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EmployeeFest - Celebrating th
Good food, great friends, fun ﬁ i A '

entertainment, beautiful weather,and =
a celebration of Hampton city o
employeeservicesumupthisyear’s
EmployeeFest celebration. Over 850
employees came out to Sandy
Bottom NaturePark onacool autumn

= )
: -
day toenjoy thefedtivitiesand cel ebrateeverything
Hampton.

In addition to music, facepainting, crafts,
football, water sports, inflatables for the kids;
employeesthat go above-and-beyondinddighting
our customerswere honored and cel ebrated by
all who attended.

PN Theannud Customer Service
Cup was awarded to the Waste
Water Stoppage Crew which
includes Jason Mitchell, Barry
Dobbins, Robert Isom, Coy
Byrd, Tony Johnson, Juan
Roland, Roland Stanworth,
Leroy Wilson, Brandon Jones,

Turkey Anyone?

It'sthat timeof year again... Turkey Day isjust
around the corner! And OMG! — the biggest
shopping day of the year, Friday after
Thanksgiving! Bigsales waitingoutsdeastoreat
4:00am.,longlines, rain-checks, stressed out sdes
folksthat don’t have acluewherethelatest Wii
gameis. Sometimes| think that they all eat way
too much turkey and fall asleep at the customer
service counter! We here at Customer Delight
Central liketo call thosekindsof folks* Service
Turkeys”

Haveyou ever encountered aService Turkey?
Sure you have! Like someone who refuses to
acknowledgethat you walked into the office or
store? Or how about awaiter that you haveto
keep calling back to the table? What about
customer servicehelplineyou calledand al you
getis“gobble, gobble’ fromthe call taker onthe
other end? Oh and don’t you just lovethe Service
Turkey at the car repair shop? Theonethat told
you that you need new tireswhen you just bought
anew set 6 monthsago...gobble, gobble, gobble.

John Tingen, and Andrew Pasterczyk. Second
runner-up was the Streets and Roads Asphalt
TeamwhichincludesRoy Chesterfield, Rodney
Kiefert, Frank Christian, Larry Harris, David
Jackson, Clarence Pettaway, Patrick Pfeiffer,
ThomasQuinn, Rex Reichert, Jmmie Sparkmon,
William Stewart, Robert Zasimowich, and
Randall McMurray. Finally, the third place
winnerswerethe 311 Call Center Teamwhich

We have all had a “Service Turkey”
experiencesometimeinour livesanditisvery
frustrating whenwedo. Think about atimewhen
youwerehaving abad day —got up latefor work,
kidsaresick withacold and your car would not
start. Youwere 10 minuteslatefor adoctor’s
appointment that day and you walk in and the
receptionist “gobbled” at you about being late
and told you that you would haveto reschedule.
Gobble, gobble, gobble.

Haveyou ever beena“ Service Turkey” to
your customers? Have you “gobbled” at a
customer when you were having abad day? Be
honest...weadll have had crummy days. Butdo
you bringittowork and“gobble’ a acustomer?
Think aboutiit.

Let’sall try and treat our customersasthe
“company” at our Thanksgiving Day feast —not
liketheturkey we eat and gobble down!
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g includes Liz Nisley, Kris
Bowers, Jasmine Bryson,
Florine Gaskins, Aja
s Herman, Kenya Hicks,
Mary Hicks, Tesha Hill,
Alicia Patterson, DJ
Russdll, Javon Sneed, L ori
Thomeas LizTunddl, Ndlie
Watson, Deirdre Wheeler,
Symphoni Wiggins, and
- = Carolyn Wright.
Congratulations to all of those employees
spreading customer delight around Hampton.

Andaspecia thanksto theemployeeswho
worked at the event so therest of uscould enjoy
ourselves and have fun. Even as we were
celebrating customer service, wewerebeing
served ourselves by great city employees!
Kudosto everyoneinvolved with the successful
event.
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TheTurkey Challenge

Submit your example of a
Customer Service Turkey
experience and you could win a
turkey for your Thanksgiving feast.
Please submit your stories by
Friday, November 13 to
customerdelight@hampton.gov
or by calling 728-2020.
Submissionswill be placedina
drawing for the prizeturkey.




Wagerwater SoppageCrew
Capturesthe” Cup”

Thestory you are about to read istrue; the namesremain the sameto
congratulatethewinners.

Thisisthecity. 1t's9:45 p.m. and you’ reready to hit the shower and
curl upfor alongwinter’snapwhen....suddenly...youredizethat thesink
won't drain and the commode won't flush. What catastrophe; all the
plumbing in the houseisbacked up! Who yagonnacall; “Waste-busters’
that ever-ready and reliable stoppage crew from the Wastewater division of publicworks.

Inaflashthey arrive, bust through that grease or root clogged line, giveyou that “ al-clear”
thumbs up and disappear into the night responding to acall from another distressed customer. Who
arethose masked menin overalsand baseball capswith huge smileson their faces?

Thosemen arethelatest winnersof the City Manager’sExceptiona ServiceAward; the Customer
Service Cup for 2009 asannounced at the Employee Fest at Sandy Bottom Nature Park on October
11.

Thisteam includes Robert | som, Coy Byrd, Tony Johnson, Roland Sanworth, L eroy
Wilson, Andrew Paster czyk, (pictured) along with Brandon Jones, Juan Roland, and John
Tingen. They arethefront linewarriorsfighting stoppages seven daysaweek under the guidance
and leadership of Barry Dobbinsand Jason Mitchell.

Without thesefolksour liveswould be quite miserable and very expensiveif wehad to call a
plumber! TheseWastewater stoppage crew membersrespond to over 5,500 callsfor service 24
hoursaday, seven daysaweek, 365 daysayear, in every type of weather imaginable.

Themost common stoppagesthey facearegreaseintheline or treerootsthat clog the sewer
lateral to the house and their job isnot simply to clear the stoppage but to patiently educate the
public onwhy asewer line getsclogged and how to avoid itinthefuture. Insomecases, they even
issueafreegreasetrap bucket to the customer rather than have grease poured down thedrain.

But their value does not lie only with clearing stoppages. They area so dispatched to any after-
hours, weekend, or holiday emergency that may comeup city-wide such asaflooded street, autility
cut, awater leak inthe street, or an overflow that requiresimmediate response and attention. They
arethetip of thearrow for the public works department ready to respond, report, and remedy any
issuethat isour concern.

Protecting the publicisthename of their gameand they do it well with smilesontheir facesand
thewelfareof our citizensintheir hearts. Congratul ations gentlemen of the Wastewater stoppage
crew! Enjoy the City Manager’s Customer Service Cup and know how thankful wearefor thejob
you do.

ASK Dee

Dear Dee,

In my position with the City, | often have to deliver unpleasant news to my
customers. Sometimes the news is that the customer can’t do something and
sometimes it’s the City that can’t do something. How can | tell the customer
something they don’t want to hear and still provide great service?

Tell it like it is Tommy

It’s all in the delivery Tommy!

When you need to deliver unpleasant news, your attitude plays an important part.
Explaining why something must be done in a particular way is better then
“quoting regulations.” Giving a reason why we can’t perform a certain service is
better than “reciting policy.” At times we all have to deliver news that a
customer may not want to hear, but most people will understand if they know
why.

As much as possible, give your customer alternatives or other resources that may
help. There is nothing worse than being told “no,” and then no other option is
given - where does the customer go from here? If you help to create a win-win
situation, help the customer help themselves, and truly want to help the
customer achieve their goals, then even bad news is not so bad!

If you have a customer service challenge that Dee can help you with, email
Dee at customerdelight@hampton.gov. Your challenge may be selected for
the newsletter and help someone else as well!
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Higher Purpose Spotlight

The Wastewater stoppage crew is
truly intunewiththeir higher purpose.
Imagine this: wastewater is backing
up into your home. * Unpleasant”
DOESNOT BEGIN to describeyour
situation. And then you realize the
situation may be even worse — is
your health and the health of your
family in danger?

Thisis the type of situation that the
Wastewater Stoppage Crew
respondsto with the highest skill and
understanding of their customers
concerns.

Protecting the public from a
catastr ophic health problem
should the sewer system fail is
about as high a purpose
as you can imagine.

And the better the “Waste-busters’
do their jobs, the moreinvisiblethey
become.

Do You Have a
Customer Service Challenge?

Not sure how to handle a
particular customer situation?
Need advice about providing
outstanding customer service?

Ask Dee Light!

Dee is our customer service guru
and she is here to help you with
your customer service challenges!

customerdelight@hampton.gov
or 728-2020
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