dedicated
Commuter Lanes in Blaine, Washingtor., vou
will experience vircually no delay in entering the
country, We are working with local authorities
to establish similar lanes in other land border lo-
cations.

After January 1. 1995, if vou request
information through the "Ask Immigration™
telephone number, (202) 514-43106, we will
provide improved service by reducing the mes-
sage format from 58 items to 10 and the length
of the menu time from 9 minutes o 1. The
message svstem is available 24 hours a dav. with
staff available to assist with follow-up questions
during normal business hours,

DEPARTMENT OF STATE

Bureau or CONSULAR AEFAIRS

You will receive vour passport within 25 work-
ing davs afeer vour application is received.
Service will be provided in a courteous manner
and, whenever possible, we will ey to meet vour
individual travel needs.

You will receive timely and accurate information
on rravel safety and conditions in foreign coun-
tries 24 hours a day, seven davs a week,

You will receive a timely and courteous response
to vour request for American citizen services and
service will be provided by knowledgeable, pro-
fessional, and courteous personnel.

Services to persons seeking visas to legally visit or
reside in the United States will be provided by
professional, knowledgeable, and courteous per-
sonnel,
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DEPARTMENT OF
TRANSPORTATION

U.S. Coasr Guarp

Wewill provide the following services for recreational
boaters:

* 24 hours/day. seven davs/week search and rescue
services on demand.,

* 24 hours/day, seven davs/week Radionavigation
services,

* Tell-free, 24 hours/day, seven davs/week
Boarting Safety Hotline. 800-368-5647, for im-
mediate access to a Coast Guad customer
service representative with accurate on-the-spot
answers to technical questions and written infor-
mation follow-up to:

— obrin free boating informacion,

~— abrain boating accident statistics,

— obrain boac satety defect warnings.

— report a possible boar safery defect. and
— learn about a recall campaign.

* Boating Safery classes and courtesy inspections
by trained Coast Guard Auxiliarists at locations
across the United States.

* 24 hours/day. seven davs/week navigation infor-
mation services at 703-313-5900.

* 24 hours/day. seven days/week operation of
Channel 16, the VHE-FM national distress svs-
ten.

DEPARTMENT OF THE TREASURY

BUREAU OF ENGRAVING AND PRINTING

Public Tours
Offers public towrs of the Washington, 1.C. plant
that prints U.S. currency.

You can expect:
* Knowledgeable and courteous personnel,

¢ Additional personnel stationed throughour the
tour to assist you and answer vour questions.

* A comment card to be provided for vour ques-
tions and suggestions for improving :he tur,

* At least one tour guide will be assigned 1o each
group,

* That your group will be distinet and separate
and be given personalized attention,

* Your group will have no more than 80 people,

* Your tour guide to be fluent in the language you
requested.

¢ To receive various informational brochures from
the gallery and the Visitors Center.

* “The "Visitors Guide™ to be available at the cicker
booth, visitor's entrance, and the Visitors
Center,

* Knowledgeable and courteous service in the
Visitors Center sales area.

* Quatity products from the Visitors Center,

U.S. Customs SERVICE

International Air Travelers

We'll serve international air ravelers by:
* Providing professional and courteous trearment
to L'\'Cr'\'()nc.
* Peoviding expeditious clearance to the majoricy
of international travelers within five minutes of
luggage clain.

* Providing a supervisor to address vour Customs-
related questions or concerns betore you leave
the area.

* Working with vou, other federal inspection
agencies, airlines. and faciliey owners in provid-
ing the best customer service,

* Upon receipt of your written inquiry, complere
with a telephone number, we will contact vou
personally within three working days.

EXECUTIVE OFFICE OF THE
PRESIDENT

Oub Execurive Orrice BUILDING
PRESERVATION QFFICE

Public Tour Program
We will base our success on how well we meet these
standards:
* Thar we provide an enjoyable and educational
tour.
* That we have knowledgeable and interesting
tour guides,
* That we give vou clear directions as to the time
and locadon of OId Exceutive Office building
tours.
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White House VISITORS

We will base our suceess on how well we meee these
standards:

o ‘Thac visitors have an enjovable tour experience,

o Thac visitors receive accurate and helpful
asSISTANCE,

* That visitors are given clear directions for
obraining tickets and reaching the tour entrance.

* “That tour schedulers are informed of every
aspect of the scheduling process, and assisted in
implementing them.

NATIONAL AERONAUTICS AND
SPACE ADMINISTRATION

NASA ExtisiT PROGRAM

Informs the general public about the objectives, meth-
ods, and vesidts of the U-S. acrospace program.

We will:

* Display chemes in a concise, informative., and
aceessible way to a largely non-technical
audience.

* Provide safe and adequace passage for persons
who use waltking aids, or have visual
impairments, as well as people who use
wheelchairs.

¢ Plan all aspeces of an exhibition in terms of the
physical and intellecrual needs of visitors.

» Caprtion audio-visual presentations,

» Consider eve level of persons standing and
seated (as in a wheelchair) in the placement of
text and visuals.

 Use asimple and clear-grid format to minimize
clutter and assist persons in accessing,
information.

 Make sure the operadon of interactive devices
does not require tight grasping, pinching, twist-
ing ot the wrist, or unreasonable strength.

o Muake a sign language interpreter available for
suided tours of NASA Centers to assist the hear-
gliced 1o &
ing impaired who have made specific tour
arrangements in advance.

¢ Incorporate hilingual text into exhibits.
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NATIONAL ARCHIVES AND
RECORDS ADMINISTRATION

Accesses, avranges, deseribes, presevves, and makes
available to the public the historically raluable records
of the three hranches of govermment,

o e will rreac all of our customers with courtesy,

¢ We will meet or beat our established deadlines
for providing customer service.

* We will provide to our customers competent
service by knowledgeable staft.

o Wewill provide informacional products to meet
our customers’ needs.

[f vou call or visit one of our facilities:

* You will find Archives staff and volunteers avail-
able in all oftices to assist vou during poseed
business hours. Qur business hours will be
prominently posted at all sites and noted in our
brochures and through other informarcion
SOUTCes.

If vou visit our exhibition hall in Washingron, D.C.:
* You will find us open to serve vou with knowl-
edgeable staft or volunteers 364 days {(closed
onlv on December 25), with information readily

available abourt our programs and services.
During the peak visitor season, we will excend
our hours so that vou can see the Chareers of
Freedom and other exhibies at cimes char will be
more convenient and less crowded.

It vou visit one of our presidendial library muscums:
. Yn(\\'ill find us open o serve vou with knowl-
edgeable sttt or volunteers 362 davs (closed
only on Thanksgiving Day, December 25, and
January 1), with information readily available
about our programs and services.

If things go wrong:
¢ If our service has not matched our values and
standards for customer service, we want to know
so that we can do something about it and get ic
right the next time. Our local complaints and
suggestions procedures are as follows, You may:

—  Ask to speuk to the person vou dealt with,

—  Use our Suggestion/Complaint comment
form (NA Form 14045). You can mail it or
drop itin the box provided. Or, vou can
simply write us a leteer, 1f you requesta
reply, we will provide a response within
seven working days.
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— Speak or write to the supervisor in charge.
If we cannot solve yvour problem immedi-
ately, we will provide a response within
seven working days.

If you are still notsatisfied that we have handled

vour complaint or provided the service we

promised, vou can write to the Assistant

Archivist for the office with which vou have

been dealing,

o 48 o
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THE U.S. GOVERNMENT ‘
AND FEDERAL EMPLOYEES

SIONVRY0JHAd

DEPARTMENT OF COMMERCE * We will provide you Resources for the Congress,

vour convenient reference binder to our
programs and services. You can expect to receive

Bureau or THE CENSUS this basic reference during the autumn of each

vear.
Congressional Affairs Office * We will expand our services to you bevond
Handles congressional queries for statistical Capitol Hill. Your staffs in home state or district
information offices can expect to receive selected data
products, identical to the ones we provided your
o We will be attentive and serve vou with Washington staff. Qur 12 regional offices will ac- )
courtesy. Your data needs are important, and a quaint your stafts at home with our data
Congressional Specialist will assist vou politely products and services. And, starting with the
and responsively. 1995 census test, we will implement a

Congressional Partnership Plan for the 2000
Census of Population and Housing, eventually
putting us in touch with cach Member of
Congress and their saffs.

o We will meet most of your information and data
requests within 24 hours. Many of your nceds
will be met the very same day they reach us. If
we are unable to do this, we will act on most re-
quests by the following workday. Should we .
need more time to prepare data that are not “on GoVvERNMENTS DIVISION
the shelf,” we will give vou a good-faith estimate,
within 24 hours, of the time needed to prepare

REIMBURSABLE SURVEYS

vour customized product on a priority basis, and Conducts public sector surveys on behalf of other fed-

we will deliver it to you immediately upon com- eral agencies.

pletion.

. . - " o We will review survey requests for relevance to <
» We will call upon subject or statistical experts, if - swrvey requiests ! . W

. - our mission, skills and capabilities, and available

needed. to service vour needs for data and other

. T - Iesources.

information. In the event our Congressional

Specialists arc unable to provide certain service or » We will review the cost of survey options, and

data product directly, we have established an work to tilor projects to sponsor requirements

agencywide Congressional Liaison system to and available resources.

identify the person best suited to help vou in the

dentt ! » We will communicate with sponsors in the fol-
timeliest way possible.

lowing ways:

o We will ask vou about your leved of satisfaction
and arcas where we need to improve. We
conducted surveys of vour stafts to help us evalu-
ate our service. We will repeat this process peri- . . .
odically to gain quantitative and qualiative = Review project deliverables.
insights with which to continue improving our —  Develop work plan and provide schedule,
data and information deliveries to you.

—  Negotiate an agreement that defines the
scope of work, the performance period, and
estimated costs,

Qo 149
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-— Provide regular progress and cost reports,

— Review intermediate products.

—  Develop contingency plans and provide ad-
vance alerts as contingencies arise.

—  Obuain survey response/participation con-
sistent with professional standards. sponsor
needs. and available resources,

—  Maintin appropriate data confidentialin:
guarantees.

— Evaluate product output by assessing data
reliabiliy (e.g.. sample and non-sample
Crror).

—  Provide detailed documentation of
methodology.

—  Evaluate project effectiveness through
debriefings.

—  Use the best available technology, including
technology that vou request to meet vour
requirements for cost and deliverables.

DEPARTMENT OF DEFENSE

DEerense COMMISSARY AGENCY

Runs commissaries ar military installations.

Our customers have the right to:
¢ Professional, courteous service.
* A clean, pleasant store.

* Fresh, high-quality nrerchandise,

Well-stocked shelves,
* The best possible prices.
* Quick, efficient checkout.
Our employees have the right to:
* Fair and cqual creatment.
* Challenge work processes with new ideas.

* Express their views and have them fairly consid-
ered.

* Expect a commitment to quality,
* Put qualiey first.

¢ Feel true pride in their workmanship.

LEGISLATIVE AFFAIRS

Congressional requests for hearings, ete.:
¢ Employees maintain close contact with clients
within the deparoment to ensure that deadlines
tor submission of testimony are met and partici-
pate in events scheduled to prepare the DOD
witness tor the hearing,

* Employees maintain a dialogue with their
customers on Capitol Hill to ensure that the
department receives a thorough explanation of
the require-ment of the hearing, meeting, or
bricfing,

Congressional constituent inquiries:

* Replies to Congressional, General Public, and
White House correspondence shall be overseen
by the Correspondence Conrrol Division
(CCD) in accordance with the standards of
Administrative Instructien Number =, DOD
Manual for Written Macerial.

PERSONNEL AND REALINESS

Military Recruiting

Military recruiting stresses a total-qualiny approach
that underscores teamwork and a strong customer
tocus as the foundation of vur commicment to
customer service. To make our military recruiting
torce more accessible to our customers, we have
established:

¢ Convenient locations for our recruiting facilicies.

* Pleasant, professional-looking offices.

* Comfortable reception areas.

Recruitment advertising also is an essential
component of our image to customers. Each vear we
invest about $123 million for television and radio
spots (35 pereent), magazine and newspaper
advertisements (135 pereent), and a range of promo-
tional material, including direct miail programs.
These efforts inform vouth — and those who influ-
ence their decisions — of Armed Forces opportuni-
tics.

DEPARTMENT OF STATE

OrrICE OF FOREIGN MissiONs

The goal of the Department of State is to establish.
tor toreign nations™ diplomatic and consular missions
and their personnel. a regime of senvice which is read-
ilv understood, simple in execution. and sensitive to
the time constraings of the consumers involved.
OFM currenty operates the following programs
which are subject to the provisions of this Customer
Service Plan:

* Diplomatic Motor Vehicles

* Goods and Services

* ravel

Real Property

e Clustoms
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* Tax Exemption

Notw: The established standards for cach of these
programs are spelled out in applicable diplomaric
notes which have been used to notity the customers
involved. The standards emploved are governed by
our commiument to quatiny but tempered by
reciprociry as required.

DEPARTMENT OF THE TREASURY

BURrREAU OF ENGRAVING AND PRINTING

Prints and provides paper money to the Federal
Reserve Banks and prints stamps for the US. Posial
Service.

Paper money:

* You can expect us to deliver 100 percent of vour
orders for currency t the Federal Reserve banks
each week. We will measure compliance on a
monthly basis by reporting the proportion of
total orders completed to the total number of
items delivered.

* You can expect us to conduct an audit of your
currency descruction activities annually.

* You can expect us to assist vou in calibrating
vour currency verification systems equipment
monthly.

* You can expect us to respond within 24 hours to
complaints regarding discrepancies in shipments
or defects in product quality.

Stamps:

* You can expect us to deliver 100 percent of
agreed upon postage stamp orders t vou in ac-
cordance with veur 13 accounting periods. We
measure compliance daily by reporting the pro-
portion of total orders completed and a count ot
items delivered. The measure is caleulated by the
proportion of the total stamps ordered and a
count of stamps delivered to the USPS vault.
Feedback can be directed o our Office of
Production Management. (202) 874-2615.

o We measure our effectiveness by verifving the
production and shipment schedules. Finished
goods produced in advance for the convenience
ot the Bureau of Engraving and Printing are not
billed to vou undl delivery. You can call the
Othice of Production Management, (2021 874-
2615, with any questions.

* We respond to vour request tor a change in pro-
duction scheduling within 24 hours.

* Onee we make a proposal for a revised produe-
ton schedule, vou can expect us to deliver

Q
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within the parameters of that proposal.

FEDERAL Law ENFORCEMENT
TraiNinG CENTER

Trains federal, state, and local law officials.

o We will maintain Administrative Senvices ata
level 4, as measured by the Student Feedback
Svstem.

o We will maintain Program Services at a level 3,
as measured by the Student Feedback System.

o We will maintain a rating of 90 percent for cus-
tomer services in the 1994 Customer
Satistaction Survey.

o We will train 100 percent of vour Basic
Students.

U.S. MinT
Mints and supplies coins to the Federal Reserve Banks.

o We will work to improve our ability to meet
Federal Resenve Bank coin requirements and to
maintain inventories at sufficient levels co fulfill
Federal Reserve Banks™ coin distribution
misston,

o Wewill maintain and update a pallet tracking
system to assure prompt and accurate account-
ing, of pallets shipped and returned.

e Wewill coordinate and communicate planned
shipments quarterly in accordance with vour or-
ders,

U.S. SECRET SERVICE

Conducts investigations to assist LS. Attorneys 1, h
their prosecutions of erimes invelving counterfeiting,
forgery, and other kinds of fraud.

Because we want to provide the U.S. Atorneys with
completed investigations consistent with their prose-
cution prioritics, the Secret Service has set the follow-
ing standards for this relationship:

* A minimum of 23 percent ot all U.S. Avorneys
or their designees will be interviewed each year
by a representative of the Director of the Seeret
Service. These interviews will ensure that the
needs and priorities of the ULS. Atorney's
Office are being met by the local Seeret Service
Office.

* Special Agents in Charge will maintain ongoing,
and frequent laison with U.S. Attorneys in their
districts.

* Specitic service standards agreements will be de-
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termined after consultations between the Seeret
Service and each LS. Attorney. These standards
will be tailored to reflect the unique needs of
cach U.S, Attorney and the respective judicial
district.

EQuAaL EMPLOYMENT
OPPORTUNITY COMMISSION

Conducts hearings and appeals on complaints of em-
. . © . . . - . . .
ployment discrimination, establishes principles for af:
firmacive action plans. and conducts training and
informational activities for the federal government.

You can expect us tox

* Treat yeu with respect and dignity.

* Look ar the way we do business and the way we
relate to you and others using our procedures:
we want to find ways to improve the quality and
speed of our services.

Involve charging parties like vou to help us un-
derstand what you want. what vou need. and
what vou think about the way we serve vou,
Support our front-line employees by giving
them the tools and knowledge they need to pro-
vide the best possible service to vou.

Strengthen our commitment to customer
service,

ExecuTIve OFFICE OF
THE PRESIDENT

ADMITTANCE TO THE
Wuite House CoMpLEX

Manages admittance process to the complex.

We will base our success on how well we meet the
following standards:

¢ Togreetall customers in a friendly manner.

¢ To expedite vour entry to the Complex.

* To ensure thatappointments are made correctly

and in a timely manner to minimize delay.

* To provide a comfortable waiting environment

for customers should there be an unlikely delay.

¢ To continually educate White House Complex
emplovees about the admittance process,
EOD LiBraries

Operates general reference libvaries in the White
Howse Complex.

We will base our success on how well we continue to
ensure the following standards:

¢ "That the libraries meet vour immediate needs.

¢ That library staffis helptul. knowledgeable, and
professional.

* That you are given the necessany tools to be able
to quickly find what vou need. :

* That information vou nced is available through
the librarics.

White House CONFERENCE ROOMS

Provides conference support for the Executive Office of
the Presiden.

We will base our success on how well we continue to
ensure the following standards:

¢ That the conference rooms fully meet vour ex-
pectations

* That you receive accurate and helpful assistance

at all stages of the conference room process.

That your schedulers are given clear directions

tor how to reserve conference rooms

¢ That the conference rooms are well maintained
(lighting, heating/cooling, quict environment)

¢ That the room is ready at the time of vour
event.

GGENERAL SERVICES
ADMINISTRATION

G5A has established the following standards to help
guide its relations with its federal customers:

Value:
* Competitive prices at the qualio: specified.
* Added value for the prices GSA is paid.
* Value as defined by our customers.
Qualig:
* Products and services of consistently high qual-
.
Timeliness:
* Timely delivery of products and services,
* Prompr response to customer inquiries and re-
quirements,
Fase of accessibility and convenienee of service
process:
¢ Competentand knowledgeable staft.

¢ Faswe ot access to people who can help.
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FLEET MANAGEMENT SYSTEM

Value:

* Rates paid by customers tor vehicles, including
maintenance and fuel, are below the average rate
for commercial lease of comparable models. in-
cluding maintenance and fuel.

Qualin:

* Customer satistaction with the quality of the ve-
hicles provided ar the rates charged will be main-
tained ata 90 percent level.

¢ Customer satisfaction with repairs o vehicles
will be maintained at an 85 percent level.

Timeliness:

* Vehicles will be replaced within the time frames
agreed upon by the Interagency Fleet
Management Svstem and customers at a 90 per-
cent satisfaction level.

¢ Establish a period of time for vehicle
maintenance and repair activities that is accept-
able to the customer at a 90 percent satistaction
level.

Ease of accessibility and convenience of service
process:
¢ Customer questions, problems. and concerns
“will be resolved by Fleet Management Centers
within five working days.
¢ A Maintenance Control Center technician will
be on the line with a customer within 735
seconds of the call being answered.
¢ The SF 149 and SF 14YA credit card used by
customers will be accepted ar fueling stations
convenient for the customer at a 90 percent sat-
isfaction level.

FLEET MANAGEMENT SERVICES, REGION 2

Value:

* Offer the best prices with the most comprehen-
sive service by continuously comparing our ser-
vices to those in the many commercial tlect
rental operations.

* Achieve a 93 pereent approval rating on a
customer survey that asks about the overall value
customers feel they receive from Fleet
Management Services.

Quulity:

¢ Ensure customers get the best possible service
and products by disseminating survey informa-
tion to all field locations and developing regional
goals and strategies for aggressive customer ser-
vice

O
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* Ofter an open line of communication inviting
teedback through our Fleet News to ensure im-
mediate attention to customer problems.

* Maintain face-to-face communication with our
customers by muking regular visits and offering
a vearly Interagency Motor Equipment Advisory
Committee conference.

¢ Achieve a 95 percent approval rating on a
customer survey thart asks about the overall qual-
ity of service customers feel they receive from
Fleet Management Services.

T'imeliness:

* Provide strategically located Fleet Management
Centers (FMCs) and sublocations throughout
the region to offer the most complete line of ve-
hicle leasing services in the United States, with
highly trained fleet employees performing regu-
lar. timely on-site visits to ensure continued cus-
tomer satisfaction.

¢ Customers will wait no more than 30 minutes
to terminate old vehicle assignment and receive
new vehicle.

¢ Customers will receive new vehicles within 30
days from their receipt at the FMC.

« Customers experiencing downtime of more than
five days will reccive a permanent replacement
vehicle. (Vehicles involved in accidents will not
be down for more than 45 days.)

+ Customers calling the Centralized Maintenance
Control Center are helped within one minute of
hearing the recording.

* Vendor invoices are certified for payment within
tive davs and forwarded to finance.

Fase of accessibility and convenience of service
processes:

* All customers’ inquiries received betore noon are
answered no later than before the close of busi-
ness the same day.

« All customer inquiries received after noon are
answered no later than by noon the next
business day.

+ Provide cight Fleet Management Centers
(FMCs), five sublocations, and various sale sites
1o afford our customers the convenience and ac-
cessibility to accomplish a speedy vehicle drop-
off or exchange as well as giving customers better
aceess to fleet personnel.

¢ No fleet customer will ever be withourt access to
emergency service, An “after hours™ and wecek-
end hotline for customers” convenience will be
established.
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Orrice o FTS2000

Value:

* Overhead rates will not exceed § percent.

* Prices paid by customers will remain below the
average of the lowest commercial rates.

Qualinv:

* Grade of service (blocking of switched voice and
switched data service) will not exeeed 5 percent.

* ‘The number of switched voice senvice troubles
reported per 100,000 atcempted calls will not
exceed five,

* FT'52000 service providers will meet the sched-
uled service order due date 95 percent of the
tme.

Timeliness:

* Mean tme to repair switched voice service,
switched data service, and Dedicated
Transmission Service neework troubles will not
exceed four hours.

* Processing of service enhancement contract
madifications will be completed within 135
work days from receipt of proposal.

* Agency's requests for exceptions to FTS$2000
will be responded to within 15 working davs
from date of receipt of request to date of
response,

* Monthly statements of uccount will be issued to

customers by the 16th of the month following
receipt of invoices,
Ease of accessibilicy and convenience of service
process:

* Customer satisfaction with the overall handling
of trauble reports by the FI$2000 service
providers will be maintained at a 95 percent
level,

* 95 percent of the issues raised during our annual
Users” Forums will be resolved as scheduled.

OFFICE OF PERSONNEL
MANAGEMENT

FEDERAL EMPLOYMENT

INFORMATION SYSTEM

Serves job seckers by providing information on federal
enplovinent,

To assist vou as a federal job secker:

* Wewill provide vou with courteous and timely
service.
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* Wewill update our nationwide job listings every
business day,

* Wewill have Emplovment laformation
Specialists available to answer vour questions.

* Wewill provide 24-hours-a-dav, 7-days-a-week
access to nationwide job information and appli-
cation request services through a variery of elec-
tronic media.

¢ Wewill respond to vour requests for
applications and/or routine information within
one business day.,

* Wewill use your suggestions and complaints to
improve our service continually, We will always
remember we work for you, the American pub-
lic.

OFFICE OF INSURANGE PROGRAMS

Federal Employees Health Benefits

* Your choice of health benefits plans will
compare favorably for value and selection with
the private sector.

* When vou use the FEHB Guide and plan bene-
fit brochures, you will find they are clear.
factual, and give vou the information vou need.

* When vou change plans or options, vou should
receive yvour new identification card within 45
days after vour new plan gets vour enrollment
form from vour agency.

* Your fee-for-service plan should pay vour claims
within 20 work days: if more information is
needed. it should pay within 60 davs.

* Htvouask us to review a claim dispute with vour

plan, our decision will be fair and casy to under-

stand. and we will send it to vou within 60 davs.

If vou need to do more before we can review a

claim dispute. we will tell vou within 14 work

days what vou stilt need to do.

RETIREMENT AND INSURANCE GROUP

Office of Retirement Programs

For our new customers (retiring, employvees):

* Wewill make vour transition to retirement as
seamless as possible, As agencies begin to partici-
patc in this program, vour federal income tax
and direer deposit arrangements will be
automatically maintained by us.

* Your first annuity payment will probably be on
its way to you within five working days from
wihien we receive vour retirement papers from
vour agency, If vou are participating, in the
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direct deposit program, vour account will be
credited within seven working days. We will
meet this standard 90 percent of the time by the
end of 1995,

* You can expect to receive professional and per-
sonalized information concerning vour
retirement and the status of your application for
henefits.

For our new customers (survivors of retirees):

o We will be prepared to assist vou in filing the
paperwork needed o obtain benefits. We will
initiate processing vour benetit when vou call us
about vour loss.

For our established customers (account holders):

* You can count on our reliabiliy: You will
receive vour recurring benefit payment on the
first business dav of every month.

* We will tailor our services to meet your needs.
For example, we will accept tax withholding re-
quests based on dollar amounts or exemptions
and filing status. Your requests for this and other
selected services will be accepted by us cither in
writing or by phone.

For both new and established customers:
* We will assist vou in a polite, courteous, and

helpful manner. whether its on the telephone or
in letters to vou.

Q
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U.S. INTERNATIONAL TRADE
COMMISSION

Furnishes studies, reports, and recommendations in-
volving international trade and taviff o the
President, Congress, and other government agencies.

o Staff will stay fully abreast of official commission

activities and determinations in order to provide
complete and accurate information and
guidance to their customers.

¢ Staft will greet all customers in a courteous and
helpful manner. and assist them by:

— helping locate requested information,

— putting the customer in direct contact with
appropriate ITC technical experts when in-
quiries exceed staff's own knowledge: and

—  helping customers find appropriate
information sources outside the ITC when
inquiries are not related to the [TC's mis-
sion and functions.

¢ T'o the extent resources allow. staft will fulfill all
requests for published information, reports, and
documents within 24 hours of receiving the re-
quest.

* To the extent resources allow, telephones will be
answered directly by staff. When voice mail
must be used, it will be monitored and
responded to as promptly as possible. No call
will be held unacknowledged for more than 24
hours after its receipt.
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VETERANS

DEPARTMENT OF DEFENSE

DEFENSE FINANCE AND
ACCOUNTING SERVICE

The central financial and accounting office for the

Departinent of Defense.

* For retirees/annuitants:
— Initial retiree payments will be made within
30 days of retirement,
— Initial Survivor Benefit Plan payments will
be issued within 30 days from date of death
notification.

— Arrears of pay will be resolved within 60
davs from death notification.
* Qur service providers will be knowledgeable and
courteous,
* We will provide prompt resolution to vour
inquiry. For retirees/annuitants, we will respond
to vour written inquiry within 12 working days,

PERSONNEL AND READINESS

Operation Transition

Helps people leaving the military to find civilian jobs.

* The Operation Transition Help Desk is sched-
uled to be available to employers from 9 a.m. to
6 p.m. Eastern time. Adequate staffing of the
Help Desk will ensure employers are called back
the same business day. Enough phone lines are
to be installed to ensure that employers don’t get
busy signals on the Defense Qutplacement
Referral Service or the Transition Bulletin
Board. All phones will be answered promptly
and professionally.
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DEPARTMENT OF LABOR

VETERANS EMPLOYMENT AND
TRAINING SERVICE

Helps veterans seeking employment and provides in-
formation and assistance to employers.

For veterans, we will provide:
* Courteous, prompt. and respectful service.

* A Veterans Reemployment Rights (VRR)
Eligibility Form 1010 within 10 days of receipt
of a VRR complaint and within three days of the
complaint if unemployed, We will also settle
vour VRR case, or refer it to the Department of
Justice for litigation, within one vear of your
complaint.

* Referral for a job and/or job training
opportunity for which you are deemed qualified
and eligible, with first consideration to service-
connected disabled veterans,

* Information about all the services for which you
are qualified and eligible, with first consideration
to service-connected disabled veterans,

* Help in filing a complaint about employment
and training matters.

* Information about. and referral to. other agen-
cies providing benefits and services.
For employers, we will provide:

* Courtcous, prompt, and respectful service by
dedicated veterans' staft.

* Qualified veteran applicants and eligible persons
for job openings that are listed.

* A responsive and timely answer to vour
concerns,
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¢ Answers to vour questions about VETS
emplovment and training programs and help in
accessing communiey resources and incentive
programs,
For grantees, we will provide:
* Courtcous, prompt, and respectful service.

¢ Consultation with vou about policy and
program changes that atfect vour grane.

* A responsive and timely answer to your
concerns.

* Answers to your questions about our
employment and training programs.

DEPARTMENT OF
VETERANS AFFAIRS

BOARD OF VETERANS APPEALS

Reviews appeals made by veterans or their
bencficiaries.

Courtesy and respect:
* You will be treated with courtesy and respect by
every Board of Veterans” Appeals emplovee
every time vou have contact with the Board.

Communication of information:

* You will receive a complete and understandable

explanation of the appeal process when vou
begin vour appeal: vou will also be provided a
phone number and address which vou may use
to contact us for any questions regarding vour
appeal.

You will receive an aceurate current status report
on vour appeal, upon your request.

* You will be kept informed of all significant de-

velopments in the processing, of vour appeal. in-

cluding significant changes to the estimaced

completion date.

You will receive a plain language explanation of

the board’s decision along with the formal writ-

ten decision on your appeal.

If'vou receive an unfavorable decision on vour

appeal, a plain language explanation of vour ad-

ditional appeal rights will accompany the writ-

ten decision on vour appeal.

Timeliness:

¢ Wichin 30 days from the date vou file your ap-

peal vou will receive a realistic estimate of when
to expect a final decision on vour appeal.

Ihoroughness/fairness:

* Allissues in your appeal will be thoroughly
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reviewed and decided according o the letter and
spirit of all current faws,

¢ All information and evidence included in vour
appeal will be reviewed and considered when de-
ciding vour appeal.

NATIONAL CEMETERY SYSTEM

Provides burial services in National Cometeries,

Courtesy/compassion/respect:

* We will deliver service in a manner reflecting
compassion and respect tor you and your family
in a time of need.

* Wewill listen to vour requests or questions and
provide feedback that ensures understanding
and comfort.

Accuracy:

* We will accurately determine eligibility for bur-
ial services.

* Wewill provide a headstone or marker thac is
correctly inscribed.

* Wewill record and provide accurate grave site
locator information.

Reliability:

* Wewill provide clear, easily understood expla-
nations of cligibility and all policies.

o Wewill deliver service in a manner that iy fair
and impartial.

¢ Wewill provide trained staft who are able to
pr()\'idc Pr()n]P( ANSWCrS o I'CL]UCSL\ ilnd
questions.

Timeliness:

* We will determine eligibility for burial benefits
within 48 hours.

¢ Wewill ensure that a headstone or marker is de-
livered to the cemetery within three months,

o We will mail Presidential Memorial Certificates
within 435 days.

Convenience:

* Wewill provide scheduling seven davs a week
tor Monday through Friday services.,

* Wewill have office staaft available to assist vou
during regular business hours,

* Wewill provide a 1-800 phone line for vou to
make inquiries about headstone and marker ap-
plications.

Appearanee:

* Wewill maintain the appearance of individual
gravesites, headstones, markers, and monuments
in a manner betitting these national shrines,
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VETERANS BENEFITS ADMINISTRATION

Provides benefits and services to eligible veterans and
their beneficiaries.
Courtesy and Respect:

o We will erear customers with courtesy and
respect at all times,

Communication — W'e will communicate with
customers accuratehy. completely, and clearly by:

* Explaining the full range of benetits and services
available.

e Providing a realistic estimate of how long it will
take to process their «laim or answer their
request.

* Keeping the customer informed on the status of
the claim or request,

* Clearly explaining all reasons for decisions.

Timeliness:
o We will answer or acknowledge benetit inguiries
within 10 workdays.
» We will respond to telephone calls within three
minutes after the call goes through.

o We will intenview customers at our offices
within 30 minutes of arrival,

o e will deliver benetits and services in the

shortest possible time,

Responsiveness:
o We will ensure ready customer access to our ser-
vices.

o We will fully address all customer questions,
concerns, and complaints,

VETERANS CANTEEN SERVICE

Provides retail services at veterans facilities.
o We will ahwavs trear vou with courtesy and
respect.
Rerail stores:
» We guarantee unconditional customer satisfac-
tion.

o We will handle all complaints promptly and to
the customer’s satisfaction. NO TESCANDS,
ORBUTS,

o We guarantee the lowest price in town tor cur-
rent “price buster” merchandise or retund the
difference plus 10 pereent.

o We will provide knowledgeable and helptul re-
PO 1O Your questions.

Q
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VETERANS

Food senvice:

o In canteens with Food Courts, we will serve vou
within three minures.

* We guarantee you positive dining experience
cach and every time.

o We will offer a “Caregiver Special” every day in
the cafeteria or Food Court and price it within
the lunch allowance tor VA volunteers.

VETERANS HEALTH ADMINISTRATION

Provides health care to eligible veterans and their de-
pendents,

o We will treat vou with courtesy and dignity.
You can expect to be treated as the first-class cit-
izen that vou are.

o We will provide vou with timely access 1o health
care, We have talked to vou, our patients. about
vour expectations tor timeliness. You have told
us that vou expect to have vour urgent needs
met when they come up and your non-urgent
needs taken care of in a reasonable period of
time. You also said vou understand that it may
take some time for vour medical facility to meet
vour expectations for timeliness. For that reason
we have asked our medical facilities o do three
things so that they eventually meet your expecta-
tions:

(1) post local timeliness standards:

(2) keep track of how well they meet those
standards: and

’ ) . . .
{3} mak¢ continuous improvements in their
timeliness.

» One health care team will be in charge of vour
care. Because health care often involves many
different providers. it is important that one
provider or team have overall responsibilin. You
can expect to know whom to contact when you
need help or have a problem,

o Wewill involve vou in decisions about vour
care, Your preferences will be met whenever pos-
sible and medicaily appropriate. We will lisien
to vour concerns and discuss thent with vou,

o We will strive to meet vour physical comtort
needs. This includes help with things like pain
management, cating, bathing, or getting o the
bathroom while in the hospital, Tt also includes
maintaining privacy during examinations and
tests when an inpatient or outpatient, We will
ensure proper facilities for veterans with special
nL'C\l.\.

o . .

o We will provide support to meet vouu cmotional
needs. We will encourage vou o share any anvi-
cties and fears vou may have about vour condi-
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APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

tion or trearment. You can expect our staff to he
sensitive to your feelings and help you deal wich
vour health care experience.

* We will take responsibility for coordination of
vour care. Health care can be very complicated,
and many patients need to see more than one
health care professional. We will ensure thar all
vour providers talk with cach other and give vou
clear plans for your care. If you need a specialist,
you can expect us to make all arrangements to
ensure one is provided for you.

* We will strive to provide informarion and edu-
cation about your health care that you
understand. You can also expect us to try to an-
swer your questions in a way thar you
understand.

¢ We will provide opportunities to involve your

family in your care. Whether your family is in-
volved, however, should generally be vour
choice.

We will provide smooth transition between vour
inpatient and outpatient care. You can expect to
understand what medicines you are to take,
what danger signals to look out for, and what
activity level you can have afier discharge. You
can expect to know whom to contact if vou
need help or advice right away. and when vour
first follow-up appointment is.
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