Customers Count

Program Features

· Any state employee at any level is eligible – manager, supervisor, individual or team

· Elected and appointed officials are not eligible

· Anyone can nominate an employee – customer, co-worker, supervisor

· Individuals or project teams may be nominated

· Individual agencies with existing employee recognition programs can use their programs to generate nominees for the state award

· Semi-Annual award ceremony will feature a reception with the Governor

· Agencies are not obligated to submit nominees each time

· Each agency should establish a review process if one does not already exist

Customers Count

Nomination & Award Process

· Program was implemented  -- May, 1997

· The Governor’s award will be conferred Semi-Annually

· Nominations should be submitted to quality coordinators in each agency

· Nominations should be processed by each agency’s review committee

· Agencies may establish performance criteria that go beyond customer service, but the Governor’s Award will be given only for customer service excellence

· Each agency must conduct the due-diligence process before submitting nominees for the statewide award

· Agencies should submit a written summary on each winner passed through for the Governor’s award

Customers Count

Coordinators’ Role

· Distribute nomination forms and posters throughout your agency

· Promote the program in your agency

· Convene and chair an oversight team in your agency

· Keep program staff apprised of progress or problems with implementation in your agency

· Attend periodic meetings about the program

· Conduct due-diligence review of your agency nominees

· Write summaries on agency nominees for use at the award ceremonies

· Coordinate reception attendance of recipients from your agency with the statewide coordinator 

Customers Count

Selection Criteria

· Continued and repeated excellence in products and services to customers – This category emphasizes the need to ensure that the services state agencies deliver consistently meet or exceed customer expectations.  Individuals and teams are recognized who:

· Demonstrate a commitment to delivering a consistently high quality product and/or service

· Demonstrate continued and repeated measurable excellence in job performance

· Customer focus and communication – This category recognizes individuals or teams that achieve excellence in establishing and implementing new channels of communication with customers.  Such activities may include:

· Providing forums and other methods to elicit customer feedback and demonstrating methods to use information obtained to improve the quality of services

· Anticipating and responding to customers’ needs and requests so that service levels are measurably improved

· “going the extra mile” to assure that  customers are satisfied and that any complaints are immediately and effectively resolved

AWARD SELECTION PROCESS

Procedures for Reviewing Nominations

Each state agency will establish a customer service recognition program and a selection committee to implement this program.  The agency’s designated quality coordinator will oversee the award process and act as a liaison to the Governor’s Quality Council.  Agencies that have existing employee recognition programs may incorporate the customer service criteria of the Customers Count program into the agency’s award program, or they may create a separate program to implement Customers Count.

Nominations for the award should be sent to the agency’s quality coordinator.  The coordinator or his or her designee will be responsible for collecting the nominations, duplicating them and distributing them to the selection committee.  Multiple nominations for one individual or team are acceptable.

The nomination materials should be distributed to the selection committee sufficiently in advance of their meeting so that they can review and score the materials in preparation for the committee meeting.

The selection committee will meet to review the nominations received.  Each committee member should review the nominations against the criteria list on the nomination form and check the criteria that are addressed in the nomination material.

One of the important features of this program is peer recognition, so committee members’ knowledge of the nominees’ performance is relevant to the judging.  However, if a committee member feels that he or she knows a nominee to well and may be prejudiced (either positively or negatively), he or she should write “pass” on the score sheet for the individual in question.

After the committee completes individual scoring, the coordinator should use a consensus process to select nominees who will receive awards at the agency level and nominees to pass along for consideration the Governor’s Service Award.  If the selection committee determines that additional information is needed on a nominee, it can request or gather that information from the nominee’s work unit and review it with the selection committee when complete.

After this selection process, the coordinator should review the names of the nominees with the agency personnel administrator to assure that there are no outstanding grievances, disciplinary actions, or other problems with those nominees.

One of the deliverables of this process is a written summary of the person’s performance and why they were nominated and chosen for the award.  Although committee members won’t be expected to write a formal summary, agencies’ communications offices will benefit from review teams’ notes when they write up these summaries for the awards ceremony.

The coordinator should summarize the selection committee’s final recommendations along with the rationale for selection and pass them along to the agency commissioner for his or her approval.  Individual agency awards processes and ceremonies can be scheduled at the convenience of agency personnel.

Individual agencies should pass their awardees on the Governor’s Quality Council via the agency coordinator where the awardees will be considered for statewide recognition.  Similar criteria will be applied to the nominees at the statewide level and awards will be conferred on a quarterly basis.
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