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Improve Customer Service 

Project Start: 10/4/10 

Project Revision: 4 

Project Champion: Susan Guthrie 

Green Belt: Kristi Boyett 
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Define Phase 
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Define Phase 

Critical to 
Satisfaction

Quality of Service Delivery of 
Service

Credibility
Full Attention/ 
Listen 

Cost of Service

Accountability

Job Knowledge

Input

Appearance

Ask Questions

Tone of Voice

Customer 
Education

Prompt 
Response Time

Courtesy

Sincerity
Personal Touch

Follow Up/ 
Follow Through

Respect Privacy

Appearance of 
the Office

Solution



4 

Define Phase 

Core Value:  

Highest premium is placed on responsiveness 

to citizens’ needs. 

 

Mission Statement:  

The City of Tyler is strongly committed to 

exceeding customer expectations by providing 

our services in an efficient, timely and 

courteous manner. 



5 

Define Phase 

Southwest Airlines City of Tyler 

U4P City U 

Kick Tail A Grams, LUV Reports, 

Winning Spirit Award 

Blueprint Bravo 

President’s Award Blueprint Blue Ribbon Award 

Onboarding New Employee Orientation 

Manager In Training Leadership Academy 

Share the Spirit Events Called to SERVE Events 

Lean Sigma 
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Measure Phase 

Existing Surveys From Other Cities 
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Measure Phase 

Existing City of Tyler Surveys 
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Measure Phase 
 

Develop Standard City of Tyler Survey 
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Measure Phase 
 

Customer Service Survey Postcard  
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Measure Phase 
 

Survey Results: Received 23 responses from 900 postcards mailed. 

 
1. If you were requesting service in person, did you have to ask for assistance?  

 Yes: 26 percent 

 No: 26 percent 

 N/A: 48 percent 

 

2. The employee was able to help you or direct you to the correct person or department? 

 Agree: 96 percent 

 

3. Your questions were addressed in a timely manner. 

 Agree: 91 percent 

 

4. The employee was attentive, courteous and willing to assist you. 

 Agree: 91 percent 

 

5. The office personnel were presentable. 

 Agree: 94 percent 

 

6. The facilities were well-maintained. 

 Agree: 94 percent 

 

7. The employee helped you come to a workable solution. 

 Agree: 90 percent 

 

8. Overall, you were satisfied with the customer service you received. 

 Agree: 87 percent 
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Implement Phase 
 

Possible Customer Service Classes: 

• Phone Etiquette (using the phone, transfers, three rings, holds, follow up, call backs, 

messages) 

• Email Etiquette (tone, style, spell check, proof read) 

• Art of Active Listening and Understanding (Asking the right questions) 

• Positive Attitudes, Positive Thinking 

• Presenting a Professional Image 

• How to Say It (tone, body language) 

• Being Respectful 

• Understanding Different Personalities 

• Handling a Multi-Task Environment (acknowledgement, holds, follow up, call backs) 

• Workplace Organization 

• Customer Privacy 

• Understanding Diversity/Multi Generations 

• Dealing With Difficult People 

• Conflict Resolution 

 

Develop Curriculum 
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Five Modules with Objectives, Activities, 

Points and Self Tests 

 

1.Called to SERVE 

2.Share Your Expertise 

3.Be A Pro 

4.Follow-Through 

5.The Personal Touch 

 

Implement Phase 
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Implement Phase 
 

• Customer Service is part of 

the Blueprint Philosophy 

 

• Servant Leadership 

 

• Legacy 
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Implement Phase 
 

• Job Knowledge Confidence 

 

• Educating the Customer 

 

• Positive Language and 

Positive Attitude 
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Implement Phase 
 

• Professional Behavior 

 

• Presenting a Professional 

Image 

 
• Workplace Organization 

 

• Conflict Resolution 

 

• Ethics in the Workplace 
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Implement Phase 
 

• Sense of Urgency 

 

• Phone Etiquette  

 

• Handling a Multi-Task 

Environment 
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Implement Phase 
 

• Art of Active Listening  

 

• Asking the Right Questions 

 

• Understanding Communication 

Styles of Different Cultures and 

Generations 

 



18 

Implement Phase 
 

Completed Trainings: 
Date   Department Attendance 

2/11/11   Communications 6 

2/25/11   Key Leaders 9 

3/14/11   IT/Legal/HR/Finance/City Manager's Office 12 

3/16/11   Finance/IT/Legal 14 

3/16/11   Water--Lake Palestine/Golden Road/Southside Plants 51 

3/17/11   Water--Lake Palestine/Golden Road/Southside Plants 26 

3/22/11   VES/Solid Waste Office/Code Enforcement 22 

3/25/11   Water Serve Center 4 

3/28/11   Airport/VES 13 

3/29/11   
Engineering/P&Z/Development Services/IT/Code 

Enforcement/Risk 22 

4/6/11   Water Admin/GIS/Development Services 7 

4/7/11   Transit 11 

4/11/11   Water Admin/GIS 8 

4/14/11   Water Admin/GIS/Solid Waste Office 73 

4/15/11   Transit 7 

4/18/11   Library/Traffic 19 

4/19/11   Police 25 

4/20/11   Library/Traffic 20 

4/21/11   Streets 26 

4/25/11   Police/Library 7 

4/26/11   Police 20 

4/27/11   Police 18 

4/28/11   Parks/Police/Traffic 37 

4/29/11   Parks/Traffic 15 

5/2/11   Police 6 

5/3/11   Court/Parks/Communications 10 

5/3/11   Neighborhood Services/HR/Library 17 

5/3/11   Fire 39 

5/4/11   Solid Waste 57 

5/5/11   Fire Admin 9 

5/5/11   Police 35 

5/10/11   Court/VES/Parks 12 

5/13/11   Court 6 

5/31/11   Fire 41 

6/7/11   Fire 36 

    TOTAL: 740 
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Control Phase 
 

Savings 

Estimated savings were based on cost avoidance of hiring an 

outside trainer at $1,450 per class.  

Current savings total $49,486. 
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Verify Phase 
 

Continual Trainings 

Quarterly Called to SERVE Training for New Employees. 

 

Secret Shopper 

Random calls will be made to ensure that outstanding customer service is being provided. Those 

who perform especially well will receive a Called To SERVE All-Star certificate and shirt.  


