Administrative and Financial Management’s Service Philosophy

“We strive to make every customer feel important, cared about, and find creative solutions with a can-do attitude.”

Customer service is the most important aspect of all the functions performed by AFM.  Every AFM employee is responsible for providing excellent customer service.  How do we do that?
Commitment to customers

How a department functions, how employees act, and what the customer receives are all a reflection of us, and AFM’s commitment to its customers. We must engage our sense of personal and professional pride to provide excellent customer service by being courteous and helpful, keeping it simple, closing the loop, being transparent, and being efficient.  We will:
a. Be courteous and helpful

Employees should be friendly, professional, and efficient. Our attitudes should suggest, "We're glad to help you!" or, “Thank you for this opportunity to assist you.  We enjoy challenges like this!” 
Every employee plays a role in satisfying the customer. We should give of ourselves to please a customer - beyond what most people expect.
Understand the value AFM places on customer satisfaction and know how to act in the many daily situations not governed by written rules and procedures. We must instinctively know to place customer needs above our own and never be too busy to help.  Additionally, we need to prioritize customer’s needs and communicate what they can expect…and stick with that promise.  And remember, our co-workers can also be our customers.
b. Keep it simple

Provide enough explanation to tell the customer what we are doing and why, but not provide so much that we confuse and confound them.  The customer does not need to know the ins and outs of every rule and regulation…just what we are going to do to assist them.
c. Close the loop

Follow up with the customer to close the loop.  Even if the action is handed off to another AFM employee, we should follow up to ensure the action is completed satisfactorily.
d. Be transparent

There are no secret “black box” processes within AFM; be as clear and transparent as possible with the customer to ensure he/she knows what is going to be done and under what timeline.
e. Be efficient

In these times of restricted resources, we can’t afford redundancies and duplication of effort.  “Time is money” so we are all responsible for identifying ways to be more efficient and more effective with our duties.
f. Make it happen
We need to find a way to meet the customer’s need.  We should never say, “We can’t do that for you.”  Rather, “Let me find a way to help you do that” or “Can I offer an alternative way?”  We may not be able to do something the way a customer wants, but as long as we meet their end objective using the rules outlined in this document, we are providing quality customer service.  Think, “Let me find a way to help you do that.”  Ultimately, however, there may not be a way to achieve what the customer wants.  If what the customer wants is prohibited by statute, regulations or Agency policy, then we may need to say, “Legally, this is not an option and we always want to be legal.”  Then our challenge becomes finding a way to achieve the outcome without violating the law.  If all avenues are expended, then we need to make sure the customer understands why it cannot be achieved.
g. Be responsive

Follow basic courtesy guidelines and be responsive to your customers.  Return calls and email messages within 24 hours of receipt even if only to confirm receipt of their request.  Follow up by a set date.  
Do not use telework as an excuse for being unable to assist someone.  Telework should be seamless and if we can’t provide service while teleworking, we shouldn’t telework.
h. Get to know AFM

Get to know AFM and our Agency.  Learn a little about our organization’s structure, its culture, workforce and requirements, customers and their requirements for the services you and/or your office provides.  Know how AFM ties in.  Learn who your AFM customers are, who works where, and who does what.  Knowing about the Agency you work for and how your division or service center, branch, office, and job ties in to the overall mission will help you assist customers

