Public Housing Authority of 				


To: 	All Staff
CC:	Board

RE:	Requirement for Improved Customer Service & Establishing a Customer Bill of Rights

Customer Service:
Customer service is a very important aspect of our business. We are a service oriented business. In respect to our being a housing authority, we represent HUD and customer service is considered as part of fair housing and equal opportunity. Therefore, each of us represents the housing authority and HUD. Experience indicates that good customer service can either establish affinity with our clients, or alternatively, inadequate customer service will cause animosity and disrespect.  Customer service will be taken seriously and we will remember that we are here to provide a service for our clients and doing so will be within a climate of dignity.

Improving customer service is a business necessity.  In the reality of the business world it is proven that customers are more willing to forgive a product failure than a service failure by a ratio of 5 to 1. With this in mind, improving our customer service must be tactic.  Unfortunately, with many housing authorities, the customer has become a low priority.  When people are not treated according to their expectation, they will relay their bad experience to ten or more other people.  And, when they cannot get a satisfactory or timely response, they call HUD. It is not HUD’s business to be handling our customer service issues. It is now recognized that as Executive Director, I am emphasizing a high priority toward customer service.  
Communication: 	It is important to be prompt in returning phones calls. Let it be understood that it is necessary to return phone calls in a responsive manner. Because of the large number of unreturned phone calls reported, non-returned phone calls will be investigated for cause and corrected. Returning a phone call is deemed as respectful and good customer service. Failing to return a phone call is not good customer service.
In order to return phone calls, it is also important to have a voice mail box that is open for messages. Let it be understood that it is necessary to maintain a useable voice mail box. Because of the large number of reports of filled up voice mail boxes reported, reports of filled up voice mail boxes will be investigated for cause and corrected. Failing to check voice mail boxes is paramount to failing to return phone calls.
Effective interpersonal communication is critical to customer satisfaction. It is  important to take the time to listen to not only what the customer is saying but also to discern important underlying situations. We must be calm and confident without becoming condescending, when handling complaints or difficult situations.  Incidents of rude or condescending behavior will be investigated for cause and corrected.
Listening in itself is a skill. In customer service, taking the time to listen enhances the customer’s perception that there is a willingness to go that extra mile for them to meet their needs. In another word, listening can also be deemed as being respectful.
The Advantage: Enhancing a customer's interaction will lead to a better customer relationship, increased customer participation, and establish customer respect.  In general, a more satisfied customer has fewer personal and public complaints. They are also more likely to convey positively to public perception.
Incidents of dissatisfaction of customer service will in investigated for cause and corrected.  



The Customer Bill of Rights
1.) 	A Customer has the Right to courteous treatment at all times.
2.) 	A Customer has the Right to the full attention of their representative during each and every visit and phone call.
3.) 	A Customer has the Right to fast and accurate information about their program status, services or follow-up of any question.
4.) 	A Customer has a Right to have his or her expectations met with a timely response and knowledgeable explanation.
5.) 	A Customer has the Right to expect knowledgeability, resourcefulness, problem solving ability, concern and a result from any housing authority employee. 
6.) 	A Customer has the Right to expect responsiveness and follow-though in special situations and emergencies – it is realized that slow or non-responsiveness may cause an unnecessary severe or financial family hardship.
7.) 	A Customer has the Right to the benefits of teamwork of all housing authority staff that they deal with - without buck passing, finger pointing or run-arounds.
8.) 	A Customer has the Right to be listened to and treated with individual respect.
9.)	A Customer has the Right to have scheduled appointments for staff attended appointments to be attended when scheduled – as it is realized a Customer’s time is also valuable.
10.) 	A Customer has the Right to complain when they don’t get a timely response or knowledgeable explanation where or when their expectations are not met - and the right to a prompt remedy if fault is realized.
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Executive Director
