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Service Delivery for Operations (OTC, WEB & Teleservices)

· Service Standards for Over-the-Counter

· Service Standards for Web

· Service Standards for Teleservices

Measuring Customer Satisfaction with Timeliness for Over the Counter Services

Quality Driver #1:  
A measure of the customer/service owner-partner/provider’s satisfaction with the amount of time it took to get the service (i.e.: waiting time in the line, number of rings before phone was answered, number of days before receiving and email response).

Quality Service Pledge:

· SNB will deliver services in a timely fashion as agreed with SNB customers.

· SNB will serve its customers quickly, putting the customer first at all times.

· SNB will ensure that services are offered at the customers’ convenience.

 Service Delivery Standards measuring Customer Satisfaction for Timeliness:

	Service Type- 

Driver
	Operations Quality Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – 

Timeliness
	· 90% of customers are satisfied with the timeliness of SNB Over the Counter services (goal is 100%)
	· Average waiting time in line for service over one year period is 8 minutes.

· Average service time over a one year period is 5 minutes

· Phones are answered before the 5th ring.

· Faxes are returned within an average of 4 working hours. If faxes cannot be returned, the customer should be advised that someone is working on it.

· Hours of operations open for service to the customer are no less than 33 ¾ hours a week/52 weeks a year (exceptions: holidays and part time offices).
	· Customer Satisfaction Survey

· Hours of operation

· Customer Comments and complaints

· Periodic Audits (not comfortable with how we measure and when it is measured)
	· SQS

· Regional Services

· Regional Services

· Regional Services
	· Regional Services

· N/A

· SQS
	
	


Measuring Customer Satisfaction with Knowledge/ Competence for Over the Counter Services 

Quality Driver #2:  
Knowledge/Competence

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s knowledge of the service and competence to deliver the services.

Quality Service Pledge:

· SNB will deliver dependable, reliable and accurate services to its customers.

· SNB will deliver quality services based on the integrity and sound judgment of its employees.

· SNB staff will clearly explain the rules, regulations and decisions that apply to its customer.

· SNB will continuously assess staff training needs and provide timely training for its employees.

 Service Delivery Standards measuring Customer Satisfaction for Knowledge and Competence:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – Knowledge/ Competence
	· 90% of customers are satisfied with the knowledge and competence of SNB’s Service Rep. (goal is 100%).

· 90% of customers are satisfied with the accuracy of the information received (goal is 100%).
	· SNB Service Reps provide accurate information.

· Service is done right the first time.

· Rate of errors will be kept to a minimal.  Specific internal benchmarks will be set for each service and constant random monitoring will take place to ensure errors are kept to a minimal. Note: An error is made when the processing of a transaction on behalf of a service owner-partner was done in a manner contrary to clearly identified departmental service owner-partner policies, legislation and/or regulation. Errors are human driven and/or systems driven and have significant negative impact on the program/service/customer. (i.e. issuing the wrong permit, incomplete or false information entry, over charging or undercharging for a service, etc.) Business processes and rules are communicated to staff through training and sharing of documented regulation, policy or legislation.

· Rate of mistakes will be kept to a minimal.  Specific internal benchmarks will be set for each service and constant random monitoring will take place to ensure mistakes are kept to a minimal.   Note: The erroneous processing of a transaction. It does not have a significant impact on the program/service/customer (i.e. typo). It usually caused by repetitious data entry, neglect, oversight, omission of procedures, etc.

· SNB Service Reps keep informed on legislation, policy and procedural changes to services offered by SNB.

· SNB Service Reps training and refresher courses are part of the annual work plan.
	· Customer Satisfaction Surveys

· Quality Assurance Reports

· Customer Comments or Complaints
	· SQS

· SQS

· Regional Services
	· Regional Services
	
	


Measuring Customer Satisfaction with Extra Mile/ Extra Smile for Over the Counter Services 

Quality Driver #3: 
Extra Mile/Extra Smile 

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s demeanor (smile, politeness, professional language) and extra effort (“go the extra mile”) while delivering the service.

Quality Service Pledge:

· SNB will treat its customers courteously and respectfully.

· SNB employees will strive to exceed customer requirements in probing and fulfilling other service needs.

 Service Delivery Standards measuring Customer Satisfaction for Extra Mile/Extra Smile:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC –

Extra Mile/

Extra Smile
	· 90% of customers are satisfied with the courtesy of SNB’s Service Reps. (goal is 100%).

· 90% of customers are satisfied that their inquiry was understood and dealt with (goal is 100%).

· 90% of customers are satisfied with the comfort of SNB facilities (goal is 100%).
	· SNB Service Reps speak politely, clearly and demonstrate tact and diplomacy.

· SNB Service Reps are calm and cheerful and serve with a smile.

· SNB Service Reps focus on the customer’s inquiry to fully understand the information or service required.

· SNB Service Reps will try to accommodate the customer in exceptional situations (i.e.:  emergency situations at customers home or hospital).

· SNB Service Reps will extend the offer of additional services 
by asking the customer if anything else can be done.

· Facilities are comfortable, clean and well organized.

· Brochures and information signs are visible, well displayed and accessible. Note:  Brochures and information will be displayed as the facility allows.
	· Customer Satisfaction Survey

· Customer Comments and Complaints

· Supervisor Audits
	· SQS

· Regional Services
	· Regional Services

· N/A
	
	


Measuring Customer Satisfaction with Outcome for Over the Counter Services 

Quality Driver #4:  
Outcome

· A measure of the customer/service owner-partner/provider’s satisfaction with the service received.

Quality Service Pledge:

· SNB will respond adequately to customers’ service needs.

· SNB will inform its customers on key service standards results.

· SNB will seek its customers’ views, comments and feedback on service delivery satisfaction.

· SNB will welcome complaints and suggestions as it presents opportunities to improve.

 Service Delivery Standards measuring Customer Satisfaction for Outcome:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – 

Outcome
	· 90% of SNB Customers are satisfied with the outcome of the service delivered (goal is 100%).

· 90% of SNB Customers are satisfied that the consultation process and the complaint response process were taken seriously and that SNB reacted responsibly to improve services (goal is 100%).
	· SNB Service Reps complete the service to be done.

· SNB researches service requirements, hires and trains staff, develops proper business processes and tools for quality service delivery and optimal performance.

· Yearly reports on Service Standards results will be distributed at SNB Customers’ and Service owner-partners’ request.

· Yearly Quality Assurance report show improvement and/or maintenance.

· A customer consultation process (includes advisory committees, focus groups, market research) is conducted 

· Every 2 years: Comment cards and /or surveys are implemented yearly.

· A response process for dealing with customer complaints or suggestions is in place: Note: This process applies when a complaint is given to a local office.  When complaint is coming from an escalated process, the complaint will be dealt with as soon as possible.

· Level 1: Acknowledge receipt of comment or complaint by the Supervisor (one working day).

· Level 2:  respond within an average of 3 working days.

· Level 3: If no answer after 3 working days, acknowledge that someone is working on the issue and will get back to the customer within an average of 15 working days.
	· Customer Satisfaction Surveys

· Customer Comments and Complaints

· Service owner-partners Comments and Complaints

· Quality Assurance Reports
	· SQS

· Regional Services

· Service Owner Partners

· SQS
	· Regional Services

· N/A

· N/A


	
	


Measuring Customer Satisfaction with Access for Over the Counter Services

Quality Driver #5:  
Access

· A measure of the customers’ satisfaction with the physical environment access and the diversity in services offered (i.e.:  parking space, building accessibility, signs and number/diversity of new services).
Quality Service Pledge:

· SNB will offer accessible facilities that are clean, bright and offer an organized service environment for its customers.

· SNB staff will provide parking space or provide a parking system for its customers.

· SNB will continually work in improving and increasing the number of services delivered at its counters.

 Service Delivery Standards measuring Customer Satisfaction for Access:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – Access
	· 90% of SNB customers are satisfied with the access to the facilities and services they receive at SNB Over the Counter Services (goal is 100%).


	· Service centres are bright, clean, well -organized.

· Signs are visible

· Parking areas/or systems are in place for the benefits of the customers.

· Reception areas are organized in a manner to favor customer enjoyment (i.e.: waiting area, chairs, televisions)

· Services are continuously being added to the list of already available services.
	· Customer Satisfaction Surveys

· Customer Comments and Complaints
	· SQS

· Regional Services
	· Regional Services

· N/A
	
	


Measuring Customer Satisfaction with Fair Treatment for Over the Counter Services

Quality Driver #6:  
Fair Treatment

· A measure of the customer/service owner-partner/provider’s satisfaction with the perception of having received fair treatment.

Quality Service Pledge:

· SNB will treat its customers fairly and equitably.

· SNB staff will take time to listen well to its customers.

· SNB will serve its customers in the official language of their choice.

 Service Delivery Standards measuring Customer Satisfaction for Fair Treatment:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – 

Fair Treatment
	· 90% of SNB customers are satisfied with the fair treatment they receive at SNB Over the Counter Services (goal is 100%).

· 90% of SNB customers are satisfied with being served in one of the two official languages of their choice (goal is 100%).
	· SNB Service Reps apply procedures, rules and policies fairly, equally and consistently for all SNB customers.

· SNB Service Reps are well aware of and practice the Province of NB policy on Official Languages (i.e. Work schedules facilitate the offer of bilingual services).
	· Customer Satisfaction Surveys

· Customer Comments and Complaints
	· SQS

· Regional Services
	· Regional Services

· N/A
	
	


 Measuring Customer Satisfaction with Security/Privacy for Over the Counter Services 

Quality Driver #7:  
Security/Privacy

· A measure of the customer/service owner-partner/provider’s satisfaction with system integrity and assurance that data transfer to a third party does not occur unless 

the customer is informed and agreeable.

Quality Service Pledge:

· SNB will respect its customer’s legal rights, privacy and safety.

· SNB will take reasonable steps to implement security measures on its service delivery infrastructure.

· SNB will only use personal information for the purpose it was first collected unless customer’s consent is given.

· SNB will not keep personal information unless Provincial law or policy requires it.

 Service Delivery Standards measuring Customer Satisfaction for Security/Privacy:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	OTC – Security/ Privacy
	· 90% of SNB customers and business partners are satisfied with the confidentiality, privacy and security of their service or information request (goal is 100%).
	· SNB Service Reps treat customer information with confidentiality, respecting the customer’s privacy.

· Credit card information and other personal private information inputted in the system are secure.

· SNB is working within the confinements of POPIA.
	· Customer Satisfaction Surveys
	· SQS
	· Regional Services
	
	


Measuring Customer Satisfaction with User Friendliness for WEB Services

Quality Driver #1:  
User Friendliness

· A measure of the customers’ satisfaction with the ease of use, navigation, language simplicity and visual presentation.
Quality Service Pledge:

· SNB will take reasonable steps to facilitate user friendliness and attractive visual presentation of its web site.

· SNB will respect its customer’s opinion and suggestions to improve the ease of use, navigation, language simplicity and visual presentation.

 Service Delivery Standards measuring Customer Satisfaction for User Friendliness:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

User Friendliness
	· 90% of SNB customers are satisfied with the user friendliness of SNB web site (goal is 100%).
	· SNB Web site is easy to use.

· SNB Web site is easy to navigate.

· SNB Web site is visually attractive and has a clean, crisp presentation.

· SNB Web site’s language is adapted for the general public comprehension level.

· Web site users are comfortable with the layouts, displays, instructions, formats and friendly voice/writing style.


	· On-line Customer Satisfaction Survey
	· SQS
	· Web Manager
	
	


Measuring Customer Satisfaction with Information Access for WEB Services

Quality Driver #2:  
Information Access

· A measure of the customers’ satisfaction with the information content, the information clarity, diversity and simplicity.
Quality Service Pledge:

· SNB will present dependable, reliable and accurate information to its customers.

· SNB will strive to increase the diversity of information presented.

· SNB will clearly explain the rules and regulations that apply to its customer.

· SNB will present its information in the two official languages of the province.

 Service Delivery Standards measuring Customer Satisfaction for Information Access:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Information Access
	· 90% of SNB customers are satisfied with the information content, the information clarity, diversity and simplicity. (Goal is 100%).
	· The information on the SNB Web site is dependable, reliable and accurate.

· The information on the SNB Web site is easy to find.

· The information on the SNB Web site is presented in a clear and easy to understand manner.

· The information on the SNB Web site is presented in French and English.


	· On-line Customer Satisfaction Survey
	· SQS
	· Web Manager
	
	


Measuring Customer Satisfaction with Security/ Privacy for WEB Services

Quality Driver #3:  
Security/Privacy

· A measure of the customer/service owner-partner/provider’s satisfaction with system integrity and assurance that data transfer to a third party does not occur unless

 the customer is informed and agreeable.

Quality Service Pledge:

· SNB will respect its customer’s legal rights, privacy and safety.

· SNB will take reasonable steps to implement security measures on its service delivery infrastructure.

· SNB will only use personal information for the purpose it was first collected unless customer’s consent is given.

· SNB will not keep personal information unless Provincial law or policy requires it.

 Service Delivery Standards measuring Customer Satisfaction for Security/Privacy:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Security/ Privacy
	· 90% of SNB customers are satisfied with the confidentiality, privacy and security of their service or information request (goal is 100%).
	· SNB Web Agents treat customer information with confidentiality, respecting the customer’s privacy.

· Credit card information is not kept longer than absolutely necessary.

· Collected information is used only for the reason it is gathered.

· Information submitted to and by customer is encrypted at 128bits.
	· On-line Customer Satisfaction Survey
	· SQS
	· Web Manager
	
	


Measuring Customer Satisfaction with Outcome for WEB Services

Quality Driver #4:  
Outcome

· A measure of the customer/service owner-partner/provider’s satisfaction with the service received.

Quality Service Pledge:

· SNB will respond adequately to customers’ service needs.

· SNB will inform its customers on key service standards results.

· SNB will seek its customers’ views, comments and feedback on service delivery satisfaction.

· SNB will welcome complaints and suggestions as it presents opportunities to improve.

 Service Delivery Standards measuring Customer Satisfaction for Outcome:


	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Outcome
	· 90% of SNB Customers are satisfied with the outcome of the service delivered (goal is 100%).

· 90% of SNB Customers are satisfied that the consultation process and the complaint response process were taken seriously and that SNB reacted responsibly to improve services (goal is 100%).


	· SNB researches service requirements, hires and trains staff, develops proper business process and tools for quality service delivery and optimal performance.

· Yearly reports on Service Standards results will be distributed at SNB Customers’ and Service Owner-Partners’ request.

· Yearly Quality Assurance report show improvement.

· A customer consultation process (includes advisory committees, focus groups, market research, comment cards and surveys) is implemented yearly.

· A response process for dealing with customers’ complaints or suggestions is in place:

· Level 1: Acknowledge receipt of comment or complaint by the Supervisor (one working day).

· Level 2:  respond with answers within an average of 3 working days.

· Level 3: If no answer after 3 working days, acknowledge that someone is working on issue and will get back to the customer within an average of 15 working days.
	· Reports 

· Customer Satisfaction Surveys

· Customer Comments and Complaints

· Service Owner-Partners Comments and Complaints

· Quality Control
	· SQS

· Regional Services

· Service Owner Partners

· SQS
	· Regional Services

· N/A

· N/A
	
	


Measuring Customer Satisfaction with Service delivery and processes effectiveness for WEB Services

Quality Driver #5:  
Service delivery and processes effectiveness

· A measure of the customers’ satisfaction with the effectiveness of service delivery (forms) and processes (acknowledgements).

Quality Service Pledge:

· SNB will strive to deliver and process services in the most effective manner possible.

 Service Delivery Standards measuring Customer Satisfaction for Service delivery and processes effectiveness:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Service Delivery and Processes Effectiveness
	· 90% of SNB customers are satisfied with the effectiveness of service delivery and processes (goal is 100%).
	· Forms are easy to understand and fill.

· Help function is available at any time to assist the customer with the application processes.

· Receipt acknowledgment is immediate following submission of form.

· Service is fulfilled right the first time (return mail at the right address, ensure fulfillment is complete with all documentation, credit card transaction done right).

· Rate of errors will be kept to a minimal.  Specific internal benchmarks will be set for each service and constant random monitoring will take place to ensure errors are kept to a minimal. Note: An error is made when the processing of a transaction on behalf of a service owner/partner was done in a manner contrary to clearly identified departmental service owner/partner policies, legislation and/or regulation. Errors are human driven and/or systems driven and have significant negative impact on the program/service/customer. (i.e. issuing the wrong permit, incomplete or false information entry, over charging or undercharging for a service, etc.) Business processes and rules are communicated to staff through training and sharing of documented regulation, policy or legislation. A mistake is the erroneous processing of a transaction. It does not have a significant impact on the program/service/customer (i.e. typo). It usually caused by repetitious data entry, neglect, oversight, omission of procedures, etc.

· Web support staff is cognizant of e-business and capable of supporting the on-line applications.

· Web support staff offers customer support through mail, e-mail and on-line (phone) support. 

· Web Agents and support staff training and refresher courses are part of the annual work plan
	· On-line Customer Satisfaction Survey
	· SQS
	· Web Manager
	
	


Measuring Customer Satisfaction with Timeliness / Speed for WEB Services

Quality Driver #6:  
Timeliness / Speed

· A measure of the customer/service owner-partner/provider’s satisfaction with the amount of time it took to get the service (i.e.: waiting time in the line, number of rings before phone was answered, number of days before receiving an email response).

Quality Service Pledge:

· SNB will deliver services in a timely fashion as agreed with SNB customers.

· SNB will serve its customers quickly, putting the customer first at all times.

· SNB will ensure that services are offered at the customers’ convenience.

 Service Delivery Standards measuring Customer Satisfaction for Timeliness /Speed:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Timeliness / Speed
	· 90% of customers are satisfied with the timeliness of SNB Web Services (goal is 100%).

· 90% of customers are satisfied with the level of support (phone or email) Level 1(goal is 100%).

· 90% of customers are satisfied with the level of support (phone or email) Levels 2 and 3 (goal is 100%).
	· Average time to complete a transaction is less than 5 minutes based on the performance (downloading, etc) and application simplicity.

· Operating hours are 24/7 except for planned outages.

· Fulfillment of services is done within an average of   one business day following the service request and delivered to the customer within an average of 7 working days following the service request.

· Mail is sent within one business day following information or service request.

· All emails will be auto replied upon reception and 90% of emails will be closed within one business day following service request.

· Support by email is done:

· Level 1:  within an average of 4 working hours 

· Levels 2 and 3:  Internal referrals completed within an average of 1 business day and are tracked until completion (Web Services are not accountable for referral completion).

· Support by phone is done:

· Level 1:  within an average of 3 minutes s).

· Levels 2 and 3: Internal referrals completed within one business day and are tracked until completion (Web Services are not accountable for referral completion)
	· On line Customer Satisfaction Surveys

· Customer Comments and Complaints.

· Periodic Audits
	· SQS

· Web Manager

· Web Manager
	· ESD, Web Manager, E-mail support Coordinator

· N/A

· SQS
	
	· Industry standard for answering emails:  4 hours.

· Industry standards for answering the phone:  30 seconds


Measuring Customer Satisfaction with Extra Mile/ Extra Smile for WEB Services

Quality Driver #7: 
Extra Mile/Extra Smile  

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s demeanor (smile, politeness, professional language) and extra effort (“go the extra mile”) while delivering the service.

Quality Service Pledge:

· SNB will treat its customers courteously and respectfully.

· SNB employees will strive to exceed customer requirements in probing and fulfilling other service needs.

 Service Delivery Standards measuring Customer Satisfaction for Extra Mile/Extra Smile:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Extra Mile/ Extra Smile
	· 90% of customers are satisfied with the courtesy  (etiquette) of SNB Web Service Support Agents (goal is 100%).

· 90% of customers are satisfied with the speaking skills of Web Service Support Agents (goal is 100%).

· 90% of customers are satisfied with the tone and the style of Web transactional directives and information (goal is 100%).

· 90% of the customers are satisfied that their inquiry was clearly understood and dealt with (goal is 100%).

· 90% of customers are satisfied with the site’s “look” and “feel” and feel comfortable using it with ease (goal is 100%).
	· Web Services Support Agents speak or write politely, clearly and demonstrate tact and diplomacy.

· Web Services Support Agents are calm and cheerful and serve with a smiling voice or smiling pen.

· SNB Teleservices Agents focus on the customer’s inquiry to fully understand the information or service required.


	· On line Customer Satisfaction Survey

· Customer Comment and Complaints
	· SQS

· Web Manager
	· ESD

· N/A
	
	


Measuring Customer Satisfaction with Knowledge and Competence for WEB Services

Quality Driver #8:  
Knowledge/Competence

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s knowledge of the service and competence to deliver the services.

Quality Service Pledge:

· SNB will deliver dependable, reliable and accurate services to its customers.

· SNB will deliver quality services based on the integrity and sound judgment of its employees.

· SNB staff will clearly explain the rules, regulations and decisions that apply to its customer.

· SNB will continuously assess staff training needs and provide timely training for its employees.

 Service Delivery Standards measuring Customer Satisfaction for Knowledge and Competence:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Knowledge and Competence
	· 90% of Customers are satisfied with the competence and knowledge of SNB Web Agents and Support Staff (goal is 100%).
	· Service is fulfilled right the first time (return mail at the right address, ensure fulfillment is complete with all documentation, credit card transaction done right).

· Rate of errors will be kept to a minimal.  Specific internal benchmarks will be set for each service and constant random monitoring will take place to ensure errors are kept to a minimal. Note: An error is made when the processing of a transaction on behalf of a service owner/partner was done in a manner contrary to clearly identified departmental service owner/partner policies, legislation and/or regulation. Errors are human driven and/or systems driven and have significant negative impact on the program/service/customer. (i.e. issuing the wrong permit, incomplete or false information entry, over charging or undercharging for a service, etc.) Business processes and rules are communicated to staff through training and sharing of documented regulation, policy or legislation. A mistake is the erroneous processing of a transaction. It does not have a significant impact on the program/service/customer (i.e. typo). It usually caused by repetitious data entry, neglect, oversight, omission of procedures, etc.
· SNB Web Agents keep informed on legislation, policy, and procedural changes to services offered by SNB and make appropriate changes to site.

· Web support staff is cognizant of e-business and capable of supporting the on-line applications.

· Web support staff offers customer support through mail, e-mail and on-line (phone) support. 

· Web Agents and support staff training and refresher courses are part of the annual work plan.
	· On line Customer Satisfaction Surveys.

· Quality Control Reports.

· Customer Comments or Complaints
	· SQS

· SQS

· Web Manager
	· ESD

· N/A
	
	


Measuring Customer Satisfaction with Fair Treatment for WEB Services

Quality Driver #9:  
Fair Treatment

· A measure of the customer/service owner-partner/provider’s satisfaction with the perception of having received fair treatment.

Quality Service Pledge:

· SNB will treat its customers fairly and equitably.

· SNB staff will take time to listen well to its customers.

· SNB will serve its customers in the official language of their choice.

 Service Delivery Standards measuring Customer Satisfaction for Fair Treatment:

	Service Type – Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	WEB Services

Fair Treatment
	· 90% of SNB customers are satisfied with the fair treatment they receive at SNB Web Services (goal is 100%).

· 90% of SNB customers are satisfied with being served in one of the two official languages of their choice (goal is 100%).
	· SNB Web Agents apply procedures, rules and policies fairly, equally and consistently for all SNB customers.

· Work schedules facilitate the provision of bilingual services.

· SNB Web Agents are well aware of and practice the Province of NB policy on Official Languages.
	· On line Customer Satisfaction Surveys

· Customer Comments and Complaints
	· SQS

· Web Manager
	· ESD

· N/A
	
	


Measuring Customer Satisfaction with Knowledge and Competence for Teleservices

Quality Driver #1:  
Knowledge/Competence

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s knowledge of the service and competence to deliver the services.

Quality Service Pledge:

· SNB will deliver dependable, reliable and accurate services to its customers.

· SNB will deliver quality services based on the integrity and sound judgment of its employees.

· SNB staff will clearly explain the rules, regulations and decisions that apply to its customer.

· SNB will continuously assess staff training needs and provide timely training for its employees.

 Service Delivery Standards for measuring Customer Satisfaction for Knowledge and Competence:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices

Knowledge and Competence
	· 90% of customers are satisfied with the knowledge and competence of SNB’s Teleservices agents (goal is 100%).

· 90% of customers are satisfied with the accuracy of the information received (goal is 100%).
	· SNB Teleservices Agents provide pertinent information.

· Service is provided right the first time (verify information is complete and accurate, return mail at the right address, fax information to the right number, ensure fulfillment is complete with all documentation).

· Rate of errors will be kept to a minimal.  Specific internal benchmarks will be set for each service and constant random monitoring will take place to ensure errors are kept to a minimal. %. Note: An error is made when the processing of a transaction on behalf of a service owner/partner was done in a manner contrary to clearly identified departmental service owner/partner policies, legislation and/or regulation. Errors are human driven and/or systems driven and have significant negative impact on the program/service/customer. (i.e. issuing the wrong permit, incomplete or false information entry, over charging or undercharging for a service, etc.) Business processes and rules are communicated to staff through training and sharing of documented regulation, policy or legislation. A mistake is the erroneous processing of a transaction. It does not have a significant impact on the program/service/customer (i.e. typo). It usually caused by repetitious data entry, neglect, oversight, omission of procedures, etc.
· Rate of customer call back is less than 3%.
· SNB Teleservices Agents keep informed on legislated, policy, and procedural changes to services offered by SNB.

· Teleservices Agents training and refresher courses are part of the annual work plan.
	· Customer Satisfaction Surveys 

· Quality Assurance reports

· CTI Reports

· Customer Comments or Complaints

· SNB staff comments and complaints
	· SQS

· SQS

· Call Centre Manager

· Call Centre Manager
	· ESD

· N/A

· N/A
	· Error rate .049 to .052, in 2000
	


Measuring Customer Satisfaction with Security /Privacy for Teleservices

Quality Driver #2:  
Security/Privacy

· A measure of the customer/service owner-partner/provider’s satisfaction with system integrity and assurance that data transfer to a third party does not occur unless

the customer is informed and agreeable.

Quality Service Pledge:

· SNB will respect its customer’s legal rights, privacy and safety.

· SNB will take reasonable steps to implement security measures on its service delivery infrastructure.

· SNB will only use personal information for the purpose it was first collected unless customer’s consent is given.

· SNB will not keep personal information unless Provincial law or policy requires it.

 Service Delivery Standards measuring Customer Satisfaction for Security/Privacy:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices

Security/ Privacy
	· 90% of SNB customers are satisfied with the confidentiality, privacy and security of their service or information request (goal is 100%).
	· SNB Teleservices Agents treat customer information with confidentiality, respecting the customer’s privacy.

· Credit cards information is not kept

· Collected info is used only for the purpose it was gathered (POPIA)
	· Customer Satisfaction Surveys

· SNB staff comments and complaints
	· SQS
	· Call Centre Manager
	
	


Measuring Customer Satisfaction with Outcome for Teleservices

Quality Driver #3:  
Outcome

· A measure of the customer/service owner-partner/provider’s satisfaction with the service received.

Quality Service Pledge:

· SNB will respond adequately to customers’ service needs.

· SNB will inform its customers on key service standards results.

· SNB will seek its customers’ views, comments and feedback on service delivery satisfaction.

· SNB will welcome complaints and suggestions as it presents opportunities to improve.

 Service Delivery Standards measuring Customer Satisfaction for Outcome:


	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices 

Outcome
	· 90% of SNB Customers are satisfied with the outcome of the service delivered (goal is 100%).

· 90% of SNB Customers are satisfied that the consultation process and the complaint response process were taken seriously and that SNB reacted responsibly to improve services (goal is 100%).


	· SNB researches service requirements, hires and trains staff, develops proper business processes and tools for quality service delivery and optimal performance.

· Yearly reports on Service Standards results will be distributed at SNB Customers’ and Service Owner-Partners’ request.

· Yearly Quality Assurance report show improvement.

· A customer consultation process for service delivery standard review  (includes focus groups, market research) is implemented every 24 months, and comment cards and surveys are implemented yearly.

· A response process for dealing with customers’ complaints or suggestions is in place:

· Level 1: Acknowledge receipt of comment or complaint by the Supervisor (one working day).

· Level 2:  respond with answers within an average of 3 working days.

· Level 3: If no answer after 3 working days, acknowledge that someone is working on issue and will get back to the customer within an average of 15 working days.
	· Customer Satisfaction Surveys

· Customer Comments and Complaints

· Service Owner-Partners Comments and Complaints

· Quality Control Reports

· SNB staff comments and complaints
	· SQS

· Regional Services

· Service Owner Partners

· SQS
	· Regional Services

· N/A

· N/A
	
	


Measuring Customer Satisfaction with Communication Skills for Teleservices

Quality Driver #4:  
Communication Skills

· A measure of the customers’ satisfaction with the staff’s skills and abilities to communicate clearly, concisely, and precisely using professional language. 
Quality Service Pledge:

· SNB staff will train to continuously improve its communication skills.

· SNB will take reasonable steps to implement quality communication equipment.

· SNB staff will take time to listen well to its customers.

 Service Delivery Standards measuring Customer Satisfaction for Communication Skills:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices

Communication Skills
	· 90% of customers are satisfied with the speaking skills of SNB Teleservices Agents (goal is 100%).

· 90% of customers are satisfied with the clarity of SNB Teleservices Agents (goal is 100%).

· 90% of customers are satisfied with the quality of SNB’s communication equipment (goal is 100%).
	· Teleservices Agents speak clearly, concisely and precisely.

· Teleservices Agents speak in a slow, articulated manner.

· SNB Teleservices Agents serve with a smiling voice.

· SNB Teleservices Agents communicate in a way that the customer does not have to ask the agent to repeat.

· SNB’s communication equipment ensures clear and steady reception (no break-ups, no interruptions, no background noise).
	· Customer Satisfaction Surveys

· SNB staff comments and complaints
	· SQS
	· Call Centre Manager
	
	


Measuring Customer Satisfaction with Timeliness for Teleservices

Quality Driver #5:  
Timeliness

· A measure of the customer/service owner-partner/provider’s satisfaction with the amount of time it took to get the service (i.e.: waiting time in the cue, number of rings before phone was answered, number of days before receiving information, papers, registration, etc.).

Quality Service Pledge:

· SNB will deliver services in a timely fashion as agreed with SNB customers.

· SNB will serve its customers quickly, putting the customer first at all times.

· SNB will ensure that services are offered at the customers’ convenience.

 Service Quality Standards measuring Customer Satisfaction for Timeliness:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices 

Timeliness
	· 90% of customers are satisfied with the timeliness of SNB Teleservices (goal is 100%)
	· Average time on a yearly basis the customer waiting in queue is 35 seconds. Less than 10% of calls are lost.

· Average service time on a yearly basis is less than 5 minutes.

· Operating hours serving the public are an average of 73.5 hours/week (exception:  holidays).

· Fulfillment of services is done within an average of 24 hours following the service request and delivered to the customer within an average of 7 working days following the service request.

· Faxes are returned within an average of 2 working hours following information or service request.

· Mail is sent within 24 working hours following information or service request.
	· Customer Satisfaction Survey

· CTI reports

· Hours of Operation

· Customer comments and complaints

Periodic Audits

· SNB Staff comments and complaints


	· SQS

· Call Centre Manager

· Call Centre Manager

· Call Centre Manager

· Call Centre Manager
	· ESD

· N/A

· N/A

· N/A

· SQS
	· Average waiting time after first ring:  25 seconds.

· Average service time for NB Inquiry:  1.51 minutes

· Average service time for MVR:  4.21 minutes

· Fulfillment:  received within 4 working days following service request – Feb. 2001
	· Purdue Report 39.95 seconds

· Citizens First Survey:  30 seconds).


Measuring Customer Satisfaction with Extra Mile / Extra Smile for Teleservices

Quality Driver #6: 
Extra Mile/Extra Smile (for OTC, ESD Services) 

· A measure of the customer/service owner-partner/provider’s satisfaction with the staff’s demeanor (smiling voice, politeness) and extra effort (“go the extra mile”) while delivering the service.

Quality Service Pledge:

· SNB will treat its customers courteously and respectfully.

· SNB employees will strive to exceed customer requirements in probing and fulfilling other service needs.

 Service Delivery Standards for measuring Customer Satisfaction with Extra Mile/Extra Smile:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices 

Extra Mile / Extra Smile
	· 90% of customers are satisfied with the courtesy  (etiquette) of SNB Teleservices Agents (goal is 100%).

· 90% of the customers are satisfied that their inquiry was clearly understood and dealt with (goal is 100%).

· 90% of customers are satisfied with the ‘Active Offer’ for service in the language of the customers’ choice (goal is 100%).
	· Teleservices Agents speak politely and demonstrate tact and diplomacy.

· SNB Teleservices Agents are calm and cheerful and serve with a smiling voice.

· SNB Teleservices Agents focus on the customer’s inquiry to fully understand the information or service required.


	· Customer Satisfaction Services

· Customer Comments or Complaints

· SNB staff comments and complaints
	· SQS

· Call Centre Manager
	· ESD

· N/A
	
	


Measuring Customer Satisfaction with Fair Treatment for Teleservices

Quality Driver #7:  
Fair Treatment

· A measure of the customer/service owner-partner/provider’s satisfaction with the perception of having received fair treatment.

Quality Service Pledge:

· SNB will treat its customers fairly and equitably.

· SNB will serve its customers in the official language of their choice.

 Service Delivery Standards measuring Customer Satisfaction for Fair Treatment:

	Service Type - Driver
	 Service Delivery Standards
	Indicators
	Measurement Method
	Measurement Responsibility
	Measurement Support
	Performance Results
	Benchmark with other Agencies

	Teleservices

Fair Treatment
	· 90% of SNB customers are satisfied with the fair treatment they receive at SNB Teleservices (goal is 100%).

· 90% of SNB customers are satisfied with being served in one of the two official languages of their choice (goal is 100%).
	· SNB Teleservices Agents apply procedures, rules and policies fairly, equally and consistently for all SNB customers.

· Work schedules facilitate the provision of bilingual services.

· SNB Teleservices Agents are well aware of and practice the Province of NB policy on Official Languages.
	· Customer Satisfaction Surveys

· Customer Comments and Complaints

· SNB staff comments and complaints
	· SQS

· Call Centre Manager
	· ESD

· N/A
	
	


