Customer Service Yardsticks: Measuring Local Food Stamp Office Performance
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	Factors Impacting High-Quality Customer Service
	Key Components
	Gui    Guidelines to measure
	Evaluation
	Notes

	Office Accessibility
	CONTACT POINTS

Outcome: Clients and Advocates can reach key staff.



	1. Does staff use voicemail?   

2. Does staff use email?

3. Does staff respond within 48 hours?
	Y/N

Y/N

Y/N
	

	
	EXTENDED HOURS

Outcome: Office hours do not limit applications by eligible families.


	1. Can all clients submit an application – or other business - beyond 5pm or on weekends?

2. Are clients consistently screened and granted exemptions from the face-to-face interview requirements?

3. Are clients able to schedule an appointment to reduce wait times?
	Y/N

Y/N

Y/N
	

	
	NON-ENGLISH SPEAKING CLIENTS

Outcome: Applicants speaking different languages are supported through the entire application and reporting process.
	1. Does the office have a publicized – printed and distributed - standard application procedure for assisting clients with Limited English Proficiency?

2. Are materials and staff immediately available for clients who speak a non-threshold language?

3. Are automated communications and notices of action mailed in the primary language requested?
	Y/N

Y/N

Y/N
	


	Community Partners
	APPLICATIONS

Outcome: Applications from local partners are accepted.


	1. Is there a system – point person, written procedure - for processing applications gathered through community-based organizations?

2. Is there a method to track these applications?

3. Are there any activities to encourage families to complete the application process?


	Y/N

Y/N

Y/N
	

	
	NATURAL PARTNERS

Outcome: Obvious allies are informed food stamp promoters.
	1. Does the office regularly provide promotion materials to WIC clinics, food pantries, social service agencies and grocery stores?

2. Is the Food Stamp Program promoted through other county departments?

3. Do these partners receive program updates and regulations training?
	Y/N

Y/N

Y/N
	

	
	REACHING THE HUNGRY 

Outcome: Outreach campaigns carefully reach the most underserved populations.
	1. Does the office partner with community groups to precisely target specific underserved populations for outreach?

2. Are materials developed to reach specific populations – elderly, Hmong, teen parents – with precise messages?


	Y/N

Y/N
	


	Office Atmosphere
	CHILD-FRIENDLY

Outcome: Office atmosphere supports parents with small children.
	1. Is supervised childcare provided in the office?

2. Are there designated “child-friendly” areas in the lobby that have safe toys, books, carpeting or rugs and small chairs where child can play?
	Y/N

Y/N
	

	
	FOOD POLICIES

Outcome: Office policy balances facility cleanliness with client’s hunger during long wait times.
	1. Is food or drink allowed in the office?

2. Are there adequate trash bins with bi-lingual signage posted to encourage cleanliness?

2. If food is not allowed inside, is there a designated area outside with an intercom and benches? (so clients don’t miss their appointment while they eat outside). 
	Y/N

Y/N

Y/N
	

	
	LOW-COST UPGRADES

Outcome: facilities are inviting and create a positive program image among staff and clients.
	1. Is lighting adequate?

2. Are there attempts to noticeably brighten the office with colorful paint, bulletin boards or positive posters on the walls?

3. Are the seating arrangements comfortable for the clients? Can they easily see the appointments screen or hear the loudspeaker to know when their name is being called?
	Y/N

Y/N

Y/N
	


	Staff Development
	STAFFING RATIOS

Outcome: Sufficient staff to quickly and accurately process applications and changes in cases.
	1. Are current staffing ratios of eligibility workers per client/applicant documented and available to the public?

2. Are there strategies in place for the office to reduce overcrowding and long wait times, especially at the beginning of the month?
	Y/N

Y/N
	

	
	DOCUMENTS

Outcome: All staff provide consistent information on application documents.


	1. Is there a clearly written policy for documents and acceptable substitute documents for verification during the application process?

2. Is the policy available at everyone’s fingertips? (including phone staff, clerks)

3. Are clear documents available to staff and applicants regarding immigration status?  Do these documents provide information on public charge and sponsor liability?
	Y/N

Y/N

Y/N
	

	
	HELP LINE

Outcome: Clients and advocates can receive information and correct case problems through phone system.
	1. Are clients able to fix case problems over the phone through their call centers?

2. Does the phone system offer translation services?
	Y/N

Y/N
	

	
	TRAINING

Outcome: Staff are adequately trained on hunger and food stamps.
	1. Does the office use anti-hunger training to foster empathy in its workers?

2. Does the office offer courtesy standards training and support to staff?

3. Are legal services partners invited to provide training on persistent case complaints or complex regulations?
	Y/N

Y/N

Y/N
	

	
	MENTORING

Outcome: Staff are encouraged to develop skills and relationships to improve program delivery
	there 1. Are staff rewarded for pursuing professional development?

2. Does the office exchange innovative practices with other offices?  

3. Are exemplary staff regularly rewarded?

3. Do experienced and outstanding employees mentor younger and newer staff?
	Y/N

Y/N

Y/N

Y/N
	

	Personnel Accountability
	TECHNOLOGY

Outcome: Offices use systems to identify problematic trends.

	1. Does the office use call center or hotline data, Resolution Forms (case complaint procedures) or their computer system to identify Eligibility Workers who are consistently or making errors in determining client eligibility?

2. Is there a process for advocates and community partners to assist in identifying staff providing low-quality service or unavailable to clients and liaisons?
	Y/N

Y/N
	

	
	GOALS

Outcome: Staff, clients and partners are aware of specific customer service goals
	1. D   1. Do policy and procedure manuals define customer service expectations?

2. H   2.  Does the district office inform community partners of its accountability measures in regards to customer service?

3. A    3. Are survey tools used to track performance in reaching service goals?
	Y/N

Y/N

Y/N
	

	
	REDRESS

Outcome: Clients receive quick response to Fair Hearing rulings
	1. Ar   1. Are Fair Hearing rulings consistently implemented within the 30-day period?
	Y/N
	


Serving Up Solutions:

A Best Practices Guide to high-quality customer service in the Los Angeles County Food Stamp Program and Policy Recommendations

http://www.cfpa.net/service.pdf
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