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A. Purpose:
The purpose of the Customer Service Policy is to establish, provide guidelines, and set expectations as it relates to Customer Service provided by Cumberland County employees. This Policy has been developed to support The Board of Supervisors and County Administration’s commitment to customer service and community focus.  Any employee failing to meet the standards and requirements set forth in this policy are subject to administrative and disciplinary action.
B.  Scope
This policy applies to all and interactions between staff internally and externally as well as customers of Cumberland County. It deals with expected standards of service when responding to customers in person, via telephone, email, facsimile, social media or written correspondence.
C.  Policy
Customer Focus – Cumberland County employees will communicate openly with our customers, are responsive to their needs and will work to create new relationships as part of our daily work. 
Teamwork – County staff will work as one team.  Staff will support the role of leadership, collaborate within and across our teams, build effective partnerships with colleagues and our community to achieve our goals. 
Integrity - County employees will deliver on promises, act ethically, and take responsibility for our actions. Integrity is the foundation on which everything is based.
D.  Customer Service Procedures
Regardless of whether an employee is dealing with a colleague or a citizen, the following flow should be followed as it pertains to day-to-day interactions and requests for work.
Acknowledge the Request.  Respond to the Request.  Provide updates on the status of the Request.  Inform Customer on the Outcome of the Request.
E.  Standards of Service
Every Cumberland County employee has a set level of expectations as it relates to Customer Service.  It is the goal of County Administration that team members strive for the following customer service thresholds.
Answer your calls within 20 seconds, resolve 8 out of 10 of your enquiries at the first point of contact, respond to Social Media enquiries within 48 hours. When you write, fax or email us, we will acknowledge your correspondence within 1 business days of receipt and advise you of completion in 10 business days.  Deal with complaints as a priority.
All County employee emails should have identical signatures that include the employees name, title, County address, and County phone number.  Signatures should include the County logo.

F.  Hours of Operation
Telephone, face to face and other Customer Service functions will be available during advertised hours of operation.  Standard County office hours are 8:30 am to 4:30 pm.  Offices/service units will not be closed for lunch.  For example, the Community Development office (Building Inspections, Planning and Zoning) will need to ensure that offices be open and forward-facing staff accessible.  Lunch times are to be staggered across all units.
G.  Who is a Customer?
This policy deals with standards of response to external customers and Service Requests made by elected representatives on behalf of external customers. Our Customers are people we serve or interact with on a day to day basis including:  Residents, clients, voters, members of the business community, sporting and community groups.
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