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Overview
The Directorate of Public Works (DPW) at Fort Bragg is committed to ensuring customer satisfaction and superior customer service in all products and areas. They are fully in-line with Garrison Goal 3 to “Satisfy our customers with a full spectrum of seamless services – always responsive and exceeding their expectations.”  

Leadership, peer, and customer nominations will be an integral part of the Customer Service Recognition program.  Individual employees will be eligible for consideration based on their work with customers, projects, and initiatives.  All recognition levels will be open to both Department of the Army Civilians and Contractors. Customers can be defined as both internal and external to the organization as many of our projects are focused in-house.  

The following plan outlines a methodology to recognize the efforts of both individuals and division/branch sections in providing world class service to the Fort Bragg customer.  

Goals for the Program
The overarching goal is to highlight employees’ customer service accomplishments and process improvements activities. Additional goals include:

1. Send positive messages to our employees and generate a strong system-wide commitment to customer service excellence. 

2. Makes employees feel valued and reinforce the importance of customer service and encourage teamwork. 

3. Provide recognition thereby increasing retention and have a positive impact on employee/customer interactions. 
Throughout the year, the DPW Leadership Team will recognize employees and teams representing the best of DPW public service in the categories of customer service, professionalism, and integrity.

Award Categories

1. The “Going Above and Beyond” Customer Service Excellence Award – The “GAB” award is designed to be simple and quick. The award is intended to instantly recognize and encourage employee and team efforts in customer service excellence as these efforts occur. Qualifying activities might include going above and beyond to meet a customer’s need, coming up with a creative solution to a complex problem, or displaying integrity and professionalism under pressure. DPW supervisors, peers and customers are eligible to nominate DPW employees and teams who should be recognized for special efforts in customer service. There are no limits on the number of nominees or the number of award winners. This level of recognition may be given at any time, with a recipient list being announced quarterly to recognize everyone who has earned the distinction throughout the directorate. Recipients will receive the blue ribbon certificate of excellence.   
2. “Best In Class” Customer Service Excellence Award - The purpose of the “Best In Class” Customer Service Awards is to recognize and reward employees for demonstrating consistently high levels of performance while accomplishing normal job responsibilities in customer service.  It rewards meritorious actions that enhance the public image of customer service or improve the way customer service is provided in DPW. Employees and teams of employees may be nominated on a quarterly basis for recognition by peers, leadership or customers for acts of outstanding customer service. Nominations meriting a Best In Class Award will receive certificates of achievement signed by the Director, and a non-monetary memento (i.e. a lapel pin). Supplies of the mementos will be maintained by the division/office Administrative Officers. Winners of this quarterly award will automatically be nominated for the Director’s Award for Customer Service Excellence.
3. The Director’s Service Excellence Award – This annual award recognizes meritorious actions that enhance the public image of customer service or improve the way customer service is provided in DPW. Employees may be nominated for recognition by peers, leadership or customers for acts of outstanding customer service. Winners of the “Best in Class” Customer Service Excellence Award will also be automatically entered for consideration. Additional candidates may be nominated by their peers, leadership or customers for acts of outstanding customer service. Recipients will receive a certificate of commendation signed by the Director; have their photo taken with the Director and have the picture and write-up posted in the DPW Academy Newsletter. 
All award winners will be spotlighted through various mechanisms, including the DPW website and intranet pages and the DPW Academy newsletter.
Selection Process

The Going Above and Beyond Awards are eligible to be given at any time. Due to the simplicity and immediate recognition intent of the award, there is no vetting or selection process needed. To nominate an individual or a team for this level of award – the nominator needs to contact Whitney Hayes, whitney.hayes@us.army.mil, or by her office phone at (910) 643-8097. A nominator simply needs to contact Whitney, provide the name of the individual or team being nominated along with a short description of what action they should be considered for.  The name of the nominating individual can be kept anonymous if they wish. Whitney will then forward the award certificate directly to the award recipient for recognition. For organizational purposes – the recipient’s division chief will be notified by the nominating individual that their employee has been identified for the Going Above and Beyond Excellence Award.  Since peer to peer awards, particularly across different divisions, are highly encouraged within this recognition category, this process should be simple and easy. Example: Susan in BOID would like to select and recognize John in Master Planning for the Going Above and Beyond award. Susan emails or calls Whitney, provides the background and details on how John has qualified for the GAB award and within 7 days John receives the blue ribbon certificate of excellence for his efforts.  

The selecting officials for the Best in Class Customer Service Excellence Award will be the Customer Service Goal Team.  Nomination packages (Enclosure 1) will be completed by the nominating individual and submitted to the Goal Team for consideration.  Each packet will be evaluated and discussed by the Goal Team.  The nominated individual must have demonstrated consistently high levels of job performance, professionalism and responsiveness to customer needs. As appropriate, the packets will be rated and filtered accordingly. Individual and team nominations may be received throughout the quarter, but must be received in advance of the published deadline for the quarter.  Exact timelines for submission will be determined and published quarterly. Any member of the Customer Service Goal Team may accept completed paper nomination forms, but nominations will be centrally accepted and logged in at the lobby front desk in the main DPW compound.  In an effort to encourage customers and installation partners to submit nominations, both paper and electronic submissions will be accepted. Nomination packets may also be found online at the DPW homepage and electronic submissions may be directed to Whitney Hayes at whitney.hayes@us.army.mil. 
The Best in Class nomination packets will be scored based on the following criteria:

Factor 1: Improved Customer Service or Customer Satisfaction. Did the employee’s accomplishment improve the level of customer service provided and/or customer satisfaction beyond what was expected of him or her? For example, is evidence provided that employee went above and beyond the standard level of service to improve the customer’s experience or satisfaction with DPW?          

Factor 2: Professionalism. Did the nominee display exceptional professionalism when serving DPW customers?  For example, is evidence provided that the nominee’s conduct, attitude, and skills in customer relations and interactions were extraordinary and executed to a superior level?

Factor 3: Customer Responsiveness. Did the nominee display outstanding abilities and/or initiative to deliver customer needs in a manner that ensures customer perception of a caring and responsive DPW team.   For example, is evidence found that the nominee consistently demonstrates empathy toward customer problems, respect for customer time, and commitment to the DPW responsive image?  Or, is there evidence to suggest that the nominee looked for ways to anticipate customer needs and was proactive in addressing customer needs before they became a problem?

*Please Note - If the Best In Class nomination write-up does not answer all three factors above, the packet will not be considered for the award. 
The selecting official for the Director’s Service Excellence Award will the DPW Director. Nomination packages (Enclosure 2) will be completed by the nominating individual and submitted to the Customer Service Goal Team who will compile and present the applications to the Director. Individual nominations may be received throughout the year. 

Questions regarding the awards or the selection process may be directed to any member of the Customer Service Goal Team.  
	Award Name

	Frequency
	Criteria 
	Nominator

	“Going Above and Beyond” Award
	Ongoing with Quarterly Roll-up Announcement
	· Going above and beyond to meet a customer’s need or 

· Coming up with a creative solution to a complex customer service problem, or 

· Displaying integrity and professionalism under pressure
	· Customer

· Peer

· Supervisor

· Leadership

	“Best In Class”

Customer Service Award
	Quarterly


	· Demonstrating consistently high levels of job performance, professionalism and responsiveness to customer needs  

· Meritorious actions that enhance the public image of customer service or improves the way customer service is provided in DPW
	· Customer

· Peer

· Supervisor

· Leadership

	Director’s Service Excellence Award
	Annual
	· Highest award level possible

· Recipient of the “Best in Class” Award in the previous 4 quarters

· Enhance the public image of customer service or improve the way customer service is provided in DPW
· Recipient should have demonstrated outstanding customer service and a commitment to serving DPW and the Fort Bragg community.
	· Customer

· Peer

· Supervisor

· Leadership
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Nomination Form 
“Best In Class” Customer Service Excellence Award

Date: ___________________________      

Who are you nominating for a Best In Class award? (Nominee Information)
	Name of Individual or Team:
	Phone #:

	Division:
	Supervisor:

	Job Title:
	Email:


Your information (Nominator Information)
	Name:
	Phone #:

	Division:
	Supervisor:


	Job Title:
	Email:


May we contact you about this nomination?

□ Yes □ No
Award Sub-Category – What best describes the category of the accomplishment?
(select all that apply).


□ Innovative Idea 

□ Leadership


□ Customer Relations

□ Productivity                    □ Personal Achievement
 □Other:________________________
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The Best in Class nomination packets will be scored based on the following criteria:

Factor 1: Improved Customer Service or Customer Satisfaction. Did the employee’s accomplishment improve the level of customer service provided and/or customer satisfaction beyond what was expected of him or her? 

Factor 2: Professionalism. Did the nominee display exceptional professionalism when serving DPW Customers?
Factor 3: Customer Responsiveness. Did the nominee display outstanding abilities and/or initiative to deliver customer needs in a manner that ensures customer perception of a caring and responsive DPW team?
*Please Note - If the Best In Class nomination write-up does not answer all three factors above, the packet will not be considered for the award.
Please use the space below to describe your reasons for this nomination. Be sure to include the “Who, the What, the When, and the Where and the Why” of your nomination. Be as detailed as possible when explaining how the nominee’s accomplishment relates to customer service.
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Your Signature: ________________________________ Date: __________
Nomination Form 
The Director’s Service Excellence Award
Date: ___________________________      

Who are you nominating for the Director’s Service Excellence Award? 
(Nominee Information)

	Name of Individual:
	Phone #:

	Division:
	Supervisor:

	Job Title:
	Email:


Your information (Nominator Information)

	Name:
	Phone #:

	Division:
	Supervisor:

	Job Title:
	Email:


May we contact you about this nomination?

□ Yes □ No

Has the individual nominated been a recipient of the Best in Class award during the previous four quarters?        □ Yes   □ No  □ Not sure
Award Sub-Category – What best describes the category of the accomplishment?
(select all that apply).


□ Innovative Idea 

□ Leadership


□ Customer Relations


□ Productivity                    □ Personal Achievement
 □Other:________________________

Please use the space below to describe your reasons for this nomination. Be sure to include the “Who, the What, the When, and the Where and the Why” of your nomination. Be as detailed as possible when explaining how the nominee’s accomplishment relates to customer service.
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Your Signature: ________________________________ Date: __________
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