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	Unit I   Course Opening : What is Customer Service at FEMA? 

          Welcome, announcements, objectives 

              Participant Introductions 

	Unit II   Is Anyone Besides Us Interested In Customer Service?

              ”The Other Side of the Window”                                                  Video + Discussion  
           My View of Customer Service                                                     Individual Exercise

          President’s Management Agenda                                                Presentation

                         Citizen-Centered Government

              Serving Customers at FEMA 

                           FEMA’s Core Values

                           FEMA’s Strategic Goal  #6             

                           Objectives 6.2, 6.4, 6.5            



	Unit III    Are Customers Hostile Strangers or Fellow Citizens?                                

                “But I Don’t Have Customers”                                                 Video + Discussion                                       
                 Acknowledging Behaviors                                                        Presentation

                  Relationship Awareness Theory - Porter

                  Motivational Orientation/Behavioral Style                             Activity

                  Behavior Styles and Customer Service                                   Case Studies
                  Break



	Unit IV    How Do I See Customer Service?

    Describing and Analyzing a Personal Incident

    Skill Issues and Moral Issues/Doing the Right Thing               Pairs Activity           
   Being a Customer-Focused Organization                                    Discussion


	Unit V   Course Summary – How is Customer Service Done at FEMA?

              Review of Course Objectives 

              Closing 
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Prepare to make one 45-second statement about customer service. You may use words from this list if you want.  

My statement_____________________________________________________________

________________________________________________________________________
[image: image1.jpg]



Some Customer Service Factors
Value

Respect

Responsiveness

Reliability

Efficiency

Integrity

Empathy

Flexibility

Communication

Accountability

Focus

Responsibility

Trust

Expectations

Morale

Compassion 

Tangibles
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President’s Management Agenda


Citizen-centered, not 

bureaucracy-centered government.
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FEMA Core Values
FEMA has ten core values that guide both the agency as a whole and every individual within the Agency:

Accountability:
Being responsible for decisions and results while acknowledging mistakes and working to correct them.

Compassion:
Showing concern to customers and to each other in times of need.

Customer Focus:
Making the customers and their needs the first priority.

Diversity:
Enriching our work environment and our ability to perform through diversity in backgrounds, experiences and skills, and respecting those differences.

Innovation
Seeking creative new ways to better deliver our services and meet whatever challenges arise.

Integrity:
Following the highest ethical standards and always being truthful with customers and colleagues.

Partnership:
Working collaboratively with external partners and with each other to achieve our common goals.

Public Stewardship:
Prudently managing resources and providing the highest quality service.

Respect:
Listening to and treating customers and co-workers with dignity.

Trust:
Relying on each other and our external partners to act in the best interest of our customers, and earning that trust through our behavior.
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MOTIVATIONAL ORIENTATION CHECKLIST

Directions:  Place checkmarks in the boxes by the words that describe you.  Put two checks by the six words that indicate your greatest strengths.

	
	
	
	
	
	
	
	

	
	Planner
	
	Likes/needs people
	
	Goal-oriented
	
	Dreamer

	
	Takes care of details
	
	Good listener
	
	Impatient
	
	Creative ideas

	
	Slow decisions
	
	Experimenter
	
	High achiever
	
	Polite

	
	Fair
	
	No pressure
	
	Workaholic
	
	Helpful

	
	Cautious
	
	Needs reassurance
	
	Decisive
	
	Outgoing

	
	Precise
	
	Open to compromise
	
	Opinionated
	
	Idealistic

	
	Problem solver
	
	Asks questions
	
	Innovative
	
	Fast decisions

	
	Persistent
	
	Counselor
	
	Firm (in relationships)
	
	Excitable

	
	Follows procedures
	
	Flexible
	
	Control oriented
	
	Enthusiastic

	
	Organizer
	
	Curious
	
	Competitive
	
	Confident

	
	Critical thinker
	
	Mediator
	
	Risk taker
	
	Trusting

	
	Economical
	
	Adaptable
	
	Proud
	
	Caring

	
	Thorough
	
	Team Player
	
	Bold
	
	Loyal

	
	Principled
	
	Tolerant
	
	Enterprising
	
	Modest

	
	Reserved
	
	Socially sensitive
	
	Self-confident
	
	Undemanding


Adapted from Creating Effective Relationships, Steven R. Phillips, Ph.D., Personal Strengths Publishing, Carlsbad, CA, 1996
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STRENGTHS YOU MAY OVERDO

	
	
	
	
	
	
	
	

	
	Fair

Unfeeling
	
	Likes/needs people

Can’t be alone
	
	Decisive

Rash
	
	Polite

Deferential

	
	Cautious

Suspicious
	
	Experimenter

Aimless
	
	Ambitious

Ruthless
	
	Helpful

Self-denying

	
	Precise

Nit-picking
	
	Open to compromise

No principles
	
	Organizer

Controller
	
	Devoted

Self-sacrificing

	
	Persistent

Stubborn
	
	Flexible

Inconsistent
	
	Control oriented

Dictatorial
	
	Supportive

Submissive

	
	Follows procedures

Rigid
	
	Curious

Nosy
	
	Competitive

Combative
	
	Idealistic

Wishful

	
	Practical

Unimaginative
	
	Mediator

No convictions
	
	Risk taker

Gambler
	
	Trusting

Gullible

	
	Economical

Stingy
	
	Adaptable

Spineless
	
	Proud

Conceited
	
	Caring

Smothering

	
	Thorough

Obsessive
	
	Team Player

Groupie
	
	Bold

Brash
	
	Loyal

Slavish

	
	Principled

Unbending
	
	Tolerant

Uncaring
	
	Enterprising

Opportunistic
	
	Modest

Self-effacing

	
	Reserved

Cold
	
	Socially sensitive

Dependent
	
	Self-confident

Arrogant
	
	Undemanding

Masochistic


Adapted from Creating Effective Relationships, Steven R. Phillips, Ph.D., Personal Strengths Publishing, Carlsbad, CA, 1996
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Case Studies

CASE 1:  Jose, a FEMA Program Specialist is writing an important report that was promised today at noon. However he has not finished it. Jose wants to discuss several possible formats he has been experimenting with and let the Branch Chief decide on which format to use. The Chief plans to send the materials out for duplication which requires a 24-hour turnaround time. The document is needed for a managers’ meeting day after tomorrow. Jose wants to renegotiate the deadline for completion of the document, but has not yet discussed this with the Branch Chief. The printer has arrived at the DFO to pick up the master document from the Chief’s assistant. 

What behavior orientation does Jose represent?

CASE 2:  Mo, a reservist, is scheduled to travel and needs to have a valid Travel Authorization  (TA) before setting out. Her cadre manager, Larry, has been saying that he does not have enough time to prepare and/or process the TA. Two days before the travel date, Mo calls once more to enquire about the status of the TA. Larry says he wishes the request for the TA had made earlier, since the process has to follow certain procedures. The TA must have signatures and then be delivered to Finance for funding approval. Larry tells Mo to be patient while the proper steps are being followed. Meanwhile, Mo will have trouble meeting her own work deadlines if her travel is delayed.

What behavior orientation does the Cadre Manager Larry represent?

CASE 3:  At a Disaster Field Office, the SCO has made a request for specialized training. The FCO has given approval to deploy a subject-matter expert to the Disaster Field Office to deliver the training, but the SCO wants a member of her staff to deliver the training, even though the staff member is not a trainer. The SCO feels it is important to show that the State staff members understand the issues. She doesn’t want it to appear that only FEMA employees are capable of presenting the topic. The SCO argues with the FCO that she needs this task in her shop.

What behavior orientation does the SCO represent?

CASE 4:  Mr. LaBrosse, a disaster survivor in a flooded community is on the phone with a FEMA worker, Mary Musgrave.  Mr. LaBrosse’s home was flooded last year at this time, too. He is thrilled with the attitudes and expertise of FEMA staff, and talks about that to such an extent that it is hard for Mary to get details and facts about the situation. Mr.LaBrosse seems to anticipate complete replacement of his entire ten-room house, along with three small outbuildings and two vehicles. Mr.LaBrosse apologizes for having to call again and again about the case.

What behavior orientation does Mr.LaBrosse represent?
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Customer Relations Response to Behaviors

	Assertive
	Altruistic

	Be clear, specific, brief and efficient

Stick to business

Present the facts logically

Ask “what” questions

Provide service choices

Provide information on the outcome of past service

Refer to objectives and results

Support the person

 
	Support their feelings and intuitions

Take some time to be sociable without delaying service

Talk about people and their goals

Seek opinions on how to provide them the service they want

Provide ideas for implementing action

Provide testimonials from people they perceive as important

Offer special care regarding people

Support relationship development

Recognize their accomplishments 



	Flexible
	Analytical

	Make a personal commitment and be agreeable

Show sincere interest in the person

Listen well

Be responsive and supportive

Elicit personal goals and work to help achieve these goals

Ask “how” questions

Look for areas of their dissatisfaction

Look for hurt feelings

Be informal, orderly and friendly

Show minimized risks

Offer clear, specific solutions with guarantees
	Approach directly and stay low-key

Stick to business

Support a methodical, logical approach

List pros and cons of options

Be specific on what can be done, and when

Create a schedule

Follow through as promised

Document the situation and conditions agreed upon

Ask for their specific ideas on resolution

Be accurate and realistic

Provide solid evidence 

Provide long-term commitment and information 




Adapted from Beyond Customer Service, Richard F. Gerson, Ph.D., Crisp Publications, Menlo Park, CA, 1992
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	FOUNDATIONS OF CUSTOMER SERVICE AT FEMA

Course Knowledge Review

1. What are two bases of the mandate for providing positive customer service at FEMA?

2. What are the three basic principles of The President’s management agenda?

3. State FEMA’s Strategic Goal #6.

4. Which three objectives under that goal specifically relate to customer service?

5. Core Values??

6. Name one of the three basics of Porter’s Relationship Awareness Theory.

7. What are the four Motivational Orientations, according to Porter?

8. What is meant by the difference in skills issues and moral issues of customer service at FEMA?

9. What is your understanding of  “Do the right thing” in the context of this course?

10. What are two implications of poor service to internal customers?
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