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INTRODUCTION

The Federal Government must be customer-

driven.
President Clinton

When it absolutely, positively
has to be there overnight,
Americans think of Federal
Express. Fed Ex'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 trying 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 it 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 fb r Serving the American People, is
the result: the U.S. Government's 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 arc prepared for our
customers to judge us on our performance.

6
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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
are 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 advertising their service standards.

THE BEST IN BUSINESS

Our ultimate 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, equating the goal for government
services with the best in business lets kderal
workers draw on their own experience in
deciding how to treat customers. As in the
golden rule, they should treat their
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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 employees 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
committee. 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 are
pretty modest compared with the best in
business. For example, the Department of
Veterans Affairs promises that veterans will
have to wait no more than 30 minutes 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 its customers what to expect. That's



the vav Disney does it signs posted along
the waiting lines tell vou 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 completed. 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. But 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.

Ultimately, 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.

8 3



CUSTOMER-DRIVEN
GOVERNMENT

RESTORING FAITH ONE
CUSTOMER AT A TIME

The concept 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 government's
owners or, at the very least, stockholders.
But it is possible to he an owner and a
customer too. For example, if you own stock
in Ford Motors, your relationship to the
company is something like a taxpayer's to
the government; vou 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-
payers 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 system 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 years ago. 76
percent of Americans believed that they
could solve problems together through 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 majority 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 next 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 is working better,
that Americans might once again believe
that we can solve national problems like
unemployment, crime, health care, and
homelessness together, through self-
government.

THE BUSINESSLIKE APPROACH
TO GOVERNMENT

Applying the customer service concept to
government has clear management

9
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PUTTING 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 staff of the
New York Regional Benefits Office of
Veterans Affairs focused on customer service
when they 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 employees who
travel on business. By eliminating unneces-
sary red tape and the associated jobs, the
new procedure has the potential to save
Si billion over the next five years. All across
government, eliminating excessive overhead
and red rape will save tens of billions or 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 and passengers.
It used to take hours, sometimes days, to get
cargo through customs. That was ,a serious
problem for 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 Office had to
enforce the laws governing what conies into
the country; delays and angry customers
seemed to come with the territory.

The customer service approach changed
everything. Instead of viewing the trade
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community as the adversary people who
might be caught breaking the rules the
Miami Customs team began viewing
shippers 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 airlines with everyone in the
community. People representing all these in-
terests began meeting and they met
often. They listened to one another's ideas
about quicker 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 getting 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.

0

SATISFYING CUSTOMERS
FIRST) YOU HAVE TO
FIND THEM

The customer service approach is so new
to sonic agencies that the very first step was
to figure out who the customer is. Since the
customer is the one you try to satisfy, it was
natural for many government workers to
think that the customer must be the boss, or
headquarters, or Congress; in the past, our
systems have certainly been designed to sat-
isfy these people. But, while they are all im-
portant even crucial to our success,
they are not the customer . The customers
are the people who use the national parks,
forests, and waterways; people who are eligi-
ble for social security and veterans benefits;
people whose lives are diminished by U11011-



CUSTOMER-DRIVEN GOVERNMENT

HHS Customer Service Model
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ployment, illiteracy, crime, pollution, and
the problems of our major cities. 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 administered
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. It 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

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
your 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 customers. The D1M1V had set out to im-
prove service in issuing driver's licenses. It as-
samed 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.'lhe No. 1 complaint

11 7
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by a wide margin was run the long lines.
but the unflattering' pictures on the licenses.
Even though the DMV saw people waiting;
in line every day, each individual customer
only had to wait in line once every rice
years. But the customers were aggravated
every time they had to show someone the
had picture on their license. Now Oregon
Uses a video system that takes a little more
time but arlows the driver to select the best
of a variety of pictures. That's good ser\ lee
from the customer's point of view.

In developing the customer service
standards listed in this report, federal 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 your car
breaks down. You are about to panic when
you spot a National Park Service sign with
emergency instructions but in a language
you don't understand. Not much help, eh?
Well, that is just what the Park Service had
been doing to its customers until it surveyed
them and found out that 75 percent of the
visitors to Death Valley are tourists from
Europe. Now emergency instructions are
translated into German, French, and Italian.
Surveys by the IRS produce surprises as well.
Most taxpayers don't put a priority on
getting tax booklets right after January 1.
Your real priority is to minimize contact
with the IRS. 'lb help, the IRS has set a goal
of answering your questions with one call.

Customer surveys arc clearly crucial to
improving service, and the Office of
Management and Budget has made it easier
fbr agencies to conduct surveys. OMB,
which by law must approve any public ques-
tionnaire, 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 Your changing
needs.

FRONT-LINE WORK
A DAILY DOSE OF REAL! FY

runt line workers who dell ss rib
customers dailY often know .1 lot about how
to improxe sets ice. ).is in and day out tI y

hear the complaints and the reasonable
requests, and they see first hand the sansta,
lion when customers' ekpectations arc mei
Certainly, once we I, Ise learned t tom the
customers what they want, the front-Ime
employees are most likely to know how to
deliver it.

Successful businesses pas close attention
to what front-line korkers base to sa Ind
they give them a great deal of authority and
responsibility in taking care of customets.
Federal agencies are doing the same. For es
ample. the Social Seettritv Administration
surveyed all 65,000 at its employees to get
their ideas on how to improve sers ice. sonk
of the good ideas they came up with include
offering drive-through service like banks.
and relocating offices to shopping malls so
that customers can take advantage of free
parking, public transportation, and mall sc.
curity. The front-line workers also knows
how to simplify paperwork in the bac k
uflice so they can spend more of their tune
actually helping customers.

YOU BE THE JUDGE

If; in the past veal. the government had
been totally reinvented into a customer-
driven, world-class service organisation.
you'd know it. The U.S. Postal Service
would be neck-and-neck with Fed Es lot de-
pendable, on-time delivery: ordering a map
from the Geological Survey would be
as simple as ordering a 'cool shirt from 1 .1 .

Beam and checking on your social security

People like you dry gik in,1 ,g(Murnment .1 ,I400(1 name
Al Wade, WWII eleran, waking c ti%tonter ,er it 1.
at the Federal Re«tuk Center in M11111,1111, tsl,lss,it IttiNew,
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benefits would be like checking on your
Visa account. 'Jim know we are nor there
yet.

But we've made progress to be proud of.
Veterans in New Thrk and Waltham,
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 see the change that a customer-
kxused 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

CUSTOMER-DRIVEN GOVERNMENT

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

So you can 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 about 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
you, the American people, who deserve
nothing short of the best.

13 9
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CUSTOMER GROUP:
BENEFICIARIES

you worked hard and paid into
Social Security for years to become
eligible for benefits. The Social
Security Administration believes

you 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 shouldn't get
shuttled from office to office, each time hav-
ing to explain your problem from the begin-
ning. You shouldn't 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 year the Treasury makes 660 million
benefit payments directly to American
citizens. For many Americans, these
payments 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-
eral agencies in direct contact with these
Americans are doing to improve service.

THE PROMISE OF
SOCIAL SECURITY

REVIEW

The federal agency that directly touches
the lives of more Americans than any other
is the Social Security Administration. Each
year, 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 companies. This
is the foundation we're building on.

15
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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 initially
disapproved and appealed and many are

it is handled by 43 workers, and the total
waiting time could he 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 Chiller 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 sig113 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
year, 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 everybody
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

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
one work day.

When you make an appointment, we'll serve you within 10 minutes of the scheduled
time.

We'll provide you with our best estimate of the time we need to completeyour 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



company records of former employees were
lost. Main' of these people didn't know the
government guarantees their pensions; they
just figured they were out of luck. And until
last year, 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 your benefits come from Social
Security, the Veterans Administration, or
some other federal agency, the Treasury
Department writes the checks and 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 doesn't come the day
you expect it. As things stand now, you call

CUSTOMER GROUP: BENEFICIARIES

the Social Securitv 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 payment on the first check. You
begin waiting. Meanwhile, Treasury searches
its records to see whether the check has been
cashed. You keep waiting. If you're lucky,
and it has not been cashed, Treasury mails
you another check. Total waiting time for
you and your 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. It has cut four days off
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 new electronic benefits card system, you
can expect the same high standards from the government:

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 days.

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.

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

BEST COPY AVAILABLE 15
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PUTTING 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

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

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

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
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CUSTOMER GROUP:
BUSINESS

peter 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 influenti-1 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 office 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 can't 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 arc planned for many locations
around the country. Right now there are
three others, in Chicago, Miami, and Long

NATIONAL
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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 truth 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 arc finding ways to
combine strong enforcement of laws and
regulations with encouraging proactive com-
pliance by business. For example, to protect
the health and safety of workers, the

1 d 17
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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 inspections.

These services to business don't change
OSHA's commitment to protect workers. In
fact, they increase the chance that businesses
.611 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 about 250 seminars for about
13,000 participants last year. 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 about 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

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 officials, working with
both environmentalists and industry, will
begin 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 safe
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 from 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-effective 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.
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CUSTOMER GROUP: BUSINESS

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.

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.

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.

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 specific
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 start.

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 out the
application for a Small Business
Administration loan, gather all the relevant
documents, and wait for the government to
respond. This ye'r, when they wanted
money to expand, the whole process took
only three days, start to finish.

The agency has cut the red tape for small
business financing. The old piles of paper
have been eliminated 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 I appreciate the posi-
tive stance the American Consulate has
taken toward U.S. companies doing business
in Japan. I 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

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.
Green line 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

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 overseas."

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 different 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
raking 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 industry shift from waste
management to pollution prevention; part-
ner with the private sector for a two-way
technological exchange; and accelerate
national use of emerging technologies.

DOE is putting numbcis with its
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

CUSTOMER GROUP: BUSINESS

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
between the national labs, managed by
DOE, and the private sector. DOE has
promised to process the paperwork for new
CRADAs 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-
USA's 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 government's
research and scientific activities support the
needs and interests of business. See the
"Research and Academic Community" sec-
tion for more on these standards.
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YOUR STANDARDS

These agencies and offices are publishing customer service standards for businesses.
The standards appear in the "Business" section of Appendix B.

DEPARTMENT OF AGRICULTURE

Economic Agencies

Field Service Centers
Food Safety and Inspection Service
National Biological Control Institute
Rural Development Administration
Rural Electrification Administration

DEPARTMENT OF COMMERCE

Bureau of the Census
Bureau of Economic Analysis

Economics and Statistics Administration
International Trade Administration
National Oceanic and Atmospheric

Administration
National Technical Information

Service

Patent and Trademark Office

DEPARTMENT OF DEFENSE

Defense Finance and Accounting Service
Defense l.ogistics 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
Bureau of Mines
Minerals Management Service
National Biological Survey
Office of Surface Mining Reclamation

and Entbrcement
U.S. Geological Survey

DEPARTMENT OF LABOR

Bureau of Labor Statistics
Employment Standards Administration,

Wage and Hour Division
Mine Safety and Health

Administraion
Occupational Safety 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
U.S. Customs S, rice

ENVIRONMENTAL PROTECTION AGENCY

Environmental Permitting

EQUAL EMPLOYMENT OPPORTUN I IY

COMMISSION

EXPORT-IMPORT BANK OF THE UNITED STATES

NATIONAL AERONAUTICS AND SPACE

ADMINISTRATION

Aeronautics Enterprise
Human Exploration and Development of

Space Enterprise
Space Technology Enterprise

NATIONAL. MEDIATION BOARD

SMALL BUSINESS ADMINISTRATION
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CUSTOMER GROUP:
THE GENERAL PUBLIC

Bureaucracy. 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-
formation 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't
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.

NATIONAL
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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 Overdorff
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 cut
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 foi, id a
contractor to repair her home. She's back in
her house now and doing fine.

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

Ike earthquake on January 17, 1994,
shook everyone in the city badly.
Emotionally, I was in very bad shape fir
about two weeks. It took my, amily and
myselfabout three months to get our
home bad into pre-quake condition
although we have lost many irreplaceable
items. I still stifle' r from occasional night-
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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-
resentative.

FEMA will treat you with respect and caring.

FEMA will give you clear, accurate information on disaster assistance and how to appl,
for it.

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 improveour 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 513A, everyone we
dealt with from the government was ex-
tremely helpful, understanding, and I
have never seen bureaucracy move this

first 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.

NO 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
Performance Review, the Postal Service pre-
sented standards based on its customers'
input about what is important. It set
standards of overnight delivery of local First
Class Mail and three-day delivery across-
country mail. It committed to a program to

26

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 year.

So how are things going:' 'lb date 81 cities
have the 24-hour information phone
service. "Ihree-quarters of the 40,000 post
offices across the country now offer counter
service in five minutes or less. And on-time
delivet v is at 82 percent across the country
and exceeds 90 percent 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 to 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 pieces of delayed mail at two
Washington, D.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 employees on
the street 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 officer Bill I lenderson,
who had met customer service standards in



CUSTOMER GROUP: THE GENERAL PUI,LIC

Highlights from Customer Service Standards:

U.S. POSTAL SERVICE

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 for North
Carolina.

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

In the old days, before standards and per-
formance measurements, the Postal Service
might not have even known where to look
t'or 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 satisfac-
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 exactly the
point of setting standards to get agencies
to focus on what their customers want and
tak,,: action when they come up short.

For the Inure, the Postal Service has
reaffirmed its commitment to the standards
in last year's report of the National
Performance Review.

PROTECTING THE PUBLIC

Much of the government has as its job
protecting the public its seat belts, 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 better
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
.,et 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 cmD) connections.

_ _
Good Afternoon Here's Your Stuffed Fish and Telephone Bill

Ihe Augusl 31, 199.-1, Washington Post reported on a test of the mail delivery system
that the National Enquirer had carried out and on the subsequent reaction of
Postmaster General Marvin Runyon:

To test the mail sNem, the tabloid nett cpaper out athlrosses on a coconut, false teeth,
bo\er shorts, a rubber snake, a soda Can and a stul,Ied fish. All were delivered, Runyon

"ll was a ( /WV 1051, MU' WC' don't recommend others avlic,ite," he mid. "I3ut I do
agree with the Enquirer's %.erdict: 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 prompey. 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 informatin 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:

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



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's customers number
more than 100 million workers and over
6 million employers. In OSHA's customer
surveys, workers expressed a need for better
hazard information and training. Employers
asked for better 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 employers.

WE PROMISE ...

CUSTOMER GROUP: THE GENERAL PUBLIC

TALKING TO YOUR
GOVERNMENT

You call a toll-free number and you get
the help you 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. Ibp
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.

Dear President Clinton:

We are establishing standards tbr telephone service that include promptness, courtesy,
and accuracy. 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
I ion. Roger Johnson, Administrator, General Services Administration
Hon. James B. King, Director, Office of Personnel Management
I Ion. 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. Scar, 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 1. 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.
Threlve states will participate in the program
this year and 11 more in 1995.

Paying taxes can never be painless, but it
can he 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 Domino's.

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 of2 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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CUSTOMER GROUP: THE GENERAL PUBLIC

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, 'E 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 you to "heat
the street,- but the Securities and Exchange
Commission wants to make sure you have a
level playing field. The SEC protects
investors by enforcing federal securities laws
and regulating securities markets. Individual
and institutional investors have trillions

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 markers 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, vet 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, yet 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 mourning
a campaign to get the word out. A new
series of educational brochures titled Invest
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 Opportunit
Public and Indian Housing

DEPARTMENT OF THE INTERIOR

Office of Surface Mining Reclamation and
Enforcement

U.S. Geological Survey

DEPARTMENT OF JUSTICE

Freedom of Information Act
Immigration and Naturalization Service

DEPARTMENT OF LABOR

Bureau of labor Statistics
Employment Standards Administration,

Wage and Hour Division
Mine Safety and Health Administration
Occupational Safety and Health

Administration

DEPARTMENT OF sTATE

Bureau of Administration
Freedom of InfOrmation Act

DEPARTMENT OF TRANSPORTATION

Federal Aviation 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 PRODUCT 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 Information Center

INTERSTATE COMMERCE COMMISSION

JAPAN-UNITED STATES FRIENDSHIP COMMISSION

NATIONAL. ARCHIVES AND RECORDS

ADMINISTRATION

NATION .1. COMMISSION ON LIBRARIES AND

INEOF.MATION

NATIONAL ENDOWMENT FOR THE HUMANITIES

NATIONAL LABOR RELATIONS BOARD

NATIONAL MEDIATION BOARD

OFFICE OF PERSONNEL. MANAGEMENT

Federal Employment InfOrmation Program

PENSION BENEFIT GUARANTY CORPORATION

UNrrEn STATES POSTAI. SERVICE

32



CUSTOMER GROUP:
LAW ENFORCEMENT

protecting 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 communides 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 next 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 I.. Williams says that as had as
the riots were, they would have been a lot
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

REVIEW

other efforts have reduced street-related gang
killings and violence significantly," says
Williams. 'At the time, clearly this was not a
very popular event among 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 parry 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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PUTTING CUSTOMERS FIRST

rized over $30 billion for law enforcement
efforts mostly at the state and local le\ el.
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 data 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 year 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

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:

Customers will be able to access the system 24 hours a day, 7 days a week (currently

available).

The system will process NCIC inquiries in one second or less. Current NCIC processing
is two seconds.

Users will be able to conduct on-line queries for information that is now available only
through special computer programming.

Users will be able to receive photograph and fingerprint images on-line in police cruisers
(currently not available).
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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: Vulnerable 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 laboratory
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. Attorney has a
Victim-Witness Coordinator who answers

Highlights from Customer Service Standards:

U.S. ATTORNEYS' OFFICES

If you are a victim or a witness

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

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

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.

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

JEST COPY AVAILABLE
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questions, provides emotional support, sees
to special needs, and advises of changes in
offender status. The Justice Department is
currently reviewing customer service
standards in this area and expects to have
them published by December 1994.

Applying customer service principles to
its direct enforcement work is the challenge
that faces Justice and agencies like it. For her
part, Attorney General Janet Reno has com-
mitted to expanding law enforcement
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

Community Relations Service
Federal Bureau of Investigation
U.S. Attorneys' Offices

DEPARTMENT OF THE TREASURY

Bureau of Alcohol, Tobacco and Firearms
Federal Law Enforcement Training Center
U.S. Secret Service
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CUSTOMER GROUP:
NATURAL RESOURCE
MANAGEMENT

The 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
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 off-road
vehicles.

The Interior Department's Bureau of
Reclamation, which built American Falls
Dam in 1927, recognized the need to

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
called 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
darn-builder to that of resource manager.

Reclamation has a big job to do; 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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PUTTING CUSTOMERS FIRST

fleet 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 nation's
lands and natural resources. Key agencies are
the Forest Service in the Department of
Agriculture; the Bureau 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 Americans as the
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 nenvorks 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 about 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.
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CUSTOMER GROUP: NATURAL RESOURCE MANGEM1NT

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

things, the agency promises always to:

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.

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

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. It 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 year, 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 streamlines the Bonneville organization
by nearly 800 jobs.

YOUR STANDARDS

These agencies and offices arc publishing customer service standards for natural
resource management. 'Me standards appear in the "Natural Resource Management" sec-
tion of Appendix B.

DEPARTMENT OF AGRICULTURE

Forest Service

DEPARTMEN I' OF DEFENSE

U.S. Army Corps of Engineers

DEPARTMENT OF ENI.RGy

Energy Resources

DEPARTMENT OF THE INTERIOR

Bureau of Indian Affairs
Bureau of I And Management
Bureau of Reclamation
Minerals Management Service
National Park SeriLe
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CUSTOMER GROUP:
THE RESEARCH AND
ACADEMIC COMMUNITY

David 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 for
card 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."

NATIONAL

REVIEW

Today, NASA system designers are totally
committed to consulting users. actu-
ally had users slog through the design
process with early mock-up screens," says
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

The federal budget for research and devel-
opment was over $70 billion for FY 1994.
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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, ocean cir-
culation and productivity, ozone change, land surface characteristics, sea ice dynamics,
and polar ice sheet mapping. Customer service standards are:

In July, 1994, the prototype of the EOSDIS, Version 0, became available with some oper-
ational elements.

When fully operational, EOSDIS will fill 95 percent of user requests to the system within
72 hours.

Provide for continuous production of geophysical and biophysical data products flowing
from EOS by the year 2004.

Over $11 billion was earmarked for
supporting university researchers. Civilian
research efforts totaled about $30 billion,
with the balance for defense research.
Research 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-energy physics, biomed-
ical science, and aeronautics, the national
laboratories provide facilities for researchers
from universities, 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 grants,
contracts, and other agreements awarded to
universities, university consortia, and other
research organizations. The agency's
customer service standards focus on the
research funding process and involve
commitments to clarity, fairness, timing and
openness.

The Department of Energy manages the
system of national laboratories, sites of some
of the most sophisticated research and devel-
opment capabilities in the world. The labs
conduct a world-class program in basic and
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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 at
the Princeton Plasma Physics Laboratory,
and the world's most powerful "soft" x-rays
at the Lawrence Berkek/Laboratory. In the
past few years, the national labs turned 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 serve:, the
academic community in a variety of ways.
The department worked with state
governors and lawmakers, school adminis-
trators, teachers, and pareits to develop and.
enact the Goals 2000 Educate Ameri,a Act.
Goals 2000 sets challenging standards of
academic 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, Localities,
and Other 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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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.

State clear guidelines for proposals, criteria, and selection.

Conduct fair reviews of proposals, including reconsideration, if requested.

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
Fed World, 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. Fed World has established the following customer
service standards:

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 electronic 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 National
Archives customer service standards are:

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

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).

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).

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.

BEST COPY AVAILABLE 42
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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

Bureau 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
National 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

John Dryer of Boeing, charged with
helping 19,000 laid-off 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.. .. It's just been fantastic
to see the partnership that has been
established between the union, the
company, the state government, the federal
government."

Partnership? Partners as customers? These
are new and difficult ideas in the federal gov-
ernment, but they are central to the
customer service revolution. In areas as
diverse as Medicaid and highways, 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-

NATIONAL
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governmental organizations that 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.

6 million children were fed school
breakfasts.

The customer-driven approach to such
programs paid off in Seattle. The partners
are delighted. They have worked together,
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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
promises to:

Give you prompt service and accurate information.

Consult with you early on the formulation of new policies and regulations that will
affect your operations and customers.

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
feel much like partners of the federal govern-
ment, much less customers. As one state of-
ficial observed, the intergovernmental
system for delivering services has "broken
down in a tangle of good intentions.... [It]
stifles initiative and squanders resources
without achieving sufficient results." The
National 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-
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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 ultimate 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 Seattle 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
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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 bureaucratic lines to slash
red tape and get the job done is hard work.
Nevertheless, this must happen to make cus-

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, Atlanta's 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 secretaries 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.

The 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
TO 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

Highlights from Customer Service Standards

DEPARTMENT OF DEFENSE

The Department of Defense has set standards that communities whose bases are closed
can count on. For example:

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
issues get resolved within one month.

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.
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state. When a base closes, the local 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
Office of Housing/Federal Housing Authority

DEPARTMENT OF THE INTERIOR

Bureau of Indian Affairs
Office of Territorial and International Afftirs

DEPARTMENT OF LABOR

Employment 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

Sometimes having a customer's
perspective requires that you literally
take his or her point of view. That's
what happened when the National

Park Service surveyed the customers who
rake 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 Executive 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 year. Eighty-two thousand boaters
use the Coast Guard's search and rescue ser-
vices annually a small but grateful
percentage of the 55 million people who
benefit in other, less direct ways from the
Coast Guard's services.

TOURISTS AND
OUTDOOR ENTHUSIASTS

NATIONAL
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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 long tra-
dition of hosting visitors at such sites. Trails,
visitor centers, educational programs, and
guides have made many a vacation and
weekend enjoyable and memorable. Now
the Park Service is going further talking
to its customers, setting standards, and
improving service.

The Park Service is proving the wisdom
that only the customer knows what the cus-
tomer wants. "After 20,000 interviews, I 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.

Asa result of what its customers have
said, the Park Service is offering 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
who wants one gets a brochure.

One of the biggest surprises the Park
Service got was from surveying visitors at
Death Valley. It found that 75 percent of all
visitors are foreign primarily Germans,
French, and Italians. 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, motels, restaurants, and
other businesses. They also draw foreign vis-
itors and revenues to the United States.

Other 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 year, the
Forest Service has conducted a national pub-
lic opinion poll and held town hall
meetings, focus groups, and local forest
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. It is changing the way it
does business and setting service standards.
For example, Americans told the Forest
Service that they "want to he 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.

Highlights from Customer Service Standards:

NATIONAL PARK SERVICE

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
nationwide standards are:

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
recreational values.

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
in well-maintained outlets.

U.S. COAST GUARD

The Coast Guard has set standards for the services it provides to recreational boaters. It
will provide customers with:

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.



CUSTOMER GROUP: 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 was to improve ser-
vices and business practices.

The Coast Guard has joined in, too,
setting 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 pay 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 played
a major role in the development of the
nation's water resources and infrastructure.
'Way, 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 surveying its customers, setting
standards, and increasing customer satisfac-
tion.

INTERNATIONAL TRAVELERS

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

A traveler may encounter several federal
agencies at the nation's airports:

'Hie Immigration and Naturalization

Service ensures that only those people
who should be in the country enter.

The U.S. Customs Service combats
smuggling 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 threaten
America's 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 carousel waiting for their suitcases.

Things are 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 partner-
ship to cut total passenger processing time to
45 minutes counting from the time the
plane is at the gate to the time passengers
leave the Customs area with their luggage.
Although times are monitored for each part
of the process, it's the total time that counts.
The partners are working closely to iron out
problems, and passenger clearance times
have already improved dramatically.

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

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

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.

You will receive timely and c ourteous 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 safety
overseas. It also provides the documents that
you can't leave home without visas for
visitors and passports for the Americans who
make 45 million trips abroad each year.
Now, the State Department is taking steps
to improve its customer service. It is setting

standards, designating customer service
managers and teams at regional offices,
training passport employees, and expanding
the number of places where Americans can
obtain passports from sites in the Navajo
nation to the Recorder of Deeds in Iowa.

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
Outdoor Ent?lusiasts" section of Appendix B.

DEPARTMENT OF AGRICULTURE

l'orest Service

DEPARTMENT OF DEFENSE

U.S. Army Corps of Engineers

DEPARTMENT OF THE INTERIOR

Bureau of Land Management
Bureau of Reclamation
Fish and Wildlife Service
National Paris Service

DEPAR rmENT OF it'sucr.
Immigration and Naturalization Set, ice

DEPARTMENT OF STAFF

Bureau of Consular Affairs

DEPARTMENT OF TRANSPORTATION

U.S. Coast Guard

DEPARTMENT OF THE TREASURY

Bureau of Engraving and Printing
U.S. Customs Service

ExEcunvE OFFICE OF THE PRESIDENT
Old Executive Office Building

Preservation Office
White House Visitors

NATIONAL AERONAUTICS AND SPACE

ADMINISTRATION

NASA Exhibit Program

NATIONAL. ARCHIVES AND RECORDS

ADMINISTRATION
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CUSTOMER GROUP:
THE U.S. GOVERNMENT
AND FEDERAL EMPLOYEES

When 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.

functions
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, painhil 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 seekers 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 image for
the government. Job seekers also win
because looking for a federal job doesn't
mean doing a platform dive into a pool of
fed tape.

Now anyone with a touch-tone phone 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 seeker can even apply for some of these
jobs by phone. Its simple to find and apply
for any nursing job in the federal govern-
ment, for example; just dial 1-800-800-
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USRN. Its one of the most intelligently de-
signed, customer-friendly automated phone
systems to be found anywhere, public or pri-
vate.

Applications for other jobs are done elec-
tronically with a simple multiple-choice
form. These applications arc then screened

,omputer, eliminating the need for
specialists to spend hours and hours plowing
through piles of SF-171 job application
forms, looking for basic qualifications.

The Interior Department's Mineral
Management Service recently took
ad' 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 F..
Brown, associate director for administration
and budget. He estimates that the system
will save S9 million a year in staffing and
processing costs when used departmentwide.

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; that's
45,000 a day. The traditional process
includes 17 steps and takes about three
weeks. "It seems sometimes they do more
traveling getting their orders done than they
do when they actually get on a plane,- says

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

OPM has established the following service standards for job seekers using the Federal
Employment Information System:

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.

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.

We will respond to your requests for applications and/or routine information within one
business day.

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:

Overhead rates will not exceed 8 percent.

Prices paid by customers will remain below the average of the lowest commercial rates.

Agency requests for exceptions to FTS2000 will he responded to within 15 days.

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

Customer satisfaction with overall 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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CUSTOMER GROUP: THE U.S. GOVERNMENT AND FEDERAL EmPLoras

Air Force ( .aptain Rod Berk, who was
tasked with reducing the red tape for the
I )efense travel system.

Berk's new process requires only four
steps and cuts processing time horn three
weeks to one day. The new electronic system
even sends checks out in one day. "It makes
life easier for us," says joan Diamond, chief
of the travel division says. "Everything is au-
tomated, so we don't have to shuffle papers
around."

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

When you buy something for your home
or family, you want to spend as little money
as possible, but you also need to think about
value. If you work fbr the federal
government, on the other hand, and you
want to make a small purchase, you don't
have time to look for bargains. You have to
fill out a stack of (brills 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 easier,
GSA has introduced purchase cards for most
government purchases under $2,500. Not
only are the purchase cards more
convenient, they're cost-effective: 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-
sential 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 he 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 loses the business.

YOUR STANDARDS

Fhese agencies and offices are publishing customer service standards for federal
employees and other federal agencies. The standards appear in the "U.S. Government and
Federal Employees" section of Appendix B.

DEPARTMEN r OF COMMERCE

But eau oldie (:ensus
( Iovernments Division Reimbursable

Surveys

DEPAR I'MENT OF DEFENSE

I )elense ( :ommissary Agency
Legislatie Affairs
Personnel and Readiness

DEPAR MEN I OF STATF

)ffice or Foreign NI issions

DEPARTMEN r OI. THE TREASURY

Bureau of Engraving and Printing
Federal I .asv l'nfOrcement Training ( 'enter
l'.S. Mint

Salo Service

EQUAL. EMPLOYMENT OPPORTUNITY

COMMISSION

ExEcurivE OFFICE OF TIIE PRESIDENT

Admittance to Willie House Complex
FOP Libraries
White I louse Conkrence Rooms

GENERAL. SERVICES ADMINISTRATION

Fleet Nianagement System
Fleet Management Services, Region 2
(Mice of rl.52000

OFFICE OF PERSONNEL. MANAGEMENT

Federal Employment Information System
( Mice of Insurance Programs
Retirement and Insurance Group

U.S. IN I ERNA I IONAL 'I'RAI)E COMMISSION
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CUSTOMER GROUP:
VETERANS

Therese 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
benefits 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 I got transferred on the
phone or had to call back the second or
third time, I 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 she'd
he my contact person, I could get hack in
touch with her with any questions I had. I
thought, something strange and different's
going on here."
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With time, Davis became a big fan of VA.
He says, "Therese always got hack in touch
with me. When she told me she'd get an an-
swer, she got an answer. When I left a
message ... she called me back, and it was a
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. Others 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's
major service organizations are publishing
standards that veterans can use to judge how
the part of VA that they need measures up.

The Veterans Benefits Administration
provides compensation and pension benefits
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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perience with other reinvention ideas. It is
getting customer input from surveys and
focus groups. One thing it learned is that its
internal performance measures don't cover
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.

"Ile National Cemetery System
maintains all 114 national cemeteries, as
well as providing burial services, headstones,
markers, and burial flags. Affording veterans

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 promise.

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:

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.

BEST COPY AVAILABLE



customers, it is learning more and more
about what is important to veterans and
their families. For example, VH A had pretty
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 offi-
cials had also believed that veterans didn't
mind time spent waiting to see 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
putting 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 offices 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 raining;

Service

DEPARTMENT OF VETERANS AFFAIRS

Board of Veterans' Appeals

National Cemetery System
Veterans Benefits Administration
Veterans Canteen Service
Veterans Health Administration
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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. Public officials must embark upon a revolution within the Federal
Government to change the way it does business. This will require continual reform of the executive branchs
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 I. 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 or entire 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 seeks 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 agency;
(h) survey customers to determine the kind and quality of services they want and their

level of satisfaction with existing services;
(c) post service standards and measure results against them;
(d) benchmark customer service performance against the best in business;
(e) survey front-line employees on barriers to, and ideas for, matching the best in business;
(f) provide customers with choices in both the sources of service and the means of delivery;
(g) make information, services, and complaint systems easily accessible; and
(h) provide means to address customer complaints.

Section 2. Report on Customer Service Surmys. By March 8, 1994, each agency subject to this order shall
report on its customer survevs 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, each agency subject to this order shall publish a
customer service plan that can he readily understood by its customers. The plan shall include customer
service standards and describe future plans for customer surveys. It also shall identify the private and public
sector standards that the agency used to benchmark its performance against the best in business. In
connection with the plan, each agency is encouraged to provide training resources for 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 or benefit, substantive or procedural, enforceable by a party against the United States, its
agencies or instrumentalities, its officers or employees, or any other person.

The White I louse
September 11, 1993

VjuiActAANCIZALL4,112AA.
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BENEFICIARIES

DEPARTMENT OF AGRICULTURE

FOOD AND NUTRITION SERVICE

htnages the food stamp program.

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 qurtlifY fOr immediate assistance, we
promise to give you our food stamp benefits
within five days.
we let know least month

before your fOod stamp benefits are due to stop.
If you apply to continue your fOod by the 15th
of your last month and you still qualify
we'll make sure your benefits are not
interrupted.

IfWe say you don't qualify and You don't agree
with our decision. just ask and we promise to
give you a fair hearing. \\'e also promise 0) let
von know the results of appeal within 60
days.

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

DEPARTMENT OF DEFENSE

DEFENSE LOGISTICS AGENCY

NATIONAL
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Defense Personnel Support Center Homeless
Support Initiative

Provides c/othing and bedding to orgaMrdtions bons-
ing the haw, less.

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

DEPARTMENT OF HEALTH AND

HUMAN SERVICES

HEAITH CARE FINANCING ADMINISTRATION

:I/images the Mediethe /mg ledicaidprograms.

Written responses:
We will answer your 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 can-
not provide an immediate answer, we will give
N'ou a firm commitment as to when an answer
can be provided.

Nobody likes to he put on hold. Our %uncial-el is
that callers will be -on hold- fir no more than
two minutes.

(:ails made in off hours will be returned the next
business day.
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Information needs:
\ \'e are asking our customers to help to improve
all dour publications and norLes so they can he
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 vou 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:
\ \'e will measure your satisfaction with Medicare
and Medicaid through the use of customer sur-
veys, focus groups. public comments, and meet-
ings with customer representatives.

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

We will identify customers who have special
needs related to vision, hearing, mobility, health
status, literacy, language, and other factors. We
will make a special effort to help these customers
with access to services and information.

Health care choices:

N.Ve 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 makin!..t, health care 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.

iealth 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.

\\'e will respond to verbal or written complaints
front beneficiaries or their representatives by
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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.

\\'e will work with our partners, our agents,
states, other interested parties, and our
customers to identity and implement creative
and effective approaches to improving our pro-
grams and our performance.

PUBLIC HEAE111 SERVICE

Indian Health Service

Prorides barb ca' SelTiCeS to American hulians and
Alaskan Nath,es.

1'our right: You deserve to know who is treating
vou and what services are available to help main-
tam your health.

Our standard: Our stall:will verbally identih
themselves to you upon contact, will wear name
tags, and will provide information on the types
of services available to vou.

Your right: You deserve respectful care and con-
sideration for your emotional, social, cultural,
and spiritual values and comfort.

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

Your right: You desert to have all the informa-
tion x'01.1 need to help you and your family make
treatment decisions in partnership with your
health care providers.

Our standard: Our Staff will inform you and an-
swer your questions about your treatment. The
information provided to you will be
documented in your medical record.

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

Our shn/dard: Our staff will discuss with you our
recommended treatment and document your
decision in your medical record.

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

Our standard: We will take full responsibility for
protecting your personal privacy and the confi-



dentialit of your medical records. Except as au-
thorized by law, aty use of your record outside
of your personal health care will be undertaken
only with your written permission.

l'our right: You have the right to expect that
within our capacity we will be responsive to your
requests for services.

Our standard. Our staff will respond to your re-
quests for services as quickly as possible. For ser-
vices not available locally. ott and your family
will be informed how and where you can obtain
these services and whether transportation will be
provided.

SOCIAL SECURITY ADMINISTRATION

tWanages the ..Social Security programs.

We will administer our programs effectively and effi-
ciently to protect and maintain the Social Security
trust funds and to ensure public confidence in the
value of Social Security. We are committed to fair
and equitable service to our customers. We promise
to respect your privacy and safeguard the information
in Your Social Security record.

We are equally committed to providing you with
world-class public service. When vou conduct busi-
ness with US, 'ott can expect:

We will provide service through knowledgeable
employees who will treat you with courtesy, dig-
nity, and respect every time You do business
with us.

We will provide you with our best estimate of

the time needed to complete your request and
fully explain any delays.

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

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

When you make an appointment we will serve
You within 10 minutes of the scheduled time.

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

We know that you expect world-class service in all of
your dealings with us. Today, we are unable to meet
your expectations in some areas, but we are working
to change that. We are revising all our critical work
processes to make them simpler, quicker, and more
customer friendly. When we redesign our processes.
VOU can expet t:

BENEFICIARIES

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.)

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

DEPARTMENT OF HOUSING
AND URBAN DEVELOPMENT

OFFICE OF HOUSING/

FEDERAL HOUSING AUTHORITY

Stimulates housing through direr financing. loan
guarantees, interest rate subsidies, mortgage

insurance, etc.

YOU can expect our employees to nicer the following
standards:

Respect:

Every customer is entitled to courteous
treatment.

Every employee represents the Office of Housing.

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

Identify yourself and your organization every
time You have a customer.

Don't drop the ball direct correspondence
and telephone calls to the correct party.

When transferring a customer, take time to reas-
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 altenratives
and alternatives for the deaf and blind. when
necessary.

Quality products:
Provide all available infinmation to a customer
on the first call or letter; ensure that all questions
are answered.
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Write in plain English, not technical 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/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 contact name, organization, telephone
number, and effective date on even' 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
response 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.

'Frain 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 stall are thoroughly
informed.

Provide bask pi ogram training to clerical staff:
Nrticularl those who deal ss nh the public..

Go

Include in the headquarters telephone directory
and each field office telephone directory a con-
tact name and telephone number fOr each pro-
gram area, e.g., Single Family Mortgage
Servicing, John Doe, 708-0000.

Always conduct oneself as a representative of the
organization.

Mortgage Assignment Program

Provides an alternative to mortgagors (customers) tam
are on the ',ewe of osing their home to fb reclosure.

The following customer service standard is used by
field office staff in handling customers who are seek-
ing relief:

Customer receives written notice from the mort-
gagee that their mortgage is in default. The letter
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
acceptance into the Mortgage Assignment
Program.

Staff identifies documents needed to make eligi-
bilin' 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 initial tele-
phone call to the date of final decision.

Mortgage Approval Process

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

Rehabilitation Mortgage Insurance, Section
203(k)

Provides mortgage insurance /Or the purchase or refi-
nance and rebabilitall011 Of.singlefimily properties.

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

Processing is competed and a mortgage
insurance certificate is issued to the mortgagee
within 10 days of 1 1 ID's receipt olthe closed
loan.



DEPARTMENT OF LABOR

PENSION WELFARE BENEFITS ADMINIS"FRATION

Administers and enforces standards to protect assets in
private pension and benefit plans worth .S2 trillion.

What you can expect if you telephone:

A friendly courteous voice.

A representative who \sill listen to your
questions and he sensitive to your request.

A return call no later than the end of the next
business day.

What ,'ou can expect if you write:

A reply within 30 days of our receiving yOUr let-
ter.

A clear, easy-to-read response.

"al- von can expect anYtim:
Straightforward information on how the law ap-
plies to Your circumstances.

Information on options that may he available.

Respect for your privacy.

The name of the employee assist ing you.

DEPARTMENT OF THE TREASURY

FINANCIAL MANAGEMENT SERVICE

Check Claims

Hand/es claims for lost or missing checks.

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

\X'e are also reinventing our process to reduce
the Federal Program Agency Check Claims cycle
time by five days.

PENSION BENEFIT GUARANTY

CORPORATION
Nitwits the benefits of participants in private sector
pension plans and provides timely payment of.bendhs
for throe pension plans that hare been terminated

\Ve pledge that:
In all communications with voo, we gill
acknowledge your inquiry within one week. If
we cannot give you an immediate answer, we

BENEFICIARIES

will tell Y°L1 when to expect it and we will give
.oti a specific point of contact.

Ili( will take us longer than expected to answer
your question, we will give you a status report
and tell ou a new date when to expect an
answer.

If you arc receiving a pension check, changes
you request (such as address change, direct
deposit, tax change) will be made within 30
days, lithe 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.

RAILROAD RETIREMENT BOARD
An mehpendent qemy administering retirement, dis-
ability, and unemployment/sickness for railroad em-

ployees.

Standards:ed

willill be courteous and treat .ou with respect
every time you contact us.

The information c'ou provide us is protected
under the provisions of the Privacy Act.

We will reply within 10 working days of receiv-
ing your letter. If for any reason we cannot, we
will acknowledge your letter and tell you how
long it will be before we can answer your ques-
tions fully.

If VOU filed for your railroad retirement
employee or spouse annuity in advance, 'ou will
receive VOW first payment, or a decision, within
45 days of your date of retirement.

If you filed for a railroad retirement survivor an-
nuity or lump sum benefit, you will receive Your
first payment. or a decision, within 75 days from
the date 'ou filed your application, or became
entitled to benefits, if later.

111 you filed an application for unemployment or
sickness insurance benefits, N'011 will receive a
claim form, or a decision, within 15 days of the
date we receive your application.

If you tiled a claim for unemployment or
sickness insurance benefits, You will receive your
payments, or a decision, within 15 days of the
date we receive your claim form.

If you filed for a railroad retirement disability
.111111.11rV, N'Ott will receive your first payment, or a

decision, within 120 days from the date You
filed your application.

If you think we made the wrong decision about
c.our benefits, you have the right to ask for
review and to appeal. We will tell VOU about
these rights each time we make an unfavorable
det isiun about your benefits.

BEST COPY AVAILABLE
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Claims for some benefits may take longer to
handle than others if they are more complex. or
if we have to get infOrmation from other people
or organizations. If this happens. we will give
you an explanation and an estimate of the time
required to make a decision.

Openness:
we will display in each office how well we are
meeting, the established standards.

When you visit our offices, the staff-will identify
themselves by name.

When von telephone us, we will identity'
ourselves by name.

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

Accessibility:

When you telephone us, you should be able to
reach us on the first try.

6
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When visiting us, you will be helped within five
minutes of your scheduled appointment.

You will not have to wait more than .30 minutes
if you do not have an appointment.

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

Accountability:

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

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

If you are not satisfied with our service, you may
contact the manger of the office with which von
have been dealing, or the Regional Director who
is responsible fir that office. Their names and
addresses are available in each office.
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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/0' r improving the
perform ance blagriadture and the well-being of rural
Alerfra.

Vic will:

Respond to each customer in a courteous and
helpful manner.

Accurately direct you to the person or agency
with the information 1'01.1 need.

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

lake it easy to find and order reports.

Deliver promised information promptly.

Explain why, when we cannot meet your
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 you c:.;1 e\pect from the ERS-MASS sales
desk:

Your call will he answered prompth and courte-
ously by a knowledgeable oper.tioi.
(.)ccasionallv, the volume of calls may require
that your call he plated on hold for .t short tine,
but we won't fbrget you!

N. 0%1'1 NAL

5

REVIEW

If you are calling for the first time, the operator
will ask for Npur name and address and will give
you a customer ID 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 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 your questions
regarding the current status of your 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.

FIELD SERVICE CENTERS

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

Provide one-stop shopping Jr USDA assistance.

You will be treated with courtesy and respect.

You will he 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 he given prompt and reliable service.

We want to respond quickly and accurately w
your requests tbr inlOrmation, loans, payments,
and teLhnical assistance. We will put yoii in
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touch with the person on our stall who can best
handle your 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 dour services and will have these to
vott by June 1995.

You will he given infimnation that is clear, reli-
able, and easy to understand.

\ \'e will explain to you how our programs work,
what benefits you can receive, whether you are
eligible, and how you 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 you 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 continually improve them so that
they are easy for you to fill out and provide us
with the information we need to serve you.
When we revise our fOrms or create new ones,
we Will consider to your suggestions.

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

FOOD SAFETY AND INSPECTION SERVICE

Envoys that meat and poulny produas that cross SIMe
borders are salt', wholesome, and accurate/)' labeled.

You can expect I IS to:

Be innovative, fOrward-thinking, and continue
to look for ways to improve how we inspect
meat and poultry products and protect the pub-
lic health.

Provide you with up-to-date information or.
food safety issues through the USDA Meat and
Poultry Bodine (1-8(10-535-4555).

Solicit and consider your ideas to assist us in
making policy and program improvements.

Provide uniform inspection in meat and poultry
plants across the United States and hold them all
to the saute high standards.

Ensure that the meat and poultry products you
buy nave safe-handling instructions on them.

Investigate and prosecute people and businesses
that violate meat and poultry laws.

Continue working with industry to improve our
Lurent inspection system using new science and
technological advances.

6i

NATIONAL BIOLOGICAL. CON'T'ROL INSTIT'UT'E.

Pmmotes,peditates, and provides leaderatip to
reduce populations of pet species below natund lerds
in rural and urban areas.

When you contact us, we will be:

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

Clear. We will explain to you what we do, how
our programs work, and how you can apply. If
our information is hard to understand, tell us
and we will try to make it easier to understand.

Accessible. We are available to talk to individu-
als. organizations, school groups about our ser-
vices. Contact us by letter, phone, fax, or
through our bulletin hoard system.

Fair. Our services will be objective, irrespective
of your race, sex, age, religion, or disability.

Ethical. We strive to meet the highest scientific
and ethical standards.

Entrepreneurial. We will help you solve pest
problems through building partnerships, averag-
ing resources, and focusing efforts. We will help
you identify your pest management needs and
obtain information. If we cannot meet your
needs, We Will try to put you in touch with
someone who can.

Efficient. InfOrmation will normally he provided
on the same day of your request. If research is
needed to help with your need, we will try to es-
timate accurately how long it will take. II:obsta-
cles are met that delay our response, we will tell
.oti, and try to offer alternatives.

Open. We work for you, and continually seek
your views, listen to your needs, and take appro-
priate action based on them. If you are not satis-
fied with any aspect of our service, tell us so we
can correct the problem. If we make a mistake,
We Will tell you and correct it.

RURAL I)EVELOPMENT ADMINISTRATION

Guarantees quality loans to help improve the
economic and envinmmental anidilions iu rund

We will:

Provide v(11.1,s-ith all the necessary advice, guid-
;mu:, and referral to other credit when appropri-
ate along with our values and beliefs in the
preparation or your loan application.

Ensure that you are promptly provided, within
seven working days, copies of relevant materials



when you notifY our State Director that you are
considering an application.

Conduct a review of your loan application to
verify completeness and compliance with applic-
able requirements within 1(1 working days after
receiving the application.

Discuss all issues concerning your application
with MU and the lender within five working
days afier completion of our review.

Forward all appropriate documents to the
national office when required within seven
wc,rking days upon completion of the review.

Issue the loan guarantee for your loan within
two working days from the time the lending in-
stitution holds the final loan closing.

RURAL. ELECTRIFICATION ADMINISTRATION

Provides direct and guaranteed loans fir
electrifinuion, telecommunications, and renal
economic development prognems.

The REA field representative will:

Provide advice and guidance to distribution bor-
rowers to help them prepare their loan applica-
tions.

Ensure that the borrower is promptly provided
with copies of relevant materials when a
borrower notifies the REA that it is considering
an application.

Conduct a review of loan applications received
to verify completeness and compliance with re-
quirements.

Discuss issues concerning the borrower's appli-
cation.

Seek to complete the review within 15 working
days after the application is received.

Forward all completed applications promptly to
the Washington office.

Acknowledgment to Borrower: Within seven work-
ing days after the Washington office receives your ap-
plication, REA will send you a letter which includes
or sets forth the following:

The application r, ,eived date (APR).

That REA will notify the borrower no later than
90 calendar days Mier the APR regarding the ap-
plication's status (does not apply to discretionary
loans).

'Nat updated infOrmation mar be required at
the time of loan approval.

'1.11.11 final determination of the interest rate cat-
egory cannot be made until the time of loan ap-
proval.

That the borrower is required to notify REA
promptly of any changes in circumstances that
may materially affect infOrmation in the applica-
tion.

Any additional infOmation.

Second Notification to Borrower, Complete
Applications: Within 90 days of the APR, if the ap-
plication is complete, REA will send a letter to the
borrower with a copy to any supplemental lender to:

Advise that the application appears complete.

Verify the amount of the REA loan requested
and the amount of any supplemental loans.

Verify the interest rate category for which the
loan appears to qualify.

Confirm the borrower's election of the call pro-
vision tor municipal rate loans (prepayment 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 responsibility to no-
tify REA immediately of any changes in circum-
stances that might affect its eligibility 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, Materially
Incomplete Applications:

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

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

Give the approximate date when a decision
about approval can be expected.

Verifr 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 qualifies. If applica-
ble, request a board resolution to reflect the new
terms.

Request that the borrower submit certain
updated infOrmation that will be no older than
6(1 days at the expected time of loan approval.

Remind the borrower of its responsibility to
submit information about any changes in its cir-
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et IlltitalICCS that might affect its eligibility for a
loan, or its eligihility for the imerest rate
category elected in its original hoard resolutior.

Remind the borrower that REA reserves the
right to request additional information necessary
to writ:. eligibility.

Deficient Applications: Prior to loan approval, if it is
determined that the requirements for approval can-
not he 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 to
the borrower accompanied by a cover letter.

DEPARTMENT OF COMMERCE

BUREAU OF THE CENSUS

Data Users Services Division

Provides a variety ofproducts and services based on
Census data.

Phone calls. We will answer phone calls to 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 off-the-
shelf orders within one working day.

Custom orders. We will ship orders for custom
products as stated by the customer service repre-
sentative.

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

Guarantee. We guarantee that ou will be happy
with our product or you can return 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.

Foreign Trade Data Service

Provides accurate and current information about
jb reign trade activity.

Telephone inquiries:
We will answer every phone call (responses may
be delayed on the day statistics are released).

We will he courteous.

We will provide the most current information
on U.S. fOreign trade to meet customer needs.
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Customized tabulations:
We will process most orders for customized tab-
ulations and provide the results within 48 hours
after we receive them. (During press release
times results will be provided within seven days).

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

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

Standard subscriptions:
We will offer woo a standard subscription if it is
appropriate to your request for foreign trade in-
formation.

We will thoroughly explain the content of the
subscription products and the cost of report op-
tions.

We will mail your subscription each month as
soon as the foreign trade statistics are released:

user-selected commodity reports on the day
of release

press release and supplemental data (FI-
900) on the day after release

detailed CD-RONIs and other standard
tabulations within seven :lays.

BUREAU OF ECONOMIC ANALYSIS

Provides economic data on the economy and its
position in the global market

BEA will meet its published anima' 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.

BEA staff will respond to customer
correspondence within five business days.

BEA staff will return customer phone calls
within one business day.

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

ECONOMICS AND STATISTICS ADMINISTRATION

Si-AT-USA

Provides business, midi., and economic bOrmation.

Files on the Economic Bulletin Board (EBB):
We will post all files on the EBB within 30 min-
utes of receipt from the originating agency.



Order fulfillment:
We will ship CD-ROM orders by first-class mail
the next business day after we accept the order.

If We do not ship your order on the next
business day, we will send you One D-ROM
free.

'Technical assistance:

All technical assistance calls will be resolved
within 24 hours. lithe problem requires more
time to resolve, we will keep you posted of our
progress.

If you forgot your EBB password, please give US
24 hours to identify it. We will call the owner of
the account hack with 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, you
will receive a reminder to renew the subscription
45 days in advance of the subscription
expiration date. lfwe do not receive payment
from you, we will stop the subscription.

For our 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, 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 write to you.

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 services 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
of our services and we will share those results
with you.

STAT-1 'SA scants to hear from vou, whether
it's good news or bad. All of our managers can
he reached by mail, telephone, or e-mail.

INTERNATIONAL TRADE ADMINISTRATION

Helps U.S. businesses compete in the global
marketplace.

Agency pledge:

When you contact ITA, we will provide prompt
and courteous service.

We will seek to understand what is important to
you and to meet your needs.

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

Import Administration

Ensures that U.S. firms receive fair treatment on im-
port and relieffront unfair trading practices.

We will:
Provide you 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 receive status on your filing during our busi-
ness hours (8:30 a.m. 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.

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

Provide the information you seek the first time
you call. If we can't provide the infbrmation you
seek at the time of your call, we will let you
know when to expect our response.

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.

W. will use your feedback to tailor our informa-
tion to your needs.
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Trade Promotion and Exporter Services

Offr,s a Parlay Y.specialized pallets and scrota's to
U, ti. businesses to help them enter lb reign markets.

W e will:

Refer you to the appropriate specialist promptly
and accurately.

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

'Fell you immediately about any fees relating to a
product or service that you request.

NATIONAL OCEANIC AND

ATMOSPHERIC ADMINISTRATION

National Marine Fisheries Service

Responsible _for the stewardship of the nation:,.
marine life.

\ \'c will provide service by:

Developing, evaluating through client testing.
and implementing more efficient and easy-to-
use data access technologies such as menu-driven
computer interfaces and facsimile transmissions
of perishable data.

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

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

Regularly polling user needs and customer saris-
fitction through customer surveys; participation
in or conduct of workshops, advisory panels, or
committees on statistics.

Maintaining multiple oral and written, in-person
and electronic means of communication to our
users, such as newsletters, electronic mail forums.
and face-to-face meetings to promote a healthy
dialogue and hear the voice of our customer.

NATIONAL TECHNICAL

INFORMATION SEIWICE

FedWorld'" On-line System

;lets as an inlOnatitm clearinghouse.

Your access to Fed NN'orld will continue to he
provided .0 no charge.
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Products you 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.

\VC will continue to make information accessible
in whatever electronic formats meet your needs
and expectations.

Patent and Trademark Office

Examines and issues patents and trademarks.

\\'e will treat our Customers with courtesy each
time they contact us and, if appropriate, will di-
rect them promptly to the proper office or per-
son.

Ilan employee being called is not available. they
will return the call by the next business day or, 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.
N,v, will respond to status letters within 30 days

from the date received.

Patent standards:
\\:. deliver :acsam,e transni. ion 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.

\\'e will correctly generate and mail a notice in-
dicating the application number, date of filing,
and the title 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
patents, foreign patent literature. and non-

patent literature contained in our search files
and. where appropriate, a reasonable search of
other non-patent literature during the patent ex-
amination process.



'Trademark standards:
\X.'e will 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, 199S.

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-
itv of trademarks within 13 months of receipt of
the application in the PTO.

We will issue correct Notices of Abandonment
within 4S 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 date of registration.

DEPARTMENT OF DEFENSE

DEFENSE FINANCE AND ACCOUNTING SERVICE

We will provide prompt and accurate service for con-
tractors/vendors:

Commercial ins (..ces will be paid between 23 to
30 days.

Progress payments will be paid between five to
seven days.

Cost vouchers will he paid between 12 to 14
days.

Interest penalty will he between 0 and .02 per-
cent.

DEF,ENSE LocisTIcs 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 next business day.

Mail inquiries will be answered within three
business days.

Depots will he notified the same day that an
award is made. This enables the depot to imme-
diately prepare goods for shipment with a goal
to have material ready for shipment within two
business days of the award

DEPARTMENT OF HOUSING AND

URBAN DEVELOPMENT

GOVERNMENT NATIONAL

MORTGAGE ASSOCIATION

Issues securities backed by Federal Housing
Administration and l'eterans Administnnion
guantuteed mortgages to increase the supply of tapital
available to finance housing.

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

All investor telephone calls returned within 24
he urs.

All investors' written correspondence will have a
response prepared tor signature within 15 work-
ing days of receipt.

OFFICE OF HOUSING/

FEDERAL. HOUSING ADMINISTRATION

Mortgagee Approval Process

Sert,es partners wishing to participate in the 111,-1
mortgage insu ?WRY propams.

A mortgagee submits an application with supporting
documentation and processing fee to (Ile field staff,

Professional staff analyzes the materials submit-
ted and makes acceptability determination.

Staff makes an on-site visit assuming availability
of staffing and travel funds.

Field 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 of final
approval/rejection is 45 calendar days.

Section 203(k) Rehabilitation Mortgage Insurance
Program provides mortgage insurance fOr the
purchase (or refinance) and rehabilitation of single
Lundy properties.

Provides mortgage insurance after loan is closed
by the mortgagee and it is submitted to HUD.

Standard: Processing is completed and a mort-
gage certificate is issued to the mortgagee within
10 days of I 1UI )'s receipt of the closed loan.

Note: The Office of I lousing is presently reviewing
the possibility of centraliying the mortgagee approval
process in headquarters. (Centralising the process is
expected to improve service Co our partners.
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DEPARTMENT OF THE INTERIOR

BUREAU OF LAND MANAGEMENT

Manages aspects of 2-0 million acres ()Wend
land and 5-0 million acres of kleral mineral
resomies.

We \sill always:

'Treat you in a courteous, efficient, ind
professional manner every time you contact us.
Work with you to meet your needs while com-
plying with laws and regulations.

Advise you if your request cannot be tilled in
your initial contact with us, and tell you who
will respond to your request and when you can
expect that response.

Compliance and Enforcement

Enjo' rcement ofrequirements, regulations, and buys
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 BE.M compliance 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 your arrival.

You will receive 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 your in-person request. \ \'e will
respond to your telephone or written inquiries
within five business days.

Public Policy Involvement Opportunities

Opportunities fir you to be involved in our planning
pmwss and Our management of resources.

1. ou will he provided with the opportunity to
tell us how you think publicly owned resources
should he managed.

7,5

As we develop plans, rules, and regulations for
use of public resources, You will be asked for
your ideas.

You will he afforded adequate time to make
your comments and sunwstions.

Uses Requiring Authorization

Grazing permits, ,rimes/ leases, and rights of it'd).
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 your request, and the date by which we
expect to address your request.

BUREAU OF MINES

Provides info. rmation on mineral; for use in assessing
U.S. economic and dcle. we needs.

You will he treated with courtesy every time you
contact us.

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

When you call our public inquiries number for
set-vice, you will reach us on the first call.

We will answer your requests as quickly as possi-
ble. If we cannot give you the information You
need at the time you call, we will do so within
one working day or call you back to let you
know the progress we are making on your
request.

When you tyritc to us requesting general
mation materials, we will mail them to you
within one working day. When you write and
ask for more specific technical information, we
will respond within five working days with
either the infhrmation you need or a postcard
acknowledging receipt of your request and
reporting the status of our response.

\ \'e will provide you easy access to our informa-
tion. You can talk to us from 6:30 a.m. to 6:00
p.m. Eastern Standard Time.

We will make our infhrmation available
electronically (INTERNET, CD-RONI, Mines
FANBACK) and give you the instructions and
information you need to take advantage of these
sources.



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 bureaucratic
maze of government.

Walk-in customers have priority and will he
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. If 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 Gulf of Mexico Public Information Office
Pilot Project:

When you enter our office you will he promptly
acknowledged.

We will be sensitive to your 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 priority.

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 you need as quickly as possible.

Royalty Management Program

Farmington, New Mexico Pilot Project:

Our aim is to continually improve service to you, If
you would like to make a comment or complaint,
please feel free to use the comment card available
from any of our employees.

Prompt, personal attention (an interpreter will
he 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;
you 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 Pilot Project:
Assist our customers with the same high
standards we expect as customers.

Listen to your royalty issues and assume respon-
sibility for coordinating the resolution of your
concerns.

Meet you elsewhere to help you understand the
royalty process as it affects you if you cannot
come to our office.

Seek your ideas to help us improve our services
by routinely requesting your input on our per-
formance and professionalism.

NATIONAL BIOLOGICAL 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
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 quality
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. Dissatisfied

. Very dissatisfied

'1'hese products will be accompanied 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.
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Our long-term goal is to achieve an average
client satisfaction raring very near level 4
"very satisfied.-

OFFICE OF SURFACE MINING

RECLAMATION AND ENFORCEMENT

Ensures that coal ;nines are operated in a manner
that protects citizens and the environment.

For outreach to coal field citizens and the coal
industry:

A meeting will be held in at least one site in each
state to 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 initial 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 within 30 days after the ini-
tial complaint.

Emergency declarations will be finalized by us
within eight hours of receipt of the state submit-
tal in states which administer the emergency
program.

For abandoned mine land Ice collections:
OSM -1 forms will he mailed out 30 days prior
to the due date.

Fee Collections correspondence will be
responded to within seven days.

Telephone call:: 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 he provided prompt
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 he provided within
90 minutes of your inquiry.

Materials wil' be available to help you identify
and easily locate the underground mine site.

7/

When responding to inquiries, OSM personnel:
Will be courteous and helpful when dealing
with people in person, by telephone, and
in writing.

Will he timely with courteous explanation of
contents offiles, state program
documents. etc.

Will respond to telephone calls within two busi-
ness days.

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 days.

The opportuniry to meet and confer with
citizens regarding problems and issues relating to
environmental protection and surface coal min-
ing operations.

For the OSNI Applicant Violator System we will pro-
vide:

Permit Recommendation Evaluations to the
states within three business days of reque,,r.

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

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.

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 he
established.

Opportunities fbr additional service will be ex-
plored with each customer, as needed.

Reston Earth Science Information Center

\\'e 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
electronic ordering.

We will eliminate processes, procedures. and

rules that are roadblocks to success.

There will he no unreconcilable mistakes
allowed in the handling of the customers'
accounts or money.

DEPARTMENT OF LABOR

BUREAU OF LABOR STATISTICS

The principal Howl data - gathering agony for Labor
economics.

We will let vou know in advance when we will
release our data.

We will be available when you need us.

We will distribute data in the form that fits your
needs as resources allow.

We will provide you with the name and phone
number of a person who can meet your data
needs.

We will help you understand the uses and limits
of our products.
we want to meet your needs.

EMPLOYMENT STANDARDS ADMINISTRATION,

WAGE AND HOUR DIVISION

Enforces labor standards laws protecting workers.

If you contact us with a question, you can expect:

A clear, concise and knowledgeable response to
your 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 you are an employer contacted by Wage and Hour
you can expect us to provide:

Understandable explanations of our
enforcement process and our findings, whether
there arc violations of the law, and requirements
for coming into compliance.

Cooperation in completing our investigation as
quickly as possible.

Cooperation in minimizing interruptions of
.our business operations.

Answers to your questions.

MINE SAFETY AND

HEALTH ADMINISTRATION

Mandatory complete mine inspections:

We will conduct complete inspections at all
available underground mines four times a year
and at all available surface mines two times a
year.

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 safety or health hazards
normally within 24 hours; and initiating investi-
gations of written complaints of discrimination
within 15 days of receipt. If you believe that a
safety or health hazard exists at your mine, vou
can call MSHA roll-free at 1-800-746-1554
you do ncc 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 evaluate proposals to
provide training to miners from state mining de-
partments and others (MSHA State Grants
Program).

Communication between MSHA and the customer:

We will hold rulemaking hearings and topical
health and safety conferences to provide forums
for open discussion of health and safety
concerns. We will consistently hold these events
in the mining regions.

We will work with state and local institutions
and associations to provide miners with useful,
understandable information about mining
health and safety.

OCCUPATIONAL SAFETY AND

HEALTH ADMINISTRATION

Established to help make the American u,orkplace as
sat? and healthful as possible.

Employers can expect OSHA to:
Focus OSHA inspections on the most serious
hazards,

Re respectfial and professional during
inspections.

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 seeking 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
(apt:), 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
responsible 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
Aims Regulations (ITAR), the Arms Export
Control Act (AECA) and other pertinent laws,
national interests, and multinational agreements
or arrangements. This includes the presentation
of and participation in organized seminars, in-
house training, and other public outreach
efforts, such as the Defense Trade News.

Enhancing automated data processing to facili-
tate the electronic handling of requests fir
licenses and other approvals and increasing
responsiveness to U.S. government requests for
assistance.

Ensuring proposer compliance with U.S. regula-
tions, effective 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

84

Motor Carriers

Ensures safety on America highways and the safety 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 briefings.

We will provide information about regulatory
changes to trade associations, trade press, and
other motor carrier publications.

You will receive 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 information 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 your safety compliance.

If you are a hazardous materials or passenger car-
rier and receive an unsatisfactory safety rating as
a result of our review, we will conduct a follow-
up review within 45 days, as requested, to ensure
you 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 how 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 industry 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.

1-7EI)ERAL MARI'T'IME AI)MINISTRATION

Federal Ship Financing

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



We will return your phone calls within
hours.

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

We will provide you with status reports of your
application progress on request.

We will process a complete application within
60 days.

\Ve will treat you with respect and courtesy at all
times.

24 Protecting critical spawning and nursery
grounds annually.

Reducing the adverse impacts of By-Catch
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.

FEDERAL RAMROAD ADMINISTRATION

Railroad Safety

Install toll-free lines to FRA Office of Safery
headquarters and regional offices.

Implement negotiated ntlemakings such as

on trackside worker safety in place of
customary, cumbersome ar-n'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 brief-
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
foi all Class 1 railroads and work with three rail-
roads to develop systemwide safety management
plans.

Train small railroads on safery 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 1() working days.

U.S. COAST GUARD

Commercial Fishing

Our standards call for:

DEPARTMENT OF THE TREASURY

BUREAU OF ALCOHOL, TOBACCO

AND FIREARMS

Nonbeverage Section

&amines fa' mails and analyzes samples to determine
if products qualify for tax refunds.

We will:
Approve, disapprove or identif-y 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
you provide us about 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 alcoholic beverage indus-
try.

We will:
Approve or reject your formal label application
within nine calendar days of receipt. 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 days. You will be notified by phone,
fax, or in writing if our review will exceed 15
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calendar days.

Respond to your correspondence within 21
days. You will be notified by phone, fax, or in
writing if. for an reason, we can send only a
partial reply. We will tell you how long it will he
before we can answer your questions fully.

OFFICE OF THE COMPTROLLER

OF THE CURRENCY

Supervises and examines federally chartered national
banks.

We've set the following standards to let you know
what to expect of us and what we can expect of you.

Before examination:

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, staffing levels and projected on-site
time. The EIC will also identify hank needs and
areas the 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 hank must 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)

Community contact The HC or the O( C's
appropriate CRA Officer will contact a sample
of locally based customer, community, small
business, and government groups for
information before or during a CRA
examination to give them the opportunity to
provide input into the examination. Starting in
1995, OCC will publish a list of the CRA exam-

SI

illations scheduled for the upcoming quarter, at
least 30 days before the beginning of each calen-
dar quarter.

During examination:

Entrance meeting At the start of the exami-
nation, the EIC will hold an entrance meeting
with the hank's CEO and appropi late members
of senior management and/or hoard of directors.
At this meeting, the EIC will:

explain how the examination team will con-
duct the examination,

establish the way examiners will communi-
cate with bank, management and employ-
ees during the examination,

explain the role of each examiner, and

answer any questions.

Examiner conduct Examiners will:

ensure confidentiality of records,

conduct meetings and gather information
efficiently to minimize disruption,

adhere to schedules for meetings, appoint-
ments, and providing updates to hank
management during the examination,

discuss needs for timely information,

be respectful of the opinions of hankers and
locally based groups,

handle an' conflicts in a tactful and profes-
sional 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 hank'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 OCC concerns, provide clarification,
or ask questions. The examiners will ask for
hank 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 titled Examination
Conclusions and Alatters Requiring Board
Attention so that bank management may review
them for accuracy. The Examination
Conclusions section will explain why ()CC cited
the deficiencies. Examiners will offer examples of
acceptable solutions. In preparing those conclu-
sions. the examiners will consider the
importance of their recommendations and their



impact, such as in cost, on the bank's
operations.

Board of Directors meeting OCC will con-
duct the meeting after the hoard has reviewed
the draft report of examination or a synopsis of
examination findings. At the hoard meeting, the
examiners will describe:

any major concerns,

what the bank is doing well,

what OCC expects the hank to to and
when, and

industry issues affecting the bank.

At the hoard meeting, 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.

Follow-up activities Examiners with ongoing
responsibility for supervising banks will:

respond to information received from the
hank within 30 days of receipt, and

document follow-up activities in OCCs su-
persor monitoring system.

OFFICE OF THRIFT SUPERVISION

Responsible for regukuing thrift institutions and au-
diting the financial soundness of these institutions.

A member of your OTS supervisory team will
contact you at least semi-annually between
examinations and will be available to meet as
needed.

We will provide you with the names and phone
numbers of your supervisory team members.

Pre examination process:
We will mail the Preliminary Examiner
Response Kit (PERK) at least four weeks before
an examination begins, and it will include an ap-
proximate examination start date. It will also in-
clude a point of contact at OTS.

We will focus our PERK request on only that
information necessary to facilitate the examina-
tion.

\X'e will ensure staff continuity from one exami-
nation to the next.

\X'e will provide an et.timatc of the staffing levels
and time required to conduct the examination at
least fOur weeks before an examination.

\\'e will conduct concurrent examinations, but
will consider requests to conduct non-
concurrent examinations.

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.

\X'e will meet at least weekly with appropriate
institution personnel to convey issues. concerns
and examination findings to date.

We will conduct an exit meeting to summarize
key findings, make recommendations, and
receive and consider management's responses.

Post-examination process:
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.

When a board meeting is conducted, we will
make every reasonable effort to schedule it in
connection with a regularly scheduled board
meeting.

U.S. CUSTOMS SERVICE

Enfb tees over 500 laws regarding importation of
merchandise.

Informed compliance:
Customs field offices will respond to your
request for a binding ruling within 30 days un-
less the issue must he referred to a Customs at-
torney, in which case rulings will he issued
within 120 days of receipt.

Customs will make all rulings available on
diskettes by subscription at a nominal fee.

Customs will provide at least two weeks advance
legal notice of all changes to its regulatory proce-
dures.

Transaction processing:
Customs swill notify the importer and/or the
broker of any detention within five working
days.

Customs will issue an administrative decision re-
garding the detention within .30 days of the de-
tention.

Customs will respond to any inquiry made of
those teams within four business hours.

Ifthat entry is electronically transmitted,
:ustoms will review these_documints and grant

quota acceptance status, if appropriate, within
six husinets hours of presentation.
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Customs will reject unacceptable records that do
not involve antidumping or countervailing du-
ties within 30 days of 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 forfeitures:

Customs may allege that imported goods are
being entered or introduced in a manner
contrary to law. Some of these laws permit the
assessment of fines or penalties, while others au-
thorize seizure of the merchandise. In either
case, you will be notified in writing of the allega-
tions, your right to request an oral presentation,
and your right to submit a written petition seek-
ing remission or mitigation of any such penalties
or forfeitures.

Automated Commercial System (ACS)
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.

Batch transactions will be turned-around to the
user's terminal in no more than 15 minutes for
the Automated Broker Interlitce; five minutes
for the Air Manifest Interface; and 15 minutes
for the Sea Manifest Interface.

There will never he a phone wait of more than
60 seconds before a caller is connected with a
Help Desk technician.

ENVIRONMENTAL PROTECTION
AGENCY

ENVIRONMENTAL. PERMUTING

Regulates waste disposal and discharges into the air
and water.

We are:

Obtaining 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.

kstablishing the number of resubmittak it will
take to get a complete application. If all deficien-
cies are clearly identified it should only take one
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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 unacceptable number of permits
that arc appealed, and by whom. A large num-
ber of citizen appeals may indicate a problem
with the public participation process.

EQUAL EMPLOYMENT

OPPORTUNITY COMMISSION
Investigates and litigates charges of employment
discrimination in private and public (including fed-
eral) sectors; conducts training and ir0 rmational ac-
tivities for employers, unions, and community
organizations.

Businesses can expect 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 you need, and what
you 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.

EXPORAMPORT BANK OF THE
UNITED STATES

Helps with financing exports of ti.S. goods and
services.

The Buyer Underwriting stall will:

process 85 percent of short-term
applications within two weeks of receipt of
a complete application, and inform the cus-
tomer biweekly of the status of the
additional 15 percent until resolved.

The Exporter Unikrwriting staff will:

renew 90 percent of the niultibuyer policies
before the anniversary date and infinm the
customer biweekly of the status of the addi-



tional 10 percent until resolved.

The United States Division will:

process 80 percent and an additional S per-
cent of all Preliminary Commitment and
Final Commitment transactions within
tour and six weeks, respectively, or receipt
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 stafTwill:

respond to all telephone inquiries within six
business hours with 85 percent handled
without a call back.

respond to all tax /letters within two
business days of receipt.

screen incoming working capital,
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 clays.

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 staff will achieve ac-
tion on complete applications for Preliminary
Commitments and Final Commitments under
the direct loan or guarantee programs on:

90 percent of Loan Committee cases within
four weeks, and inform the customer
biweekly of the status on the additional 10
percent, until resolved.

75 percent of the Board cases within six
weeks, and inform the customer biweekly
of the status on the additional 25 percent,
until resolved.

The Claims and Recovery Division will:

process at least 90 percent of all cash receipt
collections for existing claims within 20
business days of receipts.

acknowledge claims field under all
programs in writing to the claima.,t within
two business days of receipt.

correspond with any claimant whose claim
is incomplete within five business days
from documentation or information must
be submitted.

present to the Loan Committee or Board of
Directors or resolve under delegated
authority 100 percent of claims submitted
under the Insurance and Working Capital

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 staff will provide the customer with clear
reasons on 100 percent of final decisions, both
approvals and denials, within two business days.

The staff will address customers' concerns
within two business days of contact.

NATIONAL AERONAUTICS AND
SPACE ADMINISTRATION

AERONAUTICS ENTERPRISE

Aggressively pursues the identification, developments,
validation, transfer, application, mid commercializa-
tion of aeronautics technologies.

We commit:
To meet all major milestones on schedule and
cost, more than 95 percent of the time.

To ensure that we are managing our aeronautics
program to accomplish our vision and mission.

HUMAN EXPLORAFION AND DEVELOPMENT

OF SPACE ENTERPRISE (HEDS)

NASA will provide its current and prospective
customers with credible, reliable, responsible in-
formation and services.

NASA will communicate clearly how our
customers can participate in the HEDS
enterprise so 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.

NASA will use the latest computer and informa-
tion systems technology to improve public
awareness of NASA technologies, expertise, and

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 to participate in
H )ti-related initiatives.
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In the near term, NASA and the HEDS enterprise
are committed to:

Safely fly an average of six to eight shuttle flights
a year.

Conduct six robotic solar system missions sup-
porting HEDS prior to 2000.

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 year of
on-orbit experiment volume for commercial ini-
tiatives.

Develop and maintain a space station with con-
tinuous human presence by 1998.

Provide approximately 1,800 cubic feet of exper-
iment volume for space research, development,
and commercialization after the space station is
completed in 2002.

Accelerate the timetable to conduct space
research by a factor of two in the space station
timeframe.

SPACE TECHNOLOGY ENTERPRISE

Pioneers, with industry, the development and use of
space technologies to secure national economic compet-
itiveness and to support space missions.

We will:

Conduct periodic workshops with industry par-
ticipants to discuss the issues and implications of
commercial technology policy.

Implement new commercial technology
practices related to:

contractor - developed technology commer-
cialization,

industry-technology development partner-
ships,

dual-use technology development,

commercial technology acquisition,

small business technology development and
commercialization,

regional alliances, and

post-technology development diffusion.

Intensify commercial technology efforts by im-
plementing an integrated industry-focused mar-
keting plan emphasizing the commercial
potential of NASA-supported technology.

Establish metrics to manage all of NASA's col-
laboration with industry.

Provide training to employees, contractors, and
grantees to enhance their understanding of the
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national context of technology
commercialization and equip them the skills
needed to support the mission.

Use an electronic network to connect and man-
age all field and headquarters technology profes-
sionals and to take advantage of the benefits of
electronic commerce.

NATIONAL MEDIATION BOARD
Assists in maintaining a free flow of commerce in the
railroad and airline industries by resolving disputes
that could disrupt Pavel or imperil the economy.

You can expect our staff cc meet the following stan-
dards:

At least 90 percent of representation cases not
involving a participants request for Board-level
action will be completed within 90 calendar
days of docketing.

In at least 90 percent of representation cases
involving a participant's request for Board-level
action, the NMB staff will submit a recommen-
dation to the Board within 180 calendar days of
docketing and the Board will respond within an
additional 30 calendar days.

An updated NMB Representation Manual will
be made available to the public during fiscal year

An NMB investigator will be assigned to investi-
gate representation cases within five business
days of docketing.

Representation and mediation applications will
be responded to within three business days fol-
lowing their receipt by the NMB.

All NMB mediators will have received training
on innovative/enhanced mediation approaches
by the end of fiscal year 1995.

At least two training/orientation opportunities
will he made available to the parties by the end
of fiscal year 1995 regarding methods to reduce
the volume of railroad grievance cases pending
resolution.

Arbitrators compensated by the NMB will be
sent their payment within 14 days following the
NMB's receipt of an appropriate voucher.

SMALL BUSINESS
ADMINISTRATION

Provides direct or indirect financing to small or disad-
vantaged business to promote small business formation
and growth.



7(a) Guaranty 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 from your fender. if the application is
processed through either the Preferred Lender
Program (PLP) or the Certified Lender Program
(CLP) an answer can be expected within 24
hours or three 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):
As an applicant for financial assistance of
S100,000 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 receipt of your 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 he available to
receive customer feedback.

Secondary Market:
As a lender who holds business loans guaranteed
by the agency and decides to sell the guaranteed
portion of these loans in the secondary market,
you can expect to have all sales settled within 48
hours of receipt of adequa,e documentation.
Compliance with this standard is measured and
monitored by weekly verification of program ac-
tivity. The SBA Director of Secondary Market
Sales will he available to receive customer feed-
back.

502 Local Development Company Program:
As an applicant for financial assistance for long-
term fixed asset financing in a rural area you can
expect to have an answer from SBA within 10
days of receipt of your completed application
from your lender. Compliance with this
standard is measured and monitored by 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
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), you 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 your ap-
plication for 8(a) certification within a 90-day
period after receipt of your completed
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 hull meetings.

Women's Business Ownership:
As a potential loan applicant, you can expect to
receive loan information from OWBO within
two weeks after we receive your request. Loan
information packets will include the names of
certified and preferred SBA lenders in your area,
a listing of microloan sites, alternative financing
possibilities, LowDoc and GreenLine brochures,
and in certain locations, information on the
Women's Prequalification Pilot Loan Program.
Feedback can he directed to OWBO by calling
(202) 205-6673.

You can expect to receive information about the
Women's Network for Entrepreneurial Training
(WN En 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
your 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 our application within seven
days to three weeks of our receipt of your corn-

&/

pleted application. This time frame will 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 Street S.W., 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
peformance of agriculture and the well-being of ru ral
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 easy to find and order reports.

Deliver promised information promptly.

Explain why, when we cannot meet your
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 you can expect from the ERS-NASS sales
desk:

Your call will be answered promptly and courte-
ously by a knowledgeable operator.
Occasionally, the volume of calls may require
that your call be placed on hold for a short time,
but we won't forget you!

NATIONAL

REVIEW

If you are calling for the first time, the operator
will ask for your name and address and will give
you a customer ID 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 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 your questions
regarding the current status of your 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.

FIELD 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 fb r USDA assistance.

You will be treated with courtesy and respect.

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

You will he given prompt and reliable service.

We want to respond quickly and accurately to
your requests for information, loans, payments,
and technical assistance. We will put you in
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touch wirh the person on our staff who can best

handle your 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
you 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,
what benefits you can receive, whether vou are
eligible, and how you 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 you and the way you
receive it.

You will he given forms that are easy to under-
stand and complete. Our forms are an
important way of getting information from you.
We want to continually improve them so that
they are easy for you to fill out and provide us
with the information we need to serve you.
When we revise our forms or create new ones,
we will consider to your suggestions.

We will work closely with other government
agencies such as the Cooperative Extension
Service and state and local agencies to ensure
that 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:
Be innovative, forward-thinking, and continue
to look for ways to improve how we inspect
meat and poultry products and protect the pub-
lic health.

Provide you with up-to-date information on
food safety issues through the USDA Meat and
Poultry Hotline (1-800-535-45551.

Solicit and consider your ideas to assist us in
making policy and program improvements.

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

Ensure that the meat and poultry products you
buy have safe-handling instructions on them.

Investigate and prosecute people and businesses
that violate meat and poultry laws.

Continue working with industry to improve our
current inspection system using new science and
technological advances.
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DEPARTMENT OF COMMERCE

NATIONAL OCEANIC AND

ATMOSPHERIC ADMINISTRATION

National Weather Service

If you're using our forecasts or warnings of emergen-
cies, you are our customers and this is what we'll pro-
vide to you:

State-of-the-art equipment and technologies
allow NWS to 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.

Our 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, hospitals, 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

Whenever vou contact our office:
We will always treat you fairly and courteously.

We will answer the telephone on or before the
third ring. You will speak to one of our staff. On
the rare occasion when no one is available, you
may leave a message on our answering machine
and we will return your call on the same day or
the next working day.



Our letters to you will always be written in plain
language.

If for some reason we can't meet the standards
given below, we will send you an interim
response explaining when you can expect our
full reply.

If you contact us about a consumer complaint:
We will respond to your complaint letter within
10 working days.

As appropriate, our written responses to
complaint letters will provide you with
additional sources of information and redress.
and will include a complaint-handling fact sheet.

If you telephone us with a complaint, we will
advise you on the telephone. If a complaint spe-
cialist is not available, we will return your call by
the next business day.

If you contact us with an inquiry about the
Department of Commerce or ask for other informa-
tion:

We will answer your xvritttin inquiry within 10
working days.

If VOU telephone us, you will speak to a knowl-
edgeable person who will answer your question.
If we don't know the answer, we will find some-
one who does. If we need to refer you to another
office, our referrals will be prompt and accurate.

If you request one of our publications:
Publications will be sent out within five days of
receiving your request.

They will he written in plain language, and will
be easily understood and appropriate for our au-
diences.

Consumer publications will he available in large
type, on request.

Office of Public Affairs

We will provide prompt 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 your letters within five
working days. Our replies will he clearly written
and will address specific concerns or requests for
information.

Our external publications will be written clearly
in easily understood language and in an
informative manner.

We will strive to identify you, our customers, so
we can improve the department information

THE GENERAL PUBLIC

available to you not only by mail, but also via
electronic media.

We guarantee accountability to our customers.
We 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 at a
high level.

DEFENSE LOGISTICS AGENCY (DLA)

Defense Reutilization and Marketing Service

Handles sales of excess material to the public.

Courteous relations

Understanding needs

Satisfaction

Timeliness of actions

Open to suggestions

Maximum assistance

Environment that is businesslike

Reliability of information

Service

OFFICE 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 military infbrmation
will he made available, without censorship or
propaganda, to the men and women of the
Armed Forces and their dependents.

Information will not he classified or otherwise
withheld to protect the government from criti-
cism or embarrassment.

Information will be withheld only when disclo-
sure would adversely affect national security or
threaten the safety or privacy of the men and
women of the Armed Forces.

'Mc departments obligation to ; rovide the pub-
lic with information on its major programs may
require detailed public affairs planning and coot-
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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. ARMY CORPS OF ENGINEERS

Disaster Response and Recovery

Supplements state and local efforts to sate bunk' life,
prevent immediate Inonan suffering, or mitigate
property damage.

We will inform state and local officials of our
policies and authorities, and participate 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 posz-flood assistance to include
technical advice and assistance, debris clearance,
debris removal, and temporary restoration of
critical public facilities or services, and identify
hazard mitigation 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 of emergency water
under its own authorities, whichever is earlier.

DEPARTMENT OF EDUCATION
Ensures equal access to education and promotes educa-
tional excellence nationally.

Anyone we deal with can expect:

You will receive individual attention and
prompt. professional service. You will he valued.

We will seek to meet your needs and
expectations. We will build a relationship with
you.

\\'e will provide information that is timely, de-
pendable. and accurate. We will serve you.

You will have easy access to services and
information. \X'e will use the latest technology
to enhance your access.

We will provide you every opportunity to give
input and feedback. We will listen to you.
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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 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 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,
economics, 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 economy.

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
global economy and exercise the rights and
responsibilities ofcitizenship.

Safe. disciplined, and drug-free schools: Every
school in the United States will he free of drugs,
violence, and the unauthorized presence of
firearms and alcohol, and will offer a disciplined
environment conducive to learning.

leacher 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-
dents for the next century.

Parental participation: Fver school will
promote partnerships that will increase parental
involvement and participation in promoting the
social, emotional, and academic growth of chil-
dren.



IMPACT AID

Gnutts available to local school systems whose
resources are afie. cted lir federal operations.

Based on a customer survey indicating that more
than half of our customers were dissatisfied with the
timeliness of their payments, we instituted a new
standard:

All applicants that submit a problem-free appli-
cation receive their payments within 45 days of
receipt.

OFFICE FOR CIVIL RIGHTS

Responding 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
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 issues that cut across postsec-
ondary programs. This service is provided to postsec-
ondary institutions, lenders, guaranty agencies, and
other financial providers.

Once a ques.ion is posed and forwarded to the
appropriate person. we respond within three
days.

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:

Expand the Clean ( :ides Program to 25 cities 1w
)ecember 1994.

Add 12,250 alternative fuel vehicles to the fed-
eral fleet and promote the opening of over 60
private sector refueling stations fin these vehicles
by October 1995.

THE GENERAL PUBLIC

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
nations dependence on imported oii, by
October 1995.

Implement climate change programs to reduce
domestic greenhouse gases by 4 percent by the
year 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 estimated 22 trillion
cubic feet, 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 October
1995.

ENVIRONMENTAL QUALITY

We pledge to our customers that we will:
Maintain safe facilities that will minimize risks
to our employees, contractors, and others who
come in contact with our facilities. 'ibis includes
providing a safe work environment as well as
diligent waste management activities.

Respond to requests for 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 t:iese 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 benefit
from our investments.

Our standards:
Improve the cost performance of environmental
quality projects by 20 percent over the next two
Years.

Increase our sensitivity to cultural and social val-
ues in key enironmental decisions by doubling
the number olcititen advisory boards from four
to eight by June 1995. The purpose of the citi-
ten advisory boards is to provide citi/en input
into environmental restoration, waste manage-
ment, and technical development.

Improve d." distribution of program mat it i nfor-
illation by filling orders for publications at the
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Center for Environmental Nlanagement within
two business days from the time they reach the
center.

Realize a 5 percent per Year productivity savings
on environmental cleanups by instituting
contract reform to increase competitiveness.

NATIONAL SECURITY

\ \'e 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 militan
characteristics for weapons. as measured by tech-
nical analysis by the Nationo' Laboratories,
resulting in the continued maintenance of a sate
and reliable stockpile.

Dismantle weapons in accordance with the an-
nual Presidential Directive, resulting in a reduc-
tion of over 6,000 nuclear weapons between
1994 and 1998.

Continue our program to build public
confidence by classifying fewer documents: de-
classifying 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: 91 percent improvement in declassifi-
cation actions.

DEPARTMENT OF HOUSING AND
URBAN DEVELOPMENT

FAIR HOUSING AND EQUAL OPPORTUNITY

Public Housing Management Assessment
Program

Work orders:

99 percent of emergency work items are to he
corrected within 24 hours.

The number of non - emergence work orders
outstanding at the end of the last fiscal vear did
not exceed 4 percent of the total number of
work orders received during the year (excluding
cyclical work orders).

Inspections:

99 percent of emergency items are to be
corrected within 24 hours.

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 you have a need for a sign language or non-
English speaking interpreter or other special
needs, we will make these services available to
you.

Information will he provided to vou without re-
gard to race, color, sex, religion, national origin,
handicap, or familial status.

Information given by you will he kept confiden-
tial.

You will be told what information you are being
given and how it responds to your request.

After assisting you, we will offer to provide addi-
tional assistance at a later time should you need
it.

If You are not satisfied with the assistance given,
we will put you in touch with a supervisor.

Appointments/walk-ins:
You will meet with the most knowledgeable staff
person available within five minutes of arrival in
office.

WFIttell:
Your letter will he 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. If we
need more time to respond to you. .ott will he
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 staff person
available. \\'e will make even effort to provide a
"live voice" to take your messages instead of by
voice mail.

If You use our hotline telephone, your call will
be responded to within 24 hours.

Accessibility:

The office and its services are accessible to per-
sons with disabilities.

Complaint processing:

Your complaint will be treated without regard to
race, color, sex, religion, national origin, handi-
cap. or familial status.

Your complaint will he acknowledged within I ()

working days of receipt and will explain in clear
and concise language the complaint process, in-
cluding time frames and choices.

You will be offered conciliation opportunities
throughout the complaint process.



You \sill he updated on the status of your com-
plaint within 100 days with a projected comple-
tion date.

Once we make a determination, we will provide
you with the Final Investigative Report.

Vindication of public interest:
Remedies will be appropriate for the violation
and will address public interest groups.

PUBLIC AND INDIAN HOUSING

A partnership between federal, state. and local govern-
ments, with the Jaffa! governmen: providing subsi-
dies rznd regulations on project operations.

Standards for our PIH partners include the following:
PIH offices should he open to the public and
available to do business during conventional
work hours as that concept is defined locally.

Any PIH staff person receiving an incoming in-
quiry by telephone, letter, or personal contact

-owns- that inquiry until the substance of
the inquiry has been conveyed to the office or
individual responsible for a substantive response.

During business hours, customers inquiring in
person should wait no more than two minutes
to be greeted and given an idea of when a tech-
nical person will he available to respond.

During business hours, all telephone calls should
be answered by a person within three rings.

To the maximum extent possible. PIH field of-
fices and headquarters offices will have a live
person responsible for answering the telephone,
promptly, every minute of the business day, in-
cluding "flex-time- hours.

Each office will establish a procedure whereby
the principal receptionist 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
returned by the time promised by the message
taker or within a half-day of the respondent's re-
turn to the office.

DEPARTMENT OF THE INTERIOR

OFFICE OF SURFACE MINING

RECIAMNI'ION AND F.NFORCFNIFN

Eusures that old mines are operated in a manner
that protects citizens and the envirym»tent.

For outreach to coal field citizens and the coal
industry:

THE GENERAL PUBLIC

A meeting will he held in at least one site in each
state to 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 initial site visit and determination of emer-
gency will be addressed within 48 hours of com-
plaint.

The method to he used to abate the emergency
will be determined within 30 days after the ini-
tial complaint.

Emergency declarations will be finalized by us
within eight hours of receipt of the state submit-
tal in states which administer the emergency
program.

For OSM's mine map repository offices in Wilkes-
Barre and Pittsburgh:

Each scheduled visitor will be provided prompt
and courteous service.

Letter and teleflx requests will he 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 your inquiry.

Materials will be available to help you identify
and easily locate the underground mine site.

When responding to inquiries, OSN1 personnel:
Will be courteous and helpful when dealing with
peoplo 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 two busi-
ness days.

U.S. GEOLOGICAL SURVEY

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 liar earthquakes that
register at least magnitude 4.5 or greater in the
United States. any telt and damaging
earthquakes. or earthquakes of magnitude 6.5
elsewhere or when damage has occurred. This
infOrmation will he provided within 20 to 30
minutes of tile time of the event.

You will he treated with courtesy even time you
contact us.

We will provide you with infimation about
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other USGS products. services, and other
sources of information if possible.

Orders for CD-RONIs, software products, pub-
lications, maps, and posters will he processed
within five working days of receipt. Under spe-
cial circumstances, such as Mier a major, damag-
ing, earthquake. a time for the reply will be
established.

DEPARTMENT OF JUSTICE

FREEDOM OF INFORMATION ACT

1.0 provide quality customer service:

We will be courteous and friendly.

\ \'e will acknowledge requests within two weeks.

We will give a MIA/Privacy Act number to
each request, for use as a reference on all future
correspondence.

\ \'e will process requests on a -first-come-first-
served" basis, and inform you of any backlog.

will work with you to ensure that your
request is complete and properly understood, so
an appropriate search for records can he made.

We will return You' 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 you with the best possible
copies of records.

We will conduct regular customer surveys io en-
sure that we are meeting our standards.

IMMIGRATION AND NATURALIZATION SERVICE

V'e will treat you with courtesy and respect.

If you are a United States citizen entering the
country at an airport, you will find citizen
inspection lines dedicated specifically for rapid
clearance hack 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 (.1t: or "I 'pronto,
(:anada, airports using the INSPASS System,
you will be processed in less than a minute. This
sets ice is available 21 hot Ks a (lay. INti is csplot
mg the possibility of eyanding this sets ice to
other airports.

At most land border ports of CIII1V. We Will COM-
ploe our entry inspection within 20 minutes.
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At the busiest southwest border ports, which ex-
perience heavy volumes of commuter traffic, we
will strive, through the application of innovative
inspection techniques and technology, to reduce
waiting time to 30 minutes.

If You use the recently instituted Dedicated
Commuter Lanes in Blaine, Washington, you
will experience virtually no delay in entering the
country. We are working with local authorities
to establish similar lanes in other land border In
cations.

After January 1, 1995, if You request
information through the "Ask Immigration"
telephone number, (202) 514-4316, 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 to 1. The
message system is available 24 hours a day, with
staff available to assist with follow-up questions
during normal business hours.

If you apply for naturalization, we will schedule
Your case for interview within four months of re-
ceipt. You will have the opportunity to take the
oath of allegiance and become a citizen no later
than 60 days after approval of your application.

If you apply for adjustment of status to lawful
permanent residence (Form 1 -485), Your case
will be reviewed within 90 days of tiling and
may be approved without an interview if it is
properly filed and:

:::!-;ased on an approved petition classify-
ing You as the parent or unmarried minor
child of a United States citizen: or

it is based on an approved employment-
based preference petition (Form I-140) and
you will continue to work fit the same em-
ployer as when yOU were laWallI employed
as a nonimmigrant: or

you are applying under the Cuban
Adjustment Act of 1966.

von apply for immigration benefits from one
of our Service Centers and are notified that we
have received your application, you may inquire
about the status of your application 1w calling
the phone number on your receipt and entei ,ng
yoUr receipt number in a touch-tone telephone.

DEPARTMENT OF LABOR

BUREAU 01- LABOR STATISTICS

IV101.., ,111(11,1017(10 41bOr .tallgICal (11bl.

RI S pledges the following to our customers:

We will let you know in advance when we will
rcica,e our data.



WC Will be available when you need us. 24-hour
recorded messages and electronic access are avail-
able for your most requested information.
Information specialists are available during busi-
ness hours.
we will distribute data in the form that fits your
needs as resources allow. Available formats
include telephone; recorded message:
microfiche: fax: diskette and magnetic tape;
Internet; TIM): and news releases, reports. bul-
letins, brochures, and flyers.

We will provide you with the name and phone
number of a person who can meet your data
needs. Our brochure includes the names of BLS
subject matter specialists. If you ask something
we can't answer, we'll refer VOU to someone W110
can. We want to make your information search
as fast and direct as possible.

We will help you understand the uses and limits
of our products. Call us with any questions you
have.

we want to meet your needs. If you have corn_
ments on our specific products, please call with
your Suggestions.

EMPLOYMENT STANDARDS ADNIINts-rmnoN,

WAGE AND HOUR DIVISION

Enfirces labor standards laws protecting workerf.

If you contact us with a question, you can expect:
A clear, concise and knowledgeable response to
Your inquiry within 10 business days.

Straightforward infinmation on how the law ap-
plies to your circumstances and, when appropri-
ate. publications or posters will he provided.

Respect fiw your privacy.

If You arc an employee who conies to us with a com-
plaint. you can expect:

Confidentiality. to the extent you desire as per-
missible he law.

That we will tell you whether we have the
authority and will he able to take action to
resolve the problem.

Acknowledgment of your complaint within live
business day,

Our best estimate of how king it will take us to
begin and contplete action on the matter.

Regular communication about the status and
progress of vlir action.

An understandable esplanation ()I the outcome
of your complaint.

THE GENERAL PUBLIC

MINE SAFETY AND HEAUFH ADMINISMATION

Nlandatory complete mine inspections:
We will conduct complete inspections at all
available underground mines four times a year
and at all available surface mines two times a
year.

\ \'e 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 safety or health hazards
normally within 24 hours; and initiating invest i
g,ations of written complaints of discrimination
within 15 days of receipt. If you believe that a
safety or health hazard exists at your mine, you
can call MSHA toll-free at I-800-746-1554
you do not 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 trainin!, when we evaluate proposals to
provide training to miners from state mining de-
partments and others (MSHA State Grants
Program).

Communication between N1SHA and the customer:

We will hold rulemaking hearings and topical
health and safety conferences to provide forums
for open discussion of health and safety
concerns. We will consistently hold these events
in the mining regions.

We will work with state and local institutions
and associations to provide miners with useful,
understandable information about mining
health and satily.

OCCUPATIONAL SAFETY AND

HEM:rli ADMINISTRATION

Ectah/ished to help make the American Ump/an.
.sak and health /id as possible.

Employees can exp,:ct OSHA to:
Ensure their participation in inspections.

Respond in a timely Ktshion to requests for
inspections of ha/ards at their workplace.

Investigate charges of employer discrimination.

The gcneral public can expect )Sl to:

Provide better access 10 OS I IA tifOrillat ion .
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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 mamer.

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 daily
limit of no more than 15 documents and one
visit per customer).

FREEDOM OF INFORMATION ACT

The Bureau of Administration strives to
maximize responsiveness to requesters while
safeguarding infrmation concerning the
national security, individual privacv, and other
governmental privileges.

The Office of Freedom of Information, Privacy
and Classification Review delivers services that
are informative, timely, and customer-friendly.

The Office of Freedom of Information, Privacy
and Classification Review mails an acknowledg-
ment to the customer within five working days
of receiving each request for service. The
acknowledgment letter includes an estimated
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.

Officers are courteous and knowledgeable in all
interactions with requesters.

DEPARTMENT OF
TRANSPORTATION

FEDERAL AVIATION ADMINISTRATION

Responsible fir testilig ertifiattiott glaitplane pi-
lots.

We will process your application for certification
within 21 working days.
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We will provide written test results within 20
working days.

will respond to your correspondence and re-
quests for duplicates within three working days.

We will he polite, considerate, and helpful.

FEDERAL RAILROAD 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 brief:
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 safety 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 claws.

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

Promotes auto

We will handy your call promptly.

If you have trouble reaching one of our
operators, call after 6 p.m. Eastern time and
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leave a message on the answering machine. We
will call you back the next business day.

If we need to get information for you after
answering your call, we will not keep you on
hold for longer than two minutes.

We will treat you with courtesy.

We will provide vou with the most accurate and
complete information we have on the subject of
rour request. If we cannot answer your question
completely, we will give you the name and tele-
phone number of someone who can and ask
that person to return your call the next business
day.

By December 1994, we will provide you with
our most popular fact sheets and information
within 24 hours by using our new fax-on-
demand service.

By March 1996, we will provide you with our
most popular publications in your choice of
Spanish or English.

Motor Vehicle and Traffic Safety Program

Provides technical assistance and outreach services r
highway safety to national otganizations.

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 .our
organization and others interested in becoming
involved in priority motor vehicle safety and
traffic safety programs.

Provide current and accurate information and
data within 10 business days after we receive
your request.

Provide technical experts as panelists and speak-
ers, whenever possible.

Participate in your key meetings and events, and
assist national coalitions of organizations inter-
ested in motor vehicle and traffic safety.

Program information and materials We will:
At least annually, publish a traffic safety
program and publication update, including pro-
jects and materials planned for completion
within the coming year.

Every April and October, publish an update of
our motor vehicle safety program activities in
the Federal Register.

Ship program materials fbr major traffic safety
program initiatives 90 days before they will be
needed.

THE GENERAL PUBLIC

Provide at least a 30-day advance notice of when
national media campaign materials will he
distributed to media outlets.

Each January, publish a catalog of traffic safety
program materials that includes ordering
instructions and a contact for the status of
orders.

'Draining 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

BUREAU OF ENGRAVING AND PRINTING

Redemption of Mutilated Paper Currency

We will work with the public to redeem partially de-
stroyed or badly damaged currency. These are our
standards when you file a claim:

After you are notified that we have received your
claim, you may contact us by telephone for in-
formation on your claim's estimated processing
time and status. You can usually expect this in-
formation within one hoar after Your call.

You can always expect polite and courteous ser-
vice and that we will identify ourselves by name.

If your claim is denied, you can expect a full ex-
planation of our actions.

Depending on the type of damage to the
currency submitted in your claim You can expect
notification of status or payment within 14 days
of the BEP's receipt.

BUREAU OF THE PUBLIC DEBT

Savings Bond Sales

If you purchase a savings bond, you can expect:

.lhe savings bond yon ordered will he mailed to
you within 1 S days from the date of purchase.

We will accurately inscribe your savings bond
and promptly correct errors.

V'henever you contact us, we will treat von
courteously.

Treasury Direct

Serves investors in marketable government securities,

We will accurately establish your r.ccount and
process your transactions.
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When VOLI write to your servicing office, we will
respond within five business days after receiving
your letter.

When you visit your servicing office, we will as-
sist you within 15 minutes.

When you 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 you contact your 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 results are

Your servicing office will process routine transac-
tion requests no later than five business days
after receipt of the request.

If you wish to transfer securities out of Treasury
Direct, Your servicing office will complete the
transfer within one business day of receipt of
your request.

We will mail vou a statement of account no later
than five business days after the date your secu-
rity w' is issued or your transaction request was
processed.

INTERNAL REVENUE SERVICE

Tax Collection

Our customers are the taxpayers of the United States.
We will make tax forms and instructions simpler
and easier for you to use. We made some good
changes this year, but we want your ideas for fu-
ture improvements. Please call us at 1-800-829-
3676. available 9 hours each business day, or
you may write to us at Intel nal Rffellie Service,
Attention: Tax Forms Committee, PC:FP,
Washington, D.C. 20224.

To make it easier fin you to meet your tax oblig-
ations, ye will expand your opportunity for sim-
plified return filing and payment of your taxes
through our electronic filing, joint federal/state
filing, touch-tone phone. and electronic
payment programs.

You will have more convenient access to tax law
and account information. Out pre-recorded tax
information will continue to he available 24
hours a day, seven days a week, and access to re-
fund status information will be extended. We
will also extend the time that tort will he able to
contact our tax assistors to 10 hours each busi-
ness day.

Otir goal is to answer your questions and process
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your tax returns accurately. To reach that goal.
we will continue to make improvements yearly.

If you file a complete and accurate tax return
and you are due a refund, your refund will he is-
sued within 40 days if you file a paper rem- n or
within 21 days if you tile electronically.

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

livou provide sufficient and accurate informa-
tion to our tax assistors but are given and reason-
ably rely on an incorrect answer, we will cancel
related penalties.

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.

U.S. MINT

Numismatics

Manufitctures and sells coin sets, commemorative
coins, and medals to 2 million coin collectors and dis-
tributors through mail order or in five sales centers.

If you're a mail-order customer:

Your orders will be shipped within tour weeks of
receipt.

Your calls will be returned within one working
day.

Your inquiries will be answered with one-stop
service.

Precious Metals

Sell,- gold and silver bullion to investors worldwide
through d network of who;esdle authorized purchasers.

Orders may be placed by fax 24 hours per day,
seven days per week.

Orders will be processed by 2 p.m. daily, five
days per week (excluding holidays).

Order confirmation fax: to he sent out to MU by
4:00 p.m. on the day the order is placed
Monday through Friday.

Pricing fax: to he sent out to you by noon the
following day. (The Gold Fax normally comes
in around 10 to 10:30 a.m.)

Remittance fax: sent out immediately upon re-
ceipt of funds from you.

Order pickup: Upon receipt ache payment, we
fax a release document to the appropriate facil-
ity, where the coins a-e then picked up by your
armored carrier.



CONSUMER PRODUCT SAFETY
COMMISSION

Protects the public against unreasonable risks of injury
from consumer products and promotes research and
investigation into the causes and prevention of'prod-
uct-related deaths, illnesses, and injuries.

When you call our Hotline you can expect:
To be given easy-to-follow instructions in
English, or, if you choose, Spanish, on how to
use the Hotline.

To have your call answered immediately, seven
days a week, 24 hours a day.

To speak to a Hotline staff person who will al-
ways he 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 your request or
complaint and provide you the most up-to-date
information available.

To have your complaint of an unsafe product or
product-related injury taken accurately and a
copy sent to you so that you may confirm the
information you provided.

To leave a message at night and on weekends
and holidays if You want tc report an unsafe
product or product-related injury. Your call will
be returned the next business day or, it you do
not want a return call, you will receive a letter
confirming receipt of your complaint message.

To hear the most up-to-date ancLeasy to under-
stand information on product safety recalls.

ENVIRONMENTAL PROTECTION
AGENCY

EPA CHEMICAL EMERGENCY PREPAREDNESS

AND POLLUTION PREVENTION AND TOXICS

Helps state and local governments prevent and
prepare* chemical emeigencies and informs the
public about community hazdrth.

We will:

Make Toxic Release Inventory information
available through county libraries nationwide
and through electronic systems and published
reports.

Work with Local Emergency Planning
Committees to make the information about
chemicals and chemical releases easy for you to
obtain and use.

THE GENERAL PUBLIC

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 vou with the most accurate data about
chemicals in your community.

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 you find the information you seek.

Your inquiry will get an immediate response. If
you write to us, we'll send you either an answer
or an acknowledgment within five working days.
If you call us, we will either answer your
question right away, or take your information
and do the homework for you.

Our answer to you will always include the name
and phone number of an employee ou can call
for more information, or to check on our
progress.

If we need more time to research the answer you
need. we'll let you know within five days. We'll
ask you for your deadline, and we'll let you
know how long it will take to provide an
answer.

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 your time won't be wasted.

We will provide was for you to query us or find
EPA information electronically and for us to re-
spond to you 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, courteous, accu-
rate and understandable responses to all
inquiries.

If You write to us:

Your written inquiry will get an immediate
response. If you include you telephone number,
we will contact you immediately to dem-mine
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how we can best meet your needs and expecta-
tions. We'll mail you the response to your
inquiry within three business days. If we need
more time to research the answer, we'll call or
write you (also within three days) to tell you
when we will respond and the telephone num-
ber and fax number of the individual working
on your response.

We will also include with every response a.sur-
vey postcard asking whether or not the informa-
tion was received promptly, with courtesy, and
was understandable.

If You 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 you find the
information you seek.

We will make every effort to answer your ques-
tion immediately, and we will always respond by
the next business day.

Our answer will always include the name and
telephone numbcr of an employee who will be
able to assist you if you desire additional infor-
mation.

If your call is received during non-business
hours (business hours are Monday to Friday, 8
a.m. to 6 p.m.). your questions will be taken by
an automated voice system, and we will get back
to you on the next business day.

On a random basis we will ask you a few brief
questions concerning our performance in meet-
ing our standards of promptness, accuracy, and
courtesy. This information will be used to
improve our performance.

SOLID WASTE AND EMERGENCY RESPONSE

Promotes public awareness and inmolvement on solid
waste issues and responds to requests for documents,
including regulations.

Your questions will be answered courteously, ac-
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 you
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
Intimation Specialist will give you his/her
name so that you can call for more intimation
or to check on progress.

If your 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 data-
bases, Internet, or other sources.

EQUAL EMPLOYMENT

OPPORTUNITY COMMISSION
hwestigates and litigates charges of employment
discrimination in private and public (including fed-
eral) sectors; conducts twining and infOrmatiowl ac-
tivities for employers, unions, and community
organizations.

People with complaints of employment discrimina-
tion can expect 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 charging parties like you to help us un-
derstand what you want, what you need, and
what you 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 ro customer
service.

FEDERAL COMMUNICATIONS
COMMISSION

PRIVATE LAND MOBILE RADIO SERVICES

Regulates the use of tlm radio spectrum to fill /ill the
needs of businesses, state and local govemnents, air-
craft, ships, and individuals.

When you telephone:

You will receive a response to your inquiry
within one business day.

You will he transferred no more than twice; if
the issue remains unresolved at the second con-
tact point, we will obtain the required informa-
tion and return your call.

If voti are transferred during ).ou call, we will
explain your issue to the rocipi,:at of the transfer
so you do not have to repeat the reason for the
call.
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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 form order within 10 days
after we receive your mail or phone request. You
have immediate access to forms through "Fax-
on-demand" and the Internet.

You will receive, along with the application, ma-
terial that clearly describes the licensing process.

When you apply for a license:

You will be able to determine the status of your
license application and where it is in the process.

If your non-specialized mobile rad;:: 3vstems ap-
plication is error-free, you will ; your
license within 70 days of re_eir t.

If your application contains errors that can be
resolved by telephone, ist wil; telephone you. If
all errors cannot be resolved, your application
will be returned, but only after a complete
review. Errors or omissions will be clearly indi-
cated.

Every five years, when your license needs
renewal, we will send you your renewal notice
90 days prior to the expiration date.

FEDERAL EMERGENCY

MANAGEMENT AGENCY
Provides leadership and support to reduce 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 your
story to a responsive FEMA representative.

"treat you with respect and caring.

Give you clear, accurate information on disaster
assistance and how to apply for it.

Explain clearly what you need to do after appli-
cation, what you can expect from the
government, and how long the process should
take.

Provide eligible individuals disaster housing as-
sistance checks with all possible promptness and
give them an estimate of the length of time it
will take.

Provide equal access to disaster assistance for all
individua's.

Use your aiggestions and complaints to improve
our service continually.

THE GENERAL PUBLIC

GENERAL SERVICES

ADMINISTRATION

CONSUMER INFORMATION CENTER

Helps the public know about and get consumer
motion from th federal government.

Value:

Identifr useful 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.

Quality:
Make available publications that cover a wide
variety of topics of importance to the public.

Ensure accurate processing of customer orders.

Timeliness:

The average time to fulfill 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 to Catalog, Pueblo, CO 81009, or by calling
719-948-4000.

An efficient means will be provided for
nonprofit groups, such as libraries and schools
that are able to distribute 25 copies or more of
the Catalog on a quarterly basis, to be placed on
CIO's bulk mailing list.

The C1C Bulletin Board System and other new
technology initiatives will increase customer ac-
cess to the Catalog and other important
consumer information.

INTERSTATE COMMERCE

COMMISSION
Regulates intentate stofiwe transportation, including
twins, trucks, bum's, to cariem household goods
transportem freight jinwarelem transportation
brokem and pipelines.
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We win:

Accurately update information contained on the
Automated Response Capability at the end of
each working day to reflect decisions served by
the Commission that day.

'treat you courteously and be responsive to your
questions. When we make a mistake, we will
correct it as quickly as possible.

Provide an up-to-date telephone number which
allows you to contact the ARC Coordinator di-
recd if you have a problem with the ARC sys-
tem. You can reach the ARC Project
Coordinator by telephone at 202-927-5979.

Encourage you to let us know how swell we are
serving you and ask you to suggest ways we can
improve our service to you.

JAPANUNITED STATES
FRIENDSHIP COMMISSION

Promotes mutual understanding and cooperation be-
tuven the United States and Japan; administer s ,grant
programs fbr Japanese studies in the United States,
American studies in Japan, policy reseanh, public all
fitirs and education, and the arts.

Our standards are as follows:

You will he treated with courtesy every time you
contact us.

We will provide von with all the information
you need in order to understand our programs.

We will also provide you with information
about other existing grant programs that may
help you.

When you call our office for information or
help, you will reach us on the first call.

You can expect us to deliver our services fairly
and to the same high standards to all our clients
regardless of race, color, age, religion, sex,
national origin, sexual orientation, political pref-
erence, labor organization or non-affiliation,
marital status, or non-disqualifying handicap.

NATIONAL ARCHIVES AND
RECORDS ADMINISTRATION

/1(iesses, arrant(.(, describes, presemes, and makes
available to the public the historically valuable rowdy
of the dove brancho ofgoivniment

\X'e will treat all (flour customers with ctfurtesy.
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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 you call or visit one of our facilities:

You will find Archives staff and volunteers avail-
able in all offices to assist von during posted
business hours. Our business hours will be
prominently posted at all sites and noted in our
brochures and through other information
sources.

If von write to us about our holdings:

You will he 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 the Archives, its services, and holdings
through the Internet and other on-line services,
our fax-on-demand service, through printed pub-
lications, or lw contacting one of our offices.

If you need information about government rules and
announcements:

You will he 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 print and
in electronic form by the Government
Printing Office.

If things go wrong:

flour 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 next time. Our local complaints and
suggestions procedures are as follows. You mav:

Ask to speak to the person you dealt with.

L'se our Suggestion/Complaint comment
form (NA Form 140451. You can mail it or
drop it in the box provided. Or, you can
simply write us a letter. If you request .1



reply, we will provide a response within
seven working days.

Speak or write to the supervisor in charge.
If 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, you
can write to the Assistant Archivist for the office with
which you have been dealing.

NATIONAL COMMISSION ON
LIBRARIES AND INFORMATION

Initiative:

NCLIS will seek out individuals and groups rep-
resenting the U.S. public and offer advice or as-
sistance in developing or carrying out policies
that affect library and information service
nationally.

NCLIS will respond to requests for comment
and take advantage of other opportunities for
providing advict and assistance, whether that
advice is asked specifically of NCLIS, of federal
agencies generally, or of the general public.

Customization:
NCLIS will provide assistance in the form of
data, appraisals, plans, studies, statistics, surveys,
analyses, research, or policy advice tailored to the
needs of the individual or group in each
situation.

Timeliness:

NCLIS will provide assistance on a schedule that
is timely. usable and useful to the entity to
which the information's being provided.

Monitoring:
NCLIS will track the provision of information
to determine if it

was useful /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:

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, what could/should have been done
differently. etc.

THE GENERAL PUBLIC

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, oznt-making agency established by
Congress to support research, education, and public
programs in the humanities.

In assisting you as a prospective applicant, you can
expect us to:

Respond courteously and quickly to your
requests for information about our grant
programs.

Be able to describe the programs that best suit
your needs.

Provide application instructions and forms that
are clear and easy for you to use.

Offer prompt and thoughtful advice and guid-
ance in preparing your application.

Explain accurately the procedures that would be
used to evaluate your application and tell you
when you could expect a decision.

In assisting you as an applicant, you can expect us to:
Ensure that the evaluation of your application is
fair, expeditious, and informed by the expert
judgments of your 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 you are unsuccessful.
on revising or resubmitting your application.

In assisting you as a grantee, you can expect us to:

Provide vou with an award document that is
clear and easy to understand and that sets forth
sensible reporting requirements.

Provide the names of our staff members who
will serve as contacts for your reports and for any
assistance you 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 you carry your project to
CO1111)101011,
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NATIONAL LABOR RELATIONS
BOARD

Administers the National Labor Relations Act;
prevents and remedies unfirir bbor pmaices commit-
ted by private sector employers and unions.

Our customer service standards include the
following:

We will treat you courteously.

\X'e will attempt to answer your questions about
the case, consistent with the confidentialiry
rights of other persons and the Privacy Act.

If 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 you
will need accommodation.

If you wish, you may be represented by an attor-
ney or other representative of your own choice.

Examples of the types of customer service standards
You can 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 he
conducted. \X'here appropriate, we will explain
the issues raised in the case. \X'e may ask the par-
ties to submit their legal arguments.

Some petitions may be dismissed. However,
where an election is appropriate, we attempt to
get all parties to agree to a voluntary election.
\X'e have been successful 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 tiled.

If all parties do not agree to an election, we will
issue a Notice of Hearing in order to resolve
necessary issues.

The hearing will be before an NLRB Hearing
Officer. All parties may present relevant
evidence relating to issues which must he
resolved betnre an election can be conducted.

After the hearing, the NLRB Regional Director
will issue a written decision as promptly 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, you 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
hoard in Washington, D.C.

From the time a regional decision after hearing
issues, the parties should expect that an election
normally will be conducted. If appropriate,
within 25 to 30 days.

Where an election is appropriate, we will
conduct a secret ballot in such a manner so as to
provide the eligible employees 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 expect a regional report of supple-
mental decision normally within 35 days. If a
hearing is held, the parties should expect a
regional report or supplemental decision
normally within 95 days.

Following an election and the resolution of any
determinative challenged ballots and/or
objections. we will certify that a union is, or is
not, the collective-bargaining representative of
the employees in the voting unit.

NATIONAL MEDIATION BOARD
Assists in maintaining,: free floc(' of ommenr in the
railroad and airline industries by resolving disputes
that could disrupt travel or imperil the economy.

You can expect our staff to meet 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 at least 90 percent of representatioh cases in-
volving a participant's request for hoard -level ac-
tion, the NMB stall:will submit a
recommendation to the hoard within 180 calen-
dar (1-1VS of docketing and the hoard will
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respond within an additional 30 calendar days.

An updated NMB Representation Manual will
be made available to the public during fiscal year
1995.

An NMB investigator will be assigned to investi-
gat representation cases within five business
days of docketing.

Representation and mediation applications will
be responded to within three business days fol-
lowing their receipt by the NMB.

All NMB mediators will have received training
on innovative /enhanced mediation approaches
by the end of fiscal year 1995.

At least two training/orientation opportunities
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.

Arbitrators compensated by the NMB will he
sent their payment within 14 days following the
NMB's receipt of an appropriate voucher.

OFFICE OF PERSONNEL
MANAGEMENT

FEDERAL EMPLOYMENT INFORMATION

SYSTEM

Serves job seekers by providing illfb 1711(111011 on fe. deral
employment.

To assist you as a federal job seeker:

We will provide you with courteous and timely
service.

We will update our nationwide job listings every
business day.

We will have Employment Infbrmation
Specialists available to answer your questions.

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.

We will respond to your requests for
applications and/or routine information within
one business day.

THE GENERAL PUBLIC

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

PENSION BENEFIT GUARANTY
CORPORATION

Protects the benefits of participants in private sector
pension plans and provides timely payment of benefits
for those pension plans that have been terminated.

We pledge that:
In all communications with you, we will
acknowledge your inquiry within one week. If
we cannot give you an immediate answer, we
will tell you when to expect it and we will give
you 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 you a new date when to expect an
answer.

If you are receiving a pension check, changes
you request (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. 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 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.
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LAW ENFORCEMENT

DEPARTMENT OF JUSTICE

COMMUNITY RELATIONS SERVICE (CRS)

Conflict Prevention and Resolution Program

\X'e 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.

If you are a participant in a CRS training session
or conference, we will provide useful
information and materials that will assist von in
preventing or minimizing racial and ethnic ten-
sions. If you would like more information, we
will work with vou to identify additional materi-
als to meet your needs, within three weeks of
learning of your need.

We will be prepared to provide on-site services
in major racial or ethnic crisis situations within
24 hours of when your community notifies CRS
or CRS becomes aware of the crisis.

In non-crisis situations, we will contact you within
three days of when your community notifies CRS
or CRS becomes aware of the situation, to discuss
your request for CRS services.

FEDERAL BUREAU OF INVESTIGATION

Integrated Automated Fingerprint Identification
System (IAFIS)

Supports litu. ettfOrcentent agencies.

NATIONAL

REVIEW

Name checks:

Response time for name searches against crimi-
nal histories is and will he 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 time we receive the fin-
gerprint card.

Fingerprint checks in the future using IAFIS:

IAFIS will process fingerprint identification of
arrestees in an average of two hours from the
time of receipt of the fingerprint data.

IAFIS will process fingerprint identification for
employment 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 he
completed in 1996. When the NCIC 2000 System is
fully operational it will meet the following standards:

Customers will be able to access the system 24
hours a day, seven days a week (currently avail-
able).

System will process NCR: inquiries in one sec-
ond or less. Current NCIC processing time is
two seconds.

Users will be able to conduct on-line inquiries
tit information that is now available only
through special computer programming.
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Users will he able to receive phouigraph and fin-
gerprint images on-line in Nike cruisers
(currently not available)

Uniform Crime Reports Program

hhe ,t1111.1ill Crime in the U.S. report will be
published in October of each \ ear.

Semi-annual report updates will be published in
September and Nlarch of each year.

If you are with a criminal justice agency and
wish to he put on our mailing list for these
reports, you may contact a member dour \WI.

If you are a member ache public, you may ob-
tain these reports for a ice b contacting the
Superintendent of Documents, C.;overnment
Printing Office.

To receive customized reports. you may contact
our program stall, which will facilitate a
response to your inquiry as soon as possible in
written or electronic Corm.

When fully operational. the National Incident-Based
Reporting System program will provide the follow ins
services:

Data on 22 crime categories made up of -46 spe-
cific crimes will he collected (current system col-
lects data on only eight crime categories).

Information on every crime will Ise collected
separately (current system uses a summary
report, which reports only the worst crime in .t
multiple offense situation).

Age, sex. race, ethnicity. etc. will be reported for
victims and witnesses of all crimes, which will
allow for better analysis (current system reports
this infOrmation only on certain crimes).

System will provide the ability to quantify drug
seizures in relationship to drug arrest (currently
not available).

Information will address such issues as hate
crimes, white-collar crime, domestic violence,
abuse of the elderly. etc. (current!: not available
in summary system).

U.S. ATTORNEYS OFFICES

Victim-Witness Program

Notifications If you request it, we will provide the
"I"ing notifications to you within two weeks or
less:

When there's been a change in the detention
status of an offender.

When charges have been filed against a
suspected offender, or if any or all Lharges are
dismissed.
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DEPARTMENT OF THE TREASURY

BUREAU OF TOBACCO

ANL) FIREARNIS

The National Tracing Center
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-Routine" traces Nvill be completed within four
weeks. A routine trace involves crimes such as
carrying a firearm vithout a permit, burglary,
and firearms trafficking. This category also
includes identifying the purchaser of recovei ed
firearms when time is not an essential factor.

Please note chat we depend on the cooperation of li-
censed firearms dealers and others to complete traces.
fhe response times of dealers affects the times it rakes
us to respond to our requests.

FEDERAL. LAW ENFORCEMENT

TRAINING CENTER

Trains fideml, state, anti load bin officials.

We will maintain Administrative Services at a
level 4ts measured by the Student Feedback
System.

We will maintain Program Services at a level 5,
as measured by the Student Feedback System.

We will maintain a rating of 90 percent for cus-
tomer services in the 1994 Customer
Sat isfaction Survey.

We will train 100 percent of your Basic
Students.

LAW ENFORCEMENT

U.S SECRET SERVICE

Conducts investigations to assist U.S. Attorneys with
their prosecutions ofcrintes 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 he 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 being met by the local Secret Service
Office.

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 between the Secret
Service and each U.S. Attorney. These standards
will be tailored to reflect the unique needs of
each U.S. Attorney and the respective judicial
district.
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NATURAL RESOURCE
MANAGEMENT

DEPARTMENT OF AGRICULTURE

FOREST SERVICE

Alanages 191 million acres ofYbrest and rangeland
and regulates use.

Our offices, work sites, and visitor centers will be
open .it times convenient to our customers.

Knowledgeable employees Vs ill be available at
times convenient to our customers.

Our facilities will be safe, clean, attractive. and
informative.

Our flicilities will be accessible to persons of all
ages and abilities.

Visitors will always he welcomed with prompt,
courteous service.

Customers will he 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

incorporates ecosystem management considerations ire
all aspects opts totter resource projects, including those
for Control. 3 won damage reduction,
hydmelearic. and recreation.

NATIONAL
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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-
ciety'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 Fir research laboratories
to develop new technological solutions to envi-
ronmental concerns and to make them available
quickly.

Regulatory Program

Regulates the development/ice of work or
structure in or of felting a narigable waterway ofthe
United States and the discharge ofdredged or fill ma-
terial in all waters °fare 1 hilted States; authorizes
90,000 activities annually.

We will complete action on 0 percent of all ap-
plications in less than 120 days.

Water Resources Operation and Maintenance

Operate,. 23i locks, dredges over 900 harbors,
operates and maintains .38.3 major lakes and
rrserroirs for flood control. maintains 2,500
recreation sites. and prywides hydropower at -5 sues.
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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
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.

\Xle 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
resources projects all? cting the United States, in part-
nership with state and local communities.

V'e 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 solutionfs) for large projects within
four vars, 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 .ears. The design is federally funded up-
front. The local sponsor will be asked to share
design and construction costs when the project
is tinder 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:

Expand the Clean (:;ties 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
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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
year 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 estimated 22 trillion
cubic feet, 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 October
1995.

DEPARTMENT OF THE INTERIOR

BUREAU OF INDIAN AFFAIRS

SOWS as the steward fiv Indian and Alaska Natit,e
land( and monies held in mist by the United States.

By the end of fiscal year 1995:

We will provide you 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 receipt of your letter and we
will seek resolution of your problems within 30
days.

Wc 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.

\ \'e will establish a formal consultation process
through which comments and concerns 1w tribal
governments will be sought.
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We will deliver portable classrooms within one
year of funding.

BUREAU OF LAND MANAGEMENT

Manages rill aspects of 270 million acres of federal
land and 570 trtillion acres of federal mineral
resources.

We will always:

Treat vou in a courteous, efficient, and
professional manner every time you contact us.

Work with you to meet your needs while com-
plying with laws and regulations.

Advise you if your request cannot be filled in
your initial contact with us, and tell you who
will respond to your 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 use lands,
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 BEM compliance and en-
forcement process, expected time frames, and
reporting requirements and responsibilities.

You will he treated fairly under laws and regula-
tions.

Information Access Centers

Provide information and products at centml
locations.

You will he greeted and your request will be ac-
knowledged withil five minutes of your arrival.

You will recei:e the most current and accurate

NATURAL RESOURCE MANAGEMENT

information about the public land that we have
available to the public.

You will receive 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 planning
process and our management of resources.

You will he 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 rest)* arces, you will be asked for
your ideas.

You will he 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 your request, and the date by which we
expect to address your request.

BUREAU OF RECLAMATION

Hydropower and Water Deliveries

We will always treat our customers with
courtesy and respect.

We will promptly answer our customers' ques-
dons 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
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 complaints.
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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 bureaucratic
maze of government.

Walk-in customers have priority and will he
promptly acknowledged and assisted as soon as
possible.

All information will he 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. If the answer
can't he found, that fact will he 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 Gulf of Mexico Public Information Office
Pilot Project:

When you enter our office you will be promptly
acknowledged.

N.Ve will he sensitive to your information needs.

YOU can expect to he treated with courtesy at all
times.

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

\X'e 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 priority.

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

We are as time-conscious as you are. \X'e will try
to get you what you need as quickly as possible.

Royalty Management Program

Farmington, New %le:;ico Pilot Project:

Our aim is to continually improve service to you. If
you would like to make a comment or complaint,
please feel free to use the comment card available
from any of our employees.

120

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

Accurate information. Your questions will he
answered befbre you leave, or you 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 you 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 royalty issues and assume respon-
sibility for coordinating the resolution of your
concerns.

Meet you elsewhere to help you understand the
royalty process as it affects you if you cannot
come to our office.

Seek 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 olnational parks.
11101111711elltS, 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
States.

Provide opportunities for qiialit outdoor recre-
anon while conserving exceptional natural. cul-
tural, and historical resources.

Make the beauty and history of our nation's
parklands a more meaningfial part of the life of
all Americans.

Manage the National Park System so that even"-
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 nations 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

We will keep the center open during peak hours
and seasons and provide alternative sources of
information when the center is closed.

We will maintain the facilitv in a clean, safe con-
dition.

We will answer your questions or refer you to
additional sources of assistance.

We will make special efforts to inform vou cf
hazards and situations that may adversely affect
your visit.

NATURAL RESOURCE MANAGEMENT

We will provide and maintain exhibits and
audio-visual programs that impart understand-
ing and stimulate appreciation of the park and
its significant natural, historical, cultural, and
recreational values.

We will display schedules of programs and activ-
ities available throughout the park.

We will offer a wide range of quality, park-
related educational items at fair market value
sold in well-maintained outlets.
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THE RESEARCH AND
ACADEMIC COMMUNITY

DEPARTMENT OF AGRICULTURE

ECONOMIC AGENCIES

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

Provide info. motion and analyses for improving the
performance of agriculture and the well-being of rural
Amerior.

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
our programs, products, and services in plain
language.

Make it easy to find and order reports.

Deliver promised information promptly.

Explain why, when we cannot meet your
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 you can expect from the ERS-NASS sales
desk:

Your call will be answered promptly and courte-
ously by a knowledgeable operator.
Occasionally, the volume of calls may require
that your call he placed on hold for a short time.
but we won't forget you!

NATIONAL
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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 ID 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 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 your questions
regarding the current status of your 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.

DEPARTMENT OF COMMERCE

BUREAU OF ECONOMIC ANALYSIS

Provides economic data on the U.S. economy and its
position in the global market.

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 (Economic Bulletin Board), EBB FAX. and
recorded telephone messages at the time of
release,

BEA statiwill respond to customer
correspondence within five business days.
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BEA still-Twill return customer phone calls
within one business day.

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

BUREAU OF THE CENSUS

Data Users Services Division

Provides a variety ofproducts and services based on
Census data.

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

Shipping orders. We will ship item . for off-the-
shelf orders within one working day.

Custom orders. We will ship orders for custom
products as stated by the customer service repre-
sentative.

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

Guarantee. We guarantee that you will he happy
with our product or you can return 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 economic infinmation.

Files on the Economic Bulletin Board (EBB):
We will post all files on the EBB within 30 min-
utes of receipt from the originating agency.

Order fulfillment:
We will ship CD-ROM orders by first-class mail
the next business day after we accept the order.

If we do not ship your order on the next
business day. we will send you one CDROM
free.

Technical assistance:

All technical assistance calls will he resolved
within 24 hours. lithe problem requires more
time to resolve, we will keep you posted of our
progress.

If yriti fOrpn your FBB password, please give us
24 hours to identify it. We will call the owner of
the account hack with the information.
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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 CI) -ROM subscription services, von
will receive a reminder to renew the subscription
45 days in advance of the subscription
expiration date. If we do not receive payment
from vou, we will stop the subscription.

For our EBB subscription service, we will
include renewal charges in your trimesterlv 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, please contact us if you need
tiidocc.litional time and we will extend the grace pe-

You can expect us to:

Give you our name when we answer the phone
or write to you.

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 ,erices 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
of our services -- and we will share those results
with you.

STAT-USA wants to hear from you, whether
its good news or bad. All of our managers can
be reached by mail, telephone, or e-mail.

NATIONAL INSTITUTE OF STANDARDS

AN I) TECHNOLOGY

Develops and distributes Standard Rckrence
Material,- (SRMs) fin- use in the control of production
processes and in IneaSilreMellt aSSIerallee programs.

We will deliver SRMs to you within 24 hours of
order upon request.

Your call to order SRMs will be answered within
3(1 seconds.

We will work with our CliStOillers to 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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NATIONAL OCEANIC AND

ATMOSPHERIC ADMINISTRATION

Aeronautical Charts and Related Data

Provides aeronautical 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 maintain and de-
velop aeronautical chart specifications for your
existing and emerging charting needs.

To preserve our perfect record of meeting all
print cycles and to continue to meet our high-
quality, printed image standards of +.003 accu-
racy.

fo deliver aeronautical and nautical products to
you who are our domestic customers within 0.vo
weeks of receiving your order.

To ensure we have appropriate stock quantities
of products, while minimizing costly condemna-
tion of obsolete products.

To reply to your inquiries in a timely manner
bv:

responding, the same business day, to your
telephone inquiries about 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.

'l'o promote our understanding of your needs
and your awareness of our products and services
he:

continuing to hold a workshop for NOS
Chart Agents approximately every I 8
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 survey's as needed;
and

continuing our outreach program to avia-
tion schools, flying clubs, and the general
public.

To alwar Ile polite, considerate, and honest,
and to ensure Our products and services meet or
exceed your expectations.

THE RESEARCH AND ACADEMIC COMMUNITY

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. applica-
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
telecommunications, as well as programs for the
transfer of technology, to enable our customers
to accomplish their missions in a more efficient
and cost-effective 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 to your tele-
phone requests for our products.

Responding to your telephone messages within
one working day.

Supporting professional workshops on geodetic
surveying 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 ensur-
ing our products and services meet or exceed
your expectations.

Doing our best to correct a problem promptly if
things go wrong.

Grants Management

Au4nyh ,qinnts and cooperative agreements for a rani-
ay of scientific and environmental projects.

Applicant notification: Applicants .1.,t NOAA
grants and cooperative agreements will he nod-
lied within two weeks after receipt of the appli-
cation by the Grants Management Division.

125



126

APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

Application processing: Complete fundable ap-
plications approved by program offices with
funds available will he 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 grantees requesting
approval for budget revisions, etc., 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 stafE applicants, and recipients to
exchange information and upgrade grants and
cooperative agreement administration skills.

Timely close-out: Within 90 days after 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 you in the area of data quality by:

Addressing the accuracy of measurements and
the probability that any observation is consistent
with this accuracy.

We will serve ou in the area of data continuity by:

Addressing the compatibility between past and
present data relative to a homogeneous and con-
tinuous record.

Improving climate and ocean prediction
through access to NOAA's quality databases.

Improving business decisions using NOAA's na-
tional and international data holdings.

We will serve you in the area of customer service by:

Hosting workshops and data advisory groups
twice a year.

Hosting user-based demonstrations and valida-
tions twice a year.

Improving access to data and inimmation via
on-line services, as opposed to telephone
requests; will improve response time by one day
to two weeks.

Providing response to standard customer orders
in fewer than 1/4 working days and rush orders
in fewer than CI% e 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 data to:

Continuously monitor, analyze and forecast the
environment between Sun and Earth providing
forecasts once a day, updated even' 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 SEUs
data by using new instruments and observing
techniques. Incremental increases are marked
every solar cycle.

Take a leading role in advocating and designing
new data systems that will fly on government
satellites, including three types of sensors on
GOES, one on TIROS, the future Solar X-ray
Imager on GOES, and vital satellite instrumenta-
tion at the LI position.

For every manned space flight, provide mission
support to protect astronauts from changes in
the solar environment.

NATIONAL TECHNICAL

INFORMATION SERVICE

Fed World's' On-line System

Acts as an info' clearinghouse.

Your access to FedWorld will continue to be
provided at no charge.

Products vou order by credit card for download
will be delivered within 30 seconds.

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

We will continue to make information accessible
in whatever electronic formats meet your needs
and expectations.

PATENT AND TRADEMARK OFFICE.

EX11111illeS and issues patents and trademarks.

We will treat our customers with courtesy each
time they contact us and, if appropriate, will di-
rect them promptly to the proper office or per-
soli.

Ilan employee being called is not available, they
will return the call by the next business day or, if

118



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 within 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 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
U.S. patents, foreign patent literature, and non-
patent literature contained in our search files
and, where appropriate, a reasonabie search of
other nun-patent literature during the patent ex-
amination process.

Trademark standards:

We will correctly generate and mail filing
notices within 30 days of receipt with a goal of
reducing the prose ing time to 14 days by
September 30. i 995.

We will examine lew 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-
itv of trademarks within 13 months of receipt of
the application in the PTO.

We will issue correct Notices of Abandonment
within 45 days oldie 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 date of registration.

THE RESEARCH AND ACADEMIC COMMUNITY

DEPARTMENT OF EDUCATION
Ensures equal access to education and promotes educa-
tion excellence nationally.

Anyone we deal with can expect:

You will receive individual attention and
prompt, professional service. You will be valued.

We will seek 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 he 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 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,
economics, 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 economy.

Mathematics and science: The nation's students
will he first in the world in mathematics and sci-
ence achievement.

Adult literacy and lifelong learning: Every adult
American will he literate and will possess the
knowledge and skills necessary to compete in a
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global economy and exercise the rights and
responsibilities of citizenship.

Safe, disciplined, and drug-free schools: Event
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-
dents 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.

IMPACT AID

Grants available to local school 3ystews whose
resources are affected by federal operations.

Based on a customer survey indicating that more
than half of our customers were dissatisfied with the
timeliness of their payments, we instituted a new
standard:

All applicants that submit a problem-free appli-
cation receive their payments within 45 days of
receipt.

OFFICE FOR 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 institutions:

Within five days of receipt, we respond to 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 hsues that cut across postsec-
ondary programs. This service is provided to postsec-
ondar institutions, lenders. guaranty agencies. and
other financial providers.
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Once a question is posed and forwarded to the
appropriate person, we respond within three
days.

DEPARTMENT OF ENERGY

INDUSTRIAL COMPETITIVENESS

By partnering with our customers, we will develop
integrated program plans that improve partnerships
in a measurable way; 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 cycle time, cutting red tape,
being more responsive to our customers' needs and
expectations.

Effective immediately. Cooperative Research
and Development Agreements (CRADAs) will
be processed in less than 16 weeks on average.

Effective immediately, we will devote 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 S24 million in 1993 to S75 million in
1995. We will increase contracts with small,

noritv, and women-owned businesses from S3.3
billion in 1993 to 54.5 billion 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
quality 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
applications by acknowledgment in writing
within 30 days of receipt.

By June 1995, extend utilization of
scientific/technical merit review for all accepted
proposals. Each proposal «ill he 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

POLICY DEVELOPMENT AND RESEARCH

Researches and evaluates how HUD programs fienc-
tion and how they can be improved.

PD&R will publish and mail to all organizations
on the PD&R database 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.

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 minerals 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
you need, or obtain the information for you,
with a minimum number of referrals to other
organizations.

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

We will answer your requests as quickly as possi-
ble. If we cannot give you the information you
need at the time you call, we will do so within
one working day or call you back to let you
know the progress we arc making on your
request.

When you write to us requesting general infor-
mation materials, we will mail them to you

THE RESEARCH AND ACADEMIC COMMUNITY

within one working day. When you write and
ask for more specific technical informat;. in, 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 a.m. to 6:00
p.m. Eastern Standard Time.

We will make our information a' 'liable
electronically (INTERNET, CD-ROM, Mines
FAXBACK) and give you the instructions and
information you need to take advantage of these
sources.

NATIONAL BIOLOGICAL 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
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 quality
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. Dissatisfied

1. Very dissatisfied

These products will he accompanied 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 achieve an average
client satisfaction rating very near level 4
"very satisfied."

U.S. GEOLOGICAL. SURVEY

Minerals Information Offices

Each customer will he 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 he
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 receipt. 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
electronic ordering.

We will eliminate processes, procedures, and
rules that are roadblocks to success.

There will he no unreconcilable mistakes
allowed in the handling of the customers'
accounts or money.

Technology Information Center and
Microcomputer Training Center
in Denver, Colorado

Offlrs classes in how to use the USGS databases.

Before class:

Between 9:00 a.m. and 11:30 a.m. we will take
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your registration information by phone and im-
mediately register you 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 he sent a confirmation letter within one
day of your registration listing class prerequisites,
date, time, and location.

During class:

Classes will begin on tin ie.

The latest version of the sofrvare will he loaded
and ready to go, and all sample files will he
loaded.

You will receive either comprehensive notes for
the class or a textbook to take with you.

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 unnecessarily.

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-
formation systems needs ofother Interior bureaus and
other federal agencies.

We will:

Provide fully integrated systems to process the
administrative workload and to attain the maxi-
mum effectiveness from our staff.

Implement a Customer Se:: ice Level Agreement
(CSLA) between the WASC and its customers.

CSLAs will be customized to meet the technical
support services required by each customer.

CSLAs will measure, monitor, analze, and pro-
ject current and future hardware, software.
telecommunications, and user assistance.

Annual reviews of each CSLA will he scheduled
between both parties to discuss and modify the
document.

A complaint process will he established to
resolve problems.

The WASC will advise the customer of the sta-
tus of their problem within 24 hours of initial
con tact.

Th WASC will maintain a hot-line number fire
emergency situations.

WASC technical staff will be on Lall "around the
clock."

122



NATIONAL AERONAUTICS AND

SPACE ADMINISTRATION

EDUCATION AND MATERIALS SERVICES

Advances the nation's education goals through
expanding and enhancing the scientific technological
competence ofall 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 rivironnzent
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 ofgovernment.

We will treat 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 staff.

We will provide informational products to meet
our customers' needs.

If you call or visit one of our
You will find Archives staff and volunteers avail-
able in all offices to assist you during posted
business hours. Our business hours will he
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 print and 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 next time. Our local complaints and
suggestions procedures are as follows. You may:

Ask to speak to the person you dealt 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
seven working days.

Speak or write to the supervisor in charge.
If 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, you can write to the Assistant
Archivist for the office with which you have
been dealing.

NATIONAL SCIENCE
FOUNDATION

In implementing the services fOr finding the most
meritorious projects in its research and science, mathe-
matics and engineering education programs, NSF is
committed to:

Disseminate information about NSF practices
and policies widely among grantees and poten-
tial grantees. Make program announcements
and solicitations available to relevant individuals
and organizations at least two months prior to
any deadline for proposals.

Specify clearly the guidelines for content/prepa-
ration of proposals, criteria, and process for
selecting award recipients, and reporting and
other special award requirements.

Conduct a fair and reasonable review of all pro-
posals.
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Make a final decision on proposals and inform
the applicants of the decisions within six months
of the NSF's receipt of the proposal.

Provide information that explains the final fund-
ing decision regarding the proposal.

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.

Normally not restrict, or take any part of
income from, publications of writings produced
under research, education, or training awards.

Permit inventing organizations usually to retain
patent rights.

Reference in award documents the terms and
conditions necessary for the recipient organiza-
tion to administer the awards.

Provide timely, clear, and appropriate responses
to requests by grantees of clarification of award
terms and conditions, for approvals and requests
for additional funding, and for administrative or
technical advice related to the award or award
activity.

For the service of providing information and aralyses
on the status and needs of the sciences and fields of
engineering and on scientific and engineering
resources to the policy and research communities,
NSF commits itself to:

Publish data that accurately represent survey
results and are free of subjective commentary.

Document the presentation of the data so that
readers can assess readily the limitations of the
data.
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STATES, LOCALITIES, AND
OTHER PARTNERS

DEPARTMENT OF DEFENSE

ECONOMIC 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 meeting is scheduled in the community where
the OEA Director explains the c,-.onomic adjust-
ment process, emphasizes the importance of the
adjustment 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,
OM 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. OEA
meets regularly with federal representatives to re-
view OEA customer requirements, and to ensure
requests are afforded priority consideration.

ECONOMIC SECURITY

Base Realignment and Closure Activities

We will respond to correspondence within 14

days.

We will resolve Base Closure Status RTort
(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 CORPS OF ENGINEERS

Disaster Response and Recovery

Supplements state and local efforts to save human life,
prevent immediate human suffering, or mitigate prop-
erty damage.

We will inform state and local officials of our
policies and authorities, and participate 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 identify
hazard mitigation 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 of emergency water
under its own authorities, whichever is earlier.
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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.

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-
ciety'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, or
flood control maintains 2,500 recreation sites, and
provides hydropower at 75 sites.

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
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 u ill be federally funded.
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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 cost- 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,
Nye

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
year 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 estimated 22 trillion
cubic feet, 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 October
1995.
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DEPARTMENT OF HEALTH AND
HUMAN SERVICES

HEALTH CARE FINANCING ADMINISTRATION

Manages the Medicare and Medicaid programs.

Written responses:
-We will answer your 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 you arc 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 throue,i1 the use of customer 3ur-
veys, focus groups, public comments, and meet-
ings with customer representatives.

We are setting up groups of customers who vol-
unteer to give us assistance in setting standards

evaluating our perfbrmance.

We will identify customers who have special
needs related to vision, hearing, mobility, health
status, literacy, language, and other factors. We

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 care 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

Stimulates community development through grants
and loans to states, localities, and nonprofit organiza-
tions.

HUD has provided a point of departure for field of-
fices in setting standards. Field offices are to take into
account their local situation. Standards are to address
these areas:

Caring and commitment. 1 critical, but perhaps
immeasurable, standard for treating customers is
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the intangible factor of motivation 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 CPD
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 days.

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 int( crity. 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 impartiality. 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.

Clarity. Communication with the public, state,
and local partners should be in terms that 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 are responsible.

Partnerships and entrusting authority.
Partnership is the emphasis in CPD in working
with state and local governments and nonprofit
agencies to serve end-users.

Responsiveness to needs of end-users. The needs
of low- and moderate-income end-users of CPD
program assistance vary from place to place and
change over time.

Accountability. With greater decentralized
authority to the field comes greater accountabil-
ity.

Eval: ation and feedback. Part of any effort to
improve performance in service clients should he
systematic evaluation and feedback to improve
service.
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FAIR HOUSING AND EQUAL OPPORTUNITY

Fair Housing Assistance Program

Implements fair housing policies and enforces fair
housing laws.

Grants administration:

Cooperative Agreements and pertinent
attar'- --ents 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 agencies
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 agreement 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
to assess agency's performance.

Joint investigations:

All joint investigations will he 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 number.

Technical assistance:

We will provide guidance on drafting legislation.

We will provide guidance on enforcement activ-
ities.

We will provide testimony to legislators.
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We will provide assistance to agencies seeking
certification.

Training and policy guidance:
Partners are to receive all information in an eas-
ily understood format and language.

Technical assistance activities and materials pro-
vided will be timely and useful.

We will provide updated and adequate policy
guidance.

We will provide training to improve
investigative skills.

OFFICE OF HOUSING/

FEDERAL HOUSING AUTHORITY

Stimulates housing through direct financing, loan
guarantees, interest rate subsidies, mortgage insurance,
etc.

You can expect our employees to meet the following
standards:

Respect:

Every customer is entitled to courteous
treatment.

Every employee represents the Office of
Housing.

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

Identify yourself and your organization every
time you have a customer.

Don't drop the ball direct correspondence
and telephone calls to the correct parry.

When transferring a customer, take time to reas-
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 deaf and blind, when
necessary.

Quality products:
Provide all available information to a customer
on the first call or letter; ensure that all questions
arc answered.

Write in plain English, not technical or govern-
ment jargon.

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
them 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 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 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 rime 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 staff are thoroughly
informed.

Provide basic program training to clerical staff
particularly those who deal with the public.

Include in the headquarters telephone directory
and each field office telephone directory a con-
tact name and telephone number for each pro-
gram area, e.g.. Single Family Mortgage
Servicing, John Doe, 708-0000.
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Always conduct oneself as a representative of the
organization.

DEPARTMENT OF THE INTERIOR

BUREAU OF INDIAN AFFAIRS

Series as the steward for Indian and Alaska Native
lands and monies held in trust by the United States.

By the end of fiscal year 1995:

We will provide you 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 receipt of your 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
year of funding.

OFFICE OF TERRITORIAL AND

INTERNATIONAL AFFAIRS

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 important,
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:

if 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 day following.

Political:

We will participate in interagency review
and discussion of any and all requests that
you make for greater self-determination and
those issues which involve your 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 business 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
your concerns about federal environmental
policies.

We will solicit your comments on new ini-
tiatives related to the environment within
seven business days of its being released to
the public.

We will provide you opportunities to inter-
act with other federal agencies on environ-
mental issues.

Budget and payments:

We will consider all insular requests for
discretionary funding in tbrinulating 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.

If approved, we will send a facsimile copy
of the approved request to the appropriate
insular official 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 will 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 60 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 fully,
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.

All 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 LABOR

EMPLOYMENT AND TRAINING

ADMINISTRATION

Prm.ides employment and training services for unem-
ployed po:ons and issues cash benefits.

\ \'e 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-related decisions in compli-
ance with all legislated and regulated timelines
100 percent of the time.

Within 45 days of your funding request. we will
notify you of funding decisions for JTPA Title
III National Reserve Account grants.

Within 30 days of receipt, we will notify you of
our decisions on your request for modification
of your JTPA Title III National Reserve
Account grants.

Within 30 days of receipt, we will notify you of
decisions on your requests to modify your
Indian and Native American, Migrant and
Seasonal Farm worker, or Older Worker
program grants.

MINE SAFETY AND HEALTH

ADMINISTRATION

We will work with state and local institutions
and associations to provide miners with useful,
understandable infotmation about mining
health and safety.

DEPARTMENT OF
TRANSPORTATION

NATIONAL HIGHWAY TRAFFIC

SAFETY ADMINISTRATION

State and Community Traffic Safety Program
Planning

sal:

Work with WM' office in the initial planning
stages of major new traffic safety program initia-
tives and continue to seek your input as the
plans evolve.
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At least once a quarter, inform your 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 your Section
402 formula grant program, including ways to
strengthen programs and streamline the
financial management process.

Once a year, conduct a meeting with your office
to share the latest information available about:

Available programs, funding sources and
technologies offering the greatest promise
for reducing highway death and injury, and
the associated economic losses.

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 each year, 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 safery
program materials that includes ordering
instructions and the name of the person to con-
tact about the status of orders.

Training:

Each September, provide your office with a list-
ing of traffic safety professional development
and technical courses.

Each January through March, help your office
conduct a training needs assessment.

Deliver or arrange for the delivery of the courses
identified in the training needs assessment.
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AGENCY FOR INTERNATIONAL
DEVELOPMENT

Standards for our partners: private businesses, private
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 you to see if the
changes in our policies and procedures arc
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
your 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 eight;

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 he 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.

STATES, LOCALITIES, AND OTHER PARTNERS

We will answer your questions in a courteous,
expedient and professional manner. You will re-
ceive an initial response to calls and E-mails
within 24 hours; written inquiries will be
answered within 10 working days from receipt.
If a full response is not possible within these pe-
riods, we will indicate a probable time 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.

PVOs seeking 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 offer greater ac-
cess and more transparency to agency activities and
information.

Within six months, outside vendors will he 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 are
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 Washington 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 Commerce Business Daily,

Center for Trade and Investment Services
information on business opportunities; and
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Office of Small and Disadvantaged
Business Utilization information on
business opportunities.

ENVIRONMENTAL PROTECTION
AGENCY

EPA CHEMICAL EMERGENCY PREPAREDNESS

AND POLLUTION PREVENTION AND TOXICS

Helps state and local governments prevent and
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
Committees to make the information about
chemicals and chemical releases easy for you to
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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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 you
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.

If your 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 data-
bases, Internet, or other sources.

WATER GRANTS MANAGEMENT

(STATES AND TRIBES)

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.
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TRAVELERS, TOURISTS,
AND OUTDOOR
ENTHUSIASTS

DEPARTMENT OF AGRICULTURE

FOREST SERVICE

Manages the national fo. rests and rangelands, with
over 191 million acres, and makes them available for
recreation as well as business and research.

Our offices, work sites, and visitor centers will he
open at times convenient to our customers.

Knowledgeable employees will be available at
times convenient to our customers.

Our facilities will be safe, 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

Water Resources Operation and Maintenance

Maintains 2,500 recreation sites.

We will maintain all recreation facilities in a
clean and safe condition, and we will treat all of
our visitors courteously.

DEPARTMENT OF THE INTERIOR

BUREAU OF LAND MANAGEMENT

Manages all aspects of 270 million acres offideral
land and 570 million acres of federal mineral
resources.

REVIEW

We will always:

Treat you in a courteous, efficient, and
professional manner every time you contact us.

Work with you to meet your needs while com-
plying with laws and regulations.

Advise you if your request cannot be filled in
your initial contact with us, and tell you who
will respond to your request and when you can
expect that response.

Casual Uses of Lands, Facilities, and Developed
Sites

Use ofcampgrounds, visitor centers, developed trails,
and other

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. V'e will
respond to telephone or written requests within
five business days.

Compliance and Enforcement

Eitibrcement ofrequiremems, regulations, and laws
governing leases, permits, pwnts, and other uses of
lands znd resources.

135 143



APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

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-
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 your arrival.

You will receive 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 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 planning
process and our management of resources.

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
your ideas.

You will b afforded adequate time to make
your 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 your phone mes-
sages and letters, usually within five business
days.

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

BUREAU OF RECLAMATION

Manages, develops, and protects water and related re-
sources in tin ellUironlitelltally and economically
.«mnd manner.

Recreation Areas

We will always treat our customers with
courtesy and respect.
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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 e w.., provide educational infUrmation to 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.

FISH AND WILDLIFE SERVI'

Managec 500 conservation refuges across AnleriCa.

You be treated with courtesy.

Your calls will be answered promptly. An
answering machine will be available during non-
business hours.

Wee w... provide you with all the information
you need to visit the facility:

hours of operation;

facility rules;

telephone numbers, including an
emergency number for problems: and

brochures.

Our employers will always look professional.
Our employees are easily identified by uniforms
and name tags.

We e w... provide you with high quality wildlife-
dependent recreational and educational oppor-
tunities to enjoy this refuge's resources.

We will clearly mark all trails and tour routes.

We will clearly mark all hazardous areas and ma-
terials.

Our facilities will he clean at all times.

We welcome your comments and suggestions at
any time. Contact a uniformed employee.

NATIONAL PARK SERVICE

Promotes and regulates the use ,)fnatioual
monuments, and resert.ations.

We pledge to:

Protect your right to experience superlatie
wilderness and scenic grandeur.
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(:ommunicat an understanding of the people,
places, and events that shaped these United
States.

Provide opportunities for quality outdoor recr-
ation while conserving exceptional natural, cul-
turalmd 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 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

We will keep the center open during peak hours
and seasons and provide alternative sources of
infOrmation when the center is closed.

We will maintain the facilin in a clean, safe con-
dition.

\''e will answer your questions or refer you to
additional sources of assistance.

\X'e will make special efforts to infOrm you of
hazards and situations that may adversely affect
your visit.

vi will provide and maintain and
audio-visual programs that impart understand-
ing and stimulate appreciation of the park and
its significant natural. historical, cultural, and
recreational values.

WC will display schedules of programs and activ-
ities available throughout the park.

We will offer a wide range of quality, park-
related educational items at fair market value
sold in well-maintained outlets.

DEPARTMENT OF JUSTICE

IMMIGRATION AND NNFURALIZAEION

SERVICE

Dodi With traveler., entering the ( 'Hued Stales.

\\'e will treat .ou with courtesy and respect.

If vou are a 1. 'tined States citizen entering the
country at an airport, you will find citizen
inspection lines dedicated specifically for rapid

TRAVELERS, TOURISTS, AND OUTDOOR ENTHUSIASTS

clearance back into the country.

If You are a frequent business traveler being in-
spected in an airport using the 1NSPASS
Program, and being inspected at the Newark,
New Jersey; New York City; or 'foronto,
Canada, airports using the INSI'ASS System,
you will he processed in less than a minute. This
service is available 24 hours a day. INS is explor-
ing 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 minutes.

At the busiest southwest border ports, which ex-
perience heavy volumes of commuter traffic, we
will strive. through the application of innovative
inspection techniques and technology, to reduce
waiting time to 30 minutes.

If vou use the recently instituted Dedicated
(:ommuter Lanes in Blaine, Washington, you
will experience virtually 110 delay in entering the
country. We are working with local authorities
to establish similar lanes in other land border lo-
canons.

After January 1, 1995, if you request
information through the "Ask Immigration-
telephone number, (202) 514-4316, we will
provide improved service by reducing the mes-
sage tOrmat from 58 items to 10 and the length
of the menu time from 9 minutes to I. The
message system is available 24 hours a day, with
stall:available to assist with f011ow-up questions
during normal business hours.

DEPARTMENT OF STATE

BUREAU OF CONSULAR AFFAIRS

You will receive VOUr passport within 25 work-
ing days after your application is received.
Service will he provided in a courteous manner
and. whenever possible, we will trV to meet your
individual travel needs.

You will receive timely and accurate infOrmat ion
on travel safety and conditions in foreign coun-
tries 24 hours a day, seven days a week.

You will receive a timely and courteous response
to your request lor American citizen services and
service will he provided by knowledgeable, pro-
fessionalmd 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. COAST GUARD

We will provide the t011owing services for recreational
boaters:

24 hours/day, seven days /week search and rescue
services on demand.

24 hours/day. seven days/week Radionavigation
services.

'Tell -free. 24 hours/day, seven days/week
Boating Safetv Hotline. 800-368-5647, for im-
mediate access to a Coast Guard customer
service representative with accurate on-the-spot
answers to technical questions and written infor-
mation follow-up to:

Obtain free boating information,

obtain boating accident statistics,

obtain boat safety defect warnings.

-- report a possible boat sakt defect, and

learn about a recall campaign.

Boating Safety classes and courtesy inspections
by trained Coast Guard Auxiliarists at locations
across the United States.

24 hours/day, seven days /week navigation infor-
mation services at 703-313-5900.

24 hours/day, seven days /week operation of
Channel 16, the VHF-1:N1 national distress sys-
tem.

DEPARTMENT OF THE TREASURY

BUREAU OF ENGRAVING AND PRINTING

Public Tours

OfiCrs public tours °jibe Washington, l).C. plant
that prints U.S. amyl/cr.

You can expect:

Knowledgeable and courteous personnel.

Additional personnel stationed throughout the
tour to assist you and answer 'out- questions.

A comment card to he provided for .our ques-
tions and suggestions for improving :he tour.

At Icast one tour guide will he assigned to each
group.

That your group will he distinct and separate
and be given personaliied attention.
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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 ('enter.

The -Visitors Guide- to be available at the ticker
h00111, visitor's entrance, and the Visitors
Center.

Knowledgeable and courteous service in the
Visitors Center sales area.

Quality products from the Visitors Center.

U.S. CUSTOMS SERVICE

International Air Travelers

We'll serve international air travelers by:

d g

Providing

courteous
to everyone.

of international travelers within five minutes of
luggage claim.

Providing a supervisor to address your Customs-
related questions or concerns befOre '01.1 leave
the area.

Working with you, other federal inspection
agencies, airlines, and facility owners in provid-
ing the best customer service.

Upon receipt of your written inquiry, complete
with a telephone number, we will contact vou
personally within three working days.

EXECUTIVE OFFICE OF THE
PRESIDENT

OLD EXECUTIVE OFFICE BUILDING

PRESERVATION OFFICE

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 you clear directions as to the time
and location °IOW Executive Office building
tours.



WHITE HOUSE VisuroRs

\X'e will base our success on how well we meet these
standards:

That visitors have an enjoyable tour experience.

That visitors receive accurate and helpfill
assistance.

That visitors arc given clear directions for
obtaining 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 EXHIBIT PROGRAM

Inform the general public about the objectives, meth-
ods, and results of .S. aerospace program.

We will:

Display themes in a concise, informative, and
accessible way to a largely non-technical
audience.

Provide safe and adequate passage fOr persons
who use walking aids, or have visual
impairments, as well as people who use
wheelchairs.

Plan all aspects of an exhibition in terms of the
physical and intellectual needs of visitors.

Caption audio-visual presentations.

Conside eve level of persons standing and
seated (as in a wheelchair) in the placement of
text and visuals.

Use a simple and clear-grid format to minimize
clutter and assist persons in accessing
information.

Make sure the operation of' interactive devices
does not require tight grasping. pinching, twist-
ing of the wrist, or unreasonable strength.

Make a sign language interpreter available for
guided tours of NASA C.enters to assist the hear-
ing impaired who have made specific tour
arrangements in advance.

Incorporate bilingual text into exhibits.

TRAVELERS, TOURISTS, AND OUTDOOR ENTHUSIASTS

NATIONAL ARCHIVES AND

RECORDS ADMINISTRATION
Amuses. arninges, describes, preserves, and makes
available to the public the hisu» lot /h' valuable records
°film. three branches qfgovernment.

We will treat all of our customers with courtesy.

\X'e will meet or beat our established deadlines
for providing customer service.

We will provide to our customers competent
service by knowledgeable staff.

\X'e will provide informational products to meet
our customers' needs.

If vou call or visit one of our facilities:

You will find Archives staff and volunteers avail-
able in all offices to assist \rot, during posted
business hours. Our business hours will be
prominently posted at all sites and noted in our
brochures and through other infiwmation
sources.

If vou visit our exhibition hall in Washington, D.C.:
You will find us open to serve YOU with knowl-
edgeable staff or volunteers 364 days (closed
only on December 25), with information readily
available about our programs and services.
During the peak visitor season, we will extend
our hours so that you can see the Charters of
Freedom and other exhibits at times that will he
more convenient and less crowded.

If you vis t one of our presidential library museums:

Yoft will find us open to serve you with knowl-
edgeable staff or volunteers 362 days (closed
onlv on Thanksgiving Day, December 25, and
January 1), with inf-ormation readily available
about our programs and services.

If things go wrong:

liour 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 next time Our local complaints and
suggestions procedures are as follows. You may:

Ask to speak to the person you dealt with.

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
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 your problem immedi-
ately, we gill provide a response within
SeVell 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 vou have
been dealing.
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THE U.S. GOVERNMENT
AND FEDERAL EMPLOYEES

DEPARTMENT OF COMMERCE

BUREAU OF THE CENSUS

Congressional Affairs Office

Handles congressional queries far statistical
information.

We will be attentive and serve you with
courtesy. Your data needs are important, and a
Congressional Specialist will assist you politely
and responsively.

We will meet most of your information and data
requests within 24 hours. Many of your needs
will he 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
the shelf,- we will give you a good-faith estimate,
within 24 hours, of the time needed to prepare
your customized product on a priority basis, and
we will deliver it to you immediately upon com-
pletion.

We will call upon subject or statistical experts, if
needed, to service your needs for data and other
information. in the event our Congressional
Specialists arc unable to provide certain service or
data product directly, we have established an
agencywide Congressional Liaison system to
identify the person best suited to help you in the
timeliest way possible.

We will ask you about your level of satisfaction
and areas where we need to improve. We
conducted surveys of your staffs to help us evalu-
ate our sen ice. We will repeat this process peri-
odically to gain quantitative and qualitative
insights with which to continue improving our
data and information deliveries to you.

NATIONAL

7;1

REVIEW

We will provide you Resources for the Congress,
your convenient reference binder to our
programs and services. You can expect to receive
this basic reference during the autumn of each
year.

We will expand our services to you beyond
Capitol Hill. Your staffs in home state or district
offices can expect to receive selected data
products, identical to the ones we provided your
Washington staff. Our 12 regional offices will ac-
quaint .'our staffs at home with our data
products and services. And, starting with the
1995 census test, we will implement a
Congressional Partnership Plan for the 2000
Census of Population and Housing, eventually
putting us in touch with each Member of
Congress and their %..iffs.

GOVERNMENTS DIVISION

REIMBURSABLE SURVEYS

Conducts public sector surveys on bebalfoPtber P-
ew! agencies.

We will review survey requests for relevance to
our mission, skills and capabilities, and available
resources.

We will review the cost of survey options, and
work to tailor projects to sponsor requirements
and available resources.

We will communicate with sponsors in the fol-
lowing ways:

Negotiate an agreement that defines the
scope of work, the performance period, and
estimated costs.

Review project deliverables.

Develop work plan and provide schedule.
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Provide regular progress and cost reports.

Review intermediate products.

Develop contingence plans and provide ad-
vance alerts as contingencies arise.

Obtain survey response/participation con-
sistent with professional standards, sponsor
needs, and available resources.

Maintain appropriate data confidentiality
guarantees.

Evaluate product output by assessing data
reliability (e.g.. sample and non-sample
error).

Provide detailed documentation of
methodology.

Evaluate project effectiveness through
debriefings.

Use th,2 best available technology, including
technology that vou request to meet vour
requirements for cost and deliverables.

DEPARTMENT OF DEFENSE

DEFENSE COMMISSARY AGENCY

Runs connnissarie s at Indium, installations.

Our customers have the right to:
Professional, courteous service.

A clean, pleasant store.

Fresh, high-quality merchandise.

Well-stocked shelves.

The best possible prices.

Quick. efficient checkout.

Our employees have the right to:
Fair and equal treatment.

Challenge work processes with new ideas.

Express their views and have them fairly consid-
ered.

Expect a commitment to quality.

Put quality first.

Feel true pride in their workmanship.

I .EGisiAnyr. AFFAIRS

Congressional requests for hearings, etc.:
Employees maintain close contact with clients
within the department to ensure that deadlines
for submission of testimony arc net and partici-
pate in events scheduled to prepare the 1)01)
witness for the hearing.
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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
briefing.

Congressional constituent inquiries:

Replies to Congressional, General Public, and
White House correspondence shall be overseen
by the Correspondence Control Division
(CCD) in accordance with the standards of
Administrative Instruction Number DOD
Manual for Written Material.

PERSONNEL AND READINESS

Military Recruiting

Military recruiting stresses a total-quality approach
that underscores teamwork and a strong customer
focus as the foundation of our commitment to
customer service. To make our military recruiting
force more accessible to our customers, we have
established:

Convenient locations for our recruiting facilities.

Pleasant, professional-looking offices.

(:omfortable reception areas.

Recruitment advertising also is an essential
component of our image to customers. Each \vat we
invest about 5125 million for television and radio
spots (35 percent), magazine and newspaper
advertisements (15 percent), and a range of promo-
tional material, including direct mail programs.
These efforts inform youth and those who influ-
ence their decisions of Armed Forces opportuni-
ties.

DEPARTMENT OF STATE

OFFICE OF FOREIGN MISSIONS

The goal of the Department of State is to establish,
for fOreign nations' diplomatic and consular missions
and their personnel, a regime of service which is read-
ily understood, simple in execution. and sensitive to
the time constraints of the consumers involved.
OEM currently operates the f011owing programs
which arc subject to the provisions of this Customer
Service Plan:

Diplomatic Motor Vehicles

Goads and Services

'Travel

Real Property

Customs
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'Tax Exemption

Note: The established standards for each of these
programs are spelled out in applicable diplomatic
notes which have been used to notify the customers
involved. The standards employed are governed by
our commitment to quality but tempered by
reciprocity as required.

DEPARTMENT OF THE TREASURY

BUREAU. OF ENGRAVING AND PRINTING

Prints and provides paper money to the Federal
Reserve Banks and prints stamps lb r the Postal

Paper money:
You can expect us to deliver 100 percent of your
orders for currency to the Federal Reserve banks
each week. \X'e 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 destruction activities annually.

You can expect us to assist you in calibrating
your 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 to you in ac-
cordance with your 13 accounting periods. We
measure compliance daily by reporting the pro-
portion of total orders completed and a count of
items delivered. The measure is calculated by the
proportion of the total stamps ordered and a
count of stamps delivered to the USPS vault.
Feedback can be directed to our Office of
Production Management, (202) 8-'4-2615.

We measure our effectiveness by verifcing the
production and shipment schedules. Finished
goods produced in advance for the convenience
of the Bureau of Engraving and Printing are not
billed to vou until delivery. You can call the
Office of Production Nlanagement, (202) 8-1-
2615, with any questions.

\.X.'e respond to your request for a change in pro-
duction scheduling within 2 hours.

( Thee we make a pmposal for a revised pr(doc, -
don schedule, you can expect us to deliver

THE U.S. GOVERNMENT AND FEDERAL EMPLOYEES

within the parameters of that proposal.

FEDERAL LAW ENFORCEMENT

TRAINING CENTER

Trains jedend, state, and local law officials.

we will maintain Administrative Services at a
level 4, as measured by the Student Feedback
System.

\ \'e will maintain Program Services at a level 5,
as measured by the Student Feedback System.

Vt:_..'e will maintain a rating of 90 percent for cus-
tomer services in the 1994 Customer
Satisfaction Survey.

\ \'e will train 100 percent of sour Basic
Students.

U.S. MINT

A lints and supplies coins to the Federal Reserve Banks.

We will work to improve our ability to meet
Federal Reserve Bank coin requirements and to
maintain inventories at sufficient levels to fulfill
Federal Reserve Banks coin distribution
mission.

w sill maintainmaintain and update a pallet tracking
system to assure prompt and accurate account-
ing of pallets shipped and returned.

we will coordinate and communicate planned
shipments quarterly in accordance with sour or-
ders.

U.S. SECRET SERVICE.

Conducts investigations to assist U.S. Attormys widr
their prosecutions ofcrimes involving counterfeiting,
forgery, and other kinds of

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 scar
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
Vilce are being met by the local Secret Service

Office.

Special Agents in Charge will maintain ongoing
and frequent liaison with U.S. Attorneys in their
districts.

Specific. servile standards agreements cs ill he de-

143 151



APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

termined after consultations between the Secret
Service and each LS. Attorney. These standards
will he tailored to reflect the unique needs of
each U.S. Attorney and the respective judicial
district.

EQUAL EMPLOYMENT

OPPORTUNITY COMMISSION
Conducts &wrings and appeals on complaints ofem-
plorment discrimination, establishes principles for (rf
fionative action plans. and conducts training and
info. nnational activities for the _federal government.

You can expect 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 And ways to improve the quality and
speed of our services.

Involve charging parties like you to help us un-
derstand what you want, what vou need, and
what you 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.

EXECUTIVE OFFICE OF
THE PRESIDENT

ADMITTANCE TO THE

WHITE. HOUSE COMPLEX

Manages admittance process to the annplex.

We will base bo. well ., meet the
following standards:

To greet all customers in a friendly manner.

To expedite your entry to the Complex.

To ensure that appointments are made correLtly
and in a timely manner to minimize delay.

To provide a comfortable waiting environment
for customers should there he an unlikely delay.

To continually educate White Flous Complex
employees about the admittame process.

LOP LIBRARIES

Operates general reference librario in the While
House Cinnplex.

152

We will base our success on how well we continue to
ensure the following standards:

That the libraries meet your immediate needs.

That library staff is helpful, knowledgeable, and
professional.

That you are given the necessary tools to be able
to quickly find what vou need.

That information you need is available through
the libraries.

WHITE HOUSE CONFERENCE ROOMS

Provides conference support /Or the Evecuth'e Office of
the President.

We will base our success on how well we continue to
ensure the following standards:

That the conference rooms fully meet your ex-
pectations

That vou receive accurate and helpful assistance
at all stages of the conference room process.

That your schedulers arc given clear directions
fi- how to reserve conference rooms

That the conference rooms are well maintained
(lighting, heating/cooling, quiet environment)

That the room is ready at the time of your
event.

GENERAL SERVICES

ADMINISTRATION

GSA has established the following standards to help
guide its relations with its federal customers:

Competitive prices at the qualiry specified.

Added value for the prices GSA is paid.

Value as defined by our customers.

Quality:

Products and services of consistently high qual-
ity.

Timeliness:

Timely delivery of products and services.

Prompt response to customer inquiries and re-
quirements.

Lase of accessibility and convenience of service
process:

CGmpetent and knowledgeable staff.

Fast' of access to people who can help.
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FLEET' MANAGEMENT SYSTEM

Rates paid by customers for vehicles, including
maintenance and fuel, are below the average rate
for commercial lease of comparable models, in-
cluding maintenance and fuel.

Quality:
Customer satisfaction with the quality of the ve-
hicles provided at the rates charged will be main-
tained at a 90 percent level.

Customer satisfaction with repairs to 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 System 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 satisfaction
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 75
seconds of the call being answered.

The SF 149 and SE I49A credit card used lw
customers will be accepted at 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 continuouly comparing our ser-
vices to those in the many commercial fleet
rental operations.

Achieve a 95 percent approval rating on a
customer survey that asks about the overall value
customers feel they receive from Fleet
Management Services.

Quality:
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.

THE U.S. GOVERNMENT AND FEDERAL EMPLOYEES

Offer an open line of communication inviting
feedback through our Fleet News to ensure im-
mediate attention to customer problems.

Maintain face-to-face communication with our
customers by making regular visits and offering
a 'early Interagency Motor Equipment Advisory
Committee conference.

Achieve a 95 percent approval rating on a
customer survey that asks about the overall qual-
ity of service customers feel they receive from
Fleet Management Services.

Timeliness:
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 receive 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
five days and forwarded to finance.

Ease of accessibility and convenience of service
processes:

All customers' inquiries received before 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 eight Fleet Management Centers
(FMCs), five sublocations, and various sale sites
to afford our customers the convenience and ac-
cessibility to accomplish a speedy vehicle drop-
off or exchange as well as giving customers better
access to fleet personnel.

No fleet customer will ever be without access to
emergency service. An "after hours" and week-
endend hotline for customers' convenience will be
established.
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OFFICE. OF FTS2000

Value:

Overhead rates will not exceed ( percent.

Prices paid by customers will remain below the
average of the lowest commercial rates.

Quality:

Grade of service (blocking of switched voice and
switched data service) will not exceed 5 percent.

The number of switched voice service troubles
reported per 100,000 attempted calls will not
exceed five.

FTS2000 service providers will meet the sched-
uled service order due date 95 percent of the
time.

Timeliness:

Mean time to repair switched voice service.
switched data service, and Dedicated
Transmission Service network troubles will not
exceed four hours.

Processing of service enhancement contract
modifications will he completed within 1.35
work days from receipt of proposal.

Agency's requests for exceptions to FTS2000
will be responded to within 15 working days
from date of receipt of request to date of
response.

Monthly statements of account will be issued to
customers by the 16th of the month following
receipt of invoices.

Ease of accessibility and convenience of service
process:

Customer satisfaction with the overall handling
of trouble reports by the FTS2000 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

.cerresjob seekers b/war/ding in/ire ation urr lideral
employment.

fo assist You as a federal job seeker:

We will provide you with courteous and timely
service.

V'e will update our nationwide job listings every
business day.

We will have Employment Information
Specialists available to answer your questions.

We will provide 24-hours-a-day, --days -a-week
access to nationwide job information and appli-
cation request services through a variety of elec-
tronic media.

We will respond to your requests for
applications and/or routine information within
one business day.

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

OFFICE OF INSURANCE PROGRAMS

Federal Employees Health Benefits

Your choice of health benefits plans will
compare favorably for value and selection with
the private sector.

When von use the FEH1 Guide and plan bene-
fit brochures, y011 will find they are clear,
factual, and give you the information y011 need.

When you change plans or options, you should
receive your new identification card within 45
days after .our new plan gets your enrollment
form from .our agency.

Your fee-for-service plan should pay your claims
within 20 work days: if more information is
needed, it should pay within 60 days.

Ifyou ask us to review a claim dispute with your
plan, our decision will be fair and easy to under-
stand. and we will send it to you within 60 days.

If you need to do more before we can review a
claim dispute. we will tell YOU within 14 work
days what you still need to do.

RETIREMENT AND INSURANCE GROUP

Office of Retirement Programs

For our new customers (retiring employees):
We will make your transition to retirement as
seamless as possible. As agencies begin to partici-
pate in this program, your federal income tax
and direct deposit arrangements will be
automatically maintained by us.

Your first annuity payment will probably he on
its way to You within five working days from
when we receive your retirement papers from
your agency. If you are participating in the
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direct deposit program, your account will he
credited within seven working days. We will
meet this standard 90 percent of the time by the
end of 1995.

l'ou can expect to receive professional and per-
sonalized information concerning your
retirement and the status of your application for
benefits.

For our new customers (survivors of retirees):

We will be prepared to assist you in filing the
paperwork needed to obtain benefits. We will
initiate processing your benefit when you call us
about Your loss.

For our established customers (account holders):

You can count on our reliability: You will
receive your recurring benefit payment on the
first business day 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 he accepted by us either in
writing or by phone.

For both new and established customers:

We will assist .ott in a polite, courteous, and
helpful manner, whether its on the telephone or
in letters to you.

THE U.S. GOVERNMENT AND FEDERAL EMPLOYEES

U.S. INTERNATIONAL TRADE
COMMISSION

Furnishes studies, reports, and recommendations in-
volving international trade and tariffs to the
President, Congress, and other government agencies.

Staff will stay fully abreast of official commission
activities and determinations in order to provide
complete and accurate information and
guidance to their customers.

Stall: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 ITC's mis-
sion and functions.

'l'o the extent resources allow, staff will fulfill all
requests for published information, reports. and
documents within 24 hours of receiving the re-
quest.

'l'o the extent resources allow, telephones will be
answered directly by staff. When voice mail
must he used, it will be monitored and
responded to as promptly as possible. No call
will he 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
Department of Defe nse.

For retirees/annuitants:

Initial retiree payments will he made within
30 days of retirement.

Initial Survivor Benefit Plan payments will
he issued within 30 days from date of death
notification.

Arrears of pay will he resolved within 60
days from death notification.

Our service providers will be knowledgeable and
courteous.

We will provide prompt resolution to your
inquiry. For retirees/annuitants, we will respond
to your 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 he 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 arc
to he installed to ensure that employers don't get
busy signals on the Defense Outplacement
Referral Service or the Transition Bulletin
Board. All phones will be answered promptly
and professionally.

REVIEW

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
your VRR case, or refer it to the Department of
Justice for litigation, within one year 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:

Courteous, prompt, and respectful service by
dedicated veterans staff.

Qualified veteran applicants and eligible persons
for job openings that are listed.

A responsive and timely answer to VOW"
concerns.
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Answers to your questions about VEIS'
employment and training programs and help in
accessing community resources and incentive
programs.

For grantees, we will provide:

Courteous, prompt, and respectfid service.

Consultation with you about policy and
program changes that affect your grant.

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

Rerieus appea15 made by veterans or their
boundaries.

Courtesy and respect:

You will be treated with courtesy and respect by
every Board of Veterans' Appeals employee
every time you have contact with the Board.

Communication of infOrmation:

You will receive a complete and understandable
explanation of the appeal process when you
begin your appeal: you will also be provided a
phone number and address which you may use
to contact us for any questions regarding your
appeal.

You will receive an accurate current status report
on your appeal, upon your request.

You will he kept informed of all significant de-
velopments in the processing of your appeal, in-
cluding significant changes to the estimated
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 you receive an unfavorable decision on your
appeal. a plain language explanation of your ad-
ditional appeal rights will accompany the writ-
ten decision on your appeal.

Timeliness:

Within 30 days from the date you the your ap-
peal, you will receive a realistic estimate of when
to expect a final decision on your appeal.

lhoNmghness/fairness:

All issues in your appeal will he thoroughly
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reviewed and decided according to the letter and
spirit of all current laws.

All information and evidence included in Your
appeal will he reviewed and considered when de-
ciding your appeal.

NATIONAL. CEMETERY SYSTEM

Provides burial services in National Cemeteries.

Cott rtesy /com pass i on/respect:
We will deliver service in reflecting

compassion and respect for you and your family
in a time of need.

We will listen to your requests or questions and
provide feedback that ensures understanding
and comfort.

Accuracy:

\Ve will accurately determine eligibilin for bur-
ial services.

\Ve will provide a headstone or marker that is
correctly inscribed.

We will record and provide accurate grave site
locator information.

Reliability:

We will provide clear, easily understood expla-
nations of eligibility and all policies.

We will deliver service in a manner that is fair
and impartial.

we will provide trained staff-solo are able to
provide prompt answers to requests and
questions.

Timeliness:

We will determine eligibility for burial benefits
within 48 hours.

we will ensure that a headstone or marker is de-

livered to the cemetery within three months.

Wc will mail Presidential Memorial Certificates
within 45 days.

Convenience:

We will provide scheduling seven days a week
for Nlonday through Friday services.

We will hate office staff available to assist you
during regular business hours.

We will provide a 1-800 phone line fOr You to
make inquiries about headstone and marker ap-
plications.

Appearance:

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

Provides benefits and serviers to eligible veterans and
their beneficiaries.

Courtesy and Respect:

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

Communication will communicate with
customers accurately. completely. and clearly by:

Explaining the full range of benefits and services
available.

Providing a realistic estimate of how long it will
take to process their ,1,11111 or answer their

request.

Keeping the customer informed on the status of
the claim or request.

Clearly explaining all reasons for decisions.

Timeliness:
We will answer or acknowledge benefit inquiries
within 10 workdays.

We will respond to telephone calls within three
minutes after the call goes through.

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

\X'e will deliver benefits and services in the
shortest possible time.

Responsiveness:

We will ensure ready customer access to our ser-
vices.

We will fully address all customer questions,
concerns, and complaints.

VETERANS CANTEEN SERVICE

Provides retail services at reterdlISPellitieS.

WC will always treat you with courtesy and
respect.

Retail stores:

\X'e guarantee unconditional customer satisfac-
tion.

NV,: will handle all complaints promptly and to
the customer's satisfaction. NO I FS. ANDS.
OR BUTS.

We guarantee the lowest price in town for cur-
rent "price buster- merchandise or refund the
difference plus 10 percent.

We will provide knowledgeable and helpful re-
sponses tot our questions.

Food service:

In canteens with Food Court's, we will serve WU
within three minutes.

We guarantee you a positive dining experience
each and even' time.

\X'e will over a "Caregiver Special" every day in
the cafeteria or Food Court and price it within
the lunch allowance for \'A volunteers.

VETERANS HEALTH ADMINISTRATION

Provides health care to eligible veterans and their de-
pendents.

We will treat you with courtesy and dignity.
You can expect to be treated as the first-class cit-
izen that you are.

We will provide you with timely access to health
care. We have talked to you, our patients. about
your expectations for timeliness. You have told
us that you expect to have your urgent needs
met when they come up and your non - urgent
needs taken care ot'in a reasonable period of
time. You also said you understand that it may
take some time for VOW medical facility to meet
your expectations for timeliness. For that reason
we have asked our medical facilities to 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) makc(continuous improvements in their
timeliness.

One health care team will he in charge of your
care. Because health care often involves many
different providers, it is important that one
provider or team have overall responsibility. You
can expect to know whom to contact when you
need help or have a problem.

We will involve you in decisions about Your
care. Your preferences w... he met whenever pos-
sible and medically appropriate. \X'e will listen
to your concerns and discuss them with you.

We will strive to meet 'our physical comfort
needs. This includes help with things like pain
management, eating, bathing, Or getting to the
bathroom while in the hospital. It also includes
maintaining privacy during examinations and
tests when an inpatient or outpatient. We will
ensure proper kicilities for veterans with special
needs.

We will provide support to meet yout emotional
needs. We will encourage you to share am- Ansi-
eties and fears you may have about your condi-
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APPENDIX B: TEXT OF CUSTOMER SERVICE STANDARDS

rion or treatment. You can expect our staff to be
sensitive to your feelings and help you deal with
your health care experience.

We will take responsibility For coordination of
your care. Health care can he very complicated,
and many patients need to see more than one
health care professional. We will ensure that all
your providers talk with each other and give you
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 information 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 that you
understand.

We will provide opportunities to involve your
family in your care. Whether your family is in-
volved, however, should generally he your
choice.

We ille W... provide smooth transition between your
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 after discharge. You
can expect to know whom to contact if you
need help or advice right away, and when your
first follow-up appointment is.




