OHR Customer Service Standards

When responding to telephone and voicemail, customers have a right to expect that you will:
· Answer the phone promptly (within three rings), unless you are already on a call.
· Answer all calls in a pleasant, courteous manner.

· If you have to pick up an incoming call while you are on a call, ask the first caller if you may put the caller on hold, answer the second call and then return to the first caller promptly.
· Take the name and phone number of the caller and give the caller’s message to the targeted team, if the caller:

· has been transferred before;

· requests that the call not be transferred; or

· complains about being transferred.
· Listen and understand the nature of the request before transferring the call and tell the caller the name and phone number of the person to whom the caller is being transferred. 

· Before transferring a call, let the caller know that you can connect the caller to voicemail or take a message.

· Make a reasonable effort to give the caller the information about our Office that the caller requested and, as appropriate and reasonable, other County agencies.

· Acknowledge voicemail messages within 24 work hours* or immediately, if warranted. (* excluding scheduled absences, weekends, and other extenuating circumstances.)
· Keep your voicemail greeting current and include an optional phone number to call for immediate assistance.
· If you receive multiple voicemail messages, answer them in the order you received them.

· Answer all calls from outside the County government with greeting such as, “Montgomery County Office of Human Resources, may I help you?”  

· Answer calls from County government numbers or from known numbers with your name and team name.
· When leaving messages for customers, leave your full name, department, phone number, and the best time to reach you.
(For Front Desk staff)
· Ensure that there is telephone coverage from 8:00 a.m. – 5:00 p.m. on work days.

· If there is a customer at the front desk and the phone rings, acknowledge the customer, then answer the telephone and tell the caller that a customer is waiting and that you can either put the caller on hold or return the call later. 
· If multiple calls are received, put the first caller on hold and pick up the second call, then return to the calls in the order received.
· If a caller asks for a specific team, transfer the caller to the appropriate person after giving the caller the person’s telephone number in case the caller is disconnected. 
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When responding to general correspondence (letters, memoranda, e-mails & faxes), customers have a right to expect that you will:
· Format correspondence to office standards and review for accuracy and typographical errors.
· Provide a complete, accurate answer that responds to the customer’s inquiry.

· Answer general e-mail inquires within 3 working days.
· Answer written correspondence within 7 working days.

· If the inquiry cannot be answered promptly, provide an interim communication within the above timeframe that explains why the answer will be delayed.

· All emails must be drafted consistent with good business practices.

· Use a fax cover sheet that’s legible and includes your name, telephone number, and the name and fax number of the receiver.

When responding to a customer in person, the customer has a right to expect that you will:
· Acknowledge the customer promptly and courteously, establish eye contact, and let the customer know that you know the customer is there, especially if you are on the phone or with another customer.
· Listen to the customer’s request or question and ask for clarification, if needed. 

· If a customer is hostile or confrontational, refer the customer to a manager.
· Give helpful and accurate information.
· Let the customer know if you don’t know the answer, tell the customer that you will get back to them with the information, find the answer, and get back to the customer.
· Have at least one person from each team or a designated back up available during business hours.
· Dress in clean traditional business or business casual attire.
OHR staff members have a right to expect:
· Support from management if a customer is disruptive, confrontational, disrespectful, or threatening.

· A professional, supportive, and open working environment.
