











The quality of service combined with the quality of
the product , equals the quality of the customer
expenence.

We have enormous influence over the quality of
service a customer receives. Many times a great
experience with service can overcome or offset a
disappointment with a product or facility.

Conversely, facilities or products CANNOT
overcome a bad expenence with service.

If you have an idea that improves a product, service
or program offered, forward it to the individual in
charge of that area or to the related working group
chairperson. Improvements are always welcome.

By increasing the quality level in service, products,
and procedures, we increase the quality level the
customer expernances.

If we have exceedead the customer's expeciations,
we have provided SERVICE EXCELLENCE!!

Service Recovery Principles

*\irginia State Park employees work hard at providing good customer
service. We want everything about a state park visit to be
enjoyable, but sometimes even under the best of crcumstances,
things go wrong and we fail to meet the customer's
expectations. When this happens, it is in our best interest to
turn a negative experience into a positive experience by
applying service recovery standards.

*\Whenever possible, the employee receiving the complaint should be the
employee to resolve the complaint, This includes full time staff as
well as part-time, wage, seasonal employees and
volunteers. All staff may stop what they are doing to address
customer needs. If the employese can not address the customer's
neads at that moment, they should report the problem or
compiaint to the appropriate staff who can address it at that
tirrue.

#Jyr objective is to focus on recovering to a positive experience. It is not
finding fault with either the employee or the customer.

siny employee who makes a good faith effort to help a customer
recover from a customer service problem, will be immune from
reprimand or disciplinary action for that effort. If, however, the
employee has "given away the farm”®, counseling on mare
appropriate reactions may be necessary. (Counseling is NEVER to

take place in the presence of the customer. )

®[t is our service recovery practice to include the customer in the

solution. Employees should listen, empathize and ask open
guestions. Employees will always maintain an attitude of respect
towards customers and will represent Virginia State Parks
accordingly.

#The following are actions that have been approved as servica

recovery solutions:

(verbal Apology (This does not mean that you were at fault)

Dcoupons, Discourts, Rain checks, Exchanges

Clwiritten letter of apology

OPartial or full refunds. On-site refunds indude refunds for

merchandise, parking fees, and food items.

®t is our service recovery practice to keep our promises and

follow-up to ensure we have met the customer’s expectations. It
will be management's respansibility to follow up.




NOTES

The Service Recovery

Process

Acknowledge that the

customer is experiencing an

inconvenience and apologize

for it

. Listen, empathize, and ask open
questions

. Offer a fair fix to the problem

. Offer some value-added atonement
for the :
inconvenience or injury, in
appropriate case (use your
repair Kit)

. Keep your promises

. Follow up




NOTES

Know your co-workers

Once you know who does what, and who
works where, you know how to search for
answers and seek assistance in the future!

Make sure you understand what you depend on your co-
workers for and what they may depend on you for. This
gives you an indication of the consequences of your actions
and who will be affected

We can all achieve great things if we work together and
provide necessary support by staying informed. By
recognizing our own limitations and seeking reinforcement
when situations escalate beyond our control, we can contain
the negative effects on others.

Follow the 180 FOCUS Points for Excellent Services as you
perform your daily duties and watch the reactions of your
customers!

You can't go wrong with a smile, understanding, and
positive attitude! -
|
|
Welcome to the Department of Conservation and Recreation

and the Division of Virginia State Parks!




This booklet was designed for use in conjunction with
FOCUS for Excellence Customer Service training
workshops. It is not a substitute for the workshop, but
an introduction to the service excellence behaviors
Virginia State Parks has adopted as their way of

conducting business.
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~Vouchers for the Employee incentive

Virginia State Parks

Virginia State Parks
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VIRGINIA STATI

INTERNAL FOCUS
FOR EXCELLENCE

Al Virgingas Stale Parks, intermal customer service B ey
important! As part of our ongoing commitmenl 80 provide
encellemi customer service, we would like w0 give

expeciations. Just fill owi thes card and refurs il B0 the office.

Fark Mame

Saull Member Mame

Diwte of Incident-

Detadled Account of Custiomer Sarvice Excellmos

Yoour Signabare: D
Thank you fior helping s 1o recognize service excellence!

@DCR

Crispar trvsd of C ofiserviion B R et on
I VIR WAL L NIEAERTICRR Ty

FOCUS FOR
EXCELLENCE

At Virginm Stsie Parks, sou. the guesl, me very important o us!
As it of our ongoing comemitment 1o proveids sxellen] Saslmer
service, we would like 0 glve vou the opporiunty i recognize a
park siaff membor who has demonsirsied cusiomer service that

wenl heyond vour expectations. Juss Bl o ghis cand afd remum (o
o the ofTiee hefore you depar.

Park Mama:

Stall Memher hame:
Dt of Incidism:
Detailal Account of Oasiomer Service Excellmcs

Your Sprabare: Dtz
Theank v Tof helping us i recognize service excellmer!

@DCR
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