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SEP 26 1995 


MEMORANDUM 
! 

TO: I 
• • 	 • JWhite House Senior S~taff•

i 	 '-j 

FROM: 	 Elaine~" 
! Senior Policy ~ ~ident 

DA1E: September 2?, 1995 
I, 

RE: 	 Clearance, Customer Service Report 
Report of the National Performance Review 

Enclosed you will fmd the National Performance Reviews second Customer Service report 
entitled,"Putting Customers First '95 - Standard.;; for Serving the American People". 

I 

Please hlert me to any policy conflicts or political problems you see in the report by 9:00 am,
I

Wedn~day, September 27th. 	 . 
\ 	 . 

Thank you. 

" 
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Chapter 1 

Ma~ing The Big V-TLJrn 

I 

i 

i '.Status In One MInute 
i 
i 

Why would a company like Ford that already has a reputation for quality go to 

the trouble and milliondollar expense of publicizing specific promises about 

what servite their customers can expect? Why promise to tell you the. status of 


I 

your car "p.rithin one minute of your inquiry?" Why not just try to do it and 

keep the dne minute goal quiet? Why let the customers in on your measures of 

success, ot, failure? 


Ford's doing it this year for the same 

reason the; reinvented government 
 FORD PROMISES 
started do~ng it two years ago. To 

build confidence among their 
 Dealer~to~Customer Standards 
customers!- in Ford's case confidence 

that a goop experience in the service 
 Appointment available within one day of customer's requested service day. 
departmerh is' no fluke.·It's like Babe 

Write-up begins within four minutes of arrival. 
Ruth pointing out where the next . 

homer's gbing. You have to promise 
 Service needs continuously identified, accurately recorded on Repair Order 

and verified with customer. and then deliver. That builds 
. confidencb that the whole organization Vehicle serviced right on first visit. 

is designe4 and managed to deliver the' 


. SerVice status provided within one minute. of inquiry.
results the customer wants. 

I Vehicle re~dy at agreed upon time .. 

If Ford's c!.ustomers don't have h I f k d dT orough exp anation 0 wor one, coverage, an charges. 
confidenc~in them, Ford's iIi trouble. 
But if the :government's customers lose 
confidenc¢, all of America is in 
trouble. Because the government is - or should be - nothing more than 
Americans working together to solve problems that can't be solved any other 
way. Like' educating our next generation to compete.in the world market. Or 
protecting our borders. Or making our streets safe. If we don't even believe self
governme;nt can answer the phone and give quick, courteous service, how can 
we keep America great and free? ? . 

I 

We have ~o restore confidence that we can work 

effectivelY, together through self government. And "Government must do the small things better as well, 

~e have tb build cohfidence just like Ford, or any in ways that increase the confidence ofthe American 

good company does. One customer at a time. people. It must earn that confidence in many ways, 


one customer at a time.» 
For a whi~e there the government was getting President Clinton 
away from us. It stopped being the government of 

I . 
I 

http:compete.in


»As a small b'usiness who does a lot of work 
with the gov~rnment, I had spent years being 
pushed arourtd or being sent on wild-goose- ' 
chases .... No !more!. .. Customer service seems 
to be the name of the new game, and I like it!" 

~ Sh~rley Sirota Rosenberg, priilter 
I 

the people. It was marching to different drummers -special 
interests, Washington professionals, well-meaning people with 
good intentions - on a path that seemed to be headed aW3y from 
the taxpaying customers of government. 

The Clinton-Gore reinvention iriitiative m3pped out a dramatic 
change in direction, a big U-turn, to head government ba€k to the 
people. All of this basic work on customer service is the force 
behind the big U-turn. It is all about listening to the people. 

Just Listen To Them. 

They're all alike. Whether you work in the Ford Service Department or the 
Social Security Administration, customers are the same. They want to be 
listened to. 

They'all want quality service. They all care about: 
• 	 getting things done right 
• gening things done quickly, or at least knowing how long it will take 
'. dealing with knowledgeable, ,reliable people 
• 	 resolution in one contact, or one point of contact until resolution 
• 	 knowing where to, turn if a problem shows up 
• 	 choices on ho~ and where to get services 
• 	 readily available information 
• 	 clarity in forms, publications, process descriptions, advice and 

correspondence 
• 	 courteous treatment (friendly, respectful, trusting and willing to listen) 
• 	 readily accessible, clean and safe facilities _ 
• 	 names and phone numbers so they can call directly to get questions 

answered. 

But even knowing all that is not enough: You have to keep asking and listening 

I to what customers want. You have to find out what matters most. Companies 
", 	 that don't ask get it wrong. Remember when Ford decided their customers 

wanted Edsels without asking them? Or when Coca-Cola decided it was high, 
time for a new taSte? 

Government agencies are not telepathic either. Take IRS. They firmly believed 
that good customer service meant mailing you your tax forms while you were 
still recovering from New Year's Eve. Until they asked, that is. Then they 
found but that people want (a) as little contact with the IRS as possible, and (b) 
a quick refund. 



So next sp~ing, if you are one of the 20 inillion 
taxpayers krho can use the1040E-Z form, you can 3 Chairs -NoWaiting 
forget the .form and file on your touch~tone 
phone. It'~ quicker (about 6 m.inutes) and easier 

IRS LISTENS DAYS than E-Z (the phone system does the math), it 
requires nO contact with any living person at IRS, 

I (The Durham NC Herald:Sun, September 8.) 
and you'll get your refund within 21.days (rather 
than 40 if you file a paper form). Th~ problem r~solution officer of the Internal Revenue Service 

will hold an IRS Listens Day for all Durham-area residents with 
See? Gove~nment is listening to you. unresolved taX problems Sept. 18 at 3308 Chapel Hill Blvd., Suite 

140. . . . Governm~nt is coming back to the people. 

Between 10:30 a.m. and 2:30 p.m., ta.:.xpayers who have tried to 
solve their tax problems through normal channels and still have 

It's not ;uJt IRS. They, along with Social Secu;ity 
and the Pqstal Service, were the first to publish 

not done so will have an opportunity to meet with the IRSstandards two years ago - the courageous . 
problem resolution staff ina confidential setting. The service ispioneers. Last year, 150 agencies laid it on the line 

I . free. - put their promises down in black and white for 
all to see. [(See "Putting Customers First," . Reservation not needed. First come, first serve. 
President Bill Clinton and Vice President Gore, 
Septembe~, 1994) 

! . 

This year's book contains the customer service standards of 214 federal 
agencies. *e~ additions i~clude the Securities and Exchange Commission, with 
their 24-hbur hot line and 1 day response, and the Peace Corps ..,- always eager 
to recruit f- which promises to send out information on job openings in one 
day. The National Endowment for the Arts, The National 
Endowm~nt for the Humanities, and The National Gallery of Insert bar chart 
Art also joined the group of agencies publishing standards for 
the first tibe. . . Number 0/agencies publishing standards , . 

When we lreleased standards last year, we said",e were just 
getting started, that we have long way to go. It's still true that 
much reIIl;ains to be done. 

We have to reorganize to be responsive where we serve 
lcustomers; we've been organized for top-down control. . We 

. I .' . 
have to train. employees to deliver results to customers: 
they've bJen trained to follow rules. We have to have systems 
designed tio please custo1T!ers;up to now, we've had systems 
that were Idesigned to please bosses, headquarters and 
management commIttees. 

! 

These thibgs are changing. The customer service teams who put the standards 
together ~ave a fire in the belly that comes from knowing that what they do can 
truly change government. Together, they are pounding away at the old ways 

i of doing things. They 
"People like you are giving government a good name." are putting together new, 

- Al 'fade, praising the service at the Archives . customer-driven systems. 
and Rycords Center in Waltham, Massachusetts And they are building on 



the strongest possible base - the desire of federal employees to serve America, 
to do what they signed up to do. 

Agency leaders are also engaged. Many spent big chunks of their time this past 
year outside Washington listening to customers and front-line employees, 
seeing what it is like to work where government touches Americans. They are 
finding out first-hand what needs fixing. 

Big Time Promises 
, 
I 

SamPles o/standards that touch millions 0/Americans 
! . 

Consumer Product Safety Commission - hot-line available 24 hours a 
day for corhplaints and the latest product recalls. " 

Department of, Agriculture - if we get things wrong in the Rural Busm'ess 
& Cooperative Development Service, we'll apologize and make it' right 

I 
Veterans Canfeen Service - food court service in three minutes; 

unconditiO:nally guaranteed customer service. 
I 

National Archives and Records Administration - within 15 minutes of 
walking in! y~u'll have either the information 'or the help you need. 

National Park' Service - Great Smokey Mountains visitor center open 
every day but Christmas. 

OSHA - insp~ctors will be respectful and helpful, and focus on the most 
serious ha~ards. ' 

Bureau of Labbr Statistics - data any way you want it: from a live person, 
by recordep message, fax, microfiche, diskette, tape, Internet or TOO. 

Department of Commerce/STAT·USA - CD·ROM orders shipped in 
one day or: the CD is free,

I 
Mineral Mana'gement Service - easy access to us in our office or by 

phone, or 1ve'll meet you at a more convenient location you request. 

EPA - make: a big deal, publicly, out of our customers' successes in 
voluntary programs. 

IU.S. Coast G\1ard - search and rescue on demand, 24 hours a day, seven 
days a week . 

. Education Department - special education customers will be seen within 
10 minuetS. 

I 

Forest Servic~ - our offices and visitor centers will be open at times 
convenien~ to you. 

Social Security Service - new and replacement' cards mailed within five 
days; we'll; tell you the Social Security number in one day if it's urgent. 

Internal Revenue Service - tax refunds due on complete and accurate 
paper returns in 40 days; 21 days for electronic returns. ' 

FedW orld - o~.iine transactions complete in seven seconds. 
I 

U.S. Mint - orders taken 24 hours a day, seven days per week. 
, I 

Making all the necessary changes will take time. 
These are things that go to the very core of 
government. So rather than make a promise we 
cannot keep - a cardinal sin in customer service 
...:.. some of the customer service standards are 
pretty modest compared to the best in business. 
But this approach leads to improvement too. 

In 1994 the Department of Veterans Affairs 
promised veterans no more than a 30 mihute 
wait to see a benefits counselor. VA knew 30 
minutes wasn't good enough, but thought that 
was the best it could do. This past year, the 30 
minute standard focused VA's work on shorter 
waiting times. In this book the promise is that 
veterans will wait no more than 20 minutes. For 
tomorrow, VA is working on changes to 
virtually eliminate the wait. 

Across the board we are getting better standards. 
Agencies are staying open longer hours to serve 
you. Some pledge in writing to admit when 
they're wrong and to try to make it right. 
Agencies are promising to keep listening to their 
cust~mers and keep improving their standards. 

You seldom have to stop by the government 
office any more. Dozens of agencies are offering 
their customers more modern service choices 
telephone, Internet, fax. For example, many 
social security and veterans payments, welfare, 
and other benefits go out electronically -.: safe, 
secure, and easy. Scores of agencies provide 
information and interactive services over the 
W orId Wide Web, the latest, most powerful and 
customer friendly service station on the 

information superhighway. FEMA's web site gives you 5,000 pages, words and 
pictures, of the latest emergency information. The National Cancer Institute's 
web site has a vast, but easy to use, store of information on prevention, 
detection, and treatment of the dreaded disease. The US Business Advisor gives 
one-stop electronic access to the regulations from every agency of the federal 



President Clinton's 

Executive Order 12862 


government that regulates businesses, large or sinalL 
Electronic, government is on the way. 

I 

A Revo:lution 
I 

It's not just more and better standards. It is an all
encompasking customer service program. It's an entirely 
new way pf governing. It's President Clinton and Vice 
President Gore putting customers first. , 

I 

It started in 1993 with the Vice President's National 
Performahce Review and the President's Executive 
Order tha~ set all federal agencies on a customer service 
campaign: The President ordered agencies to survey 
their cust6mers to see what kind of service they want 
and whetner they are getting it. To get ideas from front
line workbrs who deal with customers day to.day. To 
give custo~mers choices and easy access and a way to 

. complain !and get problems fixed. He set the goal for the 
governm~nt to deliver service equal tQ the best in 
business. : 

, 
This year! the President reinforced his order to put 
customer~ first. He reminded agency heads to keep pushing for improved 
service, and told them to measure their performance and report the results to 
customer~. The agencies will soon pass out report cards that show how they 
are doing; The IRS, for example, will post its results in this year's tax booklet. 

I , 
President'Clinton's new directive leaves no doubt that the goal is a revolution 
in how g6vernment does business, top to bottom, so that customers are the 
focus. Cu,stomer service standards and measures are to be part of strategic plans, 
training Brograms, personnel systems, and anything else 

' dt hat ought to be change to advance the c~use. 

j 

It Works 
I 
I, 

PublishiQg standards is risky business. Everybody 
knows the minute you blow it. But you do it anyway if 
you care ,~ore about improving service than saving face. 

I 
Look at the Postal Service. They were one of the first 
brave hedrts, publishing crystal-clear standards back in 
1993 -liike local delivery overnight - absolutely, 
positively. The first year's results: PR NIGHTMARE. 
Washing~on and New York in the 50 percent range-

I . 

Insert Bar Chart . 

Percent On-Time Delivery 




i 

Insert News Clipping 
Washingtori Post 

I Mary McGrory 
'iDispatching' Bad Manners" 
I 

they even lost Al Gore's Christmas cards - Chicago, 66%, 
with mail burning under a bridge. 

Was that any worse than before the Post Office set 
standards and measured performance? f\Jobody knows. 

Has it gotten better since they set standards and measured 
performance? You bet! Washington, New York, Chicago: 
all in the 80's. Nationally, on-time delivery is up from'74% 
to 87%. 

You get what you measure. And making the whole process 
public helps a lor. 

The Social Security Administration made big public 
promises in .1993 about delivering quick, courteous, and 
competent 1-800 service. This year, Business Week 
reported that an independent survey of the country's best 
customer service over the telephone ranked the new, 
improved Social Security Administration tops in the 
nation. They beat companies like LL. Bean, Federal 
Express, and Disney. They were slow answering the 
phone, but so good at getting problems solved quickly and 
courteously that they got the highest score overall. SSA is 
the best in the business. And to stay the best, they are 
training 3,300 more operators this year so they can get to 
all the calls quicker. 

Grand successes like that are made up of millions of individual successes like 
this one described in a letter from Maurice Dopp of San Francisco: 

"A month or so ago, I called the 55 with a query, A voice said that the 
telephone shop was now open from 7.'00 AM to 7:00 PM, and that if I wished 
to hang on, someone would be with me in an estimated SlX minutes. In six 
minutes someone helped me. 'Oh, you need to fill out form xx. Would you 
like to come in, or would you like to do it over the phone? W1?at day can 
someone call you? W1?at time?' On the appointed day, at the appointed 
hour, my phone rang and a friendly voice asked me questions. The next day 
the mail arrived with the f01m filled out, ready for my signature, and with 
a postage paid return e~velope. No private business that I can recall has ever 
given me service this good! Cheers to all concerned!!" 

That's the kind of government America can be proud of. 



For The Convenience Of Customers 
· i 

! 

More than any other time in the history of America, the government is 
listening t~ what the people want, and delivering: It's all here in this book. 
Just like l~st year, the service standards in this year's book are organized for the 

I . 

convenie1ce of the custol1lers. Not alphabetically by ageI1cy, so that . . 
governmert employees can find their goals - they 
did the work; they know who their customers are. 
But organized by customer group, so that 
"beneficiaries" can look in one section to find out 
what kinq of service to expect from the' 
government, whether it is Agriculture, Health and 
Human Strvices, Housing and Urban . 
Devel0pIlj-ent, Labor, Treasury, or whomever. The 
same for business owners, local law enforcement 
agencies, t,ravelers and tourists, and s,o on. If 
standards kpply to more than one group, we 
repeated ttwm so that customers don't have to hunt 
around. Ifl you really want to look things up by 
agency, tHere is an index in the back. The . 
organizati~>n of the book is symbolic of the 
.reinvented government. It puts customers first. 

i . 

Congratulations, America. You're getting your 
government back. . 

I . 

I 

I 


Insert Collage of News Clippings 



Chapter 2: 
: 	 . 

S~andards for Benificiaries 

I 

COlVIMITTEE FOR 


PURCHASE FROM PEOPLE 

I 

WHO ARE BLIND OR 
I 

SEVERELY DISABLED 
I

General Standards· 
Coordil1ales Ihe pllrchasing need.. oj 
Ihe Govemmel1l wilh employmem 
lind traillillK opportllnities jor people 
who are hlind or severely di.mhled 

The Committee has established the following 
I 

standards to help it meet the needs of 
I 

customers: 

Participating nonprofit agencies (NPAs) and 


. their ~avits-Wagner-O'Day (JWOD) Program 
employees: . 

Jobs for People with Severe Disabilities 

i. 	The Committee will strive to
I 

provide job opportunities that 
j 
I allow individuals with severe 
I disabilities to acquire relevant 

skills to prepare them, whenever 
possible, for competitive 

. I 	 employment and will encourage 
NPAs to promote competitive 
employment opportunities for 
direct labor employees with 
disabilities. 

Tech~ical Assistance and Marketing 

i. 	The Committee will communicate 
clearly and concisely to the 
National Industries for the Blind 
(NIB), NISH, and participating 
j\,rpAs all requirements and other 
information that affect their 

participation in the JWOD 
Program. The Committee will 
work with NIB and NlSH to 
provide technical assistance to 
help NP As maintain proper . 
standards and records in 
compliance with Federal laws and 
regulations governing their 
employment of people with 
severe disabilities under the 
JWOD Act. Requirements for 
participation in the program will 
be the minimum necessary to 
assure compliance with all such 
laws and regulations, and . 
Committee policy. The 
Committee will actively assist 
NP As to market their products 
and services to the Federal 
government. 

Timely Action 

• 	 Committee actions regarding 
additions, pricing, contract 
administration, compliance and 
other activities will be performed 
within the shortest time possible 
in accordance with established 
timeframes to enhance the ability 
of the NP As to accomplish their 
mission of providing employment 
and training for people who have 
severe disabilities. 

Federal Government Customers 

Quality and Fair Pricing 

• 	 JWOD products and services will 
meet the customers' quality 

I 
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requirements at a fair market 
prIce. 

Technical Assistance and Timely Action 

• 	 The Committee will communicate 
clearly and concisely to Federal 
procurement personnel and end 
users of JWOD products and 
services all'requirements and 
other information that affect their 
participation in the JWOD 
Program, and help remove 
barriers to their support of the 
program. Committee actions 
regarding additions, pricing, and 
contract administration will be 
performed within the shortest 
time possible in accordance with 
established timeframes to enhance 
the ability of procurement 
personnel to meet their 
customers' demands for products 
and. services: 

Easy Ordering 

• 	 The Committee will work with 
distributing agencies, including· 
the General Services 
Administration (GSA), 
Department of Veterans Affairs 

. (VA): the Defense Logistics 
. Agency (DLA), and any 

authorized commercial 
distributors, to ensure that JWOD 
.products are easIly identifiable 
and accessible via up-to-date 
procurement methods such as 
credit card . purchasing and 

. electronic commerce. 

DEFENSE 
DEFENSE LOGISTICS AGENCY 
Defense Personnel Support Center 
Homeless Support Initiative 
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Provides c/o thing and bedding to 
O1:ganizations housing the homeless. 

• 	 We will deliver material 
requested by organizations 
serving the h.omeless within two 
weeks. 

HEALTH AND HUMAN 

SERVICES 
ADMINISTRATION ON AGING 

National Aging Network 
Provides grants to agedpopulation 

• 	 Administration on Aging (AOA) 
will distribute funding under the 
Older Americans Act fairly and 
objectively, according to the 
requirement of law. 

• 	 AOA will assure complete 
accuracy in its official grant files 

• 	 For periodic financial reports, 
AOA-will strive to have at least 
90 percent of reports received on 
time, and will follow up within 
two weeks on reports that are not 
received when they are due. 

• 	 AOA will track grants on a 
monthly basis for those ready for 
close-out. Outstanding sums 
identified at close-out will be 
reported to the Department's 
Payment Management system 
within one week of close-out. 

• 	 AOA will provide the aging 
network information and 
technical resources by 
establishing resource centers and 
other institutions that provide the 
help the network needs to assure 
high quality services for older 

.. Americans. AOA will make 
every effort to respond to 
requests by the network to 

FANCY7E.DOC 




specialize in those areas where 
help is critically needed. 

• 	 AOA will work with the aging 
network to implement a new 
system of information collection 
that will provide accurate and 
reliable data about older 
American Act programs. 

, 
I. 	Following the implementation of 

the National Aging Program 
Information System, AOA will 
assure that the data is analyzed to 
identify trends and project the 
needs of older Americans. 

• 	 AOA will provide to the aging 
network with the most accurate, 
up-to-date demographic 
information available. 

, • 	 AOA will make infonnation 
I
I 

available upon request to the 
aging network in various formats 
on a wide range of subjects of 
professional interest. 

i. 	'AOA will work with States and 
Tribal grantees to identify areas 
of weakness in program 
administration under the Title III, 
Title VI, and Title VII and 
technical assistance resources 
available to correct any 
deficiencies identified. 

I 
:. AOA will provide answers to 
i routine policy questions within 45 
:' days, and will provide a time 

frame, not to exceed 120 days, 
for more complicated questions. 

HEALTH AND HUMAN 
I 

SERVICES 
HEALTH CARE FINANCING 

ADMrNlSTRATJON 
Medica're and Medicaid 
'\ ! 
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Manages the Medicare and 
Medicaid programs. 

Written responses 
• 	 We will answer y~:)Ur written 

inquiries within 30 days of 
receipt. If, on rare occasions, we 
have reason to believe that 
responding will take more that 30 
days, we will acknowledge your 
inquiry within ten days. 

Telephone standards 

• 	 We will respond to your 
telephone inquiries in a pleasant 
and helpful ma,nner. We will 
provide an immediate answer 
whenever possible, a finn 
commitment as to when an 
answer can be provided, or, at 
you request, an accurate referral 
to .the proper party or a return 
call from someone who can help 
you. On at least 80% of your 
calls, you will be "on hold" for 
less than two minutes. Calls 
made in off hou'rs will be returned 
the next business day. 

Information needs 

• 	 . We are reviewing all of our' 
publications and notices to assure 
that they can be understood by 
our customers. Our proposed 
changes will have customer input, 
as will their evaluation. By the 
end of this year, we will begin 
introducing our revised 
communications. 

Medicare Claims processing 

• 	 We will process your claims for 
service accurately and within the 
times provided for in the law. If 
you are dissatisfied with the 
action we take on your claim, we 
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will process your appeal 
accurately and within the times 
established in our published 
standards for contractors, and we 
will reduce the paperwork burden 

. associated with appeals. 

• 	 We will provide you with more 
consistent determination on your 
claims by improving and 
simplifying our claim processing 
system. 

Customer satisfaction . 

• 	 We will measure your satisfaction 
with Medicare, Medicaid and 
managed' care plans through the 
use of customer surveys, focus 
groups, public comments, 
meetings with customer 
representatives, etc. 

• 	 We will seek your ideas and the 
assistance of voluntary 
membership groups representing 
your interests in setting standards 
and evaluating our performance. 

•. 	We will accurately identify those 
segments of our customer 
population which may have 
special needs related to vision, 
hearing, mobility, literacy, the use 
ofEnglish, health status and other 
factors. We will make a special 
effort to discover and define 
these needs and will strive to' 
provide reasonable 

. accommodations and access to 
services and program 
information. We wtn employ 

( people qualified to address these 
challenges,· and 'then encourage 
inclusive and innovative thinking 
in our workforce. 

Health issues 
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• 	 We will prepare and distribute 
clear, understandable materials 
about the benefits and 
disadvantages of the managed 
care option, including· 
performance data about 
individual plans, to assist 
customers in their health care 
decision making. 

Medicaid special standard 

• 	 HCFA will encourage all States 
to establish customer service 
standards for Medicaid, and we 
will work with them to assure a 
goal of continuous improvement 
in customer service and program 
. administration. 

Health care quality 

• 	 We will provide doctors and 
hospitals with information they 
can use to give better care to our 
beneficiaries, and we will monitor 
the effect of those activities. 

We will expedite our investigative and case 
review process as much as the law will 
permit when a complaint involves quality 
Issues. 

• 	 We will respond to verbal or 
written complaints from 
beneficiaries or their 
representatives by mailing a 
complaint form to them within 
two working days of the 
telephone cont!lct or responding 
in writing to written beneficiary 
complaints within 10 working 
days. 

Program administration 

• 	 We will fully investigate all 
potential program fraud and 
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abuse leads to protect against 
unnecessary expenditures. 

- We will work assiduously with 
our customers to identify and 
implement creative and effective 
approaches to improving our 
programs and our performance 

, .' 

HEALTH AND HUl\tAN 

SER~ICES 
i 

PUBLIC HEALTH SERVICE 

Health Resources and Services 

Admihistration 

Natio~al Hansen's Disease Center 


I 

j Provides care and trealmenl, 
! including Olllpatienl care, withoul 
: charge to al1ypersons suffering from 
iHC!nsen's disease. 

Nation'al Hansen's Disease Center 
i 

I  You can expect us to provide you 
with informed, considerate and 
respectful care~ Case discussion, 
consultation, examination and 
treatment will be conducted 
discreetly. 

ii_ You have the right to know 
, which doctor is in charge of your 
I care and to consult with your 

doctor as necessary regarding 
your care. 

I- We will work with you to meet 
your physical and emotional . 
needs through doctors, nurses, 
social workers and others. 

. Sharing your anxieties with us 
will help us provide the best 
assistance

I 
4. You can expect us to provide you 

. with complete current 
information about your health 
care. We will also provide 
information about Hansen's 

I 
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Disease to family members or 
others on your behalf 

- You havethe right to refuse 
treatment but we have an 
obligation to inform you of the 
medical consequences of such 
refusal, 

- We will refer you to other 
sources of care should you have a. 
problem that is beyond our' 
medical expertise·or facility 
capability. . 

- Your records of health care at . 
Carville will be kept confidential 
except to the extent you wish 
information released or as 
required by laws and. regulations. 

- We will provide an Ombudsman 
with whom you may discuss 
concerns abol,lt our facility and 
these standards. 

- Through information obtained 
from you' and other patients by 
interviews and questionnaires, we 
are committed to improving 
service to our patients. 

HEALTH AND HUMAN 

SERVICES 
PUBLIC HEALTH SERVICE 
Indian Health Service· 

Provides health care services to 
American Indians and Alaskan 
Natives . 

Your Right: You deserve to: know who is 
treating you and what services are available 
to help maintain your health. 

- Our Standard: Our staffwill 
verbally identify themselves to 
you upon contact, will wear name 
tags and provide information on 
types of services available to you. 
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Your Right: You deserve respectful care and 
con~ideration for your emotional, social, 
cultural, and spiritual values and comfort. 

• 	 Our Standard: Our staffwill be 
oriented through in-service 
training to be sensitive to your 
emotional, social, cultural and 
spiritual values and comfort. 

Your Right: You deserve to have all the 
information you need to help you. and your 
family make treatment decisions in 
partnership with your health care providers. 

• 	 Our Standard: Our staff will 
inform you and answer your 
questions about your treatment. 
The information provided to you 
will be documented in your 
medical record. 

Your Right: You have a choice to accept or 
refuse medical care to the extent permitted 
by law, and to be informed of the medical 
cons7Quences of your· decision.· 

• 	 Our Standard: Our staff will 
discuss with you our 
recommended treatment and 
document your decision in your 
medical record. 

Your Right: You deserve to be assured of 
your personal privacy and the confidentiality 
of your medicalrecotds. 

• 	 Our Standard: We will take full 
. responsibility for protecting your 
personal privacy and the 
confidentiality of your medical 
records. Except as authorized by 
law, any use of your record 

. outside of your personal health 
care will be undertaken only with 
your written permission. 
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Your Right: You have the right to expect 
. that within our capacity we will be 
responsive to your requests for services. 

• 	 Our Standard: Our staff will 
respond to your requests for 
services as quickly as possible. 
For services not available locally, 
you and your family will be 
informed how and where you can 
obtain these services and whether 
transportation will be provided. 

HEALTH AND HUMAN 

SERVICES 
PUBLIC HEALTH SERVICE· 
Clearinghouses and Information Centers 

Provides information 
Clearinghouses and information centers 

• 	 Your telephone call will be 
answered promptly during core 
working hours, usually between 9 
a.m. and 5 p.m. Eastern Standard 
Time. Standard information may 
be provided through automated 
menu choices; ari information 
specialist will be available to 
answer your questions. After 
hours, your call may be handled 
by an automated system. TOO' 

. access will be available. 

• 	 The information specialist will be 
courteous and helpful. He or she 
will listen carefully to your 
request and provide you with the 
most up-to-date information 
available. If the information you 
need is not readily available, it 
will be located and you will either 
be called back with the answer or 
will receive the information by 
mail and/or FAX. 

• 	 If your call needs to be addressed 
by another agency, state, or local 
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, program, we will give you an 
accurate referral to obtain your 
answers and, whenever possible, 
route your inquiry directly to that 
agency or program by mail or 
phone. 

• 	 All telephone requests for in 
stock printed materials and 
written inquiries whi¢h do not 
require special attention will be 
processed within 5 working days 
of receipt. 

I 

i. 	Publications will be written in a 
clear and informative manner 
with easily understood language 
and helpful format. . 

I 
I. 	We will strive to make 

. information available through 
additional channels, including 
electronic media, and 
intermediaries such as community 
organizations and libraries. 

HEALTH AND HUMAN 
. I 

SERVICES 

PUBLIC HEALTH SERVICE . 


I

Nation,aJ Cancer Institute Information 
Associ~tes Program . 

/rol'ides il!formalioll on cancer 
;research diagnosis. treatment. and 
preventiol1. 

The National Cancer Institute is committed 
I 

to providing world-class service to health 
profess!onal members of the NCI 
Inform~tion Associates Program and pledges 
to: i 

~ 	 Collect and disseminate the most 
up-to-date information relating to 
cancer research, diagnosis, 
prevention, and treatment from 
around the world. 

, 
~ 	 Design information systems to 

help health care professionals \.I 

! 
i 

cope with the information 
explosion by translating the 
medical literature into usable 
knowledge. 

• 	 Utilize the latest technology-
fax, E-mail, dial~up bulletin board 
system, Internet, and the World 
Wide Web -- to provide members 
'with convenient access to this 
information. Also provide access 
to cancer information via a toll
free phone number to assist 
members who do not have access 
to electronic resources. 

• 	 Provide quality customer service 
through our Member Service 
Center, which is accessible via a 
toll-free phone number within the 
United States and is open 
Monday through Friday, from 
9:00 am until 8:00 pm eastern 
U.S. time. 

• 	 Staff our Member Service Center 
with friendly Member Service 
Representatives trained to 
provide prompt, acc.urate answers 
to questions about the Program 
and to provide assistance to 
members in accessing products 
and services. 

• 	 Keep members informed of new 
products and .services and 
enhancements to products and 
services and solicit ideas for new 
products and services through a 
member newsletter, ProtoCal1. 

• 	 Continually evaluate and refine 
products, services, delivery 
mechanisms, and customer 
serVice based on input from both 
users and potential users. 
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HOUSING AND URBAN 


DEVELOPMENT 

OFFlCE OF FAIR HOUSING AND EQUAL 

OPPORTUNIlY 
. Fair Housing Enforcement (Title YIn) 
. E'~forc'es the Fair H01lsing Act which 

prohibits discrimillation ill hOI/sing 
hosed oil race. color.' religiol1, sex, 
national origin, disahiliry orfamilial 
stallis.. 

Customers can expect the following 
customer service standards. 

Administrativ.e: 

• 	 Provide assistance in the 
processing of complaints 
consistent with notices, 
compliance maf!uals and. case 
law. 

• 	 Provide efficient irivestigation and 
processing of complaints. 

• 	 Provide consistency and reliability 
in case investigations and 
analysis.' 

• 	 Improve customer understanding 
of the complaint process. 

• 	.. Provide training and assistance to 
local organizations in Fair 
Housing interpretation. 

• 	 Provide information to grantees 
of HUD funds regarding 
processing complaints. 

• 	 Assist in conciliating complaints. 

• 	 Assist in enforcement through 
hearings when a charge has been 
issued. 

General: 

• 	 Every customer is entitled to 
courteous treatment. 
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• 	 Every customer should be 
provided additional assistance 
should the need arise. 

• 	 Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• 	 Provide an interim response when 
a complete response requires 
additional time for research or . 
there is a heavy workload. 

• 	 Solicit feedback and react to 
customers' comments. 

• 	 Train all employees regularly on 
customer service. 

• 	 Encourage teamwork and assure 
that all staff are thoroughly 
informed. 

• 	 Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 

• 	 Assure that each person in the 
organization conducts 
himselflherself as a professional. 

HOUSING AND URBAN 

DEVELOPMENT 
OFFICE OF FAIR HOUSING AND EQUAL 

OPPORTUNIlY 
Office of Economic Opportunity 

Administers Section 3 of the H UD 
Act of 1968. 

Customers and partners can expect the 
following customer standards. 

Administrative: 

• 	 Provide training/technical 
assistance to recipients and 
. contractors on providing 
employment and training 
opportunities to Section 3 
residents and on awarding 
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contracts to Section 3 business 
concerns. 

• 	 Provide guidance and assistance 
by conducting educational 
seminars for recipients, 
contractors, community based 
organizations and other groups to 
assure an' understanding of 
Section 3. 

i. Educate and inform Section 3 
I residents and Section 3 business 

concerns of employment, training 
and contracting opportunities. 

1. 	 Provide training to recipients to 
assist them with record keeping. 

• 	 Follow-up regularly with 
customers to ensure that quality 
products and information are 
being provided. 

. General: 
!. Every customer is entitled to 

courteous treatment. 

:. Every customer should be 
provided additional assistance 
should the need arise .. 

• 	 Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions: 

• Provide an interim response when 
a complete response requires 
additional time for research or 
there is a heavy workload. 

: • Solicit feedback and react to 
customers' comments. 

:. Train all employees regularly on 
customer service. 

i • 
I 

Encourage teamwork and assure 
that all staff are thoroughly 
informed. 
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I· 

• 	 . Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 

• 	 Assure that each person in the 
organization conducts 
himself/herself as a professional. 

HOUSING AND URBAN 

DEVELOPMENT 
OFFICE OF FAIR HOUSING AND EQUAL 

OPPORTUNITY 
Program Compliance and Disability 
Rights 

Enforces civil rights laws and 
regulations relating to equal benefits 
andparticipation and disability 
.issues in HUD programs and 
develops and implements policy and 
provides technical assistance to the 
public, HUD reCipients and HUD 
staff. 

Customers c~ expect the following 
customer service standards. 

Administrative: 

• 	 Coordinate the enforcement of 
multi-jurisdictional complaints 
expediently. 

• 	 Coordinate effectively with other 
federal agencies in interagency 
compliance reviews and 
complaint investigations. 

• 	 Expand the understanding by 
HUD officials of housing needs 
of consumers with disabilities. 

• 	 Provide technical assistance to 
recipients to assist them to 
comply withHUDcivil rights 
laws and regulations. 

• 	 Tr(iin HUD staff in civil rights 
complaint and investigation 
procedures so that customers' 
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complaints can be effectively 
investigated. 

• . Educate 
recipients/advocates/complainants 
on civil rights regulations. 

• 	 Provide technical assistance to 
HUD recipients in policy 
implementation. , 

• 	 Assist in negotiating remedies for 
complainants. 

• 	 Convey the status ofcomplaints, 
requests for review, etc. within 
one day of request. 

• 	 Answer all policy questions 
within three (3) days by phone or 
within five (5) days in writing. 

. , General: 

• 	 E very· customer is entitled to 
courteous treatment. 

• 	 .Every customer should be 
provided .additional assistance 
should the need arise. 

• 	 Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• 	 Provide ariinterim response when 
a complete response requires' 
additional time for research or 
there is a heavy workload. 

• 	 Solicit feedback and react to 
customers' comments .. 

• 	 Train all employees regularly on 
customer service. 

• 	 Encourage teamwork and assure 
that all staff are thoroughly 
informed. 

• 	 Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 
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. • 	 Assure that each person in the 
organization conducts 
himself7herself as a professional. 

HOUSING AND URBAN 

DEVELOPMEN:T 
OFFICE OF FAIR HOUSING ANOEQUAL 

OPPORTUNI1Y . 

Regulatory Initiatives and Federal 
Coordination 

To further fair housing through 
development ofregulations and' 
other guidance, administration of 
Executive Order 12892, and 
innovative projects to involve. other 

. federal agencies in removal of . 
barriers to hOUSing choice . 

Customers, including the lending and 
insurance· industries, consumer advocates, 
fair housing and civil rights groups, 
government' officials, the press, members of 
protected classes, and the general public, can 
expect the following customer standards. 

Adrninistrati ve: 

. • Provide guidance on interpreting 
fair housing law through the 
publication of proposed 
regulations governing lending and 
Insurance. 

• 	 Provide substantive comments on 
proposed HUD regulations and 
policy regarding fair lending and 
insurance matters. 

• 	 Provide substantive comments on 
proposed legislation regarding 
fair lending and insurance 
matters. 

.• 	 Provide training and 
informational briefings as 
requested to HUD employees, 
lending and insurance industries, 
consumer advocacy, fair housing 
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and civil rights groups, 
government officials, the press, 
members of protected classes, 
and the general public. 

I. 	Provide timely responses to 

questions and concerns of . 
customers regarding fair lending 
and fair insurance practices. 

I 
I

General: 
I
i. 	Every customer is entitled to 

courteous treatment. 

• 	 Every customer should be 
. provided additional assistance 

I 
II-

should the need arise. 

Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• Provide an interim response when 
a complete response requires' 
additional time for research or 

I 	 there is a heavy workload. 
I 
\-	 Solicit feedback and react to 

i customers' comments. 


;. Train all employees regularly on 

I customer service. 


:.! Encourage teamwork and assure 

that all staff are thoroughly 
informed. 

:. Provide basic program training to 
i. 	 clerical staff, particularly those 

who deal with the public. 
I 
~ Assure that each person in the 
i organization conducts 

himself/herself as a professional. 

, 
I 

HOUSING AND URBAN 
: 	 ' 

DEVELOPl\1ENT 
OFFICE OF FAIR HOUSrNG AND EQUAL 

OPPOR!TUNITY 
Section! 8 Counseling Program 

I 
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Implements counseling service 
programs and landlord/tenant 
outreach programs to ensure low
income families have the opportunity 

,10 make real choices where they want 
to live. 

Customers and partners can expect the 
following customer service standards. 

Administrative: 

- Provide technical assistance to 
assist Housing Authorities with 
outreach to private landlords in 
low poverty neighborhoods . 

- Provide guidance in the review of 
determination ofeligible families 
for credit, housekeeping and 
criminal backgrounds to ensure 
suitability for counseling services. 

- Provide guidance for HAs to 
assist families in negotiating rent 
incentives and inducements from 
landlords during a housing 
search. 

- Provide technical assistance in 
coordinating support services and 
counseling on opportunities to 
families for education, child care, 
medical care and employment 
after a family moves to a new 
unit. 

- Provide guidance on criteria used 
. to assess the HA's performance. 

- Provide guidance on monitoring 
activities for compliance with fair 
housing laws. 

- Provide technical assistance in the 
monitoring of rents in low 
poverty neighborhoods in 
comparison to Section 8 Fair 
Market Rents (FMRs) every six 
months to determine the impact 
of the FMRs on the range of 
housing opportunities on families. 
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• 	 Provide. guidance to HAs in 
undertaking additional housing 
counseling activities that have the 
potential for expanding housing 
opportunities for eligible families. 

• 	 Provide training to the HAs to 
assist them with their program 
record keeping requirements. 

• 	 Follow-up regularly to ensure 
that quality products and 
information were provided. 

General: 

• 	 Every customer is entitled to 
courteous treatment. 

• 	 Every customer should be 
provided additional assistance 
should the need arise. 

• 	 Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• 	 Provide an interim response when 
a complete response requires 
additional time for research or 
there is a heavy workload. 

• 	 Solicit feedback and react to 
customers' comments. 

• 	 Train all employees regularly on 
customer service. 

• 	 Encourage teamwork and assure 
that all staff are thoroughly 
informed. 

• 	 Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 

• 	 Assure that each person in the 
organization conducts 
himself/herself as a professional. 

OFFICE OF HOUSING - FAIR HOUSING 

ADMINISTRATION 
Mortgage Assignment Program, 
Mortgage Approval Process, 
Rehabilitation Mortgage Insurance, 
Section 203(k) 

Stimulates housing through direct 
financing, loan guarantees, interest 
rate subsidies, and morigage 
insurance. 

You can expect our employees to meet the 
following standards: 

Respect: 

• 	 Every customer is entitled to 
courteous treatment. 

• 	 Every employee represents the 
Office of Housing. 

• 	 Display name plates' or wear 
name tags as appropriate. 

• 	 Identify yourself and your 
organization every time you have 
a customer. 

• 	 Don't drop the ball - direct 
correspondence and telephone 
calls to the correct party. 

• 	 When transferring a customer, 
take time to reassure the 
customer that assistance can be 
obtained by speaking with 
another party in the office and 
that they are not being shuffled 
around. 

• 	 After assisting a customer, offer 
to provide additional assistance at 
a later time should the need arise. 

• 	 Provide a "real person" 
alternative to all voice-mail 
messages. 

• 	 Strive to provide fOl:eign 
language alternatives and 

HOUSING AND URBAN alternatives for the deaf and blind, 

DEVELOPMENT when necessary. 
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• 	 ~espond to writteni . 
Qualit¥ products 	 correspondence within 10 

i. 	Provide all available information 
I 

to a customer on the first call or 
letter; ensure that all questions 
are answered. 

i. Write in plain English, not 
technical or government jargon. 

;. 
: 

Follow-up regularly to ensure 
that quality products are 
provided. 

• 	 Advise customers/partners in 
writing when new poliCies or 
changes are being considered; 
involve them in the development 
phase. 

I. 
•. Consider the needs of 

customers/partners when 
developing products and 
procedures. 

I 

I 
I 	

Apprise customers/partners of 

j 	 operational problems, e.g. don't 
wait for the customer to call only 
to be told the system they need is 
down. 

I
. i • Reach out to customers - go to 
I their place of business when 
i possible:.conduct regular 

conference calls. 

• 	Include a contact name, 
i 

organiz~tion, telephone number, 
and effective date on every 
document, e.g. handbook, 
Mortgagee Letter, congressional 
and general correspondence. 

I 

Timely!service:
- I.I 

Ensure adequate telephone 
coverage throughout the business 

. day; answer all phone calls by the 
third ring. 

• 	 Respond to all telephone inquiries 

• 

• 

Results: 

• 

• 

• 

• 

'. 

• 

• 

• 

• 

working days. 

Provide an.interim response when 
a complete response requires 
extra time for research or there is 
a heavy workload. 

Provide "1-800" customer service 
numbers when possible and 
economically feasible. 

Establish quantitative customer 
service goals and incorporate 
them into performance standards 
and Housing's Plan where 
possible. 

. Establish quantitative processing 
standards for each program or 
function. 

Solicit feedhack and react to 
customer comments. 

Train all employees regularly on 
customer service initiatives. 

Institute random supervisory 
quality control checks to ensure 
that appropriate and adequate 
customer service is provided. 

Encourage teamwork so all staff 
are thoroughly informed. 

Provide basic pr:ogram training to 
clerical staff, particularly those 
who deal with the public. 

Include in the headquarters 
telephone directory and each field 
office telephone directory a 

. contact name and telephone 
number for each program area. 

Always conduct oneself as a 
representative of the' 
organization. \ 

within 24 hours, Mortgage Assignment Program 
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The following customer service standard is 
used by field office staff in handling 
c~stomersv.·ho are seeking relief: 

• 	 Customer receives written notice 
from the mortgagee that their 
mortgage is in default. The letter 
outlines the eligibility 

. requirements for the Mortgage 
Assignment program and gives 
the Customer IS calendar days to 
contact the HUD field office. 

• 	 Customer contacts field office 
staff and requests acceptance in 
the Mortgage Assignment 

.Program. 

• 	 Staff identifies' documents needed 
to make eligibility determination 

. and schedules a conference with 
the customer. 

• 	 Staff completes analyses of 
documents prior to conference. 

• 	 Decision on acceptance into the 
Mortgage Assignment program is 
made within 90 calendar days 
from the date of the customer's 
initial telephone call to the date of 
final decision. 

Mortgage Approval Process 

• 	 Processing time from the date of 
receipt of the application package 
to date of final approval/rejection 
is 45 calendar days. 

Rehabilitation Mortgage Insurance, Section 
203(k) 

If you are a mortgagee who makes Section 
203(k) loans avail~ble, you can expect us to 
meet this standard: 

• 	 'Processing is competed and·a 
mortgage insurance certificate is 
issued to the Mortgagee within 
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10 days ofHUD's receipt of the 
. closed loan. 

LABOR 
PENSION AND WELFARE BENEFITS 

ADMINISTRATION 
Direct Assistance to Public 

Educates and assists our customers 
- over 200 million pension, health, 
and older employee benefit plan 
participants and beneficiaries, over 
3 million plan sponsors, and 
members ofthe employee benefit 
community ~ for the purpose of 
promoting voluntary compliance and 
facilitating selfregulation and of 
providing quality assistance to plan 
participants and beneficiaries, 

Direct Assistance to the Public 

Our goal in providing direct assistance is to 
raise the knowledge level of participants and 
beneficiaries, service providers, and other 
interested parties and to ensure hat they have 
access to available plan documents. This 
enables participants to better understand and 
exercise their rights under the law and. when 
possible, recover any benefits to which they 
may be entitled. This also allows 
practitioners the opportunity to better 
understand and comply with the law. 

Participant Assistance 

Individualized participant assistance is . 
offered by both our national and field offices. 
When you write, call or visit our offices in 
search of assistance, you will receive 
information that will inform you of your 
rights and help you seek benefits .. We are 
available to explain how the law applies to 
you and, in appropriate cases, will make 
inquiries on your behalf Such inquiry will be 
informal and generally will not include 
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I 

I 


litigation on your behalf orprovision of legal 
advice. We will be vigilant in identifying and 
acting! upon patterns of complaints. .. 

I 	 ffi . . '. If you telephone our 0 Iceyou 
can expect: 

• 	 a friendly, courteous 
vOice. 

• 	 a representative who 
will listen to your 
questions and be 
sensitive to your 
situation. 

• 	 a return call no lat~r 
than the end of the 
next business day. 

• 	 If you write our office you can 
expect:: 

• 	 a reply within 30 days 
after we receive your 
letter 

• 	 a clear, easy to 
understand response. 

You will always receive straightforward 
information on how the law applies to your 
circumktances; information on options that 
may bel available, respect for your privacy, 
and th~ name of our employee assisting you. 

. I . . . 
. I 

Complaints 

Complaints involving alleged violations of 
ERISA\ also are handled by our national and 

. field office technical assistance. staff and 
I 

investigators.
l Complainants can expect a I· 

prompt and courteous response 
from our staff, While we cannot 
ensure that every complaint will 
result in an investigation, at the 
conclusion of enforcement 

'activity, if requested, we will 
furnish the complainant an 
understandable explanation of the 

I 
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outcome of our review and 
, investigation. 

• When you write or call our 
. offices for assistance or with a 
complaint, we need certain 
information to help you. It would 
be helpful to have th'is 
information available when you 
contact us by telephone. If you 
write us you should.include the 
information in your letter: 

1. 	 your name and daytime 
telephone number 

2. 	 a brief explanation of your 
problem. 

3, 	 evidence that you have 
filed a claim for benefits 

4. 	 name, address, and 
telephone number of your 
employer, or plan official 
to be contacted 

5. 	 your permission to inquire 
on your behalf, if 
-necessary 

6. 	 employment dates, 
. birthdate, social securiW 

, _number, policy number or 
other identification 
numbers 

• 	 For technical assistance and 
complaints, you should c~1l or 
write our national office Division 
of Technical· Assistance and 
Inquiries or one of the field 
offices lociued nearest you . 
Office addrc:rsses and telephone 

'numl?ers are provided on page 9. 

Document Requests 

• 	 Requests for documents are 
handled by the PWBAPublic 
Disclosure Room. Our 
employees are 'available during 
regular office hours to process 
your requests. You should 
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expect your ,request to be handled ' 
,. ir a timely, courteous and 
'pmficient mann~r.., 

. . 
• 	 Our policy is to ,fill all requests 

for Summary Plan Description 
, 'within 10 days and, Form 5500s 

within 5 days, 

• 	 All large special requests will be 
acknowledged within 5 working 
days. }<\t that time, our staff will 
provide an estimated date for 
completion and will keep, you 
apprised of any problems arising 
during the processing stage, , 

• 	 All requests for documents 
submitted undf,(r the Freedom of 
Information Act will be filled or 
acknowledged within 10 days' 
after receipt by the disclosure 
officer.' " 

• 	 All document requests will be 
proc~ssedon a"first-come-first
served~' basis. We will inform 
requesters ofany backlog. 

• 	 We need certain' information to 
help you when you contact our 
disclosure office for assistance;" 
either by telephone or by e-mail-
(Not~ to Copy Editor: this should 
be an em dash) name of plan, 
name of employer, and employer' 
identification and plan number, if 
known.' 

For copies ofdQcumentsyou 'should write 
our disclosure staffat the following address: . 

U.S"Department of Labor . 
PWBA Public Di~closureRoom 
Room N 5638 
200 Constitution Avemie,'N,W. 
Washington; D. C. 20210 

PENSION BENEFIT 

GUARANTY CORPORATION 
Plan Participants 

Protects participants' pension 
benefits and supports a healthy 
retireme11l system. 

Plan Participants' : 

As customerso~PBGC, you deserve our 
best efforts, Our first goal, ofcourse, is 

. getting 'you your benefit check on time each' 
month. We are also committed to always 
showing you courtesy and. respect when you 
contact us. 

We pledge that: 

• 	 In all correspondence to you, we 
will give you the toll-free number 
of our Customer Service Center 
and the name of a person to 
contact at PBGC. 

• 	 In all commurucations with you, 
we will acknowledge your inquiry 
within one week 

• 	 We will r'etum your initial phone 
call within 1 workday. 

• 	 If we cannot give you an 
immediate answer, we will tell 
you when to expect it 

• 	 If it will take us longer than 
expected to answer your 
question, we, will give you a 
status report and tell you a new 
date when to expect an answer .. 

• 	 Ifyou are receiving a pension 
check, changes you request (such 
as address change, direct deposit, 

'.: 	 tax change) will be made within 
30 days, if the request is received 
by the first of the month. It will 
take another month if the request 

. is received ~er the first of the 
month. 
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i 

i 
R~ILROAD RETIREMENT 

I

BOARD 
Direct Assistance to Public 

An independe11l agency 
adminislerin;:; relireme11l, disahility, 
and unemploymenl/:"ickness for 
railroad employees. 

• 	 We wi II be courteous and treat 
you with respect every time you 
contact us. 

!. 	We will hold all information you 
provide us with in confidence to 
respect your privacy. 

I. 	We will reply within 10 working 
.! 	 days of receiving your letter. If 

for any reason we can only send a 
partial reply we will tell you how 
long it will be before we can 
answer your questions fully. 

j. 	If you filed for your railroad 
I 	 retirement employee or spouse 

annuity in advance, you will 
receive you first payment, or a 
decision, within 45 days of your 
date of retirement. . 

I. 	If you filed for a railroad 
retirement survivor annuity or 
lump sum benefit, you will 
receive your first payment, or a 
decision, within 75 days from the 
date you filed your application, or 
became entitled to benefits if 
later. . ' 

!. 	If you filed an application for 
unemployment or sickness 
benefits, you will receive a claim 
form,or a decision, within J 5 
days of when we receive your 
application. 

I:. 	If you filed a claim for 
I 	 unemployment or sickness ! 
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insurance benefits, you will 
receive your payments, or a 
decision, within 15 days of the 
date we receive your claim form. 

• 	 If you filed for a railroad 
retirement disability annu,ity, you 
will receive your first payment, or 
decision, within 120 days from 
the date you filed your 
application. 

• 	 If you think we made a wrong 
decision about your benefits, you 
have the right to ask for review 
and to appeal. We will tell you 
about these rights each time we 
make an unfavorable decision 
about your benefits. 

• 	 Claims for some benefits may 
take longer to handle than others 
if they are more complex, or if we 

. have to get inforn.i.ation from 
other people or organizations. If 
this happens, we will give you an 
explanation and an estimate of 
the time required to make a 
decision. 

Openness 

• 	 We will display in each office 
how well we are meeting the 
established standards. 

• 	 When you visit our offices, the 
sta!fyou see will identifY 
themselves by name. 

• 	 When you phone us, we will 
identifY ourselves by name. 

• 	 Our letters will be easy to 
understand, and the person 
writing to you. will give you his or 
her name. 

Accessibility 
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• 	 When you phone us, you should· 
be able to reach us on the first 
try. 

• 	 When visiting us, you will be 
helped within 5 minutes of our 
scheduled appointment. 

• 	 You will not have to wait more 
. than 30 minutesifyou do not 
have an appointment. 

• 	 If you cannot come to our office, 
we may be able to visit you at 
home or at one of our regularly 
scheduled traveling service 
locations. 

Accountability 

• 	 If things go wrong, at the very 
least you are entitled to a good 
explanation and an apology. 

.• 	A Customer Assessment Survey 
form is available in every office 
for you to tell us how we' did, and 
how we can improve our 
servIces. 

• 	 If you are not satisfied with our 
service, you may contact the 

. manager of the office you have 
been dealing with, or with the 
Regional Director over that 
office. Their names and 
addresses are available in each 

. office. 

.SOCIAL SECURITY' 

ADl\1INISTRA TION 
General Standards 

Manages the Social Security 
programs. 

• 	 We will administer our programs 
effectively and efficiently to 
protect and maintain the Social 
Security trust funds and to ensure 
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public confidence in the value of 
Social Security. 

• 	 We are committed to fair and 
equitable service to our 
customers. 

• 	 We promise to respect your 
privacy and safeguard the 
information in your Social 
Security record. 

• 	 We are equally committed to 
providing you with world-class 
public service. When you 
conduct business with us, you can 
expect: 

• 	 We will provide service through 
knowledgeable employees who 
will treat you with courtesy, 
dignity, and respect every time 
you do business with us. 

• 	 We will provide you with our. 
best estimate of the time needed 
to complete your request and 
fully explain any delays. 

• 	 We will clearly explain our 
decisions so you can understand 
why and how we made them and 
what to do if you disagree. 

• 	 We will make sure our offices are 
safe and pleasant and our services 
are accessible. 

• 	 When you make an appointment 
we will serve you within 10 
minutes of the scheduled time . 

• 	 If you request a new or 
replacement Social Security card 
from one of our offices, we will 
mail it to you within five working 
days of our receiving all the 
information we need. Ifyou have 
an urgent need for the Social 
Security number, we will tell you 
the number within one working 
day. 
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We know that you expect world-class 
service in all of your dealings with us. 
Today, we are unable to meet your 
expectations in some areas, but we are 

I 

working to change that. We are revising all 
our critical wor,k processes to make them 
simpler, quicker, and more customer 
frienqly. When we redesign our processes, 

! you c,an expect: 

• 	 When you call our 800 number, 
you will get through to it within 
five minutes of your first try. 

• 	 When you apply for disability 
benefits, you will get a decision 
within 60 days, 

I 
I 

T~ASURY 
FIN~NCIAL MANAGEMENT SERVICE 
Check Claims 

, Handles claims for lost or missing 
I checks. 

• 	 We are reinventing our process 
so that it will take less time to 
process claims by reducing our 
average pt:ocessing time by 40 
days! 

I • Weare reinventing this process 
to reduce the Federal Program 
Agency Checks Claims cycle time 
from 54 to 14 days. 
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Chapter 3: 

S~andards for Business 


. 	 . 

ADVISORY COUNciL ON 

HISTORJC PRESERVATION 
Historic Preservation 

: Reviewsfedererl aclions affecting 
I historic proper/ie.,· 

Gener~1 Standards 

We are committed to providing you with 
first-class service. When you conduct. 
busineks with us, we will treat you with 

i
courtesy and respect. 

I 

'Section 106 reviews 

i. 	Review of Section ) 06. projects 
will be completed within the time 
allotted by· regulation or sooner. 

• • 	 Upon inquiry; we will provide 
information 011 project status, 
estimated time needed to 
complete review, or any 

i 	 associated problems. 
I 
;. 	 We will clearly explain our 

project review decisions so you 
can understand why and how they 
were made and what to do if you 
disagree. 

:. 	 To facilitate better 
communication, 'the name of the 
employee responsible for your 
project, along with a telephone 
number, will be on every letter. 

Technital Assistance 

'. We will respond promptly to ! 
requests for assistance or advice 

on Federal historic preservation 
programs and related matters. 

• 	 We will provide appropriate 
'referral to other sources of 
information if the request falls 
outside the Council's purview or 
we are otherwise unable to 
address it. 

Education and Publications 

• 	 . We will continue to produce 
publications that are written 
clearly and address the specific 
informational needs of our 
customers. 

• 	 We will fill requests for individual 
copies of Council publications or 
training informati~n within three 
working days. 

• 	 Our publications will be regularly 
updated to reflect changing laws 
and regulations, and all 
publications will have a date of 
pub~ication on them. 

• 	 At present we cannot meet all 
training demand. We will 
develop a plan that will facilitate 

. the widest possible geographic 
and special interest distribution. 

Telephone Standards' 

'. Our telephone system is designed 
to connect you with the person 
you called or, if they are 
unavailable, their voice-maiL 
Telephones will be answered by a 

, 
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person unless all lines are busy. If 
all lines are busy, you will receive 
clear instructions for leaving a 
message. Under unusual 
circumstances, it may be 
impossible to answer each 
incoming call. We are working to 
improve this system. 

• 	 . Your phone call will be returned 
within one working day of 
receipt. 

• 	 We will respond to your 
telep~one inquires in a pleasant 
and helpful manner. Immediate, 
concise informati.on will be 
provided whenever possible. If 
such information is not 
immediately available, you will be 
informed when you can expect to 
receive the information. 

AGRICULTURE 
AGRJCUL TURAL RESEARCH SERVICE 

National Agricultural Library 
Ensures alld eilhallG'es access 10 

(1[(ricu/lura/ il?formalioll for a heller 
quality (?f Nfe.. 

Staff: 

• At N AL you will find a 
. knowledgeable and courteous 

staff who are dedicated to 
effectively meeting your 
information needs. 

Access: 

. • We will provide mUltiple points 
of access, including telephone, 
fax, mail, Internet, and other 
p.ersonal arid electronic means. 

I 	 . 

• 	 . When you request documents on-
site, we will retrieve and deliver 
them within 20 minutes of 
request. Requests submitted 
through fax, E-mail, mail, 
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telephone, or Ariel (electronic 
delivery) will be filed within two 
days if items are on our shelves; 
within four days if items are not 
immediately available. We will 
respond to you within three days 
of receipt of request if your 
request cannot be filled. 

• 	 We will respond to or 
acknowledge receipt of requests 
for information requiring library 
research within five work days, 
most within three work days of 
receipt. 

• 	 NAL will offer a variety of 
convenient delivery methods-
electronic, traditional postal or 
express mail. We will provide 
high quality photocopies, 
duplicated microforms, or loans 
of library materials to meet your 
needs. Options for delivery will 
include Ariel, fax, mail, or 
express mail. 

•. 	We will make information 
accessible through AGRICOLA, 
NAL's bibliographic database, 
and ISIS, our on-line public 
access catalog. We will strive to 
provide information that is 
current and thoroughly covers 
agriculture and related subjects. 

• 	 Access to N AL in person will be 
available 8:00 a.m. to 4:30 p.m., 
Monday through Friday, except 
federal holidays, at the 
Washington, D. C. Reference 

. Center and NAL Beltsville, Md. 
location. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
National Biological Control Institute 
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. : Promotes, fadlita/es, alld provides 
: leadership' ill the use (llive lIalural 
I ellemies 10 reduce populations C!f 

pesl !:.pecie.\·. 
When ~vou coritact us we will be: 


j" •. Courteous and respectful - Your 

views and needs are important to 

us, and you can expect 

professional treatment, objectivity . 

and confidentiality. You will be 

assisted by a polite, responsive, 

and knowledgeable staff. 


• 	 Fair - Our services will be 
objective, irrespective of your 
race, color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or familial 
status .. 

:. 	Clear - We will explain to you 
what we do, how our programs 
work, and how you can get our 
help. If our information is hard' 
to understand,. tell us and we will 
try to make it easier to 

: 	 understand. 

I. 	Accessible - We are available to 
talk to individuals, organizations, 
and school groups about our 
services. Contact us by letter, 
phone, fax, or through our 
Bulletin Board System (Note to 
Copy Editor - Italicize Bulletin 

I. Board Syst~m).
I 
. 	 Ethical - We strive to meet the 

highest scientific and ethical 
standards.to deliver our products 
and services to you., 

I. 	.Entrepreneurial - We will 
customize solutions to your pest 
problems through building 

. partnerships, leveraging 
resources, focusing our efforts, 
and promoting innovation. Ifwe 
cannot meet your needs, we will 

914 ~M 9/22/95 	 Page-25 
I 

try to put you in touch with 
someone who can. 

• 	 Efficient - Based on your 
requests, we have assefl.1bled. 
several information packets, 
which are normally provided on 
the same day of your request. If 
research is needed to help with 
your need, we estimate how long 
it will take. If obstacles are met. 
that delay our response, we will 
tell you and try to offer 
alternatives. 

• 	 Open - We work for you and 
continuaJly seek your views, 
listen to your needs, and take 
appropriate action based on them. 
If you are not satisfied with any 
aspect of our service, tell us so 
we can correct the problem. If 
we make a mistake, we will tell 
you and correct it. 

AGRICULTURE . 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Care 

Ensures humane care and treatmenl 
(?f warm-blooded animals that are . 
raised. bought. sold. or Iransported 
for research, exhibilion, or pel 
purposes al the wholesale level. 
Prevents inhumane. pain-producing 
practiC:es on horses al shows. sales 
and exhibitions. 

Our Commitment To Service' 

• 	 We recognize that providing 
quality service to our customers 
is essential to ensuring the 
professional performance of our 
mission. goals, and 
responsibilities. Educating our 
customers about our services and 
regulatory authorities is a 
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component of our animal care 
activities. 

What You Can Expect From Us 

In serving our customers, we pledge to: 

• 	 Carry out compliance activities in 
a professional and objective 
manner. 

• 	 Conduct animal care inspections 
in accordance with laws and 
regulations. 

• 	 Be respectful to individuals in the. 
performance ofour duties and 
responsibilities. 

• 	 Respond to information requests 
accurately and clearly. 

We value your comments and will use them 
to measure our performance and improve 
service delivery. Communication of 
information and ideas provides for mutual 
understanding and a shared commitment 
toward achieving common goals. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Dama.ge Control' . 

Help solve COl?!7icts hetween human 
activities and wild anima/so 

We strive for the highest possible standards 
in providing you service. When requesting 
assistance, you can expect the following: 

• 	 You will be provided with 
accurate information or expert 
help to resolve or minimize your 
wildlife conflict. 

• 	 Our employees will show respect 
for people, property, and wildlife. 

• 	 Our employees will respect 
varying viewpoints on wildlife 
damage management. 
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• 	 We will the most humane, 
selective, and effective control 
techniques. 

• 	 We will conduct activities in a 
professional, biologically scmnd, 
and accountable way. 

• 	 Our work will be done in a safe 
manner and in accordance with all 
federal, state, and local laws and 
regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Biotechnology, Biologics and 
Environmental Protection 

Protects plant and animal health and 
the environment. 

What you can expect from us: 

• Fair and impartial treatment. We 
· treat all our customers--public 

interest 'organizations, small 
firms, large firms, and the public-
in a fair, impartial manner. 

• 	 Responsiveness. We will answer 
your correspondence in 30 days 
or less, with int~rim responses 
being provided for complex 
issues. We .will meet or beat 
prescribed time limits for issuing 
permits, notifications, and 

· petition. 

• 	 A proactive approach. We strive 
to find solutions to issues before 
they become. problems. We 
continually review and update our 
internal procedures and 
regulations so that we remain 
regulatory leaders in the 
Iprograms we administer. 

• 	 Accessibility and openness. 
· Whenever practical, we use 

meetings, electronic means, and 
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notice and comment procedures 
. to obtain your views, which we 
use to make program 
improvements. 

• 	 An entrepreneurial approach. We 
strive to be creative and cost . 
efficient.. We constantly seek 
close coordination and 
cooperation with other domestic. 
and international organizations 
with whom we share jurisdiction. 
We try to be the "best in the 
business" in what we do. 

AGRICULTURE 
ANI~AL AND PLANT HEALTH . 

INSPECTION SERVICE 
International Services 

! 	Facilitates ill1emationaltrade in 
animal and plant products and helps 
to ensure al1 ahllndantfood supply 

, through helpillg to prevent 
r agricultural pests and diseases from 
I el11ering the United States. 

We Ptomise You, Our Customers: 
I 
I 	 • Professional and courteous I 

treatment. Our employees are 
knowledgeable and responsive. 
Your concerns are important to 
us, and you will be treated in a 
professional, courteous, and 
efficient manner. 

• 	 Clarity in explaining our position; 
We will answer your questions in 
a clear and concise manner. We 
will explain how decisions were 
made and convey this information 
in understandable language. 

I. 	Prouram responses .. Our 
program designs use the latest 
scientific methodologies. We 
promise to deliver our services 
with minimal disruption to the 

! 

I 
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normal daily operations of our 
customers . 

• 	 Transparency and consistency in 
our regulatory processes. We 
promise to be consistent and 
transparent in the enforcement of 
our regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH " 


INSPECTION SERVICE 


Plant Protection and Quarantine 
Protects"the health of us. plant and 
animal resources andfacilitates their 
movement in the global marketplace. 

Our pledge: . 

We will serve international travelers and 
"carriers by: 

• 	 Providing professional and 
courteous treatment. 

• 	 Providing expeditious inspection 
to the majority of all international 
travelers within 5 minutes of 
luggage claim. 

• 	 Answering travelers' questions or 
concerns before they leave the 
inspection area. 

• 	 Working with other federal 
inspection agencies, the· 
transportation industry, and" 
facility owners to provide the best 
in customer service. 

We will serve cargo customers and carriers 
by: 

• 	 Providing professional and 
courteous treatment. . 

• 	 Providing accurate and complete 
responses to requests for 
information within 3 days. r 

• 	 Scheduling inspections of 
perishable cargo within 3 hours 
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of availability and inspections of 
other regulated cargo within 24. 
hours of availability. 

• 	 Notifying customers of cargo 
holds and releases within 1 hour 
of inspection. 

• 	 Identifying intercepted organisms 
within 4 hours at ports where an 
identifier is stationed and 24 
hours at all other ports. 

• 	 Communicating no action 
required or action required with 
options and/or our decision 
rendered within 1 hour of 
interception or identification of 
an organIsm. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE. 
Regulatory Enforcement 

Promot~s widespread compliance 
with laws and regulalions protecting 
the health and care ofanimal and 
plant re.wmrces. 

In fulfilling our mission, we pledge to: 

• 	 Carry out investigations in a 
professional and objective 
manner. 

• 	 Conduct enforcement activities in . 
accordance with laws and 
regulations. 

• 	 Show respect to individuals in the 
performance of our duties and 
responsibilities. 

• 	 Respond to information requests 
reliably and clearly. 

AGRICULTURE 
ECONOMIC AGENCIES 
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Economic Research Service, World 
Agricultural Outlook Board, and National 
Agricultural Statistics Service 

Provide information and analyses 
for improving the performance of 
agricul,ure and the well-being of 
rural America. 

We will: 

• 	 Respond to each customer in a 
courteous and helpful manner. 

• 	 Accurately direct you to the 
person or agency with the 
information you need: 

• 	 Provide complete, accurate 
information about our programs, 
products, and services in plain 
language. 

• 	 Make it easy to find and order 
reports. 

• 	 Deliver promised information 
promptly. 

• 	 Explain why, when we cannot 
meet your request. 

• 	 Deliver services without 
discrimination on the basis of 
race, color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or family 
status. 

Service you can expect from the ERS-NASS 
sales desk: 

• 	 Your call will be answered 
promptly and courteously by a 
knowledgeable operator. 
Occasionally, the volume of calls. 
may require that your call be 
place on hold for a short time, but 
we won't forget you. 

• 	 If you are calling for the first 
time, the operator will ask for 
your name and address and will 
give you a customer ID number 
to expedite your next order. 
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• 	 Orders for monographs, 
electronic data products, and 
single copies of periodicals will 
be mailed first-class within five 
working days. 

!. 	Payment choices include 
MasterCard of Visa, or check or : 
money order (U.S. funds only). 

:. You will receive two renewal 
notices before subscriptions 
expire. 

!. ERS-NASS operators can answer 
I your questions regarding the 

current status of your account, 
including payment, issues due, 
billing, and other questions. 
Errors will be corrected 
promptly.

I 

i • 	 You can request expedited 
shipment of your order via 
Federal Express at your expense. 

I 

AGRlICULTURE 
I 

, 	FOOD ISAFETY AND INSPECTION 

SERVItE 
Meat ~nd Poultry Inspection 

!EllslIres fhatmeat andpoultry 
:pi-oducts that cross stale borders are 
!s(~fe. wholesome. andaccurately 
Vabeled. 
!

You can expect FSIS to: 

I. 	 Be innovative, forward-thinking, 
I and continue to look for ways to 

improve how we inspect m,eat 
i and poultry products and protect 

. ! the public health. 

~ Provide you with up-to-date 
I information on food safety issues 

through the USDA Meat and 
Poultry Hotline (1-800-535
4555). 

I 

I 


I 

I 

I 

I 

I 
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• 	 Solicit and consider your ideas to 
assist us in making policy and 
program improvements. 

• 	 Provide uniform inspection in 
meat and poultry plants across 
the United States and hold them 

. all to the same high standards. 

• 	 Ensure that the meat and poultry 
products yoJ.l buy have safe
handling instructions on them. 

• 	 Investigate and prosecute people 
and businesses that violate meat 
and poultry laws. 

• 	 Continue working with industry 
. to improve our current inspection 
system using new science and 
technological advances. 

AGRICULTURE 
FOREIGN AGRICULTURAL SERVICE 
Market Development . 

Helps U.S. exporters develop and 
maitltain markets overseas fro U.S. 
food and agricultural products. 

You cal1 expect F AS to: 

• 	 Provide professional, friendly, 
patient and polite customer 
service at all times. 

• 	 Endeavor to understand customer 
information needs, and suggest 
appropriate materials and 
sources. 

• 	 Make a reasonable and specific 
promise to customers as to when 
their questions will be answered 
or when material will be 
provided. 

• 	 Solicit suggestions, comments 
and feedback on our services. 

AGRICULTURE 
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PACKERS AND STOCKYARDS 

ADMrNISTRATION 
Grain Inspection, Packers and Stockyards 

. Administration 
Facilitate the marketing ofgrains, 
livestoCk, poultry, and meal for the 

_ overall hellefit ofconsumers and 
American agriculture. 

Each and every customer can expect: 

• 	 Courtesy and respect Your 
views and needs are important to 
us, and, in return, you can expect 
professional treatment, 
objectivity, and confidentiality. 
You will be assisted by a polite, 

. responsive, and knowledgeable 
staff person. 

• 	 Fairness. Our services will be 
objective, whatever role you play 
in American agriculture -- from 

·producer to handler to end user-
and regardless of your race, 
color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or familial 
status. 

• 	 Clarity. We will clearly explain 
to you what we do, how our 
programs work, and who to 
contact for further assistance. If 
our information is unclear, tell us 
and we will try to make it clearer. 

• 	 Accessibility. We are available to 
serve you and to talk to 

. individuals and organizations 
about our programs. Just drop 
by your nearest GIPSA office or 
contact us by letter, phone, or 
fax. 

• 	 Timeliness. We will provide an 
official grain inspection and 
weighing certificate within one 
full business day after completing 
your inspection. In our 
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regulatory role, we will respond 
. to your concerns and work to 

.' ensure fairness and equity in the 
marketplace.. 

• 	 Responsiveness. We will 
continue to seek your views, 
listen to your needs, and take 
action based on them. If you are 

. not satisfied with any aspect of 
our programs, tell us so we can 
continue to improve. 

AGRICULTURE 
RURAL BUSINESS AND COOPERATIVE 

DEVELOPMENT SERVICE 
Business and Industrial Loan Guarantees 

Guarantees quality loans to help 
improve, develop, orfinance

) 
husiness, industry, and employment 
and improve the economic and 

. environmental conditions in rural 
communities. 

Our standards for service: 

• 	 Provide you with all the 
necessary advice, guidance, and 
referral to other credit when 
appropriate in the preparation of 
your loan application. 

• 	 Ensure that you are promptly 
. provided, within 7 working days, 
copies of relevant materials when 
Y9u are considering an 
application. 

• 	 Conduct a review of your loan 
ap'plication to verify completeness 
and compliance with applicable 
requirements within 1 0 working 
days after receiving the 
application.. 

• 	 Discuss all issues concerning your 
application with you and the 
lender within 5 working days . 
after completion of our review. 
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• 	 Forward all appropriate 
documents to the national office 
within 7 working days upon 

I 
completion of the review. 

I • Issue the loan guarantee for your 
loan within two working days 
f~om the time the lending 
institution holds the final loan 
closing. 

• 	 Ensure that phone calls are 

answered by the third ring. 


• 	 Give our name when we answer 
the phone or write to you. 

• 	 Be polite, considerate, open and 
honest. 

• 	 Respect your privacy. 

• 	 Give you the information you 
need about our services and 
getting a loan. 

I 
I • 	 Use the information you give us 

to help you complete an 
application package and work 
with your lending institution. 

• 	 Cooperate with any organization 
or person with your written 
consent to act on your behalf 

I 
I .• 	 Apologize if we get things 
! 	 wrong, explain what happened 

and make them right. 

: • 	 Deliver our services fairly and to 
the same high standards to all our 
clients regardless of sex, race, 
disability, religion, and age. 

• 	 Apologize if we get things 
. wrong, explain what happened, 

! and make them right. 

I • If you are a person who is . 
I 

physically or mentally challenged, 
we can give you extra help within 
our capabilities. 

RURAL BUSINESS AND COOPERATNE 

DEVELOPMENT SERVICE 
Cooperative Services Technical Assistance 

Provides rural residents technical 
assistance to form new cooperative 
businesses and to improve 
operations ofexisting cooperatives. 

We will: 	 . 

• *respond to written requests for 
. technical assistance within 30 

days of receipt. 

•. 	*work confidentially with clients 
to establish a work plan to best 
meet the. needs and time demands 
of the client. 

• 	 *ensure that at the conclusion of 
a technical assistance project; all 
recipients will receive an 

. evaluation survey form to rate 
Cooperative Services' 
performance and make 
recommendations for 
improvement of Cooperative 
Services. 

AGRICULTURE 
RURAL BUSINESS AND COOPERATNE 

DEVELOPMENT SERVICE 
Intermediary Relending Program 

Provides funding to intermediaries to 
relend to finance business facilities 
and community development projects 
in rural areas. 

Our standards for service: 

• 	 Provide you with all the 
necessary advice, guidance, and 
referral to other credit when 
appropriate along with our values 
and beliefs in the preparation of 
your loan application. 

• 	 Ensure that you are promptly 
I provided, within seven working 

AGRICULTURE days, copies of relevant materials 

I 

I 
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when you notify our State 
Director that you are considering 
an application. 

• 	 Conduct a review of your loan 
application to verify completeness 
and compliance with applicable 
requirements within 10 working 
days after receiving the 
application. 

• 	 Discuss all issues concerning your 
application with you and the 
lender within five working days 
after completion of our review. 

• 	 Forward all appropriate . 
documents to the national office 
when required within seven 
w9rking days upon completion of 
the review. . 

• 	 Give our name when we answer 
the phone or write to you. 

• 	 Be polite, considerate, open and 
honest. 

• 	 Respect your privacy. 

• 	 Give you the information you 
need about· our services and 
getting a loan. 

• 	 Use the information you give us 
to help you complete an 

application package and.work 
with your lending institution. 

• 	 .Cooperate with any organization 
or person with your written 
consent to act on your behalf 

• 	 . Deliver our services fairly and at· 
the same high standards to all our 
clients regardless of sex, race, 
disability, religion, and age. 

• 	 Within our capabilities, provide 
extra assistance you request to 
address special physical or other 
needs. 

• 	 Apologize if we get things 
wrong, explain what happened, 
and make them right. 

AGRICULTURE 
RURAL HOUSING AND COMMUNITY 

DEVELOPMENT SERVICE . 

. Community Facilities Loan Program 
Provides critically needed financing 
for the development ofessential 
community facilities to public 
bodies, nonprofit organizations, and 
Native American groups. 

We will: 

• 	 Keep our promises and be ethical 
in our service to you. 

• 	 Be polite, responsive, and assist 
you with a staff knowledgeable of 
our programs. 

• 	 Return YQ~r calls in an expedient 
manner. ' 

• 	 Be accessible and available to talk 
to individuals, organizations, and 
groups about our program. 

• 	 Give you assistance with your 
concerns, referring an appropriate 
source for problem-solving action 
when necessary. Our customers 
will not receive the run around. 

• 	 Respect your right to quality and 
professional service. 

• 	 Treat you just as we would want 
to be treated ourselves and be fair 
to all people regardless of race, 
sex, disability, religion, age, or 
national origin. 

• 	 Be willing to work with you and 
any persons working on your 
behalf And if appropriate, to 
cooperate with other lenders or 
with other federal, state, and local 
agencies to meet your needs. 
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, ; 

• Continually search for customer
related improvements. , 

:. Listen to our customers to ensure 
RHCDS regulations and forms 
are customer friendly and ensure 
success of the program. 

• 	 Efficie~tly and effectively provide 
you assistance. 

I. 	Provide technical and 
professional assistance to our 

, customers, 

• 	 Provide' you with the necessary 
information, advice, and guidance 
on how to access and utilize the 
Community Facilities program, 

i 

i. 	Refer you to other sources. of 
information, assistance, or credit 
if it appears that you may qualify 
for alternative sources of 
, programs or funding from 
commercial, private, or other 

'. 
governmental sources, 


Ensure that you are provided 
appropriate forms and materials 
in S working days when you 
notify a Rural Economic and 
Community Development office 
that you are interested in filing a 
request for financial assistance. 

I,- Provide assistance in completing 
all aspects of the application upon 

, your request.
I 
I. 	Ensure that your request for I , 

; 
financial assistance is reviewed 
promptly and that you are 
notified of eligibility within 4S 
days after we have received a 
co~plete pre-application. ' 

• 	 Provide a professional, 
supervised credit program to 
further ensure the success ofyour 
project. 

AGRICULTURE 
RURAL HOUSING AND COMMUNI1Y 

DEVELOPMENT SERVICE 

Rural Rental Housing Program 
Provides affordable rental hOllsing. 
that is safe. decent. and sanital):. 10 

very low-income and low income 
families in rural communities with 
significant hOl/sing needs. 

We will: 

• 	 Keep our promises and be ethical 
in our service to you, 

• 	 Be polite, responsive, and assist 
you witha staff knowledgeable of 
our programs, 

• 	 Return your calls in an expedient 
manner. 

• 	 Be accessible and available to talk 
to individuals, organizations, and 
groups about our program. 

• 	 Give you assistance with your 
concerns, referring an appropriate 
source for problem-solving action 
when necessary. Our customers 
will not receive the run around, 

• 	 Respect your right to quality and 
professional service. 

• 	 Treat you just as we would want 
to be treated ourselves and be fair 
to all people regardless of race, 
sex, disability, religion, age, or 
national origin. 

• 	 Be willing to work with you and 
any persons working on your 
behalf. And if appropriate, to 
cooperate with other lenders or 
with other federal, state, and local 
agencies to meet your needs. 

• 	 Continually search for customer
related improvements. 

• 	 Listen to our customers to ensure 
RHCDS regulations and forms 
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are customer friendly and ensure 
success of the program. 

• 	 Efficiently and effectively provide. 
you assistance. 

• 	 Provide technical and 
professional assistance to our 
customers. 

• 	 Explain our programs and how 
you can apply for assistance. 

• 	 Determine the eligibility and 
feasibility of your complete pre
application within 60 days of 
receipt 

• 	 Keep you informed of the sta~us 
of your loan request and potential 
funding. 

• 	 Make sure that your proposed 
apartments do not adversely 
affect existing Rural Housing and· 
Community Development 
Service, Housing and Urban 
Development or other subsidized 
housing in the market area and 
are an asset to the community. 

• 	 Work with you to ensure the 
units are developed at the most 
reasonable price thereby reducing 
federal costs and ensuring the 
proposed apartments are 
affordable. 

• 	 Once constructed, make regular 
inspections with you to ensure 
that units are well maintained and 
housing opportunities are 
available to all eligible tenants in 
a nondiscriminatory manner. 

• 	 Work in partnership with 
borrowers, management agents, 
tenants, and the local community 
to make the housing successful. 

• 	 Survey our tenants to determine 
. the level of tenant satisfaction and 

way we can approve our 
assistance. 

• 	 Provide technical and 
professional assistance to our 
customers: 

AGRICULTURE 
RURAL UTILITIES SERVICE 
Electric Distribution Loans 

Provides financing through insured 
loans to expand and modernize rural 
America's electric power 

. infrastructure. 
The RUS field representative will: 

• 	 Provide advice and guidance to 
distribution borrowers to help 
them prepare their loan 
applications. 

• 	 Ensure'that the borrower is 
promptly provided with copies of 
relevant materials when a 
borrower notifies the RUS that it 
is considering an application. 

• 	 Conduct a review of loan 
applications received to verify 
completeness .and compliance 
with requirements, 

• 	 Discuss issues concerning the 
borrower's application. 

• 	 Seek to complete the review 
within ] 5 working days after the 
application is received. 

• 	 Forward all completed 
applications promptly to the 
Washington office, 

• 	 Acknowledgment to Borrower: 
Within seven working days ~fter 
the Washington office receives 
your application, RUS will send 
you a letter which includes or sets 
forth the following: 

The application received date (APR). 
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.• 	That RUS will notifY the 
borrower no later than 90 
calendar days after the APR 
regarding the application's status 
(does not apply to discretionary 
loans): 

; That updated information may be 
requir~d at the time ofloan approval.

! 

I 

i

! That final determination of-the 

interest rate category cannot be made until 
the time of loan approval. 

: 

! . 
: That the borrower is required to 
I 

notifY RUS promptly of any changes in 
circumstances that may materially affect 
inform:ation in .the application. 

!. 	 Second Notification to Borrower, 
Complete Applications: Within 
90 days of the APR if the 
application is complete, RUS will 
send a letter to the borrower with 
a copy to any supplemental lender 

itO: 

; . 


IAdvise that the application appears 
compl6te

I 
I 

I· VerifY the amount of the RUS loan 
I 

requested and the amount of any 
suppletnental loans. 

: VerifY the interest rate category for 
which the loan appears to qualify. 

I 

i Confirm the borrower's election of 
the call provision for municipal rate loans 
(prepayment option) 

, 

!Set forth any special conditions that 
may b~ placed on the loan, and afford the 
borrower an opportunity to rectify the cause 
of the ~ondition. 

I 
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RemInd the borro:wer of its 
responsibility to notify RUS immediately of 
any changes in circumstances that might 
affect its eligibility for a loan, or the interest 
rate category for the loan. 

Provide the APR of loans currently 
being approved in the interest rate category 
applicable to the loan. 

• 	 Second Notification to Borrower, 
Materially Incomplete 
Applications: 

Within 90 days of the APR, if the 
application is incomplete, or if there are 
other problems, a letter will be sent 
informing the borrower of the specific 
deficiencies, and requesting that the 
borrower .respond within 60 days. 

• 	 Final Reviewand Approval: Not 
later than 45 calendar days before 
anticipated loan approval, RUS 
will notify the borrower and GFR 
by telephone to: 

Give the approximate date when a 
decision about approval can be expected. 

VerifY and, if necessary, update 
information previously submitted by the 
borrower. 

Inform the borrower of any change in 
the interest rate category for which it 
qualifies. If applicable, request a board 
resolution to reflect the new terms. 

Request that the borrower submit 
certain updated information that will be no 
older than 60 days at the expected time of 
loan approval. 

Remind the borrower ofits 
responsibility to submit information about 
any changes in its circumstances that might 
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affect its eligibility for a loan, or its eligibility 
for the interest rate category elected in its 
original board resolution. 

Remind the borrower that RUS 
reserves the right to request additional 
information necessary to verify eligibility. 

• 	 Deficient Applications: Prior to 
loan approval, if it is determined 
that the requirements for 
approval cannot be met based on 
information submitted by the 
borrower and other information 
known to RUS, if the borrower 

. cannot or will not comply with 
RUS regulations, or if the' 
borrower withdraws an 
application, RUS will return one 
copy of the application to the 

.' 	 borrower accompanied by a 
cover letter. ' 

AGRICULTURE 
RURAL UTILITIES SERVICE· 
Telecommunications Loans 

Providesfinancing through insured 
and guaranteed loan programs to 
expand and modernize rural 
America's telecommunications 
inlrastrllctllre. 

We will 

• 	 Provide prompt, courteous 
servIce. 

• 	 Deliver service fairly and 
impanially. 

• 	 Respond accurately, clearly, and 
promptly to your requests for 
information, guidance, and 
assistance. 

• 	 Send a letter to the borrower 
within 10 working days 
acknowledging receipt of the loan 
application package and, if 
necessary, request additional 
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information to complete the 
application. IfRUS does not 
receive the information required 
to complete the application 
package within 90 working days 
from the date the borrower was 
notified of the information 
needed, RUS may return the 
application to the borrower. 
Returned applications are without 
prejudice and borrowers may 
resubmit the completed 
application. 

• 	 Review the completed application 
and notify the borrower of any 
recommended changes to the 

. telecommunications system 
design portion of the application 
(i.e., Loan Design). If the 
recommended changes to the 
Loan Design are significant, loan 
processing will discontinue until 
RUS and the borrower agree on 
all major changes. Additionally, if 
it is determined that loan 
feasibility cannot be proven, the 
loan application will be returned 
to the borrower with an 
explanation. A borrower whose 
application has been returned will 
have 90 working days, from the 
date the application was returned, 
to revise and resubmit its 
application.. lfRUS does not 
receive a revised application 
within the 90 day period, the 
application will be canceled and a 
new application will need to be 
submitted if the borrower wishes 
further consideration. 

• 	 Within 90 days of acknowledging 
receipt of the completed 
application, inform the borrower 
of the characteristics of the 
proposed loan and obtain its 
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concurrence in such matters as 
the amount of the proposed loan, 
its purposes, rate of interest, and 
loan security requirements. 
Concurrence by the borrower is 
necessary before RUS can , 
consider the proposed loan'for 

,'approval. , 

• 	 Promptly notifY the borrower 
upon loan approval. A letter 
announcing approval of the loan 
will subsequently be sent to the 
borrower. 

: 

The General Field Representative (GFR) is 
the primary.point of contact between the 
borrower and RUS's Washinbrton office for 
insur~d and guaranteed loan applications 
from telecommunications borrowers. The 

I 	 ' 

GFR'r\'ill. 

• Provide advice and guidance to. 
telecommunications borrowers to 

! 
I 

, 
help'them prepare their loan 

I. 	applications. 

Ensure that the borrower is 
promptly provided with copies of 
relevant materials. 

i. 	Review loan applications for 
completeness and compliance 
with requirements. 

• 	 'Discuss issues concerning the 
borrower's application. 

• 	 Promptly forward all completed 
applications to the Washington 
office. 

AGRICULTURE 
I 

RURAL UTILITIES SERVICE 
\\/ate~ and Waste Disposal Loan and 
Grant' Programs 

I Provides loans alId grants/or. 
:ecol1omicalzv depressed comniunities 
!i/1 an effort 10 improve public health 

I 
I 
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and the overall standard 0/ living. 
and to spur economic opportunity 
and growth. 

. The Rural Economic and Community 
Development's State and District Office staff 
are normally the initial point of contact for 
Rural Utilities Service Water and Waste 
Disposal programs. We will: 

• 	 Provide you with the necessary 
information, advice, and guidance 
about using the Water and Waste 
Disposal programs. 

• 	 Refer you to other sources of 
assistance ~r credit if it appears 
that you may qualifY for 
alternative sources of funding 
from commercial, private, or 
other governmental sources. 

• 	 Ensure that you are provided 
appropriate forms and materials 
within 7 working days when you 
notifY a Rural Economic and 
Community Development's office 
that you are interested in filing a 
request for. financial assistance. 

• 	 Assist you, as needed, in 
completing your request for 
assistance in a timely manner. 

• 	 Ensure that your request for, . 
financial assistance is reviewed 
. promptly and you are notified of 
eligibility within 45 days after we 
have received a complete pre
application. 

• 	 Provide you with a prompt 
written response if your 
application is rejected, and an 
explanation of your appeal rights. 

• 	 Be courteous and respect your 
pnvacy. 

• 	 Be polite, responsive, and assist 
you with a staff knowledgeable of 
our programs. 
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• 	 Be fair to all people regardless of 
race, sex. disability, religion, age, 
or other nonmerit factor. 

• 	 Be clear, explain to you what we 
do, how our programs work, and 
how we can assist you. 

• 	 Be accessible and available to talk 
to individuals, organizations, and 
groups about our programs. 

• 	 Be ethical and will strive to meet 
the highest standards in providing 
services to you. 

• 	 Be willing to work with you and, 
if necessary, to cooperate with 
other federal agencies and state 
and local agencies to meet your 
needs. . 

• 	 Be efficient and effective in 
providing assistance. 

• 	 Be open, and will work with you 
and seek your views, listen to 
your needs, and make 
modifications, if possible, in 
accordance with Rural Utilities 
Service policies and regulations. 

AGRJCULTURE 
USDA SERVICE CENTER ,~ 

One-stop Service for USDA Assistance 


Provide one-slOp service/or USDA 
assistance. This is a leam approach 
to delivering/arm. rural 
development, and nalural resource 
services. 

• 	 You will be treated with courtesy 
and respect. 

• 	 You will be. assisted by a polite, 
responsive, and knowledgeable 
staff. If we get things wrong, we 
will explain what happened and 
will make them right. 

• 	 You will be given prompt and 
reliable service. 
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• 	 We want to respond quickly and 
accurately to your requests for 
information, loans, payments, and 
technical assistance. We will put 
you in touch with the person on 
our staff who can best handle 
your request. . 

• 	 You will be given information 
that is clear, reliable, and easy to 
understand. . 

• 	 We will explain to you how our 
programs work, what benefits 
you can receive, whether you are 
eligible, and how you can apply. 
We are committed to making sure 
the information we give you' 
meets your needs. We want to 
work with you to continually '. 
improve the information we give 
you and the way you receive it. 

• 	 You' will be given forms that are 
easy to understand and complete. 
Our forms are an important way 
ofgetting information from you. 
We want to continually improve 
them so that they are easy for you 
to fill out and provide us with the 
information .we need to serve 
you. Whenwe revise our forms 
or create new ones, we will 
consider to your suggestions. 

• 	 You can expect us to work with 
related state and local offices. We 
will work.closely with other 
government agencies such as the 
Cooperative Extension Service 
and state and local agencies to . 
ensure that our work is mutually 
supportive and our policies and 
regulations are consistent. 

COMMERCE 
BUREAU OF ECONOMIC ANALYSIS 
Information 
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Provides economic data 011 the Us. 
economy and ils position in the 

: glohal market. 
BEA's customer service standards spell out 

I 

what ~ou, the customer canexpect. 
I 

: • 	 BEA staff will respond to 
customer correspondence within 
five 

business days. 

I • BEA staff will return customer 
phone calls within one business 

day. ' 

: • BEA will ship off-the-shelf 
products within three business 
days. 

• BEA will meet its published 
annual calendar of news release 

dates.: Any changes in these dates will be 
announced as far in advance 
as po~sible. 

:. 	BEA will provide access to news 
releases on the EBB (Economic 

Bulle~in Board), EBB FAX, and recorded 
telepHone messages at the time 
ofrel~ase. 

CO~MERCE 
BUREAU OF EXPORT ADMINISTRATION 

Expott Licensing and Assistance 
. Manages secllrityrelated export / 
: trade programs. 

Commodity Classifications and Advisory 
Opini9ns 

i •. BXAwill provide commodity 
! classifications within 10 business 

days of receiving a request. 
I

I. 	BXA will provide advisory 
opinions within 30 business days 
of receiving a request. 

Systerr for Tracking Export License 
Appli~ations (STELA) 

~ . 
I 

i 
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• 	 STELA will give callers a 100% 
accurate response about the 
status of their license application 
or commodity classification 
request. 

• 	 The system will be operational 
99.5% of its scheduled service 
hours. 

• 	 To access STELA from your 
touch tone phone, call (202) 482
4811. 

Telephone and visitor counseling services 

• 	 You can expect prompt, 
courteous service and accurate 
information. 

• 	 If your transaction is not within 
our jurisdiction, you will be 
referred to the appropriate 
Agency. 

.• 	 If you request written materials, 
we will mail or fax them within. 
24 hours of rec~iving your 
request. I 

COMMERCE 
BUREAU OF THE CENSUS 

Data Users Services Division 
Provides a variety ofproducts and 
services hased all Census data. 

• 	 Phone calls. We will answer 
phone calls to the standard 
Customer Services telephone 
number (301-763-4100) within 
one minute after the introductory 
message ends. 

• 	 Shipping orders. We will ship 
items for off-the-shelf orders 
within one working day. 

• 	 Custom orders. We will ship 
orders for custom products as 
stated by the customer service 
representative. 
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• 	 Court~sy. Our telephone 
reference staff will be courteous, 
knowledgeable, and businesslike. 

• 	 Guarantee. We guarantee that 
you will be happy with our 
product or you can return it for a· . 
full refund within 30 days. 

• 	 Complaints and questions. 
Customers phoning or faxing a 
complaint or inquiry will receive 
an initial response withi~n three 
hours. All problems will be 
resolved within one working day. 

COMMERCE 
BUREAU OF THE CENSUS 
Foreign Trade Division 

Provides accurate and current 
il?jr)rmation ahout u.s. foreign trade 
aclivity. 

. Telephone inquiries: 

• 	 We will answer every phone call 
(responses may be delayed on the 
day statistics are released). 

• 	 We will be courteous. 

• 	 We wi!! provide the most current 
information on U.S. foreign trade 
to meet customer needs. 

Customized tabulations: 

• 	 We will process most' orders for 
customized tabulations and 
provide the results within 48 
hours after we receive them. 
(During press release times, 
results will be provided within 
seven days). 

• 	 We will thoroughly explain the 
content of available databases and 
the cost of report options. 

• 	 : We will charge you no more than 
the cost of doing the customized 
work. 
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Standard subscriptions: 

• 	 We will offer you a standard 
subscription if it is appropriate to 
your request for foreign trade 
information. . 

• 	 We will thoroughly explain the 
content of the subscription 
products and the cos~ of report 
options. 

• 	 We will mail your subscription 
each month as soon as the foreign 
trade statistics are released: 

user-selected commodity reports on 
the day of release\ 

press release and supplemental data 
(FT -900) on the day after release 

detai1ed CD-ROMs and other 
standard tabulations within seven days. 

COMMERCE 
ECONOMICS AND STATISTICS 

ADMINISTRATION 

STAT-USA 
Produces, distributes, and assists 
other government agencies in 
prodUCing world-class husiness, 
economic, and government 
il?formation resources thaI u.s. 
husinesses and the public can use to 
make intelligent and informed 
decisions. . 

Files on the Economic Bulletin Board (EBB) 
and ·STAT-USAlFax: 

• 	 We will post all files with official 
release times on the EBB and 
STAT -USAIFax within 30 
minutes of receipt from the 
originating agency. 

Order Fulfillment: 
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• 	. We will ship in-stock CD-ROM 
orders within one business day 
after we accept the order. 

• 	 If we do not ship your order 
within one business day of 
acceptance, we will, upon 
request, provide you with a free 
CD-ROM or extend your order 

I by one month. 

• 	 Users who order a new EBB or 
ST AT -USAlFax subscription 
with a valid credit card over the 
phone will receive a user id for 
immediate access during that 
phone call. 

• 	 ST AT -USNInternet 
subscriptions will be valid within 

I four hours of the phone call. 
I 

i 
Techhical Assistance' I 	 . 

• 	 All technical assistance calls will 
be resolved within four business 
hours. If the problem requires 
more time to resolve, we will 
keep you posted ofour progress. 

• 	 Ifyou forget your EBB or 
STAT-USN Internet passwords, 
please give us 24 hours to 
identify it. We will call the owner 
of the account back with the 
information. 

• 	 We will do our best to answer 
your questions. If we do not 
know the answer, we will direct 
you to someone who does. 

I 

Billinw 

• 	 For our EBB subscription 
service, we will include renewal 
charges in your trimester bill. 
You will have 30 days after the 
date of the first bill to return 
payment to us. If you cannot 
return payment to us within this 

. time period, we reserve the right 
to deactivate your account. 
However, please contact us if you 

. need additional time and we can 
extend the grace period. 

• 	 For all other subscription 
services, you will receive a 
reminder to renew the 
subscription roughly 45 days in 
advance of the subscription 
expiration date. If we do not 
receive payment from you, we 
will stop the subscription. 

• 	 All billing and fulfillment 
problems will be resolved within 

. two business days. Billing and 
fulfillment personnel" will be 
availab.le for direct phone support 
between the hours of 1 :00 am and· 
4 :00 pm (EDT) each business 
day. 

You can expect us to: 

• 	 Give you our name when we 
answer the phone or write to you. 

• 	 Be polite, considerate, open, and 
honest. 

• 	 Give you accurate information 
about our products and services. 

• 	 Apologize if we get things 
wrong, explain what happened, 
and make things right. 

• 	 Deliver our services fairly and to 
the same high standards to all our 
clients, regardless of sex, race, 
disability, religion, and age. 

COMMERCE 
INTERNATIONAL TRADE 

ADMINISTRATION 
International Trade. 

To encourage, assist, a~d advocate 
Us. exports; To ensure US. 

I 
I 
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husiness has equal access fa foreign 
markets: To enahle US. husinesses 
to compete againsl 1I1!fairly traded 
imports. 

Trade Information 

We will: 

• 	 Provide a 24-hour toll-free 
number, 1-800-USA-TRADE, for 
your use in requesting 
informatiori. 

• 	 Provide the information you seek 
the first time you call. if we can't 
provide the information you seek, 
at the time ofyour call, we will 
let you know when to exp~ct our 
response. 

• 	 Offer a choice, whenever 
possible, of your preferred 
information format and method of 
delivery. Options may include 
hard copy publication, electronic 
format (e.g., NTDB on CD-ROM 
or Internet) and FAX-on
demand. 

• 	 Use your feedback to tailor our 
. information to your needs. 

Trade Promotion and Exporter Services 

We will: 

• Refer you to the appropriate 
. specialist promptly and 
accurately. 

• 	 Inform you when to expect 
delivery of a product or a service 
that you request. 

• 	 Tell you immediately about any 
fees relating to a product or 
service that you request. 

Fair Treatment Under U.S. Trade Laws 

We will: 
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• 	 Provide you with simple guidance 
for filing a petition or a zone 
application. 

• 	 Provide a point ofcontact when 
you file an AD/CVD petition or a 
zone application. You can 
receive status on your filing 
during our business hours (8:30 
a.m. - 5:00 p.m.). 

• 	 Make available public case 
records on any AD/CVD 
proceeding in our Central 
Records Unit or provide a copy 
of the record' at cost when you 
call (202) 482-1780. 

• 	 Provide you with a preliminary 
determination on an AD/CVD 
petition within '120 days, barring 
extraordinary circumstances. 

COMMERCE 
MINORITY BUSINESS DEVELOPMENT 
AGENCY 

Business Assistance 
To ensure that entrepreneurial and 
b!'siness talent in minority 
communities is used for the henefit 
ofall Americans. 

Our Customer Service Standards: 

• 	 We will provide you with all of 
the information you may need to 
understand MBDA programs and 
other minority business 
development programs that may' 
help you. 

• 	 We will respond to telephone 
calls by saying at a minimum, 
"good morning or good 
afternoon, MBDA, may I help 
you?" Telephone inquiries will be 
returned within 24 hours. 

• 	 We will respond to written 
inquiries within six work days or 
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within the time frame specified by 
the writer.. Responses will be 
clear and concise. 

, 
I 

We re'cognize that our relationship with 
funded orQ:anizations needs improvement. 

I 	 ~ 

Therefore. we are committed to the 
following: 

:. 	more frequent training of regional 
staff who are responsible for 
starting the new and renewal 
processes for awards. This will 
assure that awards are processed 
correctly and in a timely manner 
to preclude loss of continuity 
within the service area. 

I 

;. 	resolvingaH conflicts or disputes 
, I 

in a professional and cooperative 
manner. 

I. 	not req'uesting funded , 
organizations to perfonn tasks 
that are not part of the approved 

I. applying performance standar!1s 

award document. 

in a consistent and standard 
mann'er with no exceptions. 

i. 	We will ensure all employees 
receive training on understanding 

, the importance of customer 
service standards. 

I 
:. 	We will conduct annual surveys 

among employees to collect I 
innovative ways to better serve 

I 
i 	 our customers, 
I' 
I 

I 
COMMERCE, 
NATI0NAL INSTITUTE OF STANDAR.DS 

,AND TECHNOLOGY 
Standard Reference Materials (SRMs) 

I 
t Develops and distrihutes Standard 
, Reference Materials (SRMs) for use 
il1 the co11lrol (?fproduction 

( : 
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processes and in measurement 
assurance programs. 

Body: 

• 	 We will deliver SRMs to you 
within 24 hours of order upon 
request. 

• Your call to order SRMs will be 
answered within 30 seconds. 

• 
, 

We will work with our customers 
to ensure that SRMs: 

permit you to attain more accurate 
measurements; 

serve as an industry-wide standard 
for commerc~; and 

are highly characterized materials 
useful to science, industry, and government. 

COMMERCE' 
NATIONAL INSTITUTE OF STANDARDS 

'AND TECHNOLOGY 

National Voluntary Laboratory 
Accreditation Program 

Provide world class accreditation 
services in the testing and marketing 
services market. 

Our Commitment To You 

• 	 As an accredited Laboratory, you 
will receive a certificate of 

, accreditation that attests to the 
fact that you have been assessed 
to the requirements of ISO Guide 
25, an internationally recognized 
guide to the detennination of 
competency of testing and 
calibration laboratories. 

• 	 You will also be certified as 
having met the relevant 
requirements of ISO 9002 as a 
supplier of test or calibration 
results. 
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., 	You will also receive a scope'of 
accreditation which lists all of the 
test methods or calibration 
capabilities, including best ' 
-measurement uncertainties, for' 
which you have been accredited, 

• 	 We will make every attempt to 
improve the quality of our 
services to you on a continuous 
basis, 

• 	 We welcome your input as to 
ways in which we can better 
serve you through any of the 
communication modes which are 
listed in our brochure, 

• 	 ,We will work to obtain' 
international recognition of the 
NVLAP program so that tests or 
calibrations performed in your 
laboratories will be recognized in 
the international market place. 

COMMERCE 
NATIONAL OCEANIC AND 

ATMOSPHERJC ADMINISTRATION 
Aeronautical Charts and Related Data 

Provides aeronautical chart products' 
and sen'ices. 

We promise: 

• 	 To provide you products with no 
defects, 

• 	 To work closely with,the, Federal 
A viation Administration and the 
Defense Mapping Agency, 
through the Interagency Air 
Cartographic Committee, to 
maintain and develop aeronautical 
chart specifications for your 
existing and emerging charting 
needs, 

• 	 To preserve our perfect record of 
meeting all print cycles and to 
continue to meet our high
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quality, printed image standards 
of+.003 accuracy. 

• 	 To deliver aeronautical and 
nautical products to you who are 
our domestic customers within 

,two weeks of receiving your 
order. 

• 	 To ensure we have appropriate 
stock quantities of products, 
while minimizing costly 
condemnation of obsolete 
products. 

, 

To reply to your inquiries in a timely manner 
by: "" 

• 	 responding, the same business ," 
day, to your telephone inquiries 
about obtaining our products; 

• 	 responding to your recorded 
messages on our 24-hour toll-free 
customer service lines within 
three working days; and 

• 	 .responding to written 
correspondence (other than 
orders f9f products) within three 
weeks: 

To promote our understanding of your needs 
and your awareness of our products and 
services by: 

• 	 continuing to hold a workshop 
for NOS Chart Agents 
approximately every 18 months; 

• 	 actively participating in a wide 
variety of conferences, 
committees and workshops; 

• 	 marketing our products and 
services at air shows and 
technical conferences; 

• 	 conducting professional surveys 
as needed; and 
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, 
• 	 continuing our outreach program 

to aviation schools, flying clubs, 
and the general public. 

• 	 To always be polite, .considerate, 
and honest, and to ensure our 
products and services meet or 
exceed your exp~ctations. 

.• 	To apologize to you when things 
) 

go wrong, explain what 
happened, and do our very best 
to correct the problem promptly. 

COMMERCE 
i 

NATIONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRATION 

Geodetic Data and Related Products 
I[ P,rowdes geodetic data, aerial 
. photographs. applications software. 
i lmd related publications and 

. I services. 
We wilJ be: 

!. Working closely with the Federal 
'I Geodetic Control Subcommittee 
I 

of the Federal Geographic Data 
Committee to develop standards 
and specifications to guide you in 
conducting geodetic and 
photogrammetric surveys., 

I. 	 Using the highest standards of 
quality, service, and integrity to 
improve our responsiveness to 
user requests, We will 
investigate~ evaluate, and pursue, 
where feasible, the newest 
developments in surveying 
technology, database systems, . 
and telecommunications, as well 
as programs for the transfer of 
technology, to enable our 
customers to accomplish their 
missions in a more efficient and 
cost-effective manner, 

. I 
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• 	 Delivering geodetic data products 
to our domestic customers within 
one week of receiving your order. 

• 	 Ensuring we have appropriate 
stock quantities of products, 

• 	 Responding the same business 
day to your telephone requests 
for our products. 

• 	 Responding to your telephone 
messages within one working 
day, 

• 	 Supporting professional 
workshops on geodetic surveying 
and related activities nationwide 
through cooperative 
arrangements with universities, 
professional societies, and state 
license boards . 

• 	 Participating in a wide variety of 
conferences, committees, and 
technical workshops, 

• 	 Continuing our outreach program 
to schools, professional societies, 
and the general public. 

• 	 Being polite, considerate, and 
honest, and ensuring our 
products and services meet or 
exceed your expectations. 

• 	 Doing our best to correct a 
problem promptly if things go 
wrong. 

, 

COMMERCE' 
NATIONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRATION 

National Marine Fisheries Service 
Responsible for the stewardship of 
the nation's living marine resources. 

We will provide service by: 

• 	 Developing, evaluating through 
client testing, and implementing 
more efficient and easy-to-use 
data access technologies such as 
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, 
menu-driven computer interfaces 
and facsimile transmissions of 
perishable data. 

• 	.. Developing of new statistical 
databases and reports driven by 
analyses of customer requests 
obtained through symposiums 
and workshops. 

• 	 Including stakeholders in the 
development of n.ew statistical 
data collection systems, including 
long-range strategic planning 
efforts ·for fisheries· statistics in 
partnership with. our state and 
federal counterparts. 

• 	 Regularly polling user needs and 
customer satisfaction through 
customer, sUrVeys; participation in 
or. conduct of workshops, 
advisory panels, or committees 
on statistics. 

• 	 Maintaining multiple oral and 
written, in-person and electronic 
means of communication to our 
users, such as newsletters, 
electronic mail forums, and face
to-face meetings to promote a 
healthy dialogue and hear the 
voice of our customer. 

COMMERCE 
NATIONAL TECHNICAL INFORMATION 

SERVICE 

FedWorld (Note to Copy Edito~: TM 
\. needed after this) On-Line System 

AcIs as all il?formalioll 
c/earill[:hollse 

• 	 Your access to FedWorld (Note 
to Copy Editor: TM needed after 
this) will continue to be provided 
at no charge. 

• 	 Products you order by credit card 
for download will be delivered 
within 30 seconds. 

• 	 Your calls to the Help Desk will 
be answered by a person, not a 
recording, 24 hours a day. 

• 	 We will continue to make 
information accessible in 
whatever electronic formats meet 
your needs and expectations. 

COMMERCE 
OFFICE OF SMALL AND 

DISADVANTAGEDBUSINESS 

UTILIZATION 
Small and Disadvantaged Business 
Utilization 

Responsible/or assisting the small. 
minority. women owned and 8(a) 
concerns in locating suitable 
contracting opportunities 

Our Customer Service standards are: 

• 	 We will always be courteous, 
. polite, forthright, and respectful. 

• 	 We will answer your phone calls 
promptly. 

• 	 We will provide you with 
information which is accurate, 
current, helpful, useful, relevant, 
and timely. 

• 	 We will answer your letters and 
inquiries within five days. 

• 	 We will be prompt and well 
prepared for our scheduled 
appointments. 

• 	 We will provide you with specific 
information that is most useful to 
you. 

• 	 We will always provide you with 
the name and telephone number 
of the person who can assist you. 
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• 	 We will apologize to you if we 
make ·an error, explain what 
happened, and then make things 
right. 

CO'MMERCE 
OFFICE OF TELECOMMUNICATIONS 

AND! INFORMATION APPLICATIONS 
NTIA, - information 

I Assist state and local governments, 
, 	 education and health care entities. 

lihraries, puhlic service agencies. 
and other groups in effectively using 
telecommunications and information 
technologies 10 henet provide puhlic 

, services and advance other national 
: goals. 

Commitment to customers: 

I • 	 We will provide you with all the 
information you need to 
understand these programs and to 
apply for funds. Our goal is to 
respond to requests for 
information within five business 
days. ' 

, • 	 Program staffwill be available at 
any step of the application 
process to provide technical ' 
assistance and to help ensure that 
your project proposal meets 
funding requirements. 

!. 	Notices of availability of funds, 
funding criteria and eligibility 
requirements will be widely 
disseminated through mail, 
electronic mail and Internet 
services such as the World-Wide 
Web to keep you informed about 
these grant programs. 

I. 	Customers can subscribe to 
electronic mailing lists to 
automatically receive ~imely 
information updates from the 
grant programs. 
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• 	 Information about all successful 
applications from previous grant 
rounds will be available by mail, 
and will be posted on the Internet 

, to help you prepare your 
application. 

• 	 The grant programs will conduct 
seminars and participate in trade 
shows and conventions to 
provide timely information and 
answer your questions. 

COMMERCE 
PATENT AND TRADEMARK OFFICE 
Issuance of Patents and Trademarks 

Examines and issues patents and 
trademarks. 

• 	 We will treat our customers with 
courtesy each time they contact 
us and, if appropriate, will direct 
them promptly to 'the proper 
office or person. 

• 	 If an employee being called is not 
available, they will return the call 
by the next business day or, if 

. requested by the caller, an 
alternate point of contact will be 
provided. 

• 	 We will ensure that our written 
communications clearly set forth 
the technical, procedural, and 
legal position of patent examiners 
and trademark examining 
attorneys. 

'. 	Our correspondence with 
customers will be legible and of 
good print quality. 

• 	 We will widely disseminate 
information about changes in 
practice and procedures to ensure 
that both employees and our, 
customers know about changes 
prior to their effective date, 
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• We will respond to status letters 
'.. within 30 days from the date 

registration within three months 
of the filing date .. 

received. • . We will make a determination of 
the registi .. Jility of trademarks 

Patent standards: within 13 months of receipt of the 

• 	 We will deliver facsimile 
transmission 'of properly 
addressed papers marked 
"Informal" or "Draft" to the 
examiner within one business day. 
F acsimiJe transmissions of 
properly addressed formal 
amendments aftedinal rejection 
will be matched with the 
appropriate files and delivered to 
the examiner within three 
business days of receipt. 

• 	 We. will correctly generate and 
mail a notice indicating the 
application number, date of filing, 
and the title of invention for 
complete, standard applications. 
These notices will be mailed 
within 19 calendar days of receipt 
.of the application. . 

• 	 We will conduct a thorough 
search of relevant U.S. patents, 

. foreign patent literature, and non
patent literature contained in our 
search files and, where 
appropriate, a reasonable search 
of other non-patent literature 
during the patent examination 
process. 

Trademark standards: 

• We will correctly generate and 
.mail filing notices within 30 days 
of receipt with a goal of reducing 
the processing time to 14 days by 
September 30, 1995. 

• 	 We will examine new applications 
and provide a written first 
communication regarding 
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application in the PTO. 

.• We will issue correct Notices of 
Abandonment within 45 days of 
the date the file was abandoned. 

• 	 We will issue correct Notices of 
Publishment within 30 days of the 
date the file is approved. 

• 	 We will mail correct certificates 
of registration within seven days 
of , the date of registration. 

DEFENSE 
DEFENSE FINANCE AND ACCOUNTING 

SERVICE 
Invoice Processing and Dispersal 

The c;entral financial and accounting 
office for the Department ofDefense 

We will provide prompt and accurate service 
for contractors/vendors: 

• 	 We will pay standard commercial 
invoices in 30 days . 

• 	 We will make progress payments 
in five to seven days. 

• 	 We will pay cost vouchers in 12 
to 14 days. 

• 	 Interest penalties will be paid 
below .02% of dollar value of 
payments. We will take cost 
effective discounts (discount 
payment terms less than 30 days 
when beneficial to the 
government). 

DEFENSE 
DEFENSE LOG1STICS AGENCY 

Defense National Stockpile Center Sales 
Sells excess military eqUipment. 
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• We will answer customer 
telephone inquiries quickly and 
efficiently, The goal is to answer 
them no later than the next 
business day, 

i. We will answer mail inquiries 
within three business days, 

• 	 We will notifY depots the same 
day that an award is made, This 
enables the depot to immediately 
prepare goods for shipment with 
a goal to have material ready for 
shipment within two business 
days of the award, 

I 

ENERGY 
ECONOM1C PRODUCTIVITY BUSINESS 

LINE! 

Office: ofResearch and Development 
Management 

, , Develop integrated program plans 
\'l1al improve partnerships in a 
imeasurahle way; work wjth public 
:andprivale husiness networks to 
ireach small husinesses; streamline 
!our parlnership process hy reducing 
:(\/{.:Ie time, CUlling red tape and 
i heill~ nlore responsive to customer' 
[.lwed\' and expectalioJlS. 

I. 	 Effectively immediately, 
Cooperative Research and 
Development Agreements will be 
processed in less than 16 weeks 

, on average,· 

•• Effective immediately, we will 
devote.no less than 15% of the 
department's research and 

, development resources toward 
partnerships with the private 
sector. 

• 	 Increase grants to minority 
education; increase contracts with 

I 

I 
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small, minority and women
; owned businesses, 

ENERGY 
ENERGY RESOURCES BUSINESS LINE 

Office of Energy Efficiency and 
Renewable Energy 

To advance the nation's capability to 

deliver clean, effiCient,' reliable, 
equitable, and cost-effective energy 
services to the American people. 

• 	 Establish 12 new Cooperative 
Research and Development 
Agreements with the automotive 
industry to develop cleaner cars, 

, with the goal of increasing 
transportation energy efficiency, 
lowering air pollution levels, and 
reducing the nation's dependence 
on imported oil, by October 
1995. 

• 	' Implement climate change 
programs to reduce domestic 
greenhouse gases by 4% by the 
year 2000. 

• 	 Provide funds for weathering 
126,000 homes and upgrading 
1,3 50 schools and hospitals by 
October ]995, 

• 	 Increase the use ofclean 
domestk natural gas to an 
estimated 22 trillion cubic feet. 

• 	 Create 20,000 new jobs through 
the implementation of energy 
efficiency programs that promote 
private sector investment by 
October '1'995. ' 

ENERGY 
OFFICE OF ENVIRONMENT SAFETY AND 

HEALTH 
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Achieve excellence in environmental, 
safety, and health activities and. 
timely implementcllio11. 

• 	 Maintain safe facilities 

• 	 Demonstrate openness and take 
responsibility for our actions. 

• 	 Share technology advancements. 

{ 

ENVIRONMENTAL 

PROTECTION A'GENCY 
Enforcement Inspections and Compliance 
Assistance 

Ensures compliance with 

eJ/vironmelllallaws. 


EPAwiJl finalize these draft standards after 
consulting with our customers in the coming 
year .. 

Compliance Assistance Centers: 

• 	 Assistance Centers will be 
accessible by computer 24 hours 
a day or by phone from 8:00 am 
until 5:00pm EST. 

• 	 Metal Finishing Assistance 
Center: The centers' World Wide 
Web site and fax.;back option is 
available 24 hours a day. Callers 
may speak with a representative 
between the hours of 8:00am and 
5:00pm EST. Web connection 
will be immediate whlIe phone 
connection will depend on the 

. volume of callers at a given time. 

• 	 Customers questions will be 
answered an,d requested materials 
provided within 

one week of request. 

• 	 Metal Finishing Assistance 
Center: Customers using the web 
site will get materials instantly, 
queries to any list server will be 
answered within one week. 
Faxed materials will arrive within 
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one day of request. Telephone 
inquiries will receive responses 
within five business days. 

• 	 Customers will be referred to 
other assistance providers and 
given their name and phone 
number, who can better and fully 
respond to their needs (where 
possible).. 

• 	 Metal Finishing Assistance 
Center: The centers will have an 
established referral system to 
provide customers with a 
road map to receive the proper 
service .. This road map will 
include subject experts as well as 
other web servers providing 
customer services. 

• 	 Assistance providers will answer 
questions and provide materials in 
a courteous, helpful and 
"rofessional manner. 

Compliance Assistance Field 
Representatives: 

• 	 Requests for field assistance will 
be provided in a timely manner, 
taking resource constraints into 
consideration. 

• 	 Field representatives will be 
technically kn~wledgeable; know 
regulatory requirements well; and 
be courteous, helpful and 
professional. 

Compliance Inspectors: 

• 	 Inspectors will' make clear who 
he or she represents and the 
purpose of the visit. 

.'Inspectors will be technically 
knowledgeable; understand the -. 
regulatory requirements that 
apply to the facility; and be 
courteous and professional. . 
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ENVIRONMENTAL 
i 

PROTECTION AGENCY 
Envi~onmental Permitting 

: Regulates waste disposal and 
: discharges into the air, water, and 
: .Iand. 

EPA \.viII finalize these draft' standards after 
cons~lting with our customers in the coming 
year. ! 

I 
! 

For the public, state, tribal and Local 
permitting authorities, and permittees: 

i • 	 We will prepare permits that are 
clear, fair, appropriate and 
effective. 

• Our permitting staff will treat you 
. with professionalism and 
courtesy. Our staff will be 
knowledgeable, responsive, 
cooperative and available. 

F or d~legated state, tribal arid local 
I 

I. 

programs: 

!. We will conduct relationships 
with you that are characterized by 
partnership, open and honest 
dialogue, efforts to empower you 
to the extent feasible and 
appropriate, and sensitivity to 

Ii your needs and concerns. 

We will work with you to 
continually improve our 
delegation processes, so that they 
are efficient, effective, and as 
non-burdensome as possible. 

i ~ 

EN\':IRONMENT AL 

PROTECTION AGENCY 
Pestic;de R~gistration 

! Provides pesticide registrati~m
Iilllormalioll . .
I . 
j 
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EP A will finalize these draft standards after 
consultino with our customers in the coming o. . 
year. 

• 	. We will be courteous, accurate, 
and helpful in all dealings with 
our customers. 

• 	 . We will answer telephone calls 
within 24 hours of receipt, when 
possible. If the person receiving 
the call cannot fully respond, the 
customer will be forwarded to 
someone who can; 

• 	 We will try to answer all 
correspondence within I a 
working' days of receipt. 
However, if our customers have 
raised questions which require 
extensive research to answer, it 
may take us longer. If-we cannot 

J 	 provide a complete reply 
promptly, we will contact the . 
customer within the I a-day 
period to explain why and when 
they may expect a full response. 

• 	 We will seek opportunities to 
involve all affectt::d stakeholders 
prior to major regulatory or 
policy decisions. 

• 	 We will provide clear and 
accurate information about the 
policies and procedures for 
pesticide registrations and re
registrations. 

• 	 We will process applications and 
complete evaluations as promptly 
and as efficiently as possible 
without compromising either 
scientific quality or health and 
safety considerations. 

• 	 'We will ensure that we meet our 
statutory responsibilities to 
provide customers with easy 
access to all available information 
on pesticides. 
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• 	 We will proactively involve 
regions and states prior to 
establishing major policies or 
making major regulatory 
decisions affecting them. 

• 	 We will undertake periodic 
surveys to find out what our 
customers think of our service 
and how we could make further 
improvements. 

ENVIRONMENTAL 

PROTECTION AGENCY 
Rulemaking 

Provide assista11ce and information 
i11/he regulatory development 
process. . 

EPA will finalize these standards after 
c6nsuIting with our customers in the coming 
year. 

• 	 We will ensure that customers 
have input to the rule 
development process by 

. conducting public forums and 
using electronic media and other 
forms of communication. 

• 	 We will write rules so they can be 
understoo~ by the people who . 
use and implement them. Rules 
should be tailored to the legal 
technical knowledge and 
resources available to those 

. affected. 

• We will work to ensure that all 
members of the regulated 

.community know what is 
expected of them. To the extent 
possible, we will notifY all known 
parties who must comply with the 
rule through written or electronic 
media. 

• 	 We will include in the preamble 
of all Federal Register notices 
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accompanying a proposed or final 
rule, a plain English explanation . 
summarizing the problem the rule 
is trying to solve, a summary of 
what the rule requires, anq a 
short explanation of how the rule 
solves the problem. 

ENVIRONMENTAL. 

PROTECTION AGENCY 
Voluntary Programs 

Promotes innovative ways to 
complement traditional regulatory 
approaches to environmental 
protection by emphasizing pollution 
prevention, common sense, flexibility 
and economic performance. 

EPA wiIl final~e these draft standards after 
consulting with our customers in the coming 
year. 

• 	 We will always treat our 
customers with professional 
courtesy and respect. 

• 	 We will proactively provide our 
customers accurate, up-to-date, 
and reliable information, 
products, and services, including 
high quality documents and 
publications. 

•. 	We will actively listen to our 
customers' concerns and needs 
regarding our services and will 
develop technical assistance 
services designed to address 
those needs and concerns. 

• 	 We will ensure that inquiries will 
be referred to the right office and 
individual in EPA, or beyond 
EPA., if appropriate. We will 
encourage customers to report 
back on unsuccessful referr31s. 

• 	 When possible, we will make 
every effort to respond to 
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inquiries for information 'within . 
two business days and for more, 
complex inquiries within five 
business days. 

: 
i 
. We will strive to make 

. information available through 
i various channels, including 
I' electronic media, faxes, and 

intermediaries such as state 
assistance organizations, trade 
associations, and state agencies. 

:. 	We will recognize, reward, and 
publicly acknowledge the. 
accomplishments of our 
customers who achieve success in 
voluntary programs. 

!. 	 We will make every effort to 
streamline and make customer 
reporting requirements as 
practical and least burdensome as 
possible. 

EQU~L EMPLOYMENT 

OPPORTUNITY COMMISSION 
Charging Parties 

!ll1vesligales alld litigates charges of 
,employmel11 discrimination in 
'privale andpuhlic (including 
federal) .~·eclor.,·: and conducts 
trainil1g and il~rOrmali(}nal activities 
.for employers. IIllions, and 
I . .•
commllmfy orgamzallOns. 

As a Chiarging Party, you can expect us to: 

• Treat you with respect and 
I dignity.
I 

, 	 Look at all the way we do 
business and the way we related 
to you and others asking for our 
help. We want to find ways to 
improve the quality and speed of 
our services, 

~ 	 Involve you to help us understand 
what you want, what you need, 
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and what you think about the way 
we serve you .. 

• 	 Support our front-line employees 
by giving them the tools and 
knowledge they need to provide 
the best possible service . 

• 	 Strengthen our commitment to 
customer service. 

EQUAL EMPLOYMENT 

OPPORTUNITY COMMISSION 
Respondents named in charges 

Investigates and litigates charges of 
employment discrimin.ation in 
private andpublic ( including 

. federal) se'ctors; atidconducts 
training and informational actiyities 
for employers, unions, and 
community organizations. 

Businesses can expect us to: 

• 	 Treat you with respect and 
, dignity. 

• 	 Look at all the ways we do 
business and the way we relate to 
you and other respondents. We 
want to find ways to improve the 
quality and speed of our services. 

• 	 Involve respondents like you to 
help us understand what you 
want, what you need, and what 
you think about the way we serve 
you. 

• 	 Support our front-line employees 
by giving them the tools and 
knowledge they need 'to provide 
the best possible service to you. 

• 	 Strengthen our commitment to 
customer service. 

EXPORT-IMPORT BANK OF 

THE UNITED STATES 
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International Business Development, 
Lending Divisions, and Insurance 

Helps If'ilhfinancillg exports of u.s. 
good.. and service.... 

We promise to: 

• 	 Respond to telephone inquiries 
. within 6 business hours. 

• 	 Respond to' fax and letter 
inquiries within 2 business days. 

• 	 Screen 100% of incoming 
applications within 3 business 
days and inform customers within 
24 hours of any additional 
material that. may be needed. 

• 	 Process 1 00% of Letters of 
Interest for medium~term 
transactions within 7 business 
days. 

• 	 Process 85% of short~term 
applications within 2 weeks of 
receipt. (All remaining customers 
will be informed biweekly on 
progress until their matters are 
resolved.) 

• 	 Renew 90% of our multibuyer 
insurance policies before the 
anniversary date. (All remaining 
customers will be informed 
biweekly on progress until their 
matters are resolved.) 

• 	 Process 100% of all Preferred 
Lender Program transactions 
within 10 business days. 

• 	 Achieve action on complete 
applications for preliminary 
commitments and final 
commitments under the direct~ 
loan or guarantee programs on: 

• 	 90% of Loan Committee cases 
within 4 weeks. (All remaining 
customers will be informed 
biweekly on progress until their 
matters are resolved.) 
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• 	 75% ofBoard cases within 6 
weeks. (All remaining customers 
will be informed biweekly on 
progress until their matters are 
resolved.) 

• 	 Provide 100% of customers with 
clear reasons for approval or 
denial within 2 business days of 
the final decision. 

Claims Division 

We promise to: 

• 	 ' Acknowledge claims within 2 
business days and inform the 
claimant of any additional 
information needed within 5 
business days 

• 	 . Present claims for resolution 
within 30 business days 

• 	 Process all cash receipt 
collections for claims within 20 
business days 

Public Affairs 

We.pro~se to: 

• Respond to 100% of public 
inquiries' within 24 hours. 

Compliance: 

• 	 The staff will provide the 
customer with clear reasons on 
100 percent of final decisions, 
both approvals and denials, 
within two business days. 

• 	 The staff will address customers' 
concerns within two business 
days of contact. 
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FEPERAL 
COMMUNICATIONS 

CdMMISSION', 
Cable Sen'ices Bureau 

i 	Promotes qualifY cable service at 
reasonahle rates. 

You :will· always be treated with courtesy, 
and can expect the following' standards of 
customer service when interacting with us:

! 	 . 
I 

Wheh you telephone: 

• 	 You will receive a response to 
your inquiry within one business 
day. 

• 	 You will be transferred no more 
than twice. If the issue is 
unresolved at the third contact 
point, we will obtain the 
information and return your call. 

• 	 If you are transferred during your 
call, we will explain your issue to 
the recipient of the transfer so 
you do not have to repeat the 
reason for your call. 

I 
I 	 .

So you know the appropriate person to 
I 

telephone: 

I • If you are uncertain whom to call 
for assistance; you can contact 
one of our customer service 
representatives at (202) 416
0856. 

• 	 If you would like a' copy of our 
Bureau directory, you can obtain 
one over the Internet, or, for a 
fee, from our copy contractor 
(202) 857-3800. 

i 

Whe~ we release information from the . 
Bureau: 

• 	 You can locate information on' 
certain Bureau activity including 
Notices of Proposed Rule 

i 
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, Making, Report and Orders, 
Memorandum Opinion and 
Orders, rules and public notices 
from'FCC Record, or Internet .(all 
or some ofwhich may be 
available in your local public 
library) or, for a fee, through our 
copy contractor. Our rules are 
available in the Code of Federal 
Regulations and Commission 
actions are reported in the 
Federal Register. 

• 	 You can obtain information 
through the following electroruc 
addresses: 

Gopher - gopher.fcc.gov 

World Wide Web 
http://www.fcc.gov 

FTP - fip.fcc.gov, log in as 
anonymous and use your e-mail address as 
the password. Publications are in the Ipub 
directory and succeeding subdirectories. 
Identify files of interest by downloading the 
index (found at the same level as Ipub )-and 
searching for key words. 

• 	 , Fact Sheets on cable regulations 
. can be obtained through the use 
of "Fax on Demand", Internet, by 
contacting our customer service. 
representatives, or, for a fee, 
through our copy contractor. 
Examples of the types of Fact 
Sheets available include: 

The Consumer's role in Rate 
Regulation 

Where to File Complaints Regarding 
Cable Service 

Subscriber Signal Quality Standards 
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. Customer Service Standards 

Contacting the Cable Services Bureau: 

To better answer your questions, we have 
established the following telephone numbers: 

Rate complaiIit form hotline (202) 
416-0902 

Local franchising authority hotline 
(202) 416-0940 

Small systems hotline (202) 416
0818 

General information on cable 
regulations (Spanish language) (202) 418
2226 

. ( . 
Customer service representatives 

(202) 416-0856 

FCC fax-on-demand (202) 418-2830 

FCC duplicating contractor 
(International Transcription Service, Inc.) 
(202) 857-3814 

If you are seeking additional information. or 
have questions or concerns, please call our 
Office of Government and Public Outreach 
@ (202) 416-0800. 

FEDERAL 
C01\11\1UNICA TIONS 

COMMISSION 
Common Carrier Bureau 

Provide communications guidance to 
the general puhlic. businesses. nOll

prl?fit institutions and government. 
You will always be treated with courtesy and 
can expect the following standards of 
customer service when interacting with us: 
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When we rel~ase information from the 
Bureau, we will: 

• 	 Make all· short documents of five 
pages or less (e.g., press releases, 
public notices, and fact sheets) 
available through domestic "fax
on-demand" and international fax 
on a case-by-case basis. 

• 	 Place a copy of aU late releases 
behind the glass outside the press 
office so the communications 
public knows of all released 
documents. 

• 	 Make Bureau decisions and 
outgoing public documents 
available within 24 hours of 
release. 

During the rulemaking process, we will: 

• 	 Respond within three business 
days to part 61 waivers; three to 
five business days to requests for 
time extensions; two business 
days for special temporary 
authorities; and fifteen business 
days to part 68 applications; these 
items are routine, within the 
Division Chief's delegated 
authority, and do not have to be 
put out for public comment. 

• 	 Respond within six weeks to non
routine public initiated items 
(other than complaints) that are 
within the Bureau Chief's 
delegated authority.· . 

• 	 Respond within nine months to 
non-complex public initiated 

. items (other than complaints) that 
are within the Bureau Chief's 
delegated authority, but for which 
public notice and comment are 
needed. 
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• 	 Respond within twelve months to 
complex public initiated items 
(other than complaints) that are 
within the Bureau Chief's 
delegated authority, but for which 
public notice and comment are 

, needed. 
j.,. Assign items for resolution to an 

appropriate division for handling 
within two weeks of receipt. 

• 	 Consider alternative dispute 
resolution and negotiated 
rulemaking before moving to 
conventional methods of 

. ! resolving contested decisions. 
i 
I 

When we receive information from the 
public,: we will: 

• 	 Assign a reference number, log 
the filing within 24 hours, and 
maintain the log for paper work 
received without a docket or 
division number. 

To streamline our forms, we will: . 

! • Periodically issue a public notice 
I of outdated reports, forms, and 
I other data requirements we can 

eliminate and invite comments on 
these and other candidates for 

, . elimination .. 

I. 	 Seek public input and coordinate 
! 	 within the FCC once the need for 

a new form or form change has 
been determined. 

I. 	 Make new or revised forms 
available to the public two 
months before· implementation 
and allow a transition period 
when possible. 

When you telephone, we will: 

. ~ Return your telephone call within 
one business day. 
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• 	 Provide an estimate of the time 
required to obtain an answer to 
your question if we are unable to 
respond when we first talk with 
you. 

• 	 Put a message on voice mail to 
indicate our unavaiiability when 
we are away from the Bureau for 
one day or more. 

• 	 State an alternative point-of
contact on our voice mail 
message at all times. 

• 	 Determine if a staff member is in 
before we transfer a call. If the 
person is not in, we will ask if 
you would like to leave a 
message, be transferred to voice 
mail, or be transferred to another 
person. 

When you do not know whom to call, we 
will: 

• 	 Implement an introductory voice 
. recording to aid the transfer of 
your calls to the appropriate 
person or organization. 

• 	 Maintain an enhanced functional 
listing, updated regularly, of 
Bureau personnel and place it on 
the Internet and bulletin board 
system. 

• 	 Provide updated functional 
listings to the duplicating 
contractor for distribution. 

When we process complaints, we will: 

• 	 Serve a defendant within 20 days 
of receipt of a formal complaint. 

• 	 Hold a status/settlement 
conference within 45 days from 
the time the formal complaint is 
served . 
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• 	 Complete processing of informal 
, complaints within 6 months, 

Helpful FCC numbers: 

FCC-State Line computer bulletin 
board (202)"418-0241 

Fax-on-Demand (202) 418-2830 

FCC Fax Forms System (202) 418

Commission's duplicating contractor 
(202) 857-3800 

Common Carrier Bureau 
Informational Requests (202) 418-1500 

Office of Public AffairslPublic 
Service Division (202) 418-0200 

Office of Public AffairslFee Hotline 
(202) 418-0220 

FEDERAL 
COMMUNICA TIONS 

COMMISSION' 
International Bureau 

Adminislers i11lernalional 

communicalions program 


You will always be treated with courtesy and 
can expect the following standards of 
customer service when interacting with us. 

To improve the policy and rulemaking 
process: 

• 	 We will use negotiated 
rulemaking, status conferences, 
or other forums to help narrow 
issues and develop solutions, 

• 	 We will make available 
electronically and through the 
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copy contractor a list of all 
pending matters not on an 
automatic schedule with the name 
of a contact person. 

• 	 We will respond within four 
weeks of Bureau receipt to 
routine public initiated items 
(other than complaints) that are 
within the Bureau Chiefs 
delegated authority and do 'not 
have to b~ issued for public 
comment (e.g., STAs, 
proformas). 

• 	 We respond within four months 
ofBureau receipt of non-complex 
public initiated items (other than 
complaints) that are within the 
Bureau Chiefs delegated 
authority; and Jor which public 
notice and comment are needed. 

• 	 We will respond within 12 
months ofBureau receipt of 
complex public initiated items 
(other than complaints) that are 
within the Bureau Chiefs 
delegated authority, and for 
which public notice and comment 
are needed. 

• 	 For complex items, we will hold a 
status conference within 30 days 
of the end of the pleading cycle 
and as appropriate thereafter to 
reevaluate the issues. 

• 	 We will provide you with 
information on the status of 
pending matters and a contact 
person within one business day of 
a telephone request 

To improve our existing policies: 

• 	 We will annually hold roundtable 
discussions open to the general 
public to gather recommendations 
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on policies and procedures that 
should be revised or eliminated. 

To streamline our processing requirements: 

! • We will act on routine 
I applications (except IOutine High 
I Frequency shortwave 

applications) tllat are uncontested 
and need no inter-governmental 
or inter-agency coordination 
within 60 days from the date of . 
the public notice; routine High 
Frequency shortwave applications 
will take 90 days from the date of 
the public notice because of 
required inter-government 
coordination. 

• 	 . If there is a question about your .' 
application, we will contact you. 
If additional information is . 

. needed, we will contact you 
before the comment period is 
o'ver consi'stent with ex parte 
rules. 

. . 
• 	 Wewill take action on all 

properly justified routine Special 
Temporary Authorities (STAs) 
within two business days of 
Bureau receipt. 

• 	 We will make available through 
public notice a list ofnecessary 
conditions for each type' of STA. 

• 	 We will place all acceptable 
applications on public notice 
within 10 business days of 
Bureau receipt. 

• 	 We will make 'earth station 
related application forms more 
user-friendly by streamlining, 
combining or eliminating 
elements: 

i • 
To imp'rove our records: 

I 	 . . 

j 
I, 
i . 
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• We will establish new procedures 
\ 

within the Bureau so our records 
and files are complete and 
accurate. 

• 	 'We will set up a reference library 
that has copies of all bilateral and . 
multilateral agreements to which 
the FCC is a party. 

When you telephone: 

• 	 If we are out of the office for 
more than one day, our voice 
mail messages will indicate our 

. absence and expected return. 

• 	. Our voice mail messages will 
specify an alternative point-of
contact or the option of accessing 
an operator by pressing zero. 

• 	 Unless on travel, we will respond 
to voice mail messages within one 

.. business day. 

.• 	 If your question is too complex 
to be answered at the first contact 
point, we will transfer your call to . 
an expert in the subject matter. 

• 	 Before we transfer your call, we 
will determine if the recipient of . 
the transfer is present to take the 
call. 

Contacting the.International Bureau 

If you have any questions or 
comments, please call our Bureau 
Ombudsman - Tom Sullivan, Assistant 
Bureau Chief, Management @ (202) 739
0444, who will respond to all customer 
concerns. 

The Daily Digest, news releases, 
speeches, and other Commission documents 
are available on the Internet and from the 
FCC's Fax-on-Demand system. The FCC's 
Internet address is: ftp.fcc.gov. 
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The Fax-on-Demand system can pe 
accessed by calling (202)418-2830. 

FEDERAL 
COMMUNICATIONS 

COMMISSION 
Mass Media Bureau . 

Provides access 10 'interference free . 
radio and television services lothe . 
public.. 

You will always be treated with courtesy and 
can expect the following standards of 
customer, service when interacting with us: 

To exped\te the processing ofour sales. 
applications: 

• 	 We will grant rqutine short form 
assignment and transfer. 
applications within five days of 
filing. 

• 	 We will grant uncontested routine 
long form assignment and transfer 
applications within 60 days of 
filing. 

• 	 We will dispose of8.ll non-routine . 
assignment and transfer . 
applications within 180 days from 
the date of filing, 

• 	 If there is a matter under 
c.onsideration by the Commission 
thatmay affect the timely 
disposition ofa licensee's 
application, we will so inform the 
parties within the aforementioned 
processing time frames. 

To help you understand our reporting 
req uirements: 

• 	 We will continue to provide brief, 
summaries of licensee obligations 
and requirements in informational 
brochures with the understanding 
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that polic:iesare constantly under 
review. 

• 	 We will develop and distribute an 
informational bro~hure of the 
most asked questions .. 

In terms of our policies and rulemakings:· 

• 	 We will periodically issue a public 
notice ofpolicies the Commission 
is considering for elimination or 
revision and invite comments. 

• 	 We will respond to petitions for 
. rulemakings in terms of the 

.. urgency and complexity of the 
issu~. Issues with opposing 
viewpoints can take longer to 
resolve. 

" 

.. ' To help small businesses get more involved: 

• 	 We will make state and local 
br9adcast groups aware of issues. 
affecting small businesses, 
including opportunities to 
participate :in rulemakings. 

When you telephone with a Mass Media 
Issue: 

• You will receive a response to 
r your inquiry within one business 

day. 

·.W~ wili determine if a staff 
member can address your issue 
hefore we transfer a call. 

• 	 You will be transferred no more 
than twice within the Bureau,. 

• 	 You will receive accurate and 
consistent information on FCC 
policy and rules. 

So you know the appropriate person to call: 

• 	 We will maintain an enhanced 
functional listing, updated 
regularly, ofBureau personnel. 
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• 	 We will provide updated 
functional listings through the 
Internet and the FCC copy 
contractor for distribution. . 

Whe~ a complaint is received by the staff 
respoinsible for enforcement actions: 

• We will pre-screen all complaints 
for merit before action is taken. 

• As to each such complaint, we 
.will decide whether to investigate 
within 'J 0 days after the complaint 
has been received. 

• 	 Ifwe decide to investigate an 
aliened rule violation based on a ::: , 

complaint, we will send a notice 
of inquiry letter to the station 
within 30 days. Ifwe decide not 
to investigate, we will dismiss the 
complaint within 30 days. ' 

Wheniwe release information from the 
i

Bureau: 
I • We will make information 
i available througti Fax-On

Demand at (202)418-2830, and 
I the Internet. 

i. 	You can use any of these Internet 
tools 

FTP - ftp.fcc.gov, log in as 
anonYlnous and use your e-mail address as 
the pa'ssword, Publications are in the /pub 
directbrv. and succeeding subdirectories: . 
Identi~f'files of interest by downloading the 
index (found at the same level as /pub) and 
searcHing for key words. I " . 

IGopher - gopher.fcc.go~ or use any 
gopher t6 get to "all the gophers in the' 
world':' then 'U.S.' then 'D.C' then 'FCC'. 

: World Wide Web
http://~,fcc.gov

i " 


I ' 
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Other Helpful Telephon,e Numbers: 

, Information regarding applications 
and licensing stations in the video. services: 
(202) 418-1600. 

Information regarding other 
applications iIDd licensing stations in the 
radios,ervices: (202) 418-2782. 

Inquiries about radio license renewal 
applications:' 1-800-671-2233 or (202) 418
0186, 

Inquiries/complaints concerning 
political programming: (202) 418-1440. 

Complaints concerning other radio 
and television enforcet:nent related matters: 
(202) 418-1430. 

FEDERAL 
COMMUNICATIONS 

COMMISSION 
Wireless Telecommunications Bureau 

Promotes andprotects users of 
wireIss telecommunication. 

You will always be treated with courtesy and 
can expect the following standards of 
customer service when interacting with use: 

To make it easier for. you to use our forms: 

,. Wewill provide a summary fact 
sheet of necessary forms and 
attachments alphabetically by 
service upon request. 

,. You will receive your 'form order 
as soon as possible after our 
forms contractor receives your 

, mail or telephone request. The 
telephone number is 1-800.;.418
FORM, You also have 
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immediate access to forms 
through "fax~oh~demand" and the . 

. Internet. The FCC's Internet 
address is:ftp.fcc.gov. The Fax
on-Demand system can be 
accessed by calling (202) 418
2830. 

• 	 You will receive, along with the 
application, material that dearly 
describes how to complete the 

. application form ..' 

• 	 We will solicit your suggestions 
for improvement during form 
preparation. 

• 	 We will hold public meetings at 
least twice yearly to respond to 
you'r questions about applications. 
and forms. 

When you .apply for a license: 

• You will be able to determine the 
status of your license application 

, and where it is in the process, 

• 	 Where rules permit, ,if your 
application contains errors that 
can be resolved by telephone, we 
will telephone you; when not' 
permissible or all errors cannot be 
-resolved by telephone, your 
application will. be returned, but 
only after a complete review; 
errors or omissions will be clearly 
indicated. . ' . 

• 	 We will process uncot:t!(!sted 
license applications not requiring 
international coordination issued 
by the Bureau within 31 working 
days of the flrstlegally grantable 
day. 

. '. 

To impro~e our policies and rulemakings: 

,. We will conduct a "grassroots" 
outreach for your input on 
rulemaking activities by attending 

9: 14 PM 9/22/95 	 Page-62 

major industry conventions and 
participating in regulatory panels. 

• 	 We will hold periodic brown-bag 
lunch meetings on various policy 
and licensing issues at the Bureau 
that you can attend. We will 
announce these meetings by" 
public notice or news release. 

• 	 We will have copies of 
rulemaking documents available 

, on the Internet. 

• 	 We will provide you with 
consistent and accurate 
information on the ,status of 
pending'rulemakings, upon 
request. 

When we release infQrmation from the 
Bureau: 

• 	 We will place copies of all public 
notices and other informational 
documents concerning wireless 
,services on the Internet. 

When you telephone: , 

• 	 You will'recei"e a: response to 
your inquiry within one business 
day. 

• 	 YQU will be transferred no more 
than twice. If the issue is 
unresolved at the second contact 
point, we will locate the 
appropriate person to respond to 
you and request that person to ' 
call you back. 

• 	 If you ate transferred during your 
call, we will explain your issue to 
the recipient of the transfer so 
you do not have to repeat the 
reason for your call. 

Additional information for you: 

•. 	WTB has an outreach program to 
inform all companies, regardless 
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I 

I 


of size, of bidding terms and 
conditions and to encourage 
participation in FCC spectrum 
auctions.. If you believe a 
licensee has discontinued the use 
of a frequency, or is using it 
improperly, you can send a letter 
ahd we will investigate; if it is 
appropriate, we will rescind the 
license. 

I 
Contacting the Wireless Telecommunications 

Bureau 


I 

Ifyou1have any questions or comments 
. about bur customer service standards, please. 

I
call: I 

I
i Washington Consumer Assistant 

(202) 418-0200 

i Gettysburg Consumer Assistance 

Office: J-(800)-322-] ] 17 


FED~RALENERGY 
I . 

REGULATORY COMMISSION 
I 

FERq Electronic Bulletin Board Network 
. (EBB): 

:Electronic hulletin hoard Network 
! fhat provides access to Federal 
[Energy Regulatory Commission 
:il{f'ormati011. 

Commission Issuance Posting System (CIPS) 

FERC Daily Issuances: the text of the 

formal documents the Commission issues 


I 
such as: proposed, interim, and final rules, 

initial d,ecisions, opinions, notices, orders, 

and ot~er documents. 


!. 	 Issuances are available on the 
CIPS at approximately 10:00 
a.m. and 3:00p.m. daily. 
Issuances posted after 3 :00 p.m. 
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are available at 9:00 a.m. the 
following day. 

News Releases: the latest information the 
Commission provides on a full range of 
energy regulatory subje~ts and proceedings. 

• 	 They are available on the CIPS 
within 24 hours after issuance. 

Commission Agenda: a list of actions 
scheduled for a public Commission meeting. 

• 	 The list is av~ilable approximately 
seven days prior to the meeting. 

Commission Action Agenda: a list of items 
acted upon by the Commission at a meeting. 

• 	 The list is available one to two 
days afterthe Commission 
meeting. 

Daily Filing List: a list of all filings made at 
the Commission which include~ the date of 
the filing, the applicant!s name, the type of 
filing, the filer/originator, the assigned 
docket number,and whether the filing is an 
intervention. The text of the filing is not 
available on the CIPS. The list is divided by 
topic into six separate lists -- gas, electric, 
hydropower, miscellaneous, oil, and 
rulemaking.. 

• 	 The list is available at 3:00 p.m. 
the day following the filing date. 

Formal Documents Issued List: a list of all 
documents issued on a particular day. The 
docket number, the applicants name, the date 
issued, and the title of the' document are 
included. 

• 	 The list is available at 3:00 p.m. 
the day following the issuance 
date. 

Daily Calendar of Hearings and Conferences: 
a monthly list of all hearings, conferences, 
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and meetings. The docket number, time, 
company name, and address are included. 

• 	 The list is updated daily after 
3:00p.m. 

Solicitor's Quarterly Report: the status of all 
court cases in whi'ch the Commission is 
involved. 

• 	 It is updated quarterly. 

FEDERAL ENERGY 

REGULATORY COMMISSION 
Public Reference Room 

Provides il~formation to the public 
. on the Commissimj· 

Documents available through the Public' 
Reference Room include: 

• 	 Annual, Semi-Annual and 
Monthly reports are available 
'through self-serVice on reader
printers. Official copies are . 
available within 48 hours, if on 
site or 8-10 days, if ordered. 

• 	 . Daily orders are available through 
self-service on reader-printers ... 
Official copies are available 
within 24-48 hours, if on site or 

. 8-10 days, if ordered: 

• 	 Docketed files are available in the . 
Public Reference Room within 90 
days, An official copy is available 
within 48 hours, 'if on site, or 8
10 working days, if ordered. 

• 	 Docket sheets are available 
through micro-fiche. 

• 	 Formal documents which are 
issued are available on the day 
following issuance or on-site 
photocopying is av~ilable twice 
daily. . 

• 	 Hearing transcripts are available 
through self-service 10 days after 
the hearing. . 

• 	 List of documents are available 
through self-service on the day 
following receipt of filings. 

• 	 Office of the General Counsel 
opinion letters are available 
through micro-fiche. 

• 	 Publications are available upon 
request, if in sto~k, or 5 working 
days if requested by 
correspondence. 

• 	 Hard copies from the computer 
of service lists are available 
within 30 minutes, through voice 
mail within 30 minutes and 
downloaded to a diskette within I 
hour. 

• 	 Tariffs (Gas) Volume I from' 
1111/89 to the present are 
available through self service on a 
Pc. 

• 	 Tariffs - Electric, Gas (Volume 
II) and Oil are available within 3 
hours if available; pick-up 

. requests at 10:00 a.m. and 2:00 
p.m., returns at 11 :30 a.m. and 
3:30 p.m. 

FEDERAL ENERGY 

REGULATORY COMMISSION ,. 

Records and Information Management 
System 

Provides information to the public 
on the Commission. 

Documents available through the Records 
and Information Management System 
include: 

• 	 Daily orders, docketed files and 
docket sheets are available 
through RIMS within 24-48 
hours.' 
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I 
I 	 . 

FEDERAL MEDIATION AND 
! 

CONCILIA TION SERVICE 
Labot-Management Relations 

: Promote the development (?fsound 
i and stahle lahor-management 
! relations; foster constructive joint 
: relationships (?f lahor a~ld 
: management leaders to increase 
: their understanding and ahility to 
; resolve commOll prohlems; deiJelop 
! the art, science and practice of 
: COl?f!ic! resolution 

!. 	Quality: We will provide our 
customers with the most skillful 
services, processes and training in 
contract mediation, preventive 
mediation, conflict resolution and 
all other areas of agency 
responsibility equal to the very 
best in the private sector. We 
shall strive to improve and 
expand' our knowledge and skills 
in collective bargaining, labor
management relations and 
conflict resolution so that our 
customers receive the highest 
quality service possible. 

• 	 Neutrality: We are neither pro
employer or pro-union. FMCS is 
pro-collective bargaining. We 
shall conduct ourselves so that 
our customers never doubt our 
neutrality. 

i. 	Confidentiality: We shall conduct 
our business so that our 
customers have trust in our 
respect for confidentiality in the 
collective ba~gaining process. 

i. 	Responsiveness: We are 
accessible, and always willing to 
provide prompt response to our 
customer's needs and questions. 
Should a service problem occur, 
we shall do everything possible to 

I 
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correct the problem, and to 
restore our customers' confidence 
in us. 

• 	 .Empathy: We shall provide 
thoughtful, individualized 
attention to our customers' needs. 

• 	 Facilities: When needed, we shall 
provide our customers with the 
highest possible quality physical 
facilities, equipment and 
materials. 

FEDERAL TRADE 

COMMISSION 
Consumer Protection Mission 

Ensures that the nation's markets 
function competitively, Vigorously, 
and efficiently, without interference 
from unwarranted competitive 
restrictions. 

Customers can expect the foliowing 
standards of service in the five following 
program areas when interacting with the 
Commission and its staff: 

Advertising Practices Program 

• 	 The Commission will pursue 
aggressively individual cases of 
,deceptive advertising in areas 
such as health and nutrition 
claims; environmental, drug and 
tobacco advertising; and 
infomercial marketing. 

• 	 The Commission will monitor 
advertising practices actively to 
ensure prompt review of 
allegations of deceptive or unfair 
advertising practices. 

• 	 The Commission will coordinate 
its activities with those of other 
agencies with overlapping 
jurisdiction -- including in 
particular through a program for 
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harmonizing FTC food and food 
supplement advertising policies 
with FDA labeling regulations -
in order to minimize confusion 
among consumers and to clarify 
the legal standards which 
business enterprises must meet. 

Service Industry Practices Program 

• 	 The Commission will pursue 
individual cases involving unfair 

. or deceptive practices to promote 
investment opportunities, in order 
to reduce the extent to which 
false and misleading information 

. about potential profit, risk and 
. liquidity ofalternative 

investments -- such as art, 
gemstones, strategic metals, FCC 
licenses, rare coins, precious. 
metals, and animated art cells -- is 
disseminated to prospective 
investors. 

• 	 The Commission will pursue 
individual cases involving unfair 
or deceptive practices in the sale 

. of health care services, in order to 
reduce the extent to which 
marketers of such services use 
deceptive advertising to mislead 
prospective purchasers about the 
efficacy and risks associated with' 
certain health care services. 

• 	 The Commission will provide 
guidance -- in.the product 
standards area -- to federal, state 
and local governments as they 
consider the consumer and 
competitive effects of the use of 
standards and seals for regulatory 
and procurement purposes, and 
will seek to reduce consumer loss 
caused by the use ofthe 
standards-making and 
certification process by 
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participants to disadvantage 
consumers. 

• 	 The Commission will coordinate 
its activities with those of federal 
and state agencies with 
overlapping jurisdiction in order 
to share data about ongoing 
fraud, and to maximize the 
impact of all law enforcentent 
activity. 

Marketing Practices Program 

• 	 The Commission will identify, 
investigate, and prosecute-- in 
administrative and federal court 
proceedings -- unfair and 
deceptive practices (including 
telemarketing fraud) in the 
marketing and sale ofproducts, 
services, and business and 
employment opportunities, and 
seek to obtain redress for 
defrauded customers. 

• 	 The Commission will enforce 
vigorously its trade regulatio'n 
rules, such as the Funeral Rule 
and the Franchise Rule, in order 
to provide consumers with the 
information necessary to make 
informed purchases. 

• 	 The Commission will enforce 
vigorously rules mandated by 
statute. 

Credit Practices Program 

• 	 The Commission will pursue 
enforcement actions against 
credit bureaus or other consumer 
reporting agencies that violate the 
Fair Credit Reporting Act by 

. violating its accuracy, privacy 
protection, and credit report 
dissemination provisions. 
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I 
! • The Commission will pursue 

enforcement actions against debt 

i collec.tors that violate the Fair 
Debt Collection Practices Act by 
using deceptive, unfair, and 
abusive debt collection tactics. 

i. The Commission will pursue 
enforcement actions against 
violators of the Truth in Lending 
Act. 

• 	 The Commission will prevent all 
! . 	 forms of discrimination in 

granting credit and other . 
significant violations of the Equal 
Credit Opportunity Act. 

• 	 The Commission will prevent 
credit fraud by investigating and 
filing enforcement actions against 
firms that defraud or otherwise 
deceive consumers with promises 
to provide credit or repair poor 
credit histories .. 

I 
Enforcement Program 

:. 	The Commission will review 
systematically outstanding 
Commission orders in key areas 
of consumer concern -- such as 
health, safety and the 
environment -- and take 
appropriate corrective action, 
such as the filing of federal court 
actions for civil penalties, when 
respondents are found to be 
violating cease and desist orders. 

• 	 The Commission will enforce and 
modifY rules that enhance 
informed consumer choice, 
including the Used Car Rule; the 
Automotive Fuel Ratings, 
Certification and Posting Rule 
(formerly the Octane Rule); the 
Care Labeling Rule; the Textile 
Rules; the Mail and Telephone 

I 
I 
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Order Rule; the Home Insulation 
Rule; and the Appliance Labeling 
Rule. 

• 	 The Commission will continue to 
deveiop instructional materials to 
inform companies how to comply 
with Commission rules and 
regulations, and to advise 
consumers how to vindicate their 
rights under Commission rules 
and avoid being victimized by 
deceptive practices. 

FEDERAL TRADE 

COMMISSION 
Maintaining Competition Mission 

Ensures that the nation's markets 
function competitively, vigorously, 
and effiCiently, without interference 
from unwarranted competitive 
restrictions. 

Commission customers can expect the 
following standards of service in the five 
following program areas when interacting 
with the Commission and its staff: . 

Mergers and Joint Ventures Program 

• 	 The Commission will seek to 
prevent or undo mergers or joint 
ventures that may substantially 
lessen competition or tend to 
c~eate a monopoly, in violation of 
Section 7 of the Clayton Act or 
Section 5 of the Federal trade 
Commission Act. 

• 	 The Commission will seek to 
prevent or undo interlocking 
directorates that violate Section 8 
of the Clayton Act. 

Pre-merger Notification Program 

• 	 The Commission will ensure that 
its staff provides assistance to 
individuals and organizations 
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subject to the Hart-Scott-Rodino 
Antitrust Improvements Act of 
1976 (the "HSR Act") -
regarding the application and 
interpretation of the HSR Act and 

, its implementing regulations -
through oral a'nd written '. 
communications, in order to 
.ensure voluntary compliance. 

• 	 The Commission will ensure that 
its staff reviews transactions for 
compliance with the HSR Act 
reporting requirements -- and 
perform a preliminary antitrust 
review of every transaction for' 
the Merger Screening Committee 
-- so that the ~ommission can 
investigate and if necessary seek 

, to enjoin transactions that may 
violate Section 7 of the Clayton 
Act and/or Section 5 of the FTC. 
Act. 

• 	 The Commissio'n will develop and 
implement proposals to improve 
the HSR rules -.:. to minimize 
evasion ~f the reporting , 
requirements while maximizing 
the ease of compliance -- through 
rule changes and formal 
interpretations. 

• 	 The Commission will improve 
efficiency in the processing and 
review of reported transactions, 
through increased reliance on 
automated systems. 

• 	 The Commission will ensure that 
its ,staff conducts investigations, 
and recommends enforcement 
actions -- to secure civil penalties 
or other relief -- when it appears 
that individuals or organizations 
may not have complied with HSR 
Act reporting requirements. 

• 	 The Coriunission will detect, ' ' 
investigate, and seek to prevent 
or remedy anticompetitive 
collusion or courses of action that 
facilitate ~olltision among 
competitors. 

• 	 The Commission will seek to 
eliminate private agreements, 
among competitors -- such as 
possibly anticompetitive industry 
standards, ethical codes, and 
other activities of trade and 
professional associations and 
standards-setting organizations -
that raise prices or lower the 
quality and quantity ofgoods and 
servIces. 

•. 	 The Commission will seek to 
prevent businesses and 
professionals from engaging in 
collusive activities that may 
distort pricing mechanisms or 
otherwise restrain competition 
under the aegis ofgovernment or 
self-regulation. 

Distributional Arrangements Program 

• 	 The Commission will seek to 
prevent uDtawful agreements 
between 'suppliers and 
distributors or retailers on resale 
pnces. 

• 	 The Commission will seek to 
eliminate unlawful discrimination 
in prices and promotional 
opportunities. 

• 	 The Commission will seek to 
prevent the anti competitive 
foreclosure of distributors or 
dealers from sourceS of supply or 
access to customers. 

Single Firm Violations Program 

Horizontal Restraints Program 
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, • 	 The Commission will seek to 
prevent illegal monopolization or 
attempts to monopolize, 

• 	 The Commission will seek to 
, prevent the antic,ompetitive use of 
tying arrangements, 

i • 	 The Commission will seek to 
prevent non-price predation, such 
as an attempt by a firm to abuse 

" ,I government processes to create 
I 

or enhance market power'. 

HOUSING AND URBAN 
I 

DEVELOPMENT 
GOVERNMENT NATIONAL MORTGAGE 

ASSOCIATION 
Mortgages 

I Issues securities hacked by Federal 
: Housing Administration and 
IDepartment of Veterans Affairs· 
: guarallleed mortgages to increase 

. ~ the supply ofcapital available to 
!.!inance housing. , 

!. 	 95 percent of requests for 
commitment authority shall be 
processed within 48 hours of 
receipt for issuers ofgood 
standing, 

\ 

: • All investor telephone calls 
. returned within 24 hours. 

I 

I. 	 All investors' written 
i
! correspondence will have a 

response prepared for signature 
:. within 15 working days of 

receipt. 

HOUSING AND URBAN 
I 

DEVf:LOPMENT 
OFFICE OF HOUSING -,FAIRHOUSING 

I 
ADMINISTRA TrON 

Mortgage Assistance 
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Serves partners wishing to 
participate in the FHA mortgage 
insurance programs. 

• 	 Professional staff analyzes the 
materials submitted and makes 
acceptability determination, 

.• 	Staff makes an on-site visit 
assuming availability of staffing 
and travel funds. 

• 	 Field office submits 
recommendation for 
approval/disapproval to 
headquarters. Final decision is 
made by headquarters. 

• 	 Standard: Processing time from 
the date of receipt of the 
application package to date of 
final approval/rejection is 45 
calendar days. 

Section 203(k) Rehabilitation Mortgage 
Insurance Program provides mortgage' 
insurance for the purchase ( or refinance) and 
rehabilitation of single family properties. 

• 	 Provides mortgage insurance 
after loan is closed by the 
mortgagee and it is submitted to 
HUD. 

• 	 Standard: Processing is 
completed and a mortgage 
certificate is issued to the 
mortgagee within 10 days of 
HUD's receipt of the closed loan. 

Note: The Office of Housing i~ presently 
reviewing the possibility of centralizing the 
mortgagee approval process in headquarters. 
Centralizing the process is expected to 
improve service to our partners. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 

Compliance and Enforcement 
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EI!forceme11l ofrequirements, 
re~/a'ions, and laws governing 
leases, permits, gralJ/S, and other 
IIses qf land,' and resources. 

• 	 You will be advised of the 
requirements for the proper use 
of public lands and-resources. 

• 	 You will be provided with the 
information you need regarding 
the applicable BLM compliance 
and enforcement process, 
expected timeframes, and 
reporting requirements and 
. responsibilities. 

• 	 You will receive fair and 
, equitable treatment under laws 
.'~nd regulations. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Information Access Centers' 

Provide information andproducts at 
centralloca/ions. 

• 	 You will be greeted and your 
request will be acknowledged 
within 5 minutes ofyour arrivaL 

• 	 You will receive the most current 
and accurate information about . 
the public land that we have 
available to, the pUblic. 

• 	 You will receive available 
information within 30 minutes of 
your in-person re.guest. We will 
respond to your telephone or 
written inquiries within 5 business 
days. 

INTERJOR 
BUREAU OF LAND MANAGEMENT 
Public Policy Involvement Opportunities 

Opporlllnitiesfor you 10 be involved 
ill our planning process and our 
management (?f resources. 
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• 	 You will be provided with the 
opportunity to tell us how you 
think publicly owned resources 
should be managed. 

• 	 As we 'develop plans, rules, and 
regulations for use of public 
resources, you will be asked for 
your ideas. 

• 	 You will be afforded adequate 
. time to make your comments and 
suggestions, 

INTERIOR 
BUREAU OF LAND MANAGEMENT 

Recreational and Educational Users 
Manages all aspects of270 million . 
acres offederal land and 570 million 
acres offederal mineral resources. 

You can expect from us service which is 
professional, efficient, courteous, and which 
actively seeks and responds to your views. 

We will always: 

• 	 Treat you courteously every time 
you contact us. 

• 	 Work with you to meet your 
needs while complying with laws 
and regulations. 

• 	 If any request cannot be filled in 
your Initial contact with us, 
advise you who will respond to 
your request and when that will 
be done, and what the process is 
for addressing the request. 

• 	 You will be provided with well 
designed and maintained facilities. 

• 	 You will receive c011lplete and 
. up-to-date information on the 

requested site. 
•. If.you need an authorization for 

your use of lands, facilities, or . 
sites, action on your in-person' 
request will be completed within 
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30 minutes. We will respond to 
t~lephone .or mail requests within 
5 business days. 

I 
INT'ERIOR' 
BurukAU OF LAND MANAGEMENT 

Uses Requiring Authorization 
Grazing permits. mineral leases, and 
rights (?f way thaI require prior 
written approval. 

• 	 You will receive a response to 
your phone messages and letters, 
usually within 5 business days. 

• 	 You will be informed of what the 
transaction is, how your request 
will be handled, who will respond 
to your request, and the date by 
which we expect to address your 
request. 

INTERIOR 
BUREAU OF MINES 

: Provides b!formalion on minerals jor 
lise in assessing Us. economic and 
defense need... 

• 	 You will be treated with courtesy 
every time you contact us. 

• 	 We will provide you with all the 
information you need, or obtain 

. the information for you, with a 
minimum number of referrals to 
other organizations. 

I 

i • 	 When you call our public 
inquiries number for service, you 
will reach us on the first call. 

• 	 We will answer your requests as 
quickly as possible. Ifwe cannot 
give you the information you 
need at the time you call, we will 
do so within one working day or 
call you back to let you know the 
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.progress we are making on your 
request. 

• 	 When you write to us requesting 
general information materials, we 
will mail them to you within one 
working day. When you write 
and ask for more specific 
technical information, we will 
re'spond within five' working days 
with either the information you 
need or a postcard 
acknowledging receipt of your 
request and reporting the status 

. of our response. 

• 	 We will provide you easy access 
to our information. You can talk 
to us from 6:30 a.m. to 6:00 p.m. 
Eastern Standard Time. 

• 	 We will make our information 
available electronically 
(INTERNET, CD~ROM, Mines 
FAXBACK) and give you the 
instructions and information you 
need to take advantage of these 
sources. 

INTERIOR 
MINERAL MANAGEMENT SERVICE 
Offshore Minerals Management .' 

Adminsters the Outer Continental 
Shelf leasing program 

Alaska Regional Public Information Office 
Pilot Project: 

• 	 The buck stops here when it 
comes to assisting people lost and 
wandering in the bureaucratic 
maze ofgovernment. 

• 	 Walk-in customers have priority 
and will be promptly 
acknowledged and assis~ed as 
soon as possible. . 

• 	 All information will be current 
and correct. Staff will find the 
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answer or find a more 
knowledgeable person to assist. 
We will never guess. 

• 	 Not 'all questionsha~e answers. If 
the answer can't be found, that 
fact will be reported to the 
customer. 

• 	 Customers are never sent to 
another office or agency cold. 
Staff will check to ensure the 

. office is the correct one and also 
that the contact person is 
available. 

• 	 Before leaving, all customers will 
be asked, "Does this completely 
answer your question?" 

The Gulf of Mexico Public Information 
Office -- Pilot Project: 

• 	 . When you enter our office you 
will be promptly acknowledged. 

• 	 We will be sensitive to your 
information needs. 

• 	 You can expect to be treated with 
courtesy at .all times. 

• 	 We will make a sincere effort to 
.provide you with information in a 
timely manner. 

• 	 We will strive to accurately 
respond to your request. 

Pacific Regional Public Information Office -
Pilot Project: 

• 	 First class is our game andyou 
will be treated the same. 
Customers visiting the Pacific 
Region are our number one 
priority 

• 	 We will greet you with a smile 
and give you prompt assistance. 
Your needs are important to us. 
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• 	 We are as time-conscious as you 
are. We willlry to get you what 
you need as quickly as possible. 

INTERIOR 
MINERAL MANAGEMENT SERVICE 
Royalty Management Program 

Responsible for all mineral revenue 
functions for federal and indian 

. lands . 

Farmington, New Mexico - Pilotlroject: 

Our aim is to continually improve service to . 
you. If you would like to make a comment or 
complaint, please feel free to use the 
comment card available from any of our 
employees. 

• 	 Prompt, personal attention (an 
interpreter Will be provided if 
necessary). You will be treated 
with courtesy and respect: 

• 	 Accurate information. Your 
questions will'be answered before 
you leave, or you will receive 
periodic status reports until the 
issues are resolved. 

• 	 You will not be sent to another 
offi.ce unless absolutely necessary. 

• 	 Easy access to us. You can come 
to our office; you can call our 
free telephone number (1-800
238-2839); or we will meet with 
you at a more convenient location 
at your request. 

Oklahoma City -- Pilot ProjeCt: 

• 	 Assist our customers wi.th the 
same high standards we expect as 
customers. 

• 	 Listen to your royalty issues and 
assume responsibility for 
coordinating the resolution of 
your concerns. 
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• 	 Meet you elsewhere to help you 
understand the royalty process as 
it affects you if you cannot come 
to our office. 

• 	 Seek your ideas to help us 
improve our services by routinely 
requesting your input on our 
,performance and professionalism. 

INTERIOR, 
NATIONAL BIOLOGICAL SURVEY' 

(NBS) 
Infor~ation and Publications 

i Provides hiological and ecological 
. ii~rormati()l1t() hoth the puhlic alld 
!private sectors. 

I. 	Research Information Bulletins 
edited and prepared for 
distribution within 60 days of 
submission of the draft 

l manuscript. 

i • Immediate electronic access to 
Research Information Bulletins 
that have already been edited and 
prepared for distribution. 

i. 	 Literature searches completed 
and sent to clients within five 
days of receipt oftheir request. 

i. 	 Research findings are tested for 
scientific quality through peer 
review by other qualified 

i scientists before publication. 
, 
;. 80 percent or more ofour 

products rated by clients at or 
above level three on the following 
satisfaction scale: 

I 
~. Very satisfied 
I 

3. Satisfied 

:2. Dissatisfied 
, 
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1. Very dissatisfied 

• 	 These products will be 
accompanied by "Client 
Response" sheets inviting clients 
to voluntarily rate and comment 
on them. Results will be 
. monitored and used in pursuit of 

.. constant improvement. 

• 	 Our long-term goal is to achieve 
an average client satisfaction 
rating very near level 4 -- "very 
satisfied. " 

INTERIOR 
OFFICE OF SURFACE MINING 

RECLAMATION AND ENFORCEMENT 
Coal Mines 

Ensures that coal mines are operated 
in a manner that protects 

citizens and the environment. . 
For outreach to coal field citizens and the 
coal industry: 

~ 	 A meeting will be held in at least 
one site in each state to solicit 

.. comments regarding the oversight 
process and recommendations for 
review topics in the first quarter 
ofevaluation year 1995. 

For abandoned mine land emergency 
complaints: 

• 	 The initial site visit and 
determination ofemergency will 
be addressed within 48 hours of 
complaint. 

• 	 The method to be used to abate 
the emergency will be dete~ined 
within 30 days after the initial 
complaint. 

• 	 . Emergency declarations will be 
finalized by us within eight hours 
of receipt of the state submittal in 
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states which administer the 
emergency program. 

For abandoned mine land fee collections: 

• 	 OSM-l forms will be' mailed out 
30 days prior to the due date. 

•. 	Fee Collections correspondence 
will be responded to within seven 
days. 

• 	 Telephone calls will be responded 
to within one day. 

• 	 Refunds will be'processed within 
one month after receipt. 

For s~ate program amendments: . 
• 	 The availability of state program 

amendments will be announced in 
the Federal Register within 20 
business days after receipt. 

For OSM's mine map repository offices in 
Wilkes-Barre and Pittsburgh:, 

• 	 Each scheduled visitor will be 
provided prompt and courteous 
servIce.. 

• 	 Letter and telefax requests will be 
answered within one working 
day, except for a reque'st 
requiring extensive research and 
mas~ reproduction of mine maps. 

• 	 Requested site locations will be 
provided within 90 minutes of . 
your mqUlry. 

• 	 Materials will be available to help 
you identifY and easily locate the 
underground mine site. 

When responding to inquiries, OSM 
personnel: 

• 	 Will be courteous and helpful 
when dealing with people in 
person, by telephone, and in 
writing. 
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• 	 Will be timely with courteous 
explanation of contents offiles, 
state program documents, etc. 

• 	 Will respond to telephone calls 
within two business days. 

Where OSM is the regulatory authority we 
will provide: 

• 	 Timely and efficient access to . 
public files. 

• 	 Inspection reports to pennittees 
within 15 business days; 

• 	 The opportunity to meet and 
confer with citizens regarding 
problems ,and issues relating to 
environmental protection and 
su!face coal mining operations. 

For the OSM Applicant Violator System we 
will provide: 

• 	 Pennit Recommendation 
Evaluations to the states within 
three business days of request. 

• 	 Abandoned Mine Land 
Emergency Contract Award 
Evaluations within 4 hours of 
request. 

• 	 Respond to outside industry 
requests for information within 
three business days of request. 

• 	 Respond to OSM, state and 
industry requests for ad hoc 
computer reports within three 
business days of request. 

When responding to inquiries, OSM 
personnel: 

• 	 Will be courteous and helpful 
when dealing with people in 

, person, by telephone, and in 
writing. 
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• 	 Will be timely with courteous 
explanations of contents of files, 
state program documents, etc. 

i. Will respond to telephone calls 
, within two business days. 

INTERIOR' 
U.S. 'GEOLOGICAL SURVEY 
Mine~als Information Offices 

Provides earth science information 
andprodllct,,:, with afocl~s on 
mineral resources. 

• 	 Each customer will be treated 
~ith dignity, respect, and 
courtesy. 

• 	 Each request will be researched 
using all means available to 
provide the highest quality 

I . 	 response. 

• 	 Each request will be analyzed to 
determine what data are available 
that best suits each customer's 
needs. A plan will be developed 
to deliver the response in the 
format that best suits those needs. 

I. 	Requests will be filled 
immediately, if possible; if not 
possible, a time fonhe reply will 
be established. 

• 	 Opportunities for'additional 
service will be explored with each 
customer, as needed. 

INTERIOR 
U.S. GEOLOGICAL SURVEY 
Reston Earth Science Information Center 

I Provides earch science il?formatiol1 
.andproducts for the public. 

• 	 We will treat each customer with 
courtesy and respect. 

i • 	 We will provide quick, thorough, 
and responsive access to product 
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information and ordering 
including the 1-800 number and 
electronic ordering. 

• 	 We will eliminate processes, 
procedures, and rules that are 
roadblocks to success. 

• 	 There will be no unreconcilable 
mistakes allowed in the handling 
of the customers' accounts or 
money.' 

JUSTICE 
ANTITRUST DIVISION 

General Standards 
Administers the Immigration and 
Nationality Laws. 

• 	 First and foremost,. you can 
expect us to continue 
aggressively to enforce the 
antitrust laws. You can expect us 
to challenge criminal violations 
and anti competitive mergers as 
vigorously as we have in the past, 
while substantially increasing civil 
non-'merger enforcement as well 
as enforcement involving 
international conduct. 

• 	 'We will remain active in 
providing you with information 
concerning our antitrust 
enforcement policies. 

• 	 We will do our best to reduce the 
amount of time it takes us to 
provide statements of 
enforcement intentions with 
respect to proposed conduct 
under our business review 
procedure. Initially, we are 
setting specific performance goals 
in two areas: 1) business review 
requests involving proposals to 
form joint ventures or to collect 
and disseminate business 
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information, and 2) requests 
involving health care matters. 

• 	 We will state our enforcement 
intentions concerning proposals 
to form joint ventures or to . 
collect and disseminate business 
information no later than 90 days 
after receipt of the· information 
that we need to evaluate the 
proposed conduct. We will state 
our enforcement intentions 
concerning any matter addressed 
in any of our published 
"Statements of Antitrust 
Enforcement in the Health Care 
Area" -- except requests relating 
to hospital mergers outside the 
antitrust safety zone -- no later 

. than 90 days after all necessary 
information is received, and we 
will respond to business review 

-requests regarding other non
merger health care matters within 
120 days after all necessary 
information is r.eceived. 

• 	 We will promptly address the 
concerns of persons who believe 
that they have been the victim of 
an antitrust violation. When you 
call us, we will try and put you in 
touch immediately with an 
attorney who can help you. If no 
one is immediately available, we 
will take your name, phone 
number and inforqlation about 
your complaint and have an 
attorney call you back as soon as 
possible. 

• 	 If you write us and provide a 
phone number, an attorney ·will .. 
call you to follow up on your 
complaint. Ifwe do not have 
your phone number, an attorney 
will send you a letter following 
up on your complaint. That 
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attorney will give you his or her 
name and phone number, and you 
can contact that attorney 
concerning your complaint at any 
time. 

• 	 If the conduct about which you 
are complaining is not a violation 
of the antitrust laws or is better 
handled by another antitrust 
enforcement agency such as the 
Federal Trade Commission, we 
will do our best to help you 
determine who should receive 
your complaint. Ifyour 
complaint does involve possible 
anticompetitive conduct that is 
properly investigated by the 
Antitrust Division, you will 
receive a statement of the 
resolution of the matter at the 
conclusion of our investigation. 

• 	 We will make readily available to 
you copies of public Division 
documents such as speeches, 
guidelines, policy statements, 
information pamphlets like this 
one, filed criminal indictments 
and civil complaints, press 
releases, and business review 
letters and digests. Requests for 
reasonable amounts of 
information will be filled, at our 
expense, within 48 hours of 
receipt. (Ifyou make a request 
for information that we do not 
ordinarily maintain or .request a 
very large amount of information, 
you may be required to file a 
request under the Freedom of 
Information Act.) We can send 
most information by first class 
mail or by fax at our expense, or 
we can arrange to have it sent by 
Federal Express or by messenger 
at your expense. 
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JUS.TICE 
UNJ-FED STATES TRUSTEE PROGRAM 
Adm~nister Bankruptcy Cases 

i To supervise the adnlinislralion oj 
: . hankruplC)' cases. 

As a debtor in a bankruptcy proceeding, you 
should expect the following from the US. 
Trustee Office in .vour area' . 

• 	 Appointment within 5 days of 
filing your bankruptcy petition of 
a Chapter 7, 12 or 13 trustee 
whose performance is evaluated 

. periodically for adherence to 
basic standards ofaccountability. 

• 	 Receipt of specific guidelines that 
outline your requirements for 
continued operation during the 
life of your Chapter 11I. bankruptcy. 
A personal or telephonic meeting 
with a US. Trustee Program 
representative shortly after the 
filing of your Chapter 11 case to 
discuss your plans for 
reorganization. 

• 	 Review ofyour Chapter 7 trustee 
every six months to ensure that 
your case is being administered 
properly and in a timely manner. 

;. 	Monthly review of your Chapter 
I 	 12 or 13 trustee's operating 

reports and bank account 
information to ensure proper 
handling of all funds. 

! • 	 Review of final reports in your: 
Chapter 7 no asset case within 30 
days of receipt to enable closing 
of your case by the Bankruptcy 
Court. 

! • 	 Review of your Chapter 7 asset, 
12 or 13 trustee's final report 
within 60 days of receipt to 
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ensure proper disbursement of all 
assets. 

• 	 Assurance that your bankruptcy 
case will be admirustered as 
quickly as possible. ' 

• 	 Response to a complaint or 
inquiry within two weeks. 

As a creditor in a bankruptcy proceeding, 
you should expect the following from the 

, U.S. Trustee Office: 

• 	 Assurance that a meeting of 
creditors will be held within 20 to 
60 days after a bankruptcy 
petition has been filed. 

• 	 Appointment of committees of 
unsecured creditors as soon as 
practicable after the filing ofa 
Chapter 11 bankiuptcy petition. 

• 	 Motion to convert a Chapter 11 
case or dismiss a Chapter 7 or 11 
case in the event the documents 
necessary for case administration 
are not filed.by the debtor within 
the established deadlines. 

• 	 Objection to the appointment of 
any professional (accountant, 
appraiser, attorney, auctioneer, 
etc.) in a Chapter 7 or 11 case 
that is not disinterested or 
conflict free. 

• 	 . Assurance that sales of assets are 
properly noticed to parties in 
interest. 

• 	 Review by a US. Trustee 
Program representative of the fee 
applications filed by professionals 
in a Chapter 7 or 11 case. 

• 	 Review ofChapter 7 trustee's 
final distribution reports within 
30 days of receipt to ensure that ' 

all funds from the bankruptcy 
estate are distributed. 
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• 	 Assurance that the debtor's 
bankruptcy.case will be 
administered as quickly as 
possible and that the appropriate 
funds will be dispersed as soon as 
practicable. 

• 	 Response to a complaint or 
inquiry within two weeks. 

LABOR 
BUREAU OF LABOR STATISTICS 

Information and Tracking' 


The prillcipal/ederal data-gatherillg 
agency/of lahor economics. 

• 	 We will let you know in advance 
when we will release our data. 

• 	 . We will be availaQle when you 
need us. 

• 	 We will distribute.data in the 
form that fits your needs as 
resources allow. 

• 	 We will provide you with the 
name and phone number of a 
person who can meet your data 
needs. 

• 	 We will help you understand the 
uses and limits of our products. 

• 	 We want to meet your needs. 

LABOR 
EMPLOYMENT STANDARDS 

AOMTNISTRATION 
Office of Federal Contract Compliance 
Programs 

COlldlU.:1s compliance reviews and 
complailll illvestigations. 

Our standards for customer service are: 

Ifyou are an applicant or employee filing a 
discrimination complaint, you can expect 
OFCCP 'to: . 
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• 	 Thoroughly explain the complaint 
investigation process under 
OFCCP's regulations .. 

• 	 Be an impartial third party in an 
effort·to resolve your complaint. 

• 	 Assign, in a. timely fashion, a 
compliance officer to your case 
who will interview you, answer 
all questions pertinent to your 
complaint; and keep you advised 
of our progress in conducting the 
investigation. 

• 	 Give you reasonable time to 
provide and .explain your 
supporting documentation and 

. adequate notification of any 
additional information needed. 

.• Provide you an opportunity to 
. discuss OFCCP's findings prior to 
the conclusion of the 

.investigation and'an opportunity 
to provide additional information 
to support your complaint. 

• 	 Resolve your complaint in a 
timely manner. 

If you are a Federal contractor, you can 
expect OFCCP to: 

• 	 Provide technical assistance at 
your request; widely disseminate 
policy interpretations and 
publications; and' answer 
questions regarding OFCCP's 
compliance activities. 

• 	 Explain why your facility was 
selected for review. 

• 	 Explain the purpose of the 
review, describe the compliance 
review, describe the compliance 
review process,'and identify 
actions that you need to take to 
comply with our regulations. 
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I • 	 Fully consider your position and 
explanations during the 
conciliation process. 

, . Be respectful and professional 
during compliance reviews 

I 
I 

LABOR 
EMPLOYMENT STANDARDS 

ADMiINISTRATION 
Offic~ of Workers' Compensation 
Progtams

I 

Division of Coal Mine Workers' 
I 	 •Compensahon 

To adjudicate andprocess disability 
compensation c1aimsfiled by our 
Nation's coal miners under IheBlack 

I Lung Benefits Act 
In the, processing of black lung benefit claims 
and payments the Division of Coal Mine 
Work~rs' Compensation believes its 
customers are entitled to the following 
standards of service: 

• 	 to ensure that each of our 
customers receives courteous and 
prompt assistance upon request. 

• 	 to ensure that our staffs oral and 
written communication with our 
customers is easily 
understandable. 

:. 	to ensure that our decisions on 
! 	 claims and responses to inquiries 

are timely. For example, the 
initial eligibility decision on a new 
claim will, in all but the most 
complex cases, be made within 6 
months of its receipt. 

• 	 to ensure that our staff' explains 
to claimants the steps involved in . 
the processing of their claims and 
informs them of their appeal 
rights. 
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• 	 to ensure that there is a timely 
initiation of benefit payments 
upon the issuance of an award. 

• 	 to ensure that we provide our 
claimantS with a clear explanation 
of reasons for a denied claim. 

LABOR 
EMPLOYMENT STANDARDS 

ADMINISTRATION 
Office of Workers' Compensation 
Programs 
Division of Longshore and Harbor 
Workers Compensation 

To provide medical benefits, 
compensation for lost wages, and 

. rehabilitation services to employees 
who are injured during the course of 
employment or contract an 
occupational disease related to 
employment. 

Services our custom~rs can expect 

Our pro,gram!s commitment to you is to: 

• 	 Insure that your employer 
provide.s prompt medical 
attention to you and insure that 
your treatment is provided by a 
physician that you select. 

• 	 Insure that your 
employer/insurance carrier 
promptly pays initial 
compensation benefits due to 
you. 

• 	 Address all issues in dispute when 
an informal conference is 
conducted. Make specific written 
recommendations on these issues 
within 10 days of this conference. 

• 	 Insure that all correspondence 
submitted to you by Department 
of Labor personnel is easy to 
understand. 

FANCY7E.DOC 




• 	 Respond to all communications 
from you in a courteous and 
professional manner. ' 

LABOR 
EMPLOYMENT STANDARDS, 

, ADMINISTRATION 

Wage and Hour Division 
Enforcement - Business 

Enforces lahor standard,' laws 
protecting workers. 

If you contact us with a question, you can 
expect: 

• 	 A clear and knowledgeable 
response to your question. 

If you are an employer contacted by Wage 

and Hour you can expect us to provide: 


• 	 Understandable explanations of 
our enforcement process and 
your responsibilities under the 
laws we enforce. 

• 	 Cooperation in minimizing 
interruptions to your business 
operations, including the 
completion of oui" business as 
quickly as possible. 

LABOR' 
MINE 'SAFETY AND HEALTI-I 


ADMINISTRATION 


Enforcement of M SHA 

A·1allages mille sqfejy program 

r-.1andatory complete mine inspections: 

• 	 We will conduct complete 
inspections at all available 
underground mines four times a 
year and at all available surface 
mines two times a year. 

.. 	 We will examine our mandatory 
regular inspection process to 
insure the quality, flexibility, and 
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consistency of our enforcement 
'process. I 

Other mandatory inspections and 
investigations: 

• 	 We will complete other, 
mandatory inspections and 
investigations as provided for in 
the Mine Act including: initiating 
investigations of all miners' 
complaints of safety or health 
hazards normally within 24 hours; 
and initiating investigations of 
written complaints of 
discrimination within 1 5 days of 
receipt.· If you believe that a 
safety or health hazard exists at 
your mine, you can caliMSHA 
toll- free at, 1-800-7 46-1554 -

, you do not need to give your 	' 
name. 

Quality and delivery of training products and 
materials to the customer: 

• 	 We will emphasize mine-specific 
and on-site miner training when 
we evaluate proposals to provide 
training to miners from state 
mining departments and others 
(MSHA State Grants Program), 

Communication between MSHA and the 
customer: 

• 	 We will hold rulemaking hearings 
and topical health and safety 
conferences to provide forums 
for open discussion of health and 
safety con~ems. 

• 	 We will consistently hold these 
events in the mining regions. 

• 	 We will work with state and local 
institutions and associations to 
provide miners with useful, 
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understandable information about 
I 

mining health and safety. I 

I 

I 

LABOR 
OCCUPATIONAL SAFETY AND HEALTH 

ADMTNISTRA TION 

Enforcement of OSHA 
Estahlished 10 help make the 

I American workplace as safe and 
, healthflll 
, 
I 

I 
as possible. 

Empl6yers can expect OSHA to: 


I 
I . 

Help them identifY and control workplace 
hazards by offering a choice between 
partnclrship and traditional enforcement. 

• 	 Provide incentives (such as 
focused, limited-scope 
inspections) for employers who 
develop and implement effective 

. worksite safety and health 
programs with meaningful 
employee involvement. 

!. Provide incentives for employers 
who correct hazards immediately, 

i once identified. 

!. 	Provide technical assistance to 
! 	 help employers develop and 

implement effective work site 
safety and health programs with. 
meaningful employee 
involvement. 

. • 	 Continue to fund free, no-penalty 
consultation visits available to 
small business employers through 
State government.

~ . 

Focus ~gency inspections on the most 
signific'ant hazards in the most dangerous 
workplaces. 

I. Target inspections by using 
worksite:-specific data. 
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• 	 Concentrate on significant 
hazards that put employees at risk 
of serious injury or adverse health 
effects. 

Be respectful and professional during 
inspections. 

LABOR 
OFFICE OF THE AMERICAN 

WORKPLACE 

Labor Management Standards 
Encourage the development o/work 
organization 

In preparing these customer service 
standards, OAW has chosen to focus on four 
major areas. 

Best Practices Clearinghouse 

• 	 You will be served by a 
knowledgeable and courteous 
employee. 

• 	 We will handle all information 
requests regarding aspects of high 
performance or the Clearinghouse 
within 48 hours of phone calls or 
written inquiries. 

Labor Leadership Institute 

• 	 We will provide timely input to 
the Steering Committee on 
program design and operations. 

• 	 We will participate in gatherings 
of union officials, who have 
experience with workplace 
change, to facilitate information 
collection and exchange. 

• 	 We will provide acces,s to or 
names of individuals and groups 
that could provide expertise or 
material support to the'Labor 
Leadership Institute program. 
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. Business Outreach 

• 	 You will be served by a 
knowledgeable and courteous 

. employee. 

• 	 We will handle all information 
requests regarding aspects of high 
performance or the Clearinghouse 
within 48 hours of phone calls or 
written inquiries. 

OLMS Public Disclosure 

• 	 You will be served by a 
knowledgeable and courteous 
employee. 

~ 	 At the time a customer requests a 
report, a delivery time will be 
gIven. 

• 	 At the time a request is received, 
we will provide appropriate 
technical information if 
requested, or refer the requestor 
to the proper source. 

• 	 We will provide all customers 
with appropriate material and a 
new Disclosure pamphlet when it 
is available. Thetarget date for 
publication of the pamphleLis 
December 31, 1995. 

NATIONAL AERONAUTICS 

·ANDSPACE 

ADMINISTRA TION 

Aeronautics Enterprise 


A~gressil'e~r pursues the 
ident~ficalio1/, developments, 
I'ct/idatioll, Irall.~ler, application, and 
cOl11erciali=alioll (~faeronautics 
lechn()~o~is:'· 

We commit: . 

• 	 To meet all major milestones on 
schedule and cost, more than 95 
percent of the time. 
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• 	 Toensure that we are managing 
our aeronautics program to 
accomplish our vision and 
nusslon. 

NATI()NAL AERONAUTICS 

AND SPACE 

ADMINISTRA TION 
Human Exploration and Development of 
Space Enterprise (HEDS) 

Pioneers the development and use of 
human development in space 
explorations 

• 	 NASA will provide its current 
and prospective customers with 
credible, reliable, responsible 
information and services. 

• 	 NASA will communicate clearly 
how our customers can 
participate in the HEDS 
enterprise so that the custo~ers 
understand the processes and can 
communicate their requirements 
and expectations back 1'0 NASA. 

• 	 NASA will increase the number 
of research and development 
partnerships with industry and 
academic institutions. 

• 	 NASA will use the latest 
computer and.information 
systems technology to improve 
public awareness of NASA 
technologies, expertise, and 
facilities. 

• 	 NASA Will encourage 
multicultural participation in all 
aspects of NASA and HEDS 
activities. 

• 	 NASA will emphasize 
opportunities for small and 
disadvantaged businesses and 
historically black colleges and 
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. universities to participate in support space missions. 
HEDS-related initiatives. 	 We will: 

• Conduct periodic workshops with 
In the near term, NASA and the HEDS industry participants to discuss . 
enterprise are committed to: . the issues and implications of 

I 

I • Safely fly an average of six to commercial technology policy. 
eight shuttle flights aryear. • . Implement new commercial 

• 	 Conduct six robotic solar system technology practices related to: 
mission~ supporting HEDS prior • contractor-developed technology 
to 2000. commercialization, 

• 	 Provide ap'proximately 500 cubic • 	 industry-technology development 
feet per year of on-orbit partnerships, . 

'1 . experiment volume for crew
• 	 dual-use technology 

tended space research and development,
development 

• 	 commercial technology 
• 	 Provide approximately 120 cubic acquisition,

feet per year ofon-orbit 
• 	 small business technology 

i' 
experiment volume for 

. ! 	 development and commercial initiatives. 
commercialization,

• 	 Develop and maintain a space . 
• 	 regional alliances,. and station with continuous human 

presence by 1 998. • post-technology development 
diffusion.• 	 Provide approximately 1,800 

cubic feet of experiment volume '. Intensify commercial technology 
efforts by implementing an for space research, development, 

and commercialization after the integrated industry-focused 
marketing plan emphasizing the space station is completed in 

2002. commercial potential of NASA
support.ed technology. ;. Accelerate the timetable to 

conduct space resear'ch by a • Establish metrics to manage all of 
. NASA's collaboration with factor of two in the space station 

industry.
timeframe: 

• 	 Provide training to employees, 
contractors, and grantees toNATIONAL AERONAUTICS 

I enhance their understanding of 
AND;SPACE the national context of , 

technology commercialization ADMINISTRATION 
I and equip them the skills needed 

Space !Technology Enterprise 
·to support the mission . 

. Pioneers, with industry, the 
• 	 Use an electronic network to . development and lise (?fspace 

connect and manage all field and 1, 
I 	 headquarters technology technologies to secure national economic 

professionals and to take competitiveness and to 

.,! 
I 
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advantage of the benefits of 
electronic commerce, 

NATIONAL MEDIATION 

BOARD 
Dispute Resolution 

Assists in mCli111ainil1g a free flow of 
commerce i111he railroad and 

airline industries by resolving disputes that 
,could disrupt travel or 
imperil the economy, 
You can expect our staff to meet the 
following standards: ' 

• 	 At least 90 percent of 
representation cases not involving 
a participant's request for Board
level action will be completed 
within 90 cale~dar days of 
docketing. 

• 	 In at least 90 percent of 
representation cases-involving a 
participant's request for Board
level action, the NMB staff will 
submit a recommendation to the 

, Board within 180 calendar days 
of 

docketing and the Board will respond within 
'an additional 30 calendar days. 

• 	 An updated NMB Representation 
Manual will be made available to 
the puplic during fiscal year 1995. 

• 	 An NMB investigator will be 
assigned to investigate 
representation cases within five 
business days of docketing. 

• 	 Representation and mediation 
applications will be responded to 
within three ~usiness days 
following their receipt by the 
NMB. 

• 	 All NMB mediator's will have 
received training on 
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innovative/enhanced mediation 
approaches by the end of fiscal 
year 1995. 

• 	 At least two training/orientation 
opportunities will be made 
available to the parties by the end 
of fiscal year 1995 regarding , 
methods to reduce the volume of 
railroad grievance cases pending 

resolution. 

• 	 Arbitrators compensated by the 
NMB will be sent their payment 

'withi,n 14 days following the 
NMB's receipt of an appropriate 
voucher:' 

PENSION BENEFIT 

GUARANTY CORPORATION 
Plan Administrators 

Protec!s participants' pension 
benefits and supports a healthy 
retirement system. 

This is our pledge to you, our customer: 
'., • 	 We will mail the PBGe-} 

Package seven months in advance 
of each plan's filing due date. 

• 	 We will return your phone call 
within 24 hours. If we cannot 
immediately resolve the issue you 
called about, we will tell you 
when you can expect it to be 
resolved, and we will give you 
the name and number of the 

, responsible person. 

• 	 When you ask for reconsideration 
of the imposition of a premium 
penalty, we will acknowledge 
receipt of your request within 1 
week. We will tell you when to 
expect a response and include the 
name and number of a contact 
person. 
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• We will designate a Problem 
Resolution Officer to serve as the 
focal point for complaints from 
premium payers and their 
representatives. 

SECURITIES AND EXCHANGE 

COMMISSION 
Secu~ities Regulation 

i 	Protects Investors through . 
I 	el?forcemellt (?f the federal securities 
: 	laws and oversight and regulation of. 

the securities markets. 

• 	 Provide courteous, timely and 
responsive answers to all 
customers. 

I'. The SEC will make full use of an 
electronic bulletin board, a to11
free consumer hotline (available 
24 hours a day), and an 
Information Line in the 
headquarters Public Reference 
Room to provide information and 
.enable the public to make 
requests for certain services. 

• 	SEC publications will be mailed 
out and telephone calls returned 
within 24 hours of investor 
request via toll-free consumer 

! . hotline. 

!. The SEC will provide information 
in plain English to investors and 
filers and will encourage the . 
securities industry to do the 
same. 

• 	 Staff of the SEC's public 
reference rooms will assist 
investors and others in locating 
and obtaining information and in 
using the agency's electronic 
filing system (EDGAR). 

• 	 Suggest alternatives or options to 
customers when the' SEC is 

I 
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unable to provide direct 
assistance. 

• 	 The SEC will notify customers of 
all alternatives and options within 
30 days of receipt ofletters. 

• 	 The SEC will inform investors of 
their rights. 

• 	 Obtain comments and 
suggestions from customers on 
how to improve or modify the 
SEC's consumer affairs program. 

• 	 The SEC will solicit and obtain 
comments and suggestions from 
investors, filers, and others via 
electronic bulletin board, town 
meetings, advisory committees, 
surveys and other forums. 

SMALL BUSINESS 

ADMINISTRA TION 
Direct Assistance to the Public 

Provides direct or indirect financing 
to small or disadvantaged business 
to promote small business formation 
and growth. 

As part of our commitment to creating a new 
and improved SBA, we are determined to 
provide quality service to our small business 
customers. We are committed to 
establishing appropriate benchmarks from 
the "best in business," applying these 
standards to our programs, monitoring our 
success, and eliciting regular feedback from 
our customers on our performance. 
Specifically, we are committed to the 
following general principles: 

• 	 The SBA will provide prompt, 
courteous, and accurate 
responses to requests for 
information received by 
telephone, in writing or in person. 

• 	 The SBA will continue to look 
for cost-effective and user-
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friendly ways to make 
information easily accessible to 
the small business community. 

• 	 The SBA pledges to continue to 
streamline and reinvent processes 
to make conducting business with 
SBA easier for both our re'source 
partners and small business 
owners. 

• 	 The SBA will provide the small 
business owner with specialized 
technical assistance through a 
variety of programs in a variety 
of locations. 

• 	 The SBA pledges to continue to 
work to relieve the regulatory 
burden on small business. 

• 	 The SBA will continue to 
facilitate and strengthen working 
relationships between small 
contractors and federal procuring 
agencIes. 

STATE' 
BUREAU OF POLITICAL-MILITARY 

AFFAIRS 
Export License 

Application processfor export 
licenses for defense trade products 
and services 

We will assist by: 

• 	 Providing timely, professional, 
knowledgeable, and courteous' 
service to customers seeking 
guidance on registration, making 
applications for a defense export 
license or other approvals, 
requesting the status of specific 
licensing cases, or seeking 
guidance regarding compliance 
with export law and regulations. 

• 	 Taking action on all license 
applications (approve, 
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disapprove, return without 
action, or coordinate with other 
offices) within 10 working days 
of receipt.. 

• 	 Informing each registered 
individual and company with 
timely information on the status 
oftheir1icense application. For 
persons who do not have 
electronic access to the DTC 
(system),. timely telephone 
responses are provided. 
Telephone inquiries are 
responded to by a responsible 
officer within 24 hours of receipt. 

• 	 Providing timely and authoritative 
guidance to the U.S. defense 
industry regarding export 
policies, procedures, and 
practices,' based on interpretation 
of the International Traffic in 
Arms Regulations (ITAR), the 
Arms Export Control Act 
(AECA) and other pertinent laws, 
national interests, and 
multinational agreements or 
arrangements. This includes the 
presentation of and participation 
in organized seminars, in-house 
training, and other public 
outreach efforts, such as the 
Defense Trade News .. 

• 	 Enhancing automated data 
processing to facilitate the 
electronic handling of requests 
for licenses and other approvals 
and increa~ing responsiveness to 
U. S. government requests for 
assistance. 

• 	 Ensuring proposer compliance 
with U.S. regulations, effective 
investigative and prosecutorial 
enforcement actions, as well as 
administrative procedural follow-
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up against violators of the AECA 
and the !TAR 

• 	 Surveying customer satisfaction 
periodically to solicit suggestions 
for improving DTC services. 

STATE 
OFFICE OF THE COORDrNA TOR FOR 

I 
BUSINESS AFFAIRS 
Busiqess Facilitation Services 

, Serves as the "AmericaDesk" in the 
: State Department, and ensures 
: concerns (!f the American people 
: and the husiness community are 
1 represe11led ill our foreign policy 

The Sfate Department is committed to: 

!. Take the concerns ofU.S. 
I business into account on foreign I 

policy issues affecting American 
business interests 

,. Ensure fair and non
discriminatory ground rules for 

I the conduct of international trade' 
!
I. 	Provide well-trained and 
; 	 knowledgeable trade specialists 

available to assist U.S. business in 
each overseas mission 

I

i • 	 Provide sound professional 
'! . advice and analysis on the local 

political and business 

I. envIronment 

Provide assistance in contacts 
with key public and private-sector 
decision makers 

• 	 Actively promote U.S. firms in 
international bids, and where 
more than one U.S. firm is 
involved, provide support for all 
interested firms 

'. 	 Provide assistance in achieving 
. amicable settlement of investment 
and trade disputes, and in case of 
expropriation or similar action, 
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facilitate prompt and adequate 
compensation 

Our service standards 

• 	 We will provide these services in 
a prompt, responsive' and 
courteous manner 

• 	 We will answer your questions, 
provide the help you need, or let 
you know of any problems in 
doing so within one week after 
you contact us. 

TRANSPORTATION 
FEDERAL AVIAnON ADMINISTRATION 
Airport Grants 

Works in partnership with.the 
aviation community in determining 

. the most prudent use offederal and 
localfunds to support the existing 
andfuture airport development 
needs. 

The FAA will: 

• 	 Respond to any request to be 
included in the NationaJ Plan of 
Integrated Airport Systems 
within 10 working days. 

• 	 Conduct special workshops and 
seminars and participate in state' 
aviation and airport user group 
meetings whenever requested to 
provide advice and receive 
comments on planning and 
development guidelines. 

• 	 Update our advisory circulars to 
reflect the current state of the 
industry whenever changes are 
made to the airport development 
standards. 

• 	 Consider all requests for airport 
inspections within 30 days to 
detennine confonnity with 
Federal standards. 
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• 	 randuct local joint planning 
;!1ferences, a.s requested, and 
·~enecessary follow-up actions. 

• 	 Coordinate Airport Capital 
Improvement Plan formulation 
with airport sponsors on an 
annual basis. 

• 	 Respond within 30 working days 
to requests for assistance 
regarding airport development 
needs. 

TRANSPORTATION 
FEDERAL A VIATJON ADMINJSTRATION 
Civil Aviation Security 

To protect the traveling public in air .' 
'transportation throughout the world 

FAA will: 

•. 	 Always seek input from an 
coordinate with all stakeholders 
before amending the Federal 
Aviation Regulations and security 
programs. 

• 	 Have Federal Security Managers 
at 19 major airports in the U. S. to 
coordinate security measures, 
policies, and programs. 

• 	Have agents at airports acrossthe 
. country to conduct continuous 
inspections and investigations of 
security measures, to share 

. results immediately upon 
completion, and to ensure 
corrective action. 

• 	Provide Federal Air Marshals for 
in-flight security on selected 
flights for U,S, airlines, 

• 	Conduct hazardous materials 
surveillance and inspection of all ' 
air carriers serving the United 
States to ensure safe handling, 

• 	 Provide training and support for 
K-9 explosive detection team~ at 
major airports, 

• 	 Collaborate with FBI, Drug 
Enforcement Administration, and 
U,S. Customs to develop 
strategies and state-of-the-art 
techniques for drug interdiction. 

TRANSPORTATION 
FEDERAL AVIATION ADMINISTRATION 
Pilot Medical Certification 

Ensure that airline pilots, 
passengers,· and the public are safe 
from aircraft accidents that could be 
the result ofpilot medical problems. 

• 	 Your pilot medical certificate will 
be issued to you in .your AJ\1E's 
office on the day you complete 
your medical examination, unless 
medical problems ,re'quire further 
reVIew. 

• 	 If your certificate ca.nnot be 
issued by your AJ\1E because 
further medical review is 
required, your paperwork will be 
forwarded to the FAA, We will 
process your application for 
medical certification (excluding 
special issuance cases) within 15, 
working days of receipt of all 
necessary medical information 

, from your medical provider, 

• 	 We will respond to your request 
for duplicate medical certificates 
within three working days of 
receipts. 

• 	 We will respond to your request 
for full review ofmedical records 
within IS working days of 
rece,ipt. 

TRANSPORTATION 
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FEDERAL AVIATION ADMfNISTRATJON 
Weather and Flight ServiCe 

I Provide general aviation pilots with 
I ea.\y acce.u to weather data and 
i flight plan proce,\:\'ing via personal 

computer. 

! • 	 Assure pilots, who possess a 
valid pilot certificate and current 
medical, DUA T access within 10 
days of their request for service. 

:. 	Provide enhancements to the 
current system, such as weather 
graphics and ICAO flight plan 
capabilities, as advances in 

I technoiob'Y are identified. 

:. Translate DUAT alphanumeric 
weather data into plain text 
English. 

i. 	Provide 24-hour free access to 
the DUAT ven~ors' "Help Line" 
for questions regarding technical 
or data base problems. 

I 

I 

I . 

TRANSPORTATION 
I 

FEDERAL HrGHW A y ADMINrSTRA TrON 
Motor Carrier Safety . 

I . 

I Ensures safety on America's 

I higlrways and the sqfety a/the 
I 	 .vehicles 
I 

using the highways. 

! • We will inform you on every 
major change in motor carrier 
regulations by providing you with 
a copy of, or information 
describing, the new regulations, 
or by conducting industry 

! briefmgs.
I 
!. 	 We will provide information 

about regulatory changes to trade 
associations, trade press, and 
other motor carrier publications. 
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• You will receive information 
regarding changes in motor 
carrier regulations during our on
site reviews of your operations. 
You will also receive the specific 
information and materials needed 
to help you comply with the 
safety regulations. 

• When you call or write to us 
requesting information, we will 
provide the information to you 
within five worlcing days of 
receiving your request. 

• We will work with state motor 
carrier safety enforcement 
agencies to ensure no duplication 
in the scheduling of on-site 
revIews. 

• .We will review your acci.dent 
records and provide an accident 
prevention pac~age to motor 
carriers that are' experiencing 
accidents regardless of your 
safety compliance. 

• If you are a hazardous materials 
or passenger carrier and receive 
an unsatisfactory safety rating as 
a result of our review, we will 
conduct a follow-up review 
within 45 days, as requested, to 
ensure you the opportunity to 
remain in business. 

• We will periodically collect 
information from the entire motor 
carrier industry which will allow 
us to better serve you. The 
information request will ask if 
you are still in the motor carrier 
business, whether the nature of 
your business has changed, and 
how we can improve the 
inforination and technical 
assistance we provide to you. 
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• 	 'We will work with state moto} 
carrier regulatory agencies, 
insurance companies, trade 
associations, and other industry 
groups to identifY motor carriers 
who may not know that they are 

. subj'ect to safety regulations. We 
will provide these newly' 
identified motor carriers with the 
information they need to comply 
with safety regulations. 

TRANSPORT A TION 
FEDERAL HJGHW A Y ADMINJSTRA TION 

Federal Aid Program 


E11sure the highest qiIGhty surface 
transportatio/1 system for the Nation. 

Our Partners 

• 	 Inform you ofall major changes 
in polices and regulations in a 
clear and timely manner. Except 
in unusual circumstances you 
will have at least 60 days in which 
to offer your views on all 
proposed changes, and your. 
views will be appropriately 
considered. The regulations will 
be clear, realistic, and impose 
only the minimum necessary 
requirements. 

• 	 AJI of our partners and customers 
with whom we have a financial 
relationship will receive timely 
and accurate payment ofal! funds 
due to you. For those State 
partners who use electronic 
signature, we will make 

'. reimbursement payment to you 
. on the same day that you request 
it. 

• 	 Provide you, either directly or 
through other sources, the best 
available training, technical 
assistance, and access to state-of- . 
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the-art transportation technology 
that will meet your needs .. 

• 	 An open and cooperative 
approach to considering and 
deciding on changes which may 
affect practices, materials, or 
other aspects of transportation 
improvement activities. 

• 	 . Integrity in our business 
processes, openness to innovation 
and objectivity in our evaluations. 

The Motoring and General Public 

.• All persons and businesses 
affected by federally aided 
transportation improvements will 
have an opportunity to present 
their views during the decision 
making process, and that they 
will receive all services and' 
benefits to which they are entitled 
under the law 

• 	 All federally aided transportation 
improvements will be undertaken 

. with the aim of minimizing delay 
and maximizing safety in and 
around construction activities. 

• 	 We will work with' our partners 
to address identified safety 
problems in a timely and 
prioritized manner. 

• 	 Work closely with our partners to 
enhance the condition and 
performance of our Nation's 
major roads and bridges. 

• 	 We will work with our partners 
to ensure quality and appropriate 
uniformity in signs, signals, and 
design standards on the Nation's 
major highways. 

• 	 All Federally aided transportation 
, improvements will take full 

account of impacts on the human 
and social environment and on 
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historical sites. We promise to 
minimize those impacts to the 
fullest reasonable extent, and to 
enhance the environment 
whenever possible. 

• 	 All of our partners and customers 
will be provided timely and 
accurate information whenever 

. you request it. You will receive 
the requested information, or a 
specific commitment for future 
delivery, within 10 days of our 
receipt of your request. 

.TRANSPORTATION', 

FEDERAL RAILROAD ADMINISTRATION 
Railroad Safety • I . 

I Promotes a safe railroad industry 
, and encourages poliCies that help 
i rail realize itsfllll potential. 
I 

:. Install toll-free lines to FRA 
Office of Safety headquarters and 
regional offices. 

I. 	Implement negotiated 
rulemakings -- such as on 
trackside worker safety-
whenever possible to encourage 

i consensus building. 

:. Educate labor and management . 
on inspection and enforcement 
procedures and use opportunity 
as listening post to seek feedback 

I and 	 suggestiQns. 

I. 	Conduct inspection 
demonstrations and briefings, 
including training videos, in 
partnership with labor and 
management customers. 

:. 	Conduct in-depth surveys of all 
major customers to improve 
customer services. 

!. 	 Voluntary compliance': Develop 
safety profile for all Class I 
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railroads and work with three 
railroads to develop systemwide 
safety management plans. 

•. 	Train small railroads on safety 
. rule compliance and provide 
assistance to resolve safety 
issues. 

• 	 Reduce average time from receipt 
to resolution of safety complaints 
to 60 days. 

• 	 Use mentoring techniques to 
model best practices in safety 
performance: Bring together an 
exceptionally safe railroad with a 
railroad that needs improvement. 

• 	 Wark with states to prepare 
inspection schedules; meet with 
states annually to minimize the 
disruption caused by duplicate 
scheduling. 

• 	 Investigate inspection complaints 
from railroads within 10 working 
days. 

TRt\NSPORTATION 
FEDERAL RAILROAD ADMINISTRATION 
General Standards 

Promotes rail safety throughout the 
U.S. railroad system, and 
encourages policies that help rail 
realize its full potential. 

Railroad Industry 

• 	 Conduct roundtable forums to 
enhance the working relationship 
FRA has with rail industry 
representatives. 

• 	 Provide standardized re~ponses 
under the Federal Torts Claim 
Act to typical situations, 
including specific instructions to 
claimants as to how to comply 
with applicable Jaw and 
regulations to reduce confusion 
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with respect to legal requirements 
for first time claimants. 

• 	 Improve information flow to 
requesters under the Freedom of 
Information Act (FOIA) by .. 
providing interim responses 
acknowledging their requests 
within three days of receipt in 
Chief Counsel's Office .. Respond 
to telephone calls seeking he 
status of pending FOIA requests 
within 24 hours. 

• 	 Actively participate in Safety 
Assurance meetings with rail 
labor and management. Provide 
quarterly copies of the employee 
newsletter, "Train ofThought," 
to continue flow of information 
to all FRA employees and 
interested external customers. 

• 	 Bring 'systems' approach to rail 
safety that emphasizes uniformity 
and consistency in safety 
assurance with the development 
of the Safety Assurance and 
Compliance Pri;>gram (SACP). 

• 	 Streamline the regulatory process 
with an emphasis on developing 
quantitative data justifications for 
decision making purposes. 

• 	 Build working relationships with 
railroad management and labor 
through regularly scheduled 
meetings between federal 
inspectors and local labor. 

• 	 Accelerate the processing of 
waiver petitions. 

• 	 Provide a 'master' waiver process 
to railroads and provide training. 
in its application .. 

.• 	Conduct customer rou~dtable 
forums to improve the 
reasonableness of operations and 
allow customers to gain insight 
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into the influences that bear upon 
the agency. 

• 	 Ensure consistency of 
information presented on hours of 
service by assisting FRA 
personnel in preparation of 
training presentations. . 

• 	 Furnish briefing information to 
the railroad industry, the public, 
and FRAemployees on recent 
alcohol and drug control and 
engineer certification 
requirements. 

• 	 Promptly process grant 
applicatIons and contract 
proposals submitted by States, 
localities, private entities, and 
Amtrak in connection with 
programs wI:Uch the Office of 
Railroad Development 
administers. 

• 	 Consult and work closely with 
Amtrak management to prepare 
Amtrak budget documents and 
other relevant reports. 

• 	 Reach out to and consult with 
organizations, including labor 
unions, affected by reports and 
policy recommendations for 
which the Office ofRailroad 
Development is responsible. 

• 	 Develop reports and publish 
conclusions and policy 
recommendations. 

• 	 Promptly publish results ofR&D 
projects within 30 days of final 
approval. 

• 	 Sponsor outreach meetings and 
attend association meetings and 
conferences to foster customer 
partnerships. 

• 	 Receive input on the future 
direction of the R&D program 
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with members of the railroad 
industry and industry suppliers. 

- Work with commuter rail 
agencies and State DOTs, 
including Amtrak to develop 
financing and operations 
coordination plans for the 
Northeast Corridor. 

Ii - . Promote Partnership 
Transportation Investment (PTI) 
initiative at conferences 

! - Develop a brochure to detail the 
status of the PTI initiative, 
including types of projects! . 

I approved to date. 

. - Develop evaluation tools to 
provide states, Metropolitan 
Planning Organizations (MPOs), 
and railroads assistance in 
determining the rate of return to 
prioritize projects in order to. i 
better allocate limited 
infrastructure dollars. 

I- Conduct briefing sessions to help 
customers mold projects that will 
fit Fed.eral :Highway 
Administration (FHW A) 
guidelines for the PTI initiative to 
promote and develop projects 
with our customers: . 

TRANSPORTATION 
1 

FEDER!AL TR..A.NSfT ADMINISTR..A.TION 
Grant~es for Public Transportation 

Frovidesfil1allcial assistance for 
fransi! planning. operations. and 
'capi!al pro~rc;ms. 

Grant Assistance 

~ We will provide you with 
courteous and timely service. 

- We will implement an Electronic 
Grant Making and Management 
System by the end of FY 1996 
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that will reduce by more than 50 
percent the amount of paperwork 
you are required to submit with 
each grant application. 

_. 	We will approve completed 
formula grants within 30 days of 
receiving the application. 

- We will ensure that your grant 
draw-downs are deposited in 
your financial institutions in two 
days or less from the time of your 
request. 

. Technical Assistance 

- In FY 1996 we will improve your 
access to program, policy and 
procedural information by 
expanding our use of electronic 
media, such as bulletin boards, 
the Internet, etc.· 

- We will respond to your routine 
telephone queries within 24 hours 
and routine mail queries within 
five business days. 

- We will disseminate program 
guidance/technical assistance 
information within 30 days of 
availability of publication. 

By the end ofFY 1996 we will: 

- Issue a guidance· circular for the 
Capital Program. 

- ·Update the circulars for the 
Urbanized Area Formula 
Program, the Metropolitan 
Planning Program, the Elderly 
and Persons with Disabilities 
Program, and the Non-urbanized 
Area Formula Program. 

- . Update the circulars for Title VI 
and the Equal Employment 
Opportunity programs and the 
guidance on the Environmental 
requirements. 
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• 	 To ensure open lines of 
COf"TIunication and enhance 
tee" ,~al assistance, we will ask 
yo:: ' participation in regularly 
scheduled outreach meetings, 
annual regional meetings, and 
town hall meetings; and continue 
to conduct formal customer 
serylce surveys, 

We will use feedback received from you to: 

• 	 stay abreast ofyour needs and 
evaluate our performance in 
serving them, 

• 	 develop and improve training and 
other technical assistance. 

TRANSPORTATION 
MARITIME ADMINISTRATION 
.Federal Ship Financing 

Provides.financing assistance 

• 	 We will evaluate the 
completeness of your application 
and provide you with an initial 
response within 10 to 14 days. 

• 	 We win return your phone calls 
within 24 ,hours, 

• 	 We will respond to your 
'information requests within one 
to three days. 

• 	 We will provide you with status 
reports of your application 
progress on request. 

• 	 We will process a complete 
application within 60 days, 

• 	 We will treat you with respect 
and courtesy at all times. 

TRANSPORTATION 
MARITIME ADMINISTRATION 
Maritime Exchange 
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Operates an electronic bulletin 
board system, MARLINESPIKE, to 
disseminate timely maritime-related' 
information in a user friendly 
manner. 

• 	 Maintain current and timely 
information. 

• 	 ' Respond within 24 hours to any 
questions you may have about' 
system operations. 

• 	 Maintain system availability on a 
24-hour basis. 

• 	 Monitor the forum continuously 
to provideyou with current 
maritime information. 

• 	 Welcome any suggestions you 
may have on how we can 
improve this system through the 
E-mail selection found on the 
bulletin board or by calling our 
help line at I -800;.9US-FLAG. 

• 	 Treat you with courtesy and 
respect at all times. 

TRANSPORTATION 
MARITIME ADMINISTRATION 
Resource and Education Center 

Support the efforts ofUs. 
shipbuilders, ship repairers. and 
marine suppliers to compete in the 
international commercial 
marketplace by acting as a major 
information source andjacilitator 
jor the maritime industry. 

• Provide accurate and complete 
responses to your inquiries, 

• Provide technical assistance in 
using all library resources. 

• 	 Respond to your information 
requests ';Vithin 1-3 days. 

• 	 Return your telephone calls 
within 24 hours. 
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, 
! • Treat you with respect and 

counesy at all times. 

," 

TRANSPORTATION 
NATIONAL HIGHWAY TRAFFIC SAFEIT 

ADMINISTRATION 
Motor Vehicle and Traffic Safety 

Program Services 


I 

, Promote auto and traffic safety 
i Provide.~ technical assistance and 

outreach senJices to attract national 
organizations as partners in auto 
and traffic sqfety program 
initiatives. 

Program planning -- We will: 
, . 	Invite your organization to 

panicipate in the strategic and 
tactical planning stages of major 
new motor vehicle and traffic 
safety program initiatives. 

Technical assistance -- We will: 
i 

• Facilitate communication with 
your organization and others 
interested in becoming involved 
in priority motor vehicle safety 
and traffic safety programs. 

• Provide current and accurate 
information and data within 10 
business days after we receive 
your request. 

'. Provide technical expens as 
panelists and speakers, whenever 

! possible. 
I. 	Panicipate in your key meetings 
I 

I 	 and events, and assist national 
coalitions of organizationsI, 
interested in motor vehicle and 
traffic safety, 

Progr~m information and materials -- We 
will: 
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• 	 At least annually, publish a traffic 
safety program and publication 
update, including projects and 
materials planned for completion 
within the corning year. 

• 	 Every April and October, publish 
an update of our motor vehicle 
safety program activities in the 

, Federal Register. 

• 	 Ship program materials for major 
traffic safety program initiatives 
90 days before they will. be 
needed. 

• 	 Provide at least a JO-day advance 
notice of when national media 
campaign materials will be 
distributed to media outlets. 

• 	 Each January, publish a catalog 
of traffic safety program materials 
that includes ordering instructions 
and a contact for the status of 
orders. 

Training -- We will: 

• 	 Develop training and assist 
National Organizations in 
planning and/or conducting 
training for their own members 
and their constituencies, 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 

Hazardous Materials Safety 
Emergency Planning and Training Grants 

To provide hazardous materials 
emergency planning and training 
grants 

Our commitment to you: 

• 	 We will return your phone calls 
before the end of the next 
business day. 
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• 	 We will inform you of grant 
awards within 1 0 days after 
awards are made. 

• 	 We will provide you with a 
selection of emergency planning 
and training information as files 
available for downloading from 
the Hazardous.Materials 
Information eXchange. (HMIX) 
bulletin board. 

• 	 We will mail hazardous materials 
emergency preparedness 
curriculum guidelines, training 
materials ~nd other safety-related 
publications within one week of 
receipt of your request. 

• 	 We will add your name to our 
mailing list when requested. You 

. will receive the hazmat 
newsletter, safety notices, public 
meeting announcements, and 
other safety:"related information 
on a continuous basis. 

• 	 We will help you assess the 
content of your selected courses 
to verify that they will qualify as 
hazardous materials training . 
under the grant program. 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

AOMINISTRA TION 

Hazardous Materials Safety r. 

General Standards 
Provides reKulalory slandardnmlhe 
Hazardous A1alerial,' Sqfety program 

Our commitment to you: 

• The 1996 Emergency Response 
Guidebook (ERG) will be 

. available in English, Spanish, and 
·French. 
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• 	 We will return your phone calls 
before the end of the next 
business day. 

• 	 We will mail training materials 
and publications within one week 
of receipt of your request. 

• 	 We will, investigate all reports of 
noncompliance with the 
Hazardous Materials Regulations 
and expedite the resolution of 
violations to pI:otect our Nation's 
environment and citizens against 
potential hazardous materials 
disaster. 

• 	 We will inform you of regulatory 
changes through the Hazardous 
Materials Information eXchange 
(HMIX) bulletin board and 
provide you with a selection of 
information available for 
downloading. 

• 	 We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notices, public 

. meeting announcements, and 
other safety-related information 
on a continuous basis. 

• 	 We will hold public meetings as 
needed to hear your comments 
and suggestions on eliminating 
unnecessary or burdensome 
regulations and when considering 
the need for new or amended 
regulations. 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRAnON 
Hazardous Materials Safety 
Registration Programs 

Provides registation data for the 
Hazardous Materials Safety program 
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Our 90mmitment to you: 

I • We will process temporary 
II registrations over the phone, 24 
I hours a day, 7 days a week. 
i 

• 	 We will issue registration 
certificates within 10 business 
days of receiving your 
registration statement and fee. 

'.' 	 • We will mail a registration form 
within 10 days of receiving your 
request. We will mail the next 
year's registration form and 
instructions as a reminder. 

• 	 We will inform you of any 
changes in the registration 

,I 	 program through the Hazardous 
Materials Information eXchange 
(HMIX) bulletin board and 
provide you with the registration 
form as a file available for 
downloading. 

, '. We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notices, public 
meeting announcements, etc. 

• 	 We will hold public meetings as 
needed to hear your commeQts 
and suggestions on eliminating 

'unnecessary or burdensome 
regulations and when considering 
th"e need for new or amended 

, regulations. 

• 	 We will investigate al1 reports of 
noncompliance with the 
Hazardous Materials Regulations 
to aid in reducing the cost o'f 
unfair competition, 

I . 
TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMTNISTRATION 
Haza~dous Materials Safety 

Small Business 
Provides Hazardous Malerials Safety 
assistance in support ofsmall 
businesses 

, Our commitment to you: 

• 	 We will'return your phone calls 
before the end of the next 
business day. 

• 	 We will mail training materials 
and publications within one week 
of receipt of your request. 

• 	 We will investigate all reports of 
noncompliance with the 
Hazardous Materials Regulations 
to aid in reducing the cost of 
unfair competition. ' 

• 	 We will inform you of 
exemptions and approvals 
through the Hazardous Materials 
Information eXchange (HMIX) 
bulletin board and provide you 
with a selection of information 
available for downloading. 

• 	 We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notiCes, public 
meeting announcements, etc. 

• 	 We will offer four multimodal 
Awareness Seminars at locations 
around the country each year to 
provide you with the latest 
information on hazardous 
materials transportation. 

• 	 We will increase the number of 
hazmat Train-The-Trainer 
courses offered by 25% to help 
you reduce your costs in training 
your entire staff. 

• 	 We will hold public meetings as 
needed to hear your comments 
and suggestions on eliminating 
unnecessary or burdensome 
regulations and when considering 

i 
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the need for new or amended 
regulations, 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRA TION 

Pipeline Safety 
Pipeline Safety for Small Business 

Ensure Ihe sqfe. reliahle and 
, environmentally .iOlmd operationi qf 

Ihe Nation's pipeline transportation 
.\ystenl . 

Our commitment to you: 

• 	 We will hold exit interviews after 
all pipeline safety inspections to 
advise pipeline operators of 
safety deficiencies and ways to 
achieve compliance, 

• 	 .We will condilct public education 
campaigns 'and participate in 
public forums at least six times a . 

, year to increa~epublic 
understanding of pipeline safety, 
one-call systems and damage 
prevention programs. 

• 	 We will respond to your 
telephone inquiries no later than 
the end of the next business day, 

• 	 We will acknowledge your 
requests for pipeline safety 
waivers, inte'rpretations and 
petitions within 10 days of our 
receipt These requests will be 
processed within 60 days of 
receipt If more time is required, 
we will provide you with a 
written explanation, 

• 	 We will provide technical 
assistance and training, on an 
ongoing basis, "to aid small 
pipeline operators in meeting 
Federal safety standards, We will 
also provide you with information 
on changing,pipeline safety 
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technologies through professional 
seminars, safety publications, 
public meetings and fact sheets. 

• 	 We will provide you with copies 
of the Pipeline Safety Regulations 
within 10 days of your request. 

• 	 We will add your name to our 
mailing list when requested. You 
will receive copies of regulatory 
proposals, safety notices, public 
meeting announcements and 
other information . 

• 	 We will seek your input on 
improving pipeline safety , 
regulations and work with you to 
develop risk-based pipeline safety 
regulations and non-regulatory 
approaches to safety concerns, 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 

General Pip~line Safety 
To ensure the safe, reliable and 
envJronmentally sound operation of 
the Nation's pipeline transportation 
system. 

Our commitment to you: 

• 	 We will hold exit interviews after 
all pipeline safety inspections to 
advise, pipeline operators of 
safety deficiencies and ways to 
achieve compliance, ' 

• 	 We will conduct public education 
campaigns and participate in 
public forums at least six times a 
year to increase public 
understanding of pipeline safety, 
one-call systems and damage 
prevention programs. 

• 	 We will respond to your 
telephone inquiries no later than 
the end of the next business day. 
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• We ~ill acknowledge your 
requests of pipeline safety 
waivers, interpretations and 
petitions within 10 days of our 
receipt. These requests will be 
processed within 60 days of 
receipt. If more time is required, 
we will provide you with a 
written explanation. 

'.. 
!' 

We will provide technical 
assistance and training, on an 
ongoing basis, to aid small . 
pipeline operators in meeting 
Federal safety standards. We will 
also provide you with information 
on changing pipeline safety 
technologies through professional 
seminars, safety publications, 

, public meetings and fact sheets. 

!. We will work to provide faster 
service for our state partners by 
offering electronic access via the 
Internet. World Wide Web 
access at Research and Special 
Programs Administration menu: 
http://www . dot. gov/. . 

:. We will seek your input on 
improving pipeline safety 
regulations and work with you to 
develop risk-based pipeline safety 
regulations and non-regulatory 
~pproaches to safety concerns. 

TRANSPORTA TION 
I 

U.S. COAST GUARD 
Comm~rcial Fishing 

.!4 ssisls the commercia/fishing 
indllstry hy protecting marine 
t-t:.wnm.:es alld providing safety at 
sea. 

Our sta~dards call for: 

~ Protecting critical sp'awning and 
nursery grounds annually. 
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• 	 Reducing the adverse impacts of 
By-Catch annually. 

• 	 Maintaining 24 hours/day, seven 
days/week search and rescue 
services on demand. 

• 	 Providing24 hours/day, seven 
days/week Radio navigation 
services and operation of the 
VHF-FM national distress 
system, Channel 16. 

• 	 Providing 24 hours a day, seven· 
days a week navigation 
irifortnationservices at 703-313
5900. 

• 	 Maintaining surveillance of our 
nation'S Exclusive Economic 
Zone to prevent poaching. 

TREASURY 
BUREAU OF ALCOHOL TOBACCO AND 

FIREARMS 
Nonbeverage Drawback Formula 
Approvals 

Examines formulas and analyzes 
samples to determine ifproducts 

qualify for tax refunds. 
We will: 

• 	 Approve, disapprove or identify 
deficiencies of submissions within 
] 0 working days. Unu'sually 
complex products may require 
additional time, but these account 
for less than 10 percent of 

. submissions. 

• 	 Respond to your telephone 
requests for information and 
assistance by the end of the 
following business day. 

• 	 Hold in the strictest confidence 
all information you provide us 
about your product formulas and, 
manufacturing processes. 
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• 	 Apply the same criteria to the 
evaluation of formula submissions 
from all our customers. 

TREASURY 
BUREAU OF ALCOHOL, TOBACCO, AND 

FIREARMS 

Specially Denatured Alcohol Formula 
Approvals 

Examine.\'formulas and analyzes 
product samples suhmitted by those 
manufacturers wishing to lise 
:,pecially Deflatured Alcohol (SDA) 
in their chemical processes or 
a1~licles. 

Our service commitment to you 

The Nonbeverage Products Section of the 
ATF Laboratory has developed standards for 
service to our customers. When you deal 
with us, you have a right to expect that we 
will: 	 . 

• Approve, disapprove or ident.ify 
deficiencies of submissions within 

" 4 we~ks of rec;eipt. 

• 	 Hold in the strictest confidence 
all information you provide us 
about your product formulas and 
,manufacturing processes. 

• ' Apply the same criteria to the' 
. evaluation of formula submissions 

from all our customers. 

TREASURY 
BUREAU OF ALCOHOL, TOBACCO, AND 

FIREARMS 
Alcoholic Beverage Label Approvals 

Isslies lahel certificates to the 
alcoholic heverage industry. 

We will: 

• 	 ''Approve or reject your formal 
label application within nine 
calendar days of receipt. You will 
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be notified by phone, fax, or in 
writing if the processing will 
exceed nine calendar days. 

• 	 Comment on proposed (informal) 
labels within 15 calendar days. 
Youwill be notified by phone, 
fax, or in writing if our rev.~ew 
will 

exceed 15 calendar days. 

• 	 Respond to your correspondence 
within 21 days. You will be 
notified by phone, fax, or in 
writing if, for any reason, we can 

. send only a partial reply. We will 
tell you how long it will be before 
we can answer your questions 
fully. 

TREASURY 
BUREAU OF ALCOHOL, TOBACCO, AND 

FIREARMS 

Importation of Specific Firearms, 
Explosives, Ammunition and Implements 
of War 

Processes applications for the 
importation ofa variety offirearms, 
ammunition, explosives. and 
implements ofwar for persons and 
for businesses wishing to import such 
materials into the United States. 

Our service commitment to you 

• 	 You have the right to expect 
professional, prompt, and 
courteous service when you need 
our assistance in helping you 
~omplete your importation forms. 

• 	 A correct ATF Form 6 will be 
processed in 4 to 6 weeks from 
date of receipt. Military 
personnel returning from 
overseas are reminded to plan 
ahead for mailing your 
application(s) in order to meet 
your return date. Ifwe are 
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unable to process your 
application because of incomplete 
or inaccurate information, we will . 
return your application to you for 
correction within 10 working 
days. 

:. 	Questions concerning the'status 
of your importation application 
can be answered by calling us 
directly. If the Specialist or 
Examiner assigned to your 
application is not available at the 
time of your call, we will respond 
to you by close of business the 
next working day. 

i 
I. 	We will respond to your written 

correspondence within 21 
calendar days of its receipt. 
However, should we need 
additional time to research your 

. question( s), we will notify you by 
phone or in wIiting and provide 
you with an approximate 
response date. 

\ 

TRE:ASURY 
COMPTROLLER OF THE CURRENCY 
Bank Examinations 

ISupen1ises and examines federally 
ichartered nalional banks. 

We've :set the following standards to let you 
know "\Nhat to expect of us and what we can 
expect:ofyou. 

Before examination: 
I 

I • 	 Telephone contact -- The 
examiner-in-charge (EIC) will 
normally contact the bank's chief 
executive officer (CEO) by 
telephone before the examination 
begins to outline the scope and 
objectives of the upcoming . 
examination. The EIC will 
provide information about 

I 
I 
I 

1 
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examiners' schedules, staffing 
levels and projected on-site time. 
The EIC will also identify bank 
needs and areas the bank wants ' 
OCC to review. 

• 	 Written contact -- At least three 
weeks before the examination, 
the EIC will nonnally notify the 
bank, in writing, of the: 

examination start date, 

scope and objectives. of review, 

advance information the bank must 

provide to the examination 

team, with due dates, 


infonnation the bank must have 

available for the examiners at 

the onset of the examination, and 


name and telephone number of the 

OCC contact. 


• Team preparation -- Before the 
start 6fthe examination, the 

. examination team will review: 

infonnation provided by the bank, 

prior examinations, 

pertinent consumer or fair lending 

complaint infonnation, and 


the office's Community Reinvestment 
. Act (CRA) .file. 

• 	 Community contact -- The EIC 
or the OCC's appropriate CRA 
Officer 

will contact a sample of locally based 
customer,community, small business, and 
government groups for infonnation before or 
during a CRA examination to give them the 
opportunity to provide input into the 
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examination. Staning in 1995, OCC will 
publish a list of the CRA. examinations 
scheduled for the upcoming quaner, at least 
30 days before the beginning of each 
calendar quaner. . 

During examination: 

• 	 Entrance meeting -- At the stan 
of the examination, the EIC will 
hold an entrance meeting with the 
bank's CEO and appropriate 
members of senior management 
and/or board of directors. At this 
meeting, the EIC will: 

, explain how the examination team 
will conduct the examination, 

establish the way examiners will 
communicate with bank, management and 
employees during the examination, 

explain the role of each examiner, 
and 

answer any questions. 

• 	 Examiner conduct -- Examiners 
will: 

ensure confid~ntiality of records, 

conduct meetings and gather 
information efficiently to minimize 
disruption, 

'adhere to schedules for meetings, 
appointments. and providing updates to bank 
management during the examination, 

discuss needs for timely information, 

be respectful of the opinions of 
bankers and locally based groups, 

handle any conflicts in a tactful and 
professional manner. 

• 	 Examination management -- The 
EIC usually will be present 
throughout the examination. Field 
managers, or their designees, will 
visit or call during on-site 
examinations. 

After the examination: 

• 	 Exit meetings -- At the 
completion of the examination, 
the EIC will meet with the bank's 
management. This meeting will 
rank the issues identified in the 

. examination and help 
management understand which 
areas present the most risk to the 
bank. At this meeting, bankers 
may respond to OCC concerns, 
provide clarification, or ask . 
questions. The examiners will ask 
for bank managements's 
commitment to correct 
weaknesses noted during the 
examination. Before the report of 
examination is finalized, the 
examiner will provide a draft of 
the ponions of the repon of 
examination titled Examination 
Conclusions and Matters 
Requiring Board Attention so 

. that bank management may 
review them for accuracy. The 
Examination Conclusions section 
will explain why OCC cited the 
deficiencies. Examiners will offer 
examples of acceptable solutions. 
In preparing those conclusions, 

. the examiners will consider the 
importance of their 
recommendations and their 
impact, such as in cost, on the 
bank's operations'. 
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I • 	 Board ofDirectors meeting -
OCC will conduct the meeting 
after the board has reviewed the 
draft report ofexamination or a 
synopsis of examination findings. 
At the board meeting, the 
examiners will describe: 

any major concerns, 

what the bank is doing well, 

, what OCC expects the bank to do 

and when, and 


I 
I 

industry issues affecting the bank. 

• 	 At the board meeting, OCC will 
provide an opportunity for the 
board members to provide 
comments anc~ to ask questions. 

I 	 \ 

:. 	Report of examination -- The 
final report of examination will be 
consiste'nt with findings and 
conclusions communicated to the 
bank during the examination. 

• 	 Follow-up activities -- Examiners 
, with ongoing responsibility for 

supervising banks will: 

: respond to information received from 
the ba~k within 30 days of receipt, and 

! 

; document follow-up activities in 
I • ..

OCC's; supervisory momtonng system. 

TREiASURY 
OFFICE OF THRIFT SUPERVISION 
Examinations 

: Ensures safet)! and soundness ofthe 
i thr~ft industry. Supports industry 
! efforts to meet hOllsing and other 
': ~~mm1UnilY credit andfinancial 
I d':services nee s. 
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• 	 A member ofyour OTS 
supervisory team will contact you 
at least semi-annually between 
examinations and will be available 
to meet as needed. 

• 	 We will provide you with the 
names and phone numbers of 
your supervisory, team members: 

Pre-examination process: 

• 	 We will mail the Preliminary 
Examiner Response Kit (PERK) 
at least four weeks before an 
examination begins, and it will 
include an approximate 
examination start date. It will also 
include a point of contact at 
OTS. 

• 	 We will focus our PERK request 
on only that information 
necessary to facilitate the 
examination: 

• 	 We will ensure staff continuity 
from one examination to the next. 

• 	 We will provide an estimate of 
the staffing levels and time 
required to conduct the 
examination at least four weeks 
before an examination. 

• 	 We will conduct concurren~ 
examinations, but will consider 
requests to conduct non
concurrent examinations. 

Examination fieldwork: 

• 	 On the first day of the 
examination, the Examiner-in
Charge will schedule a meeting 
with the Chief Executive Officer 
ora representative. 

• 	 We will meet at least weekly with 
appropriate institution personnel 
to convey issues, concerns and 
examination fmdings to date. 
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• 	 We wi II conduct an exit meeting 
to summarize key findings, make 
recommendations, .and receive 
and consider management's 
responses. 

Post-examination process: 

• 	' 'We will deliver the report of 
examination within 30 days after 
completion of fieldwork to 
institutions rated 1 or 2, and 
within 45 days for those rated 3, 
4, or 5. 

• 	 We will entertain requests from 
healthy; well-run thrifts that wish 

, to forgo a board meeting from 
time to time. 

• 	 When a board meeting is 
conducted, we will. make every 
reasonable effort to schedule it in 
connection with, a regularly 
scheduled board meeting. 

'TREASURY 
U.S. CUSTOMS SERVICE 

Land Bord,er Crossings 


EI?forces compliance o/federal laws 
at land horder porfs-(?f-entry 

We are committed'to upholding the 
following customer service standards at land 

, border ports-of-entry: 

• 	 Treating you, our customer, with 
professionalism and respect . 

• 	 Working with you, facility 
managers, and other federal 
agencies to provide excellent 
customer service while enforcing 
the laws of the United States. 

'. 	Providing a supervisor (by phone 
in remote locations) to address 
your inspection-related concerns 
before you leave the area, 
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• 	 Making every effort to minimize 
your wait for inspection, 

• 	 Responding to your written 
inquiries as expeditiously as 
possible. Upon receipt ofyour 
written inquiry with a phone 
number, we will contact you 
within 5 working days. We will 
mail you a written response 
wit~n 10 days, if desired, 

TREASURY 
U.S. CUSTOMS SERVICE 
Importation of Merchandise 

Enforces over 500 laws regarding 
importation ofmerchandise. 

Informed compliance:· 

• 	 Customs field offices will respond 
to your request for a binding 
ruling within 30 days unless the . 
issue must be referred to a 
Customs attorney, in which case 
rulings will be issued within 120 
days of receipt. 

• 	 Customs will make all rulings 
available on diskettes by 
subscription at a nominal fee. 

• 	 Customs will provide at least two 
weeks advance legal notice of all 
changes to its regulatory 
procedures. 

Transaction processing:" 

• 	 . Customs will notify the importer 
and/or the broker of any 

.' 	 detention within five working 
days. 

• 	 Customs will issue an 
administrative decision regarding 
the detention within 30 days of 
the detention. 
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• 	 Customs will respond to any 
inquiry made of entry specialist 
teams within four business hours. 

• 	 If an entry is electronically 
transmitted, Customs will review 
these documents and grant quota 
acceptance status,·if appropriate, 
within six business hours of 
presentation. 

I • 	 Customs will reject unacceptable 
records that do not involve 
antidumping or countervailing 
duties within 30 days 'of receipt. 

• 	 Customs will liquidate entry 
summaries involving antidumping 
or countervailing duties within six 
months from Customs receipt of 
liquidation instructions from the 
Department of Commerce. 

Fines, :penalties, and forfeitures: 

:. Customs may allege that 
I imported goods are being entered 
I or introduced in a manner 

contrary to law. Some of these 
laws permit the assessment of 
fines or penalties, while others 
authorize seizure of the 

, merchandise. In either case, you 
will be notified in writing of the 
allegations, your right to request 
an oral presentation, and your 
right to submit a written petition 
seeking remission or mitigation of 
any such penalties or forfeitures. 

Automated Commercial System (ACS) 
availab'ility: 

• 	 The Automated Commercial 
System (ACS) will be available 
for use 99 percent of scheduled 
operating houts. 

9: 14 PM 9/22/95 	 Page-IDS 

• On-line transactions will be 
completed in less than seven 
seconds. 

• Batch transactions will be turned
around to the user's terminal in 
no more than 15 minutes for the 
Automated Broker Interface; five 
minutes for. the Air Manifest 
Interface; and 15 minutes for the 
Sea Manifest Interface. 

• 	 There will never be a phone wait 
. of more than 60 seconds before a 
caller is connected with a Help 
Desk technician .. 

UNITED STATES AGENCY 

FOR INTERNATIONAL 

DEVELOPMENT 
Domestic Development Partners 

Independent federal agency that 
manages U.S. foreign economic and 
humanitarian assistance programs 
around the world 

Based on issues and concerns raised in 
numerous forums, USAID has developed 
these standards to address our domestic 
partners concerns. They represent the way 
USAID will work to achieve a more efficient 
relationship with our development partners 
and service providers. USAID is committed 
to providing: 

Quality: 

• 	 On a regular basis, we will 
communicate with our customers 
to improve our processes and 
simplify our bUSiness practices. 

• 	 We will include our customers 
and partners in an ongoing, 
consultative process on policy, 
programmatic and procedural 
matters. 
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• 	 We will hold semiannual vendor 
meetings for service providers 
and partners. 

.• 	 We will periodically survey 
customers and partners to see if 
the changes in our policies and 
procedures are working to 
eliminate the impediments you 
have identified and report 
customer satisfaction. 

• 	 If USAID issues a grant, 
cooperative agreement or 
contract, an agency project 
officer will be assigned to 
facilitate our relationship. The 

. project officer will provide his/her 
phone number, address, E-mail 
address and fax number. . 

To simplify the PYO registration process, we 
have, in collaboration with our PYO 
partners: 

• 	 Reduced the number of 
documents required from new 
PYO registrants from 18 to 6. 

• 	 Reduced the number of 
documents required annually 
from PYO registrants from 6 to 

• 	 Revised and simplified USAID 
Form 1550-2 used to compute a 
PYUs "privateness percentage". 

To be more consistent in applying USAID 
policies and procedures, our contracting and 
grants officers: 

• 	.. Interpret and apply policies and 
regulations consistently in 
awarding grants and contracts. 

• 	 Eliminated redundant . 
procurement processes, . 
procedures and reporting 
requirements by December 1994. 
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• 	 Published and made available by 
September 30, 1994, "A guide to 
Doing Business with the U.S. 
Agency for International 
Development," which clearly and 
concisely describes US AID's . 
policies and procedures. 

Timeliness 

.• We will improve the turnaround 
time for our processes. 

• 	 We will answer your questions in 
a courteous,' prompt, and 
professional manner. 

• 	 You will receive an initial 
response to caUs and E-mails 
within 24 hours; written inquiries 

. will be answered within 10 
working days from receipt. If a 
full response is not possible 
within these perio'ds, we will 
indicate a probable timeframe for 
resolution. 

• 	 USAID's Office of Procurement 
will make non-competitive 
awards within 90 days, and 
competitive awards within 150. 
days. 

• 	 We will modify contracts and 

amend grants within 90 days of 

receipt of requests for action 

from line offices. 


• 	 PYOs seeking registration and 
eligibility requirments to compete 
for development assistance grant 
funds are sent a complete 
registration packet within five 
days from the receipt of inquiry. 

• 	 Applications to register new 
PYOs are reviewed and formal 
notice ofacceptance or denial is 
mailed within 8 weeks of receipt 
of fully completed application 
packages. 
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• 	 Within 3 days of an organization's 
request for funds under a letter of 
credit, payment is deposited in its 
bank account via electronic funds 
transfer. 

Access to Information 

I. 	USAID will offer greater access 
I 

! and more transparency to Agency 
activities and information. 

'. Outside vendors can dial-in to an 
electronic bulletin board and 
check the status of all invoices 

I

'.I 	 and payments. I 

Assistance and acquisition 
I 	 information relevant to PVOs, 

NGOs, universities and private 
bU'sinesses are available on 
USAlD's gopher 
(gopher.info@usaid.gov) and 
US AID's new world wide web 
home page 
(www.info.USAID.gov). These 
include:

i 
! 
I general information on USAID
I 

funded; programs. 

i 
i country strategies and 

implel11entation guidelines. 
, 

I USAlD publications. 
! 

lall 	USAlDIW solicitation documents. 

iUSAlD procurement p'olicies and 
opportunities. 

I 

i 
!all procurement award notices, 

posted iwithin five working days of approval. 

lall USAlD Comm~rce Business Daily 
notices,! posted within24.hours of appearing 
in the Commerce Business Daily. 

I 
! 

I 
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Center for Trade and Investment 
Services information on business 
opportunities. 

Office of Small and Disadvantaged 
Business Utilization information on business 
opportunities. 

UNITED STATES AGENCY 

FOR INTERNATIONAL 
DEVELOPMENT 
Overseas 

To promote sustainable development 
worldwide that does not exhaust 
local resources or damage the 
economic, cultural or natural 
environment.. 

USAID is committed to providing: 

Quality 

• 	 On a regular basis, we will 
communicate with our partners 
and customers to improve the 
quality of USAID's humanitarian 
assistance, development 
programs and customer 
satisfaction. . 

• 	 Each overseas mission will 
develop and maintain a Customer 
Service Plan which will state how 
customers and partners are ' 
included in determining customer 
needs and achieving objectives, 
explain~ow customer feedback 
will be regularly incorporated into 
work processes, and identify key 
customer service principles and 
standards. 

• 	 We will improve participation in 
our overseas mission. programs to 
include our customers in planning 
and implementing USAID's work, 
and in planning and conducting 
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periodic surveys to determine if 
services are being delivered in a 
satisfactory manner. 

• We will periodically survey our 
, customers to assess their 

expectations, determine their 
needs in relation to USAID's 
programs and report customer 

. satisfaction. 

• 	 .We will assureUSAID's 
programs provide high quality 
technical serviCes that are tailored 
to our customers' needs. 

• 	 We will directly involve 
customers in defining plans and 
activities to ensure results and 
continuous improvements in 
US AID's programs. 

• 	 We will continue to collaborate 
with customers, local partners 
and stakeholders to ensure 
service delivery meets the needs 
of our customers and serves 
America's long range Foreign 
Policy interests. 

Timeliness 

• 	 We will improve the turnaround 
time for service to our customers. 

• 	 Provide an initial response to 
inquiries within 24 hours; written 
inquiries will be answered within 

.5 working days from receipt. 	 If a 
full response is not possible 
within these periods, we will 
indicate a probable timeframe for 
resolution. 

• 	 We will disburse funds in time to 
allow for implementation of 
activities on schedule. 

Access to information 
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• 	 USAID will offer greater access 
and more transparency to Agency 
activities and information. 

• 	 Provide periodic customer 
information guides to activities, 
processes and information. 

• 	 We will hold semiannual meetings 
with customers and partners to 
provide information and facilitate 
an open dialogue regarding 
USAID programs. 

u.s. TRADE AND 

DEvELOPMENT AGENCY 
General Standards 

Assists in the creation ofjobs for 
Americans by helping u.s. 
companies pursue overseas 'business 
opportunities 

• 	 TDA Services will meet the 
highest standards for quality, 
innovation, and timeliness. 

• 	 All rDA staff take personal 
responsibility for client 
satisfaction. To this end, we will' 
proactively seek new and better 
ways to understand and meet our 
clients' neeos and to solve 
problems. 

TDA's clients will receive: 

• 	 professional, courteous responses 
to all contacts. 

• 	 . if we cannot be of assistance, 
specific reasons why we cannot 
meet your request. 

.• 	 an answer to all telephone 
inquiries for general information 
on the first call. . 

• 	 IfTDA does not provide the 
requested services, then we will 
attempt to advise you where to . 
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i 
obtain them and help you make 
the contact. 

VETERANS AFFAIRS 
I 

OFFICE OF SMALL AND 

DISADVANTAGED BUSrNESS' 

UTILIZATION 

Client Services 
; Provides assistance to Small and 
I Disadvantaged Businesses on VA 

husiness. 
Reliability: The ability to perform the . 
promised service dependably and accurately. 

! • 	 When we make a commitment to 
you, we promise to fulfill it on 
time. This means "we will do 
what we say, when we say we 
will do it." 

Resporisiveness and Communications: The 
willingpess t.o help customers and provide 
prompt service. 

!. We will publish reliable 
I information on "who is buying 
i what when" as soon as feasible. 

i. 	 We will publish VA's "Forecast of
i 

Contracting Opportunities" 
report on the VA Vendor's 
Bulletin Board System (VBBS) 
within 3 working days upon 
completion of the final report. 

• 	 We will mail a copy of the 
i 	 . "Forecast of Contracting 

Opportunities" report within.5 
business days of receipt of your 
request. 

~ 	 We will update the OSDBU 
I "Points of Contact Telephone 

Directory" on a quarterly basis 
and publish it on the VA 
Vendor's Bulletin Board System 
(VBBS) within 3 business days 

i 

. upon completion of the updated 
directory. 

• 	 We will mail a copy ofthe 
"Directory" within 5 business 
days of your request. 

• 	 We will listen to your comments, 
suggestions and complaints about 
your experiences with OSDBU.as 
a way to improve our service 
continuously. 

• 	 Upon receipt of your complaint, 
we will initiate action with the 
appropriate VA office within one 
(l) business day if your complaint 
involves a payment matter. For 
other types of complaints, we will 
initiate action with the 
appropriate VA office within 
three (3) business days upon 
receipt ofyour complaining. 
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Chapter 4: 

Standards For The General 


I 

Public 
i 
i 

ADVISORY COUNCIL ON 

HISTORIC PRESERVATION 
Historic Preservation 

iReviewsfederal actions affecting 
:hisloric properties ' 

W e ar~ committed to providing you with 
first-class service. When you conduct 
business with us, we will treat you with 
courtesy and respect. ' 

I 
Section ) 06 reviews 

;. Review of Section 106 projects 
I 
I will be completed within the time 

allotted by regulation or sooner. 

i. 	 Upon inquiry, we will provide 
information on project status, 
estimated time needed to 
complete review, or any 
associated problems. 

I. 	 We will clearly explain our 
i 	 project review decisions so you 

can understand why and how they 
were made and what to do ifyou 
disagree. 

• To facilitate better 
I communication, the name of the 

. i employee responsible for your 
project along with a telephone 
number, will be on every letter. 

Technic~l Assistance 

• 	 We will respond promptly to 
requests for assistance or advice 
on Federal historic preservation 
programs and related matters. 

• 	 We will provide'appropriate 
referral to other sources of ' 
information if the request falls 
outside the Council's purview or 
we are otherwise unable to 
address it. 

Education and Publications 

• 	 We will continue to produce 
publications that are written 
clearly and address the specific 
informational needs ofour 
customers. 

• 	 We will fill requests for individual 
copies ofCouncil publications or 
training information within three 
working days. 

• 	 Our publications will be regularly 
updated to reflect changing laws 
and regulations, and all 
publications will have a date of 
publication on them. 

• 	 At present we cannot meet all 
training demand. We will 
develop a plan that will facilitate 
the widest possible geographic 
and special interest distribution. 

Telephone Standards 

I 
I 
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• 	 Our telephone system is designed 
to connect you with the person 
you called or, if they are 
unavailable, their voice-mail. 
Telephones will be answered'by a 
person unless all lines are busy. If 
all lines are busy, you will receive 
clear instructions for leaving a 
message. Under unusual 
circumstances, it may be 
impossible to answer each 
incoming call. We are working to 
improve this system. 

• 	 Your phone call will be returned 
within one working day of 
receipt. 

• 	 We wi II respond to your 
telephone inquires in a pleasant 
and helpful manner. Immediate, 
concise information will be 
provided whenever possible .. If 
such information is not 
immediately available, you will be 
informed when you can expect to 
receive the information. 

AGRICULTURE 
AORlCULTURAL RESEARCH SERVICE 
National Agricultural Library 

Ensures and enhances access to 
agricultural il?formation for a hetter 
qualifY qf I~le. 

Staff: 

• 	 At NAL you will find a 
knowledgeable and courteous 
staff who are dedicated to 
effectively meeting your 
information needs. 

Access: 

• We will provide multiple points 
.of access, including telephone, 
fax. mail. Internet, and other 
personal and electronic means. 
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• 	 When you request documents on
site, we will retrieve and deliver 
them within 20 minutes of 
request. Requests' submitted 
through fax, E-mail, mail, 
telephone, or Ariel (electronic 
delivery) will be filed within two 
days if items are on our shelves; 
within four days if items are not· 
immediately available. We will 
respond to you within three days 
of receipt of request if your 
request cannot be filled. 

• 	 We will respond to or 
acknowledge receipt of requests 
for information requiring library 
research within five work days; 
most within three work days of 
receipt. 

• 	 NAL will offer a variety of 
convenient delivery methods-
electronic, traditional postal or. 
express mail. We will provide 
high quality photocopies, 
duplicated microforms, or loans 
of library materials to meet your 
needs. Options for delivery will 
include Ariel, fax, mail, or 
express mail. 

• 	 We will make information 
accessible through AGRICOLA, 
NAL'sbibliographic database, 
and ISIS, our on-line public 
access catalog. We will strive to 
provide information that is 
current and thoroughly covers 
agriculture and related subjects. 

• 	 . Access to NAL in person will be 
available 8:00 a.m. to 4:30 p.m., 
Monday through Friday, except 
federal holidays, at the D.C. 
Reference Center and NAL 
Beltsvilie location .. 
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I 
AGRICULTURE 

. 	 ' 

ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Nati~nal Biological Control Institute 

: Promotes, facilitates, andprovides 
: leadership ill the use (?f live natural 
: enemies to reduce populaliol1s (if 

pesl .\pecies. 
Wheniyou contact us we will be: 

i. 	Courteous and respectful - Your 
views and needs are important to 
us, and you can expect 
professional treatment, objectivity 
and confidentiality. You will be 
assisted by a polite, responsive, 
and knowledgeable staff 

;. 	Fair - Our services will be 
I 	 objective, irrespective ofyour 

race, color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or familial 

! 	 status. 
1 
'. 	Clear - We will explain to you 

what we do, how our' programs 
work, and how you can get our 
help. If our information is hard 
to understand, tell us and we will 
try to make it easier to 

, understand. 

,'. 	 Accessible - We are available to 
talk to individuals, organizations, 
and school groups about our 
services. Contact us by letter, 
phone, fax, or through our 
Bulletin Board System (Note to 
Copy Editor - Italicize Bulletin 
Board System). ' 

• 	 Ethical - We strive to meet the 
I 
I highest scientifiC and ethical 

standards to deliver our products 
and services to you, 

~ 'Entrepreneurial - We will 
customize solutions to your pest 
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, problems through building 
partnerships, leveraging 
resources, focusing our efforts, 
and promoting innovation. If we 
cannot meet your needs, we will 
try to put you in touch with 
someone who can. 

• 	 Efficient - Based on your 
requests, we have assembled 
several information packets, 
which are normally provided on 
the same day of your request. If 
research is needed to help with 
your need, we estimate how long 
it will take. If obstacles are met 
that delay our response, we will 
tell you and try to offer 
alternatives. 

• 	 Open - We work for you and 
continually seek your views, 
listen to your needs, and take 
appropriate action based on them. 
If you are not satisfied with any 
aspect ofour service, tell us so 
we can correct the problem. If 
we make a mistake, we will tell 
you and correct it. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Care 

Ensures humane care and treatment 
, ofwarm-blooded animals that are 

raised, bought, sold, or transported 
for research, exhibition, or pet 
purposes at the wholesale level. 
Prevents inhumane. pain-producing 
practices on horses at shows, sales 
and exhibitions. ' 

Our Commitment To Service 

• 	 We recognize that providing 
quality service to our customers 
is essential to ensuring the 
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professional performance ofour 
mission, goals, and 
responsibilities. Educating our 
customers about our services and 
regulatory authorities is a 
component ofour animal care 
activities. 

• 	 We value your comments and will 
use them to measure our 
performance and improve service 
delivery. Communication of 
information and. ideas provides 
for mutual understanding and a 
shared commitment toward 
achieving common goals. 

What You Can Expect From Us 

In serving our customerS,.we pledge to: 

• 	 Carry out compliance activities in 
a professional and objective 
manner. 

• 	 Conduct animal care inspections 
in accordance with laws and 
regulations. 

• 	 Be respectful to individuals in the 
performance of our duties and 
responsibilities. ' 

• 	 Respond to information requests 
accurately and· clearly. 

AGRICULTURE 
ANTMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Damage Control . 
. 	 Help solve conflicts he tween human 

activities alld wild animals. 
We strive for the highest possible standards 
in providing' you service. When requesting 
assistance, you can expect the following: 

• 	 You will be provided with 
accurate information or expert 
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help to resolve or minimize your 
wildlife conflict. 

• 	 Our employees will show respect 
for people, property, and wildlife, 

• 	 Our employees will r~spect 
varying viewpoints on wildlife 
damage management. . 

• 	 We will the most humane, 
selective, and effective control 
techfliques. 

• 	 We will conduct activities in a 
professional, biologically sound, 
and accountable way. 

• 	 Our work will be done in a safe 
manner and in accordance with all 
federal, state, and local laws and 
regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Biotechnology, Biologics and . 
Environmental Protection 

Protects plant and animal health and 
the environment. 

What you can expect from us: 

• 	 Fair and impartial treatment. We 
treat all our customer--public 
interest organizations, small 
firms, large firms, and,the public-
in a fair, impartial manner. 

• 	 Responsiveness. We will answer 
your correspondence in 30 days 
or less, with interim responses 
being provided for complex 
issues. We will meet or beat 
prescribed time limits for issuing 
permits, notifications, and 
petition. 

• 	 A proactive approach. We strive 
to find solutIons to issues before 
they become problems. We 
continually review and update our 
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internal procedures and 
regulations so that we remain 
regulatory leaders in the .' 
programs we administer. 

•. 	Accessibility and openness. 
. Whenever practical, we use 
meetings, electronic means, and 
notice and comment procedures . 
to obtain your views, which we 
use to make program 
improvements. 

• 	 An entrepreneurial approach. We 
strive to' be creative and cost 
efficient. We constantly seek 
close coordination and 
cooperation with other domestic 
and international organizations· 

i with whom we share jurisdiction.' 
I 
I 

We try to be the '~best in the 
business" in what we do. 

AGRICULTURE 
i 

ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Internhtional Services 

!IFacililateS'/nlernational trade in . 
animal and plant products and helps
Ito ensure an abundant food supply 
throlll{h helping to prevent . 

.!awictlltural pests and diseasesjrom 
lel11ering the United SI{11es. 

We Prdmise You, Our Customers: 

i. Professional and. cou'rtedus 
I treatment Our employees are I 
\ . knowledgeable and responsive. 

Your concerns are important to 
us, and you will be treated in a 

. professional, courteous, and 
I efficient manner. '. 

!. Clarity in explaining our position. 
We will answer your questions in 
a clear and concise manner. We 
will explain how decisions were 

I 
I 
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made and convey this information 
in understandable language. 

• 	 Program responses. Our 
program designs use the latest 
scientific methodologies .. We 
promise to deliver our services 
with minimal disruption to the 
normal daily operations of our 
.customers. 

. • 	 Transparency and consistency in 
our regulatory processes. We 
promise to be consistent and 
transparent in the enforcement of 
our regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Plant Protection ,and Quarantine 

Protects the health ofUS. plant and 
animal resources andfacilitates their 
movement in the global marketplace. 

Our pledge: 

• 	 We will serve international 
travelers and carriers by: 

• 	 . Providing professional and 
courteous treatment. 

• 	 Providing expeditious inspection 
to the majority of all international 
travelers within 5 minutes of 
luggage claim. 

• 	 Answering travelers' questions or 
concerns before they leave the 
inspection area . 

• 	 Working with other federal 
inspection agencies, the 
transportation industry, and 
facility owners to provide the best 
in customer service. 

• 	 We will serve cargo customers 
and carriers by: . 

• 	 Providing professional and 
courteous treatment. 
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.•.. Providing accurate and complete 
responses to requests for 
information within 3 days. 

• 	 'Scheduling inspections of 
perishable cargo within 3 hours 
of availability and ·inspectibnsof 
other regulated cargo within 24 
hours of availability. 

• 	 Notifying customers ofcargo 
holds and releases within 1 hour 
of inspection.. 

• 	 Identifying intercepted organisms 
within 4 hours. at ports where an 
identifier is stationed and 24 
hours at all other ports. 

• 	 Communicating no action' 
required or act.ion required with 
options and/or our decisiori 
rendered wit~in 1 hour of 
interception or identification of 

o an organism. 

AGRICULTURE 
. ANIMAL AND PLANTHEALTH 

INSPECTION SERVltE 

Regulatory Enforcement . 


Promotes widespread compliance 
with laws and regulations protecting ;' 
the health and care ofanimal and 
plant resources. 

In fulfilling:our mission, we pledge to: 

• 	 Carry out investigations in a 
professional and objective 
manner. 

• 	 Conduct enforcement activities in 
accordance with laws and 
regulations. 

• 	 Show respect to individuals in the . 
performance of our duties and 
responsibilities. 

• 	 Respond to information requests 
reliably and clearly. 
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AGRICULTURE 
ECONOMIC AGENCIES 
Economic Research Service,World 

-Agricultural Outlook Board, and National 
Agricultural Statistics Service 

Provide information and analy-tes 
for improving the performance of 
agriculture and the well-being of 
rural America. 

We will: 

• 	 Respond'to each customer in a 
courteous and helpful manner. 

.. Accurately direct you to the 
. person or ,agency with the 
information you need. 

• 	 Provide complete, accurate' 
information about our programs, 
products,and services in plain 
.language" 

• 	 Make it easy to find and order 
reports. 

• 	 Deliver' promised information 
promptly. , 

• 	 Explain why, when we cannot 
meet your request. 

• 	 Deliver services without 
discrimination on the basis of 
race, color,.national origin, sex, 
religion, age, disability, political 
beliefs, and marital or family 

r status. 

Service you can expect from the ERS-NASS 
sales desk: . 

• 	 Your call will be answered 
promptly and courteously be a 
knowledgeable operator. 
Occasionally, the volume of calls 
may require that your call be 
place on hold fora short time, but 
we won't forget you: " 

• 	 If you are calling for the first 
time, the operator will ask for 
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your name and address and will 
give you a customer ID number 
to expedite your next order, 

!. 


• Orders for monographs, 

electronic data products, and 

single copies of periodicals 'will 

be mailed first-class within five 

working days. 


!. 

Payment choices include 

MasterCard of Visa, or check or 

money order (US. funds only), 


You will receive two renewal 
notices before subscriptions 
expire, 

• 	 ERS-NASS operators can answer 
your questions regarding the 
current status of your account, 
including payment, issues due, 
billing, and other questions. 
Errors will be corrected 
promptly. 

!. You can request expedited 
, shipment of your order via 

Federal Express at your expense, 

I 

AGRICULTURE 
FOOD~SAFETY AND INSPECTION 

SERVICE 

Meat ~nd Poultry Inspection 
IEnsures Ihal meal andpoultry 
'producls Ihal cross stale horders are 
safe. wholesome, and accurately 
i/aheled 

You,.can expect FSIS to: 

I. 	 Be innovative, forward-thinking, 

I. 

i and continue to look for ways to 
improve how we inspect meat 
and poultry products and protect 
the public health, 

Provide you with up-to-date 
information on food safety issues 
through the USDA Meat and 

I 
I 
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Poultry Hotline (1-800-535
4555), 

• 	 Solicit and consider your ideas to 
assist us in making policy and 
program improvements, 

• 	 Provide uniform inspection in 
meat and poultry plants across 
the United States and'hold them 
all to the same high standards .. 

• 	 Ensure that the meat and poultry 
products you buy have safe
handling instructions on them, 

• 	 Investigate and prosecute people 
and businesses that violate meat 
and poultry. laws. 

• 	 . Continue working with industry 
to improve our current inspection 
system using new science and 
technological advances. 

AGRICULTURE 
FOREIGN AGRICULTURAL SERVICE 
Market Development 

Helps u.s. exporters develop and 
maintain.markets overseas fro u.s. 
food and agricultural products. 

You can 'expect FAS to: 

• 	 Pr:ovide professional, friendly, 
patient and polite customer 
service at all times. 

• 	 Endeavor to understand customer 
information needs, and suggest 
appropriate materials and 
sources. 

• . 	 Make a reasonable and specific 
promise to customers as to when 
their questions will be. answered 
or when material will be 
provided. 

• 	 Solicit suggestions, comments 
and feedback on our services. 
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Each and every customer can expect: AGRICULTURE. 
OFFICE OF COMMUNICATIONS 

Provides information Oil Agricultural 
programs. 

We will: 

• Respond to each customer in a 
"courteous, efficient~ timely and 
helpful manner. 

• 	 Provide complete accurate 
Information about our programs, 
products and services in plain 
language. 

• 	 Accurately direct you to the 
person or agency that has the 
information you need. 

• 	 Deliver promised information and 
products promptly. 

• 	 .Work with you to meet your 
needs, while complying with laws 
and regulations. 

• 	 Explain' why, or offer an 
alternative, if we cannot meet 
your request. 

• 	 Deliver services without 
discrimination on the basis of 
race, color, national origin, sex, 
religion, age, disability, political 
beliefs and marital or family . 
status. 

• 	 Respond to your telephone or 
written requests wit.hin two 
business days. 

AGRICULTURE 
PACKERS AND STOCKYARDS 

ADMfNlSTRATION 

Grain Inspection, Packers and Stockyards 
Administration 

Facilitates the marketing ofgrains. 
livestock, poultry, alld meat for the 
overall henefit (?fconsumers and 
American agriculture. 
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• 	 Courtesy and respect. Your 
views and needs are important to 
us, and,. in return, you can expect 
professional treatment, 
objectivity, and confidentiality. 
You willbe assisted by a polite, 
responsive, and krlowledgeable 
staff person. 

.• 	Fairness. Our services will be 
objective, whatever role you play 
in American agriculture -- from 
producer to handler to end user - 
and regardless ofyour race, 
color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or familial 
status. 

• 	 Clarity. We will clearly explain 
to you what we do, how our 
programs work, and who to 
contact for further assistance. If 
our information is unclear, tell us 
and we will try to make it clearer. 

• 	 Accessibility. We are available to 
serve you and to talk to 
individuals and organizations 
about our programs. Just drop 
by your nearest GIPSA office or 
contact us by letter, phone, or 
fax. 

• 	 Timeliness.. We will provide an 
official grain inspection and 
weighing certificate within one 
full business day after completing 

.' 'your inspection. 	 In our 
regulatory role, we will respond 
to your concerns and work to 
ensure fairness and equity in the 
marketplace. 

• 	 Responsiveness. We will 
continue to seek your views, 
listen to your needs, and take 
action based on them. If you "are 
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not satisfied wi~h any aspect of 
our programs, tell us so we can 
continue to improve. 

AGRICULTURE 
I 

RURAL BUSINESS AND COOPERATIVE 

DEVELOPMENT SERVICE 

Busiriess and Industrial Loan Guarantees 
Guarantees quality loans to help 

"I improve. develop, or finance 
husilless,' ilidllstry, and employment 

: al1d improve the economic and 
environmental conditions in rural 
communities, 

• 	 I 

Our standards for seIVice: 
I

I. 	Provide you with all the' 
necessary advice, guidance, and 
referral to other credit when 
appropriate in the preparation of 

, your Joan application, 

!. Ensure that you are promptly 
I provided, within 7 working days, 

copies of relevant materials when 
you are considering an 
application,

I. Conduct a review ofyour loan 
\ application to verify completeness 
and compliance with applicable 
requirements within 10 working 
days after receiving the 
application. 

I. 	Discuss all issues concerning your 
application with you and the 
lender within 5 working days 
after completion of our review. 

• 	 Forward all appropriate 
documents to the National Office 
within 7 working days upon 
completion of the review. 

• 	 Issue the loan guarantee for your 
loan within two working days 
from the time the lending 

'I 

I 

I 


institution holds the final loan 
closing, 

• 	 Ensure that phone calls are 
answered by the third ring. 

• 	 Give our name when we answer 
the phone or write to you, 

• 	 Be polite, considerate, open and 
honest. 

• 	 Respect your privacy, 

• 	 Give you the information you 
need about our seIVices and 
getting a loan, 

• 	 Use the information you give us 
. 	to help you complete an 

application package and work 
with your lending institution .. 

• 	 Cooperate with any organization 
or person with your written 
consent to act on your behalf 

• 	 Apologize if we get things 
wrong, explain what happened 
and make them right. 

• 	 Deliver our seIVices fairly and to 
the same high standards to all our 
clients regardless of sex, race, 
disability, religion, and age. 

• 	 Apologize if we get things 
wrong, explain what happened, 
and make them right. 

• 	 If you are a person who is 
physically or mentally challenged, 
we can give you extra help within 
our capabilities. 

AGRICULTURE 
RURAL HOUSING AND COMMUNITY 

DEVELOPMENT SERVICE 

Community Facilities Loan Program 
Provides critically needed financing 
for the development ofessential 
community facilities to public 
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· hodies, nonprofit organizations, and '. Provide you with the necessary 
· Native American groups. information, advice, and guidance 

We will: 

• 	 Keep our promises and be ethical 
in our service to you. 

• 	 Be polite, responsive, and assist 
you with a staff knowledgeable of 
our programs. . 

• 	 Return your calls in an expedient 
manner. 

• 	 Be 'accessible and available to talk 
to individuals, organizations, and 
groups about our program. 

• 	 Give you assistance with your 
concerns, referring an appropriate 

. . source for problem-solving action 
. when necessary. Our customers 
will not receive the run around. 

• 	 Respect your right to quality and 
professional service. 

• 	 Treat you just as we would want 
to be treated ourselves and be fair 
to all peopie regardless of race, 
sex, disability, religion, age, or 

. national origin. 

• 	 Be willing to work with you and 
any persons working on your 
behalf And if appropriate, to 
cooperate with other lenders or 
with other federal, state, and local 
agencies to meet your needs. 

• 	 Continually search for customer
related improvements. 

• 	 Listen to our customers to ensure 
RHCDS regulations and forms' 
are customer friendly and ensure 
success of the program. 

• 	 Efficiently and effectively provide 
you assistance. 

• 	 Provide technical and 
professional assistance to our 
customers. 

on how to access and utilize the 
Community F acilitiesprogram. 

• 	 . Refer you to other sources' of 
information, assistance, or credit 
if it appears that you may qualify 
for alternative sources of 
programs or funding from 
commercial, private, or other 
governmental sources. 

• 	 Ensure that you are provided 
appropriate forms and materials 
in 5 working days when you 
notify a Rural Economic and 
Community Development office 
that you are interested in filing a 
request for financial assistarice. 

• 	 Provide assistance in completing 
all aspects of the application upon 
your request. 

• 	 Ensure that your request for 
financial assistance is reviewed 
promptly and that you are 
notified of eligibility within 45 
days after we have received a 
complete pre-application. 

• 	 Provide a professional, 
supervised credit program to 
further ensure the success of your 
project. 

AGRICULTURE . 
RURAL HOUSING AND COMMUNITY 

DEVELOPMENT SERVICE 

Rural Rental Housing Program 
Provides affordable rental housing, 
that is safe, decent, and sanitary, to 
very low-income and low income 
families in rural communities with 
Significant housing needs. 

We will: 
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• 	 Keep our promises and be ethical 
in our service to you. 

: 
i . Be polite, responsive, and assist 

you with a staffknowledg'eable of 
our programs: 

• 	 Return your calls in an expedient 
manner. 

• 	 Be accessible and available to talk 
to individuals, organizations, and 
groups about our program. 

• 	 Give you assistance with your 
concerns, referring an appropriate 
source for problem-solving action 
when necessary. Our customers 
will not receive the run around. 

~. 	 Respect your right to quality and 
professional service.' 

.• 	Treat you just as we would want 
to be treated ourselves and be fair 
to all people regardless of race, 
sex, disability, religion, age, or 
national origin. 

• 	 Be willing to.work with you and 
any persons working on your 
behalf And if appropriate, to 
cooperate with other lenders or 
with other federal, state, and local 
agencies to meet your needs.' 

i 
i. 	Continually search for customer-

related improvements. 

.• 	 Listen to our customers to ensure 
RHCDS regulations and forms 
are customer friendly and ensure 
success of the program. . 

• 	 Efficiently and effectively provide 
you assistance. 

: • 	. Provide technical and 
professional assistance to our 
customers. 

• 	 Explain our programs and how 
you can apply for assistance. 

• 	 Determine the eligibility and 
feasibility of your complete pre
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application within 60 days of 
receipt. 

• Keep you informed of the status 
. of your loan request and potential 
funding. 

• 	 Make sure that your proposed 
apartments do not adversely 
affect existing Rural Housing and 
Community Development 
Service, Housing and Urban 
'Development or other subsidized 
housing in the market area and 
are an asset to the community. 

• 	 Work with you to ensure the 
units are developed at' the most 
reasonable price thereby reducing 
federal costs and ensuring the 
proposed apartments are 
affordable. 

• 	 Once constructed, make regular 
inspections with you to ensure 
that units 'are well maintained and 
housing opportunities are 
available to all eligible tenants in 
a nondiscriminatory manner. 

• 	 Work in partnership with 
borrowers, management agents, 
tenants, and the local community 
to make the housing successful. 

• 	 Survey our tenants to determine 
the level of tenant satisfaction and 
way we can approve our 
assistance. 

• 	 Provide technical and 
professional assistance to our 
customers. 

AGRICULTURE 
RURAL HOUSING AND COMMUNITY 

DEVELOPMENT SERVICE. 
Single Family Homeownership Program 

Provides loans to rural Americans, 
who are unable to obtain financial 
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assistance from conventional 
sources. the opportunity to ohtain 
adequate. hilt modest, decent. safe, 
and sanitat}' homes ofIhei~ own. 

Body: 
In order to assist you in becoming a 
successful homeowner, we pledge: 

• 	A courteous, efficient staff ready 
to provide technical, financial, . 
and counseling assistance to you 
from loan application to 
graduation/payoff. 

'. 

• We will offer you the full 
opportunity to become a 
,successful homeowner by 
providing home ownership 
counseling where available, 
and/or referring you to a home 
buyer's education program in 
your local area. 

, A prompt review of your loan 
request and determination of 
eligibility within 30 days of 
receipt of your completed 
application. 

• 	We will work in partnership with 
others such as your local real 
estate broker and/or builder to 
ensure a pleasant and prof~ssional 
loan processing experience. 

• 	During the processing period, our 
staff will keep you informed 
regarding the status of your loan 
request and potential funding. 

~, 	 After receiving your loan, we will 
continue to work with you to 
ensure your success of home 
ownership, 

• 	We will be there to work with 
you and provide the necessary 
assistance should you experience 
difficulties' in c,arrying out the 
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responsibilities of home 

ownership. 


• 	 If your income is reduced, we 
will promptly determine if your 
house payments could be 
lowered. 

• 	 You will be notified in writing of 
any adverse action taken on your 
loan/loan request, the reason for 
the action, and you will be 
advised of your appeal rights. 

• 	 We will keep our promises and be 
ethical in our service to you. 

• 	 We will be polite, responsive, and 
assist you with a staff 
knowledgeable ofour programs. 

• 	 We will return your calls in an 
expedient manner. 

• 	 We will be accessible and 
available to talk to individuals , 
organizations, and groups about 

,our program. 

• 	 We will give you assistanc~ with 
your concerns, referring an 
appropriate source for problem
solving action when necessary. 
Our customers will not receive 
the run around. 

• 	 We will respect your right to 
quality and professional service. 

• 	 We will treat you just as we 
would want to be treated 
ourselves, and be fair to all 
people regardless of race, sex, 
disability, religion, age, or 
national origin. 

• 	 We will be willing to work with 
you and any persons working on 
your behalf. And, if appropriate, 
.to cooperate with other federal, 
state, and local agencies to meet 
your needs. 
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• We will continually search for. 
customer-related fmprovements: . 

• 	 We will listen.to our customers to 
ensure that RHCDS regulations 
and forms are customer friendly 
and ensure success of the 
program. 

• 	 We will efficierttlyand effectively 
provide you assistance. 

• 	 We will provide technical and 
professional assis~ance to our 
customers. 

i 

I 

AGRICULTURE 
I 

USDA SERVICE·CENTER 
I 	 . 

One-stop Service for USDA Assistance 
i Provide ()l1e~SI()p service for USDA 
assislal1c~. This is a lea"!'approach . 
10 deltvermgfarm. mral .. .\Ideve!opmel11, and l1alliral resource .. ' 

Iservices.' . 

i • You will be treated with courtesy 
i and respect,. 

Ie You will be assisted by a polite, 
I responsive, and knowledgeable 

staff, If we get things wrong, we , 
I will explain what happened and 
I 

will make them right. I
I. 	 You will be given prompt and' 
I reliable service. 

:. We want torespond quickly and 
I accurately' t~ your re.quests for 

· I 	 information, loans, 'payments, and 
. technical assistance. 'We will puti 

.1 you in touch with the person on 
our staff who can best handle 

, your request. 

I. 	 You will be given. information 
that is clear, reliable, and easy to 

i 
i understand. . 

!. 

I We will explain to you how our 
I 
I 

programs work, what benefits . 
I 
I you can receive, whether you are 

I 

eligible, and how you can apply. 
We are committed to making sure 
the information we give you 
meets your needs. We want to 
worJ(with you to continually 
improve the information we give 

· you and the way you receive it. 

•. 	. You will be given forms that are 
easy, to understand and. complete. 
'Our forms are an important way 
of getting iriformation from you .. 

· We want to c~ntinually improve 
them so that they are easy for you 
to fill out and provide us with the 
information we need to serve 

. you. When we revise our forms 
or create new ones, we will 

· consider to your suggestions . 

e You can expect us to work with 
· related state and local offices. We 
.will work closely with other 
government agencies such as the 
Cooperative Extension Service 
and state and local agencies to 
ensure that our work is mutually 
supportive and our policies and 
regulations are consistent. 

ARCHITECTURAL AND 

TRANSPORTATION 

BARRIERS COMPLIANCE 

BOARD 
General Standards 

Ensures accessibility to the built 
environment for people with 
disabilities' 

• 	 We will listen t6 your concerns 
and issu~s with courtesy and 
understanding. You will receive 

· individual attention and prompt, 
· professional service. We will 
· provide you with quality 
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I. 
products, .availablein a variety of 
formats. . 

•. V:Je will respond toyour inquiries 
in a timely.and dependable way. 
We will refer you to other 
organizations if they can answer 
your questions moredirectly or 
offer additional, services. 

• 	 We will involve you in 
developing accessibility 
guidelines. We will work in 
partnership with federal and 

".. n~tional standard-setting groups, 
professional groups, people with 

. disabilities, manufacturers and 
businesses, and state and local 
government offici~lls to produce 
clear and consistent access 
requirements. 

CHRISTOPHER COLUMBUS 

FELLOWSHIP FOUNDATION 
General Standards 

To encourage and support research, 
. study, and lahor designed to produce 
. new discoveries. 

The Columbus Foundation will adhere to the 
highest standards of performance including . 
the following: . 

• 	 You will be treated with courtesy 
eV,ery time you contact the 
Columbus Foundation, 

• 	 Your questions regarding'the 
Columbus FOlJndation will be 

. answered on your first call. 

• 	 Information requested regarding 
the Columbus Found.ation's 
fellowship programs will be 
mailed out promptly. 

•. 	 Thorough consideration will be . 	 .~ 

given to every fellowship 
application received. 

COMMERCE 
, .. MINORITY BUSINESS DEVELOPMENT 

AGENCY 
Business Assistance 

To ensure that entrepreneurial and 
bllsin~ss tahem! in minority 
communities is used for the henefit 
ofailA mericans. 	 ! 

. Our Customer Service Standards: 

• 	 We will provide you with all of 
the information you may need to 
understand:MBDA programs and 
.other minority business . 
development programs that may 
help you. . 

• 	 . We will respond to telephone 
, . calls by saying at a. minimum, 
. "good moming/good afternoon, 

MBDA, may I help you". 
Telephone inquiries will be 
returned within 24 hours. 

• 	 ~ We will respond to written 
inquiries within six work days or 
within the time frame specified by 
the writer. Responses will be 
clear and concise. 

We' recognize that our relationship with 
funded organizations needs improvement. 
Therefore, we are committed to the 
following: 

• 	 more frequent training of regional 
staff who are responsible for 
starting the new and renewal 

,processes for awards. This will 
. assure that .awards are processed 

correctly and in a timely manner 
to preclude loss of continuity 
within the service area. 

• 	 resolving all ,conflicts or disputes 
in a pr~fessional and cooperative 
manner. 
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• 	 not requesting funded 
organizations to perform tasks 
that are not part of the approved 
award document. 

• 	 applying performance standards 
in a consistent and standard 
manner with no exceptions. 

'. 	We will ensure all employees 
receive training on understanding 
the importance of customer 
service standards. 

I. 	We will conduct annual surveys 
among employees to collect 
innovative ways to better serve 
our customers .. , 


I 

i 

COMMERCE 	 . 
I 

NATIONAL INSTITUTE OF STANDARDS 

AND TECHNOLOGY 

Malco~m Baldridge National Quality 

Awart:i Program 


IManages the Malcolm Baldridge 
iNational Quality Award recognizing 
I u.s. organizations/or business 
excellence and quality achievement. 

OQP is working to continuously improve to 

meet our mission, achieve our vision, and 


. 	operat~ by our core values. We have 
develo~ed the following key customer 
service standards: 

u.s Ofganizations and Citizens 

We work to provide accurate, timely sup'port 

and eas'ily accessible documents. 


,. 	 .In response to requests for 
information, we will mail 
preprinted materials within one 
business day. 

i 
I 

Maleolrh Baldridge National Quality Award 

(MBNQA) Applicants and Pilot Program 

Particip~nts 

I 
, 

i 


! 
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• 	 To offer timely and useful 
feedback to applicants, we will 
provide each applicant with a 
Feedback Report within 60 
business days of the official 
notification that they have won 
the Award or that the company 
will not continue to the next stage 
of review. 

MBNQA Program Volunteers 

• 	 ,We deliver valuable training and 
timely answers to questions. 
Examiners and Evaluators need 
adequate time to provide a 
quality review of applications. 

•. 	To ensure sufficient time to 
review applications, we will 
provide Examiners and 
Evaluators with initial Stage I 
assignments in time to allow a 
minimum of three weekends for 
reVlew. 

State and Local Networks 

• 	 OQP sponsors a two day annual 
state/local workshop and a 
special state/local session during 

( 

the annual Quest for Excellence 
Conference. 

• 	 To promote in-depth 
understanding of key award 
processes, workshop attendees 
are organized into focus groups. ' 
Focus groups share their findings 
~nd respond to questions. 

COMMERCE 
NATIONAL OCEANIC AND , 
ATMOSPHERIC ADMINISTRATION 
National Weather Service 

To protect life andproperty and 
enhance the national economy. 
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• 	 State-of-the-art equipment and 

technologies allow NWS to 

operate the most advanced 

weather and water forecast and 

warning system in the world. 


• 	 We continue to increase advance 
warning times for severe weather. 
Currently, warnings of less than 
10 minutes are typical for 
thunderstorms and tornadoes. 
With new technologies and 
increasing numbers ofbetter-' 
trained hazardous weather 
spotters, as much as 30 minutes 
warning may be possible before 
the severe weather occurs. 

• 	 We issue routine forecasts every 
four to six hours, but we 
continuo.usly update and amend 
our forecasts and warnings during 
changing weather. 

• 	 Our goal is to work with the 
private sector to make NOAA 
Weather Radios as common as 
smoke detectors -- to place 
NOAA Weather Radios wherever 
people congregate, including all 
schools,. hospitals, and nursing 
homes to provide weather 
warnings which can save lives. 

• 	 New technologies are being 
developed for persons with 
disabilities such as the hearing
impaired. 

• 	 Development of new products . 
and services based 6n user 
requests and requirements is a 
top priority. 

• 	 We have improved long-range 
forecasts, better serving the 
general population, and America's 
agricultural, transportation, and 
other economic interests. 
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.COMMERCE 
NATIONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRA nON 

NOS Nautical Charts and Related 

Products 


Provides in/ormation, data products 
and servic~s to apply scientific 
understanding to the Nation's 
coastal, marine,and air navigation 
environment. , 

As our customers, you have a right to expect 
nautical charts that: 

• 	 Meet your needs, not ours. 

• 	 Are accurate. 

• 	 Are updated to the time of sale. 

• 	 Are fairly priced. 

We will: 

• 	 Assess customer satisfaction and 
develop plans to improve 
customer satisfaction. 

• 	 Market our chart products .and 
services at boat shows and 
technical conferences. 

• 	 Continue our customer outreach 
program at major port cities 
nationwide. 

• 	 Respond the same day to your 
telephone inquiries .. 

• 	 . Respond within one week of your 
written correspondence. 

• 	 Always be polite, considerate, 
and honest when communicating 
with you. 

• 	 Ensure our products and services 
meet or exceed your 
expectations. 

• 	 Work closely with the 
International Hydrographic 
Organization and U.S. federal 
agencies to ensure that uniform 
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surveying and charting standards 
are adhered to in our products. 

• 	 Actively participate in national 
and international conferences, . 
committee and technical 

I workshops. 

CO~MERCE 
NATId>NAL TELECOMMUNICATIONS 

AND INFORMATION ADMINISTRATION 
Information Dissemination 

i Promotes the lise (?f . 
itelecommUllicatiolls and infor:mation 
: techn%x;es ;11 the public and 110n, . 
pn!fit sectors 

I 

• 	 National Telecommunications 
and Information' Administration 
(NTlA) will make all publicly 
available information accessible' 
as hard copy and through free-of~ 
charge electronic services. 

• 	 Information will be made 
available ~Iectronically at the 
same time it is released in print. 

• 	 All information posted 
electronically will be timely and 
accurate. 

.• 	. NTIA staff will assist you, with 
any problems or questions you 
may have with use ofour 
electronic services, 

• 	 NTlA will monitor usage of it~ 
electronic delivery services to : 
ensure that they are reliably 
available and capacity is sufficient 
to minimize delivery time to you. 

I 
! 
I 

COMlVlERCE 
Office of Consumer Affairs
I· 	 . 
iProvides.collslfmer assistance and 

, 	 . . I 

'Iillformatioll .' , 

Whenever you contact our office: . 


I 

I 

I 

I 


I 
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I 
I 
I 
i 

• 	 We will always treat you fairly 
and courteo~sly. 

~ 	 We will answer the telephone on 
or before the third ring. You will 
speak to one of our staff On the 
rare occasion when no one is 
available, you may leave a 
message on ou~ answering 
machine and we will return your 
call on the same day or the next 
working day. 

• 	 Our letters to you will always be 
written in plain language. 

• 	 If for some reason we can't meet 
the standards given below, we 
will send you an interim response , ' 
explaining when you can expect 
our full reply. 

Ifyou contact us about a consumer . 

complaint: 


• 	 We will respond to your 
, complaint letter within 10 
, working days. 

• 	 As appropriate, our written 
responses to complaint letters will 
provide you with additional. 
sources of information and 
redress, and will include a 
complaint-handiing fact sheet. 

• 	 Ifyou telephone us with a 
complaint, we will advise you on 
the telephone. If a complaint 
specialist is not available, we will 
return your call by the next 
business day. 

Ifyou contact us with an inquiry about the 
, Department ofCommerce or ask for other 
information: 

• 	 We will answer your written 
inquiry wi,thin 10 working days. 

• 	 If you telephone us, you will 
speak to ·a knowledgeable person 
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who will answer your question. If 
we don't know the answer, we 
will fmd someone who does.· If" 
we need to 'refer you to another 
office; our referrals will be ' 

, '. 'prompt and accurate. 

If you request one ofour publications: 

• 	 Publicatio.ns will be sent out 
within fiv~ days of.receiving your 
request. 

• 	 They will be written in plain . 
language, andwill:be easily 
understood and appropriate for 
our audiences, 

.' 	Consumer publications will be 
available.in large type, on 
request. 

COMMERCE " 

Public Affairs 


Provides il!formation 
, We will: 

• 	 Provide prompt response to 
telephone requests for 
information. 

• 	 Be pleasant at:1d courteous in 
helping customers locate, 
information. ' 

• 	 Find the answers and return the 
call within 24 hours' if we are 
unable to supply information 

, immediately' or refer you 
. appropriately: 

, 	 I 

• 	 Meet reasonable customer 
deadlines for responses or explain 
promptly whywe can't. 

• 	 Strive to identifY you, our , 
customers, so we can improve the 
Departmerit information available 
to you not only by mail, but also 
via electronic media. 
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•.Use customer suggestions,' 
complaints and other feedback to 

" improve our services. 

We guarantee accountability to, our 
customers. 

COMMITTEE FOR 

, PURCHASE FROM PEOPLE 

WHO ARE BLIND OR 
SEVERELY DISABLED 
General Standards 

Coordinates the purchasing needs of 
the Government with employment 

, .' . and training opportunities for people 
" ,,'. who are blind or severely disabled 

The Committee 'has established the following 
standards. ' 

Participating nonprofit agencies (NPAs) an~ , 
,their lavits-Wagner-O'Day (JWOD) Program 

, employees: 

lobs for People with Severe Disabilities 

• 	 The Committee will strive to 
provide job opportunities that 
allow individuals with severe 
disabilities to acquire relevant 
skills to prepare them, wheQever 
possible, for competitive 
employment and will encourage 
NPAs to promote competitive 
employment opportunities for 
direct labor: employees with 
disabilities. 

Technical Assist,lnce and Marketing 

• 	 The Committee will communicate 
clearly and concisely to ,the 
National Industries for the Blind 
(NIB), NISH, and participating 
NPAs all requirements and other 
information that affect their 
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participation in the JWOD 
Program. The Committee wiJI ' 
work with NIB and NISH to 
provide technical assistance to 
help NP As maintain proper 
standards and records in 
compliance with Federal laws and 
regulations governing their 
employment of people with 
severe disabilities under the 
JWOD Act. Requirements for 
participation in the program will 
be the minimum necessary to 
assure compliance with all such 
laws and regulations, and . 
Committee policy. The 
Committee will actively assist 
NP As to market their products 
and services to the Federal 
govern~ent. 

Timely: Action 

: - Committee actions regarding 
additions, pricing, contract 
administration, compliance and 
other activities will be performed 
within the shortest time possible 
in accordance with established 
timeframes to enhance the ability 
of the NP As to accomplish their 

. mission of providing employment 
and training for people who have 
severe disabilities. 

I 
Federal Government Customers 

QualitY, and Fair Pricing 

'. i- JWOD products and services will 
I meet the customers' quality 

requirements at a fair market 
pnce. 

T echnital Assistance and Timely Action 
I 

,- The Committee will communicate 
clearly and concisely to Federal 

I . 
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procurement personnel and end 
users of JWOD products and 
services all requirements and 
other infon:nation that affect their 
participation in the JWOD 
Program, and help remove 
barriers t9 their support of the 
program. Committee actions 
regarding additions, pricing, and 
contract administration will be 
performed within the shortest 
time possible in accordance with 
established timeframes to enhance 
the ability of procurement 
personnel to meet their 
customers' demands for products 
and services. 

Easy Ordering 

- The Committee will work with 
. distributing agencies, including 

. the General Services 
Administration (GSA), 
Department of Veterans Affairs 
(VA), the Defense Logistics 
Agency (DLA), and any 
authorized commercial 
distributors, to ensure that JWOD 
products are easily identifiable 
and accessible via up-to-date 
procurement methods such as 
credit card purchasing and 
electronic commerce. 

CONSUMER PRODUCT 

SAFETY COMMISSION 
Hotline 

Protects the public against 
unreasonable risks ofinjury from 

consumer products and promotes research 
and investigation intd the 
causes and prevention of product-related 
deaths, illnesses, and 
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InJunes. The National Injury Information 
When you call our Hotline you can expect: Clearinghouse 

• 	 To be given easy~to-follow 
instructions in English, or, if you 
choose, Spanish, on how to use 
the Hotline. 

• 	 To have your call answered 
immediately, seven days a week, 
24 hours a day. 

• 	 To hear the most up-to-date 
. information on 'product safety 

recalls. 

• 	 To speak to a Hotline staff 
person who will give you 
courteous service and be 
available between 8:30 a.m. and 5 
p.m. Eastern time Monday 
through Friday except holidays. 

• 	 To have your complaint of an 
unsafe product or product-related 
injury taken accurately and a 
copy mailed to you the' next 
working day so that you may 
confirm the information you 
provided. 

• 	 To leave a message at night and 
on weekends and holidays ifyou 
want to report an unsafe product 
or product~related injury. Your 
call will be returned the next 
business day. 

• 	 To arrange to speak to a CPSC 
staff member in one of the 
following languages: Arabic, 
Burmese, Cambodian, Cantonese 
Chinese, French, German, Greek, 
Hindi, Italian, Korean, Japanese, 
Punjabi, Ukrainian, Urdu, 
Vietnamese, Yiddish and 
Hebrew. 

CONSUMER PRODUCT" 

SAFETY COMMISSION 
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Disseminates injury 'Statistics and 
information relating to the causes 
andprevention ofdeath and injury 
associated with consumer products. 
Responds 10 requests for this 
information from the American 
public. Conducts searches ofdata 
bases to provide tailored responses 
to cllstomers' needs . 

'When you request information from the 
Clearinghouse you can expect: 

• 	 To speak with a courteous 
Technical Information Specialist 
who will be available between 
7:30 and 5:30 Eastern time 
Monday through Friday except 
holidays. 

• 	 To have your request processed 
by a knowledgeable Technical 
Information Specialist. 

• 	 To meet your requirements with 
the most accurate and complete 
information available. 

• 	 to have your request for 
information acknowledged in 
writing within 5 working days. 

• 	 To leave a message at night and 
on weekends and holidays if you 
want to request incident data or 
check the status of a request. 
Your call will be returned the 
next business day .. 

• 	 By November 1995 to receive 
our most frequently requested 
statistical and other injury 
information from our fax-on
demand system. 

• 	 If you are a manufacturer of a 
consumer product to have all 
relevant information on incidents 
and investigations regarding your 
product sent to you for review 
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and comment under an 
information-sharing program. 

i 
I 

DEFENSE 
DEFENSE LOGISTICS AGENCY 
Defen1se Reutilization and Marketing 
Servi~e . 
Sales to the Public 

i Hand/es sales (?f exce.\:\' materia/to 
: the public. 

We w~1I achieve 90% customer satisfaction 
throu~h our: 

,. Reliability in handling routine 
orders, answering questions and 

i meeting customer schedules. 

:. Responsiveness to customer 
requests and problems. 

i. Employees' knowledge of 
products and ability to answer 
questions and solve problems. 

i. Professionalism in telephone and 
I written communications. 

DEF~NSE 
Install~tion and Community Relations 

IProvides information 
Office pf Public Affairs . 

! • Information will be made fully 
and readily available, consistent 
with statutoryr~quirements, 
unless its release is precluded by 
current and valid security 
classification. The provisions of 
the Freedom ofInformation Act 
will be supported in both letter 
and 

spirit. 

'. 	 A free flow of general and 
military information will be made 
available, without censorship or 
propaganda, to the men and 
women of the Armed Forces and 
their dependents. 

, 
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• 	 Ififormation will not be classified 
or otherwise withheld to protect 
the government from criticism or 
embarrassment. 

• 	 Information will be withheld only 
when disclosure would adversely 
affect national security or 
threaten the safety or .privacy of 
the men and women of the 
Armed Forces. 

• 	 The department's obligation to 
provide the public with 
information on its major 
programs may require detailed 
public affairs planning and 
coordination within the 
department and with other 
government agencies. The sole 
purpose of such activity is to 
expedite the flow of information 
to the public: Propaganda has no 
place in 

Department of Defense pubHc affairs 
programs. 

DEFENSE 
Pu blic Affairs 

Provides information 

• 	 Information will be made fully 
and readily available, consistent 
with statutory requirements, 
unless its release is precluded by 
current and valid security 
classification. The provisions of 
the Freedom oflnformation Act 
will be supported in both letter 
and 

spirit 

• 	 A free flow ofgeneral and 
military information will be made 
available, without censorship or 
propaganda, to the men and . 
women of the Armed Forces and 
their dependents. 
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• 	 Information will not be classified 
.or otherwise withheld to protect 
the government from criticism or 
embarrassment. 

• 	 Information will be withheld only 
when disclosure would adversely 
affect national security or 
threaten the safety or privacy of 
the men and women of the 
Armed Forces. 

• 	 The department's obligation to 
provide the public with 
information on its major 
programs may require detailed 
public affairs planning and 
coordination within the 
department and with other 
government agencies. The sole 
purpose of such activity is to 
expedite the flow of information 
to the public: Propaganda has no 
place in 

Department of Defense public affairs 
programs. 

DEFENSE 
U.S. ARMY CORPS OF ENGINEERS 
Disaster Response and Recovery 

Sllpplemel1ls Siale and local efforts 
to save hllman I~fe, prevent 
immediate hllmail suffering, or 

. mitigate property damage. 

.We will inform state and local 
.officials of our policies and 
authorities, and participate in 
their emergency seminars and 

. exercises when asked. 

• 	 We will provide emergency 
operations assistance (such as 
providing sandbags, pumps, 
technical assistance, etc.), when 
requested and in compliance with 

. Public Law 84-99. 
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• 	 We will provide post-flood 
assistance·to include technical 
advice and assistance, debris 
clearance, debris removal, and 
temporary restoration ofcritical 
public facilities or serVices, and 
identify hazard mitigation 
opportunities as part of our.. 
interagency team. 

• 	 We will provide temporary 
assistance for emergency water 
supply as a result of a drought or 
contaminated source for up to 30 
days or until the Federal 
Emergency Management Agency 
undertakes the provision of 
emergency water under its own . 
authorities, whichever is earlier. 

EDUCATION 
Office of Bilingual Education and 
Minority Languages 
Bilingual Education and Minority 
Languages Services 

Provides financial assistance, 
directio~, .leadership and technical 
assistance to students with limited . 
proficiency if! English. 

• 	 Everyone requesting information 
will be treated with courtesy and 
professionalism. 

• 	 Requests for information will be 
addressed within 48 hours. 

• 	. E-mail messages will be returned 
within 24 hours. 

• 	 Each program officer will be able 
to' answer questions about all 
OBEMLA programs and 
Departmental initiatives. 

• 	 Each support staff member will 
be able to provide relevant 
information on funding 

. opportunities assistance and will 
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be able to direct requests to 
relevant OBEMLA program staff 
and/or other Department 
principal offices. 

- When a staffer is absent, he/she 
will have a designated back-up . 
knowledgeable of projects and 
programs. 

: - AU complaints or problems with 
our primary customers will be 
brought to the attention of the 
Director, will be logged, tracked 
and brought to closure within 30 
days regardless of the eventual 
"process-owner" . 

EDU;CATION 
Educa'tional Research and Improvement 

: Provides financial assistance and 
. technical assistance in educational 
; research and development programs 

In sponsoring educational research, . 
development, and dissemination to improve 
education: 

I-
! 

'We service our customers well. 

1-.' Our products and services are 
based on the best available 
·research and exemplary practice 
and are current, relevant, and of 
high quality. 

- We engage in a process of 
continuous improvement in the 
provision of products and 

t services. 

,.1- We give accurate, dependable, 
:. and useful responses to all 
I 

reasonable inquiries. 

- We listen to our customers and 
use their input responsibly. 

- We solicit customer knowledge, 
needs, and perspectives on a 

. regular basis to help improve our 
product~ and services. 

i 
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- We systematically incorporate 
customer knowledge, needs, and 
perspectives in the planning and 
decision making that guide our 
work. 

- We treat our customers with 
respect. 

- We are courteous, congenial, and 
. helpful in our relations with 
customers. 

- We respond to written 
correspondence in a reasonable 
period of time, usually 10 days, 
and provide an appropriate 
interim response if more time is 
needed. 

-We return electronic and phone 
messages within a reasonable 
period of time, usually three days. 

- We respond to phone requests for 
. single copies of publications or 
other products within two days. 
Mailed requests for single copies, 
and all bulk orders are filled 
within three days. 

EDUCATION 
Elementary and Secondary Education 

Provides direction, leadership and 
technical assistance and awards. 
disburses and monitors grants, 
contracts and cooperative 

. agreements to support education to 
elementary and secondary students. 

- Once you have signed off on an 
assurance (in a grant application) 
during a fiscal year, you will not 
have to sign off on the same 
assurance in that fiscal year. 

- All formula and non-competitive 
grant applications will be 
reviewed and processed within 30 
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. calendar days from date of receipt 
in OESE. 

• 	 When you request technical 
assistance, we will schedule. 
technical assistance either by 
telephone within 48 hours or 
wrltte~· response within 72 hours. 

• 	 We will conduct monitoring 
reviews for at least 25% ofOESE 
programs during each fiscal year. 

• 	 When you s,:!bmit a written 
request for (published) generic 
materials, we will fulfill your 
request within three working days 
from the date ofOESE receipt. 

• 	 Your request for information 
requiring a decision on policy 
andlor regulatory issues will be 
responded to within ten working 
days of QESE receipt. 

• 	 When you call OESE, your call. 
will be answered by a person or 
voice mail within three rings. 

• 	 When you leave a message on 
voice mail or with an OESE 
employee, your call will be 
returned within two working 
days. 

• 	 When a call is received by an 
OESE e':nployee. you will not be 
forwarded more than once for a 
specific inquiry. 

• 	 When you interact with an OESE . 
employee you will walk away 

; with a positive image that starts 
with "I can" ·and not "I can't". 

EDUCATION 
Post Secondary Education 

Provides .financial assistance 
(l()al1.\~ and technical assistance for 
stlldenlsenrolled in post secondary 
edllCaliol1; slIpporling institutions in 
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the development ofstudent services, 
college hOUSing andfacilities, and 
innovative instructional programs; 
and byproviding direction, 
leadership and technical assistance. 

Customer Support: 

• 	 All inquiries coming into the 
customer support unit are logged 
and tracked through a call 
management database and are 
researched, responded to, and 

. closed within 3 working days. 

.• All Student Financial Assistance 
Programs publications are edited 
and loaded onto the Electronic 
Bulletin Board Systems within 1 
working day of receipt. 

Public Inquiries: 

• 	 Our Public Inquiry Service will 
have sufficient staff and phone 
lines to ensure that the average 
call wait time will be 35 seconds 
or less. 

• 	 Letters that do not require 
casework are required to be 

. answered within 12 working days 
of receipt. Letters requiring 
casework research are answered 
within 20 working days. 

Direct Loans and Central Processing System: 

• 	 To answer at least 90 percent of 
telephone calls immediately, to . 
call back customers leaving a 
voice message within one hour, 
and to continue to respond 
through on-site visits and other 
support as requested. 

Direct Loan Servicing Center: 

• 	 Incoming calls to the servicing 
center are respgnded to 
im~ediately 95% of the time. 

F ANCY7E.DOC 



.1 

Incoming mail is responded to ,, 	
within 5 days. 

: 
I 

EDUCATION 
I 

Special Education and Rehabilitative 
Servi~es 

: Providesfinancial assistance, 
t direction, leadership, .contract. 
; advice, and technical assistance to 
'I' improve education for c:hildren with 
, disahilities and rehahilitalion and 
1 independence ofdisahled adults. 
I 	 . 

Improying our customer relations: 

'. 	We will include our customers, 
partners and stakeholders iri 
strategic planning for the 

I organization. 

'. We will be courteous and tr~at 
our customers with respect every 
time they contact us. 

'. 	We will measure customer 
satisfaction with our programs 
and services through the use of 
customer surveys, focus groups, 
public comment periods, public 
hearings, and meetings with' 
customer representatives. We 
will focus special attention on 
traditionally underserved groups. 

I 

:. 	 We will use information and 
feedback we receive from 
customers to continually improve 
our services and make our 
programs more customer~ 
focused. We will obtain feedback 
through regularly-scheduled 
events where our customers 
know that they will have an 
opportunity to provide feedback 

I 	 to us. 
I 

Supporting customer service: 
I • 

~ We will empower our staff to 
. make decisions at lower levels of 
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the organization to achieve 
customer satisfaction, thus 
reducing "run around" time for 
customers. 

• 	 We will develop individuals and 
positions with direct 
responsibility for assisting 
customers and managing the 
customer service process. 

• 	 We will implement training, 
accountability and quality 
assurance procedures to facilitate 
a culture in which customer 
service is valued by the 
organization and employee, 

• 	 We will make information 
resources readily available to our 
staff, so that every employee can: 

. (1) respond quickly ,and 
accurately to. general inquiries, 
and (2) make accurate and 
prompt referrals regarding more 
specific inquiries. 

Obtaining customer input: 

• 	 We will make information about 
all ED programs, and services 
available to our customers by 
participating fully in the 
Education Department's one-stop 
information referral service. 

• 	 We will establish and maintain 
customer access to on-line 
information services about our 
services and programs. 

• 	 Our voice mail systems will 
provide the option of speaking to 
an operator at any time. 

• 	 Routine inquiries, whether 
written, phone, or electronic, will 
be responded to within 5 working 
'days. 	For complex inquiries 
requiring additional time, 
customers will receive an interim 
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response projecting the time to 
resolution. , 

• 	 We will respond to phone 
requests for single copies of 
publications and other available 
products within 48 hours. 
Requests for single copies by mil 
and all bulk orders will be filled 
within 72 hours. 

• 	 We will see customers within 10 
minutes of the scheduled time of 
an appointment. 

Making the grant process more accessible: 

• We will disseminate timely 
information about'grant 
. opportunities and make 
application' packages readily 

, available without another call. 

• 	 Grant application packages will 
be easy to read and understand 
and will be provided in accessible 
formats. 

.• 	 We will state clear guidelines for 
proposals and criteria f()r 
selection for all grant and 

, contract competitions. 

• 	 We will conduct fair reviews of 
proposals. 

• 	 We will notify grant applicants of 
decisions within six months of the 
receipt of the proposal. 

• 	 We will provide information that 
explains the final funding decision·' 
for the proposal. . 

Making our monitoring activities more 
. customer-focused: 

• In monitoring site visits, we will 
. provide an idea of o·ur.findings in 
exit interviews on the fast day of 
the visit. 
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• 	 We will make final monitoring 
reports available within 30 days. 

EDUCATION 
Vocational and Adult Education 

Provides financial and technical 
assistance to students, adult learners 
and employers who provide 
vocationaland adult education. 

• 	 Customers will be treated with 
courtesy and professionalism. 

• 	 Customers communicating with 
OVAE will receive individual 
attention and prompt service. 

All phone and voice mail messages will be 
returned within 24 hours. . 

Correspondence will be dosed out within 
two weeks. 

• 	 Customers receiving grants from 
OVAE can expect an efficient 
and effective process for the 
administration offunds. For 
instance: 

State plans will be reviewed within 30 days 
after receipt. 

Peer reviews will be fair and timely. 

• 	 Customers will be provided 
technical assistance that is timely, 
dependable, and accurate to 
improve the quality of education. 

• 	 Customers will have easy access 
to information compiled and 
maintained by OVAE through the 
use of technology . 

• 	 Customers will have adequate 
opportunity to provide input as to 
their needs as well as opportunity 
to provide feedback on OVAE's 
information and serviCes. 
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i 

t:D{JCATION 

Civil Right Complaint Re~olution . 


: Processes complainls oj

I 	 I .
! discriminalion in ollr schoo s 
I 	 . dIn carrying out our work, we are committe 

to treating all parties with respect and 
fairness. These are our commitments to you

I . 
.of cusromer service. 

'. 	The Office for Civil Rights 
(OCR) work will be of the 
highest quality. All complaints of 
discrimination will be 
appropriately resolved under the 
anti-discrimination laws and OCR 
policies and procedures, 

• The Office for Civil Rights will 
. work efficiently, Complaints of 

discrimination will be resolved in 
a timely manner, in all but 
exceptional cases within 180 
days. ' 

• 	 ,The Office for Civil Rights will 
make it easy to communicate 
with us. Telephone calls will be 
promptly answered. 
Correspondence will be 
acknowledged within seven days, 
and answered ~ithin thirty days. 

i. The Office for Civil Rights 
i (OCR) will be clear. Our 

• 	 i correspondence to you will be 
easy to understand, even ifyou 
are not a lawyer or are not 
familiar with OCR policies and 
procedures,!. 	 The Office for Civil Rights will 
listen, We will work to 
understand your concerns, give 
those concerns due consideration, 
and take appropriate action, all in 
a prompt and friendly manner. 

EDUCATION 
OFFICE OF ELEMENTARY AND 


SECONDARY EDUCATION 


Impact Aid 
Grants available 10 local school 
systems whose resources are affected 

by federal operations. 
· Based on a customer survey indicating that 

more than hatf of our customers were 
· dissatisfied with the timeliness oftheir 
payments, we instituted a new standard: 

• 	 All applicants that submit a 
problem-free application receive 
their payments within 45 days of 
receipt. 

. EDUCATION 
Goals 2000: Educate America Act 

Ensures equal access 10 education 
andpromotes education excellence 
nationally. 

The Goals 2000 Act, which focuses the 
nation's attention on challenging academic 
and occupational standards, was passed with 

'input from a wide range ofbipartisan 
supporters including state governors and 
legislators, educators, researchers, policy 
makers, and 
parents. To be considered for funding, states 
complete only a shori, simple grant 
application. 

• 	 We respond in writing to all 
applications within 15 days. 

This act is a cornerstone ofthe department's 
improvement agenda. The Act establishes the 
National Education Goals for the year 2000. 

· They are as follows: 

• 	 School readiness: All children in 
America will start school ready 
to learn. 

i 
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• 	 School completion: The high 
school graduation rate will , 
increase to at least 90 percent. . 

• 	 Student achievement and 
citizenship: All students will leave 
grades 4, 8, and 12 having 
demonstrated competency over 
challenging subject matter, 
including English, mathe'matics, 
science, foreigrl languages, civics 
and government, economics, arts, 
history, and geography; and 
every school in America will 
ensure that all students learn to 
use their minds well, so they may 
be prepared for responsible 
citizenship, further learning, and . 
productive employment in our 
nation's economy. 

• 	 Mathematics and science: The 
nation's students will be first in 
the world in mathematics and 

. science achievement. 

• 	 Adult literacy and lifelong 
learning: Every adult American 

. will 	 be literate and will possess 
the knowledge and skills 
necessary to compete in a global 
economy and exercise the rights 
and responsibilities of 
citizenship_ 

• 	 Safe, disciplined, and drug-free 
schools: Every school in the 
United States will be free of 
drugs, violence, and the 
unauthorized presence of 
-firearms and alcohol, and will 
offer a disciplined environment 
conducive to learning. 

• 	 Teacher education and 
professional development: The 
nation's teaching force will have 
access to programs·for the 
continued improvement of its 
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professional skills and the 
opportunity to acquire the 
knowledge and skills needed to 
instruct and prepare all American 
students for the next century. 

• 	 Parental' participation: Every 
school will promote partnerships 
that will increase parental 
involvement and participation in 
promoting the social, emotional, 
and academic growth of children_ 

EDUCATION 
General Standards 

Ensures equal access to education 
andpromotes education excellence 
nationally 

Ifyou contact us with an inquiry about the 
Department ofEducation or· ask for other. 
information: 

• 	 We will answer your written 
inquiry within 15 working days . 

• 	 If you telephone us, you will 
speak to a knowledgeable person 
who will answer your question or 
refer it properly. You will receive 
no more than two referrals. 

• 	 We will-answer phone calls 
promptly, within 3 rings, and 
return all voice mail messages 
within 48 hours. 

• 	 We will respond to your E-mail 
messages within 48 hours. 

• 	 If you have a personal 
appointment with a Department 
employee, you will not be kept 
waiting. ' 

If you request one of our publications or 
documents: . 

• 	 Requests for single copies of 
publications by telephone will be 
sent within 48 hours. 
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• 	 Requests for single copies by mail 
and all bulk orders will be filled 
within 72 hours. 

I • 	 Publications and documents will 
I 

be made available in alternative 
formats on request. 

• 	 We will give you the option to 
receive information in electronic 
form where possible. 

If yoh contact us about a complaint: 

; • We will respond to 'written 
complaints within 15 working 
days. 

• 	 Ifyou telephone us with a 
complaint, we will advise you on 
the telephone or refer your 
complaint to the proper source. I 

i 
If y04 are a prospective grant applicant or 
exist~ng grantee, or if you are a prospective 
or cu'rrent recipient of student financial 
assistance: 

I 

I • 	 We will disseminate timely and 
accurate information on grant 
opportunities and provide clear 
guidelines for grant proposals and 
criteria for selection. 

i • 	 We will disseminate timely and 
accurate information on student 
financial aid application 
proce.dures and program 
provisions. 

I • 	 We will acknowledge receipt of 
requests for administrative 
actions and other inquiries within 
48 hours. 

! • Final response on administrative 
; actions will becompleted in 30 

calendar days. 

• 	 Grant award documents will 
clearly identifY which requests 
should be referred to the grant 

I 
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specialist or program specialist 
and which grantee actions do not 
require prior approvaL 

• 	 We will provide timely, accurate, 
and dependable technical 
assistance. 

• 	 We will provide information that 
explains the final funding. 
decision. 

• 	 We will institute sensible 
reporting requirements and when 
conducting monitoring and site 
visits perform exit interviews and 
make final monitoring reports 
available within 30 days. 

ENERGY 
ENVIRONMENTAL QUALITY 
Office of Environmental Management 
Environ men tal·Quality 

Protect human health and the 
environment. 

• 	 Improve the .cost performance of 
environmental quality projects by 
20 percent over the next two 
years. 

• 	 Improve the cost of performance 
of environmental management ' 
and restoration activities by 20% 
over the next two years. 

• 	 Increase the frequency by which 
Environmental Management 
employees interact with 
stakeholders by establishing 
programs which engage 
individual employees with 
.individual stakeholders at each 
EM site. 

• 	 Improve the distribution of 
programmatic information by' 
filling orders for publications at 
the Center for Environmental 
Management Information within 
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two business days from the time 
they reach the Center. 

• 	 Increase by at least 10% the ~ 
number of customers who report 
a "great deal" of trust in EM by 
1996 

ENERGY 
NATIONAL SECURITY BUSINESS LINE 

Office of Defense Programs 
Maiil/ain nuclear weapons 
'tei.:hnology and competence that are 
re,'ponsive to national security 
need,'; assist in the reduction ofthe 
worldwide nuclear stockpile by 
safely and securely dismantling 
thousand,' (?f lIuclear weapons; 
transform the nalional security 
infrastructure to meellhe 
r~qllireme1/ts/or sec:ure disposition 
(?f weapons capable malerials;, and 
maintain arms control and related 
technologies. 

• 	 Maintain or exceed the 
confidence and reliability 
standards as ~efined by the 
military characteristics for 
weapons, as measured by 
technical analysis by the National 
Laboratories, resulting in the, 
continued maintenance of a safe 
and reliable stockpile. 

• 	 Dismantle weapons in accordance 
with the annual Presidential 
Directive, resulting in a reduction 
of over 6,000 nuclear weapons 
between 1994 and 1998. 

ENERGY 
NATIONAL SECURITY BUSINESS LINE 

Office·on Nonproliferation and National 
Security 

Maintain nuclear weapons 
technology and competence that are 
responsive to national security 
needs; assist in the reduction ofthe 
world-wide nuclear stockpile by 
safely and securely dismantling 
thousand ofnuclear weapons; 
transform the national security 
infrastructure to meet the 
requirements for secure disposition 
ofweapons capable materials; and 
maintain arms control and related 
technologies, 

• 	 Continue our program to build 
public confidence by classifYing 
fewer documents; declassifYing 
more documents; and establishing 
in November 1994, an on-line 
bibliography of declassified 
documents available on request. 
Since 1993, classified documents 
have decreased by 70,000; 791% 
improvement in declassification 
actions. 

ENERGY, 
OFFICE OF ENVIRONMENT SAFETY AND 

HEALTH 
Achieve excellence in environmental, 
safety, and health activities and 
timely implementation. 

• 	 Maintain safe facilities 

• 	 Demonstrate openness and take 
responsibility for our actions. 

• 	 Share technology advancements. 

ENERGY 
OFFICE OF THE SECRETARY 
General Standards' 

To contribute to the welfare of the 
Nation by prOViding the technical 
information andthe scientific and 
educational foundation for the 
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: technology, policy, and institutional 
; leadership necessary 10 achieve· 
. e.tficiency in energy lise, diliersity in 

energy sources, a more productive 
and competitive economy, improved 

i environmental qualily, and a secure 
i defense. 

In accordance with The Perfonnance 
Agreetnent Between the President of the 
United States and the Secretary of Energy, 
Hazel O'Leary. The Department of Energy 
will: ' 

,. Leverage DOE's unique science 
and technology capabilities to 
provide knowledge that drives 
the nation's future. 

:. Reduce the global nuclear danger. 

• 	 Restore, stabilize, protect, and 
enhance the environment. I. 
Develop and deploy clean energy 
sources and enhance energy 
security. 

I 
.:. 	 Stimulate U.S. economic 

productivity., 
i • Improve communications and 

trust. 

• 	 Increase productivity of DOE's 
human resources. , 

: • 	 Achieve excellence in the safety 
and health of DOE workers, the 
public. and the·environment. 

I. 	 Become the "best~in-class" in the 
, 

use of management practices. 

ENViRONMENTAL 

. PROtECTION AGENCY 
Public ,Access 

Provides general information 10 the 
puhlic 

EP A will finalize these draft standards after 
consu1t\ng with our customers in the coming 

. year. 
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• 	 We will provide you with 
accurate, up-to-date, and reliable 
information products and 

. servIces. 

• 	 We will actively listen to and be 
responsive to your concerns and 
needs regarding our services. 

If an inquiry needs to be addressed by 
another 
organization: 

• 	 We will provide an accurate 
referral, and, whenever possible, 
route the inquiry directly. 

• 	 We will strive to make 
information available through a 
variety of channels, including 
electronic media and 
intermediaries, such as, 
community organizations and 
local libraries. 

• 	 We will hold ourselves 
accountable for a satisfactory 
response by giving contact names 
and telephone numbers or e-mail 
addresses for reporting back on 
the quality of our responses. 

If you write to us (via mail, fax or 
computer): 

• 	 We will endeavor to mail a 
response within ten business days 
of receipt. If we need more time 
to research the answer, we will 
contact you within those ten days 
to teIl you when to expect our 
response and who the contact 
person is. 

If you telephone us: 

• 	 We will provide a single toll-free 
public information telephone line, 
which will help route inquiries 
[This new service will be 
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operational by the beginning of 
FY97, provided the full Agency 
budget is appropriated.]. 

• 	 We will answer.the call promptly 
and courteously. 

• 	 We will make every effort to 
answer the question immediately, 
and we will always respond with 
a status report by the close of 
next business day. 

If you contact us via computer: 

.• We will provide a single address 
for connection to all EPA 
resources on the Internet. 

• 	 We will provide descriptions, 
including source, known quality 
and limitations, of data made 
available electronically. 

EQUAL EMPLOYMENT 

OPPORTUNITY COMMISSION 
Charging Parties in cases where the 
EEOC is litigating 

Investigates and litigates charges of 
employment discrimination in 
private and public ( including 
federal) sectors; conducts training 
f..md i/~formational activitiesfor 
employers, uniolls, and community 
orgalli::atiOlls. 

As a charging party, you can expect us to: 

• 	 Treat you with respect and 
dignity. , 

• 	 Look at all the ways we do 
business and the way we relate to 
you and other respondents. We 
want to find ways to improve the 
quality and speed of our services. 

• 	 Involve charging parties like you 
to help us understand what you 
want, what you need, and what 
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you think about the way we serve 
you. 

• 	 Support our front-line employees 
by giving them the tools and 
knowledge they need to provide 
the best possible service to you. 

• 	 Strengthen, our commitment to 
customer service. 

FEDERAL 
COMMUNICATIONS 

COMMISSION 
Private Land Mobile Radio Services 
Regulates the use of the radio spectrum 

. 	 Regulates the use ofthe radio 
spectrum to fulfill the needs of 
businesses, state and local 
governments, aircraft, ships, and 
individuals. 

When you telephone: . 

• 	 You will receive a response to. 
your inquiry within one business' 
day. 

• 	 You will be transferred no more 
than twice; if the issue remains 
unresolved at the second contact 
point, we will obtain the required 
infonnation and return your call. 

• 	 If you are transferred during your 
call, we will explain your issue to 
the recipient of the transfer so 
you do not have to repeat the 
reason for the call. 

• 	 You will receive accurate and 
consistent infonnation on FCC 
policy and rules. 

When you request license application fonns: 

• 	 You will receive your form order 
within 10 days after we receive 
your mail or phone request. You 
~ave immediate access to fonns 
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through "fax-on-demand" and the 
Internet. 

• 	 You will receive, along with the 
application, material that clearly 
d~scribes the licensing process. 

When you apply for a license: 

:. You will be able to determine the 
i status of your license application 

and where it is in the process. 
II. 	If your non-specialized mobile 

radio systems application is error
free, you will receive your license 
within 70 days of receipt. 

.• 	 If your application contains errors 
that can be resolved by telephone, 
we will telephone you. If all 
errors cannot be resolved, your 
application will be returned, but 
only after a complete review. 
Errors or omissions will be 
clearly indicated. 

:. 	Every five years, when your 
license needs renewal, we will 
send you your renewal notice 90 
days prior to the expiration date. 

I 

FEDERAL 
i . 

COl\1MUNICATIONS 

COl\1MISSION 
Cable Services Bureau 

, Promotes qllality cable service at' 
:reasonahle rates. 
I 

You will always be treated with courtesy, 
and cart expect the following standards of 
custorrier service when interacting with us: 

I " 	 .. 

i 
When ~ou telephone: 

'. You will receive a response to 
'your inquiry within one business 

. , day. 
, 

I 
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• 	 You will be transferred no more 
than twice. If the issue is 
unresolved at the third contact 

. point, we will obtain the 
information and return your calL 

• 	 If you are transferred during your 
call, we will explain your issue to 
the recipient of the transfer so 
you do not have to repeat the 
reason for your calL 

So you know the appropriate person to 
telephone:. 

• 	 Ifyou are uncertain whom to call 
for assistance, you can contact 
one of our customer service 
representatives at (202) 416
0856. 

• 	 If you would like a copy of our 
Bureau directory, you can obtain. 
one over the Internet, or, for a 
fee, from our copy contractor. 
(202) 857-3800. 

Wh~n we release information from the 
Bureau: 

• 	 You can locate information on 
certain Bureau activity including 
Notices ofProposed Rille 
Making, Report and Orders, 
Memorandum Opinion and 
Orders, rules and public notices 
from FCC Record, or Internet (all 
or some of which may be 
available in your local public 
library) or, for a fee, through our 
copy contractor. Our rules are 
available in the Code ofFederal 
Regulations and Commission 
actions are reported in the 
Federal Register. 

• 	 You can obtain information 
through the following electronic 
addresses: 
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Gopher - gopher.fcc.gov . 

World Wide Web
http://www.fcc.gov 

FTP - ftp.fcc.gov, log in as 
anonymous and use your e-mail address as 
the password. Publications are in the /pub 
directory and succeeding subdirectories. 
Identify files of interest by downloading the 
index (found at the same level as.lpub) and 
searching for key words. 

• 	 Fact Sheets on cable regulations 
can be obtained through the use 
of "Fax on Demand", Internet, by 
contacting our customer service 
representatives, or, for a fee, 
through our copy contractor. 
Examples of the types ofFact 
Sheets available include: 

The Consumer's role in Rate Regulation 

Where to File Complaints Regarding Cable 
Service 

Subscriber Signal Quality Standards 

Customer Service Standards 

Contacting the Cable Services Bureau 

To better answer your questions, we have 
established the following tele·phone numbers: 

Rate complaint form hotline (202) 416-0902 

Local franchising authority hotline (202) 
416-0940 

Small systems hotline (202) 416-0818 

General information on cable regulations 
(Spanish language) (202) 418-2226 

Customer service representatives (202) 416
0856 

FCC fax-on-demand (202) 418-2830 

FCC duplicating contractor (International 
Transcription Service, Inc.) (202) 857-3814 

If you are seeking additional information or 
have questions or concerns, please call our 
Office of Government and Public Outreach· 
@ (202) 416-0800. 

FEDERAL 
COMMUNICATIONS 

COMMISSION . 
Common Carrier Bureau 

Provide communications guidance to 
the general public, businesses, non
profit institutions and government. 

You will always be treated with courtesy and 
can expect the following standards of 
customer service when interacting with us: 

When we release information from the 
Bureau, we will: 

• 	 Make all short documents of five 
pages or less (e.g., press releases, 
public notices, and fact sheets) 
available through domestic "fax
on-demand" and international fax 
on a case-by-case basis. 

• 	 Place a copy of all late releases 
behind the glass outside the press 
office so the communications 
public knows of all released 
documents. 

• 	 Make Bureau decisions and 
outgoing public documents 
available within 24 hours of 
release. 
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i 

i 

Duri~g the rulemaking process, 'we will: 

i • 	 Respond within three business 
days to part 61 waivers; three to 
five business days to requests for 
time extensions; two business 
days .for special temporary 
authorities; and fifteen business 
days to part 68 applications; these 
items are routine, within the 
Division Chiefs delegated 
authority, and do not have to be . 
put out forpub1ic comment 

• 	 Respond within six weeks to non
routine public initiated items 
(other than complaints) that are 
within the Bureau Chiefs 
delegated authority. 

• 	 Respond within nine months to 
non-complex public initiated 
items (other than complaints) that 
are within the Bureau Chiefs 
delegated authority, but for which 
public notice and comment are 
needed. 

• 	 Respond within twelve months to 
complex public initiated items 
(other than complaints) that are I 
within the Bureau Chiefs 
delegated authority, but for which 
public notice and comment are 

, 
I needed.
! . 

• 	 Assign items for resolution to an 
appropriate division for handling 
within two weeks of receipt. 

1 

! • 	 Consider alternative dispute 
resolution and negotiated 
rulemaking before moving to 
conventional methods of 
resolving contested decisions. 

I 
! 

When we. receive information from the 
publi¢, we will: 

• 	 Assign a reference number, log 
the filing within 24 hours, and 
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maintain the log for paper work 
. received without a docket or 
division number. 

To streamline our forms, we will: 

• 	 . Periodically issue a public notice 
of outdated reports, forms, and 
other data requirements we can 
eliminate and invite comments on 
these and other candidates for 
elimination. 

• 	 Seek public input and coordinate 
within the FCC once the need for 
a new form or form change has 
been determined. 

• 	 Make new or revised forms 
available to the public two 
months before implementation 
and allow a transition period 

. when possible .. 

When you telephone, we will: 

• 	 Return your telephone call within 
one business day. 

• 	 Provide an estimate of the time 
required to obtain an answer to 
your question if we are unable to 
respond when we first talk with 
you. 

• 	 Put a message on voice mail to 
indicate our unavailability when 
we are away from the Bureau for 
one day or more. 

• 	 State an alternative point-of
'contact on our voice mail 
message at all times. 

• 	 Determine if a staff member is in 
before we transfer a call. If the 
'person is' not in, we will ask if 
you would like to leave a 
message, be transferred to voice 
mail, or be transferred to another 
person. 
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When you do not know whom to call, we . 

will: 


• 	 Implement an introductory voice 
recording to aid the transfer of 
your calls to the appropriate 
person or organization. 

• 	 Maintain an enhanced functional 
listing, updated regularly, of 
Bureau personnel and place it on 
the Internet and bulletin board 
system. 

• 	 Provide updated functional 
listings to the duplicating 
contractor for distribution. 

When we process complaints, we will: 

• 	 Serve a defendant within 20 days 
of receipt of a formal complaint.· 

• 	 Hold a status/settlement 
conference within 45 days from 
the time the formal complaint is 
served. . 

• 	 Complete processing of informal 
complaints within 6 months. 

Helpful FCC numbers: 

FCC-State Line computer bulletin 
board (202) 418-0241 

Fax-on-Demand (202) 418-2830 

FCC Fax Forms System '(202) 418

Commission's duplicating contractor 
(202) 857-3800 

.Common Carrier Bureau 
Informational Reque~ts (202) 418-1500 

Office of Public AffairslPublic 
Service Division (202) 418-0200 
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Office ofP~blic AffairslFee Hotline 
(202) 418-0220 

FEDERAL EMERGENCY 

MANAGEMENT AGENCY 
Individual Disaster Applications 

Provides leadership and support to 
reduce loss oflife andproperty 
through a risk-based emergency 
management program. 

For individual disaster applicants, FEMA 
will: . 

• 	 Provide you with an. opportunity 
to tell your story to a responsive 
FEMA representative. 

• 	 Treat you with respect and 
caring. 

it 	 Give you clear, accurate 
information on disaster assistance 
and how to applyfor it. 

• 	 Explain clearly what you need to 
do after application, what you 
can expect from the government, 
and how long the process should 
take. 

• 	 Provide eligible individuals 
disaster housing assistance checks 
wittl'all possible promptness and 
give them an estimate of the 
length of time it will take. 

• 	 Provide equal'access to disaster 
assistance for all individuals. 

• 	 Use your suggestions and 
complaints to improve our 
service continually. 

FEDERAL ENERGY 

REGULATORY COMMISSION 
FERC Electronic Bulletin Board Network 
(EBB) 

Electronic bulletin board Network 
that provides access to Federal 
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Energy RegulalOlY Commission 
information. 

Commission Issuance Posting System (CIPS) 

FERC: Daily Issuances: the text of the 
forma! documents the Commission issues 
such as proposed, interim, and final rules, 

I 

initial pecisions, opinions, notices, orders, 
and other documents, I.i 

Issuances are available on the 
I CIPS at approximately 10:00 

a,m. and 3:00 p.m. daily. 
Issuances posted after 3:00 p.m. 
are available at 9:00 a.m. the 
following day. 

News Releases: the latest information the 
Commission provides on a full range of 
energy regulatory subjects and proceedings. 

:. 	They are available on the CIPS 
within 24 hours after issuance. 

Commission Agenda: a list of actions 
schedJled for a public Commission meeting. 

I. The list is available approximately 

I seven days prior to the meeting. 


Commission Action Agenda: a list of items 
acted upon by the Commission at a meeting. 

• The list is available one to two 
, days after the Commission 
meeting, 

Daily Filing List: a list of all filings made at 
the Commission which includes the date of 

I 

the filiryg, the applicant's name, the type of 
filing, the filer/originator, the assigned 

I 

docketlnumber, and whether the filing is an 
intervention. The text of the filing is not , 
available on the CIPS. The list is divided by 

I 

topic illto six separate lists -- gas, electric, 
hydropower, miscellaneous, oil, and 
rulemaking, 
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• 	 The list is available at 3 :00 p.m. 
the day following the filing date. 

Formal Documents Issued List: a list of all 
documents issued on a particular day. The 
docket number, the applicants name, the date 
issued, and the title of the document are 
included. 

• 	 The list is available at 3:00 p.m. 
the day following the issuance 
date. 

Daily Calendar of Hearings and Conferences: 
a monthly list of all hearings, conferences, 
and meetings. The docket number, time, 
company name, and address are included. 

• 	 The list is updated daily after 
3:00p.m. 

Solicitor's Quarterly Report: the status of all 
court cases in which the Commission is 
involved. 

• 	 It is, updated quarterly. 

GSA 
Consumer Information Center 

Helps the public know about and get 
consumer information from the 
Federal government. 

Value: 

• 	 Identify useful federal information 
of help to consumers. 

• 	 Offer federal publications free or 
at the lowest possible cost in the 
free Consumer Information 
Catalog.. 

• 	 Ensure that sales booklets offered 
through the CIC program provide 
information that the public finds 
to be worth the price. 

Quality: 
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• 	 Make available publications that 
cover a wide variety of topics of 
importance to .the public. 

• 	 Ensure accurate processing of 
customer orders. 

Timeliness: 

• 	 The average time to fulfill an 
order by the GPO facility in 
Pueblo, Colorado, will be four to 
six weeks, including delivery 
time. 

Ease of accessibility and convenience of 
service process: 

• 	 The Pueblo, Colorado, facility 
will be maintained as a single 
point for consumers to obtain 

. copies of the Catalog or other 
federal publications. Consumers 
can obtain a free copy of the 
Consumer Information Catalog 
by writing to Catalog, Pueblo, 
CO 81009, or by calling 719-948
4000. 

. '. 	 An efficient means will be 
provided for.nonprofit groups, 
such as libraries and schools that 
are able to distribute 25 copies or 
more of the Cataloo 

.::> on a 
quarterly basis, to be placed on 
CIC's bulk mailing list. . 

• 	 The CIC Bulletin Board System 
and other new technology 
initiatives will increase customer 
access to the Catalog and other 
important consumer information. 

HOUSING AND URBAN 


DEVELOPMENT 

.OFFICE OF FAIR HOUSING AND EQUAL 

OPPORTUNITY 
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. Regulatory Initiatives and Federal 
Coordination 

To further fair hOUSing through 
development ofregulations and 
other guidance, administration of 
Executive Order 12892, and 

. innovative projects to involve other 
federal agencies in removal of 
harriers to hOUSing choice. 

Customers of the Office of Regulatory 
Initiatives and Federal Coordination include 
the lending and insurance industries 
c.onsumer advocates, fai~ housing ~d civil 
nghts groups, government officials, the 
press, members of protected classes, and the 
general public. They can expect' the 
following customer standards. 

Administrative: 

•. 	 Provide guidance on interpreting 
fair housing law through the 
publication of proposed 
:egulations governing lending and 
lDsurance. 

• 	 Provide substantive co~ments on 
proposed HUD regulations and 
policy regarding fair lending and' 
lDsurance matters. 

• 	 Provide substantive comments on 
proposed legislation regarding 
fair lending and insurance 
matt'ers. 

• 	 Provide training and 
informational· briefings as· 
requested to HUD employees, 
lending and insurance industries , 
'consumer advocacy, . fair housing 
and civil rights groups, . 
government officials, the press,' 
members of protected classes, 
and the general public . 

• 	 Provide timely responses to 
questions and concerns of 
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customers regarding fair lending 
and fair insurance practices. 

General: 
; . Every customer is entitled to , 

courteous treatment. 

Every customer should be 
I • 

provided additional assistance 
should the need arise. 

• 	Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• 	 Provide an interim response when 
a complete response requires 
additional time for research or 
there is a heavy workload. 

.• 	Solicit feedback and react to 
customers' comments. 

!. Train all employees regularly on 
customer service. 

1 
I. 	Encourage teamwork and assure 

that all staff are thoroughly 
informed. 

i. 	Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 

• 	 Assure that each person in the 
organization conducts 
himself/herself as a professional. 

HOUSING AND URBAN 
1 • 

DEVELOPMENT 
I 

PUBLIC AND INDIAN HOUSING 
Subsid'ies for Public Housing 

,A parmership hetweenfederal, state, 
:and local govemmems, with the 
federal go;!emmdlf providing 
~mhsidies and regulations on project 
f)peratiolls. 

Standards for our PIH partners include the 
followi~!!: 

,~ 
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• 	 PIH offices should be open to the 
public and available to do 
business during conventional 
work hours as that concept is 
defined locally. 

• 	 Any PIH staff person receiving an 
incoming inquiry -- by telephone, 
letter, or personal contact -
"owns" that inquiry until the 
substance of the inquiry has been 
conveyed to the office or 
individual responsible for a 
substantive response. 

• 	 During business hours, customers 
inquiring in person should wait 
no more than two minutes to be 
greeted and given an idea of 
when a technical person will be 
available. to respond. 

• 	 During business hours, all 
telephone calls should be 
answered by a person within 
three rings. 

• 	 To the maximum extent possible, 
PIH field offices and 
headquarters offices will have a 
live person responsible for 
answering the telephone, 
promptly, every minute of the 
business day, including "flex
time" hours. 

• 	 Each office will establish a 
procedure whereby the principal 
receptionist or other telephone- . 

. answerer has a regular back-up, 
and a mechanism by which the 
regular lets the back-up know 
that he or she is "on call," so to 
speak. 

• 	 Messages left by phone or in 
person should be returned by the 
time promised by the message 
taker or within a half-day of the 
respond~nt's return to the office. 
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For state program amendments: INTERIOR 
• 	 The availability of state program 

OFFICE OF SURFACE MINING 
amendments will be announced in 

RECLAMATION AND ENFORCEMENT ·the Federal Register within 20 
Coal Mines business days after receipt. 

Ensures Ihal coal mines are operated 
in a manner Ihal protecls citizens 
and Ihe environment. 

For outreach to coal field citizens and the 
coal industry: 

• 	 A meeting will be held in at least 
one site in each state to solicit 
comments regarding the oversight 
process and recommendations for· 
review topics in the first quarter 
of evaluation year 1995. 

For abandoned mine land emergency 
complaints: 

• 	 The initial site visit and 
determination of emergency will 
be addressed within 48 hours of 
complaint. 

• 	 . The method to be used to abate 
the emergency will be determined 
within 30 days after the initial 
complaint. 

• 	 Emergency declarations will be 
finalized by us within eight hours 
of receipt of the state submittal in 
states which administerthe 
emergency program. 

For abandoned mine land fee collections: 

• 	 OSM-I forms will be mailed out 
·30 days prior·to the due date. 

• 	 Fee Collections correspondence 
will be responded to within seven 
days. . 

• 	 Telephone calls will be responded 
to within one day. 

• 	 Refunds will be processed within 
one month after receipt. 
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For OSM's mine map repository offices in 
Wilkes~Barre and Pittsburgh: 

• 	 Each scheduled visitor will be 
provided prompt and courteous 
service. 

• 	 Letter and telefax requests will be 
answered within one working 
day, except for a request 
requiring extensive research and 
mass reproduction of mine maps. 

• 	 Requested site locations will be 
provided within 90 minutes of 
your inquiry. 

• 	 Materials will be available to help 
you identify and easily locate the 
underground mine site. 

When responding to inquiries, OSM 
personnel: , 

• Will be courteous and helpful 
when dealing with people in . 
person, by telephone, and in 
writing. 

• 	 Will be timely with courteous 
explanation of contents of files, 
state program documents, etc. 

• 	 Will respond to telephone calls 
within two business days. 

Where OSM is the regulatory authority we 
will provide: . 

• 	 Timely and efficient access to 
public files .. 

• 	 . Inspection reports to permittees 
within 15 business days. 
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• 	 The opportunity to meet and 
confer with citizens regarding 
problems and issues relating to 
environmental protection and 
surface coal mining operation~.. i 


I 

For the OSM Applicant Violator System we. 
will ~rovide: 

• Permit Recommendation 
I Evaluations to the states within 

·1 three business days of request. 
I 	 • . Abandoned Mine Land 
I Emergency Contract Award 
1 Evaluations within 4 hours of 

request. 
1! • Respond to outside industry 
! ' requests for information within 

three business days of request. 

• 	 Respond to OSM, state and 
industry requests for ad hoc' 
computer reports wit.hin three 
business days of request. 

I 

Whe~ responding to inquiries, OSM 
personnel: 

I • Will be courteous and helpful I 
I when dealing with people in 

person, by telephone, and in 

I writing. 

Will betimely with courteous 
I • explanl\tiolls ofcontents of files,. 
I state progr~m documents, etc. I 

, , i • Will respond to telephone calls 
I 

wit~in two business days. I 
I', 
I 

INT;ERIOR 
U.S, !GEOLOGICAL SURVEY 

I 	 . 
Nati~naJ Earthquake Information Center 

i' Senesas a national resource and 
.information center for earthquakes 
that occlir worldwide. 

• 	 We wiJi provide information 24 
. hours a day on the location and 

I 
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I 

I 

I 

magnitude of significant 
earthquakes in the United States 
and around the world. 

• 	 Rapid reports will be issued for 
earthquakes that register at least 
magnitude 4.5 or greater in the 
United States, any felt and 
damaging earthquakes, or 
earthquakes of magllitude 6.5 
elsewhere or when damage has 
occurred. This information will be 
provided within 20 to 30 minutes 
of the time of the event. 

• 	 You will be .treated with courtesy 
every. time you contact us. 

• 	 We will provide you with 
information about other USGS 
products, services, and other 
sources of information if possible. 

• 	 Orders for CD-ROMs, software 
products, publicat~ons, maps, and 
posters will be p'rocessed within 
five working days of receipt.' 
Under special circumstances,' 
such as after a major, damaging 
earthquake, a time for the reply 
will be established. 

INTERSt~TE COMMERCE 

COMMISSION 
Interstate surface transportation 

Regulates interstate. surface 
transportation, including trains, 

trucks, buses, water carriers, household 
goods transporters, freight 
forwarders, .transportation brokers, and 
pipelines. 
We will: 

• 	 Accurately update information 
contained on the Automated 
Response Capability at the end of 
each working day to reflect . 
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decisions served by the 
Commission that day .. 

• 	 Treat you courteously and be 
responsive to your questions. 
When we make a mistake, we will 
correct it as quickly as possible. . 

• 	 .Provide an up-to-date telephone 
number which allows you to 
contact the ARC Coordinator 
directly if you have a problem 
with the ARC system. You can 
reach the ARC ProjeCt 
Coordinator by telephone at 202
927-5979. 

• 	 Encourage you to Jet us know 
how well we are serving you and 
ask you to suggest ways we can 

. improve our service to you. 

·JAPAN-U.S. FRIENDSHIP 

COMMISSION 
Promotes mutual understanding 

promotes mutual understanding and 
cooperation hetween the United' 

. ,State.'u.md Japan; administers grant ' 
programsfor Japanese studies in the 
IllliledStates, American studies in 
.lapan, policy research. public 
(!ffciirs and education, and the arts. 

Our standards are as follows: . 

• 	 You will be treated with courtesy 
every time you contact us: 

• 	 We will respond to your requests 
for applications and/or routine 
information within five business 
days. 

• 	 Wewill provide you with all the' 
'information you need in o'rder to 
understand our programs. 

• 	 We will also provide you with 
information about other existing 
grant programs,that,may help 
you. 

'" 

• When you call our office for 
,information or help, you will 
reach us on the first call. 

• 	 You can expect us to deliver our 
services fairly and to the same 
high standards to all our clients 
regardless of race, color, age, 
religion, sex, national origin, 
sexual orientation, political 
preference, labor organization or 
non-affiliation, marital status, or 
non-disqualifYing handicap. 

JUSTICE 
COMMUNIlY RELATIONS SERVICE 
Conflict Prevention and Resolution 
Program 
~cialand Ethnic Conflicts 

Resolves racial and ethnic conflicts 

• 	 'We will clearly explain the 
, 'process that CRS uses to address 

racial and ethnic conflicts, and 
our role'in that process. 

• 	 We will provide opportunities for 
all parties involved to contribute 
to, and work toward, a solution 
to the racial or ethnic conflict. 

'. 	Ifyou are a participant in a CRS 
training session or conference, we 
will ,provide useful information 

, and materials that will assist you 
in preventing or:minimizing racial 
and ethnic tensions. Ifyou would 
like more information, we will 
work with you to identifY 
additional materials to meet your . 
needs, within three weeks of 

;, ' learning of your need. 

• 	 We will be prepared to provide 
on-site services in major racial or 
ethnic crisis. situations within 24 
hours ofwhen your community 
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notifies CRS or CRS becomes 
aware of the crisis. 

• 	 In non-crisis situations, we 
" 
will . 

contact you within three days of 
when your community notifies 
CRS or CRS becomes a~are of 
the situation, to discuss your 

i request for CRS services. 

I 

JUSTICE 
FREE~OM OF INFORMATION ACT 
Respohding to public inquiries 

:Provides il?iormafion to the general 
'pl/Mic . 

To pro~ide quality customer service: 
I 

• 	 We will be courteous and 

friendly.. 


• 	 We will acknowledge requests 
within two weeks. 

• We will give a FOINPrivacy Act 
number to each request, for use 
as a reference on all future 
correspondence. 

I. 

• We will process requests on a 


"first-come-first-served" basis, 

and inform you of any backlog. 


We will work with you to ensure 
I 	 that your request is complete. and 

properly understood, so an 
appropriate search for records 
can be m~de. . 

:. 	 We will return your phone calls 
I 	 .within three workirig days. 

I. 	 We will make our responses as 
l 	 clear as possible, including an 

explanation of fees, exemptions, 
and the appeals process. 

I. We will provide you with the best 
j possible copies of records. 
I 

I· 	 We will conduct regular customer 
surveys to ensure that we are I 
meeting our standards.I 

I 

JUSTICE 
IMMIGRATION AND NATURALIZATION 

SERVICE 
Administers INS program 

Deals with travelers entering the 
United States . 

• 	 If you are a United States Citizen 
entering the country at an airport, 
you will find citizen.inspection 
lines dedicated specifically for 
rapid clearance back into the 
country. 

• 	 if you are a frequent business 
traveler being inspected in an 
airport using the INSP ASS 
program, and being inspected at 
the Newark, New Jersey; New 
York City; or Toronto, Canada, 
airports using the INSP ASS 
System, you will be processed in 
less than a minute. This service is 
available 24 hours a day. INS is 
exploring the possibility of 
expa~ding this 'service to other 
air"orts. 

• 	 If you use the recently instituted 
Dedicated Commuter Lanes in 
Blaine, Washington, you'will 
experience virtually no delay in 
entering the country. We are 
working with local authorities to 
establish similar Janes in other 
land border locations. 

• 	 If you request information 
through the "Ask Immigration" 
telephone number, (202) 514
4316, we will-provide improved 
service by reducing the message 
format from 58 items to 10 and 
the length· of the menu time from 
9 ininutes to 1. The message 
system is available 24 hours a 
day, with staff available to assist 
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with follow-up questions during .. 
. normal business hours .. 

.' 

• 	 If you apply for naturalization, 
we will schedule your case for 
interview within four months of . 

. . receipt. You will have the" 
opportunity to take the oath of 
allegiance and become a citizen 

~ . 

no later than 60 days after 
approval of your application. ' 

• 	 Ifyou apply for adjustment of . 
status to lawful permanent . 
residence (form lA85), your 
case will be reviewed within 90 
days of filing and may be . 
approved without an interview if 
itis properly filed and:. 

\.1 

it is based on.an 'approved petition 
classifying you as the parent or 
unmarried minor child ofa United 
States citizen." . 

it is blised on an approved 
'. employment-based preference 

petition (Form 1-140) andyou will 
continue to work for the same . . . 	 . 

employer as when you were lawfully 
employed' as a nonimmigrant. 

you are ~pplying under the Cuban 
Adjustment Act of 1966. 

:. 	 If you apply for immigration 
benefits.from one of our Service 
Centers and are notified that we 
have received your application, 
you may inquire about the status 

. of your application by calling the 
phone number on your receipt • 
and entering your receipt number 
in a touch-tone telephone. 

JUSTICE 

IMMIGRATION AND NATURALIZATION 
. SERVICE 

General Standards 
Administers the Immigration and 
Nationality Laws .. 

The INS employees will provide high-quality 
·services to our diverse customers. To ensure 
this: 

By the second quarter ofFY 96,. District 

Offices will establish and implement an .. 

'ongoingstatr development program that 

emphasizes: 


• 	 cross-cultural awareness. 

•... consistent application of policy 
. and p,rocedure.: 

• multi-fimctional training. 

.• the .useofavailable technology to 
improve service. 

.• INS will widely distribute . 
informational materials and 
common forms through 
community· service providers, 
public agencies, and telephone 

. systems in' an' effort to minimize 
the need for customers to visit 
district Offices. 

• 	 If you request information . 
through the "Ask Immigration" 
telephone number, (202) 514
4316, we will provide improved 
service by reducing the message 
format from 58 items to 1 0 and 
the length of the menu from 9 
minutes to' 1. 

.The INS applications processing will be fair,. 
accurate, and consistent throughout the 
Service. This will be accomplished by re
engineering the naturalization and adjustment 
processes to: 

.• 	 provide adjustment and 
naturalization applicants with 
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filing receipts within 30 calendar 
days. 

• 	 enhance computer system 
capabilities so that status inquiries 
can be completed within 30 .. 
calendar days. 

, , . complete action on adjustment 
, I applications within 4 months. 

• complete action on naturalization 

I applications within 6 months. 
! 	 • re-engineer the processes' for all 

other applications and petitions to 
include establishment of 
timeframes for completion of 
actions. 

I 
I 

The INS will accelerate customers' access to 
benefi~ services with the primary objective 
being ~o: ' 

, 
• greet customers promptly upon 

I arrival in our offices. 
I 
!. 	direct customers to appropriate 

personnel.
i. 	deliver services in community 

settings to the fullest extent 
I possible. 
I
i. 	The INS will establish a formal 

customer feedback and complaint 
resolution process by the end of 
the second quarter FY 96. 

I 	 Information about this process 
I will be posted prominently in 

public areas, translated into 
languages spoken by significant 
numbers of customers, and 
include the name and address of a 
designated official. All written 
complaints will be acknowledged 
within 30 days and resolved 
promptly. 

loint Irispections (INSIUSCS) 
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INS will uphold the following customer 
service standards at land border Ports-of

. Entry: 

• 	 Treat you, our customer, with 
professionalism and respect. 

• 	 Work with you, facility managers, 
and other Federal agencies to 
provide excellent customer 
service while enforcing the laws 
of the United States. 

• 	 provide a supervisor (by phone in 
remote locations) to address your 
inspection-related concerns 
before you leave the area. 

• 	 Make every effort to minimize 
your wait for an inspection. 

• 	 Respond to your written inquiries 
as expeditiously as possible. 
Upon receipt ofyour written 
inquiry with a phone number, 
INS will, contact you within 5 
working days. INS will mail you 
a written response within 10 
days, if desired. 

• 	 Improve our inspections process 
while providing you with the 
highest level of customer service. 

EnforcementlInvestigations 

INS will ensure that local, state and other 
Federal law enforcement agencies are able to 
contact its Investigations units during both 
duty and non-duty hours. To accomplish 
this, each District Office will: 

• 	 . Develop a list which includes 
contact names, telephone, and 
telefax numbers for both duty and 
non-duty hours. 

• 	 Disseminate these contact lists to 
all law enforcement agencies 
within the District Office's' 
jurisdiction by December 31, 
1995, with updates as needed. 
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BUREAU OF LABOR STATISTICS 
INS will be aware of tile response capability 	 Develops andpro~ides labor 
of its local Investigations units. To 	 statistical data 
accomplish this, each District Office will: Bureau of Labor Statistics (BLS) pledges the 

• 	 Prepare guidelines describing INS following to our customers: 
Investigations' response 
capabilities. 

• 	 Disseminate those guidelines to . 
all law enforcement agencies 
within the District Office's 
jurisdiction by Dec~mber 31, 
19995, with updates as resources 
and policy changes require. 

INS will provide for ongoing open 
exchanges ofinformation. To accomplish 
this, eath District Office will establish a 
formal mechanism to: 

• 	 Exchange intelligence information 
related to criminal alien activity 
within the District Office's 
jurisdiction. 

• 	 Period~cally offer formal training 
on INS law enforcement 
activities" 

JUSTICE 
RESPONSE CENTER 
Technical Assistance 

To provide cllstomers with technical 
assistance, informalion about new 
federal (;riminal provisions, and 
availah/e granls andfunding 
opportllnities ill the Crime ACI, as 
they relate 10 Justice agencies. 

The Response Center has developed the 
following measurable standards: to provide: 

• '. Timely information. 

• 	 Accurate information. 

• 	 . Efficient service. 

• 	 Pn;:>fessional, courteous service. 

LABOR 
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• 	 We will let you know in advance 
when we will release our data 
We will meet our release dates as 
published.. 

• 	 We will be available when you 
need us ..Electronic access and 
24 hour recorded messages are 
available for your most requested 

. i¢'ormation. 	 Information 
specialists are available during 
business hours. 

• 	 We will distribute data in the 
form that fits your needs as 
resources allow. Available 
formats include telephone; 
recorded messages; microfiche; 
fax; diskette and magnetic tape; 
Internet; TOO; and new releases, 
reports, bulletins, brochures, and 
flyers. 

• 	 We will provide you with the 
name and phone number of a 
person who can meet your data 
needs. Our Customer Service 
Guide includes the names of BLS 
subject matter specialists. Ifyou 
ask something we cannot answer, 
BLS will refer you to someone 
who can. We want to make your 
information search as fast and 
direct as possible. 

• 	 We will help you to understand 
the uses and limits of our 
products. Call us with any 

. questions you have. 

• 	 We want to meet your needs. If 
you have comments on our 
spedfic products, please call with 
your suggestions. 

F ANCY7E.OOC 



I 

LABOR 
EMPLo"YMENT STANDARDS 

ADMTNISTRATION 
Office

", 
of Federal Contract Compliance 

Progrtams 
EnforcementfF ederal Contractors 

; ('onducls compliance reviews and 
: complaint il1vesligaliof1.'i:

Our standards for customer servIce 
i 

If youlare an applicant or· employee filing a 
discriinination complaint, you can expect 

I 

OFCGP to:" 

• 	 Thoroughly explain the complaint 
investigation process under 
OFCCP's regulations. 

• 	 Be an impartial third party in an 
effort to resolve your complaint. 

• 	 Assign, in a timely fashion, a 
compliance officer to yourcase 
who will interview you, answer 
all questions pertinent to your 
complaint, and keep you advised 
of our progress in conducting the 
investigation. 

• 	 Give you reasonable time to 
provide and explain your 
supporting documentation and 
adequate notification of any 

i 	 additional information needed. 

:. 	Provide you an opportunity to 
discuss OFCCP's findings prior to 
the conclusion of the 
investil!ation and an opportunity 
to pro~ide additional information 
to support your complaint. 

.• 	 Resolve your complaint in a 
timely manner. . 

'j 

Ifvou are a Federal contractor, you can 
• 	 I 

expecti OFCCP to: 
I 

I 
I 

I 
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I 
I 

• 	 Provide technical assistance at 
your request; widely disseminate 
policy interpretations and 
publications; and answer 
questions 'regarding OFCCP's 
compliance activities. 

• 	 Explain why your facility was 
selected for review., 

• 	 Explain the purpose of the 
review, describe the compliance 
review, describe the compliance 
review process, and identifY 
actions that you need to take to 
comply with ou'r regulations. 

• 	 Fully consider your position and 
explanations during the 
conciliation process. 

• 	 Be respectful and professional 
during compliance reviews. 

LABOR 
EMPLOYMENT STANDARDS 

ADMINISTRATION 
Wage and Hour Division 
Enforcement 

Enforces labor standards laws 
. protecting workers. 

If you contact us with a question, you can 
expect: 

". A clear and knowledgeable 
response to your question. 

• Respect for your privacy. 

If you are an employee who files a complaint 
and we accept your complaint for action, 
you can expect us to: 

"• 	 Provide an acknowledgment of 
your complaint (including an 
estimate of when we will 
begin action on your behalf). 

• 	 keep you apprised of the status of 
your complaint. 
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• . and provide an explanation of our 
findings. 

LABOR 
MINE SAFElY' AND HEALTH 

ADMINISTRATioN 
Enforcement of MSHA 

Manages mine safety program 
Mandatory complete mit)e inspections: 

• 	 We will conduct complete 
inspe'ctions at all available .. 
underground mines four times a 
year and at all available surface 
mines two times a year. . 

• 	 We will examine our mandatory' . 
regular inspection process to 
insure the quality, flexibility, and 
consistency ofour enforcement 
process. 

Other. mandatory inspections and 
investigations: 

• 	 We will complete other 
mandatory inspections and 
investigations as provided for in 
the Mine Act including: initiating 
investigations of all miners' 
complaints of safety or health 
hazards normally within 24 hours; 
and initiating investigations of 
. written complaints of 
discrimination within 15 days of 
receipt If you believe that a 
safety or health hazard exists at . 
your mine, you can call MSHA 
toll- free at 1-800-746-1554-
you do not need to give your . 
name. 

Quality and delivery of training products and 
materials to the 
customer: 
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• 	 We will emphasize mine-specific 
and on-site miner trainin,g when 
we evaluate proposals to provide 
training to miners from state 
mining departments and others 
(MSHA State Grants Program). 

Communication between MSHA and the 
customer: 

• 	 We will hold rulemaking hearings' 
and topical health and safety 
conferences to provide forums 
for open discussion of health and 
safety concerns. 

.We will consistently hold these 
events in the mining regions. 

• 	 We will work with state and local 
institutions and associations to 
provide miners with useful, 
understandable information about 
mining health and' safety. 

LAB.OR 
OCCUP A nONAL SAFElY' AND HEALTH 

ADMINISTRAnON 
Information and Training 

Established to help make the 
American workplace 'as safe and 
healthful 

as possible. 

Make regulations and interpretations user 

friendly, 


• 	 Issue standards and 
interpretations in plain language; 
rewrite·unclear standards, 

• 	 Issue compliance documents at 
the same time that new or revised 
standards become effective. 

• 	 Provide training for OSHA staff, 
and compliance assistance . 
materials for employers and 
employees, at the same time that 
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a new or revised standard goes 
into effect. 

I 
Wor~ i~ partnership with business and labor 
to develop new standards that make re~l 
sense:to real people. 

\.. Develop and publish a proposed 
: safety and health program rule 

that includes the development of 
the basic requirements ("building 
blocks") to supplement rules 
governing specific hazards. 

• 	 Involve business and labor in pre
proPQsal rulemaking activity and 
continue to have negotiated or 
consensual rulemaking as a goal. 

Expand training opportunities for private 
sector: employees through regional education 
centers and targeted training grants. 

Provide better access to OSHA infonnation. 
I 

.;. 	 Encourage more public 
involvement and input in the 
ruiemaking process by routiriely 
disseminating the text of 
proposed and final standards 
through OSHA CD-ROM, the 
Department of Labor Electronic 
Bulletin Board, and other 
electronic media. 

.• 	 Expand efforts to provide 
electronic access to explanatory 

. and interpretative materials to 
help the public understand and 
comply with safety and health 

. requirements. 

NAT;IONAL AERONAUTICS 

AND:SPACE 

ADMINISTRA TION 
Office 'of Human Resources and 
Education 

I 

Educational Progran:as 
Advances the nation's education 
goals through expanding and 
enhancing the SCientific 
technological competence ofall 
students and educators. 

We will provide: 

• 	 A physical presence in each stat~ 
(through the NASA Teacher 
Resource Center Network, 
precollege outreach programs, 
and the Space Grant College and 
Fellowship Program). 

• 	 Elt:ctronic infonnation ·systems 
(NASA television, NASA 
Spacelink, and FEDIX) for use 
by schools; colleges, and 
universities. 

. • 	 INTERNET access to all of 
NASA's educational materials 
through the World Wide Web 
(WWW). (htp\\www.nasa.gov) 

NATIONAL ARCHIVES AND 

RECORDS ADMINISTRATION 
Information about Government 

NARA ensures for the citizen and the 
Public Servant, for the President and 
the Congress and the Courts, ready 
access to essential evidence. 

• 	 We will treat all of our customers 
with courtesy. 

• 	 We will meet or beat our 
established deadlines for 
providing customer service . 

• 	 We will provide high-quality 
service by knowledgeable staff. 

• 	 We will provide informational 
products to meet our customers' 
needs. . 

Ifyou call or visit one of our facilit~es: 

9: 14 PM 9/22/95 Page-I 58 	 F ANCY7E.DOC 

http:htp\\www.nasa.gov


• 	 You will find NARA staff and 
volunteers available in all offices 
to assist you during posted 
business hours. Our business 
hours will be prominently posted 
at all sites and noted in our 
brochures and through other 
information sources. 

I f you come to do research at one of our 
facilities: 

• 	 You will receive the records you 
request for use in our research 
rooms within one hour of your 

. request or, in research rooms that 
have pull schedules, within one 
~hour of the next pull time. If a 
delay is encountered, you will·be 
notified of the proble.m and given 
an indication of when the records 
will be available. 

• 	 you will receive the information' 
or assistance you need on how to 
use our self-service holdings 
within 15 minutes of signing into 
a research room. . 

• 	 In Federal Records Centers, the 
records you requested will be 
waiting for you at your appointed 
time. 

If you write to us about our holdings: 

. • You wi II be sent a response to 
your written request about our 
holdings within 10 work days 
after we receive your letter. Ifwe 
cannot provide a full response 
within that time, we will tell you 
that we have received your 
request and tell you how long we 
expect it will take before we can 
provide a full reply. 

[f you attehd one of our workshops: 
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• 	 You will find the instructor to be 
professional, knowledgable, and 
useful. Upon completion of a 

. workshop, you will have the 
information to help you to 
understand the principles 
discussed and apply them 
confidently to issues within your 
area of interest. 

.	Ifyou need information about the National 
Archives: 

• 	 You can obtain timely aod up-to
date information about NARA. 
its services, and holdings through 
the Internet and other on-line 
services, our fax-on-demand . 
service, through printed' 
publications, or by contacting one 
of our offices. 

Ifyou need information about government 
rules and announcements: 

• 	 You will be provided with timely 
information on a daily basis 
through the Federal Register on 
the following: 

. presidential proclamations and executive 
orders 

proposed rules and final regulations 

public meetings 

federal grants 

Thisinformation is published in print and in 
electronic form by the Government Printing 
Office. . 

If things go wrong: 

If our service has not matched our values 
and standards for customer service, we want 
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to know so that we can do sqmething about 
it and ket it right the next time. Our local 
compl~ints and suggestions procedures are 

I 
as follows. You may: 
. ! 

Discuss the problem with the person who 
served; you. 

. 
Use o~r Suggestion/Complaint comment 
form CNA Form 14045). You can mail it or 
drop it! in the box provided. Or, you can 
simply:write us a letter. If you request a 
reply. We will provide a response within 
seven working days. 

. I ' . 
Speak pr write to the supervisor in charge. If 
we can:not solve your problem immediately, 
we will provide a response within seven 
workin'g days. 

If you ~re still not satisfied that we have 
handled your complaint or provided the 
servicelwe promised, you can write to the 
Assistant Archivist for the office with which 
you haye been dealing. 

NATIONAL ARCHIVES AND 

RECORDS ADMINISTRATION, , 

Museums 
I 

'NARA ensures, for the Citizen and 
I 

'the Public Sen1ant, for the President 
~Ild the Congress and the Courts, 
ready access to essential evidence. 

,. 	 We will treat all of our customers 
with courtesy. 

• 	 We will meet or beat our 
established deadlines for 
providing customer service. 

i
• 	 We will provide high-quality 

service by knowledgeable staff 

• 	 We will provide informational 
products to meet our customers' 
needs. 

, 
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Ifyou call or visit one of our facilities: 
• 	 You will find NARA staff and 

vQlunteers available in all offices 
to assist you during posted 
business hours. Our business 
hours will be prominently posted 
at all sites and noted in our 
brochures and through other 
information sources. 

If you visit our exhibition hall in Washington, 
D.C.: 

•. 	You will find us open to serve 
you with knowledgeable staff or 
volunteers 364 days (closed only 
on December 25), with 
information readily available 
about our programs and services. 
During the peak visitor season, 
we will extend our hours for your 
conve·nience. 

If you visit one of our presidential library 
museums: 

• You will find us open to serve 
, you with knowledgeable staff or 
volunteers 362 days (closed only 
on Thanksgiving Day, December 
25, and January I), with . 
information readily available 
about our programs and services. 

If things go wrong: 

If our service has not matched our values 
and standards for customer service, we want 
to know so that we can do something about 
it and get it right the next time. Our local 
complaints and suggestions procedures are 
as follows. You may: 

• Discuss the problem with the 
person who served you. 

• Use our Suggestion/Complaint 
comment form (NA Form 
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14045). You can mail it or drop it 
in the box provided. Or, you can 
simply write us a letter. Ifyou 
request a reply, we will provide a 
response within seven working 
days. 

• 	 Speak or write to the supervisor 
in charge. If we cannot solve 
your problem immediately, we 
will provide a response within 
seven working days. 

• 	 If you are still not satisfied that 
we have handled your complaint 
or provided the service we 
promised, you .can write to the 
Assistant Archivist for the office 
with which you have been 
dealing.. 

NATIONAL COMMISSION ON 

LIBRARIES AND 

INFORMA TION 

Assistance to users of Libraries and 

Information Services 


Assists in developing or carrying our 
policies that affectlihrary and 
il?formation service nationally 

. Initiative: 	 . 

• 	 NCLIS will seek out individuals 
and groups representing the U.S. 
public and offer advice or 
assistance in developing or 
carrying out policies that affect 
library and information service 

. nationally.· . . , 

.• 	NCLIS will respond to requests. 
for comment and take advantage 
of other opportunities for 
providing advice and assistance, 
whether that advice is asked 

. specifically ofNCLIS, offederal 
agencies generally, or of the 
general public. 
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Customization: 

• 	 NCLIS will provide assistance in 
the form of data, appraisals, 
plans, studies, statistics, surveys, 
analyses, research, or policy 
advice tailored to the needs of the 
individual or group in each 

situation. 

Timeliness: 

.• NCLIS will provide assistance on 
a schedule that is timely, usable 
and useful to the entity to which 

. the information's being provide~. 

Monitoring: 

• 	 NCLIS will track the provision of 
. information to determine if it 
was usefuVused, if it had an 
effect, what were the factors 
affecting the usellack ofuse of 
the information, what 
could/should have been 

done differently, etc. 

Evaluation: 

• 	 NCLIS will assess (with the 
group or individual to whom the, 
assistance was provided) what 
were the factors affecting the 
use/lack of use of the 
information, what could/should 
have been done 

differently, etc. 

New or changed services: 

• 	 NCLIS will revise our 
offering/provision of future 
services as determined by the 
evaluations. 
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NATIONAL ENDOWMENT 

FOR THE ARTS 
Gen~ral Standards 

, 	 Federal grantmaking agency that 
Congress created to sllpportt~1e 
visllal, literal}', design, and 
performinR arts, to henefit all 
Americans. The Arts Endowment's 
mission is twofold: To foster 
exc'ellem:e, diversity, and vitality of 
the arts ill the United States,' and, to 

, 	 hroaden puhlic access to the arts. 
For all public inquiries, the Endowment , 
pledg,esto: ' 

• 	 treat you with courtesy and 
efficiency 

I • 	 respond to phone calls promptly, 
usually within one business day 

• 	 answer letters, faxes and e-mail 
promptly, generally within five 
business days 

• 	 provide clear and accurate 
information about our policies 
and procedures 

I 

I 
For all potential applicants, each Endowment 
office will: 

• 	 provide timely information about 
programs of interest to you 

• 	 mail available guidelines 
promptly, usually within one 
business day 

• 	 clearly describe the criteria for 
the application process 

I 

For all applicants, in addition to the above, 
we promise to: 

• 	 offer guidance at your request as 
you prepare your application 

• 	 promptly acknowledge receipt of 
your application 
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• 	 ensure all eligible applications are 
reviewed thoroughly and fairly 

For all grantees, the Endowment will: 

• 	 provide notification of your 
award with clear instructions for 
requesting grant funds, reporting 
their use, and complying with the 
terms and conditions 

• 	 . answer questions accurately 
about Endowment policies, 
procedures, and relevant Federal 
regulations 

• 	 provide any other assistance you 
need throughout the grant period 

NATIONAL ENDOWMENT 

FOR THE HUMANITIES 
Grant Making 

An independent grant-making 
agency established by Congress to 
support research, education, and 
public programs in the humanities 

In assisting you as a prospective applicant, 
you can expect us to: 

• 	 respond courteously and quickly 
to your requests for information 
about our grant programs; 

• 	 be able to describe the programs 
that best suit your needs; 

• 	 provide application instructions 
and forms that are clear and easy 
for you to use; 

• 	 offer prompt and thoughtful 
advice and guidance in preparing 
your application; 

• 	 explain accurately the procedures 
that would be used to evaluate 
your application and when you 
could expect a decision. 

In assisting you as an applicant, you can 
expect us to : 
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• 	 ensure that the evaluation of your 
application is fair, expeditious, 
and informed by the expert 
judgments of your peers; 

• 	 notify you promptly of the 
decision on your application; 

• 	 provide substantive reasons for 
the decision reached on your 
application; 

• 	 give you helpful advice, if you are 
unsuccessful, on revising or 
resubmitting your application. 

In assisting you as a grantee, you can expect 
us to: 

• 	 provide y~u with an award 
document that is clear and easy to 
understat\d and that sets forth 
sensible reporting requirements; 

• 	 provide the names of our staff 
members who will serve as 
con,tacts for your reports and for 
any a~sistance you may need; 

• 	 answer promptly' and 
satisfactorily all requests for 
information on NEH policies and 
procedures; 

• 	 read and acknowledge promptly 
your reports on grant activities; .. 

• 	 maintain a professional, helpful 
relationship with you as you carry 
your project to completion, 

NATIONAL GALLERY OF 

ART 
, Works of Art 

To serve the COlilltry by preserving, 
collecting. exhibiting. and 
encoliraKing the understanding (l 
works (?i arts by Ihe American puhlic 
at an exempla/y leve/. ' 

The National Gallery is committed to: 
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• 	 Acquiring, preserving and 
displaying works of art of the 
highest quality and intellectual 
merit. 

• 	 Offering a variety of high quality 
educational programs and 
materials to promote the 
understanding of art to Gallery 
audiences within and outside the 
museum. 

• 	 Supporting free and complete 
accessibility to the museum, its 
exhibitions, and all public 
programs. 

• 	 Maintaining a clean, pleasant and 
safe physical plant. 

NATIONAL LABOR 

RELATIONS BOARD 
General Standards 

Administers the National Labor 
Relations Act; prevents and remedies 
unfair labor practices committed by 
private sector employers and unions; 
andsafeguards employees' rights to 
determine, through secret ballot 
election, whether to have unions as 
. their bargaining representative. 

• 	 We will treat you courteously, 

• 	 We will provide the same 
treatment to all persons 
regardless of race, sex, religion, 
national origin, age, political 
affiliation, sexual orientation or 
disability. 

• 	 Our facilities are accessible to 
persons with disabilities. We will 
attempt to accommodate persons 
with disabilities. Please let us 
know if you will need 
accommodation. 

• 	 If you wish, you may be 
represented by an attorney or 

F ANCY7E.DOC 



other representative of your own 
choice. 

NATIONAL LABOR ., 
REiATIONS BOARD , 
PubliC Information Program . 

; Adminislers Ihe Nalional Lahor 
iBelalions Acl; prevenls and remedies 
I ltI~rair.lahor praclices commilted hy 


. privale sector employers and unions. 

What to expect if you ask the Information 
Officer for assistance: 

i 
:. 	If you come to an NLRB field 

office, the Information Officer 
will meet with you as promptly as 
possible. Please bear in mind that 
there may be several people 
ahead of you who want to speak 
with the Information Officer. 
You may want to consider calling 
first, as most matters can be 
handled by phone and mail. The 
Information Officer will normally 
be able to meetwith you and 
assist you soon after you arrive at 

I 	 the NLRB office. 
I. 	If you phone the NLRB office, 

the Information Officer will speak 
to you a that time or will call 
back as promptly as possible. 
The Information Officer will 
normally be able to call you back 
and assist you soon after your call 
to the NLRB office. . 

• 	 In some NLRB offices which are 
I 
I 	 located in areas where there are 
I 

many Spanish-speaking people, 
we will provide Spanish language 
service if you do not speak 
English. Extra time may be 
needed to provide that service. 

:. The Information Officer will 
! listen to your inquiry and may ask 

questions which will enable us to 
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help you. The Information 
Officer will explain possible 
options available to you. 

• 	 If you are meeting with an 
Information Officer and decide to 
file a charge or petition, the 
Information Officer will assist 
you. The Information Officer will 
normally be able to complete the 
filing process on the same day 
you decide to file the charge or 
petition. 

• 	 If you have telephone the 
Information Officer and decide to 
file a charge or petition, the 
Information Officer will normally 
mail you the appropriate forms 
soon after your call. 

• 	 Where appropriate, the 
Information Officer will giv.e you 
literature explaining our law and 
our proced~res. 

Whenever you contact the National Labor 
Relations Board . 

• 	 We will treat you courteously. 

• 	 We will attempt to answer your 
questions about the case, 
consistent with the confidentiality 
rights of other persons and the 
Privacy Act. 

• 	 If necessary, we will provide 
bilingual services if we are given 
sufficient notice of that need. 

• 	 We will provide the same 
treatment to all persons 
regardless of race, sex, religion, 
national odgiri, age, political 
affiliation, sexual orientation, or 
disability. 

• 	 Our facilities are accessible to 
persons with disabilities. We will 
attempt to accommodate persons 
with disabilities. Please let us 
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know if you will need 
accommodation. 

• 	 If you wish, you may be 
represented by an attorney or 
other representative of your own 
choice. 

NATIONAL LABOR. 

RELATIONS BOARD 
Representation Cases 

Administers the National Labor 
Relaliol1s Acl; prevents and remedies 
unfair lahor praclices committed hy 
private sec/or employers and 
unions; and sqfeguard<; employees' 
riKhts 10 determine, Ihrough secret. 
hal/ol elec/ioll. whether 10 have 
unions as their hargaining. 
repreSel11alive. 

Our customer service standards include the 
following: 

• 	 We will treat you courteously. 

• 	 We will attempt to answer your 
questioris about the case, 
consistent with the confidentiality 
rights ofother persons and the 
Privacy Act. 

• 	 If necessary, we will provide 
bilingual services if we are given 
sufficient notice of that need. 

• 	 We will provide the same 
treatment to all persons 
regardless of race, sex, religion, 
national origin, age, political 
affiliation, sexual orientation, or 
disability. 

• 	 Our faCilities are accessible to 
persons with disabilities. We will 
attempt to accommodate persons 
with disabilities. Please let us 
know if you willneed 
accommodation. 
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• 	 If you wish, you may be 
represented by an attorney 'or 
other representative of your own 
choice. 

Examples of the types of customer service 
standards you can expect in representation 
cases are: 

• 	 . We 'will send all parties to the 
case a copy of the petition: Most 
petitions seek to have the NLRB 
conduct a secret:.ballot . 
representation election. 

. • 	 We will investigate any issues 
which are necessary to resolve 

. before an election can be 
conducted. Where appropriate, 
we will explain the issues raised 
in the case. We may ask the. 
parties to submit their legal 
arguments. 

• 	 Some petitions may be dismissed. 
However, where an election is 
appropriate, we atternpt to get all 
parties to agree to a voluntary 
election. We have been successful 
in achieving election agreements 
80 percent of the time. 

• 	 Where an eleCtion is appropriate, 
we attempt to schedule the 
election as soon as practicable, 
normally within six to eight 
weeks after the petition has been 
filed. 

• 	 If all parties do not agree to an 
election, we will issue a Notice 
ofHearing in order to resolve 
necessary issues. 

• 	 The hearing will De before an ' 
NLRB Hearing Officer. All 
parties may present relevant 
evidence relating to issues which 
must be resolved before an 
election can be conducted. 
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• 	 After the hearing, the NLRB 
Regional Director will issue a 
written decision as promptly as 
possible allowing for thorough 
and complete consideration ofall 
the evidence and issues. The time 
it takes to issue a written 
decision may depend upon the 
fength of the hearing, complexity 
of the issues, and office 
workload. From the time a 
petition is first filed, you should 
'expect a regional decision after 
hearing normally within 45 days. 
A party may request review of 
the Regional Directors decision 
after the hearing normally within 
45 days. A party may request ' 
review of the Regional Director's 
decision by the board in 

Washington, D~C. 


• 	 From the time a regional decision 
after heariflg issues, the parties 
should expect that an election 

. normally will be conducted. If 
, appropriate, within 25 to 30 days. 

• 	 Where an election is appropriate, 
we will conduct a secret ballot in 
such a manner so as to provide 
the eligible em'ployees in the 
appropriate collective bargaining 
unit an opportunity to cast their' 
ballot. 

• 	 If there are determinative 
challenged ballots or election 

~ 	 , 

objections, we will investigate, , 
, and/or conduct a hearing on, the " 

challenges and objections and ' 
issue a written report, We may 
ask the " 

parties! to produce witnesses, evidence, and 
legal arguments, " , 

From time that challenges and/or 
objections to'the election are l· 

, filed; if no hearing is held, the 
parties should expect a regional 

, report of supplemental decision 
normally within 35 days. If a 

, hearing, is held, the parties should 
expect a regional report or 
supplemental decision nonnally 

, within 95 days. 

• Following an election and the 
, resoluti(~m ofany determinative 

challenged ballots and/or 
objections, we will certify that a 

, union is, or is not, the collective
bargaining representative of the 

employees in the voting unit. 

NATIONAL LABOR 

RELATIONS BOARD 
Unfair Labor Practice Cases 

Administers the National Labor 
Relations Act; preve,nts and remedies 
unfair labor practices committed by 
private sector employers and unions. 

What to expect when a charge is filed. 
, . ' 

In general: " , ' 

• 	 The party filing the charge is 
called the "charging party. n The 
employer or union against whom 
the charge is filed is called the 

( "charged party. n 

• ' 	We will conduct an investigation 
of the charge, securing necessary 

, witness statements and other 
, necessary evidence upon which to 
decide the charge. " 

• 	 Among other things, the charging 
party must be prepared to 
provide us with details of 
necessary events, including dates, 

, time~, places and names of 
witnesses. The charging party 

I may be requested to provide 

I 
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additional evidence and/or 
. information as the investigation 
progresses... 

• 	 The charged party will be 
requested to· provide relevant 
information and, if the evidence 
warrants, will be asked to make 
its witnesses' available for an 
interview. The charged party 
may' be requested to provide 
additional evidence an/or 
information as the investigation 
progr~sses. 

• 	 Where appropriate, we will 
explain to both sides the issues 
which .have been raised in the 
case. We may ask the parties to 
submit their legal arguments. 

'. 	We will complete the 
investigation;' decide whether the 
case has merit, and implement 
our decisions as promptly as 
possible allowing'for a thorough 
and complete investigation. 

'. All parties will b'e expected to 
. submit their evidence promptly so 
that we may complete the 

, investigation in a timely manner, 
We may give a party a deadline to 
:submit their evidence and 
. arguments. 	 We will try to be 
flexible, consistent with our duty 
to complete the investigation in a 
timely manne~. 

• 	 The length of time it takes to 
decide whether a case has merit 
may vary depending upon our 
case load, the distance:bet~een 
the NLRB office and the'site of 
the dispute, the priority of the 
case (and' other cases in the 
NLRB office), the number of 
witnesses to be interviewed and 
the complexity oflegal and 
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factual issues raised., VYe would 
rather take a little longer to 
complete the investigation if 
that's what is necessary to do a 
good job. From the time a 
charge is ~rst filed, you should 
expect that all necessary 
investigations will be thoroughly 
completed and a re'gional 
determination will be made so 
that the decision can be 
implemented normally within 45 
days. 

• We will evaluate cases to 
'd~termine whether we should ask 
for a court injunction to stop the 
alleged unfair labor practices 
temporarily until the NLRB is 
able to decide the case. 

• 	 Following an inv,estigation, 
approximately 65 percent of all 
'unfair labor practice charges are 
dismissed voluntarily withdrawn 
for lack of merit. Of the 
remaining charges, every effort is 
made to resolve the case through 
an appropriate settlement. we 
have been successful in achieving 
.settlements in such cases 86 
percent ofthe time .. 

where there is a decision 'that the charge 
does not have merit . 

• 	 If the Regional Director decides 
that the charge does not have 
merit, we will explain the reasons 
to the charging party and offer 
the charging party an opportunity 
to withdraw the charge. If the 
charging party prefers, the· 

, Regional Director will dismiss the 
charge, with or without detailed 
reasons at the charging party's 
request, ~nd the charging party 
can appeaL The dismissal letter 
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will tell the charging' party how to 
file such an appeaL 

• 	 From the time a charge is first 
filed, you should expect in such 
no-merit cases that a withdrawal 
will be approved 'or a dismissal 
letter will be issued normally , 
within 45 days. 

• 	 .If the charging party appeals the 
dismissal, the General Counsel's 

. Office of Appeals in Washington, 
D.C. will fully review all ofthe 
evidence and give full 
consideration to the charging 
party's contentions in making a 
decision. The length of time ' 
befote a decision on the appeal 
issues will vary depending on a 
number of actors, includIng the 
amount of evidentiary material 
which must be analyzed and the 
complexity of the issues. 
Customer service standards 
regarding how long it should 
normally take for a decision on an 
appeal to issue are currently 
being developed. ' 

i 
. I, ) 

Where there is a decision that the charge has 
• J 

ment 

• 	 . If the decision is that the ch~rge 
has merit, we will explain the 
decision and offer the charged 
party an opportunity to settle 
before a formal complaint is 
issued. We will continue to try to 
settle the case after issuance of 

,the complaint. 	 In addition, you 
should bring settlement 
possibilities to our attention as 
they develop. 

•. From the time a charge is first 
filed, you should expect in such 
cases a complaint, settlement or 
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adjustment, normally within 45 
days, 

• 	 If the charge proceeds to trial, an 
Agency attorney will prepare and 
present the case to an NLRB 
Administrative Law Judge (ALJ). 
Other parties to the case may be 
present, be represented by 
counsel if they choose, and may 
examine witnesses and present 
relevant evidence, The length of 
time before trial will vary 
depending on a number of 
factors, including how many 
other cas~s are set for trial. 

• 	 After the trial is concludeci, the 
ALJ will issue a written decision 
and recommended order, which 
can be appealed to the Board in 
Washington and ultimately to the 
federal courts, The length of 
time before decisions of the ALJ 
and the Board issue will vary 
depending on a number of 
factors, including the length of 
the trial and the complexity 6fthe 
issues. Customer service 
standards regarding how long it 
should normally take for ' 
decisions of the ALJ and the Bard 
to issue are currently being 
developed, , 

Whenever you contact the National Labor 
Relations Board 

• 	 We will treat you courteously. 

• 	 We 'will attempt to answer your 
questions about the case, 
consistent with the confidentiality 
rights ofother persons and the 
Privacy Act. 

• 	 If necessary, we will provide 
bilingual services if we are given 
sufficient notice of that need. 
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• 	 We will provide the same. 
treatment to all persons 
regardless of race, sex, religion, 
national origin, age, political·· 
affiliation; sexual orientation, or 

. disability. 

• 	 Our facilities are accessible to 
persons with disabilities. We will 
attempt to accommodate persons 
with disabilities. Please let us 
know if you will need 
accommodation. 

• 	 If you wish,you may be 
. represented by an attorney or 
. other representative ofyour own. 

choice. 

NATIONAL MEDIATION 
BOARD 

Dispute ~esolution· 


A .'isis/s in maintaining a free flow of 
commerce in the railroad and 

airline industries by resolving disputes that· 

could disrupt travel or / 

imperil the economy. 

You can expect our staff· to meet the 

following standards: 


• 	 Atleast 90 percent of 
representation cases not involving 
a participant's request for Board
level action will be completed 
within 90 calendar days of 
docketing. 

• 	 In at least 90 percent of 
representati'on cases involving a 
participant's request for Board- . 
level action, the NMB staff will 
submit a recommendation to the 
Board within 180 calendar days 
of 

docketing and the Board will respond within 
an adqitional 30 calendar days. 

• 	 . An updated·NMB Representation 
Manual will be made available to 
the publicduring fiscal year 1995. 

• 	 An NMB investigator will be 
assigned to investigate 
representation cases within five 

. business dayS of docketing. 

• Representation and mediation 
. applications will be responded to 
within three business days 
following their receipt by the 
NMB. 

• 	 All NMB mediators will have 
received training on 
innovative/enhanced mediation 

. approaches by the end of fiscal 
year 1995. 

• 	 At least two training/orientation 
opportunities will be made 
available to the parties by the end 
of fiscal year 1995 regarding 
methods to reduce the volume of 

. railroad .grievance cases pending 
. resolution. 

• 	 Arbitrators compensated by the 
NMB will be sent their payment· 
within 14 days following the 
NMB's receipt of an appropriate 
voucher. 

" . 
OFFICE OF PERSONNEL 

MANAGEMENT 
Employment Service 
Federal Employment Information System 

Serves job seekers and displaced 
. Federal employees by providing 

information on federal employment 
Our Customer Service Standards: . 

• 	 We will provide you with . 
courteous and timely seryice. 

• 	 We will update our nationwide 
job listings every business day. 
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; .	We will have Employment 
i 

Information Specialists available 
to answer your questions on ~he 
nationwide Career America 
Connection telephone system, 
912-757,:,3000. 

i. 	We will provide24 hour a day, 7 
days a week access to nationwide 

I job information. 

i·. We will respond to your requests 
for applications and routine i 

information within one business 

, day.I. We pledge to respond to your 
requests for employment 
information within one business 
day, and requests for more 
detailed information within five 
days. 

!. We will use your suggestions ,and 
I complaints to improve our 

service continually. We will 
. always remember we work for 

i you, the American public. 

I 
PEAtE CORPS 
Office.of Human Resource Management 

,To hire staffwho will provide 
isupport, by assisting the Peace 
1Corps volunteers in meeting the 
:needs ofthe countries in which th~y 
:serve. 

You cap expect our employees to meet the 
following standards: 

! 

Timeli~ess 
• 	 We will mail postcards 
I 	 acknowledging receipt ofyour 

application within five working 
days. When a selection has been 
made, we will also notifY you. 

;. We will ensure telephone 
icoverage throughout the business 
! 
I 
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day by answering all calls or by 
providing a voice mail message. 
We will return all calls within two 
working days. 

• 	 We will mail requested 
information for open vacancies 
within one working day. 

• 	 We will respond to your 
correspondence regarding 
employment matters within four 
working days. 

Respect Standards 

• 	 Every employee represents the 
Peace Corps. We will identifY 
ourselves by name and office 
when communicating with you. 

• 	 When transferring your call, we 
will provide you with the name 
and number of the person to 
whom you are being referred. 

• 	 We will help customers with 
special needs relating to vision, 
hearing and language in obtaining 
access to our services and 
information. 

• 	 We will promptly acknowledge 
that something did not happen as 
we promised and will do our best 
to correct the situation. 

Results Standards 

• 	 We provide easy access to our 
services. You can-talk to 
someone in person on business 
days from 8:30 a.m. - 5:00 p.m. 
EST. Beginning in October 

. 1995, we will have automated 
services which respond to 
requests left on our Automated 
Job Line 24 hours a day, 7 days a 
week. 

, " 

• 	 We have a comment/suggestion 
box, located within the Human 
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Resources Management office 
. lobby. If our performance does 
not match our standards for 

. customer service, please let us 
know so that we can do 
something about it. 

• 	 We will provide printed forms 
that are easy to understand and to 
complete. 

. • 	 We have a comment/suggestion 
box, located within the Human 
Resources Management office 
lobby. If our performance does 
not match out standards for 

. customer service, please let us· 
know.so that we can do 
something about it. 

• We will provide printed forms 
. that are easy to understand and to 

complete. 

• 	 We will eliminate processes, 
procedures, and rules that are 
roadblocks to success and have 
outlived their usefulness. 

• 	 We will make certain information 
available electronically and 
provide clear instructions on how 

.to receive this information. 

PEACE CORPS 
Office of Medical Services 

Medically screens all applicants for 
Peace .Corps service. 

• 	 Your interest in serving as a 
Peace Corps Volunteer is 
important to us. You can expect 
courteous and respectful 

. treatment from us. 

• 	 If you contact the Office of 
Medical Services by phone, a 
customer service representative 
will take your call in tum. If slhe 
is unable to answer your inquiry. 
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slhe will refer you to someone 
who can. Ifyou choose to leave 
a message, we will return your 
call within 48 hours. 

• 	 When you submit medical records 
to us, we will maintain them in 
the Office ofMedical Services 
and handle them in a professional, 
confidential manner. 

• 	 When we communicate with you, 
we will use letters, forms, or 
terms which are clear, concise 
and easily understood. 

• 	 Upon receipt ofcomplete, 
accurate dental and medical . 
records, we will make a 
determination of your medical 
eligibility for overseas service 
within ten working days. 

.• 	 In the event we determine you 
are not medically eligible to serve 
overseas, we will notify you in 
writing and explain Why. We will 
also inform you about our appeal 
procedures. Should you choose 
to appeal, a decision' will be made 
within sixty days ofyour written 
request .. 

PEACE CORPS 
Office of Returned Volunteer Career 
Services 

Provides employment clearinghouse 
for returned Peace Corps volunteers. 

As a customer ofReturned Volunteer Career 
Services, you can expect that we will: 

• 	 Provide friendly and courteous 
servIce . 

• 	 Provide accurate and current 
information in career workshops. 

• 	 Produce and distribute an 
employment advertisement and 
career iDformation newsletter for 
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Returned Peace Corps 
Volunteers', 

i. 	Review resumes and employment 
applications submitted' for 
critiques, and return them within 
three weeks of receipt.I. Return phones calls within three 
days, 

• 	 Ensure that, if your call has to be 
transferred to a more appropriate 
division of the agency, you are 
given the office's title and phone 
number and an explanation for 

, 	 the transfer. 
I 
,. 	Provide, upon request, 
! 	 information regarding our 

policies, customer priorities and 
changes in products or services. 

:. 	Help'customers with special 
i 	 needs related to vision, hearing, 

mobility and other factors, obtain 
access to services and 
information, 

PEACE CORPS 
Office ~f Volunteer Phlcement 

[Selects, places and delivers qualified 
;app!icants to Peace Corps host 
'countries. 

Every employee represents the Peace Corps. 
As our ~ustomer, you can expect that we 
will:' 	 : 

:. Upon receipt ofyour application. 
, 

from Recruitment, maintain 
contact with you at least every 30 
days during our decision process 
and provide you with complete 
and accurate information about 
the status ofyour application, 

~ 	 Give our names and be prompt, 
courteous, and clear with each 
caller, redirecting your calls when 
necessary, 
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• 	 Provide telephone coverage 
throughout the day; answer all 
, phone calls by the third ring, 
using automated voice systems 
only when necessary, 

• 	 Respond to requests for 
information within one business 
day, 

• 	 Apologize if we make a mistake, 
and correct the problem, Help 
customers with special needs 
related to vision, hearing, 
mobility, 'health status, literacy, 
language, and other factors, 
obtain access to services and 
information, 

• 	 Provide forms that are easy to 
understand, 

• 	 Utilize new technologies to 
provide customers, with more 
efficient access to our services 
and information. 

• 	 Perform surveys to evaluate 
customer satisfaction 

PEACE CORPS 
Office of Volunteer Recruitment 

Recruits people interested in 
volunteer opportunities with the 
Peace Corps. 

You can expect a Peace Corps recruiting 
office to be: 

• 	 Courteous and respectful. Your 
interest in Peace Corps activities 
is important to us and you can 
expect professional treatment. 

• 	 Clear. We will explain our 
programs, how our recruitment 
process works, whether you are 
eligible, and how you can apply, 
Our letters and printed materials 
will be professional in appearance 
and written in plain English. 
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•. 	. Accessible. We are available to 
talk with individuals and groups 
about our programs. When you 
visit our office, you will be 
assisted by a knowledgeable staff 
person.. If someone you wish to 
talk with is notavailable, we will 
arrange for this perso~ to contact 

.. you. Follow-up phone calls will 
be made to ensure that you have 
received the information sent, and 
to respond to your questions. 

• 	 . I:air. Our selection process will 
proceed without discrimination 
based on ra,ce, color, national 
origin, sex, religion, age, sexual 
orientation, disability or political 
affiliation. 

• 	 Ethical. We will ensure that your 
privacy is protected. 

• 	 Efficient. We will mail requested 
information to you within three 
business days. We will . 
acknowledge your application 
within five business days and will 
provide information regarding the' 
status of your application within 
ten business days. When you ask 
a question, we will provide an 
immediate answer whenever 
possible. Ifwe cannot provide an 
immediate answer, we will give 
you a firm commitment as to 
when an answer can be provided. 

• 	 Open. We will measure your 
satisfaction through use of 

. customer surveys, focus groups 
and public comments. We 
encourage you to tell us how we 
can improve our service. 

PEACE CORPS 
Peace Corps Fellows Program 
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Provides educational and 
employment opportunities to 
returned Peace Corps volunteers 

As customers of the Peace Corps Fellows 
program, you can expect that we will: 

• 	 Maintain the quality. ofFellows 
programs to ensure they are 
fulfilling their responsibilities and 
obligations to returned Peace 
Corps volunteers by 
communicating with the 
university coordinators monthly 
and making site visits to each 
school annually: 

• 	 Handle all telephone calls with 
courtesy and friendliness. Ifour 
office does not have the 
information, we will have it 
available by telephone within two 
working days, or by mail within 
ten working days. 

• 	 Ensure that, ifyour call has to be 
transferred to a more appropriate 
division of the agency, you are 
given the office's title and phone 
number and an explanation for 
the transfer. 

• 	 Answer telephone calls received 
through voice mail by the next 

.. working day. 

~ 	 Send out requests for readily 
available printed material within 
two working days. 

• . 	 Answer all letters requiring an 
individual response a,s completely 
as possible within ten working 
days of their receipt. 

• 	 Welcome your visit to our office. 
A knowledgeable staff person will 
assist you. If your visit was not 
scheduled and someone you need 
to talk with is not available, we 
will give you an appointment for 
the earliest mutually convenient 
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time. If you have come to the 
wrong office,or ifyour questions 

. cannot be answered by the staff, 
we will direct you to the 
appropriate office. We will check 
beforehand to ensure that 
someone in that office will b~ 

I availabl~ to speak with you. 

PE~CE CORPS· 
I • 

World Wise Schools 
I Promotes understanding ofother 

cultures among people of the United 
States. 

As cu~tomers ofWorld Wise 'Schools, you 
. 	

I
'.
I

can expect that we will: . 

Treat you with courtesy and 
respect, and provide you with 
accurate and current information. I 	 . .I

I· 	Within four weeks, acknowledge 
your program enrollment . 
application and explain clearly the 
next step( s) in the process. 

• 	 . Return telephone calls and 

electronic messages within 48 

hours. 


'. 	Mail readily available printed 
material within one week of yourI 
request. 

• 	. Ensure that, ifyour call has to be 
transferred t.o a more appropriate 

. division of the agency, you are 
. given the office's title and phone 
number and an explanation for 
the transfer. 

• 	 Ask for and consider you ideas 
about program procedures and 
services. 

PENSION BENEFIT 

GUA1RANTY CORPORATION I ., 	 .. 

Plan Participants 
I . . 

I 


I 
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Protectsparticipants' pension 
benefits and supports a healthy 
re tirement system. . 

As customers ofPBGC, you deserve our 
best efforts. Our first goal, of course, is 
getting you your benefit check on time each 
month. We are also committed to always 
showing you courtesy and respect. when you 
contact us. 

We pledge that: 

• 	 In all correspondence to you, we 
will give you the toll-free number 

. ofour Customer Service Cent~r 
and the name of a person to 
contact at PBGC. 

• 	 In all communications with you, 
we will acknowledge your inquiry 
within one week. 

• 	 We will retUrn your initial phone 
call within 1 workday. 

• 	 Ifwe cannot give you an 
'. 	 immediate answer, we will tell 

you when to expect it. 

• If it will take us longer than 
expected to answer your' . 
question, we will give you a 
status reportand'tell you a new 
date when to expect an answer. 

• 	 If you are receIving a pension 
check, changes you request (such 

. as address change, direct deposit, 
tax change) will be made within 
30days, if the request is received 
by the first of the month. It will 
take another month if the request 

, is received after the first of the 
month. 

STATE 
BUREAU OF ADMINISTRATION 
Authentication of Documents 
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Provides authenticatipn ofofficial 
documents 

• . 	 Experienced and knowledgeable 
employees serve customers in a 
timely and courteous manner. 

• 	 The Authentications Branch 
provides responses to mailed 
requests within five (5) working 
days of receipt. 

• 	 The Authentications Branch 
.. 	provides over- the- counter 

service on a while-you.,.wait basis 
(with a daily limit of no ·more that 
15· documents and one visit per 
customer). 

STATE 
BUREAUOF ADMINISTRATION 
Office of Freedom of,Information, Privacy 
and Classification Review 

Provides information 

• 	 The Bureau of Administratio~ 
strives to maxinllze . . 

. responsiveness to requesters 
whil~ safeguarding information 
concerning the national security, 
'individual privacy, and other 
governmental privileges. 

• 	 The Office ofFreedom of 
Information, Privacy and 
Classification Review delivers 

, services that are informative . 
" . .' "-~ , , 
timely, andcu~tomer- friendly. 

,.The Office.of Freedom of 
Information, Privacy and . 
Classification Review mails an 
. acknowledgment to the customer 
within five working days of 
receiving each request for 
service. The acknowledgment 
letter includes an estimated date 
of completion for the request. 
Requests are handled on a first

,in, first-out basis, with the 
exception of those customers 
whose requests receive 
expeditious handling for . 
demonstrated reasons involving . 
health, safety, or due process, 

• 	 Officers are courteous and 
knowledgeable in all interactions 
with requesters. 

STATE 
OFFICE OF OVERSEAS SCHOOLS 
'Education 

Promotes quality educational 
opportunities at the elementary and 
,secondary level for dependents of 
Af1.lerican citizens overseas 

The Office ofOverse~ Schools is committed 
to providing its .customers with service of the 

. highest possible quality within resources 
available. In doing so, the Office strives to 
meet the following standards: 

• 	 Ifyou request information on 
overseas schools, we will provide 

, professional, knowledgeable and 
courteous service. When written 
material is pertinent, we will send 
it to' you within 24 hours of the 
request. 

• 	 In accord with legislative criteria 
. and post recommendations, we 
will provide grant assistance each 
year to schools which enroll U.S, 
citizen school-age dependents 

• 	 If you request assistance on 
, locating an appropriate school for 
-your child(ren), including those 
with special needs, we will 

(provide options within one week 
ofyour request. 

• 	 To enhance appropriate 
education for dependents of U. S. 
citizens abroad, we will ' 
administer technical support 
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activities to encourage school 
improvement and foster 
excellence in elementary and . 
secondary education in 
American-sponsored overseas 
schools. 

T~NSPORTATION. 
FEDERAL AVIATION ADMlNISTRATION 
Air Pilot Certification 

Responsible for testing and 
certification ofairplane pilots .. 

!. 	We will process your application 
for certification within 21 

, working days of receipt.

!. We will provide written test 
results within 20 working days.I. We will respond to your 
correspondence and requests for 
duplicates within three working 
days. 

• 	 We will be polite, considerate, 
and helpfuL 

i . 
TRANSPORTATION 
FEDERAL AVIATION ADMINISTRATION 
Airpolrt Grants 

: Works in partnership with the . 
i aviation community in determining 
t the most prudent use offederal and . 

local funds to support the existing 
; andfuture airport development . 
I needs. 

The FAA will: 
;. Respond to any request to be 
! included in the National Plan 'of 

Integrated Airport Systems . 
i within 10 working days. 
i. 	Conduct special workshops and 

seminars and participate in state 
aviation and airpc;>rt user group 
meetings whenever requested to 
provide advice and receive 
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. comments on planning and 
development guidelines. 

.• 	 Update our advisory circulars to 
reflect the current state of the 
industry whenever changes are 
made to the airport development 
standards.. 

• 	 Consider all requests for airport 
inspections within 30 days to 
detennine confonnity with 
Federal standards. 

• 	 Conduct local joint planning 
conferences, as requested, and 
take necessary follow-up actions. 

,. 	Coordinate Airport Capital . 
Improvement Plan formulation 
with airport sponsors on an .. 
annual basis. 

• 	 Respond within 30 working days 
to requests for assistance 
regarding airport development 
needs. 

TRANSPORTATION 
FEDERAL AVIATION ADMINISTRATION 
Civil Aviation Security 

To protect the traveling public in air 
transportation throughout the world. 

Our commitment to you: 

FAAwill: 

• 	 Always seek input from an 
coordinate with all stakeholders 
before amending the Federal 
Aviation Regulations and security 
programs. 

• 	 Have Feder3.I Security Managers 
at 19 major airports in the U.S. to 
coordinate security measures, 
policies, and programs. 

• 	 Have agents at airports across the 
country to conduct continuous 
inspections and investigations of 
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security measures, to share . 
results immediately upon 
completion, and to ensure 
corrective action .. 

• 	 Provide Federal Air Marshals for, 
in-flight security on selected 
flights for U.S. airlines. 

• 	 Conduct hazardous materials 
surveillance and inspection ofall 
air carriers serving the United 
States to ensure safe handling. 

• 	 Provide training and support for 
K-9 explosive detection teams at 
major airports. 

• 	 Collaborate with FBI, Drug 
. Enforcement Administration, and 
U.S. Customs to develop 
strategies and state-of-the-art 
techniques for drug interdiction. ' 

TRANSPORTATION 
FEDERAL AVIATION ADMINISTRATION 
Pilot Medical Certification 

Ensure that airline pilots, 
passengers, andthe public are safe 
from aircraft accidents that could be 
the result ofpilot medical problems. 

• 	 Your pilot medical certificate will 
be issued to you in your AME's 
office on the day you complete 
your medical examination, unless 
medical problems require further 
review. 

• 	 If your certificate cannot be 
issued by your AME because 
further medical review is 
required, your paperwork will be 
forwarded to the FAA. We will 
process your application for 
medical certification (excluding 
special issuance cases) within 15 
working days of receipt of all 
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necessary medical information 
from your medical provider. 

• 	 We will respond to your request 
for duplicate medical certificates 
within three working days of 
receipts. 

• 	 We will respond to your request 
for full review of medical records 
within 15 working days of 
receipt. 

TRANSPORTATION 
FEDERAL AVIATION ADMINISTRATION 
Weather and Flight Service 

Provide general aviation pilots with 
easy access to weather data and 
flight plan processing via personal 
computer. 

• 	 Assure pilots, who possess a 
valid pilot certificate and current 
medical, DUAT access within 10 
days of their request for service. 

• 	 Provide enhancements to the 
current system, such as weather 
graphics and ICAO flight plan 
capabilities, as advances in 
technology are identified. 

• 	 Translate DUAT alphanumeric 
weather data into plain text 
English. 

• 	 Provide 24-hour free access to 
the DUAT vendors' "Help Line" 
for questions regarding technical 
or data base problems. 

TRANSPORTATION 
FEDERAL HIGHWAY ADMINISTRATION 
Federal Aid Program 

Ensure the highest quality surface 
transportation system for the Nation. 

Our Partners 

• 	 Inform you of all major changes 
. in polices and regulations in a 
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clear and timely manner. Except 
in unusual circumstances you 
will have at least 60 days in which 

.to offer your views on all . 
proposed changes, and your 
views will be appropriately 
considered. The regulations will 
be clear, r~alistic, and impose 
only the minimum necessary 
requirements. 

'. 	All of ~)Ur partners and customers 
with whom we have a financial 
r~lationship will receive timely 
and accurate payment of all funds 
due to you. For those State. 
p'artners who use electronic 
signature, we will make 
reimbursement payment to you 
on the same day that you request 

. it. 

•. 	Provide you, either directly or 
through other sources, the best 
available training, technical 
assistance, and access to state-of
the-art transportation technology 
that will meet your needs. 

• 	 An open and cooperative 
approach to considering and 
deciding on changes which may 
affect practices, materials, or 
other aspects of transportation 
improvement activities, 

• 	 Integrity in our business 
processes, openness to innovation 
and objectivity in our evaluations. 

The Motoring and General Public 
; • All persons arid businesses 
I affected by federally aided 

transportation improvements will 
have an opportunity to present 
their views during the decision 
maki~g process, and that they 
will receive all services and 

I 
i 
I 
, 
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benefits to which they are entitled 
under the law 

• 	 All federally aided transportation 
improvements will be undertaken 
with the aim of minimizing delay 
and maximizing safety in and 
around construction activities. 

• 	 We will work with pur partners 
to address identified safety 
problems in a timely and 
prio~tized manner. 

• 	 Work closely with our partners to 
enhance the condition and 
performance of our Nation's 
major roads and bridges. 

• 	 We will work with our partners 
to ensure quality and appropriate 
uniformity in signs, signals, and 
design standards on the Nation's 
major highways. 

• 	 All Federally aided transportation 
improvements will take full 
account of impacts on the human 
and social environment and on 
historical sites. We promise to 
minimize those impacts to the 
fullest reasonable extent, and to 

. enhance the environment 
whenever possible. 

• 	 All of our partners and customers 
will be provided timely and 
accurate information whenever 
you request it. You will receive 
the requested information, or a 
specific commitment for future 
delivery, within 10 days of our 
receipt of your request. 

TRANSPORTATION 
FEDERAL RAILROAD ADMINISTRATION 
General Standards - General Public 

Promotes rail safety throughout the 
Us. railroad system, and 
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encourages policies that help rail 
. realize its fullpotential 

General Public 
• 	 Answer Congressional letters 

within 5 working days and all 
other letters from our customers 

. within. 1 0 working days. 

• 	 Provide the general public and all 
FRAemployees with requested 
information as quickly as 
possible. 

• 	 Make good faith efforts in 
awarding 15 percent of financially 
assisted railroads' total contract 
dollars to minority firms. 

• 	 Identify and recruit Minority 
Business EnterprisesIW omen
owned Business Enterprises 
(MBEsIWBEs) for inclusion in 
the Department's MBE 
certification program. 

• 	 Assist and educate small 
businesses when seeking business 
opportunities with the rail 
industry. 

• 	 Locate diverse well-qualified 
candidates to consider for 
employment. 

TRANSPORTATION 
-" FEDERAL RAILROAD ADMINISTRATION 

Railroad Safety 
Public Safety 

Promotes a safe railroad industry 
and encourages poliCies that help 
rail realize its full potential. . 

• 	 Install toll-free lines to FRA 
Office of Safety headquarters and 
regional offices. 

• 	 Implement negotiated 
rulemakings -- such as ,on 
trackside worker safety-
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whenever possible to encourage 
consensus building . 

• 	 Educate labor and management 
on inspection and enforcement 
procedures and use opportunity 
as listening post to seek feedback 
and suggestions . 

• 	 Conduct inspection 
demonstrations and briefings, 
including training videos, in 
partnership with labor and 
management 'customers. 

• 	 Conduct in-depth surveys of all 
major customers to improve 
customer services. . 

• 	 Voluntary compliance: Develop 
safety profile for all Class I· 
railroads and work with three 
railroads to develop systemwide 
safety management plans. 

• 	 Train small railroads on safety 
rule compliance and provide 
assistance to resolve safety 
issues. 

• 	 Reduce average time from receipt 
to resolution of safety complaints 
to 60 days. 

• 	 Use mentoring techniques to 
model best practices in safety 
performance: Bring together an 
exceptionally safe railroad with a 
railroad that needs impr~vement. 

.•. 	Work withstates to prepare 
inspection schedules; meet with 
states annually to minimize the 
disruption caused by duplicate 
schedul~g. 

• 	 Investigate inspection complaints 
from .railroads within 10 working 
days. 

TRANSPORTATION 
FEDERAL RAILROAD ADMINISTRATION 
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Gene~al Standards 
Promotes railsafety throughout the 

. Us. railroad system, and 
: encourages policies that help rail 
i realize its full potential. 

~. Answer Congressional letters 
within 5 working days and all 
other letters from our customers 

1.
I 

within 10 working days. 
·Provide the general public and all 
FRA employees with requested 
information as quickly as 
possible. 

'.i Make good faith efforts in 
awarding 15 % of financially 
assisted railroads' total contract 
dollars to minority firmS. 

i

i.· Identify and recruit Minority 
Business EnterprisesIW omen
owned Business Enterprises 

. (l\1BEslWBEs) for inclusion in 
the Department's l\1BE 

I certification program. 
I. Assist and educate small 
I businesses when seeking busines 

opportunities with the rail 
industry. 

• 	 Locate diverse well-qualified 
candidates to consider for 
employment. 

TAANSPORTATION 
MARItnME ADMINISTRATION 
Maritime Exchange 

: Operates an electronic bulletin 
·board system, MARLINESPIKE, to 
f disseminate timely maritime-related 
Iinformation in a user friendly 
Imanner. . 

i • Maintain current and timely 
information. 

• 	 Respond within 24 hours to any 
questions you may have about 
system operations . 

• 	 Maintain system availability on a 
24-hour basis. 

• 	 Monitor the forum continuously 
to provide you with current 
maritime information. 

• 	 Welcome any suggestions you 
. may have on how we can 
improve this system through the 
E-mail selection found on the 
bulletin board or by calling our 
help line at 1-800~9US-FLAG. 

• 	 Treat you with courtesy and 
respect at all times. 

TRANSPORTATION 
MARmME ADMINISTRATION 
U.S. Merchant Marine Academy 

Educate and graduate professional 
merchant marine and Us. Naval 
Reserve officers to serve the 
economic and defense interests ofthe 
United States and contribute to 
America's intermodal transportation 

. system. 

• 	 Evaluate all admissions 
applications fairly and base offers 
ofappointment on candidate 
merit. 

• 	 Provide information on an 
applicant's status within 24 hours 
of a request. 

• 	 Notify applicants of selection for 
enrollment by May 1 if the 
application is received by March 
1. 

• 	 Maintain diversity in our student 
population and quality in our 
educational program. 

• 	 Help develop and sharpen 
leadership skills. . 
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• Provide scheduled program 
within 24 hours of a request. 

TRANSPORTATION 
NATIONAL HIGHWAY TRAFFIC SAFETY 

ADMINISTRATION 
Auto Safety Hotline For the Public 

Promotes auto safety~ 

, • 	 We will handle your call 
promptly. 

• 	 If you have trouble reaching one 
of our operators, call after 6 p.m. 
Eastern time and leave a message ' 
on the answering machine. We 
will call you back the next 
business day. 

• 	 Ifwe need to get information for 
you after answering your call, we 
will not keep you on ,hold for 

, longer than two minutes. 

• 	 We will treat you with courtesy. 

• 	 We will provide you with the 
most accurate and complete 
information we have on the 
subject ofyour request. Ifwe 
cannot answer your question 
completely, we will give you the 
name and 

telephone number of someone who can and 
ask that person to return your call the next 
business day. 

• 	 We will provide you with our 
most popular fact sheets and 
information within 24 hours by 
using our new fax-on-demand 
service. ' 

• 	 By March 1996, we will provide 
you with our most popular 
publications in your choice of 
Spanish or English. 

TRANSPORTATION 
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NATIONAL HIGHWAY TRAFFIC SAFETY 

ADMINISTRATION 
Motor Vehicle and Traffic Safety 
Program Services , 

Provides technical assistance and 
outreach·services to attract national 

, organizations as partners in auto 
and traffic safety program 
initiatives. 

Program planning -- We will: 

. • 	 Invite your organization to 
participate in the strategic and 
tactical planning stages of major 
new motor vehicle and traffic 
safety program initiatives. 

Technical assistance -- We will: 

• 	 Facilitate communication with 
your organization and others 
interested in becoming involved ' 
in priority motor vehicle safety 
and traffic safety programs. 

• 	 . Provide current and accurate 
information and data within 10 
business days after'we receive 
your request. 

• 	 Provide technical experts as 
panelists and speakers, whenever 
possible. 

• 	 Participate in your key meetings 
and events, and assist national 
coalitions of organizations 
interested in motor vehicle and 
traffic safety. 

Program information and materials -- We 
will: 

• 	 At least annually, publish a traffic 
safety program and publication ' 
update, including projects and 
materials planned for completion 
within the coming year. 

• 	 Every April and October, publish 
an update of our motor vehicle 
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safety program activities in the 
Federal Register. 

• - Ship program materials for major 
traffic safety program initiati~es 
90 days before they will be 
needed. 

• 	 Provide at least a 30-day advance 
notice ofwhen national medi~ 
campaign materials will be :. 
distributed to media outlets. 

I 

'. 	Each January, publish a catalog 
of traffic safety program mat~rials 
that includes ordering instruc~ions 
and a contact for the status of 
orders. 

Training -- We will: I 	 _ 

I. 	Develop training-and assist 
! 	 National Organizations in 

planning and/or conducting 
training for their own members 

I 	 and their constituencies. 
I 

TRANSPORTATION 
NATIONAL HIGHWAY TRAFFIC SAFETY 

ADMINISTRATION 
Gener~1 Standards 

:To save lives, prevent injuries and 
;reduce traffic-related health care' 
and other economic costs. 

Our Commitment to You 
I 	 •[. 	 Provide the most accurate and 

complete information available to 
its customers, the American ' 
traveling public, in a helpful and 
courteous fashion. - : 

,. 	 Strive to meet or beat established 
deadlines for providing customer 
service. 

I 
What liou Can Expect 

~ When you visit our offices, we' 
will welcome you promptly, ask 

I 

I 

I 

I 
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how we can be of service, and let 
you know when you will be 
served . 

• 	 When you write to us, we "Yill 
respond to routine requests 
within ten business days. If we 
are unable to satisfy your request 
in that time, we will tell you when 
we will be able to help you. 

• 	 When you telephone NHTSA, 
your call will be answered within 
three rings. 

• 	 Ifyour initial call does not reach 
the office that can serve you best, 
we may need to transfer your call. 
Ifwe are unable to transfer you 
to someone who can help you 
right away, we will find the best 
person and have them call you 
back within one business day, or 
we will call you back and let you 
know when you can expect to be 
helped. 

• 	 When you leave a message, we 
will return your call within one 
business day, or if we need a little 
longer, we will let you know 
when you will be helped. 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 
Hazardous Materials Safety 
General Standards 

Provides regulatory standards on the 
, Hazardous Materials Safety program 

Our commitment to you: 

• 	 The 1996 Emergency Response 
Guidebook (ERG) will be 
available in English, Spanish, and 
French. 
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Our commitment to you: • 	 We will return your phone calls 
before the' end of the next 
business day. 

• 	 We will mail training materials 
and. publications within one week 
of receipt of your request. 

• 	 We will investigate all reports of 
noncompliance with the 

. Hazardous Materials Regulations 
and expedite the resolution of 
violations to protect our Nation's 
environment and citizens against 
potential hazardous materials 
disaster .. 

• 	 We will inform you of regulatory 
changes through the Hazardous 
Materials Information eXchange 
(HMJX) bulletin board and 
provide you with a selection of 
information available for 
downloading. 

• 	 We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notices, public 
meeting announcements, and 
other safety-related information 
on a continuous basis. 

• 	 We will hold public meetings as . 
needed to hear your comments 
and suggestions on eliminating . 
unnecessary or burdensome 
regulations and when considering 
the need for new or ainended 
regulations. 

TRANSPORTATION· 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRAnON 
Hazardous Materials Safety 
Registration Programs 

Provides registation datafor the 
Hazardous Materials Safety program 
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• 	 We will process temporary 
registrations over the phone, 24 
hours a day, 7 days a week. 

• 	 We will issue registration 
certificates within 10 business 
days of receiving your 
registration statement and fee. 

• 	 We will mail a registration form 
within 10 days of receiving your 
request. We will mail the next 
year's registration form and 
instructions as a reminder. 

• 	 We will inform you of any 
changes in the registration 
program through the Hazardous 
Materials Information eXchange 
(HMlX) bulletin board and 
provide you with the registration 
form as a file available for 
downloading. 

.We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notices, public. 
meeting announcements, etc. 

• 	 We will hold public meetings as 
needed to hear your comments 
and suggestions on eliminating 
unnecessary or burdensome 
regulations and when considering 
the need for new or amended 
regulations. 

• 	 We will investigate all reports of 
noncompliance with the 
Hazardous Materials Regulations 
to aid in reducing the cost of 
unfair competition. 

TREASURY 
BUREAU OF ALCOHOL, TOBACCO, AND 

FIREARMS 
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Impolrtation of Specific Firearms, 
Explc~sives, Ammunition ~nd Implements 
of War . : . 

I Processes applications for the ; 
importation ofa variety offireatms, 

i ammunition, explosives, and I 

I implements ofwarfor persons a~d 
: for businesses wishing to import:such 
! materials into the United States. I 

Our service commitment to you iI 	 . f 

'. 	YOil have the right to expect I. 

professional, prompt, and l 
courteous service when you need 

i our assistance in helping you : 
! complete your importation forms. 

I. 	A ,correct . A TF Form 6 will be 
processed in 4 to 6 weeks from 
date of receipt. Military 
personnel returning from 1 

overseas are reminded to plan. 
ahead for mailing your : 
application( s) in order to meet 
your return date. Ifwe are . 
unable to process your I 

application because of incomplete 
or inaccurate information, we: will 
return your application to you for 
correction within 10 working! 
days. 	 . 

• 	 Questions concerning the statUs 
ofyour importation applicatidn 
can be answered by calling us I • 

, directly. If the Specialist or i 
Examiner assigned to your .i 
application is not available at the . 
time ofyour calI; we will resppnd 
to you by close'ofbusiness the 

i 	 next, working day. 

.1. 	 We will respond to your written 
correspondence within 21 l 
calendar days of its receipt. 
However, should we need I 

additional time to research yo~r 
question( s), we will notify you by 
phone or in writing and provide 

I 
1 

l 

i 

I 

'you with an approximate . 
. response date. 

. TREASURY 
BUREAU OF ENGRAVING AND PRINTING 

Redemption of Mutilated Paper Currency 
, Redeems m1!tilated paper currency 

We will work-with the public to redeem 
partially destroyed or badly damaged 
currency. These are our standards wh~n you 
file a claim: ' . 

• After you are notified that we 
, have received your claim, you 

may contact us by telephone for 
information on your claim's 
estimated processing time and 
status. You can usually expect 
this information within one hour 
after your call. 

• 	 You can always expect polite and 
courteous service and that we 
will identify ourselves by name. 

• 	 Ifyour claim is denied, you can 
expect a fuil explanation of our 
actions. 

• 	 Depending on the type ofdamage 
to .the currency submitted in your 
claim, you can expect notification 
of status or payment within 14 
days of the HEP's receipt. . 

TREASURY' 
BUREAU OF THE PUBLIC DEBT 
Savings Bond Sales 
. . Manages the Savings Bondprogram 

Ifyou purchase a savings bond, you can 
expect: 

• 	 The savings bond you ordered 
will be mailed to you within 
fifteen days from the date of 
purchase. 
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.We will accurately inscribe your 
savings bond and promptly 
correct errors. 

• 	 Whenever you contact us, we will 
treat 'you courteously. 

TREASURY 
. BUREAU OF THE PUBLIC DEBT' 

Serves Investors in Marketable 
Government Securities. 

• 	 We will accurately establish your 
account and process your 

. transactions. 

• 	 ,When you write to your servicing 
· office, we will respond within five 
business days after receiving your 
letter.. 

• 	 When you visit your servicing 
office, we will assist you within 
15 minutes. 

• 	 When you call your servicing 
office, we will answer routine 

· inquiries during the call, and we 
will respond to complex inquiries 
within five business days .. 

• Whenever' and however you 
· contact your servicing office, we .' 
·will treat you courteously. 

• 	 We will update the information 
on the telephone recordings' 

. within one hour after anew 
offering is announced or auction 
. results are released. 

• 	 .yourservieing office will process 
routine transaction requests no 
later than five business days after 
receipt of the request. 

. • 	 If you wish to transfer securities 
out of Treasury Direct, your 

. servicing 'office will complete the 
. transfer within one business day 

of receipt of your request': 

• 	 We will mail you a statement of 
account no later than five 
business days after the date your 
security was issued or your 
transaction request was 
processed. 

TREASURY 
INTERNAL REVENUE SERVICE 
Tax Administration 

Tax return proceSSing 
Our customers are the taxpayers of the 

. United States . 

• We will make tax forms and 
.. instructions simpler and easier for' 
you to use. We made some good 
changes this year, but we want 

. your ideas for future 
improvements. Please call us at 
1-800-829-3676, available 9 
hours each busin~ss day, or you 
may write to us at Internal 

. Revenue Service, Attention: Tax 
Forms Committee, PC:FP, 
Washington, D.C. 20224.· 

. •. To make it easier for you to meet 
your tax obligations, we will 
expand your opportunj.ty for 
simplified return filing and 
. payment ofyour taxes through 
our electronic filing, joint 
federal/state filing, touch-tone 
phone, and electronic payment 
programs;' 

.• You will have more convenient 
access to tax law and account 

. information. Our pre-recorded 
tax information will continue to 

. be, available 24 hours a day, seven 
days a week, and access to refund 
status information will be 
extended. We will also extend 
the time that you will be able to 

. 
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contact our tax assistors to 110 
hours each business day. 

• 	 Our goal is to answer your : 
questions and process your tax 
returns accurately. To reach'that 
goal, we will continue to make 
improvements yearly. 

• 	 Ifyou file a complete ami " 
accurate tax return and you are 

I 

due a refund, your refund will be 
issued within 40 days ifyou ~le a 
paper return or within 21 days if 
you file electronically. 

• 	 Our goal is to resolve your : 
account inquiries with one : 
contact. To reaGh that goal, we 

I. 	will make improvements yearly. 

If you provide sufficient and " 
I 

accurate infonnation to our tax 
assistors but are given and 
reasonably rely'on an incorrect 
answer, we will cancel related 

. 	 I 
penalties. . 	 i 

• Ifyou have a problem that has 
not been resolved through notmal 
processes, you may contact our 
Problem Resolution Office. A 
caseworker will contact you "" 
within one week and will work 
with you to resolve the problem. 

TREA.SURY 
U.S. MINT 
Numismatics 
Sells Coin Set to Public (Numismatic 
Customers) 

!Manufactures andsells coin sets, ! 
!commemorative coins, and medals to 
, 	 ' , 
I 	 , 

2 millidn coin collectors and distributors ' 
through mail order or in " " 

• 	 Your orders will be shipped 
within four weeks of receipt. 

• 	 Your calls will be returned within 
one working day. 

• 	 Your inquiries will be answered 
with one-stop service. 

TREASURY 
U.S. MINT 
Precious Metals 
(Precious Metal Investors) Sells Gold and 
Silver to Investor 

Sells gold and silver bullion to 
investors worldwide through a 
network ofwholesale authorized 
purchasers. 

• 	 Orders may be placed by fax 24 
hours per day, seven days per 

. week. 

• Orders will be processed by 2 
p.m. daily, five days per week 
(excluding holidays). 

• 	 Order confinnation fax: to be 
sent out to you by 4:00 p.m. on 
the day the order is placed 
Monday through Friday. 

• 	 Pricing fax: to be sent out to you 
by noon the following day. (The 
Gold Fax nonnally comes in 
around 10 to 10:30 a.m.) 

• 	 Remittance fax: sent out 
immediately upon receipt of funds 
from you. 

• 	 Order pickup: Upon receipt of" 
the payment, we fax a release 
document to the appropriate 
facility, where the coins are then 
picked up by your annored 
carrier.) 

five sales centers. UNITED STATES INSTITUTE 
Ifyou'r~ a mail-order customer: 

OF PEACEI 

I 
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Resolution of International Conflicts 
To strengthen the nation's 
capabilities to promote the peaceful 

. resolution ofinternational conflicts. 
We Will: 

• 	 Answer all requests and inquiries 
in a timely, informed, and 
courteous manner'. 

• 	 Provide clearly written 
applications for Institute 
competitions (i.e., grants, 
fellowships, educational institutes 
and the National Peace Essay 
Contest); disseminate the 
applications widely and allow 
adequate time for their 
completion and submission. 

• 	 . Honor the time frames for 
selection processes, which are 
printed in the application . 
material. 

• 	 Accurately publicize selection 
criteria and processes in the 
application material. 

• 	 Conduct a fair and reasonable 
review of all application 
submissions for the 
aforementioned competitions. 

• 	 Provide advance notice, with 
. complete and accurate 
information, of upcoming public 
events and record the results of 
selected Institute activities, 
making them available as quickly 
as possible. 

• 	 Provide information about library 
holdings and services in response 
to requests received 
electronically, via phone, fax, or 
mail and by appointment-only 
visitors. 

• 	 Disseminate even~_ information, 
research reports, and other 
complimentary products through 

a variety ofmedia, including 
print, facsimile, radio, video and 
Internet. 

• 	 Develop and maintain an on-line 
presence on the Internet, offering 
general program and event 
information and complimentary 
materials. 

• 	 Review periodically our 
performance against these 
standards of service in an effort 
to maintain a responsive and 
responsible level ofattention to 
our customers, clients, and 
patrons. 

UNITED STATES POSTAL 
SERVICE 

Delivering the Mail 


Provides mail service 
. These are the continuing. standards of the 
. usps: 	 . 

• Your -First Class Mail will be 
. delivered anywhere in the 

Continental United States within 
three business days. 

• 	 Your local First Class Mail will 
be delivered overnight. 

• 	 You will receive service at post 
office counters within five 
minutes. 

• 	 You can get postal information 
24 hours a day by calling a local 
number in 81 metropolitan cities. 
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Chapter 5:· 
I 

S~andards'Fot Law 

I " 	 :


Enforcement;
I 

i 
JUSTICE 	 , 
ASSE~ FORFEITURE 	 ~ , 

I' 

Equitable Sharing , '! 
, I To maximize the effectiveness of: 

, Jorfeiture as a deterrent to crimel 
The D~partment adopts the following 
standafds where the requesting state or local . 
agency has fIled a timely, complete, and I 

accurate request for sharing; where no ; , 
petitioh for remission or mitigation has been 
filed; $d where no international sharing is 
involved: :

i I 

! - Ninety-five percent (95%) ofiul 
!' DAG-71 applications for 
I equitable sharing will be 
I 	 .acknowledged in writing wit~n 

30 days of receipt by the , 
investigative agency participating 

, in the Department ofJustice : 
! AssetForfeiture Program. I 

I- Ninety-fivepercent (95%) of all 
I· forfeited personal property wiil 
" be sold within six months of the 

final forfeiture order, and any :
I corresponding equitable sharing 
I , payment will be made within 45 
1 

calendar days following sale, t' 
II-	 Ninety-five percent (95%) of i . 

II . sharing applications for cash ~ll 
be executed within 120 days of 
the final order of forfeiture. :

I-i Investigative agencies will notify 
! requesting state and local . 

agencies within 30 days, of any 
I 

action taken that results in the 
asset no longer being available for 

. sharing (e.g., asset returned to 
owner, asset put into official use). 

- The Department will notify, 
. requesting agencies of case 
dispositions in cases of property 
in excess of a million dollars. 

JUSTICE 
. BUREAU OF PRISONS 

General Standards 
Protects society by confining 
offenders in the controlled 
environments ofprisons and 
community-based facilities that are 
safe, humane, and appropriately 
secure. 

Committed to maintaining a' healthy 
partnership with the community and other: 
law enforcement components, the BOP will:, 

- In the event of an inmate escape 
from a Federal institution, notify 
Federal and local law 
enforcement offiCials immediately 
.arid furnish them with the details 
.of the escape and the identity of 
the escapee. ' 

- At least 5 days prior to releasing 
an il1Qlate with prior convictions 
for a drug trafficking crime or a 
crime of violence, notify the state 
and local law enforcement 
officials ofjurisdiction. 

9:18 p~ 9/22/95 p:age-188 	 F ANCY7E.DOC 
I 
i 



• 	 Notify VictimlWitness of the 
following inmate activities within 
the specified time frames: 

Initial Designation - 30 days. 

Death - 30 days. 

Parole Hearing - 60 days prior to the 

hearing. 

Release to the community - 60 days prior. 

Furlough - as early as possible before the 

actual furlough date (by phorie if necessary). 

Transfer to a Halfway House - upon 

acceptance at the halfway house with the 

acceptance date. . 


JUSTICE 
COMMUNITY RELATIONS SERVICE 

Conflict Prevention and Resolution. 

Program 

Racial and Ethnic Conflicts 


Resolves racial ~nd ethnic conflicts 

• 	 .We will clearly explain the 
. process that CRS uses to address 
racial and ethnic conflicts, and 
our role in that process. 

• 	 We will provide opportunities for 
all parties involved to contribute 

. to, and work toward,a solution 
to the racial or ethnic 'conflict. 

• 	 If you are a participant in a CRS 
training session or conference, we 
will provide'useful information 
and materials that will assist you 
in preventing or minimizing racial 
and ethnic tensions. Ifyou would 

. like more information, we will 
work with you to identify 
additional materials to meet your 
needs,within three weeks of 
learning of your need. 

• 	 We will be prepared to provide" 
on-site services in major racial or " 
ethnic crisis situations within 24 
hours ofwhen your community 
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notifies CRS or CRS becomes 
aware of the crisis. 

• 	 In non-crisis situations, we will 
contact you within three days of 
when your community notifies 
CRS or CRS becomes aware of 
the situation, to discuss your 
request for CRS services. 

JUSTICE 
DRUG ENFORCEMENT AGENCY 
Office of Diversion Control 
Registrants 

Manages program to prevent the 
diversion ofcontrolled substances 
and listed chemicals 

As a DEA registrant you have a right to 
expect professional and competent service: 
To that end you can expect that: 

• 	 You will receive courteous and 
professional treatment from DEA 
personnel. 

• 	 You will receive"aresponse to 
telephone inquiries on the date 
the inquiry is received. 

• 	 You will receive a response to 
written inquiries within seven " 
working days. ". 

• 	 Guidance you receive regarding 
interpretation of the CSAand the 
regulations will be clear and 
conCIse. 

• 	 DEA will be responsive to your 
, concerns and criticisms and we 
" will continue to work toward 

streamlining processes wherever 
possible. 

• 	 We will exercise discretion in 
handling sensitive information 
provided by you. . 

• 	 We will be responsive to your 
complaints and any suggestions 
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I 

I 


I 

for improving our service, 
procedures, and performance. 

I 
I 

JU~TICE 	 I 
FEDERAL BUREAU OF INVESTIGATION 
Integrated Automated Fingerprint 
Iderl~ification System (IAFIS) 
Fing~rprint Identification Services 

, Supports law enforcement agehcies. 
Name checks: 

• Response time for name searches 
against criminal histories is and 

i will be five seconds. 
,t 

I I 
Fingerprint checks using current manual 

, 	 , I 

proc~ss: 

• 	 We now process fingerprint! 
identification of arrestees in 'an 

I 

average of 40 days from the;time 
we receive the fingerprint card. 

• 	 We now process fingerprint: 
identification for employment and 
licensing purposes in an average 
of 9 days from the time we I 

receive the fingerprint card. I 

Finge~rint checks in the future using lAPIS: 
I 

• 	 IAFIS will process fingerpri~t 
identification of arrestees in an 
average of two hours from the 
time of receipt of the fingerprint 
data. ' 

• 	 IAFIS will process fingerprint 
identification for employment and 
licensing purposes in an average 
of 24 hours from the time of: 
receipt of the fingerprint dat~. 

I 
I

JusrICE 
FEDERAL BUREAU OF INVESTIGATION 
National Crime Information Center' I 

I 	 I 

(NCIC) 

I 
I 
I 

I 

I 
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Provides information to other law 
enforcement agencies 

When the NCIC 2000 System is fully 
operational, it will meet the following 
standards: 

• 	 Customers will be able to access 
the system 24 hours a day, seven 
days a week (currently available). 

• 	 System will process NCIC 
inquiries in one second or less.' 
Current NCIC processing time is 
two seconds. 

• 	 Users will be able to conduct on
line inquiries for information that 
is now available only through 
special computer programming. 

• 	 Users will be able to receive 
photograph and fingerprint 
images on-line in police cruisers 
(currently not av~lable). 

JUSTICE 
FEDERAL BUREAU OF INVESTIGATION 
Uniform Crime Reports Program 

Provides information on crime in the 
United States 

• 	 The Crime in the U.S. report will 
be published in the fall of each 
year. , 

• 	 Report updates will be published 
semi-annually in:April and 
October of each year. 

• 	 Ifyou are a member of the public, 
you may obtain copies of these ' 
reports for a fee by contacting the 
Superintendent of Documents, 
Government Printing Office. 

• 	 To receive customized reports, 
you may contact our program 
staff, which will facilitate a 
response to your inquiry as soon 
as possible in written or 
electronic form. 
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When fully operational, the National 
Incident-Based Reporting System program 
will provide the following services: 

• 	 Data on 22 crime categories ' . 
made up of46 specific crimes will 

, be collected (current system 	. 
collects data on only eight crime 
categories) . 

• 	 Information on every crime will 
be collected separately (current 
system uses a summary report, 
which reports only the worst 
crime in a multiple offense 
situation). 

• 	 . Age; sex, race, ethnicity, etc. will 
be reported for victims and 
witnesses ofall crimes, which will 
allow for better analysis (current 
system reports this information 
only on certain crimes). 

• 	 System will provide the ability to 
quantify drug seizures in 
relationship to drug arrest 
(currently not available). 

• 	 Information will address such 
issues as hate crimes, white-collar 
crime, domestic violence, abuse 
of the elderly, etc. (currently. not 

. available in summary system). 

JUSTICE 
IMMIGRATION AND NATURALIZATION 

SERVICE 

District Office Investigations 
Assists local, state and other Federal 
law enforcement agencies conduct 
investigations. 

The INS will ensure that local, state, and 
other F ederallaw enforcement agencies are 
able to contact its investigations units during 
both duty and non-duty hours. To 
accomplish this, each District Office will: 

. j 
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• 	 develop a list which includes 
contact names, telephone, and 
telefax numbers for both duty and 
non-duty hours. 

• 	 disseminate these contact lists to 
all law enforcement agencies 
within the District's jurisdiction 
by December 31, 1995, with 
updates as needed. 

The INS will ensure that local, state, and 
other Federal law enforcement agencies are 
aware of the response capability of its local 
investigations units. To accomplish this, 
each District Office will: 

• 	 prepare guidelines describing INS 
investigations response 
capabilities. 

• 	 disseminate these guidelines to all 
law enforcement agencies within 
the District's jurisdiction by 
December 31, 1995, with updates 
as resource and policy changes 

, req~ire. 

The INS will ensure ongoing open exchange 
of information with local, state, and other 
F ederallaw enforcement agencies. to 
accomplish this, each District Office will 
establish a formal mechanism to: 

• 	 exchange intelligence information 
related to criminal alien activity 
within the District's jurisdiction. 

• 	 periodically offer formal training 
on INS law enforcement 
activities. 

JUSTICE 
OFFICE OF JUSTICE PROGRAMS 
National Criminal Justice Reference 
Service 

Network ofcriminal justice 
information 
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• 
Collllltitment to service 

I 	 i 

NCJRS is committf~d to supplying the right 
information to you, the customer, at the :right 
time. This means: ' .'I. 	Providing courteous, prompt; 

I 	 service. We will process your 
request for materials within 5; 
days of receipt. . 

• 	 Meeting your expectations by 
sending the materials you ne~d in 
the way you want to receive i 
them. Materials are usually s~nt 
by third-class maiL They can' also 
be made available over the : 
Internet through e-mail or i 
through the FTP (File Transfer 
Protoc~l) site. Quick service: is 
also available via fax and . 
commercial carriers on a cost~ 
recovery basis, : 

• 	 Offering extras such as hard-to
find information, Ifan immediate 
response to your telephone ! 

I 

question is not possible, we ¥,lill 
call you with additional ! 

information and referrals witbpl2 
business days, 

I 

;. 	Soliciting your opinions - through 
user surveys, focus groups, t~e 
NCJRS consumer advisory i 

network - and adapting servides 
to meet' your changing needs. i 

i 
i I 

JUSTICE 
I 	 . 

RESPONSE CENTER 
Technical Assistance ' i 

;To prOVide customers with techni'cal 
tassistance, information about ne* 
, 	 I 

federal criminal prOVisions, and : 
:available grants andfunding : 
. opportunities in the Crime Act, ~ 

The Response Center has developed the 
following measurable standards; to provide: 

• 	 Timely information. 

• 	 Accurate information. 

• 	 Efficient service. 

• 	 Professional, courteous service. 

JUSTICE 
U.S. ArrORNEYS 
Victim-Witness Program 
Assisting victims and :witnesses involved 
in Federal Litigation 

Administers the Victim-Witness 
program for the US. Attorney's 
offices 

Notifications -- Ifyou request it, we will 
provide the following'notifications to you 
within two weeks or less: 

• 	 When there's been a change in the 
detention status ofan offender. 

• 	 When charges have been filed 
against a suspected offender, or if 
any or all charges are dismissed. 

• 	 When court schedules are 
changed. 

• 	 When there's been a plea 
agreement and the terms of the 
agreement. If the defendant either 
pleads guilty or is found guilty, 
you have the right to submit an 
"impact statement" detailing the 
emotional effects of this crime on 
your life and the lives of members 
ofyou family. 

• 	 The date set for sentencing if the 
offender is found guilty, and the 
sentence imposed. If there is a 
conviction, you may be notified, 
ofchanges in the prisoner's status 
by the Bureau of Prisons . 

. they relate to Justice agencies. ' Other assistance services: 
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• 	 To the extent possible, a separate 
waiting area will be provided for 
you separate from·the offender 
and defense witnesses during 
court proceedings. 

• 	 Emotional. support. and assistance 
will be provided to you during 
court appearances. 

• 	 Upon your request, you will be 
assisted in talking with your. 
employer if your cooperation in 
the investigation or prosecution 
of the crime causes you to be 
absent from work; likewise, if the 
crime prohibits your ability to 
make timely payments to 
creditors, assistance will be 
provided to you in dealing with 
those creditors. 

• 	 You will routinely be provided 
with information or assistance 
concerning transportation, 
parking, lodging, translator, and 
related services. 

• 	 When needed,· you will be 
provided referrals to existing 
agencies for shelter, counseling, 
compensation, and other types of -' 
assistance services. 

JUSTICE 
U.S. NATIONAL CENTRAL BUREAU 

. INTERPOL 
Communication link between the 
u.s. Federal, State and local law 
enforcement community and member 
nations ofINTERPOL 

24 hour operational capability. 

Telecommunications protocols and 
operations. 

Response time Standards: 
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• 	 Critical Urgent Requests within 
24 hours of receipt 

• 	 Urgent requests' within 24 hours 
of receipts (except on weekends) 

• 	 Important requests within 5 
working days 

• 	 Routine requests within 10 
working days 

Case standards. 

Law Enforcement Database standards. 

NCIC record regulations. 

TECS record audits. 

INTERPOLRegulations on Humanitarian 
Assistance. 

SECURITIES AND EXCHANGE 

COMMISSION 
Securities Regulation 

Protects investors through 
enforcement ofthe federal securities 
laws and overSight and regulation of . 
the securities markets. 

SEC's Commitment to Customers: 

• 	 Provide courteous, timely and 
responsive answers to all 
customers. 

The SEC will make full use ofan electronic 
bulletin board, a toll-free consumer hotline· 
(available 24 hours a day), and an 
Information Line in the headquarters Public 
Reference Room to provide information and 
enable the public to make requests for 
certain services. 

SEC publications will be mailed out and 
telephone calls returned within 24 hours of 
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I 

investpr request via toll-free consumer 
hotline. I 
The SEC will provide information in pl~n 
English to investors and filers and will . 
encou~age the securities industry to do tre 
same.: 

I , 
Staff Of the SEC's public reference rooms 
will assist investors and others in locating 
and o&taining information and in using t~e 
agency's electronic filing system (EDG~). 

• 	 Suggest alternatives or options to 
customers when the SEC is I 

unable to provide direct 
assistance. 

i 
The SEC will notify customers of all i 
alternatives and options within 30 days of 
receip, of letters. i 

i " 
The SEC will inform investors of their rights. 

I 

,. 	Obtain comments and 
suggestions from customers 9n 
how to improve or modify th~ 
SEC's consumer affairs progripn. 

The SEC will solicit and obtain commentk 
, 	 I 

and suggestions from investors, filers, an~ 
others' ~via electronic bulletin board, town 
meetings, advisory committees, surveys and 
other forums. 

I 
TRANSPORTATION i 

I 

FEDERAL HIGHWAY ADMINISTRATION 
Motorl Carrier Safety 

'Ensures safety on America's 
;highways and the safety ofthe 
!vehicles , 

using t~e highways.

I. We will inform you on every , 
: major change in motor carrier: 
i regulations by providing you *ith 

, 
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a copy of, or information 
. describing, the new regulations, 
or by conducting industry 
briefings. 

• 	 We will provide information 
about regulatory changes to trade 
associations, trade press, and 
other motor carrier publications. 

• 	 You will receive information 
regarding changes in motor 
carrier regulations during our on
site reviews of your operations. 
You will also receive the specific 
information and materials needed 
to help you comply with the 
safety regulations. 

• 	 When you call or write to us 
requesting information, we will 
provide the information to you 
within five working days of 
receiving your request. 

• 	 We will work with state motor 
carrier safety enforcement 
agencies to ensure no duplication 
in the scheduling of on-site 

. reviews. 

• 	 We will review your accident 
records and provide an accident 
prevention package to motor 
carriers that are experiencing 
accidents regardless of your 
safety compliance. 

• 	 If you are a hazardous materials 
or passenger carrier and receive 
an unsatisfactory safety rating as 
a result of our review, we will 
conduct a follow~up review 
within 45 days, as requested, to 
ensure you the opportunity to 
remain in business. 

• 	 We will periodically collect 
information from the entire motor 
carrier industry which will allow 
us to better serve you. The 
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information request will ask if 
you are still in the motor carrier 
business, whether the nature of 
your business has changed, and 
how we can improve the 
information and technical 
assi'stance we provide to you. 

• 	 We will work with state motor 
carrier regulatory agencies, 
insurance companies, trade 
associations, and other industry 
groups to identify motor carriers 
who may not know that they are 
subject to safety regulations. We 
will provide these newly 
identified motor carriers with the 
information they need to comply 
with safety regulations. . 

TRANSPORTATION 
FEDERAL RAILROAD ADMiNISTRATION 

Railroad Safety 
Public Safety 

Promotes a safe railroad industry 
and encourages policies that help . 
rail realize its full potential. 

• Install toll-free lines to FRA 
Office of Safety headquarters and 
. regional offices. 

• 	 Implement negotiated 
rulemakings .- such as on 
trackside worker safety -
whenever possible to encourage 
consensus building. 

• 	 Educate labor and management 
on inspection and enforcement 
procedures and use opportunity 
as listening post to seek feedback 
and suggestions. 

• 	 Conduct inspection 
demonstrations and briefings, 
including training videos, in 
partnership with labor and 
management customers. 

• 	 Conduct in-depth surveys of all 
major customers to improve 
customer services. 

• 	 Voluntary compliance: Develo~ 
safety profile for all Class I 
railroads and work with three 
railroads to develop systemwide 
safety management .plans. 

• 	 train small railroads on safety 
rule compliance .and provide 
assistance to resolve safety 
issues. 

• 	 Reduce average time from receipt 
to resolution of safety complaints 
to 60 days. 

• 	 Use mentoring techniques to 
model best practices in safety 
performance: Bring together an 
exceptionally safe railroad with a 
railroad that needs improvement. 

• 	 Work with states to prepare 
inspection schedules; meet with 
states annually to minimize the 

. disruption caused by duplicate 
scheduling. 

• 	 Investigate inspection complaints 
from railroads within 10 working 
days . 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 

Hazardous Materials Safety 
Emergency Planning and Training Grants 

To provide hazardous materials 
emergency planning and training 
grants 

Our commitment to you: 

• 	 We will return your phone calls 
before the end of the next 
business day. 
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, • 	 We will inform you ofgrant i 
awards within 10 days after 
awards are made. 

I • 	 We will provide you with a , 
I 
! 	 selection of emergency plam:ling 

and training information as files 
available for downloading frbm 
the Hazardous Materials i 
Information eXchange (HMJX) 
bulletin board. !, . 

! 

• 	 We will mail hazardous materials 
. emergency preparedness 1 

i 

curriculum guidelines, training 
materials and other safety-related 

I 

publications within one week of 
receipt of your request. :. 

• 	 We will add your name to our 
mailing list when requested. i You 
will receive the hazmat i 
newsletter, safety notices, p~blic 
meeting announcements, and 

I 

I 	 other safety-related information 
I on a continuous basis. I 

• We will help you assess the 1 
t 

content of your selected courses 
. I 

to verify that they will qualify as 
hazardous materials training I 
under the grant program. i 

'. 	 I 
TRA-NSPORTATION . I 

RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION I 
Hazardous Materials Safety II' 
General Standards 

IProvides regulatory standards or the 
I Hazardous Materials Safety program 

Our commitment to you: 	 : 
I

• The 1996 Emergency Response 
. 	 1 

Guidebook (ERG) will be ! 

available in English, . Spanish,! and 
French. I. 

i. 
, 
! 
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• 	 We will return your phone calls 
. before the end of the next 
business day. 

• 	 We will mail training materials 
and publications within one week 
of receipt of your request. 

• 	 We will investigate all reports of 
noncompliance with the 
Hazardous Materials Regulations 
and expedite the resolution of 
violations to protect our Nation's 
environment and citizens against 
potential hazardous materials 
disaster. . 

• 	 We will inform you of regulatory 
changes through the Hazardous 
Materials Information eXchange 
(HMIX) bulletin board and 
provide you with a selection of 
information available for 
downloading. 

• 	 We will add your name to our· 
mailing list when requested. You 
will receive the hazmat 
newsletter, safety notices, public 
meeting announcements, and 
other safety-related information 
on a continuous basis. 

• 	 We will hold public meetings as 
needed to hear your comments 
and suggestions on eliminating 
unnecessary or burdensome 
regulations and when considering 
the need for new or amended 
regulations. 

. TRANSPORTATION 
U.S. COAST GUARD 

Commercial Fishing . 


Assists the commercial fishing 
industry by protecting marine 
resources andproviding safety at 
sea. 
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Our standards call for: 

• 	 Protecting critical spawning and 
nursery grounds annually. 

• 	 Reducing the adverse impacts of 
By-Catch annually. 

• 	 Maintaining 24 hours/day, seven 
days/week search and rescue 

services on demand. 

• 	 Providing 24 hours/day, seven 
days/week Radio navigation 
services and operation of the 
VHF-FM national distress 
system, Channel·16. 

• 	 Providing 24 hours a day, seven 
days a week navigation 
information services at 703-313
5900. 

. .. 

• 	 Maintaining surveillance ofour 
nation's Exclusive Economic 
Zone to prevent poaching. 

TREASURY 
BUREAU OF ALCOHOL, TOBACCO, AND 

FIREARMS 

The National Tracing Center 
Helpsjederal, state, local, and . 
international law enforcement 
agencies identify criminal suspects 
by tracking firearms from 
manufacturer to purchaser. 

Ifyou request a trace from us, you can 
expect that: 

• 	 "Urgent" traces will be completed 
within 24 hours. An urgent trace 
involves a firearm used in a crime 
of violence or involves 
information that is essential to. 
apprehend or hold a suspect, or 
to obtain a search warrant. Time 
is essential. 

• 	 We will contact you daily ifyour 
urgent trace cannot be completed 
within the established timeframe. 

• 	 "Routine" traces will be. 
completed within four weeks. A 
routine trace involves crimes such 
as carrying a firearm without a 
permit, burglary, and firearms 
trafficking. This category also 
includes identifying the purchaser 
ofrecovered firearms when time 
is not an 

essential factor. 

Please note that we depend on the 
cooperation oflicensed firearms dealers and 
others to· complete traces. The response 
times of dealers affects the times it takes us 
to respond to your requests; 

. TREASURY 
FLETC 
Training of Law Enforcement Officials 

Provides' training for federal, state, 
local and international law 
enforcement personnel 

• 	 We will maintain Administrative 
Services at a level 4, as measured 
by the Student Feedback System. 

• 	 We will maintain Program 
Services at a level 5, as measured 
by the Student Feedback System. 

.• 	We will maintain a rating of 90 
percent for customer services as 
reflected in the 1994 Customer 
Satisfaction Survey. . 

• 	 We will provide 100'percent of 
the participating organizations' 
requests for basic training. 

TREASURY 
U.S. SECRET SERVICE 
Office of Inve~tigations 

The goal of the Secret Service 
investigative mission is to maintain 
the integrity and public trust ofthe 
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I. 

I 	 Nation's financial systems. The 

Secret Service conducts 

investigations to assist. US. 

Attorneys with their prosecuti0n.,s of 


I crimes involving counterfeiting, I 

j forgery, and other kinds of.fraud. 


Because we want to provide the U. s. I 
Attorneys with completed investigation~ 
consiktent with their prosecution priorities, 
the S~cret Service has set the following I 
standluds for this relationship: i 

• 	 Special Agents in Charge will 

maintain ongoing and frequeht 

liaison with U.S. Attorneys ih 

their districts, to discuss cudent, 


\now or changing prosecutio~ 

policies. : 


: • 	 Specific service standards I 


agreements will be determin~d 

after consultations between the 

Secret Service and each U.S! 


I 

Attorney. These standards viill 

be tailored to reflect the uniq~e


./ . 
needs ofeach U.S. Attorney 'and 

the respective judicial distric~. 


i. 	A minimum of25 percent orall 
U.S. Attorneys or their desighees 

i . 	 will be interviewed each year: by a 

representative of the Director I of . 

the Secret Service. These I 


. interviews will ensure that the 

needs and priorities of the U.'S. 

Attorney's Office are being rrlet 

by the local Secret Service Office. 


I 	 I 
I 
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Chapter 6: 

Standards F or Natural Resource 


I 	 I 

Management· 
AGRICULTURE 
ANIrhL AND PLANT HEALTH 

INSPECTION SERVlCE 
Nati€~nal Bio.logical Control Institute; 

! Promotes, facilitates, andprovides . 
; leadership in the use oflive natural 
, enemies to reduce populations of 
I pest species. ' 
I 	 . 

When: you contact us we will be: 

• 	 Courteous and respectful - Your 
views and needs are important to 
us, and you can expect 
professional treatment, objectivity 
and confidentiality. You will be 
assisted bya polite, responsi~e, 

, and knowledgeable staff. 

• 	 Fair - Our services will be , 
objective, irrespective ofyout 
race, color, national origin, sex, 
religion, age, disability, politi~al' 
beliefs, and marital or familial 
status. 

i. 	Clear - We will explain to you 
what we do,' how our programs 
work, and how you can get our 
help, If our information.is hard 
to understand, tell us and we Will 
try to make it easier to 
understand. I' 

I. 	Accessible - Weare available to 
talk to individuals, organizations, 
and school groups about our ' 
services. Contact us by letter, 
phone, fax, or through our 
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Bulletin Board System (Note to 
Copy Editor - Italicize Bulletin 
Board System). 

• 	 Ethical - We strive to meet the 
highest scientific and ethical 
standards to deliver our products 
and services to you. 

• Entrepreneurial - We will 
customize solutions to your pest 
problems through building 

. partnerships, leveraging 
resources, focusing our efforts, 
and promoting innovation. If we 

. cannot meet your needs, we will 
try to put you in touch with 
someone who can: 

• 	 Efficient - Based on your 
requests, we have assembled 
several information packets, 
which are normally provided on 
the same day of your request. If 
research is needed to help with 
your need, we estimate how long 

, it will take. If obstacles are met 
that delay our response, we will 
tell you and try to offer 
alternatives. 

• 	 Open - We work for you and 
continually seek your views, 
listen to your needs, and take 
appropriate action based on them. 
If you are not satisfied with any 
aspect of our service, tell us so 
we can correct the problem. If 
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we make a mistake, we will tell 
you and correct it. ' 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Damage Control 

Help-solve conflicts between human 
. activities and wild animals. 

We strive for the highest possible standards 
in providing you service: When re,questing . 
assistance, you can expect the following: 

• 	 You will be provided with 
accurate information or expert 
help to resolve or minimize your 
wildlife conflict. 

• 	 Our ~mployees will show respect 
for people, property, and wildlife. 

• 	 Our employees will respect 
. varying viewpoints on wildlife 
damage management. 

• 	 We will the most humane, 
selective, and effective control 
tec~ques. 

• 	 We will conduct activities in a 
professional, biologically sound, 
and accountable way. 

• 	 Our work will be done in a safe 
manner and in accordance with all 
federal, state, and local laws and '. 
regulations, 

AGRICULTURE 
FOREST SERVICE 
Forest Management 

Provides leadership in the 
management, protection, and use of 
the nation's forests and rangelands. 

• 	 Our offices, work sites, and 
visitor centers will be open at 
times convenient to our 
customers, 

• 	 Our facilities will be safe, clean, 
attractive, and informative. 

• 	 Our facilities and programs will 
be accessible to persons of all 
ages and abilities. 

• 	 Visitors will always be welcomed 
with prompt, courteous service. 

, • 	 Customers will be asked regularly 
to help us improve our services 
and business practices. 

• 	 Customers will receive the 
services and information they 
request, or we will explain why 
we cannot meet the request. 

• 	 Customers will be fully informed 
of the process required for grants, 
agreements, contracts, and 
permits, and we will respond in a 
timely manner. 

DEFENSE 
U.S. ARMY CORPS OF ENGINEERS 

Regulates waterways 


Regulates the development/use of 
any work or structure in or affecting 
a navigable waterway ofthe United 
States and the discharge ofdredged 
orfill material in all waters ofthe 
United States; authorizes 90,000 
activities annually. 

• 	 We will complete action on 70 
percent of all applications in less 
than 120 'days. 

DEFENSE 
. U.S. ARMY CORPS OF ENGINEERS 
Water Resources Operation and 
Maintenance 
Water Resources 0l1eration and 
Maintenance 

Operates 234 locks, dredges over 
900 harbors, operates and maintains 

. 383 major lakes and reservoirs for 
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1, I
flood control, maintains 2,500 1 within four years, for referral for 
recreation sites, andprovides action to Congress. These studies 
hydropower at 75 sites. will be cost-shared. 

Water Resources Operation and • For those projects authorized, we 
Mainienance will complete preconstruction I 

! • We will publish all scheduled lock engineering and design within 
outages and maintain procedures two years., The design is federally 
for notification of unscheduled funded up-front. The local 
outages. I sponsor will ,be asked to share 

. design and construction costs • 	 We will coordinate and share 
when the project is underinformation with federal, state, 
construction.and local officials of potential 

flood conditions. ; • We will provide the sponsor with 
I an estimate of the construction 
i • rivers of America's waterways so costs and schedule prior to 

that they are open to traffic. , construction, and we will meet 
regularly with. the sponsor to 

We will maintain the harbors : and 

• We will maintain all recreation 
'manage risks. facilities in a clean and safe : 


condition, and we will treat all of 

our visitors courteously. DEFENSE 


, U.S. ARMY CORPS OF ENGINEERS 

,DE~ENSE 	 Environmental Management 
.. , Incorporates ecosystem management U.S. ARMY CORPS OF ENGINEERS .) considerations in all aspects ofitsWater Resources Planning, Engineering, 

water resource projects, including and Construction 
those for navigation, flood control,

I Provides developmental capabilfties , 
storm damage reduction, :for water resources projects : 
hydroelectric, and recreation.: affecting the United States, in 

:partnership with state and local • We will work hand-in-hand with 
! communities. states, cities, and municipalities to 

Water IResources Planning, Engineering, and fund, plan, and implement needed 

ConstrPction water and environmental projects 
that meet federal criteria. '. 	We will work closely with other 

federal government, state, and • When recommending projects, 

local officials to complete a ' we will carefully weigh costs and 
, 	 . t 

definition of the problem with: a benefits to the environment with 

goal of completing this activity economic costs and benefits, 

for large projects within two reconciling society's demands 

years. These studies will be with the vital need to sustain the 

I 
I 

federally funded. our natural environment. 
I 

:. 	 We will work to develop a • When requested, by EPA or other 
feasibility report of potential federal agency, we will quickly 

solution(s) for large projects apply our know-how in 
environmental engineering and 

I 

I 
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management to investigate 
hazardous and toxic waste on 
defense sites, and clean them 
promptly and thoroughly as 
funding allows. 

• 	 We will continue to work with 
the public and industry through 
our four research laboratories to 

. develop new techflological 
solutions to environmental 
concerns and to make them 
available quickly. 

ENERGY 
ENERGY RESOURCES BUSINESS LINE 
Office of Energy Efficiency and 
Renewable Energy 

To advance the nation's capabilityto 
deliver clean, efficient, reliable, ' 
equitable, and cost-effective energy 
services to the American people. 

• 	 Establish 12 new Cooperative 
Research and Development , 
Agreements with the automotive 
industry to develop cleaner cars, 
with the goal of increasing 

'transportation energy efficiency, 
lowering air pollution levels, and 
reducing the nation's dependence 
on imported oil, by October 
1995.' 

• 	 Implement climate change, 
programs to reduce domestic 
greenhouse gases by 4% by the 
year 2000 .. , 

• 	 Provide funds for weathering 
126,000 homes and upgrading 
1 350 schools and hospitals by , 
October 1995. 

• 	 Increase the use of clean 
domestic natural gas to an 
estimated 22 trillion cubic feet. 

• 	 Create 20,boo new jobs through 
the implementation of energy 
efficiency programs that promote 
private sector investment by 
October 1995. 

ENERGY 
ENVIRONMENTAL QUALITY 

Office of Environmental Management 
Protect human health and the 
environment. 

• 	 Improve the cost performance of 
environmental quality projects by 
20 percent over the next two 
years. 

• 	 Improve the cost of performance 
ofenvironmental management 
and restoration activities by 20% 

, over the next two years. 

• 	 Increase the frequency by which 
Environmental Management 
employees interact with 
stakeholders by establishing 
programs which engage 
individual employees with 
individual stakeholders at each 
EM site. 

• 	 Improve the distribution of 
programmatic information' by 
filling orders for publications at 
the Center for Environmental 
Management Information within 
two business days from the time 

, they reach the, Center. 

• 	 Increase by at least 10% the 
number ofcustomers who report 
a "great deal" oftrust in EM by 
1996 

INTERIOR 
BUREAU OF INDIAN AFFAIRS 
, Oversees lands and monies held in Trust 
for Indian and Alaskan Natives 
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Serves as the stewardfor Indian! and 
. i Alaskan Native lands and monies 

~ held in trust by the United State~. 
By thb end of fiscal year 1995: ~ 

• 	 We will provide you with up-to
date information about the status 
of your claim, application, c,*e or 
inquiry on the day. ofyour vi~it to 

, our office. I 
I • ' We will answer your telepho*e 

.call in a pleasant, courteous : 
manner and be responsive to your 
questions. We will return your 
phone call by close of business 
the next work day. Ifwe are rtot 
'able to assist you, we will direct 
you to the necessary office that 
will help you. i 

\ 

I. 	We will respond to your writ~en 
inquiries within five days of : 

I 
t, receipt ofyour letter and we ~ll 
I seek resolution of your problems 
!, within 30 days.i.I 

We Will consult with and provide, I 
feedback to you regarding , 
education issues under 
consideration through regular~y 
held regional education 
consultation meetings. 

; • We will develop all new rules land 
: regulations in partnership with 

tn'bes, ' i, 
I. 	 We will establish a formal ! 

consultation process through : 
which comments and concerns by 
tribal governments will be sought. 

j 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Casua( Uses of Lands, Facilities, and I 

Developed Sites 
I 

9: 18 PM 
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Use ofcampgrounds, visitors 
centers, developed trails, and other 
facilities 

• 	 You will be provided with well
designed and maintained facilities. 

• 	 You will receive complete and 
up-to-date information onthe 
requested site. 

• 	 If you need an authorization to 
use lands, facilities, or sites, we 
will complete action on your in
person request within 30 minutes. 
We will respond to telephone or 
written requests within five 
business days. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Compliance and Enforcement 

Enforcement ofreqUirements, 
regulations, and laws governing 
leases, permits, grants, and other 
uses oflands and resources., 

You will be advised of the requirements for 
the proper use of public lands and resources. 

• 	 You will be provided with the 
information you need regarding 
the applicable BLM compliance 
and enforcement process, 
expected timeframes, and 
reporting requirements and 
responsibilities. 

• 	 You will receive fair and 
equitable treatment under laws 
and regulations. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Information Access Centers 

Provide information andproducts at 
central iocations. 
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• 	 You will be greeted and your 
request will be acknowledged 
within 5 minutes of your arrival. 

• 	 You will receive the most current 
and accurate information about 
the public land that we have 
available to the public. 

• 	 You will receive available 
information within 30 minutes of 
your in-person request. We will 
respond .to your telephone or 
written inquiries within 5 business 
days. 

INTERIOR. 
BUREAU OF LAND MANAGEMENT 
Public Policy Involvement Opportunities 

Opportunities for you to be involved 
in our planning process and our 
management ofresources. 

.• 	You will be provided with the 
opportunity to tell us 'how you 
think publicly owned resources 
should be managed. 

.•. 	As we develop plans, rules, and 
regulations for use of public . 
resources, you will be asked for 
your ideas.' 

• 	 Y ou ~ill be afforded adequate 
time to make your comments and 
suggestions.. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Recreational and Educational Users 

Manages all aspects of270 million 
acres offederal land and 570 million 
acres offederal mineral resoUrces. 

You can expect from us service which is 
professional, efficient, courteous, and which 
actively seeks and responds' to your views. 

We will always: 
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• 	 Treat you courteously every time 
you contact us. 

• 	 Work with you to meet your 
needs while complying with laws 
and regulations. 

• 	 If any request cannot be filled in 
your initial contact with us, 
advise you who will respond to 
your request and when that will 
be done, and what the process is 
for addressing the request. 

• 	 You will be provided with well 
designed and maintained facilities. 

• 	 You will receive complete and 
up-to-date information on the 
requested site. 

• 	 If you need an authorization for 
your use of lands, facilities, or 
sites, action on your in-person 
request will be completed within 
30 minutes. We will respond to 
telephone or mail requests within 
5 business days. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Uses Requiring Authorization 

Grazing permits, mineral leases, and 
rights ofway that require prior 
written approval. 

• 	 You will receive a response to 
your phone messages and letters, 
usually within 5 business days. 

• 	 You Will be informed of what the 
transaction is, how your request 
will be handled, who will respond 
to your request, and the date by 
which we expect to address your 
request. 

INTERIOR 


F ANCY7E.DOC 




. I 
! 

BUREAU OF RECLAMATION 
Hydtopower and Water Deliveries : 

Manages hydropower and water 
deliveries . i 
• 	 We will always treat our ' 

customers with courtesy and. 
respect. .' 

: 	 • We will promptly answer oUf 
customers! questions with . 
accurate, objective information. 

• 	 We will, resolve our customers' . 
needs through single-point 1 

contact whenever possible --lour 
customers will not receive the 
"runaround. " 

• 	 We will provide educational ~ 
information to our custom~r~ 
about the resources we manage, . 
their use, and the laws and . : 
regulations governing their u~e. 

;. 	We will use language that our 
customers can easily understand. 

•• 	 We will ask for and consider our 
customers' ideas about agency 
plans, programs, and . services~, 

• We will promptly respond to our 
I 

customers' suggestions, concerns, 
and complaints. 

INTERIOR 
I 

MINERAL MANAGEMENT SERVICE 
Offshore Minerals Management 
Offsh~re Minerals 

:Administers the Outer Continental 
. :Shelj leasing program. . I 

AlaskalRegional Public Information Office 
Pilot Ptoject: . 

1. 	 The buck stops here when it 
comes to assisting people lost !and 
wandering in the bureaucratic: 
maze ofgovernment. I 

I 	 ! 
~. 	 Walk-in customers have priority 

and will be promptly 

I 
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acknowledged and assisted as 
soon as possible. 

• 	 All inforrrlation will be current 
and correct. Staff will find the 
answer or find a more 
knowledgeable person to assist. 
We will never guess. 

• 	 Not all questions have answers. If 
. the answer can't be found, that 
fact will be reported to the 
customer. 

• 	 Customers are never sent to 
another office or agency cold. 
Staffwill check to ensure the 
office is the correct one and also 
that the contact person is 
available. 

• 	 . Before leaving, all customers will 
be asked, "Does this completely 
answer your question?" 

The Gulf of Mexico Public Information 
Office -~ Pilot Project: 

• 	 . When you enter our office you 
will be promptly acknowledged. 

• 	 We will be sensitive to your 
information needs. 

• 	 You can expect to be treated with 
courtesy at all times. 

• 	 We will make a sincere effort to 
. provide you with information-in a 
timely manner. 

. 	• We will strive to accurately 
respond to your request. 

·Pacific Regional Public Information Office-
Pilot Project: 

• 	 First class is our game and you 
will be treated the same. 
Customers visiting the Pacific' 
Region are our number one 
priority. 
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• We will greet you with a smile 
. and give you prompt assistance. 
Your needs are important to us. 

• 	 We are as time-conscious as you 
are. We will try to get you what 
you need as quickly as possible: 

INTERIOR 
MINERAL MANAGEMENT SERVICE 
Royalty Management Program 

Responsible for all mineral revenue 
functions for federal and indian 
lands. 

Farmington, New Mexico - PUot Project: 

Our aim is to continually improve service to 
you. If you would like to make a comment or 
complaint, please feel free to use the . 
comment card available from any ofour 
employees. 

• 	 Prompt,. personal attention (an 
interpreter will be provided if 
necessary). You will be treated 
with courtesy and respect., 

• 	 Accurate information. Your 
questions will be answered before 
you leave, or you· will receive 
periodic status reports until the 
issues are resolved .. 

• 	 You will not be sent to another 
office unless absolutely necessary. 

• 	 Easy access to us. You can come 
to our office; you' can call our 
free telephone number (1-800
238-2839); or we will meet with 
you at a more convenient location 
at your request. 

Oklahoma City -- Pilot Proj¢ct: 

.• Assist our customers with the 
same higbstandards we expect as 
customers. 
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• 	 Listen to your royalty issues and 
assume responsibility for 
coordinating the resolution of 
your concerns. 

• 	 Meet you elsewhere to help you 
understand the royalty process as 
it affects you ifyou cannot come 
to our office. 

• 	 Seek your ideas to help us 
improve our services by routinely 
requesting your input on our 
performance and professionalism. 

INTERIOR 
NATIONAL PARK SERVICE 
Visitor Centers 

Provides information on the 
National Parks 

• 	 We will keep the center open 
during peak hours and seasons 
and provide alternative sources of 
information when the center is 
closed. 

• 	 We will maintain the facility in a 
clean, safe condition. 

• 	 We will answer your questions or 
refer you to additional sources of 
assistance. 

• 	 We will make special efforts to 
inform you ofhazards and 
situations that may adversely 
affect your visit. 

• 	 We will provide and maintain 
exhibits and audio-visual 
programs that impart 
understanding and stimulate 
appreciation of the park and its 
significant natural, .historical, 
cultural, and recreational values. 

• 	 We will display schedules of 
programs and activities available 
throughout the park. 
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- We will offer a wide range of 
quality, park-related educatiJnal 
items at fair market value solid in 
well-maintained outlets. i 

- Over 200 individual park units 
have developed site-specific I 
visitor standards. I 

INTERIOR 
NATIONAL PARK SERVICE 

Natio~al Standards . I 
: Promotes and regulates the use 'pi 
I national parks. monuments, and t 

j 

I 

reservations. . 
We pl~dge to: 

Ii . - Protect your right to experie*e 
superlative wilderness and scenic 
grandeur.' I . 

I -	 Communicate an understandibg 
I of the people, places, and everts 

that shaped these United Stat~s. 

. - Provide opportunities for qu~ity 
outdoor recreation while i . 
conserving ex~eptional natural,\. 
cultural, and historical resour4es . 

. -	 Make the beauty and history of 
! 	 our nation's parklands a more ~ 

meaningful part of the life of in 
Americans. 

I 

I- Manage the National Park I 
System so that everyone, nowJ 
and in the future, may be assu~ed 
the right of enjoying the parks, 

I 
:- Seek out and protect the finest of 

what remains unprotected of the 
nation's natural, cultural, i 
historical, and recreational , 

I resources. 	 I 
- Join in partnerships throughou~ 

this and other nations in 
. 
i
I 

conserving and maintaining a I 
quality world environment. 

- Over 200 inqividual park units 
have developed site-specific 
visitor standards. 
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IChapter 7: ,, . 

Standards For The Research 
, 

amd Academic Community 
, . research within five work days, 

AGRICULTURE most, within three work days of 
AGRICULTURAL RESEARCH SERVICE receipt. 
National Agricultu'ral Library. i • NAL will offer a variety of 

I Ensures and enhances access to: convenient delivery methods-
I agricultural information for a better electronic, traditional postal or 

quality of life. express mail. We will provide 
Staff:: high quality photocopies, 

I • 	 At NAL you will find a duplicated microforms, or loans 
knowledgeable and courteous of library materials to meet your 
staff who are dedicated to needs. Options for delivery will 
effectively meeting your include Ariel, fax, mail, or 
information needs. express mail. i 

I • We will make information 
Acce~s: 

accessible through AGRICOLA, 
• We will provide multiple points NAL's bibliographic database, 

of access, including telephone, and ISIS, our on-line public 
fax, mail, Internet, and other I access catalog. We will strive to 
personal and electronic mean~. provide information that is 

• .When you request documents on	 current and thoroughly covers 
site, we will retrieve and deliver agriculture and related subjects. 
them within 20 minutes of ; • Access to NAL in person will be 
request. Requests submitted Ji available 8:00 a.m. to 4:30 p.m., 
through fax, E-mail, mail, Monday through Friday, except 
telephone, or Ariel (electronic federal holidays, at the D. C. 
delivery) will be filed within two . Reference Center and NAL 
days if items are on our shelv~s; . Beltsville location. 
within four days if items are riot 
immediately available. We will 

AGRICULTURErespond to you within three days 
of receipt of request if your ANIMAL AND PLANT HEALTH 
requestcannot be filled. INSPECTION SERVICE 
We will respond to or National Biological Control Institute 
acknowledge receipt of requests Promotes, facilitates, andprovides 
for information requiring library leadership in the use oflive natural 

!. 	
I 

! 
i 
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enemies to reduce populations of 
pest species. 

When you contact us we will be: 

• 	 Courteous and respectful - Your 
views and needs are important to 
us, and you can expect 
professional treatment, objectivity 
and confidentiality. You will be 
assisted by a polite, responsive, 
and knowledgeable staff 

• 	 Fair - Our services will be 
objective, 'irrespective ofyour 
race, color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or familial 
status. 

• 	 'Clear - We will explain to you 
what we do, how our programs 
work, and how you can get our 
help. Ifour ipformation is hard 
to understand, tell us and we will 
try to make it easier to 

, understand. 

• 	 ,Accessible -Weare available to 
talk to individuals, organizations, 
and school groups about our 
services. Contact us by letter, 
phone, fax, or through our 
Bulletin Board System (Note to 
Copy Editor - Italicize Bulletin 
~oard System). 

'. 	 Ethical - We strive to meet the 
highest scientific and ethical 
standards to deliver our products 
and services to y:Qu. 

• 	 Entrepreneurial - We will 
customize solutions to' your pest 
problems through building 
partnerships, leveraging 
resources, focusing our efforts, 
and promoting innovation. Ifwe 
cannot meet your needs, we will 
try to put you in touch with 
someone who can. 

• 	 Efficient - Based on your 
requests, we have assembled 
several information packets, 
which are normally provided on 
the' same day of your request. If 
research is needed to help with . 
your need, we estimate how long 
it will take. If obstacles are met 
that delay our response, we will 
tell you and try to offer 
alternatives. 

• 	 Open - We work for you and 
continually seek your views, 
listen to your needs, and take 
appropriate action based on them. 
Ifyou are not satisfied with any 
aspect ofour service, tell us so 
we can correct the problem. If 
we make a mistake, we will tell 
you and correct it 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Animal Care 

Ensures humane care and treatment 
ofwarm-blooded animals that are 
raised, bought, sold, or transported 
for research, exhibition, or pet 
purposes at the wholesale level. 
Prevents inhumane, pain-producing 
practices on horses at shows, sales 
and exhibitions. . 

Our Commitment To' Service 

• 	 We recognize that providing 
quality service to our customers 
is essential to ensuring the 
professional performance ofour 
mission, goals, and 
responsibilities. Educating our 
customers about our services and 
regulatory authorities is a 
component of our animal care 
activities. 
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• 	 We value your comments and will 
use them to measure our 
performance and improve service 
delivery. Communication of 

I 

information and ideas provides, 
for mutual understanding and a 
shared commitment toward 
achieving common goals. 

What;Y ou Can Expect From Us 
i I 

I.' ,I
In sel}'mg our customers, we pledge to: i 

I 

;. Carry out compliance activities in 
a professional and objective I 

i manner. 

I. 

I. Conduct animal care inspections 


in accordance with laws and 

regulations. 


I Be respectful to individuals in the 
I 

performance ofour duties an~ 
responsibilities. : 

• 	 Respond to information requests 
accurately and clearly. 

AGRICULTURE 
ANIMAL AND PLANT HEALTIl 

I 

INSPECTION SERVICE 

Animal Damage Control 
: Help solve conflicts between human 
i activities and wild animals. 

We st~ve. for the highest possible standards 
in pro\riding you service. When requesting 
assistapce, you can expect the following:; 

:. You will be provided with 
I accurate information or expert 

help to resolve or minimize your 

'.I wildlife conflict. 

Our employees will show respect 
I for people, property, and wildlife. 
I 
• Our employees will respect ' 

varying viewpoints on wildlife 
damage management. 
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• 	 We will the most humane, 
selective, and effective control 
techniques. 

• 	 We will conduct activities in a 
professional, biologically sound, 

, and accountable way. 

• 	 Our work will be done in a safe 
manner and in accordance with all 
federal, state, and local laws and 
regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTIl 

INSPECTION SERVICE 

Biotechnology, Biologics and 
Environmental Protection 

Protects plant and animal health and 
the environment. 

What you can expect from us: 

• 	 Fair and impartial treatment. We 
treat all our customer--public 
interest organizations~ small 
firms, large firms, and the public-
in a fair, impartial manner. ' 

• 	 Responsiveness. We will answer 
your correspondence in 30'days 
or less, with interim responses 
being provided for complex 

,issues. We will meet or beat 
, , prescribed time limits for issuing 

permits, notifications, and 
petition. 

• 	 A proactive approach. We strive 
to find solutions to issues before 
they become problems. We 
continually review and update our 
internal procedures and 
regulations so that we remain 
regulatory leaders in the 
programs We administer. 

• ' 	 Accessibility and openness. 
Whenever practical, we use 
meetings, electronic means, and 
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notice and comment procedures 
to obtain your views, which we 
use to make program 
improvements. 

• 	 An entrepreneurial approach. We 
strive to be creative and cost 
efficie~t. We constantly seek 
close coordination and 
cooperation with other domestic 
and international organizations 
with whom we share jurisdiction. 
We try to be the "best in the 
business" in what we do.' 

AGRICULTURE. 
ANIMAL AND PLANT HEALTIl 

INSPECTION SERVICE 

International Sen'ices 
Facilitates international trade in 
animal andplant products and helps 
to ensure an abundant food supply 
through helping to prevent 
agricultural pests and diseases from 
entering the United States. 

We Promise You, Our Customers: 

• 	 Professional and courteous 
treatment. Our employees are 
knowledgeable and responsive. 
Your concerns are important to 
us, and you will be treated in a 

.' professional, courteous,' and . 

. efficient manner. . . 

• Clarity in explainingour position. 
We will answer your questions in .. 
a clear and concise manner. We 
will explain how decisions were 
made and convey this information 
in understandable langyage. 

• 	 Program responses. Our 
program designs use the latest 
scientific methodologies. We 
promise to deliver our services 
with minimal disrupt!on to the 

) 

normal daily operations of our 
customers. 

• 	 Transparency and consistency in 
our regulatory processes. We . 
promise to be consistent and . 
transparent in the enforcement of 
our regulations. 

AGRICULTURE 
ANIMAL AND PLANT HEALTIl 

INSPECTION SERVICE 

Plant Protection.and Quarantine 
Protects the health ofus. plant and 
animal resources andfacilitates their 
movement in the global marketplace. 

Our pledge: 

We will serve international travelers and 
carriers by: 

• 	 Providing professional and 
courteous treatment. 

• 	 Providing expeditious inspection 
to the majority ofall international 
travelers within 5 minutes of 
luggage claim. 

• 	 Answering travelers' questions or 
concerns before they leave the 
inspection area. 

• 	 Working with other feder~ 
inspection agencies, the 
transportation industry, and' 
facility owners to provide the best 
in customer service. 

. 	 . . 

We will serve cargo customers and carriers . 
by: 

• 	 Providing professional and 
courteous treatment. 

• 	 Providing accurate and complete 
responses to requests for 
information within 3 days. 

• 	 Scheduling inspections of 
perishable cargo within 3 hours 
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of availability and inspectiocls of 
other regulated cargo wit~ 24 

. hours of availability. 

• 	 Notifying customers ofcargp 
holds and releases within 1 hour 
of inspection. i 

I • 	 Identifying intercepted orgarusms 
within 4 hours at ports wheFe an 
identifier is stationed and 24 
hours at all other ports. 

I . 	 ' 
I • Communicating no action. 

required or action required With 
options andlor our decision! 
rendered within 1 hour of I 

interception or identificatio~ of 
an organism.. 

AQRICULTURE 
I 

ECONOMIC AGENCIES + . 

Economic Research Service, World : 
Agri1cultural Outlook Board, and Na~ional 
Agri~ultural Statistics Service 

. i Provide information and analyses 
i for improving the perjormance'of 

agriculture and the well-being of 
: rural America. i 

We will: 
. 	 I 

• 	 Respond to each customer in a 
courteous and helpful mann~r. 

I 

• 	 Accurately direct you to the 
person or agency with the : 
information you need. . 

• 	 Provide complete, accurate! 
information aboutour programs, 
products, and services in plain 
language. 

• 	 Make it easy to find and order 
reports. 

• 	 Deliver promised information 
promptly. 

• 	 Explain why, when we carniot 
I 

meet your request. 

• 	 Deliver services without 
discrimination on the basis of 
race, color, national origin, sex, 
religion, age, disability, political 
beliefs, and marital or family 
status. 

. Service you can expect from the ERS-NASS 
sal,es desk: . 

• 	 Your call will be answered 
promptly and courteously be a 
knowledgeable operator. 
Occasionally, the volume of calls 
may require that your call be 
place on hold for a short time but , 
we wontt forget you. 

• 	 If you are calling for the first 
time, the operator will ask for 
your name and address and will 
give you a customer ID number 
to expedite yourIiext order. 

• 	 Orders for monographs, 
electronic data products, and 
single copies of periodicals will 
be mailed first-class within five 
working days. 

• 	 Payment choices include 
MasterCard or Visa, or check or 
money order (U.S. funds only). 

• 	 You will receive two renewal 
notices before sUbscriptions 
expire. 

• 	 .ERS-NASS operators can answer 
your questions regarding the 
current status ofyour account. 
including payment, issues due, 
billing, and other questions. 
Errors will be corrected 
promptly. 

• 	 You can request expedited 
shipment of your order via 
Federal Express at your expense. 
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COMMERCE 
BUREAU OF ECONOMIC ANALYSIS 

Provides economic data on the U.S. 
economy and its position in the 
global market. 

BEA's customer service standards spell out 
what you,the customer can expect. 

• 	 BEA staff will respond to 
customer correspondence within . 
five 

business days. 

• 	 BEA staff will return customer 
phone calls within one business 

. day. 

• 	 BEA will ship 'off-the-shelf 
products within three business 
days. 

• 	 BEA will meet its published 
annual calendar of news release 


dates. Any changes in these dates will be 

announced as far in advance 

as possible. 


• 	 BEAwill provide access to news 
releases on the EBB (Economic 

Bulletin Board), EBB FAX, and recorded 
telephone messages at the time 

. of rele$ise. 

COMMERCE 
BUREAU OF TIlE CENSUS 


Data Users Services Division 

Provides a variety ofproducts and' 
services based on Census data. 

• 	 Phone calls. We will answer 
phone calls to the standard 
Customer Services telephone 
number (301-763-4100) within' 
one minute after the introductory 
message ends. 

• 	 Shipping orders. We Will ship 
items for off-the-shelf orders 
within one working day. 
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• 	 Custom orders. We will ship 
orders for custom products as 
stated by the customer service 
representative. 

• 	 Courtesy. Oui telephone 
reference staff·will be courteous, 
knowledgeable, and businesslike. 

• 	 Guarantee. We guarantee that 
you will be happy with our 
product or you can return it for a 
full refund within 30 days. 

• 	 Complaints and questions. 
Customers phoning or faxing a 
complaint or inquiry will receive 
an initial response within three 

. hours. All problems will be . 
resolved within one working day. 

COMMERCE 
. ECONOMICS AND STATISTICS' 

ADMINISTRAnON 

STAT-USA 
Produces, distributes, and assists 
other government agencies in 
producing world-class business, . 
economic. and government 
information resources that U.S. 
businesses and the public can use to 
make intelligent and informed 
decisions. 

Files on the Economic Bul1etin Board (EBB) 
and STAT -USAlFax: 

• 	 We will post all files with official 
release times on the EBB and 
STAT -USAlFax within 30 
minutes of receipt from the 
originating agency. 

Order Fulfillment: 

• 	 We will ship in-stock CD-ROM 
orders within one business day 
after we accept the order. 
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I 

• 	 Ifwe do not ship your order: 
within one business day of ! 

acceptance, we will, upon " 
request, provide you with a free 
CD-ROM or extend your order 
by one month. 

I 

• 	 Users who order a new EBB' or 
STAT-USAlFax subscription 
with a valid credit card over the 

, phone will receive a user id for 
immediate access during that 
phone call. 'I. STAT -USAlInternet 
subscriptions will be valid within 
four hours of the phone call. : 

l 

Technical Assistance: 

i. All technical' assistance calls -tvill 
. i 	 be resolved within four business 

hours. If the problem requires 
more time to resolve, we will: 

, 'I 
I keep you posted ofour progress. 
I!. 	If you forget your EBB or , 
I STAT-USN Internet passwords, 

please give us 24 hours to I 

identify it. We will call the oWner 
of the account back with the : 
information. i 

\. We will do our best t6 answe~ 
! your questions. Ifwe do not: 

know the answer, we will direct 
I you to someone who does. 
I 

I 


I 
Billing: 

I 

'. 	For our EBB subscription 
service, we will include renewal 
charges in your trimester bill. ! 
You will have 30 days after the 
date of the first bill to return '. 
payment to us. Ifyou cannot! 
return payment to us within, this 
time period, we reserve the right 
to deactivate your account. ' 
However, please contact us ifyou 

I 
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need additional time and we can 
extend the grace period .. 

• 	 For all other subscription 
services, you will receive a 
reminder 'to renew the 
subscription roughly 45 days in 
advance of the subscription 
expiration date. If we do not 
receive payment from you, we 
will stop the subscription. 

• 	 All billing and fulfillment 
problems will be resolved within 
two business days. Billing and 
fulfillment personnel will be 
available for direct phonesupport 
between the hours of 1 :00 am and 
4 :00 pm (EDT) each business 
day. 

You can expect us to: 

• 	 Give you our name when we 
answer the phone or write to you. 

• 	 Be polite, considerate, open, and 
honest. 

• 	 Give you accurate information 
about our products and services. 

• 	 Apologize if we get things 
wrong, explain what happened, 
and make things right. 

• 	 Deliver our services fairly and to 
the same high standards to all our 
clients, regardless of sex, race, 
disability, religion,and age. 

COMMERCE 
NATIONAL INSTITUTE OF STANDARDS 

AND TECHNOLOGY 
Standard Reference Materials (SRMs) 

Develops and distributes Standard 
RejerenceMaterials (SRMs) jor use 

in the control of production processes and in 
measurement assurance 
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programs. 

• We will deliver SRMs to you 
within 24 hours of order upon 

request. 

• 	 Your call to order SRMs will be 
answered within 30 seconds. 

We will work with our customers to ensure 
that SRMs: 

• 	 permit you to attain more 
,accurate measurements; 

• 	 serve as an industry-wide 
standard for commerce; and 

• 	 are highly char~cterized materials 
useful to science, industry, and 
government. 

COMMERCE· 
NAnONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRA nON 
Aeronautical Charts and Related Data 

. Provides aeronautical chart products 
and services. 

We promise: 

• 	 To provide you products with no 
defects, 

• 	 To work closely with the Federal 
Aviation Administration and the 
Defense Mapping Agency, 
through the Interagency Air 
Cartographic Committee, to 
maintain and develop aeronautical 
chart specifications for your 
existing and emerging charting 
needs, 

• 	 To preserve our perfect record of 
meeting all print cycles and to 
continue to meet our high
quality, printed image standards 
of+.003 accuracy, 

• 	 To deliver aeronautical and 
nautical products to you who are 
our domestic customers within 

two weeks of receiving your 
order. 

• 	 To ensure we have appropriate 
'stock quantities of products, 
while minimizing costly 
condemnation of obsolete 
products. 

• 	 To reply to your inquiries in a 
timely manner by: 

• 	 responding, the same business 
day, to your telephone inquiries 
about obtaining our products~ 

• 	 responding to your recorded 
messages on our 24-hour toll-free 
customer service lines within 
three working days; and 

• 	 responding to written 
correspondence (other than 
orders for products j within three 
weeks. 

• 	 To promote our understanding of 
your needs and your awareness of 

. our products and services by: 

• 	 continuing to hold a workshop 
for NOS Chart Agents 
approximately every 18 months; 

• 	 actively participating in a wide 
variety ofconferences, 
committees and workshops; 

• 	 marketing our products and 
services at air shows and 
technical conferences; 

• 	 'conducting professional surveys' 
as needed; and 

• 	 continuing our outreach program 
to aviation schools, flying clubs; 
and the general public. 

• 	 To always be polite, considerate, 
and honest, and to ensure our 
products and services meet or 
exceed your expectations, 

• 	 To apologize to you when things 
go wrong, explain what 
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happened, and do our very o.est 
to correct the problem promptly. 

COMMERCE' 
NATiONAL OCEANIC AND 

ATM'OSPHERIC ADMINISTRATION 

Geod,etic Data and Related Products: 
, Provides geodetic data, aerial :' 

i photographs, applications software, 
, and related publications and . 
I services. !, 

We will be: 	 ' 
I
; • 	 Working closely with the Federal 

Geodetic Control Subcommittee 
of the Federal Geographic Data 
Committee to develop standcirds 
and specifications to guide you in 
conducting geodetic and 
photogrammetric surveys. 

• 	 Using the highest standards of 
quality, service, and integrity;to 
• / • !

Improve- our responsiveness to 
user requests. We will 
investigate, evaluate, and pursue, 
where feasible, the newest 

I. developments in surveying 
technology, database systems, 
and telecommunications, as well 

, as programs for the transfer of 
I technology, to enable our i 

customers to accomplish their missions ina 
more efficient and cost-effective manned 

; • 	 , Delivering geodetic data products 
I to our domestic customers within 
lone week of receiving your ofder. 

I. 	Ensuring we have appropriatJ 
stock quantities of products. : I. Responding the same busines~ 
day to your telephone request,s 
for our products. . 

• 	 Responding to YOlJr telephon~ 
messages within one working; 
day. : 
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• 	 Supporting professional 
workshops on geodetic surveying . 
and related activities nationwide 
through cooperative 
arrangements with universities, 
professional societies, and state 
license boards. 

• 	 Participating in a wide variety of 
conferences, committees, and 
technical workshops. 

• 	 Continuing our outreach program 
to schools, professional societies , 
and the general public. 

• 	 Being polite, considerate, and 
honest, and ensuring our 
products and' services meet or 
exceed your expectations. 

• 	 Doing our best to correct a 
problem promptly if things go 
wrong. 

COMMERCE 
NATIONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRATION 
Grants Management 

Awards grants and cooperative 
agreements for a variety ofscientific, 
and environmental projects 

•. 	Applicant notification: Applicants 
for NOAA grants and 
cooperative agreements will be 
notified within two weeks after 
receipt of the application by the 
Grants Management Division. 

• 	 Application processing: Complete 
fund able applications approved 
by program offices with funds 
available will be processed and 
awarded within 60 days after 
receipt by the Grants 
Management Division. 

• 	 Simplified requirements: 
Application paperwork and 
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budget justification requirements 
. will be kept to a minimum. 

• 	 Responsive communications: 
Responses to written 
communications from grantees 
requesting approval for budget 
revisions, etc., will be mailed 
within one month after receipt. 
Requests for information by 
telephone or by electronic mail 
will be answered within 24 hours.. 

. • 	 Recipient training: Annual . 
workshops will be condu~ted, 
providing opportunities for . 
NOAA program staff, applicants, 
and recipients to exchange 
information and upgrade grants 
and cooperative agreement 
administration skills. 

• 	 Timely close-out: Within 90 days. 
after an award expires and 
unexpended funds are re~rned to 
NOAA, a close-out letter will be 
issued. 

COMMERCE 
NATJONAL OCEANIC AND 

ATMOSPHERIC ADMINISTRA TJON 
National Environmental Satellite, Data, 
and Information Service 

Gathers and distributes the nation's 
environmental satellite and, 
oceanographic data. 

We will serve you in the area of data quality 
by: 

• 	 Addressing the' accuracy of 
measurements and the probability 
that any observation is consistent 
with this accuracy. 

We will serve youin the area ofdata 
continuity by: 

• 	 Addressing the compatibility 
between past and present data' 
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relative to a homogeneous and 
continuous record . 

• Improving climate and ocean 
l 	 prediction through access to 

NOAA's quality databases. 

• 	 Improving business decisions 
using NOAA's national and 
international data holdings. 

We will serve you in the area ofcustomer 
service by: 

• 	 Hosting workshops and data 
advisory groups twice a year. 

• 	 Hosting user-based 
demonstrations and validations 
twice a year. " 

• 	 Improving access to data, and 
information via on-line services, 
as opposed to telephone requests; 
will improve response time by 
one day to two weeks. 

• 	 Providing response to standard 
. customer orders in fewer than 14 

working days and rush orders in 
fewer than five working days. 

COMMERCE 
NATJONAL OCEANIC AND 

ATMOSPHERIC AoMINISTRATION 
Space Environment Laboratory 

Reduce adverse effects ofsolar
. terrestrial disturbances on human 
activities. 

We continually strive to improve our 
forecasts by constantly assimilating data to: 

• 	 Continuously monitor, analyze 
and forecast the environment . ' 
between Sun and Earth providing 
forecasts once a day, updated 
every three hours, and continuous 
real-time data and nowcasts. 

• 	 Conduct research in solar
terrestrial physics, developing 
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I 

techniques for forecasting solar 
and geophysical disturbances. On 
average 30 new techniques per 
year have been implemented:. 

I • 	 Improve the timeliness and; . 
accuracy of SEL's data by using 
new instruments and observing 
techniques. Incremental incr~ases 
are marked every solar cycle. 

t 

• 	 Take a leading role in advocating 
and designing new data systems 
that will fly on government ' 
satellites, including three typ,es of 
sensors on GOES, one on' 
TIROS, the future Solar X-i~y 
Imager on GOES, and vital ! 
satellite instrumentation at the L 1 
position. 

• 	 For every manned space flight, 
provide mission support to 
protect astronauts from changes 

I 
in the solar environment. 

I 

I 
COMMERCE 

I 

NATIONAL OCEANIC AND 

ATMOSPHERJC ADMINISTRATION 
Natic)nal Environmental Satellite, Data, 
and Information Service 

Gathers and distributes the nation's 
environmental satellite and 

I 
I oceanographic data to climate, : 
: geophysical, and oceanographic 
! customers. , 

Our g;oal is to accommodate all of our :' 
customers, by whatever means possible,: 
including access to data through personal 
visits,:telephone, TOO, fax, internetlE-mail, 
telex, and letters via mail or courier. 

We will provide our customers with: 
: 	 ' 

I. 	Improved data quality by 
addressing the accuracy of ! 

measurement and the probab~lity 
i 
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that any observation is consistent 
with this accuracy. 

• 	 Improved data continuity by 
addressing the compatibility 
between the past and present data 
relative to a homogeneous and 
continuous record. 

• 	 Improved climate and ocean 
prediction data. 

'" • Improved bases for business 
decisions through national and 

, international data. 

We will serve our customers' needs by: 

• 	 Hosting workshops and data 
advisory groups twice a year. 

• 	 Hosting user-based 
demoPStrationS and validations 
twice a year. 

• 	 Improving access.to data and 
information via on-line services, 
as opposed to telephone requests, 
thus improving response time by 

. 1 day to 2 weeks. 

• 	 Providing rapid response to 
standard customer orders by 
fewer than 14 working days and 
rush orders by fewer than 5 
working days. 

COMMERCE 
NATIONAL TECHNICAL INFORMATION 

SERVICE 
FedWorld (Note to Copy Editor: TM 
needed after this) On-Line System 

Acts as an information 
clearinghouse 

• 	 Your access to FedWorld (Note 
to Copy Editor: TM needed after 
this) will continue to be provided 
at no charge. 
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http:access.to


• 	 Products you order by credit card 
for download will be delivered 
within 30·seconds. 

. • 	 Your calls to the Help Desk will 
be answered by a person, not a 
recording, 24 hours a day. 

• We will continue to make 
. information accessible in 
whatever electronic formats meet 
your needs and expectations. 

, 

COMMERCE 
.PA TENT AND TRADEMARK OFFICE 

Examines andissues patents and 
. trademarks. 

• 	 .We will treatour customers with 
courtesy each time they contact 
us and, if appropriate, will direct 
them promptly to the proper 
office or person. 

• 	 If an employee being called is not 
available, they will return the call 
by the next business day or, if 
requested by the caller, an 
alternate point of contact will be 
provided. 

• 	 We will ensure that our written 
communications clearly set forth . 
the technical, procedural, and 
legal position of patent examiners 
and trademark examining 
attorneys. 

• 	 Our correspondence with 
customers will be legible and of 
good print quality. 

• 	 We will widely disseminate 
information about changes in 
practice and procedures to ensure 
that both employees and our 
customers know about changes 
prior to their effective date. 
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• 	 We will respond to status letters 
within 30 days from the date 
received. 

Patent standards: 

• 	 We will deliver facsiniile 
transmission of properly 
addressed papers marked 
"Informal" or "Draft" to the 
examiner within one business day. 
Facsimile transmissions of 
properly addressed formal 
amendments after final rejection 
will be matched with the 
appropriate 

files and delivered to the ex3miner within 
three business days of receipt. 

• 	 We will correctly generate and 
mail a notice indicating the 
application number, date of filing, 
and the title of invention for 
complete, standard applications. 
These notices will be mailed 
within 19 calendar days of receipt 
of the application. 

• 	 We will conduct a thorough 
search of relevant U.S. patents, 
foreign patent literature, and non
patent literature contained in our 
search files and, where . 
appropriate, a reasonable search 
of other non-patent literature 
during the patent examination 
process. 

Trademark standards: 

• 	 We will correctly generate and 
mail filing notices within 30 days 
of receipt with a goal of reducing 
the processing time to 14 days by 
September 30, 1995. 

• 	 We will examine new applications 
and provide a written first 
communication regarding 
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registration within three months 
of the filing date. : 

: We will make a determination of. 
the registrability of trademarks 
within 13 months of receipt of the 
application in the PTa. I 

I 
I • We will issue correct Notices of 

I 

Abandonment within 45 day~ of 
the date the file was abandoned. 

• 	 We will issue correct Notices of 
Publishment within 30 days ¢f the 
date the file is approved.I 

I 

I • 	 We will mail correct certificates 
of registration within seven days 
of the date of registration. 

EDUCATION 
I 

Office of Bilingual Education and 
Minority Languages 

I 
. Provides financial assistance, 
, direction, leadership and technical 

assistance to students with limited 
! proficiency in English. J 

I • 	 Everyone requesting inform~tion 
will be treated with courtesy: and 
professionalism. ' 

• 	 Requests for information wil~.be 
addressed within 48 hours. ! 

• 	 E-mail messages will be retubed 
within 24 hours. : 

• 	 Each program officer will be, able 
. ! 	 to answer questions about al~ 

OBE:rvILA programs and 
Departmental initiatives. I 

• 	 Each support staff member will 
be .able to provide relevant : 
information on funding i 

opportunities assistance and Will 
be able to direct requests to I 
relevant OBE:rvILA program:staff 
andlor other Department 
principal offices. . 

• 	 When a staffer is absent, helshe 
will have a designated back-up 
knowledgeable of projects and 
programs. 

• 	 All complaints or problems with 
our primary customers will be 
brought to the attention of the 
Director, will be logged, tracked 
and brought to closure within 30 
days regardless of the eventual 
"process-owner" . 

EDUCATION 
Educational Research and Improvement 

Provides financial assistance and 
technical assistance in educational 
research and development programs 

In sponsoring educational research, 
development, and dissemination to improve 
education: 

• 	 We service our customers well. 

• 	 Our products and services are 
based on the best available 
research and exemplary practice 
and are current, relevant, and of 
high quality. 

• 	 We engage in a process of 
continuous improvement in the 
provision of products and 
services. 

• 	 We give accurate, dependable, 
and useful responses to all 
reasonable inquiries. 

• 	 We listen to our customers and 
use their input responsibly. 

• 	 We solicit customer knowledge, 
needs, and perspectives on a 
regular basis to help improve our 
products and services. 

• 	 We systematically incorporate 
customer knowledge, needs, and 

. perspectives in the planning and 
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decision making that guide our 
work. 

• 	 We treat our customers with 
respect. 

• 	 We are courteous, congenial, and 
helpful in our relations with 
customers. 

• 	 We respond to written 
correspondence in a reasonable 
period of time, usually 10 days, 
and provide an appropriate 
interim response if more time is 
needed. 

• 	 We return electronic and phone 
messages within a reasonable 
period of time, usually three days. 

• 	 We respond to phone requests for 
single copies of publications or 
. other products within two days. 
Mailed requests for single copies, 
and all bulk orders are filled 
within three days. 

EDUCATION 
Elementary and Secondary Education 

Provides direction, leadership and 
technical assistance and awards, 
disburses and monitors grants, 
contracts and cooperative 
agreements to support education to 
elementary and secondary students. 

• 	 Once you have signed off on an 
assurance (in a grant application) 
during a fiscal year, you will not 
have to sign off on the same 
assurance in that fiscal year. 

• 	 All formula and non-competitive 
grant applications will be 
reviewed and processed within 30 
calendar days from date of receipt 
in OESE. 

• 	 When you request technical 
assistance, we will schedule 

technical assistance either by 
telephone within 48 hours or 
written response within 72 hours. 

• 	 We will conduct monitoring 
reviews for at least 25% ofOESE 
programs during each fiscal year. 

• 	 When you submit a written 
request for (published) generic 
materials, we will fulfill your 
request within three working days 
from the date of OESE receipt. 

• 	 Your request for information 
requiring a decision on policy 
andlor regulatory issues will be 
responded to within ten working 
days of OESE receipt. 

• 	 When you call OESE, your call 
will be answered by a person or 
voice mail within three rings . 

• 	 When you leave a message on 
voice mail or with an OESE 
employee, your call will be 
returned within two working 
.days. ' 

• 	 When a call is received by an 
OESE employee, you will not be 
forwarded more than once for a 
specific inquiry. 

• 	 When you interact with an OESE 
employee you wil1 walk away 
with a positive image that starts 
with "I can" and not "I can't". 

EDUCATION 
Post Secondary Education 

Provides financial assistance 
(loans) and technical assistance for 
students enrolled in post secondary 
education; supporting institutions in 
the development ofstudent services, 
college housing andfacilities, and 
innovative instructional programs; 
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and by providing direction, EDUCATION 
. leadership and technical assistqnce. 

Customer Support: 
! .• All inquiries coming into th~ 

. i customer support unit are 199ged 
: and tracked through a call I . 

management database and are 
I 
I 	 researched, responded to, ~d 

closed within 3 working day~. 
. 	 , 

• All Student Financial Assistance 
I 

Programs publications are e~ited 
and loaded onto the Electromc 
Bulletin Board Systems within I 
working day of receipt. . : 

I 

Public Inquiries: 

• 	 Our Public Inquiry Service '-Yill 
have sufficient staff and phoqe 
lines t~ ensure that the average 

: . call wait time will be 35 sec~nds 
or less. I 

• 	 Letters that do not require ~. 
casework are required to be : 
answered within 12 working days 

.• 	 I
of receipt. Letters requmng I 

casework research are answ~red 
within 20 working days. 

Direct Loans and Central Processing Sy~tem: . 
. 	 I' I 

• 	 To answer at least 90 percent of 
telephone calls immediately, ~o 
call back customers leaving ai 
voice message within one hol1r, 
and to continue to respond : 
through on-site visits and other 
support as requested. i 

DirectiLoan Servicing Center: 
I 	 •. I
: • 	 Incoming calls to the servlcmg 

center are responded to i 
immediately 95% of the time.! 
Incoming mail. is responded to 
within 5 days. I 

, 
I 
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Special Education and Rehabilitative 
Services 

Provides financial assistance, 
direction, leadership, contract 
advice, and technical assistance to 
improve education for children with 
disabilities and rehabilitation and 
independence ofdisabled adults. 

Improving our customer relations: 

• 	 We will include our customers, 
partners and stakeholders in 
strategic planning for the 
organization. 

• 	 We will be courteous and treat 
our customers with respect every 
time they contact us. 

• 	 We will measure customer 
satisfaction with our programs 
and services through the use of 
customer surveys, focus groups, 
public comment periods, public 
hearings, and meetings with 
customer representatives. We 
will focus special attention on 
traditionally underserved groups. 

• 	 We will use information and 
feedback we receive from 
customers to continually improve 
our services and make our 
programs more customer
focused. We will obtain feedback 
through regularly-scheduled 
events where our customers 
know that they will have an 
opportunity to provide feedback 
to us. 

Supporting customer service: 

• 	 We will empower our staff to 
make decisions at lower levels of 
the organization to achieve 
customer satisfaction, thus 
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reducing "run around" time for 
customers. 

• 	 We will develop individuals and 
positions with direct 
responsibility for assisting 
customers and managing the 
customer service process. 

• 	 We will implement training, 
accountability and quality 
assurance procedures to facilitate 
a culture in which customer 
service is valued by the 
organization and employee. 

• 	 We will make information 
resources readily available to our 
staff, so that every employee can: 
( I) respond quickly and 
accurat~ly to general inquiries, 
and (2)inake accurate and 
prompt referrals regarding more 
specific inquilles. 

Obtaining customer input: 

• 	 We will make information about 
all ED programs and services 
available to our customers by 
participating -fully in the 
Education Department's one-stop 
information referral service. 

• 	 We will establish and maintain 
customer access to on-line 
information services about our 
services and programs. 

• 	 Our voice mail systems will 
provide the option of speaking to 
an operator at any time. 

• 	 Routine inquiries, whether 
written, phone, or electronic, will 
be responded to within 5 working 
days. For complex inquiries 
requiring additional time, 
customers will receive an interim 
response projecting the time to 
resolution. 
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• 	 We will respond to phone 
requests for single copies of 
publications and other available 
products within 48 hours. 
Requests for single copies by mil 
and all bulk orders will be filled' 
within 72 hours. 

• 	 We.will see customers within 10 
rmnutes of the scheduled time of 
an appointment. 

Making the grant -process more accessible: 

• 	 We will disseminate timely 
information about grant 
opportunities and make 
application packages readily 

, available without another calL 

• 	 Grant application packages will 
be easy to read and understand 
and will be provided in accessible 
formats. 

• 	 We will state clear guidelines for 
proposals and criteria for 
selection for all grant and 
contract competitions. 

• 	 We will conduct fair reviews of 
proposals. 

• 	 We will notify grant applicants of 
decisions within six months of the 

. receipt of the proposal. 

• We will provide information that 
explains the final funding decision 
. for the proposal. 

Making our monitoring activities more 
customer-focused: 

• 	 In monitoring site visits, we will 
provide an idea ofour findings in 
exit interviews on the last day of 
the visit. 

• 	 We will make final monitoring 
reports available within 30 days. 
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EDUCATION' , , 
VocJtional and AduJtEducation , . j

, I Provides finan,cial and techmc?l , 
1 	 assistance tostudents, adult learners 

and employers who provide I 

'vocational and adult education.~ 
I 

• ' 	 Customers will be treated with 
courtesy and professionalis~. 

I • Customers comIIlUnicating ~th· 
'1 	 OV AE will receive individu~ 
I attention and prompt service. ' 

I ,'. i 

All phone and voice mail messages WIll be 
retucied within 24 hours. ' 

, I 	 , , 
Corr~spondence will be closed out wit~n' 
two weeks. . ' : 

I • Customers receiving grants from 
'I OVAE can expect an efficie~t·
. l I, and effective process for thel 

I 

, administrat~on of funds. Fori 
i instance: 
I 
I 

' . , ! 

State!plans will be reviewed within 30 days 
after receipt.' 

1 
. Peer teviews will be fair and timely. 

i • Customers will be provi~ed. i

I technical assistance that IS tnrely, 
, ·dependable, and accurate to I 

improve the quality of educa~ion. 

I • Customers will, have easy ac6ess 
. I to information compiled and: 

maintained by OV AE throu~h the 
, ,useoftechnology. I

I
'. Customeis'will have adequa~e
I opportunity to provide input: as to 
I their needs as well as opportunity 
I to prO\ride feedback on OV ~'S 
I ,information and services. Il . . .". . 


EDllJCATION . . I' , 
OFFICE FOR CIVIL RIGHTS 

I 
I 
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Processes complaints of 
discrimination in our schools 

In carrying ~utour work, we are committed 
to treating all parties with.respect and 
fairness. These are our commitments to you 
of customer service.' 

• 	 The Office for Civil Rights 
(OCR) work will be of the , 

,highest quality. All complaints of 
, discrimination will be 

appropriately resolved under the 
anti-discrimination laws and OCR 
policies and procedures. 

• 	 The Offi~e for Civil Rights will 
work efficiently. Complaints of 
discrimination, will be resolved in 
a timely manner, in all but 
exceptional cases within 180. 
days. 

• 	 The Office for Civil Rights will 
make it easy to cOnlmunicate 

. with us. ' Telephone calls will be . 
, promptJyanswered. 
Correspondence will be 
acknowledged within, seven days, 
and answered within thirty days. 

• 	 The Office for Civil Rights 
(OCR) will be clear. Our 
correspondence to you will be 
easy to understand, even if you 
are not a lawyer or are not 
familiar with OCR policies and 
procedures . 

• 	 The Office for Civil Rights will ' 
listen. We will work to 
understand your concerns, give 
those concerns due consideration, 
and take appropriate action, all in 
a prompt and friendly manner. 

EDUCATION' 
OFFICE' OF ELEMENTARY AND 

SECONDARY EDUCATION 
Impact Aid 
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Grants 'available to local school . 
. systems' whose resources are affected 

. ' 

_by federal operations. 
'Based on a customer survey indicating that 
more than half of our customers were 
dissatisfied with the timeliness of their 
payments, we instituted a new standard: 

• 	 All applicants that:submit a 
problem-free application receive 
their payments within 45 days of 
receipt. 

-EDUCATION 
Goals :2000: Educate America Act 

EnsUres equal access to education 
andpromotes education excellence 
nationally. 

The Goals 2000 Act, which focuses the 
nation's attention on challenging academic - · 

- and occupational standards, was passed with 
input from a wide range of bipartisan 
supporters including-state governors and 
legislators, educators, researchers, policy 
makers, and parents. To'be considered for 
funding, states complete only a short, simple 
grant application. 

• 	 ' We respond in writing to all 
applications within 15 days. 

This act is a cornerstone of the department's 
improvement agenda. The -Act establishes the
National Education Goals for the year 2000. 
They are as:follows: • 

• 	 School readiness: All children in 
America will start school ready, ' 

'to learn. 

• School completion: The high 
, school graduation rate will 

increase· to at least 90 percent. _ 
. , , 

• 	 . Student achievement and 
citizenship:.A11 students will leave 
.grades 4, 8, and 12 having 
demonstrated competency over 

challenging subject matter, . 
including English, mathematics, 
science, foreign languages, civics 
and government, economics, arts, 
history, and geography; and every 
school in America will ensure that 
all students learn to use their 
minds well, so they may be 
prepared for responsible 
citizenship, further learning, and 
productive employment in our 
nation's economy. 

• 	 Mathematics and science: The 
nation's students Will be first in 
the world in mathematics and 
science achi~vement. 

• 	. Adult literacy and lifelong 
learning: Every adult American 
will be literate and will possess· 
the knowledge and skills 
necessary to compete in a global 
economy'and exercise the rights 
and responsibilities of citizenship. 

• 	 Safe, disciplined, and drug-free 
schools:. Every school in the 
United States will be free of 
drugs, violence, and the 
unauthorized presence of firearms 
and alcohol, and will offer a 

- disciplined environment 

conducive to learning. 


• 	 Teacher education and 
professional development: The 
nation's teaching force will have 
access to progra.'ms for the 
continued improvement of its 

, professional skills and the 
opportunity to acquire the 
knowledge and skills needed to 
instruct and prepare all ,American 
students for the next century. 

• 	 Parental participation: Every 
school will proinote partnerships 
that will increase parental' 
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involvement and participatibn in 
promoting the social, emoti~mal, 
and academic growth of children. 

EnlUCATION 

Gen~raJ Standards 


r Ensures equaiaccess to educat{on 
I andpromotes education excell~nce 
r nationally . ; 


If yo~ contact us with an inquiry about the 

Department of Education or ask for otQer 


. info$ation: 	 j 

• 	 We will answer your written 
inquiry within 15 working d~ys.

! 
• 	 Ifyou telephone us, you will 

speak to a knowledgeable person 
who will answer your questibn or 
refer it properly. You will reFeive 
no more than tWo referrals. , 

• 	 We will answer phone calls 
I

i 
promptly, within 3 rings, and 
return all voice mail messag~s 
within 48 hours. I 

i 
• 	 We will respond to your E-mail 

messages within 48 hours. , 

• 	 Ifyou have a personal I 
appointment With a Departm~nt 
employee, you will not be kept 
waiting. I 

I 

If you request one ofour publications or 

documents: 


!. Requests for single copies of: 

publications by telephone will be 

; sent within 48 hours. i 
! . • Requests for single copies by! mail 

and all bulk orders will be filled 
within 72 hours. 

I • 	 Publications and documents ~ill 
be made available in alternative 
formats on request. 

j 

"j
! . 
I 
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• 	 We will give you the option to 
receive information in electronic 
form where possible. 

If you contact ':Is about a complaint: 

• 	 We will respond to written 
complaints within 15 working 
days. 

• 	 If you telephone us with a 
complaint, we will advise you on 
the telephone or refer your 
complaint to the proper source. 

Ifyou are a prospective grant applicant or 
existing grantee, or ifyou are a prospective 
or current recipient of student financial 
assistance: 

• 	 We will disseminate timely and 
accurate information on grant 
opportunities and provide clear 

. guidelines for grant proposals and 
criteria for·selection. 

• 	 We will disseminate timely and 
accurate information on student 
financial aid application 
procedures and .program 
provisions. 

• 	 We will acknowledge receipt of 
requests for administrative 
actions and other inquiries within 
48 hours. 

• 	 Final response on administrative 
actions will be completed in 30 
calendar days. 

• 	 Grant award documents will 
clearly identify which requests 
should be referred to the grant 
specialist or program specialist 
and which grantee actions do not 
require prior approval. 

• 	 We will provide timely, accurate,. 
and dependable technical 
assistance. 
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• We will provide information that 
explains the final funding 

. decision. 

• 	 We will institute sensible 
reporting requirements and when 
conducting monitoring and site 
visits perform exit interviews and 
make final monitoring reports 
available within 30 days. 

ENERGY 
ECONOMIC PRODUCTIVITY BUSINESS 

LINE 
Office of Research and Development 
Management 

Develop integrated program plans 
that improve partnerships in a 
measurable way; work with public 
andprivate business networks to 
reach small businesses; streamline 
our partnership process by reducing 
cycle time, cutting red tape and. 
being more responsive to, customer 
needs and expectations.. 

• 	 Effectively immediately, 
Cooperative Research and 
Development Agreements will be 
processed in less than 16 weeks 
on average. 

• 	 Effective immediately, we will 
devote no less than 15% of the 
department's research and 

. development resources toward 
partnerships with the private 
sector. 

• 	 . Increase grants to minority 
education; increase contracts with 
small, minority and women~ 

. owned businesses. 

ENERGY 
ENERGY INFORMATION 

ADMINISTRATION 
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Be a leader in prOViding high
quality, policy independent energy 
information to Government. industry, 
and the public, in a manner that 
promotes soundpolicymaking, 
efficient markets, andpublic 
understanding. 

• 	 Provide service through 

knowledgeable employees who 

will treat you with courtesy, 

dignity, and respect every time 

you do business with EIA. 


• 	 Follow standard statistical 
practicesto ensure the accuracy 
and reliability of our data, and we 
will document everything we 
publish. 

•. 	Provide you with our best 

estimate of the time needed to 

complete your request and fully 

explain any delays . 


• 	 Offer options to service. 

• 	 Resolve customer needs through 
single~point contact whenever 
possible. 

• 	 Distribute our information in a 

format that fits your needs as 

resources allow. 


• 	 Provide instructions for accessing 
electronic information 

• 	 Respond to written inquiries 

within. 5 business days. 


.• 	Answer each customer telephone 
call within one business day, 
providing the requested 
information whenever possible. 

• 	 Write and speak in language that 
you can understand - free of 
Government jargon, ·acronyms, 
and technical terms. 
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, 
• 	 Include a contact name and 

telephone number on every; 
document and letter. ! 

• 	 Deliver services without ! 
discrimination on the basis:of 
race, color, national origin, lsex, 
religion, age, disability, pol~tical 
beliefs, marital or family status, 
and organization size or n~e. 

ENERGY 
. I 

OFFICE OF SCIENCE EDUCATION ANn 
TECHNICAL INFORMATION 

Educate young scientists 

• 	 Educate young scientists. , 
. 	 I 

• 	 Increase access to a usage of 
DOE science information bY, 30% 
by end of 1995. , 

• Diversity America's workforce. 

ENERGY 
SCIENCE AND TECHNOLOGY BUSINESS 

LINE 
Om~e of Energy Research i 

I Ensure the development ofnew ! 
1 technologies that reduce costs, I 

improve produc;ts, and services, land 
advance the research capabilities of' 

, 	 I 

the Nation. 	 : 
. i 

• 	 Improve response to custom~r 
applications by acknowledg~ment 
in writing within 30 days of i 
receipt. 

• 	 Extend utilization of 
scientific/technical merit review 
for all accepted proposals. Each 
proposal will be reviewed bYi

• 
at 

least 3 qualified reviewers. I 
i. 	Reduce the time for I
I 

i 	 detennination ofawards by 
II 

October 1996. Solicited I 
I 

applications will be decided I 

i 
I 
I 
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within one year; unsolicited 
applications will be decided 
within 6 months. 

ENVIRONMENTAL 
PROTECTION AGENCY' 
Research and Demonstration Grants 

Provides financial support primarily 
to academic and not-for-profit 

. research institutions that are 
expanding the understanding ofthe 
world around us. 

EPA will finalize t4ese draft standards after 
consulting with our·customers in the coming 
year 

• 	 We will acknowledge receipt of 
proposals and applications within 
three weeks. The 
acknowledgment will include a 
record number for use in tracking 
the proposals and applications. 

• 	 We will respond to telephone 
inquiries within 24 hours in a 
courteous manner. 

• 	 We will conduct administrative 
and legal reviews and issue 
assistance agreements within 60 
days from the date of receipt .in 
the grants management office of a 
complete request for funding. 

• 	 We will incorporate the terms and 
conditions of the Federal 
Demonstration Project into 
research grants. 

• 	 For active grants, we will process 
complete requests and issue 
administrative amendments within 
four weeks .. 

HEALTH AND HUMAN 

SERVICES 
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PUBLICHEALTH SERVICE 

National Library ofMedicine 
Assists in the advancement of 
medicine and the public health by 
serving as an information resource 
for research, clinical care and 
education. 

Our goal is to provide services according to 
these standards. 

Ifyou call the Library using our 800 number: 

• 	 Staffwill be available to assist 
you during business hours. Our 
business hours will be 
prominently posted and noted in 
our brochures and through other 
infonnation sources. 

If you write or fax us: 

• 	 You will be sent a response to 
your request within ten working 
days after we receive your letter. 

Ifyou contact us via electronic mail: 

• 	 You will be sent a response 
within five working days after we 
receive your request. 

• 	 If we cannot provide a full 
response within these time 
frames, you will receive from us a 
cofifinnation that we received 
your request, with an estimate of 
the delay before we can provide . 
the full reply. 

Ifyou visit the Library: 

• 	 You will receive'infonnation on 
how to use our holdings from 
staff at our Information Desk. 
Staff will be available to assist 
you dunng business hours. 
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HOUSING AND URBAN 

DEvELOPMENT 
POLICY DEVELOPMENT AND 

RESEARCH 
Stimulates community development 
through grants and loans to states, 
localities, and nonprofit 
organizations. 

• 	 PD&R will publish and mail to all 
organizations on the PD&R 
database a list o·f topics and 
research issues that constitute the 
current research agenda. 

• 	 PD&R will utilize the full range 
of contracting mechanisms to 
allow participation by all types of 
organizations in HUD research. 
PD&R Will target a portion of its 
contracting to organizations that 
have not traditionally participated 
in HUD research, including small 
and minority and women-owned 
businesses. 

• 	 PD&Rwill continue to clarify 
arid simplify its Requests for 
Proposals and hold pre:-proposal 
con(erences whenever necessary. 

• 	 PD&R staff will keep abreast of 
the latest analytical techniques 
and research methodologies. 

INTERIOR· 
BUREAU OF MINES 

General Standards 
. Provides information on minerals for 

use in assessing u.s. economic and 
defense needs. 

• 	 You will be treated with courtesy 
every time you contact us. 

• 	 We will provide you with all the 
infonnation you need, or obtain 
the infonnation for you, with a 
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minimum number of referrals to 
other organizations. I 

• When you call our public : 
. inquiries number for service! you 
will reach us on the first calI.

'. ! 
• 	 We will answer your reques~s as 

quickly as possible. Ifwe Calmot 
give you the information yoti 
need at the time you call, w~ will 
do so within one working day or 

I
call you back to let you knoy.' the 
progress we are making on your 
request. I . 

. i .
• 	 When you wnte to us requestmg 

general information material~, we 
. will mail them to you withinJone 
working day. When you write 
and ask for more specific I 
technical information, we will 
respond within five workingldays 
with either the information y10u 
need or a postcard I 
acknowledging receipt ofyO)Jr 
request and reporting the status 
of our response. I 

• 	 We will provide you easy access 
to our information. You can jtalk 
to us from 6:30 a.m. to 6:00Ip.m. 
Eastern Standard Time. I 

• 	 We will make our informatidn 
available electronically I 
(INTERNET, CD-ROM, Mi,nes 
FAXBACK) and give you t~e 
instructions and information you . 
need to take advantage of these 

I sources. 	 I 

INTERIOR 	 I 
NATIONAL BIOLOGICAL SURVEY .1 

: Provides biological and ecologIfal 
i information to both the public ard 
! private sectors. I
I 	 . 

I 
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• 	 Research Information Bulletins 
edited and prepared for' 
distribution within 60 days of 
submission of the draft 
manuscript. 

• 	 Immediate electronic access to 
Research Information Bulletins 

. that have already been edited and 
prepared for distribution. 

• 	 Literature searches completed 
and sent to clients within five 
days of receipt of their request. 

• 	 Research findings are tested for' 
. scientific quality through peer 

review by other qualified 
scientists before publication. 

• 	 80 percent or more of our 
products rated by clients at or 
above level three on the following 
satisfaction scale: 

4. Very satisfied 

3. Satisfied. 

2. Dissatisfied 

1. Very dissatisfied 

• 	 These products will be 
accompanied by "Client 
Response" sheets inviting clients 
to voluntarily rate and comment 
on them. Results will be 
monitored and used in pursuit of 
constant improvement. 

• 	 Our long-term goal is to achieve 
an average client satisfaction 
rating very near level 4 -- "very 
satisfied. " 

INTERIOR 
U.S. GEOLOGICAL SURVEY 
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Technology Information Center and 
Microcomputer Training Center in 
Denver, Colorado 
Classes in Using the USGS Databases 

Offers classes in how to use the 
USGS databases. 

Before class: 

• Between 9:00 a.m: and 11 :30 
a.m. we will take your 

registration information by phone. 

and immediately register you in 

the first available class. 


• 	 You may leave a message at any 
other time and you will be called . 
back within one working day. 

• 	 You will be sent a confirmation 
letter within one day of your 
registration listing class 
prerequisites, date, time, and . 
location. 

During class: 

• 	 Classes will begin on time. 

• 	 ·The latest version of the software 
will be loaded and ready to go, 
and.all sample files will be loaded. 

• 	 You will receive either 
comprehensive notes for the class 
Qr a textbook to take with you. 

After class: 

• 	 We will answer questions on the 
subjects we teach. 

Our commitment to you: 

• 	 We will help you as soon as 
possible. 

• 	 We will not keep you waiting 
unnecessarily. 

• 	 If a staff person cannot answer 
the phone personally, your call 
will be returned the same day. 
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INTERIOR 
U.S. GEOLOGICAL SURVEY 
Washington Administrative Service 
Center 

Support the information systems 
needs ofother Interior bureaus and 
other federal agencies as the lead 
Interior organization. 

We will: 

.• 	Provide fully integrated systems 
to process the administrative 
workload and to attain the 
. maximum effectiveness from our 
staff. 

• 	 Impl~ment a Customer Service 
Level Agreement (CSLA) 
between the W ASC and its 
customers. 

• 	 CSLAs'will be customized to 
meet the technical support 
services required by each 
customer. 

• 	 CSLAs will measure, monitor, 
analyze, and project current and 
future hardware, software, 
telecommunications, and user 
assistance. 

• 	 Annual reviews of each CSLA 
will be scheduled between both 
parties to discuss and modify the 
document. 

• 	 A complaint process will be 
established to resolve problems, 

• 	 The W ASC will advise the 
customer of the status of their 
problem within 24 hours of initial 
contact. 

• 	 The W ASC will maintain a hot
line number for emergency 
situations. 

• 	 W ASC technical staff will be on 
call If around the clock." 
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Minerals Informatio.n Offices 
I
i 

Provides earth science informa~ion 
andproducts, with a focus on i 
mineral resources. i 
• 	 Each customer will be treat~d 

. with dignity, resp~ct, and I . 
courtesy. 

• 	 Each request will be researc~ed 
using all means available to : 
provide the highest quality ; 
response. I 

• 	 . Each request will be analyze~ to 
determine what data are available 

. I 

that best suits each customeIi's 
needs. A plan will be developed 
to deliver the response in the 
fonnat that best suits those needs. 

• 	 Requests will be filled : 
immediately, if possible; if n~t 
possible, a time for the reply ,will 
be est.ablished. . : 

• 	 Opportunities for additional I I 

service will be explored withi each 
customer, as needed. ! 

'. 

INTERIOR 
I 

U.S. GEOLOGICAL SURVEY 
Natio~al Earthquake Information Center 

, Serves as national resource and; 
: information center for earthquakes 

that occur worldwide. , 
, 

• 	 We will provide infonnation ~4 
hours a day on the location and 
magnitude of significant ! 
earthquakes in the United States 

Iand around the world. i 
i" Rapid reports will be issued for 
! earthquakes that register at lerast 
! magnitude 4.5 or greater in t?e 

United States, any felt and ! 
damaging earthquakes, or 
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earthquakes of magnitude 6.5 
elsewhere or when damage has 
occurred. This infonnation will be 
provided within 20 to 30 minutes 
of the time of the event. 

• 	 . You will be treated with courtesy 
every time you contact us. 

• 	 We will provide you with 
infonnation about other USGS 

. products, services, and other 
sources of infor:mation if possible. 

• 	 Orders for CD-ROMs, software 
products, publications, maps, and 
posters will be processed within 
five working days of receipt. 
Under special circumstances, 
such as after a major, damaging 
earthquake, a time for the reply 
will be established. 

INTERIOR 
U.S. GEOLOGICAL SURVEY 

Reston Earth Science Information Center 
Provides earch science information 
andproducts for the public. 

• 	 We will treat each customer with 
courtesy and respect. 

• 	 We will provide quick, thorough, 
and responsive access to product 
infonnation and ordering 

. including the 1-800 number and 
electronic ordering. 

• 	 We will eliminate processes, 
procedures, and rules that are 
roadblocks to success. 

• 	 There will be no unreconcilable 
mistakes allowed in the handling 
of the customers' accounts or 
money. 

JUSTICE 
FEDERAL BUREAU OF INVESTIGATION 
Uniform Crime Reports Program 
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Provides information on crime in the 
United States 

• 	 The Crime in the U.S. report will 
be published in the fall of each 
year. 

• 	 Report updates will be published 
semi-annually in April and 
October of each year. 

• 	 Ifyou are a member of the public, 
you may obtain copies of these 
reports for a fee by contacting the 
Superintendent ofDocuments, 
Gdvernment Printing Office. 

• 	 To receive customized reports, 
you may contact our program 
staff, which will facilitate a 
response to your inquiry as soon 
as possible in written or 
electronic form. 

When fully operational, the'National 
Incident-Based Reporting System program 
will provide the following services: 

• 	 Data on' 22 crime categories 
made up of46 specific crimes will 
be collected (current system 
collects data on only eight crime 
categories) . 

• 	 ' Information on every crime will 
be collected. separately (current 
system uses a summary report, 
which reports only the worst 
crime in a multiple offense 
situation). , 

• 	 Age, sex, race, ethnicity, etc. will 
be reported for victims and 
witnesses of all crimes, which will 
allow for better analysis (current 
system'reports this information 
oruy on certain crimes). 

• 	 System will provide the ability to 
quantify drug seizures in 
relationship to drug arrest 
(currently not available). 

• 	 Information will address such 
issues as hate crimes, white-collar 
crime, domestic violence, abuse 
of the elderly, etc. (currently not 
available in summary system). 

NATIONAL AERONAUTICS 

AND SPACE 

ADMINISTRATION 
Mission to Planet Earth 'Enterprise 

Provides the data and interactive 
modeling foundation for long-term 

, environment and climatic monitoring 
andprediction. 

In July 1994, the prototype of the EOSDIS, 
Version 0, became available with sonie 
operational elements. The fully operational 
EOSDIS will: 

• 	 Fill 95 percent ofall user requests 
to the system within 72 hours. 

• 	 Provide for continuous 
production of geophysical and 
biophysical data products flowing 
from the Earth Observing System 
by the year 2004. 

NATIONAL AERONAUTICS 

AND SPACE 

ADMINISTRATION 
Space Science Enterprise 

Creates new scientific knowledge by 
exploring th,e Solar System and the 
Universe beyond and by studying the 
space environment and its effects. 

• 	 Establishes a nine month time 
standard for processing science 
grants (three months for proposal 
preparation, four months' review 
and notification and two months 
to disburse funding). 
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NAtIONAL ARCHIVES ANl> 
I 	 ' 

RECORDS ADMINISTRATION 
Access to Historical Archives and Re~ords 

NARA ensures, for the. Citizen and 
the Public Servant, for the President 
and the Congress and the Courts, 

I ready access to essential evidenhe. 

• 	 We will treat all ofour custdmers 
with courtesy. 

• 	 We will meet or beat our 
established deadlines for I . 

providing customer service. i 
• 	 We will provide high-quality I 

service by knowledgeable sta:£I. , 
! • 	 We will provide information~l 

. products to meet our custombrs 
needs. i 

i 
If you, call or visit oneof our facilities: I 

:. You will find NARA staff and 
volunteers available in all offi'ces 
to assist you during posted i 
business hours. Our business 
hours will be prominently posted 
at all sites and noted in our 
brochures and through other· 
information sources. 

Ifyou;write to us about our holdings: i 

,. You will be sent a response t6 
• 	 I 

your wntten request about our 
holdings within 10 work days: 
after we receive your letter. If 
we cannot provide a full resp~mse 
within that time, we will tell ypu 
that we have received your 

; 
i 

request and tell you how long: we 
expect it will take before we dan 
provide a fu]] reply. i 

. 	 I 
If you attend one of our workshops: 

I 	 I 

I • You will find the instructor to' be 
I professional, knowledgeable, ~nd 

I 
i 
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helpful. Upon completion of a 
workshop, you will have the 
information to help you 
understand the principles 
discussed and apply them 
confideritly to issues within your 
area of interest. 

If you need information about the National 
Archives: 

• 	 You can obtain timely and up-to
date information about NARA, 
its services, and holdings through 
the Internet and other on-line 
services, our fax-on-demand 
. service, through printed 
publications, or by contacting one 
of our offices. 

Ifyou need information about government 
rules and announcements: ' 

• 	 You will be provided with timely 
information on a daily basis 
through the Federal Register on 
the following: 

-- presidential proclamations and 
executive orders 

-- proposed rules and final 
regulations 

--	 public meetings 

--	 federal grants 

This information is published in print and in 
electronic form by the Government Printing 
Office. 

If things go wrong: . 

• If our service has not matched 
. our values and standards for 
customer service, we want to 
know so that we can do 
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something about it and get it right 
the next time. Our local 
complaints and suggestions 
procedures are as follows. You 
may: 

• 	 Discuss the problem with the 
person who served you. 

• 	 Use our Suggestion/Complaint 
comment form (NA Form . 
14045). You can mail it or drop it 
in the box provided. Or, you can 
simply write us a letter. Ifyou 
request a reply, we will proyide.a 
response within seven working. 
days. 

• 	 Speak or write to the supervisor 
in charge. Ifwe cannot solve 
your problem immediately, we 
will provide a response within 
seven working days. 

If you are still not satisfied that we have 
handled your complaint or provided the 
service we promised, you can write to the 
Assistant Archivist for the office with which 
you have been dealing. 

NATIONAL ENDOWMENT 

FOR THE HUMANITIES 
Grant Making 

An independent grant-making 
agency established by Congress to 
support research, education, and 
public programs in the humanities 

In assisting you as a prospective applicant, 
you can expect us to: 

• 	 respond courteously.and quickly 
to your requests for information 
about our grant programs; 

• 	 be able to describe the programs 
. that best suit your needs; 
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• 	 provide application instructions 
and forms that are clear and easy 
for you to use; 

• 	 offer prompt and thoughtful 
advice and guidance in preparing 
your application; 

• 	 explain accurately the procedures 
that would be used to evaluate 
your application and when you 
could expect a decision. 

In assisting you as an applicant, you can 
expect us to : 

• 	 ensure that the evaluation ofyour 
application is fair, expeditious, 
and informed by the expert 
judgments ofyour peers; 

• 	 notify you promptly of the 
decision on your application; 

• 	 provide substantive reasons for 
the decision reached on your 
application; 

• 	 give you helpful advice, if you are 
unsuccessful, on revising or 
resubmitting your application. 

In assisting you as a grantee, you can expect 
us to: 

• provide you with an award 
. document that is clear and easy to 
understand and that sets forth 
sensible reporting requirements; 

• provide the names of our staff 
members who will serve as 

. contacts for your reports and for 
any assistance you may need; 

• 	 answer promptly and 
satisfactorily all requests for 
information on NEH policies and 
procedures; 	 . . 

• 	 read and acknowledge promptly 
your reports on grant activities; 
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• 	 maintain a professional, helPful 
relationship with you as yo~ carry 
your project to completion. ; 

I 
I 

NArrIONAL SCIENCE 

FOUNDATION 
Grant Making 

Funds the most meritorious prOjects 
I in its research and science, i 

mathematics and engineering : 
, education programs ' 

For making grants, NSF is committed tti nine 
~ j 	 i 

maJo~ standards: 	 : 

• 	 We will disseminate information 
about NSF programs, polici~s 
and practices as widely as I 

practicable among potential i 
I' 	 I 
I 	

grantees. 

• 	 **We will provide electronic' 
versions of information on NSF 

I , 	 programs, policies and practibes ' 
and will make this information 
accessible on-line through a ' 
variety of methods. 

• 	 **Requests for publications £fom 
NSF Information Desk will be 

I 

acted on in two days and : 
individuals making the requests 
will be given instructions on how 
to access the same informatio1n in 
electronic formats, as 
appropriate. I 

• 	 At the NSF Information Desk, we 
will handle 90 percent of all i 
incoming telephone calls withl15 

, I 

second. The Information Desk 
will immediately provide accurate 

I 

respoI,1ses to requests for I 

information. 
I 

:. 	 We will make program 
I 	 J 

announcements and solicitations 
available to relevant individuals 
and organizations at least three 

, I 

, 	 I 
, 

months prior to proposal deadline 
or target date. 

• 	 We will specify clearly the 
guidelines for content and 
preparation of proposals, the 
process by·which they will be 
reviewed and selected for 
funding, and any special award 
requirements. In our program 
announcements, we will also 
provide information to help 
potential applicants gauge their 
chances for obtaining funding. 

• 	 We will be able to tell applicants 
whether their proposals have 
been declined or recommended 
for funding within six months for 
95 percent of proposals, unless 
the program announcement or 
solicitation states otherwise. We 
will provide an explanation when 
this standard cannot be met. 
(The six months will start at the 
deadline or target date for 
submission of proposals or, if no 
target date is specified, from 
delivery of the, proposal to NSF.) 

• 	 We will give applicants a chance 
to challenge the fairness of the 
review of their proposals by 
asking for formal reconsideration. 
Within 30 days of their request 
for reconsideration, we will tell 
them the results in writing or 
explain why more time is needed, 

• 	 For 95 percent of the grants our 
research divisions recommend 
making, to academic institutions, 
our grants office will make the 
awards (or deadline for 
administrative reasons) within 30 
days after the division make its 
recommendation. 
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• 	 We will provide information that 
explains our decision at the time 
ofdeclination or award. . 

• 	 We will provide clear and 
appropriate responses to requests 
for clarification ofaward terms 
and conditions and for 

. administrative or technical advice 
related to the award activity 
within a week of receiving the 
request. 

NATIONAL SCIENCE 

FOUNDATION 
Provides science and engineering 
policy information. 

For science and. engineering policy 
information, NSF commits itself to the 
following standards: 

• 	 We will produce data that are 
relevant to the needs of the 
various policy and research 
communities. 

• 	 We will publish and meet an 
annual calendar of publication 

. dates for the results of regular 
NSF surveys. 

• 	 We will make data available over 
Internet before its release in 
printed form. 

TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 
University Research Grants 

To advance U. S. expertise and 
technology in the many disciplines 
comprising transportation by 
supporting research at America's 

. institutions ofhigher learning. 
Our commitment to you: 
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• 	 We will answer your phone calls 
no later than' the close of the next 
business day. 

• 	 We will answer your letters no 
later than 15 business days after 
receipt. 

• 	 We will publish all competi~ive 
research grant opportunities in 
the Federal Information 
Ex~hange (FEDIX) on the 
internet at fedix.fie. com or 
through the World Wide W~b at 
http://www. dot.gov. 

• 	 We will simplifY your grant 
. administration tasks by awarding 

university research grants directly 
to the grantee, and not through 
third parties, whenever possible. 

• 	 We will require technical 
progress reports on new 
university grants no more 

. frequently than semiannually. 

• 	 We will grant you a waiver under 
the O:MB grant administration 
standards, or will provide you 
with ~ reason for denying it, 
within fifteen business days of 
receiving your request. 

• 	 We will accept as part ofyour 
grant application, photocopies of 
valid certifications on file with 
any DOT office. 

• 	 We will connect you with DOT's 
technical experts during 'your 
research. 

• 	 We will use existing quality. 
controls, such as academic 
accreditation and peer review 
mechanisms, when we evaluate 
your. research. 

• 	 We will provide transportation 
data products for use in teaching 
and research. 
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UNITED STATES I~STITUTE 
OF PEACE 	 '. I 

:1 To strengthen the nation's .1. 

. ! capabilities to pn?mote the peaceful 


\ I.resolution ofinternational con/lIi'cIS. 

We\Vdl: . ., 

. • Answer all requests and inquiries 
in a timely, informed, and . I ' 

, courteous manner. 

• 	 Provide clearly written 
applications for Institute 
competitions (Le., grants, I . . 
fellowships, educational insti~utes 
and the. National Peace Essay 
Contest); disseminate the I 
applications·widely and allow 

I 

adequate time for their • 
completion and sub~ssion. i 

• 	 Honor the time frames for ! i 

selection processes, which arb 
printed in the application I 

material. .' .~,: I 
• Accurately publicize selection 

criteria and processes in the 'I' 

application material. . 

, i. Conduct a fair and reasonable. 
!! review ofall application . I 
~ submissions for the 
\I aforementioned competitions.! 

' • Provide advance.notice, with I 
complete and accurate i

\ 
information, ofupcoming pub~ic 
events and record the results of 
selected Institute activities, 1 

I making them available as quic~y

I as possible, 1 .i. Provide information about lib~ary 
,\' holdings and services in resPoflse . 

. to requests received 'l 
electronically, via phone, fax, pr 
~~l and by appointment-only i' 

VISItors, 

I 
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• 	 Disseminate event information, 
research reports, and other 
complimentary products through 
a variety of media, including 
print, facsimile, radio,. video and 
Internet. . 

• 	 Develop and maintain an on-line 
presence oli the Internet, offering 
general program and event 
information and complimentary 
materials. . 

• 	 Review periodically our 
performance against these 

. standards of service in an effort 
to maintain a responsive and 
responsible level of attention to 
our customers, ,clients, and 
patrons. 
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Cbapter 8: ! 

Standards Fo~ States, Localities 
ath.d Other·Partners, 	 , 

, 	 I 

ADVISORY COUNC~ ON i 
, 	 I 

HISTORIC PRESERVATIO~ 
Historic Presen'ation . [ 

. ! Reviewsfiederalactions affectmg 
I 	 , 

! historic properties : 
General Standards I 

! 	 \ 

We ~e committed to providing you wit~ 
first-class service. When you conduct i 
businfss with us, we will treat you with I 
court~sy and respect.' I 

I 	 , 
. I 

Section 106 reviews ! 
I • Review of Section 1 06 proje~ts 
! will be completed withinthe ~ime 

allotted by regulation or soo*er. 

• 	 Upon inquiry, we will provid~ 
information on project status~. 
estimated time needed to I . 

I 

complete review, or any ! 
associated problems. 

I 
I • 	 We will dearly explain our I 

I 	 project review decisions so ypu 
can understand why and hoW. they 
were made and what to do if;you 
disagree. 

:. 	To facilitate better 
communication, the name offhe 
employee responsible for yoqr . 
project, along with a telepho~e 
number, will be on every lettrr. 

• 	 We will respond promptly to 
requests for assistance or advice 
on Federal historic preservation 
programs and related matters. 

• 	 We will provide appropriate 
referral to other sources of 
information if the request falls 
outside the Council's purview or 
we are otherwise unable to 
address it 

Education and Publications 

.• We will continue to produce 
publications that are written 
clearly and address the specific 
informational needs of our 
customers. 

• 	 We will fill requests for individual. 
copies ofCouncil publications or 
training information within three 
working days. 

• 	 Our publications will be regularly 
. updat'ed to reflect changing laws 
and regulations, and all 
publications will have a date of 
publication on them. 

• 	 At present we cannot meet all 
training demand. We will 
develop a plan that will facilitate 
the widest possible geographic 
and special interest distribution. 

I 
I T eJephone Standards 

T eclullcal Assistance I

I . 
I 
I 
II 
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• 	 Our telephone system is designed 
to connect you with the person 
you called or, if they are 
unavailable, their voice,:,mail. . 
Telephones will be answered by a 
person unless all lines are busy. If 
all lines. are busy, you will receive 
clear instructions for leaving a 
message. Under unusual 
circumstances, it may be 
impossible to answer each 
incoming call. We are working to 
improve this system. 

• 	 Your phone call will be returned 
within one working day of 
receipt. . 

• 	 We will respond to your 
telephone inquires in a pleasant 
and helpful manner. Immediate, 
concise information will be 
provided whenever possible. If 
such information is not 
immediately available, you will be 
informed when you can expect to 
receive the information. 

AGRICULTURE 
. ANIMAL AND PLANT HEALTIl 

INSPECTION SERVICE 

National Biological Control Institute 


Promotes, facilitates, andprovides 
leadership in the use oflive natural 
enemiesto reduce populations of 
pest .\pecies. 

When you contact us we will be: 

• 	 Courteous and r~spectful - Your 
views and needs are important to 
us, and you can expect 
professional treatment, objectivity 
and confidentiality. You will be 
assisted by a polite, responsive, 
and knowledgeable staff. 

• 	 Fair - Our services will be 
objective, irrespective ofyour 
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race, color, national origin, sex, 
· religion, age, disability, political 
beliefs, and marital or familial 
status. 

• 	 Clear - We will explain to you 
what we do, how our programs 
work, and how you can get our 
help. If our information is hard 

. to understand, tell us and we will 
try to make it easier to 
understand. . 

• 	 Accessible - We are available to 
talk to individuals, organizations, 
and school groups about our 
services: Contact us by letter, 
phone, fax, or through our 

. Bulletin Board System (Note to 
Copy Editor - Italicize Bulletin 
Board System). 

• 	 Ethical - We strive to meet the 
highest scientific and ethical 
standards to deliver our products 
and services to you. 

• 	 Entrepreneurial - We will 
customize solutions to your pest 
problems through building 
partnerships, leveraging 

· resources, foc~sing our efforts, ' 
and promoting innovation. If we 
cannot meet your needs, we will 
try to put you In touch with 
someone who can. 

• 	 Efficient - Based on your 
requests, we have assembled 
several information packets, 
which are normally provided on 
the same day. of your request. If 
research is needed to help with 
your need, we estimate how long 
it will take. If obstacles are met 
that delay our response, we will 

· tell you and try to offer 

alternatives. 
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• 	 Open - We work for you aqd 
continually seek your view~, 
listen to your needs, and take 
appropriate aCtion based od them, 

• I 
Ifyou are not satisfied with: any 

I 
i 

aspect of our service, tell u~'so 
I' 
I we can correct'the problem! If 

we make a mistake, we willitell 
you and correct it. ' 

I
, I 	 i 

AGRICULTURE !, 
ANIMAL AND PLANT HEAL1H I 
INSRECTION SERVICE I 

Animal Care I 
i Ensures humane care and treatment 
: ofwarm-blooded animals that Jre 
I raised, bought, sold, or transported 
, for research, exhibition, or pet i 

. I 	 purposes at the wholesale level. i
I . 	 I

Prevents inhumane, pain-produCing 
I 

practices on horses at shows, sales 
, and exhibitions. ! 

Our Commitment To Service 
I 

I ., 
I 	

We recognize that providing: 
qu.ality service to our customers 
is essential to ensuring the I 
professional performance of bur 
mission, goals, and i 
responsibilities. Equcating our 
customers about our serviceS and 
regulatory authorities is a 1 

component of our animal car~ 
activities, ' I ' 

I 	 • 
• We value your comments an~ will 

use them to measure our , i' 
j performance and improve service 'I 
I 

delivery, Communication of! 
information and ideas providbs 
for mutual understanding and a 
shared commitment toward I 
achieving common goals. 

What rou Can Expect From Us, 
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In serving our customers, we pledge to: 

• 	 Carry out compliance activities in 
a professional and objective . 
manner . 

• Coriduct animal care inspections 
, in accordance with laws and 
regulations. 

• 	 Be respectful to individuals in the 
performance of our duties and 
responsibilities. 

• 	 Respond to information requests 
accurately and clearly. 

AGRICULTURE 
ANIMAL AND PLANT HEAL1H 

INSPECTION SERVICE 
Animal Damage Control 

Help solve conflicts between human 
activities and wild animals. 

We strive for the highest possible standards 
in providing you service. When requesting 
assistance, you can expect the following: 

• 	 You will be provided with 
accurate information or expert 
help to resolve or minimize your 
wildlife conflict. 

• 	 Our employees will show respect 
for people, property, and wildlife. 

• 	 Our employees will respect 
varying viewpoints on wildlife 
damage management. 

• 	 We will the most humane, 
selective, and effective control 
techniques. 

• 	 We will conduct activities in a 
professional, biologically sound, 
and accountable way, 

• 	 Our work will'be done in a safe 
manner and in accordance with all 
federal, state, and local laws and 
regulations. 
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AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
Biotechnology, Biologics and 
Environmental Protection 

Protects plant and animal health and 
the environment. 

What you can expect from U$: 

• 	 Fair and impartial treatment. We 
treat all our customer--public 
. interest organizations, small 
firms, large firms, and the public-
in a fair, impartial manner. . 

• 	 Responsiveness. We will answer 
your correspondence in 30 days 
or less, with interim responses 
being provided for complex 
issues. We will meet or beat 
prescribed time limits for issuing 
permits, notifications, and 
petition. 

• 	 A proactive approach. We strive' 
to find solutions to issue~ before 
they become problems. We 
continually review and update our 
internal procedures and 
regulations so that we remain 
regulatory leaders in the 
programs we administer. . 

. '. 	Accessibility and openness. 
Whenever practical, we use 
meetings, electronic means, and 
notice and comment procedures 
to obtain your views, which we 
use to make program 
.improvements. 

• 	 An entrepreneurial approach. We 
strive to be creative and cost 
efficient. We constantly seek 
close coordination and 
cooperation With other domestic 
and international organizations 
with whom we share jurisdiction. 

We try to be the "best in the 
business" in what we do. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
International Services 

Facilitates international trade in 
animal.andplant products and helps 
to ensure an abundant food supply 
through helping to prevent 
agricultural pests and diseases from' 
entering the United States .. 

We Promise You, Our Customers: 

• 	 Professional and courteous 
treatment. Our employees ar.e 
knowledgeable and responsive. 
Your concerns are important to 
uS,and you will be treated in a 
professional, courteous, and 
efficient manner .. 

• 	 Clarity in explaining our position. 
We will answer your questions in 
a clear and concise manner. We 
will explain how decisions were 
made and convey this information 
in understandable language. 

• 	 Program responses. Our 
program designs use the latest 
scientific methodologies. We 
promise to deliver our services 
with minimal disruption to the 
normal daily operations of our 
customers. 

• 	 Transparency and consistency in 
our regulatory processes. We' 
promise to be consistent and 
transparent in the enforcement of 
our regulations. 

AGRICULTURE 
FOOD AND CONSUMER SERVICE (FCS) 
Food Stamp Program 
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Manages the Food Stamp Program You can expect us to: 
(FSP) in partnership with state,: 

: local, and tribal governments. \" 
Youlcan expect us to:' I 

:,. 	Strengthen nutrition security by 
promoting policies that ensyre aU 
eligible households have ac~ess to 
a healthy, nutritious diet : 
,regardless of economic 
conditions, and by supporting 
State, local, and communitYt 
based nutrition education efforts. , 

• 	 Actively pursue policies to : 
streamline regulatory t 

requirements and increase'S~ate 
flexibility in administering th~ 

, 
program. 

: • Provide assistance to State i 
! 	 agencies for implementing 

Electronic Benefit Transfer 
systems to increase customer 
dignity and benefit security. i 

• 	 Improve program integrity by 
seeking new and innovative ways 
to increase benefit accuracy and 

I 

to reduce trafficking and recipient 
fraud. Ii. Whenever possible, consult with 
you and solicit your input on1the 
development ofpolicies affetting 
your operations and ultimate: 
customers. ,. :

i· 	Encourage you to publish i 
customer service standards for , 
ultimate customers. 

i 

AGRICULTURE 
FOOD: AND CONSUMER SERVICE (FCS) 

School Meals Programs I 

IAdministers the National School! 

i Lunch and School Breakfast I 

: Programs in partnership with sttite 

, and local governments. . 
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• 	 Solicit your input on changes to 
program requirements by issuing, 
whenever possible, proposed 
regulations with a comment 
period of at least 60 days. 

• 	 Assist you in your efforts to 
implement the Dietary Guidelines 
for Americans by offering training 
opportunities, supplying low-fat 
recipes, improving the quality of 
commodities, and awarding 
grants to State agencies to 
develop a sustainable training 
infrastructure for schools. 

• 	 Enhance your efforts to serve 
fresh fruits and vegetables by 
providing training on their 
storage and use and by working 
with the Department ofDefense 
to procure and deliver these 
commodities in an economical 
and efficient manner. 

• 	 Support nutrition education 
through our T earn Nutrition 
campaign, including working with 
companies, the media, and others 
to provide posters, videos, 
parents guides, and public service 
announcements; and using local 
chefs to work with school food 

. service .professionals in our Great 
Nutrition Adventure. 

• 	 Provide you with resources, 
including a computer bulletin 
board' on the Internet; a traveling 
exhibit booth; support from 
community groups, such as PTAs 
and the Extension Service; and 
partnership agreements with the 
Departments ofEducation and 
Health and Human Services to 
support your nutrition education 
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efforts for students, parents, and 
the community. 

• 	 Continue our efforts to streamline 
program administration, enhance 
administrative flexibility, and 
reduce paperwork. 

• 	 Safeguard program integrity 
through our continuing efforts to 
suspend or debar companies with 

, a record of fraud and abuse in 
their transactions with schools. 

• 	 Provide you with materials and 
guidance on accommodating 
children with special needs. 

• 	 Encourage you to publish 
customer service standards for 
ultimate customers. 

AGRICULTURE 
OFFiCE OF INSPECTOR GENERAL 

Conducts audits and investigations. 
, What you, our customer, can expect 

• 	 You can expect us to work 
closely but independently with the 
Congress, USDA managers, and 
with U.S. Department ofJustice 
and state and local attorneys to 
address important or emerging 
issues and concerns regarding 
USDA's programs and activities. 

• 	 We will work proactively with 
you by directly encouraging your 
input into the audit and 
investigative process to identify 
areas that warrant our attention, 
and to engage in discussions with 
you up front on what we plan to 
do and what you can expect us to 
provide to 

• 	 You can expect to receive audit 
and investigative information to 
solve problems and improve 
operations. We will keep you 
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involved and informed as our 
audit and investigative work 
progresses. 

• 	 We want to promote a high level. 
of customer satisfaction and to 
ensure that we are providing you 

. with timely, meaningful, and 
useful information and solutions 
to your problems. We plan to 
answer public concerns about 
fraud, waste, and·abuse promptly, 
and provide you with accurate 
and accessible information to 
improve USDA operations. 

• 	 You can expect timely assistance' 
to resolve or implement audit or 
investigative recommendations or 
information. 

• 	 We will coordinate regular 
meetings with you to discuss 
audit and investigative issues to 
ensure timely resolution and 
implementation of 
recommendations or to address 
other questions as they arise. We 
will keep you abreast of 
information you may need during 
debate on issues affecting USDA, 
by way of our issued reports or 
regular briefings. 

AGRICULTURE 
RURAL HOUSING AND COMMUNITY 


DEVELOPMENT SERVICE / 

. Community Facilities Loan Program 


Provides critically needed financing 
for the development ofessential 
community facilities 10 public 
bodies, nonprofit organizations, and 
Native American groups. 

We will: 

• 	 Keep our promises and be ethical 
in our service to you. 
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• 	 Be polite, responsh.:e, and assist 
you with a staff knowledge~ble of 
our programs. I 

• 	 Return your calls in an expedient 
I 

manner. II 

• 	 Be accessible and available to talk 
to individuals, organizations[ and 
groups about our program. : 

• 	 Give you assistance with yo~r 
concerns, referring an appropriate 
source for problem-solving action 
when necessary. Our custOlrlers 
will not receive the run arouhd. 

• 	 Respect your right to quality and 
professional service. I 

! • Treat you just as we would Want 
to be treated ourselves and be fair 
to all people regardless of rabe, 
sex, disability, religion, age, ~r 
national origin. i . 

; • Be willing to work with you :and 
any persons working on your 
behalf. And if appropriate, td 
cooperate with other lenders:or 

. with other federal, state, and \local 
agencies to meet your needs. i . 

• 	 Continually search for custo~er-
related improvements. iI. Listen to our customers to ensure 
RHCDS regulations and foerris 
are customer friendly and en~ure 
success of the program. .\ . 

i. Efficiently an~ effectively provide 
i you assistance. I 

!. 	Provide technical and \. 

professional assistance to ouriI 

customers. I 


. • 	 Provide you with the necessaiy 
information, advice, and guidknce 
on how to access and utilize the 
Community Facilities prograrh. 

i. 	Refer you to other sources of: 
i 	 .information, assistance, or cr6dit 

I 
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if it appears that you may qualify 
for alternative sources of 
programs or funding from 
commercial, private, or other 
governmental sources. 

• 	 Ensure that you are provided . 
appropriate forms and materials 
in 5 working days when you 
notify a Rural Economic and 
Community Development office. 
that you are interested in filing a 
request for financial assistance. 

• 	 Provide assistance in completing 
all aspects of the application upon 
your request. 

• 	 Ensure that your request for 
financial assistance is reviewed 
promptly and that you are 
notified of eligibility within 45 
days after we have received a 
complete pre-application. 

• 	 Provide a professional, 
supervised credit program to 
further ensure the success of your 
project. 

COMMERCE 
ECONOMIC DEVELOPMENT 

ADMlNISTRAnON 

Financial Assistance 
Promote the long term recovery of 
economically distressed areas by 
assisting states, cities,' counties, 
American Indian tribes or private 
andpublic non profit organizations 
in generating and retaining jobs, and, 
stimulating commercial and 
industrial growth through grants and 

. 	 loan guarantees. 
We will: 

•. Always find the answer. 
I Customers will not be left "phone 
hopping" from office to office. 
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• 	 Coordinate communications. If a 
customer sends a proposal for 
funding to Washington instead of ' 
their regional office, we will fax 
or mail the proposal on the day 
received to the regional office 
and advise the customer of this 
action. 

• 	 Strive to meet requests for, 
conference speakers and meetings 
by providing the best resource 
person available. 

• 	 Provide publications and manuals 
at no cost. Annual reports, 
manuals,brochures'and program 
information are mailed or faxed 
to ,customers within 24 hours of ' 
the request. 

• 	 Provide notification ofgrant 
approval status so as to 
incorporate the distribution ofa 
local press release to promote the . 
project. 

• 	 . Refer customers to the proper 
federal agency even when they 
are in need of non EDA 
assistance. 

COMMERCE 
NATIONAL TELECOMMUNICATIONS 

AND INFORMATION ADMINISTRATION 
Promotes the use of 
telecommunications ,and information 
technolOgies in the public and non
profit sectors 

• 	 National Telecommunications 
and Information Administration 

'. 	 (NTIA) will make all publicly 
available 'information accessible 
as hard copy and through free-of
charge electronic services. 

• 	 Information will be made 
available electronically at the 
same time it is released in print. 

• 	 All information posted 
electronically will be timely and 
accurate. 

• 	 NTIA staff will assist you, with 
any problems or questions you 
may have with use ofour 
electronic services. 

• 	 NTlA will monitor usage of its 
electronic delivery services to 
ensure that they are reliably 
available and capacity is sufficient 
to minimize delivery time to you. 

COMMERCE 
OFFICE OF TELECOMMUNICATIONS 

AND INFORMATION APPLICATIONS 
NTIA 

Assist state and local governments. 
education and health care entities, 
librarIes, public service agenCies. 
and othergroups in effectively using, 
telecommunications and information 
technologies to better prOVide public 
services and advance other national 
goals. 

Commitment to customers: 

• 	 We will provide you with all the 
information you need to 
understand these programs and to 
apply for funds. Our goal is to 
respond to requests for 
information within five business 
days. 

• 	 Program staff will be available at 
any step of the application 
process to provide technical 
assistance and to help ensure that 
your project proposal meets 
funding requirements. 
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: • N ctices cfavailability cf fuqds, 
funding criteria and eligibili~y 
requirements will be widely 
disseminated thrcugh mail, 
electrcnic mail and Internet 
services such as the Wcrld-Wide 
Web to. keep ycu infcrmed Jbcut 

I
these grant prcgrams. i 

• 	 Custcmers can subscribe to. 
electrcnic mailing lists to. 
autcmatically receive timely 
infcrmaticn updates frcm the 
grant programs. I 

I • Infcrmaticn abcut all successful 
i
I applicaticns frcm previcus grant 
I rounds will be available by triail 

and will be pcsted cn the Int~rnet 
to. help ycu prepare ycur 
applicaticn. I 

• 	 The grant prcgrams will ccnduct 
seminars and participate in tr~de 
shcws and ccnventicns to. I 
provide timely infcrmaticn and 
answer ycur questicns. 

ICONSUMER PRODUCT 
1 
,ISAFETY COMMISSION 

Partn'ers in Safety I 
'i Promotes cooperation between , : 
ICPSC and state and local authofities 

'I to protect the public against I 
I unreasonable risk ofdeath and I 

, injury from consumer products. 
To. serVe cur state and lccal partners: I 

'. We will develcp partnership I 
agreements with ycu to. incre*se 
ccnsumer product safety to. Y9ur 
citizens and prevent any 1\ 

duplicaticn cf effcrt. 

• 	 We will make available the mbst 
current CPSC prcgram and I 
activity infcrmaticn so. that you 

. 	 I 

I 
I 
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can respcnd quickly and 
effectively to. ycur custcmers. 

• 	 ,We will respcnd to. ycur requests 
fcr injury data, prcduct recall 
advice and educaticnal materials 
within 5 days. ' 

• 	 . We will reccgnize state and lccal 
cfficials as equal partners. 

• 	 We will value each state and 
IccalityJcr its uniqueness, ' 
reccgnizing that "cne size dces 
nct fit all. II 

DEFENSE 
OFFICE OF THE SECRETARY 
Base Realignment and Closure Activity 

Properly size the Department's base 
structure while meeting 
responsibilities to impacted 
communities. 

The Base Transiticn Office (BTO) will fccus 
cn the rapid, thcrough rescluticn cf specific 
issues. Our custcmer service standards are: 

• 	 We will respcnd to. 
. ccrrespcndence assigned cr 

written to. the BTO within 14 
days cf receipt. 

• 	 We will wcrk to. resclve issues 
raised in the Base Clcsure Status 
Repcrt (BCSR) within 60 days. 

• 	 We will provide a trained Base 
Transiticn Cccrdinatcr (BTC) at 
all majcr clcsing military 
installaticns requiring significant 
prcperty dispcsal. 

• 	 We will train and empcwer B TCs 
to. IccaJ!y resclve mcre than 25% ' 
cf the issues impeding base 
reinvestment at their assigned 
clcsing military installaticn. 

• 	 We will assist each Military 
Department to. successfully 

F ANCY7E.DOC 




convey the property at closing 
installations to local communities. 

• 	 We will assist communities in 
successfully implementing their 
approved Local Redevelopment 
Authority reuse plan. 

DEFENSE 
OFFICE OF THE SECRETARY . 

Office of Economic Adjustment 
Community Economic Adjustment 
Assistant ,. 

Provides economic assistance to 
communities. 

The Office ofEconomic Adjustment (OEA) 
will: 

• 	 Respond to all telephone inquiries 
regarding the Defense Economic 
Adjustment Program within one 
working day. . 

• 	 Respond to all written inquiries 
from the public regarding the 
Defense Economic Adjustment 
Program within seven working 
days. 

• 	 Make an initial community visit 
. to describe the Defense 

Economic· Adjustment Program 
and assess the local economic 
impacts of the DoD action within 
t.wo weeks of a request. 

• 	 Arrange and schedule site visits ' 
.within five:working days of 
requests. 

• 	 Arrange for meetings with federal 
agency representatives within 
three working days of a request. 

• 	 Process a final, complete grant 
application within seven working 
days. 

• 	 OEA hosts Federal team visits to 
communities so that community 
and Federal representatives can 

develop an action plan for 
assistance. OEA meets regularly 
with Federal representatives to 
review OEA customer 
requirements, and to ensure 
requests are afforded priority 
consideration. 

DEFENSE 
U.S. ARMY CORPS OF ENGINEERS' 
·Disaster Response and Recovery 

Supplements state and local efforts 
to save human life, prevent 

immediate human suffering; or mitigate 
property damage. 

• 	 We will infonn state and local 
officials of our policies and 
authorities, and participate in 
their emergency seminars and 
exercises when asked. 

• 	 We will provide emergency 
operations assistance (such as 
providing sandbags, pumps, 
technical assistance, etc.), when 
requested and in compliance with 
PubJic Law 84-99. 

• 	 We will provide post-flood 
assistance to include technical 
advice and assistance, debris 
clearance, debris removal, and 
temporary restoration of critical 
public facilities or services and 
identify haZard mitigation ' 
opportunities as part of our 
interagency team. 

• 	 We will provide temporary 
assistance for emergency water 
supply as a result of a drought or 
contaminated source for up to 30 
days'or until the Federal 
Emergency Management Agency 
undertakes the provision of 
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emergency water under its own 
authorities, whichever is eaf,lier. 

I 
DE~ENSE 	 '. i 
u.S.' ARMY CORPS OF ENGINEERS i 
Water Resources Operation and i 

Mai~tenance 	 I 
. Operates 234 locks, dredges ~~er. 

900 harbors, operates and m~l~tams 
383 major lakes and reservoirslor 
flood control, maintains 2,500 ; 
recreation sites, andprovides 
hydropower at 75 sites. I' 
• 	 We will publish all scheduled lock 

outages and maintain procedhres 
for notification ofunschedul*d 
outages. I 

• 	 We will coordinate and shar9 
information with federal, state, 
and local officials of potential ' 
flood conditions. I 

:. We will maintain the harbors land 
. I II rivers ofAmenca s waterways so 

that they are open to traffic. ! 
i. We will maintain all recreatio1n 
i facilities in a clean and safe j 
1 condition, and we will treat all of 
I' 	 our visitors courteously. , 
I 

DEFENSE 
I 

U.S. ARMY CORPS OF ENGINEERS .. 
Water Resources Planning, Engineeri~g, 
and Construction 

i Provides developmental capabil~ties 
for water resources projects ' 
!affecting the United States, in 
:partnership with state and local 
fcommunities. 

Water ~e~ources Planning, Engineering, anid 
ConstructIOn . 

i • 	 We will work closely with other 
federal government, state, and 
local officials to complete a 

I 
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definition of the problem with a ( 
. goal ofcompleting this activity 
for large projects within two 
years. These studies will be 
federally funded. 

• 	 We will work to develop a 
feasibility report ofpotential 
solution(s) for large projects 
within four years, for referral for 
action to Congress. These studies 
will be cost-shared. 

• 	 For those projects authorized, we 
will complete preconstruction 
engineering and design within . 
two years. The design is federally 
funded up-front. The local 
sponsor will be asked to share 
design and construction costs 
when the project is under 
construction .. 

• 	 We will provide the sponsor with 
an estimate of the construction 
costs and schedule prior to 
construction, and we will meet 
regularly with the sponsor to 
manage risks. 

DEFENSE 
U.S. ARMY CORPS OF ENGINEERS 
Environmental Management 

Incorporates ecosystem management 
considerations in all aspects ofits 
water resource projects, including 
those for navigation, flood control. 
storm damage reduction. 
hydroelectric, and recreation. 

Environmental Management 

• 	 We will work hand-in-hand with 
states, cities, and municipalities to 
fund, plan, and implement needed . 
water and environmental projects 
that meet federal criteria. 

• 	 When recommending projects, 
we will carefully weigh costs and 
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benefits to the environment with 
, economic costs and benefits, 

reconciling society's demands 
with the vital need to sustain the 
our natural environment. 

• 	 When requested by EPA or other 
federal agency; we will quickly 
apply our know-how in 
environmental engineering and 
management to investigate 
hazardous and toxic waste on 
defense sites, and clean them 
promptly and thoroughly as 

. funding allows. 

• 	 We will continue to work with 
the public and industry through 
our four research laboratories to 
develop new technological 
solutions to environmental 
concerns and to make them 
available quickly. 

ENVIRONMENTAL, 

PROTECTION AGENCY 
Administrator for Water 
State, Tribal, and Local Program Grants 

Provides grants to states, tribes and 
local municipalities to prOVide ' 
environmental protection. '. 

EPA will finalize these draft standards after 
consulting with our customers in the coming 
year. 

• 	 We will reduce the amount of 
paperwork by 25 percent through 
consolidation ofapplication and 
reporting requirements. 

• 	 We will acknowledge receipt of 
grant. applications within 10 
working days. 

• 	 For established grant programs, 
we will award grant funds within 
90 days after receipt of a 
complete grant application 
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(provided that the EPA office has 
received funding authorization). 

• We will respond to telephone, 
. inquiries on assistance matters by 
the end of the next business day. 

• 	 We will consult with states and 
tribes in a timely manner 
throughout the development of 
aU major grants guidance and 
policy documents. 

ENVIRONMENTAL 

PROTECTION AGENCY 
Environmental Permitting 

Regulates waste disposal and 
discharges into the air, water, and 
land 

EPA will finalize these draft standards after 
,consulting with our custqmers in,the coming 
year. 

For the public, state, tribal and Local 
permitting authorities, and permittees: 

• 	 We will prepare permits that are 
clear, fair, appropriate and 
effective. 

• 	 Our permitting staff will treat you 
with professionalism and 
courtesy. Our staff will be 
knowledgeable, responsive, 
cooperative and available. 

For delegated state, tribal and local 
programs: 

• 	 We will conduct relationships 
with you that are 'characterized by 
partnership, open and honest 
dialogue, efforts to empower you 
to the extent feasible and 
appropriate, and sensitivity to 
your needs ,and concerns. 

• 	 We will work with you to 
continually improve our 
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delegation processes, so th~t they 
are efficient, effective, and as 
non-burdensome as possibl~. 

.. 1
1 . 	 . ! 

I 
ENVIRONMENTAL I 
PRbTECTION AGENCY 
Pesticide Registration I 

I Provides pesticide registration I 
information I 

EPA Iwill finalize these draft standards a1ler
I 	 . I • 

consulting with our customers m the conung 
• ., I 

year.! 
I . . I 

• We will be courteous, accurate, . I 
and helpful in all dealings with 

. 	 I 

our customers. I 
• 	 We will answer telephone calls 

within 24 hours of receipt, when 
. I. 

possible. If the person recel,?ng . 
the call cannot fullyrespond,lthe 
customerwill be forwarded tp 
someone who can. 

i. 	We will try to answer all 
I 	

correspondence within 10 
working days of receipt. 
However,' if our customers h~ve 
raised questions which require 
extensive research to answer,! it 
may take us longer. If we cannot 
provide a complete reply 

I 
I 

. promptly, we will contact the: 
customer within the lO-day . 
period to explain why and wh~n 

I. they may expect a full response. . 
• We will seek opportunities to I 

I
involve all affected stakeholders 

I
prior to major regulatory or '. 
policy decisions. I 

• 	 We will provide clear and \ 
accurate information about th~ 

. I 

policies and procedures for i 
pesticide registrations and re- . 
registrations. 

i 

• 	 We will process applications and 
complete evaluations as promptly 
and as efficiently as possible 
without compromising either 
scientific quality or health and 
safety considerations. . 

• 	 We will ensure that we meet our 
statutory responsibilities to 
provide customers with easy 
access to all available information 
. on pesticides. 

• 	 We will proactively involve 
regions and states prior to . 
establishing major policies or 
making major regulatory 
decisions affecting them. 

• 	 We will undertake periodic 
surveys to find out what our 
customers think of our service 
and how we could make further 
improvements. 

ENVIRONMENTAL 

PROTECTION AGENCY 
Rulemaking 

Provide assistance and information 
in the regulatory development 
process. 

EPA will finalize these standards after 
consulting with our customers in the coming 
year. 

• 	. We will ensure that customers 
have input to the rule 
development process by 
conducting public forums and 
using electronic media and other 
forms of communication. 

• 	 We will write rules so they can be 
understood by the people who 
use and implement them. Rules 
should be tailored to the legal 
technical knowledge and 
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resources available to those ' , 
affected. 

,. 	We will'work to ensure that all ' 
members of the regulated 
community know what is 
expected ofthem. To the extent 
possible, we will notify all known 
parties who must comply with the 
rule through written or electronic 
media. 

• 	 We will include in the preamble 
of all Federal Register notices 
accompanying a proposed or final 
rule, a plain English explanation 
summarizing the problem the rule 
is trying to solve, a summary of ' 
what the rule requires, and a 
short explanation ofhow the rule 
solves the problem. 

ENVIRONMENTAL 

PROTECTION AGENCY 
Voluntary Programs 

Promotes innovative ways to 
complement traditional regulatory 
approaches to environmental 
protection by emphasizing pollution 
prevention, common sense, flexibility 
and economic performance. , 

EPA will finalize these draft standards after 
consulting with our customers in the coming 
year. 

• 	 We will always treat our 
custom~rs with professional ' 
courtesy and respect. 

• 	 We will proactively, provide our 
customers'accurate, up-to-date, 
and reliable information, 
products, and services, including 
high quality documents and 
publications. 

• 	 We will actively listen to our 
customers' concerns and needs 
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regarding our services and will 
. develop technical assistance 
services designed to address 
those needs and concerns. ' 

• 	 We will ensure that inquiries will 
be referred to the right office and 
individual in EPA, or beyond 

, EPA, if appropriate. We will, 
encourage customers to report 
back on unsuccessful referrals. 

• 	 When possible, we will make ' 
every effort"to respond to 
inquiries for information within 
two business days and for more 
complex inquiries within five 
business days. 

• 	 We will strive to make 
information available through 
various channels, including 
electronic media, faxes, and 
intermediaries such as state 
assistance organizations, trade 

, associations, and state agencies. 

• 	 We will recognize, reward, and 
publicly acknowledge the 
accomplishments of our 
customers who achieve success in 
voluntary programs. 

• 	 We will make every effort to 
streaniline and make customer' 
reporting requirements as 
practical and least burdensome as 
possible. 

HEALTH AND HUMAN 

SERVICES 
ADMINISTRAnON ON AGING 

Provides grants to agedpopulation 

• 	 Administration on Aging (AOA) 
will distribute funding under the 
Older Americans Act fairly and 
objectively, according to the ' 
requirement oflaw. 
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I' 
• 	 AOA will assure complete I 

accuracy in its official grant ifiles 

• 	 For periodic financial report:s, 
AOA will strive to have at least 

. 90 percent of reports receiv~d on 
time, and will follow up witlpn 
two weeks on reports that are not 
received when they are due. ': 

!.. AOA will track grants on a i 
\ . monthly basis for those ready for 

close-out. Outstanding sum~ 

. identified at close-out will b~ 

reported to the Department's 

I 


Payment Management systertI 

within one week of close-ou{ 


:. 	AOA will provide the aging i 
network information and 
technical resources by 
establishing resource centers land 
other institutions that providJ the 
help the network needs to as~ure 
high quality services for olde~ 

I 

Americans. AOA will make i 

every effort to respond to I 
requests by the network to i 

specialize in those areas wherb 
help ·is critically needed. \ 

i. 	AOA will work with the aging 
I 

network to implement a new I 
system of information collection 
that will provide accurate and i 
reliable data about older i 

\ American Act programs. ! 

;•. Following the implementationlof 
the National Aging Program I 
Information System, AOA wil' . 
assure that the data is analyzeq to 
identify trends and project the i 
needs of older Americans. . 

• 	 AOA will provide to the aging! 
I
I network with the most accurate, 

up-to-date demographic I 
information available. ! 

I 
I 
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• 	 AOA will make information 
available upon request to the 
aging network in various formats 
on a wide range of subjects of 
professional interest. 

• 	 AOA will work with States and 
Tribal grantees to identify areas 
ofweakness in program 
administration under the Titl~ III, 
Title VI, and Title VII and 
technical assistance resources 
available to correct any 
deficiencies identified. 

• 	 AOA will provide answers to 
routine policy questions within 45 
days, and will provide a time 
frame, not to exceed 120 days, 
for more complicated questions. 

HEALTH AND HUMAN 

SERVICES 
HEALTH CARE F'INANCING 

ADMINISTRAnON 
Medicare and Medicaid 

Manages the Medicare and 
Medicaid programs. 

Written responses 

• 	 We will answer your written 
inquiries within 30 days of 
receipt. If, on rare occasions, we 
have reason to believe that 
responding will take more that 30 
days, we will acknowledge your 
inquiry within ten days. 

Telephone standards 

• 	 We.willrespond to your 
telephone inquiries in a pleasant 
and helpful manner. We will 
provide and immediate answer 
whenever possible, a firm 
commitment as to when an 
answer can be provided, or, at 
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you request, and accurate referral 
to the proper party or a return 
call from someone who can help 
you. On at least 80% of your 
calls, you will be "on hold" for 
less than two minutes. Calls 
made in off hours will be returned 
the next business day. 

Information needs 

• 	 We are reviewing all of our 
publications and notices to assure 
that they can be understood by 
our customers. Our proposed 
changes will have customer input, 
as will their evaluation. By the 
end oftbis year, we will begin 

- introducing our revised 
communications. 

Claims processing (Medicare) 

• 	 We will process your claims for 
service accurately and within the 
times provided for in the law. If 
you are dissatisfied with the 
action we take on your claim, we 
will process your appeal 
accurately and within the times 
established in our published 
standards for contractors, and we 
will reduce the paperwork burden 
associated with appeals. 

• 	 We will provide you with more 
consistent determining on your 
-claims by improving and 
simpJifYing our claim processing 
system. 

Customer satisfaction 

• 	 We will measure your satisfaction . 
with Medicare, Medicaid and 
managed care plans through the 
use ofcustomer surveys, focus 
groups, public comments, 
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meetings with customer 
representatives, etc. 

• We will seek your ideas and the 
\ assistance of voluntary 

membership groups representing 
your interests in setting standards 
and evaluating our performance. 

• 	 We will accurately identifY those 
segments ofour customer 
population which may have 
special needs related to vision, 
hearing, mobility, literacy, the use 
ofEnglish, health status and other 
factors. We will make a special 
effort to discover and define 
these needs and will strive to 
provide reasonable 

. accommodations and access to 
services and program 

/" 	 information. We will employ 
people qualified to address these . 
challenges, and then encourage 
inclusive and innovative thinking 
in our workforce. 

Health issues 

• 	 We will prepare and distribute 
clear, understandable materials 
about the benefits and 
disadvantages of the managed 
care option, including 
performance data about 
individual plans, to assist 
customers in their heaith care 
decision making. 

Medicaid special standard 

• 	 HCFA will encourage all States 
to establish customer service 

. standards for Medicaid, and we 
will work with them to assure a 
goal of continuous improvement 
in customer service and program 
administration. 
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Heal~h care quality 

: • We will provide doctors an4 

! 	 . I 

hospitals with information they 
. 	 b Ican use to gIve etter care to Ol~r 

beneficiaries, and we will m9nitor 
the effect of those activities.! 

We ~iIl expedite our investigative and tase 
review process as much as the law will i 
permit when a complaint involves quality 
Issue~. 	 ',I 

: • 	 We will respond to verbal or 
! 	 written complaints from ! 

beneficiaries or their ,", I 
representatives by mailing a I 
complaint form to them withln 
two working days 'of the : 
telephone contact or responding 
in writing to written,beneficiky 
complaints within 10 workink 
days. 	 . 

Program administration 

• 	 We will fully investigate all i 
potential program fraud and • 
abuse leads to protect agains~ 
unnecessary expenditures. ! 

• ' We will work assiduously with 
I 

our customers to identifY and 
I 

implement creative and effective 
approaches to improving our: 
programs and our performance. 

HOVSING AND URBAN II 

DEVELOPMENT 
OFFICE OF COMMUNITY PLANNINai 

AND DEVELOPMENT 
I 	 . . . . . 

Community Planning. I 
! Stimulates community development , 	 II through grants and loans to states, 
j. 	 I

I ' 	 • 
localit~es, and nonprofit organizations. I 

mID ~as provided a point of departure ~or' 
field offices in setting standards. Field offices 

: 
:
I . 
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are to take into account their local situation. 
. Standards are to address these areas: 

• 	 Caring' and cominitment. A 
critical, but perhaps 
unmeasurable, standard for 
treating customers is the 
intangible factor of motivation to 
achieve the underlying mission of 

the DEPARTMENT: 

CARING ABOUT THE 

NEEDS OF CLIENTS OF 

HUD AND HELPING 
, 

THEM SOLVE THEm 

PROBLEMS. 
• 	 Timeliness. A common standard 

for customer service is timeliness. 
An important CPD standard 
established in the Consolidated 
Plan rule for responding to local 
partners is that CPD has 60 days 
to review the plan. Section I cites 
a timeliness standard imposed on 
grantees, in response to customer 
complaints from the public, of 15 
working days. 

• 	 Flexibility in methods of 
achieving goals. CPD should 
allow its local partners flexibility, 
within the framework of the 
statutes, to achieve goals. 

. 	 • Performance orientation. CPD 
should help ensure that our local 
partners produce results that 
serve our clients. 

• 	 Courtesy and respect. Every 
mID customer deserves respect 
and courtesy. 

• 	 Honesty and integrity. Strict 
adherence to the federal 
government's ethics code and the 
department's own standards of 
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conduct is a critical part of 
maintaining proper relationships 
with' customers', 

• 	 Fairness and impartiality: 
Customers are entitled to equal 
treatment with respect ,to the 
services for which they are 
eligible. 

• 	 Information accuracy and 
availability. HUD customers rely 
on accurate, timely, arid complete 
information concerning CPO, 
HUD, and fe~eral programs. 

• 	 Clarity. Communication with the 
public, state, and local partners 
should be in terms that the 
general public can understand. 

• 	 Competence. In order to provide 
accurate and timely information, 
CPO staff should be 
knowledgeable in the program 
areas or processes for which they 
are responsible. 

• 	 Partnerships and entrusting 
authority. Partnership is the 
emphasis in CPO in working with" 
state and local governments and 
nonprofit agencies to serve end-
users. 

• 	 Responsiveness to needs of end
users. The needs oflow- and 
moderate-income end-users of 
CPO program assistance vary 
from place to place and change 
over time. 

• 	 . Accountability. With greater 
decentralized authority to the 
field comes greater' 
accountability. 

• 	 Evaluation and feedback. Part of 
any effort to improve 
:performance in service clients 
should be systematic evaluation 

. and feedback to improve service. 

HOUSING AND URBAN 

DEVELOPMENT 
OFFICE OF FAIR HOUSING AND EQUAl 

OPPORTUNITY 
Fair"Housing Assistance Program 

Implements fair housing poliCies and 
enforces fair housing laws. 

, 
Body: 

' 

Grants administration: 

• 	 Cooperative Agreements and 
pertinent attachments and 
appendices will be written in 
easily understood language wjth 
reimbursement requirements and 
time frames clearly set out. 

• 	 We will provide continuous 
technical assistance. 

., .We will provide updated 
iDformation and materials that 
assist in carrying out the 
'provisions of the Cooperative 
Agreement. 

Certification processing: 

• 	 Technical assistance will be 
provided to agencies seeking 
certification. AU requests will be 
acknowledged within six months. 

• 	 Send agency's law or ordinance 
within three working days to the 
Office ofGeneral Counsel for 
legal'analysis so an agreement 
between HUD and partner may 
be executed. 

• 	 Advance notice will be given of 
the date and documentation 

,required for on-site technical 
.assistance and. performance 
assessment visits. . 
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-,I 'I 

I 

Perf~nnance assessment: I 


• 	 We will provide guidance on 
criteria to be used to assess I 

: 
agency's perfonnance. I 

I 
Joint!investigation's> 	 i' 

• 	 All joint investigations will be 
completed within 150 days. i 

I 

1 	 I 

Referral of complaints: . I 


. ! • Referrals will be made in writing 

i within five business days of Hun 


receipt of complaint. i 

• 	 Determinations regarding I 

jurisdiction under the. Fair I 
Housing Act will be madeo~ all 
complaints before referral.' I 

• 	 Approvals and closures of ac~ive 
cases by HUD reviewers in the 
field offices will be made 90 tIays 

. I 

after receipt of the case. I 
'. In-depth reviews of closed . 

complaint files will be completed 
within six weeks. ! 

I 
:. 	All dual-filed' complaints willi 

contain a HUD case number and 
i 

an agency case file number. 
I 
I 

'Technical assistance:· " \ 

I. 	We will provide guidance on I 
drafting legislation. 

i. We will provide guidance on \ 
enforcement activities. I 

:. We will provide testimony to I 
legislators. I 

!. 	 We will provide assistance to I 
agencies seeking certification.: 

. . d I' 'd 	 ITnurung an po ICY gut ance: I 

!. Partners are to receive all 
infonnation in an easily 
understood fonnat and language. 

I 

I 
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• 	 Technical assistance activities and 
materials provided will be timely 
and usefuL 

• 	 ,We will provide updated and 
adequate policy guidance. 

• 	 We will provide training to 
improve-investigative' skills', 

\ 

HOUSING AND URBAN 

DEVELOPMENT 
OFFICE OF FAIR HOUSING AND EQUAL ' 

OPPORTUNITY 
Fair Housing Initiatives Program 

Assists projects and activities 
designed to enforce and enhance 
compliance with the Fair Housing 
Act and substantially equivalent 
State and localfair housing laws_ 

Customers ofthe Fair Housing Initiatives 
Program (FHIP) can expect the following 
customer service standards. 

Administrative: 

• 	 Provide guidance in implementing 
activities. 

• 	 Provide guidance in how to 
prepare reports and other 
"deliverables" , 

• 	 Provide guidanc:e in how to 
prepare applications and 
"outcome" documentation, 

• 	 Provide timely responses to 
qu~stions, concerns, vouchers 
and reports'submitted for review. 

Financial Matters: 

• 	 Provide technical assistance in 
compliance with OMB Circulars 
and HUD regulations. 

• 	 Provide training in financial 
management, 
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• 	 Provide technical assistance in 
preparing budgets. 

• 	 Provide timely payment of 
vouchers. 

Programmatic: 

• 	 Provide training for potential 
applicants during the NOF A 
period. ' 

• 	 Provide information about the 
benefits of funded projects to the 
community in enforcing fair .' . 
housing. 

• 	 Communicate with prospective 
. applicants on the status of their 

applications. 

• Provide technical assistance 
. . telephonically regarding HUD 

regulations and program 
concerns. 

• 	 Select grantees and award grants 
expeditiously. 

• 	 Provide thorough/adequate 
evaluation of deliverables given 
to department by grantee.. 

• 	 Provide concise and accurate . 
. notification ofNO FA's and 
application requirements. 

General: 

• 	 Every customer is entitled to 
courteous treatment. 

• 	 . Every 'customer should be 
provided additional assistance 
should the need arise. 

• 	 Provide adequate telephone 
coverage throughout the business 
day to receive calls and answer 
questions. 

• 	 Provide an interim response when 
. a complete response requires 
additional time for research or . 
there is a heavy workload. 

• 	 Solicit feedback and react to 
customers'. comments. 

• 	 Train all employees regularly on 
customer service. 

• 	 Encourage teamwork and assure 
that all staff are thoroughly 
informed. 

• 	 Provide basic program training to 
clerical staff, particularly those 
who deal with the public. 

• 	 Assure that each person in the 
organization conducts 
himselflherself as a professional. 

HOUSING AND URBAN 

DEvELOPMENT 
OFFICE OF FAIR HOUSING AND EQUAL 

OPPORTIJNITY 
Regulatory Initiatives and . Federal 
Coordination 

To further fair housing through 
development ofregulations and 
other guidance, administration of 
Executive Order J2892, and . 
innovative projects to involve other 
federal agencies in removal of 
barriers to hous,ing choice. ' 

Customers of the Office ofRegulatory 
Initiatives and Federal Coordination include 
the lending and insurance industries, 
consumer advocates, fair,housing and civil 
rights groups, government officials,the 
press, members of protected classes, and the 
general public. They can expect the ' 
following customer standards. 

Administrative: 

• 	 Provide guidance on interpreting 
fair housing law through the 
publication of proposed 
regulations governing lending and 
Insurance. 
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• 	 Provide substantive comments on 
I 

proposedHUD regulations :and 
policy regarding fair lending and 
insurance matters. I 

j • 	 Provide substantive commehts on 
proposed legislation regardihg 

I 
• I fair lending and insurance I 

matters: 


, • Provide training and 
 1\ 

infonnational briefings as 
requested to HUD employees, 

, lending and insurance industries, 
consumer advocacy, fair hotising 
and civil rights groups, I 
government officials, the prdss, 

, 	 I 

members of protected classe~, 
and the general public. 

• 	 Provide timely responses to 
questions and concerns of ' 
customers regarding fair lending 
and fair insurance practices. I

I 

I 	 I 

Gener;al: 	 \'I. Every customer is entitled to 
courteous treatment. 

• 	 Every customer ~hould be 
provided additional assistance 
should the need arise. I 

:. 	Provide adequate telephone 1 ' 

coverage throughout the business 
I

day to receive calls and answer ' 

! .' question~. \I. Provide an interim response when 
a complete response requires \' 
additional time for research ot 
there is a heavy workload. ! 

I. 'Solicit feedback and react to \ 
, customers' comments. . I 

!. Train all employees regularly on 
!. customer service. i 
!. Encourage teamwork and ass¥e 

that all staff are thoroughly I 
informed. I 

I 
\ 

I 1 
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• 	 Provide basic program training to 
clerical staff, particularly those 
who deal with the public. . 

• 	 ' Assure that each person in the 
organization conducts 
himselflherselfas a professional. 

HOUSING AND URBAN 


DEVELOPMENT 

OFFICE OF HOUSING - FAIR HOUSING 

ADMINISTRAnON 
Mortgage Assignment Program, 

Mortgage Approval Process, 

Rehabilitation Mortgage Insurance, 


, Section 203(k) 
Stimulates housing through direct 
financing, loan guarantees, interest 
rate subsidies, mortgage insurance, 
etc. 

You can expect our employees to meet the 
following standards: 

Respect: 

• 	 Every customer is entitled to 
courteous treatment. 

• 	 Every employee represents the 
Office of Housing. 

• 	 Display name plates or wear 
name tags as appropriate. 

• 	 IdentifY yourself and your 
organization every time you have 
a customer. 

• 	 Don't drop the ball- direct 
correspondence and telephone 
calls to the correct party. 

• 	 When transferring a customer, 
take time to reassure the 
customer that assistance can be 
obtained by speaking with 
another party in the office and 
that they are not being shuffled 
around. 
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• 	 After assisting a customer, offer 
to provide additional assistaD:ce at 
a later time should the need arise. 

• 	 Provide a "real person" 
alternative to all voice-mail 
messages. 

• 	 Strive to provide foreign 
langUage alternatives and 
alternatives for the deaf and blind, 
when necessary. 

Quality products: 

• 	 Provide all available information 
to a customer on the first call or 
letter; ensure that all questions . 
are answered. 

• 	 . Write in plain English, not . 
technical or government jargon. 

• 	 Follow-up regularly to ensure 
that quality ,products are 
provided. 

• 	 Advise customers/partners in. 
writing when new policies or 
changes are being considered; 
involve them in the development 
phase. 

• 	 Consider the needs of 
customers/partners when 
developing products and 
procedures. 

• 	 Apprise customers/partners of 
operational problems, e.g. don't 
wait for the customer to call only 

.to be told the system they need is 
down. 

• 	 Reach out to customers - go to 
their place of business when 
possible; conduct regular 

, conference calls. 

• 	 Include' a contact name, 
organization, telephone number, 
and effective date on every 
document, e.g. handbook, 

Mortgagee Letter, congressional 
and general correspondence. 

Timely service: . 

•.. Ensure adequate telephone 
coverage throughout the business 
day; answer all phone calls by the 
third ring. 

• 	 Respond to all telephone inquiries 
within 24 hours. 

• 	 Respond to written 
correspondence within 10 
working days. 

• 	 Provide an interim response when 
a complete response requires 
extra time for research or there is 
a heavy workload. 

• 	 Provide "}-800" customer service 
numbers when possible and 
economically feasible. 

Results: 

• 	 Establish quantitative customer 
service goals and incorporate 
them into performance standards 
and Housing's Plan where 
possible. 

• 	 Establish quantitative processing 
standards for each program or 
function. 

• 	 SoliCit feedback and react to 
customer comments. 

• 	 Train all employees regularly on 
customer service initiatives. 

• 	 Institute random supervisory 
quality control checks to ensure 
that appropriate and adequate 
customer service is provided. 

• 	 Encourage teamwork so all staff 
are thoro'!lghiy informed. 

• 	 Provide basic program training to 
clerical staff, particularly those 
who deal withthe pUblic. 
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I 
I 
I 

I 
. 	 I 

• 	 Include in t he headquarters 
telephone directory and eadh field 
office telephone directory al 

contact name and telephone 
I

number for each program area, 
e.g., Single Family Mortgage 
Servicing, John Doe, 708-0000. 

. ' 
• 	 Always conduct oneself as a 

representative of the I 
organization. 

Mortgage Assignment Program 

I . . . i 
The following customer service standard is 
used iby field office staff in handling I 
customers who are seeking' relief: ! 

. • Customer receives written nbtice 
. from the mortgagee that their 

• • I 

mortgage IS 10 default. The letter 
outlines the eligibility i 
requirements for the Mortgage 
Assignment program and giyes 
the Customer 15 calendar days to 
contact the HUD field office~ 

i .• 	Customer contacts field office 
I 	 staff and requests acceptance in 

the Mortgage Assignment ! 
Program. i 

• 	 Staff identifies documents ne!eded 
to make eligibility determination 
and schedules a conference Jrith 
the customer. i '. 

• 	 Staff completes analyses' of I 
documents prior to conference. 

I 	 I 

I. Decision on acceptance into the 
: Mortgage Assignment prognim is 
I . made within 90 calendar da:y~ 

from the date of the customet's 
initial telephone call to the d~te of 
final decision. . 

Mortg~ge Approval Process i 

:. Processing time from the datJ of 
receipt of the application package 
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to date of final approval/rejection 
is 45 calendar days. 

Rehabilitation Mortgage Insurance, Section 
203(k) 

Mortgagees (partners) make Section 203(k) 
loans available because HUD insures the 
mortgage before rehabilitation work is 
completed. Ifyou are the mortgagee, you 
can expect us tq meet this standard: 

• Processing is competed and a 
. mortgage insurance certificate is 
issued to the Mortgagee within 
10 daysofHUD's receipt of the 
closed loan. 

HOUSING AND URBAN 

DEVELOPMENT 
PUBLIC AND INDIAN HOUSING 
Subsidies for Public Housing 

A partnership between federq.l, state, 
and local governments, with the 
federal government prOViding 
subsidies andregulations on project 
operations. . 

Standards for our PIH partners include the 
following: 

• 	 PIH offices should be open to the 
public and available to do 
business during conventional 
work hours as that concept is 
defined locally. 

• 	 Any PIH staff person receiving an 
incoming inquiry -- by telephone, 
letter, or personal contact -
"owns" that inquiry until the 
substance of the inquiry has been 
conveyed to the office or 
individual responsible for a 
substantive response. 

• 	 During business hours, customers 
inquiring in person should wait 
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no more than two minutes to be 
greeted and given an idea of 
when a technical person will be 
available to respond. 

• 	 During business hours, all 
telephone calls should be 
answered by a person within 
three rings. 

• 	 To the maximum extent possible, 
PIH field offices and 
headquarters offices will have a 
live person responsible for 
answering the telephone, 
promptly, every minute of the 
business day, including "flex
time" hours. 

• 	 Each office will establish a 
procedure whereby the principal 
receptionist or other telephone
answerer has a regular back-up, 
and a mechanism by which the 
regular lets the back-up know 
that he or she is "on call," so to 
speak. 

.• 	 Messages left by phone or in 
person should be returned by the 
time promised by the message 
taker or within a half-day ofthe 
respondent's return to the office. 

INTERIOR 
BUREAU OF INDIAN AFFAIRS 

Oversees lands and monies held in Trust 
for Indian and Alaskan Natives 

Serves as the steward for Indian and 
Alaskan Native lands and monies 
held in trust by the United States. 

By the end of fiscal year 1995: 

• 	 We will provide you with up-to
date information about the status 
of your claim, application, case or 
inquiry on the day of your visit to 
our office. 
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• 	 We will answer your telephone 
call in a pleasant, courteous 
manner and be responsive to your 
questions. We will return your 
phone call by close of business 
the next work day. Ifwe are not 
able to assist you, we will direct 
you to the necessary office that 
will help you. 

• 	 We will respond to your written 
inquiries within five days of 
receipt ofyour letter and we will 
seek resolution of your problems 
within 30 days. 

• 	 We will consult with and provide 
feedback to you regarding 
education issues under 

. consideration through regularly 
held regional education 
consultation meetings. 

• 	 We will develop all new rules and 
regulations in partnership with 
tribes. 

• 	 We will establish a formal 
consultation process through 
whichcomments and concerns by 
tribal governments will be sought. 

INTERIOR 
OFFICE OF TERRITORIAL AND 

INTERNATIONAL AFFAIRS 
· Coordinates Interior's international 

. activities and represents the 

department's position in the development of 
U.S. foreign policy. 
Policy: 

• 	 We will consider all policy 
analysis important, regardless of 
whether our role in the process is 
large or small. We will participate 
in the process fully, courteously, 
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. 	 . d' . II 
ProfessIOnally, an In a tIme y

Imanner. . 	 I 

We will analyze andlor coordinate all P~liC)l
analysis at the highest appropnate level 
und~r the following guidelines: I 

• 	 . if the analysis requires our vrritten 
participation, we will do so ! 
within 15 business days of Qur 

, • 1

concluding the analysIs or i 
coordination. I 

, • 	 if we may communicate the I 
analysis by telephone, we will do 
so on the day on which we ~ave 
concluded the analysis or . 
coordination or the day 
following. 

Political: 
i • We will parti.cipate in interagency 

review and discussion of an~ and 
all requests that you make fqr 
greater self-determination arid 
those issues which involve y~ur 
political relationship with the 
Uruted States, and we will I 

respond in a timely and 
professional manner. . I 

• When this review or discussibn , 
produces public written' '. i 

comments, we will provide ~ou 
with them within 15 business 
days of their production. I 

I 	 I 
Social: . I' 

,. 	We will help you present yo~r 
health, education, and publicI 
safety. goals to other federal I 
agencIes.' I 

:. 	We will develop partnership 1 . 

agreements with you and other 
• 	 • I 

appropnate federal agencIes or 
consultants to address your goals. 

I 
I 

I 
 I 
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• 	 We will work with other federal 
agencies to achieve maximum 
flexibility in federal programs and 
grants to achieve your goals. 

Economic: 
• 	 Within 15 business days; or 

sooner if the situation warrants, 
we will bring issues involving 
federal law or policy to the 
attention of appropriate federal 
agencies .or interagency groups. 

Environment: 

• 	 Within 15 business days of 
written receipt, we will present to 
other federal agencies your 
concerns about federal 
environmental policies. 

• 	 We will solicit your comments on 
new initiatives related to the 
environment within seven 
business days of its being released 
to the pUblic.. 

• 	 We will provide you 
opportunities to interact with 
other federal agencies on 
environmental issues. 

Budget and payments: 

• 	 We will consider all insular 
requests for discretionary funding 

.in formulating the annual budget 
for Territorial and International 
Affairs. 

• 	 We will include all mandatory 
funding in the budget consistent 
with the appropriate law or 
. administrative requirement. 

• 	 Each spring we will send a letter' 
to the leaders of each insular; 
government inviting their input 
within 30 business days. 
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• 	 We will coordinate with the 
congressional appropriations 
committees to ensure you have 
the necessary information to 
participate in congressional 
hearings on the budget. 

• 	 We will immediately inform you 
of congressional action on the 
budget, including report 
language, as soon as the 
Appropriations Committees allow 
us to do so. 

• 	 Within 20 days after we have 
received an appropriation; we will. 
prepare and issue those grants 
approved by Congress for 
specific non-discretionary 
purposes (such as government 
operations and capital 
improvement grants). 

Grant payments: 

• 	 All grant payments to insular 
governments will have attached a 
copy of our drawdown 
procedures and forms. 

• 	 We will process all complete 
drawdown requests within 48 
hours of receipt. 

• . If approved, we will send a 
facsimile copy of the approved . 
request to the appropriate insular 
offiCial who originated the 
drawdown request. Department 
of the Interior and U.S. Treasury 
policies and practices require 
. actual payment to be made within 
three business days. . 

• 	 If disapproved, we will send a 
written statement regarding the 

. reasons for disapproval to the 
appropriate insular official. 

Mandatory payments: 
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.• 	 Compact ofFree Association: 
Under the terms of the Compact, 
each freely associated state will 
receive advance riotice of the 
amount of payment to be made 
on the first day of the fiscal year 
and the first day of each quarter. 

• 	 Advance Payments of Taxes to 
Guam and the Virgin Islands: 

We will make the advance payment before 
the beginning of the next fiscal year (October 
1). 

. We will send a letter to the governor of each 
insular area asking for the governor's 
estimate ofcollections for the coming fiscal 
year for which the advance payment applies, 
with adequate justification and supporting 
documentation. We need this information by 
September 1. 

Ifwe cannot accept the estimate submitted 
by the governor, we will inform the governor 
in writing within one week, giving the 
specific reasons for rejection of the estimate 
and the amount of the advance which we will 
pay iffurther.information is not received. 

Discretionary assistance: 

• 	 We will acknowledge all 
complete requests for . 
discretionary program assistance 
within five business days of 
receipt, and we will review them 
within 30 business days of 
receipt. 

• 	 We will return for resubmission 
or additional information any 
incomplete requests within 15 
business days of receipt. 

.• 	 We will send written approval 
(including all grant or funding 
documents), or disapproval 
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(including reasons for , 
disapproval), to the applicafIt 
within 60 business days of rbceipt 
of the completed, application. 

\ 

Inqutries and communications: I 

We consider all inquiries important, 
regai;dless of source, and we will exercise 
due diligence to ensure that inquiries ar~ 
responded to fully, courteously, . I 
prof~ssionally, and in a timely manner. ! 

, " 	 L 

I • All inquiries will be responded to 
at the highest appropriate le~el 
under the following general I' 

guidelines. I 

• 	 All letters will be responded 1to 
within 15 business days. I 

• 	 All requests for printed 
information, documents, and/or 
other written materials will ble 
completed within five business 
days after we receive the reqhest. 

• 	 All i~coming telephone calls ~ill 
receive a response on the day, 
received, or at the latest on the 

I following business day. \ 
;. All letters will contain the name 

and telephone number ofon~ or 
more of us who can answer \ 
questions or provide additional 

I information on the issue. II. OUf informational materials on 
insular issues will be made I 
available to the requester withln 
five business days after we ! 

• 	 I 

receIve the request, unless the 
materials are out of print and if , 	 I' 

so, we will replenish the stock as 
I quickly as possible. I 

:. We will publish our OTIA I' , 

FLASH FAX of breaking 
information approximately ~ice 
a month. We will automaticatly 

I 

I 
.1 
I 	 \ 
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send it to those whom we know 
are interested in insular issues and 
to those who request it. 

• 	 We will review and process 
within six hours of receipt all 
requests for foreign travel by 
departmental staff 

JUSTICE 
COMMUNITY RELATIONS SERVICE 
'Conflict Prevention and Resolution 
Program 
Racial and Ethnic Conflicts 

Resolves racial and ethnic conflicts' 

• 	 We will clearly explain the 
process that CRS uses to address 
racial and ethnic conflicts, and 
our role in that process. 

• 	 ,We will provide opportunities for 
all parties involved to contribute 
to, and work toward, a solution 
to the racial or ethnic conflict. 

• 	 If you are a participant in a CRS 
training session or conference, we 
will provide useful information 
and materials that will assist you 
in preventing or minimizing racial 
and ethnic tensions. If you would 
like more information, we will 
work with you to identify 
additional materials to meet your 
needs, within three weeks of 
learning of your need. 

• 	 We will be prepared to provide 
. on-site services in major racial or 
ethnic crisis situations within 24 
hours ofwhen your community 
notifies CRS or CRS becomes 
aware of the crisis. 

• 	 In non-crisis situations, we will 
contact you within three days of 
when your community notifies 
CRS or CRS becomes aware of . 
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the situation, to discuss your 
request for CRS services. 

'JUSTICE, 
FEDERAL BUREAU OF INVESTIGATION 
Uniform Crime Reports Program 

Provides information on crime in the 
United States· 

• 	 The Crime in the U.S. report will 
be published in the fall of each 
year. 

• 	 Report updates will be published 
semi-annually in April and 
October of each year .. 

• 	 If you are a member of the public, 
you may obtain copies ofthese 
reports for a fee by contacting. the 
Superintendent of Documents, 

, Government Printing Office. 

'. 	To receive customized reports, , 
you may contact our program 
staff, which will facilitate a 
response to your inquiry as soon 
as possible in written or 
electronic form. 

When fully operational" the National 
Incident-Based Reporting System program 
will provide the following services: 

• 	 Data on 22 crime categories 
made up of46 specific crimes will 
be collected (current system 
collects'data on only eight crime 
categories) . 

,. 	 Information on every crime will 
be collected separately (current 
system uses a summary report, 
which reports only the worst 
crime in a multiple offense 
situation). 

• 	 Age, sex, race, ethnicity, etc. will 
be reported for victims and 
witnesses ofall crimes, which will 
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allow for better analysis (current 
system reports this information 

,only on certain crimes). 

'. 	 System will provide the ability to 
quantify drug seizures in 
relationship to drug arrest· 
(currently not available), 

• 	 . Information will address such 
issues as hate crimes; ~hite-collar 
crime~ domestic violence, abuse 
of the elderly, etc. (currently not 
available in surrimary system). 

LABOR 
EMPLOYMENT & TRAINING 

ADMINISTRATION 
Employment and Training Services 

Provides employment and training 
services for unemployed persons and 
issues cash benefits. ' 

ETA is consulting with its partners about 

performance goals for FY 1996. 

In FY 1995 ETA made the following pledges 

to is customers: 


• 	 We will improve the promptness 
of our response to your requests 
of information and assistance 
while maintaining the high quality 
of those responses. 

• 	 We will make grants-related 
decisions in compliance with all 
legislated and regulated timelines 
100 percent of the time. 

• 	 Within 45 da},'s of your funding 
request, we will notify you of 
funding decisions for JTPA Title 
III National Reserve Account' 
grants. 

• 	 Within 30 days of receipt, we will 
. 	notify you of our decisions on 

your request for modification of 
your JTPA Title III National 
Reserve Account grants. 
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• 	 Within 30 days of receipt, ~e will 
notify you· of decisions on your 

I 

requests to modify your Indian 
. I 

and Native American, Migr4nt 
and Seasonal Farm worker, 'or 
'Older Worker program gr'ts. 

I 
I 

LABOR 
MINE SAFETY AND HEALTH 
ADMINISTRAnON 

Manages mine safety program 
I 

• 	 We will work with state andjlocal 
institutions and associations to 
provide miners with useful, ~ 
understandable information~bout 

I 

I mining, health and safety i 
t 
I 

I 


TRANSPORTATION . 
. 	 i 

FEDERAL AVIATION ADMINISTRATION 
Airp~rt Grants . ,., 

i Works in partnership with the : 
: aviation community in determinirg 
: the most prudent use offederal and 
! local funds to support the existirlg . 

andfuture airport development 
; needs. 

The FAA will: 
I 
;. 	Respond to any request to bel 

• 	 j 

mcluded in the National Plan of 
Integrated Airport Systems I 
within 10 working days. I 

i. 	Conduct special workshops and 
seminars and participate in st~te 
aviation and airport user gro~p 
meetings whenever requested! to 
provide advice and receive I 

comments on planning and I 
development guidelines. 1 

'. 	Update our advisory circulars to 
reflect the current state of the! 
industry whenever changes ar~ 
made to the airport developm~nt

I 

standards. 	 : 
I 

I 
: 	

I 
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• 	 Consider all requests for airport 
inspections within 30 days to 
determine conformity with 
Federal standards. 

• 	 Conduct local joint planning 
conferences, as requested, and 
take necessary follow-up actions. 

• 	 Coordinate Airport Capital 
Improvement Plan formulation 
. with airport sponsors on an 
annual basis. 

• 	 Respond within 30 working days 
to requests for assistance 
regarding, airport development 
needs. 

TRANSPORTATION· 
FEDERAL AVIATION ADMINISTRATION 
Civil Aviation Security 

To protect the traveling public in air 
transportation throughout the world. 

Our commitment to you: 

FAA will: 
• 	 Always seek input from an 

coordinate with all stakeholders 
before amending the Federal 
Aviation Regulations and security 
programs. 

• 	 Have Federal Security Managers 
at 19 major airports in the U.S. to 
coordinate security measures, 
policies, and programs. 

• 	 Have agents at airports across the 
country to conduct continuous 
inspections and investigations of 
security measures, to share 
results immediately upon 
completion, and to ensure 
corrective action. 

• 	 Provide Federal Air Marshals for 
in-flight security on selected 
flights for U.S. airlines. 
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• 	 Conduct hazardous materials 
surveillance and inspection of all 
air carriers serving the United 
States to ensure safe handling. 

• 	 Provide training and support for 
K-9 explosive detection teams at 
major airports. 

• 	 Collaborate with FBI, Drug 
Enforcement Adniinistration, and 
U. S. Customs to develop 
strategies and state-of-the-art 
techniques for drug interdiction. 

TRANSPORTATION 
FEDERAL HIGHWAY ADMINISTRA nON 
Motor Carrier Safety 

Ensures safety on America's 
highways and the safety ofthe 
vehicles 

using the highways. 

• 	 We will inform you on every 
major change in motor carrier 
regulations by providing you with 
a copy of, or information 
describing, the new regulations, 
or by conducting industry 
briefings. 

• 	 We will provide information 
about regulatory changes to trade 
associations, trade press, and 
other motor carrier publications. 

• 	 You will receive information 
regarding changes in motor 
carrier regulations during our on
site reviews of your operations . 
. You will also receive the specific 
information and materials needed 
to help you comply with the 
safety regulations. 

• 	 When you call or write to us 
requesting information, we will 
provide the information to you 

within five working days of 

, receiving your request. 


• 	 We will work with state motor 
carrier safety enforcement 
agencies to ensure no duplication 
in the scheduling of on-site 
reviews. 

• 	 We will review your accident 
records and provide an accident 
prevention package to motor 
carriers that are experiencing 
accidents regardless of your 
safety compliance. 

• 	 Ifyou are a hazardous materials 
or passenger carrier and receive 
an unsatisfactory safety rating as 
a result of our review, we will 
conduct a follow-up review 
within 45 days, as requested, to 
ensure you the opportunity to 

'remain in business. 

• We will periodically collect 
information from the entire motor 
carrier industry which will allow 

, us to better serve you. The 
information request will ask if 
you are still in the motor carrier 
business, whether the nature of 
your business has changed, and 
how we can improve the 
information. and technical 
assistance we provide to you. 

,. 	 We will work with state motor 
carrier regulatory agencies, 
insurance companies, trade 
associations, and other industry 
groups to identify motor carriers 
who may not know that they are 
subject to safety regulations. We 
will provide these newly 
identified motor carriers with the 
information they need to comply 
with safety regulations. 
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TRANSPORTATION I 
I 	 " 

FEDERAL HIGHWAY ADMINlSTRATION 
Federal Aid Program I 

i Ensure the highest qualitysurjl:zce 
, 	 I 

, transportation system for the Nation. 
Our partners , 	 ' I 

• 	 Inform you ofall major cha,Qges 
in polices and regulations inl a 
clear and timely manner. Except 
in unusual circumstances ydu 
will have at least 60 days in 'Which' 
to offer your views on all j
proposed changes, and your, 
views will be appropriately : , 
considered. The regulations! will 
be clear, realistic, and impos~ 
only the minimum necessary I 
requirements. 'i 

• All ofour partners and custdmers 
I 

with whom we have a financial ' 
relationship will receive timely 
and accurate payment ofall funds 
due to you. For those State I 
partners who use electronic i 
signature, we will make I 
reimbursement payment to you, 

I
on the same day that you request 
it. 	 I 

I • 	 Provide you, either directly or 
through other sources, the b6st 
available training, technical \ 
assistance, and access to state-of-

I 	 . 

the-art transportation technology 
that will meet your needs. I 

• 	 An open and cooperative I' 

\.approach to considering' and 
deciding on changes which may 
affect practices, materials, orl 
other aspects oftransportati~n 
• 	 • • • !

Improvement aCtiVitIes. 

The Motoring and General Public 
• 	 All persons and businesses 

affected by federally aided 
, transportation improvements will 

have an opportunity to present 
their views during the decision 
making process, and that they 
will receive all services and 
benefits to which they are entitled 
under the law 

• 	 All federally aided transportation 
improvements will be undertaken 
with the aim of minimizing delay 
and maximizing safety in and ' 
around construction activities. 

• 	 We will work with our partners 
to address identified safety 
problems in a timely and 
prioritized manner. 

• 	 Work closely with our partners to 
enhance the condition and 
performance of our Nation's 
major roads and bridges. 

• 	 We will work with our partners 
to ensure quality and appropriate 
uniformity in signs, signals, and 
design standards on the Nation's 
major highways. ' 

• 	 All Federally aided transportation 
improvements will take full 
account of impacts on the human 
and social environment and on 
historical sites. We promise to 
minimize those impacts to the 
fullest reasonable extent, ~nd to 
enhance the environment 
whenever possible. 

• 	 All ofour partners and customers 
will be provided timely and 
accurate information whenever 
you request it. You will receive• 	 Integrity in our business 
the requested information, or a processes; openness to innov~tion 
specific commitment for futureand objectivity in our evaluations. 

I 

I 
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delivery, within 10 days ofour 
receipt of your request. 

TRANSPORTATION' 
FEDERAL RAILROAD ADMINISTRATION 

Railroad Safety . 
Public Safety 

Promotes a safe railroad industry 
and encourages policies that help· 
rail realize its full potential. 

• 	 Install toll-free lines to FRA 
Office of Safety headquarters and 

regional offices. 

• 	 Jmplement negotiated . 
rulemakings -~ such as on 
trackside worker 

safety -- whenever possible to encourage 
consensus building. 

• . Educate labor and management 
on inspection and enforcement 

procedures and use opportunity as listening 
post to seek feedback and 
suggestions. 

• 	 . Conduct inspection 
demonstrations and briefings, 
including. 

training videos, in partnership with labor and 
management customers. 

• 	 Conduct in-depth surveys of all 
. major customers to improve 

customer' services. 

• 	 Voluntary compliance: Develop 
safety profile for all Class I 

railroads and work with three railroads to 
develop systemwide safety 
management plans. 

• Train small railroads on safety 
rule compliance and provide 

as~istance to resolve safety issues. 

• 	 Reduce average time from receipt 
to resolution of safety 

complaints to 60 days.' ' 

• 	 Use mentoring techniques to 
model best practices in safety 

performance: Bring together an exceptionally 
. safe railroad with a 

railroad that needs improvement. 

• Work with states to prepare 
inspection schedules; meet with 


states annually to minimize the disruption 

'caused by duplicate 

scheduling. 


• 	 Investigate inspection complaints 
from railroads within 10 


working days. 


TRANSPORTATION 
FEDERAL RAILROAD ADMINISTRATION 

General Standards 
Promotes rail safety throughout the 
U.S. railroad system, and 
encourages policies that help rail 
realize its full potential 

Government 

• 	 Answer Congressional letters 
within 5 working days and all 
other letters from our customers 
within 10 working days. 

• 	 Promptly process grant 
applications and contract 
proposals submitted by States, 
localities, private entities, and 
Amtrak in connection with 
programs which the Office of 
Railroad Development 
administers. 

• 	 Reach out to and consult with 
organizations, including labor 
unions, affected by reports and 
policy recommendations for 
which the Office of Railroad 
Development is responsible. 
Develop reports and publish 
conclusions and policy 
recommendations. 
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• 	Actively guide Stat~s in thel
l

dev~lopment of application~ for 
available funds under .the Lc;,cal, 
Rail Freight Assistance (LRJFA) 
progr(lffi in response to con~inued 
restructuring by freight rail~oads. 

! 	 • Communicate continuously:with 
. : 	 state participants in Sectionl1 010, 

high speed rail, and LRF A I 
programs to obtain input in ~he 
effectiveness ofgrant programs. 

• Sponsor outreach meetings 
I 

~d 
attend association meetings land 

. ! 
conferences to foster customer 
partnerships. iI 

I 
i • 	Obtain input from states in the 

effectiveness ofgrant progrks. 

• 	Work with commuter rail : 
agencies and State DOTs, I 
includirig Amtrak to develop 
financing and operations I 

I,coordination plans for the 
I 

Northeast Corridor. I 
I 

• 	Develop evaluation tools to I 
provide states, Metropolitanl 

Planning Organizations (MPbs), 
and railroads assistance in ! 

determining the rate of returh to 
prioritize projects in order t6 
better allocate limited' ! 
infrastructure dollars. . I 

, 
1 • Promptly publish results of R&D 

II 	 projects within 30 days offirial I 
I , approvaL 	 I 
I 

•'1 	 Promote Partnership . 
I 

Transportation Investment (P;TI) 
initiative at conferences. I 

I
• 	Conduct briefing sessions to :help 

customers mold projects that will 
fit Federal Highway I' 
Administration (FHWA) I 
guidelines for the PTI initiative. 

I 
1 
! 

I 

1 

1 II I 
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• 	Develop a brochure to detail the 
status of the PTI initiative, 
including types of projects 
approved to date. 

Federal Employees 

• 	Guarantee that managers will set 
an example of their commitment 
to customer service and 
communicate this to every 
employee. 

• 	Establish that senior management 
will ensure customer service 
requirements are understood and 
responded to throughout the 
agency. 

• 	Create a customer service 
'contract' by every employee, 
identifying ways that they . ,.rill 
provide customer service. 

• 	Answer Congressional letters 
within 5 working days and all 
other letters from our customers 
within 10 working days~ 

• 	Survey and review.the Office of 
Chief Counsel's processes and 
procedures that are of concern to 
its staff and other FRA offices. 

• 	Publicly recognize and reward the 
Office of Chief Counsel's staff 
achievements: 

• 	Ensure that the headquarters 
attorney assigned as the primary 
Chief Counsel contact for a 
region should visit that region at 
least one or two weeks a year to 
increase the physical presence of 
the legal staff in the field. 

• 	Enhance Chief Counsel's ability J 
to provide customer service 
through the use of video
conferencing. 
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• 	 Provide standardized responses 
under the Federal Torts Claim. 
Act to typical situations, 
including specific instructions to 
claimants as to how to co~ply 
with applicable laws and . 

. regulations to reduce confusion 
with respect to legal requirements 
for first time claimants. 

• 	 Improve information flow to 
requesters under the Freedom of 
Information Act (FOIA) by 
providing interim responses 

. acknowledging their requests 
within 3 days of receipt in Chief 
Counsel's Office. Respond to 
telephone calls seeking the status 
of pending FOIA requests within 
24 hours. . 

• 	 Develop Quality Review Teams 
to ensure tnat legal services are 
consistent with the needs and 
desires of all our regional 
customers. 

• 	 Provide the general public and all 
FRA employees with requested 

. information as quickly as 

possible.. 


• 	 Ensure that the Office of the 
Secretary (OST) staff has 
adequate time to review fact· 
check and clear news releases for '. . 
public distribution. 

• 	 Ensure that FRA's Highway-Rail 
Grade Crossing Safety Regional 
Managers have the tools 
necessary to promote the life· 
saving messages of the "Always 
Expect A Train" campaign. 

• 	 Determine consistency in policies 
and procedures for creating Equal 
Employment Opportunity (EEO) 
for all personnel. 

• 	 Issue the Administrator1s Civil 
. Rights PolicyStatement to all 
FRA employees and new 
personneL 

• 	 Identify problems and barriers 
and provide assistance to 
employees on procedures for 
filing complaints of 
discrimination. 

• 	 Publicize Equal Employment 
Opportunity (EEO) and 
Affirmative Program policies. 

• 	 Notify employees on impacts of 
newly enacted Civil Rights 
legislation and/or interagency 
changes. 

• 	 Provide FRA ~mployees with 
formal customer service training, 
on·the-job training, and explore 
new ways of doing business and 
implement the most efficient 
ones. 

• 	 Develop Alternative Work 
. Schedule (AWS) program and 

make changes based on 
evaluation results . 

• 	 Develop .and impl~ment a 
TelecommutingPrograrn. 

• 	 .Complete needs assessment to 
provide adequate training 
opportunities for managers, 
executives, and employees. 

• 	 Provide Partnership Training to 
address issues that are of mutual 

. benefit to the Union and 

Management. . 


• 	 Review current Performance 
Management System to 
determine feasibility/disability of 
revising it. 

• 	 Implement and provide training 
on all facets of new Integrated 

9: 18 PM :9/22/95 Page-272 	 F ANCY7E.DOC 



I, 

I 
Personnel and Payroll System 
(IPPS) as they become availrble. 

i • 	 Utilize all appointing autho~ties , 
and personnel programs to reach 
diverse candidates for hiring II and 

Iadvancement.. i 
• Distribute cu~tomer service I·'

I'II 	

surveys to a representative • 
sampling of all customers, rerew 
and tabulate the results, revi~e or 
modify its policies, procedures, 
and programs, if necessary, apd 
notify customers of any changes. 

I 

• 	 Rate the quality of the service 
provided by our computer I 
technicians and identify areasi for 
. 	 IImprovement. I 

• 	 Empower staff and agency I 
IMPAC credit card holders \\jth 
maximum dollar delegations 6f 
authority with minimal revie~s. 

:. 	Review wants and needs, as ~ellI 	

as problems, noted with i 
computer hardware, software~ 
and remote connectivity ofFJ}A .' 

. ! customers. . i 
'. Review ways to streamline the 

Information Technology (IT) I 
acqUlSltlon process. I 

I 	 . ._C'. • I, • Provide accountmg lIuormatlQn 
I 

about various FRA programs to 
program managers and fund I, . 

administrators. 
. 	 . . 

:. Provide current informatIon tO
I 

employees on travel entitlements, 
I 

status of vouchers and develop a 
new methodology for 
electronically preparing, 
processing, and paying for all , 
travel expense vouchers to I 
reimburse individual employee~ 
for various expenses incurred i 
while performing their assigned 

. 	 Idutles. 	 ' 
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• 	 Clarify guidelines, including 
policy and technical issues, to all 
program offices. 

• 	 Track all adjustments during the 
three phases of the budget cycle 
and provide feedback to program 
offices. 

• 	 Issue financial plans and related 
documents for all program 
offices. 

•. 	 Determine status of funds and 
adjustments needed to maximize 
funding options. 

• 	 Bring Isystems l approach to rail 
safety that emphasizes uniformity 
and consistency in safety 
assurance. 

• 	 Streamline the regulatory process 
with an emphasis on developing 
quantitative data justifications for 
decision making purposes. 

• 	 Minimize the amount of time 
necessary to generate and 
distribute inspection reports. 

• 	 Review the first year's activities 
of the Technical Review 
Committee (TRC) and make 
refinements accordingly to make 
TRC's more efficient. . 

• 	 Develop improved performance 
standards for inspectors. 

• 	 Ensure consistency of 
information presented on hours of 
servIce. 

• 	 Assist FRA personnel in 
preparation of hours of service 
presentations. 

• 	 Furnish briefing information to 
the rail industry, the public, and 
FRA employees on recent alcohol 
and drug control and engineer 
certification requirements. 
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'By the end ofFY 1996 we will: • 	 Promptly publish results of ~&D 
projects. 

TRANSPORTATION 
FEDERAL' TRANSIT ADMINISTRATION 
Grantees for Public Transportation 

Provides financial assistance for 
transit planning, operations, and 
capital programs. 

• 	 We will provide you with 
courteous and timely service. 

• 	 We will implement an Electronic 
, Grant Making and Management 
System by the end ofFY 1996 
that will reduce by more than 50 
percent the amount of paperwork 
you are required to submit with 
each grant application. 

• We will approve completed 
. formula grants Within 30 days of 

receiving the application. 

• 	 We will ensUre that your grant 
draw-downs are deposited in 
your financial institutions in two 
days or less from t~e time of your 
request. 

Technical Assistance 

• 	 In FY 1996 we will improve your 
access to program, policy and 
procedural information by 
expanding our use of electronic 
media, such as bulletin boards, 
the Internet, etc. 

• 	 We will respond to your routine 
telephone queries within 24 hours 
and routine mail que~es within 
five business days. 

• 	 We will disseminate program 
guidanceltechnical assistance 
information within 30 days of 
availability ofpublication. 
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• 	 Issue a guidance circular for the 
Capital Program. 

• 	 Update the circulars for the 
Urbanized Area Formula 
Program, the Metropolitan 
Planning Program, the Elderly 
and Persons with Disabilities 
Program, and the Non-urbanized 
Area Formula Program. 

• 	 Update the circulars for Title VI 
and the Equal Employment 
Opportunity programs and the 
guidance on the Environmental 
requirements. 

• 	 To ensure open lines of 
communication and enhance 
technical assistance, we will ask 
your participation in regularly 
schedufed outreach meetings, 
annual regional meetings, and 
town hall meetings; and continue 
to conduct formal customer 

. service surveys. 

We will use feedback received from you to: 

• 	 stay abreast ofyour needs and 
evaluate our performance in 
serving them. . 

• 	 develop and improve training, and 
other technical assistance. 

TRANSPORTATION 
NATIONAL HIGHWAVTRAFFlC SAFETY 

ADMINISTRATION 
State and Community Traffic Safety 
Program Senrices ' 

Works with State Highway Safety 
offices to plan and administer safety 
programs. 

We will: 

Program Planning 
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• 	 Work with your office in the 
initial planning stages of mJjor 
new traffic safety program I 
initiatives and continue to sbek 
your input as the plans evol~e. 

• ' 	 At least once a quarter, infdrm 
your office of potential Section 

... I .•
403 pnonty project OPportllflltles 
and activities and national '\ 
organization initiatives, and 
solicit your ideas for other I 

projects that merit 403 funding 
consideration. 

I 
Technical assistance: 

• 	Every three years, perform a full 
program management and 

I

I 
financial review ofyour Sec~ion 
402 formula grant program, : 
including ways to strengtheJ 

• 	 I 
programs and streamlIne the' 
financial management proce~s.

I 

• 	Once a year, conduct a meeting 
with your office to share thel 
latest information available about: 

• Available programs, fundingl 

. i sources and technologies offering 


• 	 I 

1 	 the greatest promise for reducing 
highway death and injury, arid the 
associated economic losses. II, ! 

• 	Traffic safety projects and 

activities being planned or 

conducted by other federal 

agencies and national 


i 	 organizations. . I 
I 


I • 
 Interactive computer capabilities 
to enhance inforn1ation exch~nge.

I 

I • 	 Review and approve your anhual 
Highway Safety Plan not lat~r 
than 30 days after we receivd it. 

ProgrF information and materials: 

!. Twice each year, provide your 
I 

office with a Project and Program 

I 	 ii 
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Materials Update summarizing' 
the key projects, printed and 
electronic media, and other 
publications planned for 
completion and distribution 
during the next six months . 

• 	 Ship program materials for major 
. program initiatives, such as 
Campaign Safe and Sober, 90 
days before they will be needed. 

• 	 Provide your·office at least a 30
day advance notice of when 
national media campaign 
materials will be distributed to 
media outlets. 

• 	 Each January, publish a catalog 
of traffic safety program materials 
that includes ordering instructions 
and the name of the person to 

. contact about the status of 
orders. 

Training: 

• 	 Each September, provide your 
office with a listing of traffic 
safety professional development 
and technical courses . 

• 	 Each January through March, 
help your office conduct a 
training needs assessment. 

• 	 Deliver or arrange for the 
delivery of the courses identified 
in the training needs ~ssessment. 

TRANSPORTATION. 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 
Hazardous Materials Safety 
Emergency Planning and Training Grants 

To provide hazardous materials 
emergency planning an.d training 
grants 

Our commitment to you: 
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• 	 We will return your phone calls 
before the end of the next 
business day.' 

• 	 We will inform you of grant 
awards within 10 days after 
awards are made. 

• 	 We will provide you with a 
selection of emergency planning 
and training information as files 
available for downloading from 
the Hazardous Materials 
Information eXchange (HMlX) 
bulletin board. 

.We will mail haZardous materials 
emergency preparedness 
curriculum guidelines, training 
materials and other safety-related 
publications within one week of 
receipt ofyour request. 

• 	 We will add your name to our 
mailing list when requested. You 
will receive the hazmat 
newsletter; safety notices, public 
meeting announcements, and 
other safety-related information 
on a continuous basis. 

• 	 We will help you assess the 
content of your selected courses 
to verify that they will qualify as 
hazardous materials training 
under' the grant' program. 

.TRANSPORTATION 
RESEARCH AND SPECIAL PROGRAMS 

ADMINISTRATION 
General Pipeline SafetY 

, To ensure the safe,'reliable and 
environmentally sound operation of 
the Nation's pipeline transportation 
system. 

Our commitment to you: 

• 	 We will hold exit interviews after 
all pipeline safety inspections to 
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advise pipeline operators of 
safety deficiencies and ways to 
achieve compliance. 

• 	 We will conduct public education 
campaigns and participate in 
public forums at least six times a 
year to increase public 
underst~ding of pipeline safety, 
one-call systems and damage 
prevention programs. 

• 	 We will respond to your 
telephone inquiries no later than 
the end ofthe next business day. 

• 	 We wiIJ.acknowledge your 
requests of pipeline safety 
waivers, interpretations and 
petitions within 10 days of our 
receipt. These requests will be 
processed within 60 days of 
receipt. If more time is required, . 
we will provide you with a 
written explanation. 

• 	 We will provide technical 
assistance and training, on an 
ongoing basis, to aid small 
pipeline operators in meeting 

"Federal safety standards. 	We will 
also provide you with information 
on changing pipeline safety 
technologies through professional 
seminars, safety publications, 
public meetings and fact sheets. 

• 	 We will work to provide faster 
service for our state partners by 
offering electroruc access via the 
Internet. World Wide Web 
access at Research and Special 
Programs Administration menu: 
http://www.dot.gov/. 

• 	 . We will seek your input on 
improving pipeline safety 
regulations and work with you to 
develop risk-based pipeline safety 
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I 
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I 

I. regulations and rion~regulatlFry
I 

approaches to safety conceJiIls. 
i 


. I
I . . . I 

UNITED STATES AGENCy! 

FOR INTERNATIONAL 

DEiVELOPMENT 
I 

Domestic Development Partners 
I Independent federal agency thal 
: manages US. foreign economic and 
! humanitarian assistance progr4ms 
! around the world I 

Base~ on issues and concerns raised in II 

numerous forums, USAID has developed 
these; standards to address our domestid 
. 	 . I 
partn~rs concerns. They represent the 'ray 
USAID will work to achieve a more efficient 

• 	 I 

relationship with our development pa.rtn;ers 
and service providers. USAID is corn.rn)tted 

to pr0viding: I' . 	 l . 
Quality: 

! • On a regular basis, wewill! 
communicate with our custo~ers 
to improve our processes and 

I 

simplify our business practices. 
I 

:. 	We will include our customers 
and partners in an ongoing, I 
consultative process on policy, 
programmatic and procedural 
matters. !i. 	We will hold semiannual vendor 

I meetings for service provider~ 
and partners. I 

;. We will periodically survey I 
! customers and partners to see if 

I 

the changes in our policies and 
procedures are working to ! 
eliminate the impediments yOl;l' 
have identified and report I 
customer satisfaction. 

:. If USAID issues a grant, 

. 
I 
I cooperative agreement or i . 

contract, an agency project I 

I 
I 
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. officer will be assigned to 
facilitate our relationship. The 
project officer will provide his/her 
phone number, address, E-mail 
address and fax number. 

To simplify the PVO registration process, we 
have, in collaboration with our PVO 
partners: 

• 	 Reduced the number of 
documents required from new 
PVO registrants from 18 to 6. 

• 	 Reduced the number of 
documents required annually 
from PVO registrants from 6 to 
3. 

• 	 Revised and simplified USAID 
Form 1550-2 used to. compute a 
PVO's "privateness percentage" . 

To be more consistent in applying USAID 
policies and procedures, our contracting and 
grants officers: 

• 	 Interpret and apply policies and 
regulations consistently in 
awarding grants and contracts ... 

• 	 Eliminated redundant 
procurement processes, 
procedures and reporting 
requirements by December 1994. 

• 	 Published and made available by 
September 30, 1994; "A guide to 
Doing Business with the U.S. 
Agency for International 
Development," which clearly and 
concisely describes USAID's 
policies and procedures. 

Timeliness 

• 	 We will improve the turnaround 
time for our processes. 

• 	 We will answer your questions in 
a courteous, prompt, and 
professional manner. 
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• 	 You will receive an initial 
response to calls and E-mails 
within 24 hours; written inquirie~ 
will be answered within 10 
working days from receipt. If a 
full response is not possible 
within these periods, we will 
indicate a probable timerrame for 
resolution. 

• 	 USAIDls Office ofProcurement 
will make non-competitive 
awards within 90 days, and 
competitive awards within 150 
days. 

• 	 We will modifY contracts and 
amend grants within 90 days of 
receipt of requests for action 
from line offices. " 

". 	 PVOs seeking registration and 
eligibility requirements to 
compete for development 
assistance grant funds are senta 
complete registration packet 
within fiv~ days from the receipt 

. of inquiry. 

• 	 Applications to register new 
PVOs are reviewed and formal 
notice of acceptance or denial is 
mailed within 8 weeks of receipt 
of fully completed application 
packages. 

• 	 Within 3 days ofan organization's 
request for funds under a letter of 
credit, payment is deposited in its 
bank account via electronic funds 
transfer. 

Access to Information 

• 	 ·USAID will offer greater access 
and more transparency to Agency 
activities and information. 

• 	 Outside vendors can dial-in to an 
electronic bulletin board and 
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check the status of all invoices 
and payments. 

• 	 Assistance and acqu~sition 
information relevant to PVOs, 
NGOs, universities and private 
bUSInesses are available on 
USAIDls gopher 
(gopher.info@usaid.gov) and 
USAIDls new world wide web 

"home page 
(www.info.USAID.gov). These 
include: 

• 	 general information on USAID
funded programs. 

• 	 country strategies and 
implementation guidelines. 

" " 

• 	 USAID publications. 

• 	 all USAIDIW solicitation 
documents. 

• 	 USAID procurement policies and 
opportunities. " 

• 	 . all procurement award notices, 
posted within five working days 
of approval. . 

• 	 all USAID Commerce Business 
Daily notices, posted within 24 
hours 9f appearing in the 
Commerce Business Daily. 

• 	 Center for Trade and Investment 
Services information on business 
opportunities. 

• 	 Office of Small and 
Disadvantaged Business 
Utilization information on 
business opportunities. 
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I 

I 	 ,I 

Chapter 9:· S~andards For 
Ttavelers,Tdurists and Outdoor 
I.!'

' " 	 'EnthusIasts \ 

I 

IAGluCULTURK, 
ANI~ANDPLANTHEAL1H 1 

INSPECTION SERVICE' I,
• I ",

Amm,al Damage Control ,i 

r Help solve conflicts between human 
I activities and wild animals. I 

We sthve for the highest possible stand~ds 
in proriding you service. , When requesting 
assist~ce, you can expect the following:! 

I. You will be provided with 'i 

I accurate information or expert 
i help to resolve or minimize y6ur i 

'wildlife conflict. , , i' 

I • Our employees will show respect 
for people, property, and wildlife. 

I 

• 	 Our employees will respect I ' 

varying viewpoints on wildlifT
damage management. ' 


• We will the most humane'l 
I selective, and ~ffective contr~l, 

I. 	
techriiques, 

We will conduct activities in a
I 	 professional, biologically sou~d, 

and accountable way. 

• ,Our work will be done in a safe 
, I 

manner and in accordance with all 
federal, state, and local laws and 
regulation,s. ' I 

I 

AGRICULTURE 
I 
I 
I 
I 	 I 
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ANIMAL AND PLANT HEAL1H 

INSPECTION SERVICE . 
International Services 

Facilitates international trade in 
animal and plant products and helps 
to' ensure an abundant food supply 
through helping to prevent 
agricultural pests and diseases from 
entering the United States. 

We Promise You, Our Customers:, 

• 	 Professional a,nd courteous 
treatment. Our employees are 
knowledgeable and responsive. 
Your concerns are important to ' 
us, and you will be treated in a 
professional, couiteous, and 
efficient manner. 

'. 	Clarity in explaining our position. 
We will answer your questions in 
a clear and concise manner, We, 
will explain how decisions were 
made and convey this information 

" in understandable language. 

• 	 Program responses; , Our 
program desigp.s use the latest 
~cien,tific methodologies. We 
promise to. deliver our services 
with minimal disruption to the 
normal daily operations of our 
custoIl;lers, 

• 	 Transparency and consistency in 
our regulatory processes. We 
promise to be consistent and 
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transparent in the ~nforcement of 
our regulations. 

AGRICULTURE 
. ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE . 
Plant Protection and Quarantine 

Protects the health of u.s. plant and 
animal resources andfacilitates their .. 
movement in the global marketplace . 

. Our pledge: 

• 	 . We will serVe international' 
travelers and carners by: 

• 	 Providing professional and 
courteous treatment. 

• 	 Providing expeditious inspection 
to the I1.lajority of all international . 
travelers within 5 minutes of 
luggage claim. 

• 	 Answering travelers'.questions or 
concerns before they leave the. 
inspection area. . 

< ..., ~.' 

• 	 Working with other federal 
inspection agencies, the 
transportation ingustry, and 
facility owners to provide the best 
in customer service .. 

• 	 . We will serve cargo customers 
and carriers by: . 

•. 	Providing profe~sional and 
. courteous treatment. 

• 	 Providing' accurate and. complete 
responses to requests for 
'information within 3 days. 

.' Scheduling inspections· of 
perishable cargo within 3 hours . 
of availability and inspections of 
other regulated 'cargo within 24 

. hours ofavailability. 

• 	 'Notifying customers of cargo 
holds and releases within 1 hour 

• 	 . Identifying intercepted' organisms 
. within 4 hours at ports where an 

. identifier is stationed· arid 24 
hours at all otherports. 

• 	 Communicating no action 
required or action required with 
options and/or our decision 
rendered within 1 hour of 
interception or identification of 
an organism. 

AGRICULTURE 
FOREST SERVICE 
Forest Management 

Provides leader~hip in the 
management; protection, and use of 
the nation'sforests and rangelands., 

• 	 Our offices, work sites, and 
visitor centers will be operi at 
times convenient to our. 
customers. 

• 	 .Ourfacilities will be'safe, clean, 
. attractive, and informative. 

• 	 Our. facilities and programs will 
be accessible to person$ of all 
ages and abilities: 

• 	 Visitors will always be welcomed 
with prompt, courteous service. 

• 	 Customers will be asked regularly . 
to help us improve our services· 
and business practices . 

• 	 Customers will receive the 
. services and 'Information they 
, request, or we will explain why 
we canriot meet the request. 

• 	 Customers will be fully informed 
of the ,process required for grants, 
agreements, contracts, and 
permits, and we will respond in a 
timely manner. ' 

of inspection, 	 DEFENSE 
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U.S. ARMY CORPS OF ENGINEERS 

Wafer Resources Operation and '\ 
Maintenance 

Operates 234 locks; dredges 0t'er 
I . 	900 harbors, operates and mai~tains ' 

383 major lakes and reservoirsijor 
flood control. maintains 2,500 
recreation sites. andprovides 
hydropower at 75 sites. 

• 	 We will publish all schedulep lock 
outages and maintain procequres 
for notification ofunscheduled 
outages. I 

• 	 We will coordinate andshar¢ 
information with federal, st~te, 
and local officials ofpotentihl 
flood conditions. \ 

• 	 We will maintain the harbors and 
rivers of America's waterwah so 
that they are open to traffic. ! 

• 	 We will maintain all recreatibn 
facilities in a clean and safe I 
condition, and we will treat ~l of 
our visitors courteously.' , 

I , 	 , 
ExECUTIVE OFFICE OF THE , , 
P~SIDENT I 
Public Tour Program 	 ! 

i Conducts public tours , I 
We will base our success on how well we 
meet these standards: I 
Public Tour Program 	 I 

I.

• That we provide an enjoyabl~ and 


educational tour. ; 

I 	 I 

That we haveknowledgeabl~ and 
interesting tour guides. I 

• 	 That we give you clear direc~ions 
as to the time and location of Old 
Executive Office building toJrs. 

I 
White! House Visitors 	 I 

I 
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• 	 That visitors have an enjoyable 
tour experience. 

• 	 That visitors receive accurate and 
helpful assistance. 

• 	 That visitors are given dear 
directions for obtaining tickets 
and reaching the tour entrance. 

• 	 That tour schedulers are informed 
.ofevery aspect of the scheduling 
process, and assisted in 
implementing them. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 

Casual Uses of Lands, Facilities, and 
Developed Sites 

Use ofcampgrounds, visitors 
centers, developed trails, and other 
facilities' ' . 

• 	 You will be provided with well
designed and maintained facilities. 

• 	 You will receive complete and 
up-to-date information on the . 
requested site. 

• 	 If you need an authorization to 
use lands, facilities, or sites, we 
will complete action on your in
person request withIn 30 minutes. 
We will respond to telephone or 
written requests within five 
business days. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 

Compliance and Enforcement 
Enforcement ofreqUirements, 
regulations. and laws governing 
leases, permits, grants, and other 
uses oflands and resources. 

• 	 You will be advised of the 
requirements for the proper use 
of public lands and resources. 
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• 	 You will be provided with the 
information you need regarding 
the applicable BLM compliance 
. and enforcement process, 
expected timeframes, and 
reporting requirements and 
responsibilities. 

• 	 You will receive fair and 
equitable treatment under laws 
and regulations. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Information Access Centers 

Provide information andproducts at 
centra/locations. 

• 	 You will be greeted and your 
request will be acknowledged 
within 5 minutes of your arrival. 

• 	 You will receive the most current 
and accurate information about 
the public land that we have 
available to the public. 

• 	 You will receive available 
information within 30 minutes of 
your in-person request. We will 
respond to your telephone or 
written inquiries within 5 business 
days. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Public Policy Involvement Opportunities 

Opportunities for you to be involved 
in our planning process and our 
management ofresources. 

• 	 You will be provided with the 
opportunity to tell us how you 
.think publicly owned resources 
should be managed. 

• 	 As we develop plans, rules, and 

resources, you will be asked for 
your ideas. 

• 	 You will be afforded adequate 
time to make your comments and 
suggestions. 

INTERIOR 
BUREAU OF LAND MANAGEMENT 
Recreational and Educational Users 

Manages all aspects of270 million 
acres offederalland and 570 million 
acres offederal mineral resources. 

You can expect from us service which is 
professional, efficient, courteous, and which 
actively seeks and responds to your views. 

We will. always: 

.• Treat you courteously every time 
you contact us. 

• 	 Work with you to meet your 
needs while complying with laws 
and regulations. 

• 	 If any request cannot be filled in 
your initial contact with us, 
advise you who will respond to 
your request and when that will 
be done, and what the process is 
for addressing the request. 

• 	 You will·be provided with well 
designed and maintained facilities .. 

• 	 You will receive complete and 
up-to-date information on the 
requested site. 

• 	 Ifyou need an authorization for 
your use of lands, facilities, or 
sites, action on your in-person 
request will be completed within 
30 minutes. We will respond to 
telephone or mail requests within 
5 business days. 

regulations for use of public 
INTERIOR 
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i 
BUREAU OF LAND MANAGEMENT 

Use,s Requiring Authorization \ 
: Grazing permits, minet:alleas~s, and 
! rights ofway that require priori 
i 	 written approval. 

• 	 You will receive a respons~ to 
your phone messages and lt1tters, 
usually within 5 business days. 

• 	 You will be infonned of w~at the 
transaction is, how your request 
will be handled, who will re~pond 

. 	 I 
to your request, and the datf by 
which we expect to address:your 
request I 

, \ 

INTERIOR 
I IBUREAU OF RECLAMATION 

Recr~ation Areas· \ 
; Manages, develops, andprotectf 
: water and related resources in Cfn 
I environmentally and economically 

sound manner. . 

• 	 We will always treat our 
customers with courtesy and 
respect. 

I • We will promptly answer oUf: 
customers' questions with I 
accurate, objective infonnation. 

I. 	We will resolve our customefs' 
needs through single-point \ 
contact whenever possible -- our 
customers will n~t receive th~ . 

I"runaround. /I 

• We will provide educational i
I 

1 infonnation to our customers! 
I 

about the resources we manage, 
their use, and the laws and \ 
regulations governing their usr 

; • 	 We will use language that ouri 
customers can easily understand. 

i • 	 We will ask for and consider Jur 
customers' ideas about agenc~ 

I 

plans, programs, and services.~ 
! 

I 

I 	 I 
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! 	 I . 
I 

I 

• 	 We will promptly respond to our 
customers' suggestions, concerns, 
and comments. 

I~TERIOR . 
U.S. Fish and Wildlife Senrice 
Management of Consenration Refuges 

Manages 500 conservation refuges 
across America. 

• 	 You wiil be treated with 
courtesy. 

• 	 Your calls will be answered 
promptly. An answering machine 
will be available during non
business hours. 

• 	 We will provide you with all the 
infonnation you need to visit the 
facility: hours of operation, 
facility rules, telephone numbers, 
including an emergency number 
for problems, and·brochures. 

• 	 Our employees will always look 
professional. Our employees are 
easily identified by unifonns and 
name tags. 

• 	 We will provide you with high 
quality wildlife-dependent 
recreational and educational 
opportunities to enjoy this 
refuge'sresources. 

• 	 We will clearly mark all trails and 
tour routes. 

• 	 We will clearly mark all 
hazardous areas and materials. 

• 	 Our facilities will be clean at all 
times. 

• 	 We welcome your comments and 
suggestions at any time. Contact 
a unifonned employee. 

INTERIOR 
NATIONAL PARK SERVICE 
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Visitor Centers 
Provides information on the 
National Parks 

• 	 We will keep the center open 
during peak hours and seasons 
and provide alternative sources of 
infonnation when the center is 
closed. 

• 	 We will maintain the facility in a 
clean, safe condition. 

• 	 We will answer your questions or 
refer you to additional sources of 
assistance. 

• 	 We will make special efforts to 
infonn you of hazards and 
situations that may adversely 
affect your visit. 

• 	 We will provide ~d maintain 
exhibits and audio-visual 
programs that impart 
understanding and stimulate 
appreciation of the park and its 
significant natural, historical, 
cultural, and recreational values. 

• 	 We will display schedules of 
programs and activities available 
throughout the park. 

• 	 We will offer a wide range of 
quality, park-related educational 
items at lair market value sold in 
well-maintained outlets .. 

Over 200 individual park units have 
developed site-specific visitor standards. 

INTERIOR 
NATIONAL PARK SERVICE 

National Standards 
Promotes and regulates the use of 
national parks, monuments, and 

reservations. 
We pledge to: 
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• 	 Protect your right to experience 
superlative wilderness and scenic 
grandeur. 

• 	 Communicate an understanding 
of the people, places, and events 
that shaped these United States .. 

• 	 Provide opportunities for quality 
outdoor recreation while 
conserving exceptional natural, 
cultural, and historical resources. 

~ 	 Make the beauty and history of 
our nation's parklands a more 
meaningful part of the life of all 
Americans. 

• 	 Manage the National Park 
System so that everyone, now 
and in the future, may be assured 
the right of enjoying the parks. 

• 	 Seek out and protect the finest of 
what remains unprotected of the 
nation's natural, cultural, 
historical, and recreational 
resources. 

• 	 Join in partnerships throughout 
this and other nations in 
conserving and maintaimng a 
quality world environment. 

Over 200 individual park units have 
developed site-specific visitor standards. 

JUSTICE 
IMMIGRATION AND NATURALIZATION 

SERVICE: 

General Standards 
Administers the Immigration and 
Nationality Laws. 

The INS employees will provide high-quality 
services to our diverse customers. To ensure 
this: 

By the second quarter ofFY 96, District 
Offices will establish and implement an 
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I 

ong?ing staff development program thft 

emPiasizes:, I 

Cro~s-cultural awareness. 

Consistent application of policy and 
proc:

, 
edure. 

' 

Multi-functional training. 

I 
The use of available technology to imp~ove 
service. I: 

1 	 ,

I ., 	 INS will widely distribute \' 
informational materials and 
common forms through I 
community service providers, 
public agencies, and telephdne 

I 

systems in an effort to minimize 

I 
I 

the need for customers to vi'sit 
district Offices. 

i • Ifyou request information 
through the "Ask Immigrati6n" 

I 
telephone n~mber, .(20~) 51 t
4316, we wlll provide Improved 
service by reducing the mes~age 
format from 58 items to 10 kd 
th~ length of the menu from 19 
mInutes to I. . 

• The INS applications proceJsing 
. j 	 will be fair, accurate, and I' 

consistent throughout the 
Service. This will be' i 
accomplished by re-engineering 
the naturalization and adjustfuent 

I 

processes to: 

Provide adjustment and naturalization 
I 

applicants with filing receipts within 30 
calendar days. ' I 

: 	 'I \ 
~ 	 b'l' . hEnhance computer system capa Iities S0 t at 

status: inquiries can be completed within!30 
calendar days. 1 

I ' 
, 	 I 
I 	 • I 

i 
I 
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Complete action on adjustment applications 
within 4 months. 

C()mplete action on naturalization 
applications within 6 months. 

Re-engineer the processes for all other 
applications and petitions to include 
establishment of timeframes for completion 
of actions. 

The INS will accelerate customers' access to 
benefit services with the primary objective 
being to: 

Greet customers promptly upon arrival in 
our offices. 

Direct customers to appropriate personnel. 

Deliver services in community settings to the 
fullest extent possible. 

• 	 The INS will establish a formal 
customer feedback and complaint 
resolution process by the end of 
the second quarter FY 96. 
Information about this process 
will be posted prominently in 
public areas, translated into 
languages spoken by significant 
numbers of customers, and 
include the name and address of a 
designated official. All written 
complaints will be acknowledged 
within 30 days and resolved 
promptly. 

Joint Inspections (INSIUSCS) 

INS will uphold the following customer 
service standards at land border Ports-of
Entry:' ' 

• Treat you, our customer, with 
professionalism and respect. 
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• 	 Work with you, facility managers, 
and other Federal agencies to 
provide excellent customer 
service while eruorcing the laws 
of the United States. 

• 	 Provide a supervisor (by phone in . 
remote locations) to address your 
inspection-related concerns 
before you leave the area. 

• 	 Make every effort to minimize. ' 
. your wait for an inspection. 

• 	 Respond to your written inquiries 
. as expeditiously as possible. 
Upon receipt of your written 
inquiry with a phone number, 
INS will contact you within 5 
working days. INS will mail you 
a written response within·} 0 
days, if desired. 

• 	 Improve our inspections process 
while providing you with the 
highest level of customer service. 

EnforcementlInyestigations 

INS will ensure that local, state and other 
Federal.law enforcement agencies are able to 
contact its Investigations units during both 
duty and non-duty hours. To accomplish 
this, each District Office will: 

• 	 Develop a list which includes 
contact names, telephone, and 
telefax numbers for both duty and 
non-duty hours. 

• 	 Disseminate these contact lists to . 
all law enforcement agencies 
within the District Office's 
jurisdiction by December 31, 
1995,with updates as needed. 

INS will be aware of the response capability 
of its local Investigations units. To 
accomplish this, each District Office will: 
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• 	 Prepare guidelines describing INS 
Investigations' response 
capabilities. 

• 	 Disseminate those guidelines to 
. 	all law enforcement agencies 

within the District Office's 
jurisdiction by December 3 I, 
19995, with updates as resources 
and policy changes require. 

INS will provide for ongoing open 
exchanges of information. To accomplish 
this, each District Office will establish a 
formal mechanism to: 

• 	 Exchange intelligence information 
related to criminal alien activity 
within the District Office's 
jurisdiction. 

• 	 . Periodically offer formal training 
on INS law enforcement 
activities. 

NATIONAL AERONAUTICS 

AND SPACE 

ADMINISTRATION 
NASA Exhibit Program 

Informs the general public about the 
objectives, methods, and result~ of 
the U.S. aerospace program through 
traveling exhibits and NASA Visitor 
Centers. 

We will: 

• 	 Display themes in a concise, 
informative, and accessible way 
to a largely non-technical 
audience. 

• 	 Provide safe and adequate 
passage for persons who use 
walking aids, or have visual 
impairments, as well as people 
who use wheelchairs. 
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I 

, 

i • 	 Plim all aspects of an exhibition in 
terms of the physical and I 
intellectual needs of visitors. 

Caption audio-visual presentations. 
, 

Cons~der eye level of persons standing ~d 
seated (as in a wheelchair) in the placement 
of text and visuals. 

I 

U se ~ simple and clear grid format to 
rninirpize clutter and assist persons in 
acces~ing information. 

Make! s~re the operation' of interactive 
devic~s.does not require tight grasping, 
pinchi:ng, twisting of the wrist, or 
unreasonable strength. 

Makela sign language interpreter available 
I 

for guided tours of NASA Visitor Centers to 
assist the hearing impaired who have made 
specific tour arrangements in advance. 

, 
IncorPorate bilingual text into exhibits. 

! 

STATE 
I 

BURE~U OF CONSULAR AFFAIRS 
Passports and Visas 

Body: 1 
Bureau of Consular Affairs 

I 

i • You will receive your passport: 
I . within 25 working days after your 

application is received. Servic~ 
will be provided in a courteouk 
manner and, whenever possiblb, 

. • . I 
we wIll try to meet your . 

i individual travel needs. 
I 
i. You will receive timely and 
I accurate information on travel 

safety and conditions in foreign 
• . I

countnes 24 hours a day, seven 
days a week. 

I. 
I, 
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• 	 You will receive a timely and 
courteous response to your 
request for American citizen 
services and service will be 
provided by knowledgeable, 
professional, and courteous 
personnel. 

• 	 Services to persons seeking visas 
to legally visit or reside in the 
United States will be provided by 
professional, knowledgeable, and 
courteous personnel. 

TRANSPORTATION 
FEDERALAVlATION ADMINISTRATION 
Civil Aviation Security 

To protect the traveling public in air 
transportation throughout the world 

. Our commitment to you: 

FAA will: 

• 	 Always seek input from an 
coordinate with all stakeholders 
before amending the Federal 
Aviation Regulations and security 
programs. 

• 	 Have Federal Security Managers 
at 19 major airports in the U. S. to 
coordinate security measures, 
policies, and programs. . 

• 	 . Have agents at airports across the 
country to conduct continuous 
inspections and investigations of 
security measures, to share 
results immediately upon 
completion, and to ensure 
corrective action. 

• 	 Provide Federal Air Marshals for 
in-flight security on selected 
flights for U.S. airlines. 

• 	 Conduct hazardous materials 
surveilll:l"ce and inspection 0{a11 
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air carriers serving the United 
States to ensure safe handling. 

• Provide training and support for 
. K-9 explosive detection teams at 

major airports. 

• 	 Collaborate with FBI, Drug 
Enforcement Administration, and 
U.S. Customs to develop 
strategies and state-of-the-art 
techniques for drug interdiction. 

TRANSPORTATION 
FEDERAL HIOHW AY ADMINISTRATION 
Federal Aid Program 

Ensure the highest quality surface 
transportation system for the Nation. 

Our Partners 

• 	 Inform you ofall major changes 
in polices and regulations in a 
clear and timely manner. Except 
in unusual circumstances you 
will have at least 60 days in which 
to offer your views on all 
proposed changes, and your 
views will be appropriately . 
considered. The regulations will 
be clear, realistic, and impose 
only the minimum necessaiy 
requirements. 

• 	 All of our partners and customers 
with whom we have a financial 
relationship will receive timely 
and ac<;urate payment of all funds 
due to you. For those State 
partners who use electronic 
signature, we will make 
reimbursement payment to you 
on the same day that you request 
it. 

• 	 Provide you, either directly or 
through other sources, the best 
available training, technical 
assistance, and access to state-of

the-art transportation technology 
that will meet your needs. 

.• 	 An open and cooperative 
approach to considering and 
deciding on changes which may 
affect practices, materials, or 
other aspects of transportation 
improvement activities. 

• 	 Integrity in our business 
processes, openness to innovation 
and objectivity in our evaluations. 

The Motoring and General Public 

• 	 All persons and businesses 
affected by federally aided 
transportation improv'ements will 
hiwe an opportunity to present 
their views during the decision 
making process, and that they 
will receive all services and 
benefits to which.they are entitled 
under the law 

• 	 All federally aided transportation 
improvements will be undertaken 
with the aim of minimizing delay 
and maximizing safety in and 
around construction activities. 

• 	 We will work with our partners 
. to address identified safety 

problems in a timely and 
prioritized manner. 

• 	 Work closely with our partners to 

enhance the condition and 
performance ofour Nation's 
major roads and bridges. 

• 	 We will work with our ·partners 
to ensure quality and appropriate 
uniformity in signs, signals, and 
design standards on the Nation's 
major highways. 

• 	 All Federally aided transportation 
improvements will take full 
account of impacts on the human 
and social environment and on 
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! . historical sites. We promise to 

. I 

minimize those impacts to the 
) 

fullest reasonable extent, ana to 
enhance the environment 
whenever possible. 

• 	 All of our partners and customers 
will be provided timely and I 
accurate information whenever 

. 	 I 

you request it. You will receive 
the requested information, olr a 
specific commitment for fu~re 
delivery, within 10 days of dur 

. receipt ofyour request. I 

TRANSPORTATION ! 

U.S.: COAST GUARD 
Office of Marine Safety, Security, and 
Environmental Protection I 
Recr~ational Boating 

: Provides information for 
I recreational boater 

We will provide the following services for 
recreational boaters: ! 

. 	 ; 
• 	 24 hours/day, seven days/week 

search and rescue services ok 
demand. i 

. I 
• 	 24 hours/day, seven days/we,ek 

Radionavigation services. I 
I • 	 Toll-free, 24 hours/day, seven 

days/week Boating Safety 
Hotline, 800-368-5647, for 
immediate access to a Coast I 
Guard customer service 
representative with accurate on-

I 

the-spot answers to technical 
questions and written inform~tion 
follow-up to: 

Obtaib free boating information, 

Obtain boating accident statistics, 
I 
I 

Obtaib boat safety defect warnings, .. 

I 
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Report a possible boat safety defect, and 

Learn about a recall campaign. 

• 	 Boating Safety classes and 
courtesy inspections by trained 
Coast Guard Auxiliarists at 
locations across the United 
States. 

24 hours/day, seven days/week navigation 
information services at 703-313-5900. 

24 hours/day, seven days/week operation of 
Channel 16, the VHF-FM national distress 
system. 

TREASURY 
BUREAU OF ENGRAVING AND PRINTING 
Public Tours 

Offers public tours ofthe . 
Washington, D.C. plant that prints 
Us. 

currency. 
You can expect: 

• 	 Knowledgeable and courteous 
personnel. 

• 	 Additional personnel stationed 
throughout the tour to assist you 
and answer your questions. 

• 	 A comment card to be provided 
for your questions and 

. suggestions for improving the 
tour. 

• 	 At least one tour guide will be 
assigned to each group. 

• 	 That your group will be distinct 
and separate and be given 
personalized attention. 

• 	 Your group will have no more 
than 80 people. 

• 	 . Your tour guide to be fluent in 
the language you requested. 
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• 	 To receive various informational 
brochures from the gallery and 
the Visitors Center. 

• 	 The "Visitors Guide" ~o be 
available at the ticket booth, 
visitor's entrance, and the Visitors 
Center. 

• 	 Knowledgeable and courteous 
service in the Visitors Center 
sales area. 

• 	 Quality products from the 
Visitors Center. 

TREASURY 
U.S. CUSTOMS SERVICE 
Field Operations 
International Air Travelers 

Facilitates entry ofinternational air 
travelers into the United States 

We'll serve international air travelers by: 

• 	 Providing professional and 
courteous treatment to everyone. 

• 	 Providing expeditious clearance 
to the majority of international 
travelers within five minutes of 
luggage claim. 

• 	 Providing a supervisor to address 
your Customs-related questions 
or concerns' before you leave the 
area. 

• 	 Working with you, other federal 
, inspection agencies, airlines, and 
facility owners in providing the 
best customer service. 

• 	 Upon receipt ofyour written 
inquiry, complete witha 
telephone number, we will 
contact you personally within 
three working days. 

Field Operations 
Land Border Crossings 

Enforces compliance offederal laws 
at land border ports-of-entry 

We arecominitted to upholding the 
following customer service standards at land 
border ports-of-entry: ' 

• 	 Treating you,our customer, with 
professionalism and respect 

• 	 Working with you, facility 
managers, and other federal 
agencies to provide excellent 
customer service while enforcing 
the laws of the United States. 

• 	 Providing a supervisor (by phone 
in remote locations) to address 
your inspection-related concerns 
before you leave the area. 

• 	 Making every effort to minimize 
your wait for inspection. 

• 	 Responding to your written 
inquines as expeditiously'as 
possible. Upon receipt ofyour 
written inquiry with a phone 
number, we will contact you 
witp,in 5 working days. We will 
mail you a written response 
within 10 days, if desired. 

TREASURY 
U.S. CUSTOMS SERVICE 
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.C~apter 10: 
Standards For U.S. Government 


, . I 

, I 


and Federal Jfmployees 

I 

ADYISORY COUNCIL ON I 
HISTORIC PRESERVATION 
Hist~ric Preservatio~ . . . \ 

; Reviews federal actIOns affectmg 
i historic properties.. . . I 

We ru;e committed to provIdmg you widi . 
first-class service. When you conduct 
busin~ss with us, we will treat you with 

• 	 f , 

courtesy and respect. 

.1 06 '.'
SectIqn 1 reVIews 

:. Review of Section 106 projects 
will be completed within the time 
allotted by regulation or sooner. 

I 	 . 
• 	 Upon inquiry, we will provid~ 

information on project status) 
estimated time needed to . 

. 

complete review, or any 
: 
I 

I 

associated problems. I 

,. We will clearly explain our I 

project review decisions so y<!>u 
can understand why and how [they 
were made and what to do ifyou 
disagree. 

!. 	To facilitate better 
communication, the name of the 
employee responsible for yout 

Project; along with a telephode 
. 	 I 

number, ~ill be on every letter. . 
i 
I 
f 

T echnibal Assistance 
I

i. 	We will respond promptly to I 

I requests for assistance or advice 

: . '\ 
! i 
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on Federal historic preservation 
programs and related matters. 

• We will provide appropriate 
referral to other sources of 
information if the request falls 
outside the Council's purview or 
we are otherwise unable to 
address it. 

Education and Publications 

• 	 We will continue to produce 
publications that are written 
clearly and address the specific 
informational needs of our 
customers. 

• 	 We will fill requests for individual 
copies of Council publications or 
training information within three 
working days. 

• 	 Our publications will be regularly 
updated to reflect changing laws 
and regulations, and all 
publications will have a date of 
publication on them. 

• 	 At present we cannot meet all 
training demand. We will 
develop a plan that will facilitate 
the widest possible geographic 
and' special interest distribution. 

Telephone Standards 

'. 	Our telephone system is designed 
to connect you with the person 
you called or, if they are 
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unavailable, their voice-mail: 
Telephones willbe answered by a 
person unless all lines are busy. If 
all lines are busy, you will receive 
clear instructions for leaving a 
message. Under unusual' . 
circumstances, it may be 
impossible to answer each 
incoming call. We are working to 
improve this system. 

• 	 Your phone call will be.returned 
within one working day of 
receipt~ 

.' 	We will respond to your 
telephone inquires in a pleasant 
and helpful manner. Immediate,· 
concise information will be 
provided whenever possible. If 
such information is'not 
irnrttediately available, you will be 
informed when you can expect to 
receive the information. 

AGRICULTURE 
AGRICULTURAL RESEARCH SERVICE 
National Agricultural Library 

Ensures and enhances access to 
agricultural information for a better 
quality oflife. 

Staff: 

• 	 At N AL you will find a 
knowledgeable and courteous 
staff who are dedicated to 
effectively meeting your 
information needs. 

Access: 

'. We wiJl provide multiple points 
of access, including telephone, 
fax, mail, Internet, and other 
personal and electronic means. 

• 	 When you request documents on
site, we will retrieve and deliver 
them within 20 minutes of 

request. Requests submitted 
through fax, E-mail, mail, 
telephone, or Ariel (electronic 
delivery) will be filed within two 
days if items are on our shelves; 
within four days if items are not 
immediately available. We will 
respond to you within three days 
of receipt of request if your 
request cannot be filled. 

• 	 We will respond to or 
acknowledge receipt of requests 
for information requiring library 
research within five work days, 
most within three work days of 
receipt. . 

'.. N~ will offer a variety of 
convenient delivery methods-~ 
electronic, traditional P0stal or 
express mail. We will provide 
high quality photocopies, 
duplicated microforms, or loans 
of library materials to meet your 
needs. Options for delivery will 
include Ariel, fax, mail, or 
express mail. 

• 	 We will make information 
accessible through AGRICOLA, 
NALls bibliographic database, 
and ISIS, our on-line public 
access catalog. We will strive to 
provide information that is 

. current and thoroughly covers 
'agriculture and related subjects. 

• 	 Access to NAL in person will be 
available 8:00 a.m. to 4:30 p.m., 
Monday through Friday, except 
federal holidays, at the D,C. 
Reference Center and N AL 
Beltsville location. 

AGRICULTURE 
ANIMAL AND PLANT HEALTH 

INSPECTION SERVICE 
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Animal Damage Control I 
: Help solve conflicts between ~uman 
!. activities and wild animals. i 

Welstrive for the highest possible stanpards 
in providing you service. When requesting 
assi~tance, you can expect the followiqg: 

• You will be provided with i 
accurate information or expert 
help to resolve or.minimizel\your 
wildlife conflict. 

• Our employees will show respect 
I 

for people, property, and wildlife. 

• 	 Our employees will respectj 
varying viewpoints on wildlife 
damage management. I 

• 	 We will the most humane, I 
selective, an9 effective control 
techniques. .. \ 

• 	 We will conduct activities in a 
professional, biologically soLnd, 
and accountable way. I

I 

• 	 Our work will be done in a safe 
manner and in accordance ~ith all 
federal, state, and 10Callaws!1 and 
regulations. 

I 	 II 

AGIuCULTURE 
i 

ANIMAL AND PLANT HEALTIl 
INSPECTION SERVICE 
International Services 

! Facilitates international trade in 
I 

animal andplant products and helps
I 

to ensure an abundant food supPly 
through helping to prevent I 
agricultural pests and diseases from 
entering the United States. I 

We Pr;omise You, Our Customers: I 
• 	 Professional and courteous I 

treatment. Our employees are 
I 

knowledgeable and responsiv.e. 
Your concerns are important :to 
us, and you will be treated in ia 

! 
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professional, courteous, and 
efficient manner. 

• 	 Clarity in explaining our position. 
We will answer your questions in 
a clear and concise manner. We 
will explain how decisions were 
made and convey this information 
in understandable language. 

• 	 Program responses. Our 
program designs use the latest 
scientific methodologies. We 
promise to deliver our services 
with minimal disruption to the 
normal daily operations of our 
customers. 

• 	 Transparency and consistency in 
our regulatory processes. We 
promise to be consistent and 
transparent in the enforcement of 
our regulations. 

AGRICULTURE 
OFFICE OF INSPECTOR GENERAL 

Conducts audits and investigations. 
What you, our customer, can expect 

• 	 You can expect us to work 
closely but independently with the 
Congress, USDA managers, and 
with U.S. Department of Justice 
and state and local attorneys to 
address important or emerging 
issues and concerns regarding 
USDA's programs and activities. 

• 	 We will work proactively with 
you by directly encouraging your 
input into the audit and . 
investigative process to identify 
areas that warrant our attention, 
and to engage in discussions with 
you up front on what we plim to 

. do and what you can expect us to 
provide to 
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• 	 You can expectto receive audit 
and investigative information to 
solve problems and improve 
operations. We will keep you 
involved and informed as our 
audit and investigative work 
progresses. 

• 	 . We want to promote a high level 
of customer satisfaction and to 
ensure that we are providing you 

. with timely, meaningful, and 
useful information and solutions 
to your problems. We plan to 
answer public concerns about 
fraud, waste, and abuse promptly, 
and provide you with accurate· 
and ~ccessible information to 
improve USDA operations. 

• 	 You can expect timely assistance 
to resolve or implement audit or 
investigative recommendations or 
information. 

• 	 We will coordinate regular 
meetings with you to discuss 
audit and investigative issues to 
ensure timely resolution and 
implementation of 
recommendations or to address 
other questions as they arise. We 
will keep you abreast of 
information you may need during 
debate on issues affecting USDA, 
by way of our issued reports or 
regular briefings. 

COMMERCE 
BUREAU OF THE CENSUS 
Congressional Affairs Office . 

Handles congressional queries for 
statistical information. 

• 	 . We will be attentive and serve 
you with courtesy. Your data 
needs are important, and a 
Congressional Specialist will 
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assist you politely and 
responsively. 

• 	 'We will meet most of your 
information and data requests 
within 24 hours. Many of your 
needs will be met the very same 
day they reach us. If we are 
unable to do this, we will act on 
most requests by the following 
workday. Should we need more 
time to prepare data that are not 
"on the shelf," we will give you a 
good-faith estimate, within 24 
hours, of the time needed to 
prepare your customized product 
on a priority basis, and we will 
deliver it to you immediately 
upon completion. 

.• 	We will call upon subject or 
statistical experts, ifneeded, to 
service your needs for data and 
other information. In the event 
. our Congressional Specialists are 
unable to provide certain service 
or data product directly, we have 
established an agency-wide 
Congressional Liaison system to 
identifY the person best suited to 
help you in the timeliest way 
possible. 

• 	 We will ask you about your level 
of satisfaction and· areas where 
we need to improve. We 
conducted surveys of your staffs 
to help us evaluate our service. 
We will repeat this process 
periodically to gain quantitative 
and qualitative insights with 
which to continue improving our 
data and information deliveries to 
you. 

• 	 We will provide you Resources 
for the Congress (Note to copy 
editor: underline Resources for 
the Congress ... it is a book title), 
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I 
your convenient reference ~inder 

. 1 	 to our programs and servic~s. 
You can expect to receive this 
basic reference during the aUtumn 

I 

of each year. \ 


I • We will expand our services to 

, you beyond Capitol HiI1..·y9ur 


staffs in home state or district 

• 1

offices can expectto receIve 
selected data products, identical 
to the ones we provided yo~r 
Washington staff. Our 12 i . 
regional offices will acquain~ your 
staffs at home with 'our datal 
products and services. And, I 
starting with the 1995 censu~ 
test, we will implement a i 
Congression~ Partnership Pl1m 
for the 2000 Census of I 
Population and Housmg, i 
eventually putting us in toucn 
with each Member of Congr~ss 
and their staffs.' 1 

. I" I 
COMMERCE 
BUREAU OF mE CENSUS 
Gover:nments Division 

i Conducts public sector surveys o~ 
: behalf ofother federal agencies. I 
I 	 . 

Gove~ments Division Reimbursable Suryeys 

:. We will review survey requests 
for relevance to our mission, I 
skills and capabilities, and :1 

available resources. 

: • We will review the cost of surey 
i opt~ons, and work to tail.or I 

projects to sponsor reqUlreme~ts 
and available resources. . i\ 

i. 	 We will communicate with .. 
sponsors in the following ways: 

:. 	 Negotiate an agreement that \ 
defines the scope ofwork, the \ 
performance period, and . I 
estimated costs. . i 

I 
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• 	 Review project deliverables . 

• 	 Develop work plan and provide 
schedule. 

• 	 Provide regular progress and cost 
reports.. 

• 	 Review intermediate products. 

• 	 Develop contingency plans and 
provide advance alerts as 
contingencies arise. 

• 	 Obtain survey 
response/participation consistent 
with professional standards, 
sponsor needs, and available 
resources. 

• 	 . Maintain appropriate data 
confidentiality guarantees. 

• 	 Evaluate product output by 
assessing data reliability (e.g., 
sample and non-sample error). 

• 	 Provide detailed documentation 
of methodology. 

• 	 Evaluate project effectiveness 
through debriefings. 

• 	 Use the best available technology, 
including technology that you 
request to meet your 
requirements for cost and 
deliverables. 

DEFENSE 
DEFENSE COMMISSARY AGENCY 

(DECA) 

Commissaries 
Runs commissaries at military' 
installations 

Our customers have the right to: 

• 	 Professional, Courteous Service 

• 	 A Clean, Pleasant Store 

• . Fresh, High-Quality Merchandise 

• 	 Well-Stocked Shelves 

• 	 The Best Possible Prices 
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• Quick, Efficient Checkout 

Our employees have the right to: 

• 	 Fair and equal treatment. 

• 	 Challenge work processes with 
new ideas. 

• 	 Express their views and have 
them fairly considered. 

• 	 Expect a commitment to quality. 

• 	 Put quality first. 

• 	 Feel true pride in their 
workmanship. 

DEFENSE 
DEFENSE FINANCE AND ACCOUNTING 

SERVICE 
Debt Collection 

The central financial and accounting 
.office for the Department ofDefense 

• 	 Prompt and accurate service. 

• 	 Knowledgeable and courteous 
service providers. 

• 	 ~ro~pt ~esolution to your 
mqUlry. 

DEFENSE 
DEFENSE FINANCE AND ACCOUNTING 

SERVICE 
Military/Civilian Pay and Travel 

Serve as the central financial and 
accounting office for the Department 
ofDefense. . 

Military Pay: 

• 	 . We will process pay effecting 
transactions within 30 days from 
the date of the entitlement. 

• 	 We will successfully deliver pay 
instruments on the first attempt 
on the designated pay day. 
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• .' We will respond to written 
inquiries within 15 calendar days 
of receipt. 

Civilian Pay: 

,. We will have 85-90% Electronic 
Funds Transfer participation rate. 

• 	 Less than 5% of our total payroll 
payments will require special 
payment. 

.We will forward to the Office of 
Personnel Management 95% of 
the retirement packages within 60 
days of ~he retirement date. 

000 Travelers: 

• 	 We will process travel advances 
within 2 work days of receipt. 

• 	 We will process temporary duty 
travel vouchers within 5 days of 
receipt. 

• 	 We will process permanent 
change of station travel vouchers 
within 10 working days of 
receipt. 

Garnishment Operations: 

• 	 We will accept or reject 
Uniformed Services Former 
Spouses' Protection Act 
applications within 90 calendar 
d~ys of receipt. 

• 	 We will accept or reject 
garnishments for child support 
and alimony within 30 calendar 
days of receipt. 

• 	 . We will accept or reject 
commercial garnishments for 
civilians within 30. calendar days 
of receipt. 

• 	 We will accept or reject military 
commercial involuntary allotment 
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applications within 45 calertdar 
days from receipt. \ 

DEFENSE \ 
OFF.ICE OF THE SECRETARY I 
Legislative Affairs .. \ 

I Provides congressional support on 
j constituent inquiries . ! 

Con~essional requests for hearings and 

info~ation.: ., \ 
: • Employees mamtam close contact 
I . . with clients within the depaAment 
Ii to ensure that deadlines for 

I 
~ 

.. f' I. su bmISSion 0 testimony are met 
and participate in events \ 
scheduled to prepare the DOD' 

. 	 I 
witness for the hearing. \ 

• 	 Employees maintain a dialogue 
with their customers on Capitol 
Hill to ensure that the depart~ent 
receives a thorough explanatIon 
of the requirement of the heahng, 
meeting, or briefing. l 

i 
Cong~essional constituent inquiries: , 

, 	 I 
1. 	Replies to Congressional, General 

Public, and White House I 
correspondence shall be over~een 
by the Correspondence Contiol 

. Division (CCD) in accordanc~ 
. with the st~dards of I 
Adnlinistrative Instruction ! 

Number 7, DOD Manual for I 
Written Material. 

DEFENSE. 	 , . 

OFFIOE OF THE SECRETARY 
Personnel and Readiness 
Military Recruiting 

I Military Recruiting 
Mili,tary recruiting stresses a total-quat'ity 
approafh that underscores teamwork andia 
strong customer focus as the foundation of 
I' 	 I 
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. our commitment to customer service. To 
make our military recruiting force more 
accessible to our customers, we have 
established: 

• 	 Convenient locations for our 
recruiting facilities. 

• 	 Pleasant, professional-looking 
offices. 

. • Comfortable reception areas. 

'Recruitment advertising also is an essential 
component of our image to customers. Each 
year we invest about $125 miIUon for 
television and radio spots (35 percent), 
magazine and newspaper advertisements (15 
percent), and a range of promotional 
material, including direct mail programs. 
These efforts inform youth -- and those who 
influence their decisions -- of Armed Forces 
opportunities. 

DEFENSE 

PERFORMANCE IMPROVEMENTS AND 


MANAGEMENT REENGINEERING 

Encourage reinvention activities in 
DoD. 

The Department has one overall standard: 

• 	 American confidence in the 
military and in those running the 
military will beat a high level. 

DEFENSE 
U.S. A.RI\.fY CORPS OF ENGINEERS 

General Standards 
 u 

Provides comprehensive 
engineering, management and 
technical support 10 the Army, the 
Air Fdrce. the Department of 
Defense. and other agencies. 

We have adopted nationwide standards listed 
here. 
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Ifyou are a soldier, airman, or member of a· 
military family living and working on an 
Army or Air Force installation, you can 
count on the Corps to: 

• 	 Design and b~ild quality housing 
and working areas within 
available funding. 

If you are an installation commander or 
director of public works, you can count on 
the Corps to: . 

• 	 Make our expertise promptly 
a,::ailable to help you meet your 
construction, maintenance, 
environmental and other 
engineering needs. . 

Ifyou are a state, city, county or tribe with a 
water resource problem, you can count on 
the Corps to:. 

• 	 Define the problem and potential 
solutions within 12-18 months. 

• 	 Select the best alternative 
solution within 3-4 y~ars. 

• 	 Design that' solution within 2 
years after the project is 
authorized for construction by 
Congress. 

• 	 Ensure that our construction 
contractors provide a quality 
product. 

• 	 Consult with you on all changes 
in project design, schedule or 
bug get. 

• 	 Provide you with information on 
actions you can take to reduce 
flood risk through our Flood 
Plain Management Services and 
Planning Assistance to States 
programs. 

If you are a'user of the Natiori's ports and 
inland waterways, you can count on the 
Corps to: 
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• 	 Maintain harbor and waterway 
channels at navigable depths. 

• 	 Keep navigation locks on the. 
waterways open at least 97 
percent of the time. 

• 	 Notify you of scheduled lock 
outages at least 60 days in 
advance, and maintain procedures 
for notification ofunscheduled 
outages. 

• 	 Share information with the 
navigation industry, and with 

. state and local officials, on 
potential flood conditions. 

. Ifyou are a hydro-electric power consumer 
or utility, you can count on the Corps to: 

• 	 Provide hydropower using the 
most cost-effective operation and 
maintenance methods. 

Ifyou are a resident of a community drawing 
water from a Corps project, you can count 
on the Corps to: 

• 	 Deliver a reliable supply of clean 
water to meet your community's 
needs. 

. Ifyou are a visitor to a Corps recreation 
area, you can count on the Corps to: 

• 	 Operate clean, safe recreation 
areas and visitor centers, staffed 
by courteous employees. 

Ifyou are seeking a permit to do work in a 
wetland or waterway, you can count on the 
Corps to: 

• 	 Act on your.inquiry (including 
questions on whether a piece of 
land is a "wetland" or whether a 
general permit applies) within 60 
days. 

• 	 Process your individual permit, if 
you need one, within 120 days. 
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• Consider all factors ,in the public 
interest, inc1ud.ing needs for 1 

economic development and 
environmental' protection, in I 	 reaching. a decision on your :.I 

application.. 
1 
! • 	 Visit and inspect at least 25¥ of 

the sites for which individual 
permits were issued during the 'I 	

I· 

I, 	 preVIOUS year. 
I 

IfYO$ are an environmentalist, you can count 
on th~ Corps to: . I 

• Identify environmental issues 
II . during the planning process for 

I military and civil projects, oi 

I 	 before we issue a permit for jWork 

in a waterway or wetland. ! 

• 	 Weigh costs and benefits to the 
environment with economic tosts 
and ~enefits. . ..' I. 

• 	 Seek opportunities to modifY,' 
Corps projects for environm~ntal 
benefit. '. 1 

• Monitor environInental meashres 
once they are in place to evaluate 
their success.' I 

• 	 Inspect Civil Worksfacilities on a 
. 	 .'I 

five year cycle to keep them in 
full compliance with I 
environmental law. . 

• 	 Cleanup hazardous & toxic 
waste sites as prompdyand i 

thoroughly as funding allow~. 
Specifically: , I 

• 	 Start action within 180 days of 
customer funding. . I . : 

• 	 Award contracts within time 
frames agreed to with customers. 

• 	 Not exceed cost estimates by) 
more than 15%. 

I 
I 
I 

• 	 Develop new solutions to 
environmental concerns and make 
them available to others. 

Ifyou are a resident ·of a, community struck 
by natural disaster, you can count on the 
Corps to: 

• 	 Help your community leaders. 
organize flood,fighting and 
provide sandbags, pumps and 
technical assistance in compliance 

, with the law. 

• 	 Provide post-disaster technical 
assistance, clear and remove 
debris, and help restore critical 
public facilities ;;md services. 

• 	 Provide water in cases of drought 
or contaminated local supplies for 
up to 30 days, or until your local 
'government can provide safe 

. water. 

Ifyou are aFederal agency needing 
engineering support, you can count on the 
Corps to: 

• 	 Provide the services called for in 
our agreement with your agency. 

• 	 Give your mission equal priority 
with our military and civil work 
mISSIOns. 

Ifyou are a contractor doing business with 
. the Corps, you can count on the Corps to: 

• 	 Operate as your partners in 
meeting a common goal. 

• 	 Meet with you on aperiodic basis 
while work is in progress to 
resolve issues. 

'. 	Use Alternate Dispute Resolution 
to resolve any disputes that may 
arIse. 
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• 	 Pay you promptly for work 
completed in accordance with 
your contract. 

EDUCATION 
Inspector General Investigation & Audit 

Services 


Provides independent objective 
assistance to the Congress and the 
Secretary by performing audits imd 
investigation ofDepartment 
programs and operations. 

, If you contact theOIG Hotline about a 
complaint: 

,. 'We will respond to written 
complrunts with at least an 
acknowledgment of receipt or 
notice of referral within 15 
working days of our receipt of 
the complaint. 

• 	 If you telephone us with a 
complaint, we will advise you on 
the telephone or refer your 
complaint to the'proper sou~ce. 

ENERGY 
ENERGY INFORMA nON 

ADMINISTRATION 
Be a leader in providing high
quality, policy independent energy 

, information to Government, industry, 
and the public. in a manner that 
promotes soundpolicymaking. 
, effiCient markets, anapublic 
understanding. 

• 	 Provide service through, 
, knowledgeable employees who 
, will treat you withcourtesy, 
dignitY,and respect every time 
you do business with EIA 

• 	 Follow standard statistical 
, practices to ensure the accuracy 

and'reliability of our data, and we 
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will document everything we 
publish. 

• 	 Provide you with our best 
estimate of the time needed to 
complete your request and fully 
explain any delays , 

• 	 Offer options to service. 

• 	 Resolve customer needs through 
single-point contact whenever 
possible. 

, • 	 Distribute our information in a, 
format that fits your needs as 
resources allow. ' 

• 	 Provide instructions for accessing 
electronic information 

• 	 Respond to written inquiries 
within 5 business days. 

• 	 Answer. each customer telephone 
, call within one business day, 
, providing the req~ested 
informatiQn whenever possible. 

• 	 Write and speak in language that 
you can understand - free of 
,Government jargon, acronyms, 
and technical terms. ' 

• 	 Include a contact name and 
" 	telephone number on every 

document and letter. 

• 	 Deliver serVices without 
discrimination on the basis of 
race, color, national origin, sex, 
religion: age, disability, political 

, beliefs, marital or family status, 
and organization size or name. 

ENERGY 
NATIONAL SECURITY BUSINESS LINE 
Office Qf Defense Programs 

Maintain nuclear weapons 
technology and competence that are 
responsive to national security 
needv; assist in the reduction of the 
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worldwide nuclear stockpile by 
, 	safely and securely dismantling 

thousands ofnuclear weapons; 
transform the. national security 
infrastructure to meet the . 
requirementsfor secure disposition 
ofweapons capable materials,' dnd 
maintain arms control and relatkd 
technologies. 1 

• 	 Maintain'or exceed the 
confidence and reliability 
standards as defined by the 
military characteristics for 
weapons, as measured by 
technical analysis by the National 
Laboratories, resulting in the I 

, I 	 continued maintenance ofa safe 
and reliable stockpile. , 

• 	 Dismantle weapons in accord1ance 
with the annual Presidential I 

Directive, resulting in a reduttion I 	 . 
of over 6,000 nuclear weapons 

. between 1994 and 1998. I 

EN~RGY 	 . I 
NATIONAL SECURITY BUSINESS LINE 
Office: on Nonproliferation and National 

Security
iMaintain nuclear weapons 

·1 

I technology and competence that Clre 
: responsive to national security I 
!needs; assist in the reduction oftfle 
; world-wide nuclear stockpile by , 
i safely and securely dismantling 
: thousand ofnuclear weapons; 
t transform the national security 
i infrastructure to meet the 
. requirements for secure dispositiqn 
ofweapons capable materials; alld 
maintain arms control and related 
technolOgies ,

I· 
• 	 Continue our program to build 

public confidence by classifyiqg 
fewer documents; declassifying 
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more documents; and establishing 
in November 1994, an on-line 
bibliography of declassified 
documents available on request. 
Since 1993, classified documents 
have decreased by 70,000; 791% 
improvement in declassification 
actions. 

ENERGY 
. OFFICE OF ENVIRONMENT SAFETY AND 

HEALTH 
Achieve excellence in environmental, 
safety, and health activities and 
timely implementation. 

• 	 Maintain safe facilities 

• . 	 Demonstrate openness and take 
responsibility for· our actions. 

• 	 Share technology advancements. 

EQUAL EMPLOYMENT 

OPPORTUNITY COMMISSION 
Complainants and Respondents in the 
federal sector . 

Conducts hearings and appeals on 
complaints ofemployment 
discrimination, establishes principles 
for affirmative action plans, and 
conduct 

As a complainant or respondent agency 

named in a federal employment complaint, 

you can expect us to: 


• 	 . Treat you with respect and 
dignity. 

• 	 Look at all the ways we do 
business and the way we relate to 
you and others, We want to fmd 
ways to improve the quality and 
speed of our services., " 

• 	 Involve complainants and federal 
agencies to help us understand 
what you want, what you need, 
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and what you think about the way 
we serve you. 

• 	 Support our front-line employees 
by giving them the tools and 
knowledge they need to provide 
the best possible serVice to you. 

• 	 Strengthen our commitment tp 
customer service. 

EXECUTIVE OFFICE OF THE 

PRESIDENT 
Admittance to the White Bouse Complex 

Manages admittance process to the 
complex. 

Admittance to the White House Complex 

We will base .our success on how well we 
. meet the following standards: 

• 	 To greet all customers in a 
friendly manner. 

• 	 To expedite your entry to the 
Complex. 

• 	 To ensure that appointments are 
made correctly and in a timely 


manner to minimize delay. 


• 	 To provide a comfortable waiting 
eQvironment for customers 
should 

there be an unlikely delay. 

• 	 To· continually educate White. 
House Complex employees about 
the· 

admittance process. 

EXECUTIVE OFFICE OF THE 

PRESIDENT 

Conference Rooms 


Proyides conference support for the 
., Executiye Office of the President. 

White House Conference Rooms 
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We will base our success on how well we 
. continue to ensure the 
following standards: 

• 	 That the conference rooms fully 
meet your expectations. 

• 	 That you receive accurate and 
helpful assistance at all stages of 

. the conference room process. 

• That your schedulers are given 
clear directions for how to 


reserve conference rooms. 


• 	 That the conference rooms are 
well maintained (lighting, 


heating/cooling, quiet environment). 


• 	 That the room is ready at the time 
of your event. 

EXECUTIVE OFFICE OF THE 
PRESIDENT 

Library and Information Senrices 


. 	 Operates general reference libraries 
in the White House Complex. 

We will base our success on how well we 

continue to ensure the 

following standards: 


• 	 That the libraries meet your 
immediate needs. 

• 	 That library staff is helpful, 
knowledgeable, and professional. 

• 	 That you are given the necessary 
tools to be able to quickly find 
what you need. 

• 	 That information you need is 
available through the libraries. 

FEDERAL LABOR 

RELATIONS AUTHORITY 

Office of General Counsel 


Manages federal sector labor
management relations 
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We etercise leadership in Federal sector: 
labor~management relations. We do this in 
the following ways: 

• 	 We know our customers and we 
understand their needs. 

• 	 We provide our customers with 
. the highest quality service. I 

• 	 We treat our customers with i.· 
respect, and we merit their trust 
by our professional conduct. I : 

• 	 We enforce the Federal Servite . . I 
Labor-Management Relations 
Statute impartially and efficiehtly. 

• 	 Our customers can rely upon Iiour 
national and field offices to 
interpret the Statute with clarity, 
consistency, and uniformity. I 

• 	 We provide leadership and ·1' 
training, tailored to our , 

., customers' needs, to enable th'em 
I' to develop productive labor- I 

management relationships. i 
: • 	 We assist management and I 

unions in fashioning alternative 
dispute resolution procedures,! 
which reduce the cost of conflict . 	 . 

i 	 and engender trust. I 
I. 	 When our efforts fail, our i 

customers look to us for I 
assistance in resolving meaningful 
disputes. I . 

• 	 We obtain effective remedies for 
unfair labor practices. I 

I. fi·· IhWe cre~te an envIronment or promotmg ~ e 
exercis~ of leadership in Federal sector I 
labor-management relations in the following 

ways:! .. I 
• 	 We treat people at all levels Of! 

our organization fairly and 
i respectfully. I 

• 	 We value highly their I 
commitment, their hard work ~nd 

I 

Ii 	 .. 
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I 

.their views about the 

organization. 


• 	 We care about one another's 
personal and professional welfare. 

• 	 Diversity is valued and reflected 
at all levels of the organization . 

• 	 Managers and the Union of 
Authority Employees, as the 
recognized exclusive 
representative of the employees, 
are partners in developing and 
implementing goals and plans. 

• 	 We value initiative and 
innovation, and so we reward 
people who take risks which 
result in improved service to our 
customers. 

• 	 Our work environment provides 
job satisfaction and opportunities 
for professional growth and 
career advancement. 

.• 	We are committed to providing 
training to employees at all levels 
of the organization"to enable 
them to excel at their work and to 
meet the challenge of new 
directions. 

• 	 Communications flow easily 
throughout the organization and 
intra-regional communication is 
promoted. 

• 	 Employees at every level are 

provided the information they 

need. 


• 	 The national office provides clear 
guidance and effective support to 
the field offices. 

.. 	 Work is distributed equally 
among the regions and among the 

. agents within the regions. 

• 	 As a result of our commitment to 
providing the highest quality 
service to our customers, and to 
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creating a working environment 
that promotes dedication to 
making th~.t goal a reality, 

• 	 Our customers view us as fair 
minded, professiotialleaders who 
provide services vital to the , 
development'of successful labor
management relationships, 

• 	 Our work is recognized at all 
levels of the Federal Government 
as supenor, 

• 	 We are viewed as a model for 
labor-management cooperation 
and partnership within the 
Federal sector: 

• 	 Our employees receive substanti3.l 
personal satisfaction in 
performing their jobs, 

• 	 High levels of trust exist within 
our organization, and between us 
and our customers, 

• 	 Weare given the resources 
necessary to provide the highest 
quality service. 

• 	 Government works better, and 
the public interest is better 
served. 

GSA 
FEDERAL SUPPLY SERVICE 
Fleet Management 

Providl!s federal customers with 
quality vehicles and management 
services at a competitive cost. 

Value: 
./ 

• IFMS rates paid by customers for 
vehicles, including maintenance 

. and 

fuel, are below t,he average rate for 
commercial lease of comparable 
models,. including maintenance and fuel. 

Quality: 
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• Customer satisfaction with the 
quality ofthe vehicles provided 

at the rates charged will be maintained at a 
90% level. 

• 	 Customer satisfaction with 
'repairs to IFMS vehicles will be 
maintained 

at a 90% leveL 

Timeliness: 

• 	 Vehicles will be replaced within 
the time frames agreed upon by 
IFMS and customers at a 90% 
satisfaction level. 

• 	 Establish a period of time for 
vehicle maintenance and repair 
activities that is acceptable to the 
customer at a 90% satisfaction 
level. 

Ease of accessibility and convenienc'e of 
service process: 

• 	 Customer questions, problems, 
and concerns will be resolved by 
Fleet Management Centers within 
five working days, 

• 	 A Maintenance Control Center 
technician will be on the line with 

a customer within 75 seconds of the call 
being answered. 

• 	 SF 149 and SF 149A credit cards 
used by customers will be 

accepted at fueling stations convenient for 
the customer at a 95% satisfaction level. 

Note: Standards are subject to change after 
customer review and comments, 

GSA 
FEDERAL SUPPLY SERVICE 
Property Management 
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Transfers for re-utilization or I GSA 
disposes ofGovernment-owned 

. assets other than real property.! 
Value: 	 I 

, I II 
! • To be developed by Janu8.fJI1, 

1996. . 
I 

I 	 \ 

Quality: 	 II 
: .	Customers will be satisfied ..Jvith
i 	 the quality of information l 

provided for at least 95% oflthe 
total number of lines transfetred 
and sold. \ , 

I 

Timeliness: 
. I 

! • Customer satisfaction is 
: 
I 

maintained by transferring 95% 
I

of all property reported for I 
Utilization or Donation within 
established time frames (tran~fers 
within 60 days; donations within 
21). .! 

I. Customer satisfaction is ~ , 
maintained by selling 90% ofiall 
property reported for sale within 

.:, established time frames (vehi~les 
within 60 days; all other within 

1 OOd~~. i 

Ease O:f AC'cessibility and Convenience 0;' 
ServicrProcess: I 

• 	 Using our data collection I 
techniques, we will validate our 

! achievement of a standard of I , 
95% customer satisfaction with 

I 
the ease of access and I 

convenience provided in \ . 
Utilization, Donation, and Sales 

! transactions as of January 1, I 
: 1996. I 
I 	 . 

Note: 	 Standards are subject to change after 
I • d 	 I 

customfr revtew an comments. \ 

I 
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FEDERAL SUPPLY SERVICE 

Supply and Procurement 
Provides Federal customers with 
supplies, equipment, and services 

Value: 

• 	 Customers will benefit from 
savings of 20% over competitive 
sources. 

Quality: 

• 	 Customer satisfaction with. the 
qiJality ofour products and 
services will be maintained at 
90% or better. 

Timeliness: 

• 	 We will meet or exceed our 
shipping commitments at least 
95% of the time. 

Ease of Accessibility and Convenience of 

Service Process: 


• 	 Over 93% of all items will be 
available when ordered. 

• 	 Customer inquiries will be 
addressed immediately; concerns 
and problems will be responded 
to within two (2) business days. 

Note: Standards are subject to change after 
customer review and comment. 

GSA 
FEDERAL SUPPLY SERVICE 

.Travel and Transportation 
Provides travel and transportation 

. services to the federal worker 
Value: 

• 	 Savings attributable to our air 
fare program will continue to 
average 40%. 
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• 	 Savings attributable to our traffic 
services will continue to average 
30% off commercial rates. . 

Quality: 

• 	 Our household goods carrier 
program will result in good to 
excellent quality on at least 80% 
ofmoves. 

Timeliness: 

• 	 To be developed by January 1, 
1996. 

Ease ofAccessibility and Convenience of 
Service Process: 

• 	 Contract airlines will be used 
when available for 80% of flights. 

• 	 Customer questions, problems 
and concerns will be resolved 
within 5 working days. 

Note: Standards are subject to change after 
customer review and comment. 

GSA 
INFORMATION TECHNOLOGY SERVICE 
Emerging Technology 

Examines successful models and 
potential usage ofemerging 
Information Technologies within the 
Federal Government. 

Emerging Technology 

Value: 

• 	 Early deployment ofemerging 
technologies will meet or exceed 
90% of customers' requirements 
and expectations. 

Quality: 

• 	 Pilot projects will produce results 
that directly influence the 
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decision on strategic use of 
appropriate technologies for 90% 
of the participating agencies. 

Timeliness: 

• 	 Timeliness will be measured by . 
meeting 95% ofthe target service 
dates established by the 
customers. 

Ea~e ofAccessibility: 

• 	 The IT Access Working Group, 
comprised ofFederal workers 
with disabilities and their agency 
program officials, will participate 
in the planning and testing of 
100% of this office's projects. 
This function will leverage .' 
capacity building by government 
bodies to addres~ poorly 
understood customer 
requirements of citizens with 
disabilities. 

GSA 
INFORMATION TECHNOLOGY SERVICE 
General Standards 

Provides telecommunications and 
computer policy, equipment and 
services for the federal government 

The Information Technology Services (ITS) 
Customer Service standards are: 

• 	 Value: ITS services will be 
customer, price and cost
competitive and reflect the best 
value to the Government. 

• 	 Quality: ITS will provide' 
solutions that meet or exceed 

. customers' requirements and 
expectations and will involve 
customers in the development 
and improvement of services and 
standards 
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I 

• 	 Timeliness: ITS will respond to 
II customer needs in a timely, I 

professional, and effective \ 
manner. 

i • Ease of Accessibility: ITS will 
I 

I make it easy for customers to do 
business with us. 

i 
GS~ 	 I 
INFORMATION TECHNOLOGY SERVICE 
GSA~Wide Information Technology 

, 	 Provides federal workers with 
network and information 
management support, including'r

, 	mail and data networks I 
Valu~: I 

• 	 Services will be provided at the 
same or lower prices and cos~s 

! 
'\ 	

than comparable suppliers. I 
Comparisons with the i 
marketplace will be accomplished 
using semi-annual surveys. I 

I 

Quality: 	 1 

i. 	95% of customers will be I 
satisfied with their network, i 

j.J 	 information, and support services. 

TIm~~~ . I 
:. Services provided will meet I 
I 	 customer needs and expectations 

for responsiveness 95% of th~ 
time. I 

, • 	 GSA equipment delivery orders 
will be prepared and transmitt~d 
to the contractor within 4 day~ 
from receipt of a valid requisit~ion.

I
!. 	 Requests for information/services 

will be responded to. within 241\ 
hours. 

I 	 i, 
Ease ot Accessibility: i1 I,, 
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• 	 Customers will be involved in 
95% of reinvention, policy 
determination, and focus group 
initiatives. 

• 	 Follow-up visitslcalls will be 
made on at least 95% of 
completed technical support 
services. 

GSA 
INFORMATION TECHNOLOGY SERVICE 

Provides Information Security 
services 

Value: 

• 	. Rates paid by customer agencies 
for Information Security services 
will result in a Significant (10% or 
greater) cost savings to the 
Government when compared with 
alternative sources. 

Quality: 

• 	 Customer satisfaction with the 
quality of Information Security 
services will be, maintained at a 
95% level. 

Timeliness: 

• 	 The Office will respond in a 
timely, professional and effective 
manner to customer requests for 
emergency service within 6 
hours, 95% of the time. 

, 	 . 
Ease of Accessibility: 

• 	 Every Office customer will have 
continual access to emergency 
service through an "after hours" 
and weekend hotline for customer 
response. 

• 	 All customer inquiries directed to 
an account executive will be 
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responded to within 1 business 
day. 

GSA 
INFORMATION TECHNOLOGY SERVICE 

Information Technology Acquisition 
Provides program and servicesfor 
Federal, state and local government 
workers can buy commercially 
available computer products and 
services 

Value: 

• 	 . Contracts will be awarded at or 
below compatible commercial 
offer at least 95% of the time. 

Quality: 

• 	 Achieve a 95% approval rating by 
customers. 

Timeliness: 

• 	 Acquisitions will be awarded on
time 95% of the time. 

Ease of Accessibility: 

• 	 Employees will respond to 
customer inquiries within 24 
hours. 

GSA 
INFO'RMATION TECHNOLOGY SERVICE 

Information Technology Integration 
Provides technical assistance for 
Federal contracting ofInformation 
Technology systems 

Value: 

• 	 'ITI will employ benchmarking to 
determine process improvements 
in standard procurement practices 
resulting in a 20% time/dollar 
savings on 50% or more ofall 
procurements. 
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Quality: 

• 	 ITI will develop new services, 
including at least cine new major 
business line each year, in 
response to customer requests. 

Timeliness: 

• 	 ITI will respond to all customer 
needs in a timely and professional 
manner achieving a customer 
satisfaction rating of95% on its 
customer satisfaction surveys. 

Ease ofAccessibility: 

• 	 IT! will· develop more effective 
service delivery by reviewing 
100% of customer suggestions 
and incorporating customer and 
employee suggestions into work 
processes. These suggestions 
will be culled from cIien! 
satisfaction surveys, client focus 
groups, and employee focus 
groups. 

GSA 

INFORMATION TECHNOLOGY SERVICE 

. Information Technology Policy and 
Leadership 

Provides policy for delegated 
authority to federal agencies to 
acquire Information Technology 

Value: 

• 	 20% savings in governmentwide 
technology acquisitions through 
cost reductions. 

Quality: 

• 95% of customers will find that 
their agency's Information 
Resources Procurement and 
Management Review was 
conducted fairly and 
professionally. 
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. Timeliness: 

• 	 95% of customers will be I . 
satisfied with the responsiveness 

. 	 . I . 
(i.e. promptness, commuru4atIOn, 
full attention to your needs) of 
GSA's conduct in their Ag~ncy 
Procurement Request. I 

. I 

Ease of Accessibility:,
I • 95% of customers will find Ithat 

II 

! 	 the Federal Information 
I 	 Resources Management i 

Regulation (FIRMR) has been 
published in sufficient type~ of 
media (e.g. hard copy, CD-~OM, 
EBB) to meet their agency'$ 
needs. I 

GSA 
INFORMATION TECHNOLOGY SERVICE 

Local Telecommunications I 
I 	 Provides voice and data services, 

telecommunications equipment ;and 
technical assistance for Federal 

i 	 workers. I 
Valu'e: 	 . 

• 	 Products and services in the: 
POTS program will attain at least 
a 25% cost savings over sinlilar 
commercial lines. I 

: 	 . Local Telecommunications lines 
will achieve at least a 38% dost
savings per line compared t6 
commercial and governmental 

. 	 . I
orgamzatIOns. I 

i 
Quality: 

, 	 I 
• 	 This office will achieve a 95% 

satisfactory rating on custorber . 

surveys. I
I 

Timeliness: 	 I 
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• 	 All POTSITSC contracts will be 
recompeted and awarded at 60% 
of the maximum dollar limit or 18 
months before expiration date 
(whichever occurs first). 

• 	 95% of Agency Procurement 
Requests will be completed 
within 10.business days from 
receipt ofnotification. 

Ease of Accessibility: 

• 	 100%ofTechnical Contract 
Management Division contracts 
during FY95 will allow customers 
to order directly from the 
contractor and receive direct 
billing in return. 

• 	 After the first year ofTOPS 
implementation, customers will 
be able to electronically place 
orders from personal computers 
and obtain immediate access to 
current account information. 

GSA 
OFFICE OF FTS 2000 
Long Distance Telecommunications 

The Federal Government's program 
. for long distance voice data and . 

video telecommunication services. 
The Office of FTS2000 has identified the 
following customer service standards based 
on information and direction from you, our 
customers. 

Value: 

• 	 Prices for FTS2000 services will 
. remain below the average of the 

lowest commercial rates. 

Quality: 

• 	 Our customers will receive error
free bills. In those rare cases 
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when an error is identified, it will 
be corrected within the next 
billing cycle .. 

Timeliness: 

• 	 Monthly Statements ofAccount 
will be provided bythe 16th of 
each month. 

• 	 Service enhancements will be 
completed within an average of 
135 work days. 

• 	 Atleast 95 percent of service 
order due dates will be met. 

Ease of Accessibility & Convenience of 

Service Process: 


• 	 All calls will be returned within 
the business day. 

GSA 
General Standards 

Serves as the federal government's 
real estate advisor. 

GSA has established the following standards 
to guide its relations with its federal 
customers: 

. Value: 

• 	 Competitive prices at the quality 
specified. 

• 	 Added value for the prices GSA 
is paid. 

• 	 Value as defined by our 
customers. 

Quality: 

• 	 Products and services of 
consistently high quality. 

Timeliness: 

• 	 Timely delivery of products and 
services. 

• Prompt response to customer 
inquiries and requireinents. 

. Ease of accessibility and .convenience of 
service process: 

• 	 Competent and k:rl;owledgeable 
. staff. ... 

• 	 Ease of access to people who can 
help. 

GSA 
PUBLIC BUILDINGS SERVICE 

Commercial Broker . . 


Act as the federal government's 
commercial broker 

Customer agencies want their needs met 

responsively and courteously and in a timely 

manner. 

Value: 


• 	 Lease payments for large leases 
will be below the appraisal rate. 

Quality: 

• 	 The Commercial Broker will 
achieve a customer satisfaction . , . 

. rating of 90% according to the 
Transactional Report Cards . 

Timeliness: 

• 	 Space Assignments will be 
delivered within the agreed upon 
time frame. 

Ease of Accessibility and Convenience of 

Service Process: 


• 	 Customer satisfaction will be 
measured via transactional report 
cards against expectations. 
established in the occupancy 
agreements. If the transactional 
report cards indicate any area of 
concern, appropriate personnel 

9: 18 PM 9/22/95 Page-310 	 F ANCY7E.DOC 

/ 



. h" 'I. hiwill contact t e customers WIt n 
5 working days. l' 

• 	 Project managers and/or reaJ 
estate specialists shall provide bi
weekly status reports on a I 
transaction-by-transaction basis 
either verbally or in writing, ih 
order to be proactive in I 

) communicating with customers. 
I 

GSA 	 \
I

PUBLIC BUILDINGS SERVICE I 
Fedetal Protective Service I 

: Provides law enforcement and 
! security services to federal I. 
i employees in property managed py 

i GSA I 

Ease of Accessibility and Convenience of 
Service Process: . 

• 	 Customers will be queried on a 
random basis to obtain feedback 
on response time and quality of 
work. Service Call Report Cards 
will be left with the customers to 
be filled out on a voluntary basis 
after a transaction has been 
completed. If the report cards 
indicate an area of concern, 
appropriate personnel will 
contact the customer within 5 
working 'days. 

.• 	Assign Physical Security 
Specialists as single points of 
contact to provide an ongoing 
customer relationship. 

GSA 
PUBLIC BUILDINGS SERVICE 
Fee Developer , 

Valuer 
I 

• 

Qualit~:
I 
'. 

Timeli~ess: 
I 
• 
I' 

I
• 
i 
, 
I 

I. 
. '. 	 I 

The operating costs for .\ 
protective seIVices will be equal 
to or below the average costs\. 
published by the Buildings I 
Owners and Managers I 
Association (BOMA). I 

The Federal Protective SeIVice 
will achieve a customer 
satisfaction rating of 85% as 
measured by the International 
Facilities and Management 
Association (IFMA) Survey. 

The standard for emergency 
and/or life-threatening situations 
such as homicide, rapes, \ 
aggravated assaults, arson, • 
robberies, bomb, threats and other 
similar incidents will be a 
maximum response time of 5 
minutes. 

N on-emergency responses will be 
accomplished within 20 minutes. 

'I 


Value: 

Provides repair/alteration and 
modernization ofexisting bUildings, 
buildings newly constructed or lease
purchased through GSA 

• 	 Project construction budgets will 
be less than or equal to 
comparable industry-based costs, 

Quality: 

• 	 The Fee Developer will achieve a 
customer satisfaction rating of 
90% according to the 
Transactional Report Cards. 

Timeliness: 

• 	 Complete projects in,accordance 
with the agreed upon schedule 
approved by the customer. 
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Ease of Accessibility and Convenience of ' 

, Service Process: Timeliness: 


• 	 Project managers shall provide bi
weekly status reports on all 
projects either orally or in writing 
in order to be proactive in 
communicating with customers. 

• 	 Assign Project Managers'to all 
major projects. The Project 
manager will contact aQd involve 
the customer at the onset of 
project development and will . 
serve as the one point of contact 
to the customer through final 
occupancy. 

• 	 Customers will be queried to 
obtain feedback on response time 
and quality ofwork. 
Transactional Report ,Cards will 
be left with the customers to be 
filled out on a voluntary basis 
after a transaction has been 
completed. If the Transactional 
ReportC8:rds indicate an area of 
concern, appropriate personnel 
will contact the customer within 5 
working days. ' 

GSA' 
PUBLIC BUILDINGS SERVICE 
Property Disposal 

Value: 

Provides a full range ofdisposal and 
appraisal services for federal 
agenCies 

• 	 The actual sales price of property 
sold is greater than the fair 
market value. 

Quality: 

• 	 Property Disposal will achieve a 
customer satisfaction rating of 
90% according to the 
Transactional Re~ort Cards. 
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• Dispose of reimbursable real 
property within 135 days. 

Ease of Accessibility and Convenience of 
Service Process: 

• 	 Customers will be queried' on a 
regular basis to obtain feedback 
on response time and quality ·of 
-work. Report Cards will be left 
with the customer to be filled out 
on a voluntary basis. Areas of 
concern will be addressed within 
5 working days. 

GSA 
PUBLIC BUILDINGS SERVICE 
Property Management 

Provides a full range ofproperty 
management services forproperties 
and buildings managed by GSA 

Value: 

• 	 The operating costs for property 
management will be equal to or 
below the average costs' 
published by the B~ildings 
Owners and Managers 
Association (BOMA). 

Quality: 

• 	 Property Management will 
achieve a customer satisfaction 
rating of 85% as measured by the 
International Facilities 
Management Association (IFMA) 
Survey. 

Timeliness: 

.' 	The cycle time for RW A's and the 
response time of service calls will 
meet customers' expectations. 
The performance will be . 
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. . I 

, 	 measured through the use of 
I " I 

, TransactIonal Report Cards, 

Ease,o: f 'b'l' 	 \ fAccessl I Ity .andC'onveruence 0 

Service Process: I 
i • 	 Customers will be queried oh a 

random basis to obtain feedback 
on response time and qualitY, of 
work. Transactional Report 
Cards will be left with the 
customers to be filled out on a 

l 

voluntary basis after a transa'ction 
has been completed, If the \ 
Transactional Report Cards \ 
indicate an area of concern, 
appropriate personnel will I 

contact the customer within 5 
working days. 

JusIfICE 
BUREAU OF PRISONS 


Feder~1 Prison Industries \ 

I To train and employ inmates at 
i Federal institutions. I 

FPI is ;committed to total customer I 
satisfaction, striving to maintain the highest 
stand~ds of customer service. FPI's \ 
fundamental customer service standards are 
the foliowing: \ 

t. Deliver all. products and services 
: on time. \ 
! • Process all orders received within 

two working days, I' 
i. Provide a customer I 

acknowledgment of all orders \ 
within five wor~ng ~ays. \ 

i. Expand the QUlckShip program . 
significantly for products shipped 
within 30 days. \ 

• 	 Answer each incoming call to the 
I 

Customer Service 800 number 
within 30 seconds ... 

i I 
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• 	 Respond to all customer waiver 
requests within five working 
days. 

• 	 Meet marketplace pricing and 
customer quality requirements on 
all products and services. 

• 	 Conduct customer surveys each 
year. , 

• 	 Insure products and services pass 
each customer's quality testing 
and cost-pricing requirements. 

• 	 Respond to all customer inquiries 
within two working days. 

• 	 Provide timely and accurate 
marketing information to 
customers on all UNICOR 
products and services .. 

• 	 Offer specific customer feedback 
mechanisms in its catalogs, direct 
mailings, advertisements, and 
trade shows. 

• 	. Mail the full-line catalog within 
fourteen working days of \ 
customer requests. 

JUSTICE. 
OFFICE OF THE INSPECTOR GENERAL 
General Standards 

Enforces and investigates 
OIG-wide Standards: 

• 	 .All OIG employees will maintain 
the highest standards of 
professionalism and integrity. 

• 	 The OIG will provide reports that 
are well-written, report facts 
accurately, and provide 
information that is useful to the 
recipient. 

• 	 OIG personnel will minimize 
disruption of DOJ operations to 

. the extent practicable, 
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• 	 All OIG work will be conducte'd 
in a timely manner. 

Audit Division Standards: 

• 	 Audit Division personnel will 
foster open and frequent 
communication with auditees 
throughout the audit regarding 
areas for review, audit objectives, 
findings, and recommendations. 

• 	 In addition to frequent 
communication with the 
component being audited, any 
negative condition discovered 
during an audit will be 
communicated to management. 

• 	 At the conclusion of every audit, 
and in addition to the yearly 
customer surveys, the Audit 
Division will survey orally the 
respective component to solicit 
feedback as to the positive and 
negative aspects of the audit as 
well as additional work the 
auditee would like to have 
pursued. 

• 	 The Audit Division will adhere to 
the requirements of the United 
States Trustees reimbursable 
agreement by issuing a targeted 
percentage of trustee audit 
reports within the specified time 
frames. 

Inspections Division Standards: 

• 	 During the review process, the 
Inspections Division will seek 
input from program managers to 

. identify the most significant 
issues facing our customers and 
the most useful approaches for 
addressing them. 

e 	 The Inspections Division will 
communicate with program 
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managers, at agreed upon 
intervals, during the inspection 
reVIew process. 

• 	 Issues arising during the course 
of our reviews that are 
determined to be significant by 
Inspections Division management 
will be brought to customers' 
attention within three business 
days. 

• 	 Customers will be given an 
opportunity to comment on the 
service provided to them by the 
Inspections Division. 

Investigations Division Standards: 

• 	 On average, investigative case 
days will not exceed 170 days. 

• 	 OIG Special Agents will conduct 
themselves in a fair and unbiased 
manner during all inquiries. 

• 	 The confidentiality of a 
complainant or a source of 
information will be maintained .. 

• 	 Disclosure of the identity of an 
employee complainant or 
employee source of information 
will be made only with the 
employee's 'Consent, unless it is 
determined that disclosure is 
unavoidable during the course of 
the investigation. . 

• 	 All OIG Special Agents, 
especially supervisors, will ensure 
that no unnecessary risks are 
taken and that operations are 
conducted with the safety ofall in 
mind . 

LABOR 
EMPLOYMENT STANDARDS 
ADMINISTRAnON 
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Office of Workers Compensation 
Programs 
Divi~ion of Federal Employees' 
Com,pensation ' I 

: 	 Provities Federal employees whp 
sustain work-related injury or I 
disease with benefits for medical ' 

I 
care and wage loss replacement, as 

I 

well as assistance in returning to 

i work ' I 
Servi~es our customers can expect I 

Pro~pt Adjudication. Ifyou are an injJed 
worker, you can expect timely adjudication 
ofyour compensation claims: 1 

; 	 • For traumatic in'juries, this Jeans 
I 	 a decision within 45 days of I 

receipt in all but the most 
complex cases. 

• For the large majority of 
occupational illness cases, which 

i, require more extensive ' I ', 

evi~e.rltiary development, a .i 
,deCISion should be forthcommg 
within six months of receipt. I 

• For very complex occupational 
I 

illness cases, a decision should be 
I 

rendered within 10 months of 
receipt. 1 

I 	 I 
Prompt Payment. Injured workers can also 

, 	 I ' 

expect prompt payment ofclaims in accepted 

cases:: ,'II. 	Where medical evidence supp.0rts 
• 	

disability, compensation 
I

I 
payments are usually made within 
14' days of submission to our I 
district office by the employirlg 
agency., I 

• 	 Medical bills, whether submitted 
directly by the providers or aJ 
reimbursement requests by I 
injured workers, are usually I 
approved for payment (or denied 
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if not payable) within 28 days of 
receipt. 

Assistance in Returning to Work. The 
Federal'Employees I Compensation Act 
gives injured workers the right to reclaim 
their Federal jobs within one year of the 
onset ofwage loss. We will do everything 
we can to assist employees in returning to 
work during that time period" and, if 
necessary, beyond. Injured workers and 
'employing agencies can expect timely and 
quality case management services, which 
include the following: ' 

• 	 Assignment ofa registered nurse' 
to work with any injured worker 
who cannot return to work soon 
after the injury. The nurse 
ensures that appropriate medical 
care is provided and assists the 
worker in returning to 
employment. 

• 	 Referral to a medical specialist 
for a second. opinion examination 
where required by the' worker's 
medical condition or the office's 
need for additional medical 
infonnation. 

• 	 Vocational rehabilitation services 
if the employee is unable to 
return to work at the employing 
agency or in his or here previous 
job category. 

MERIT SYSTEMS 

PROTECTION BOARD 
General Standards 

Protect federal employees' rights 
We have established these standards to 
assure our customers that they receive the 
quality of service to which they are entitled 
and to assure the public as a whole that we 
are ably promoting and protecting the 
Federal merit systems. 
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MISSION I -- Adjudication of Appeals. 

• 	 We will make our regulations 
easy to understand and our 
procedures easy to follow. 

• 	 We will process appeals i'n a fair, 
objective manner, according 
respect and c,?urtesy to all 
parties. 

• . 	 We will promptly and courteously 
respond to customer inquiries. 

• 	 We will facilitate the settlement 
of appeals .. 

• 	 We wIll issue readable decisions 
based on consistent interpretation 
and application of law and . 
regulation. 

•. 	We will issue decisions in initial 
appeals within 120 days of receipt 
and within 110 days on petitions 
for review, except where full and 
fair adjudication of an appeal 
requires a longer period. 

• 	 We will make our decisions 
readily available"to our 
customers. 

MISSION II -- Oversight of the Federal 

Merit Systems and the U.S. Office of 


. Personnel Management . 

• 	 .We will conduct research on 
topics and issues relevant to the· 
effective operation of the Federal 
merit systems and the significant 
actions of the U.S. Office of 
Personnel Management; perform 
sound, objective analysis; and 

. where warranted, develop 
practical recommendations for 
improvement. 

• We will issue timely, readable 
reports on the findings and 

. recommendations of our research 
and make these reports available 
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to all interested individuals and 
parties. 

• 	 We will enhance the constructive· 
impact of our studies and reports 

. through .outreach efforts. 

• 	 We will conduct surveys of our 
customers from time to time to 
see how well we are meeting 
these standards. However, if at 
any time, you have comments or 
suggestions concerning 'our 
service, we invite you to provide 
feedback to our Chairman, Mr. 
Ben Erdreich, through ~ur Clerk 
of the Board, at 1120 Vermont 
Avenue, NW, Washington, DC 
20419, telephone (202) 653
7200, FAX number (202) 653
7130. Electronic mail may be 
sent over the Internet to 
mspb@mspb.gov. 

OFFICE OF PERSONNEL 

MANAGEMENT 
EMPLOYMrnNTSER~CE 
Federal Employment Information System 

Serves job seekers and displaced 
Federal employees by providing 
information on federal employment 

Our Customer Service Standards: 

• 	 We will provide you with 
courteous and timely service. 

• 	 We will update our nationwide 
job listings every business day. 

•. 	We will have Employment 
Information Specialists available 
to answer your questions on the 
nationwide Career America 
Connection telephone system, 
912-757-3000. 

• 	 We will provide 24 hour a day, 7 
days a week access to nationwide 
job information. 

F ANCY7E.DOC 

mailto:mspb@mspb.gov


I 

\ 

• 	 We will respond to your requests 
for applications and routine 

I 

information within one business 
, ' day. ' I 

• 	 We pledge to respond to your 
requests for employment I 
information within one business 
day, and requests for more! 
detailed information within five 
days. . I 

'11 	 . . 1 d• We WJ use your suggesti0D,s an 
(complaints to improve our 	I 
service continually. We will: 
always remember we work for 

, you, the American public. 
I 
I 

OFFICE OF PERSONNEL 
I 

M~NAGEMENT 
OFFI'CE OF INSURANCE PROGRAMS 
Retirement and Insurance Sen'ice 
Fede~al Employeest Group Life Insurance 
Prog~am 

I Provides a stable, cost-effective, and 
! quality program.oflife insurancf to 
I meet the needs offederal employees, 
I retirees, and their families. 

i. 	When you use the FEGLI 
Booklet, you-will find it is clear, 
factual and gives you the 
information you need. 

I 
~. 	 You and your beneficiaries will 
i 	 receive prompt, accurate and \ : 

courteous assistance from I 
OFEGLI, which can be reached 
directly through a toll-free hohine 

I 

(1-800-0FE-QLIA, 1-800-63?
4542), ,; I' 

i. , Once a claim for death benefits or 
dismemberment is fully 
documented, OFEGLI will 
generally pay it within 10 work 

days. . . '. I 

I 

• 	 We will respond to 
correspondence within 30 days of 

, when we receive your letter. If 
we need more information before 
giving you an answer, we will 
send you an interim response. 

OFFICE OF PERSONNEL 

MANAGEMENl' 
OFFICE OF INSURANCE PROGRAMS 
Retirement and Insurance Sen'ice 
Federal Employees Health Benefits 

Provides a stable" cost-effective, and 
quality program ofhealth insurance 
to meet the needs ofFederal 
employees, retirees, their families 
and others enrolled in the Federal 
Employees Health Benefits Program. 

• 	 Your choice of health benefits 
plans will compare favorably for 
value and selection with the 
private sector. 

.' When you use the FEHB Guide 
and plan benefit brochures, you 
will find they are clear, factual, 

, and give you the information you 
need. 

• 	 When you change plans or 
.oPtions, you should receive your 
new identification card within 45 
days after your new plan gets 
your enrollment form from your 
agency. 

• 	 Your fee-for-service plan should 
pay your claims within 20 work 
. days; if more information is 
needed, it should pay within 60 
days. 

• 	 Ifyou ask us to review a claim 
dispute with your plan, our 
decision will be fair and easy to 
understand; and we will send it to 
you within 60 days. 

' 
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• 	 If you need to do more before we 
can review a claim dispute, we ' 
will tell you within 14 work days 
what you still need to do. 

• 	 We will respond to 
correspondence within 30 days of 
when we receive your letter. If 

, we need more information before 
giving you an anSwer, we will 
send you an interim response. 

OFFICE OF PERSONNEL 

MANAGEMENT 
OFFICE OF RETIREMENT PROGRAMS 
Retirement and Insurance Service 
Retirement Benefits 

Provides accurate, efficient, and 
timely retirement benefits and 
services to Civl/ Service Retirement 
System and Federal Employees 
Retirement System employees, 
retirees and their families. 

'For our new customers. 

Retiring Employees: 

• 	 We will'make your transition to 
r~tirement as seamless as 
possible. As agencies begin to 
participate in this program, your 

, Federal .income tax and direct 
deposit arrangements will be 
automatically maintained by us. 

• 	 Your first annuity payment will 
probably be on its way to you 
within five working days from 
when w~ receive your retirement 
papers from your agency, Ifyou 
are participating in the direct ' 
deposit program, your account,. 
will be credited within seven 
working days. We will meet this 
standard 90% of the time by the 
end of 1995. ' 

• 	 You can expect to receive 
professional and personalized 
information concerning your 
retirement and the status of your 
application for benefits. 

Survivors of Retirees: ' 

• 	 We will be prepared, to assist you 
in filing the paperwork needed to 
obtain benefits. 

• 	 We will initiate processing your 
benefit when you call us about 
your loss. 

For our established customers (account 
holders). 

• 	 You can count on our reliability: 
you will receive your recurring 
benefit pay~ent on the first ' 
business day of every month. 

• 	 We will tailor our services to 
meet your needs. For example, 
we will accept tax withholding 
requests based on dollar amounts 
or exemptions and filing status. 
Your requests for this and other ' 
selected services will be accepted 
by us either in writing or by 
phone... 

STATE 
DIPLOMATIC SECURITY SERVICE 
Personnel Security/Suitability Division 

Conduct and adjudication of 
investigations to ensure suitabiltty of 
applicants ' 

The standards listed below represent our 
commitments and goals for providing quality 
service and leadership in .the foreign affairs 
security community: 

• 	 Work with our bureau customers 
, to clear their prospective 
employees or identify clearance 
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problems with 65 working days 
. I 

from the date of their request 
I 

I • Provide information on personnel 
I 

security. programs regularly to all 
I

State Department employees so 
they can contribute effectively to 
making our work environme~t 
secure, worldwide t 

i • Continue streamlining security 
clearance procedures includibg 
work on common clearance \ 

. standards across government 
lines 

, 

STATE 
OFFICE OF FOREIGNMISSIONS 
Diplo!natic and Consular Mission~ 

I Provides services to diplomatic 
i personnel stationed in the U.S., while 
. 	 I 

. : assuring reciprocity, as required! 
The goal of the Department of State is td 
establi~h, for foreign nations' diplomatic land 
consular missions and their personnel, a 
regime of service which .is readily 
understood, simple in execution, and 
sensiti~e to the time constraints ofthe 

I 

consuqters involved. OFM currently 
operat~s the following programs which are 
subject to the provisions of this Custom~r 
Service Plan:' I 

:. 	 Diplomatic Motor Vehicles 
I 

:. 	 Goods and Services , 
Traveli· 

j. 	 Real Property , 
I 

I• Customs 

•I 	 Tax Exemption 
I 

Note: 'Jihe established standards for each of 
these prlograms are spelled out in applicable 
diplomatic notes which have been used to I 
notify tne customers involved. The standards 

I 	 . I
employed are governed by our commitment 

! . 
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to quality, but tempered by reciprocity as 
required. 

STATE 
OFFICE OF OVERSEAS SCHOOLS 

. Promotes quality educational 
opportunities at the elementalY and 
secondary level for dependents of 
American citizens overseas 

Body: 

The Office of Overseas Schools is committed 
to providing its customers with service of the 
highest possible quality within resources 
available. In doing so, the Office strives to 
meet the following standards: 

• Ifyou request information on 
. overseas schools, we will provide 
professional, knowledgeable and 
courteous service. When written 
material is pertinent, we will send 
it to you within 24 hours ofthe 
request. 

• 	 . In accord with legislative criteria 
and post recommendations, we 
will provide grant assistance each 
year to schools which enroll U.S. 
citizen school-age dependents 

• 	 Ifyou request assistance on 
locating an appropriate school for 
your child(ren), including those 
with special needs, we will 
provide options within one week 
of your request. 

• 	 To enhance appropriate 
education for dependents MU.S. 
citizens abroad, we will 
administer technical support 
actiVities to encourage school 
improvement and foster 
excellence in elementary and 
secondary education in 
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American-sponsored overseas 
schools. 

TRANSPORTATION' 
FEDERAL RAILROAD ADMINISTRATION 

General Standard 
Promotes rail safety throughout the 
U.S. railroad system, and 
encourages policies that help rail 
realize its full potential 

Government 

• 	 'Answer Congressional letters 
within 5 working days and all 
other letters from our customers 
within 10 working days, 

• 	 Promptly process grant 
applications and contract 
proposals submitted by States, 
localities, private entities, and 
Amtrak in connection with 

, programs which the Office of 
Railroad Development 
administers. ' 

• 	 Reach out to and consult with 
organizations, including labor 
unions, affected by reports and 
policy recommendations for 
which the Office ofRailroad 
Development is responsible. 

. ' 	Develop reports and publish 
. conclusions,and policy 

recommendations. 

• 	 Actively guide States in the 
development ofapplications for 
available funds under the Local 
Rail Freight Assistance (LRF A) 
program in response to continued 
restructuring by freight railroads, 

• 	 Communicate continuously with 
state participants in Section 1010, 
high speed rail, and LRF A ' 
programs to obtain input in the 
effectiveness ofgrant programs. 
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• 	 Sponsor outreach meetings and 
attend association meetings and 
conferences to foster customer 
partnerships. 

• 	 Obtain input from states in the 
effectiveness ofgrant programs. 

• 	 Work with commuter rail 
agencies and State DOTs, 
including Amtrak to develop 
financing and operations 

. coordination plans for the 
Northeast Corridor. 

'. 	Develop evaluation tools to 
provide states, Metropolitan ' 
Planning Organizations (MPOs), 
and railroads assistance in 

. determining the rate of return to 
prioritize projects in order to 
better allocate limited 
infrastructure dollars. 

• 	 Promptly publish results ofR&D 
projects within 30 days of final 
approval. 

• 	 Promote Partnership 
Transportation Investment (PTI) 
initiative at conferences. 

• 	 Conduct briefing sessions to help 
customers mold projects that will 
fit Federal Highway 
Administration (FHW A) 
guidelines for the PTI initiative. 

• 	 Develop a brochure to detail the 
status of the PTI initiative, 
including types of projects 
approved to date. 

Federal Employees 

• 	 Guarantee that managers will set 
an example of their commitment 
to customer service and 
communicate this to every 
employee. 
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• 	 Establish that senior management 
will ensure customer service 
requirements are underst06d and . 

I 

responded to throughout the 
I 

agency. 	 \' 
• 	 Create a customer service 

'contract' by every employee, 
identifying ways that they J.,ill 
provide customer service. \ 

• 	 Answer Congressionallett~rs 
within 5 working days and illl 

I 

other letters from our customers 
within 10 working days. I 

• 	 Survey and review the Office of 
Chief Counsel's processes ahd 
procedures that are of concJrn to 
its staff and other FRA ofiic~s. 

• 	 Publicly recognize and rewa1-d the 
i 	 . Office ofChief Counsel's sta!tr 

achievements. I
I 

• 	 Ensure that the headquarters 
attorney assigned as the pritrlary 
Chief Counsel contact for a I 

. region should visit that regioh at 
least one or two weeks a yeJ to 
increase the physical presenc~ of 
the legal staff in the field. \ 

i. 	Enhance Chief Counsel's ability 

to provide customer service 

through the use of video

conferencing. 


i. 	Provide standardized responses 
under the Federal Torts Clairrl 
Act to typical situations,. \~ 
including specific instructions to 
claimants as to how to comply 
with applicable laws and I 
regulations to reduce confusion 

I 	 " 
with respect to legal requirements 
for first time claimants. 

I 

I. 	 Improve information flow to 
requesters under the Freedom of 
Information Act (FOIA) by I 
providing interim responses 

I 
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acknowledging their requests 
within 3 days of receipt in Chief 
Counsel's Office. Respond to 
telephone calls seeking the status 
of pending FOIA requests within 
24 hours. 

• 	 Develop Quality Review Teams 
to ensure that legal services are 
consistent with the needs and 
desires of all our regional 
customers. 

• 	 Provide the general public and all 
FRA employees with requested 
information as quickly as 
possible. 

• 	 Ensure that the Office of the 
Secretary (OST) staff has 
adequate time to review fact
check, and clear news releases for 
public distribution. 

• 	 Ensure that FRAts Highway-Rail 
Grade Crossing Safety Regional 
Managers have the tools 

, necessary to promote the life
saving messages of the "Always 
Expect A Train" campaign. 

• 	 Determine consistency in policies 
. and procedures for creating Equal 
Employment Opportunity (EEO) 

, for all personnel. ' 

• 	 Issue the Administrator's Civil 
Rights Policy Statement to all 
FRA employees and new 
personnel. 

• 	 Identify problems and barriers 
and provide assistance to 
employees on procedures for 
filing complaints of 
discrimination. , 

• 	 Publicize Equal Employment 
Opportunity (EEO) and ' 
Affirmative Program policies. 

• 	 Notify employees on impacts of 
newly enacted Civil Rights 
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legislation and/or interagency 
changes. 

• 	 Provide FRA employees with 
fonnal customer' service training, 
on-the-job training, and explore 
new ways of doing business and 
implement the most efficient . 
ones. 

• 	 Develop Alternative Work 

Schedule (AWS) program and 

make changes based on . 

evaluation results. 


• 	 Develop and implement a 

Telecommuting Program. 


• 	 Complete needs assessment to 

provide adequate training 

opportunities for managers, 


. executives, and employees. 

'. Provide Partnership Trainingto . 
address issues that are of mutual 
benefit to the Union and 
Management. 

• 	 Review current Performance 
Management System to 
determine feasibility/disability of 
revising it. 

• 	 Implement and provide training 
on all facets of new Integrated 
Personnel and Payroll System 
(IPPS) as they become available. 

• 	 Utilize all appointing authorities 
and personnel programs to reach 
diverse candidates for hiring and 
advancement. 

• 	 Distribute customer service 

surveys to a representative 


. sampling ofall customers, review 
and tabulate the results, revise or 
modifY its policies, procedures, 
and· programs, if necessary, and 
notifY customers of any changes. 

• Rate the quality of the service 
provided by our computer 

technicians and identifY areas for 
. improvement. 

• 	 Empower staff and agency· 
rMPAC credit card holders with 
maximum dollar delegations of 
authority with minimal reviews. 

• 	 Review wants and needs, as well 
as problems, noted with 
computer hardware, software, 
and remote connectivity ofFRA 
customers. 

• 	 Review ways to streamline the 
Information Technology (IT) 
acquisition process. 

• 	 Provide accounting information 
about various FRA programs to 
program managers and fund 
administrators.. 

• 	 Provide current information to 
employees on travel entitlements, 
status of vouchers and develop a 
new methodology for 
electronically. preparing, 
processing, and paying for all 
travel expense vouchers to 
reimburse individual employees 
for various expenses incurred 
while performing their assigned 
duties. 

• 	 ClarifY guidelines, including 
policy and technical issues, to all 
program offices. 

• 	 Track all adjustments during the 
three phases of the budget cycle 
and provide feedback to program 
offices. 

• 	 . Issue financial plans and related 
documents for all program 
offices. 

• 	 Determine status of funds and 
adjustments needed to maximize 
funding options .. 
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• 	 Bring 'systems' approach to rail 
safety that emphasizes uniformity , 
and consistency in safety' I 
assurance. 

• 	 Streamline the regulatory process 
! 

with an emphasis on developing 
quantitative data justificatioJs for 
decision making purposes. \ 

• 	 Minimize the amount of time 

necessary to generate and I 

distribute inspection reports.j 


I. 	Review the first year's activities 
of the Technical Review I 
Committee (TRC) and make 
refinements accordingly to make 
TRC's more efficient. I 

!. Develop improved performance 
standards for inspectors. 

I 

: • Ensure consistency of 
infonnation presented on hour:s of 
service, . i , 

:. Assist FRA personnel in \ . 
preparation of hours of service . 
presentations. \ 

j. Furnish briefing info~ation to 
the rail industry, the public, ana 
FRA employees on recent alcohol 
and drug control and engineer 
certification requirements. 

/ I 

• 	 Promptly publish results of R&D 
• 	 ! 

proJects. . 

TREASURY 
BUREAU OF ENGRAVING AND P~G 
Currency and Stamps . 1 

Rrints andprovides paper money to 
t~e Federal Reserve Banks and \ 

prints su~mps for the U.S. Postal Service. 
Paper: m~ney: 

• ' 	 You can expect us to deliver 100 
1 

percent of your orders for 

\ 

I 	 II 
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currency to the Federal Reserve banks each 
week. We will measure 
compliance on. a monthly basis by reporting 
the proportion of total 
orders completed to the total number of 
items delivered. 

• 	 You can expect us to conduct an 
audit of your currency 

destruction activities annually. 

• You can expect us to assist you 
in calibrating your currency 

verification systems 'equipment monthly. 

• You can expect us to respond 
. within 24 hours to complaints 

regarding discrepancies in shipments or 
defects in product quality. 

Stamps: 

• 	 You can expect to participate in 
the review and concurrence 
process for equipment and 
materials specifications. 

• 	 You can expect to be included in 
the pre-press artwork and models 
review. 

• 	 You can expect the BEP to 
deliver a product that matches the 
expectations agreed upon in 
artwork reviews. 

• 	 You can expect us to deliver 100 
percent of agreed upon postage 

stamp orders to you in accordance with your 
13 accounting periods. We 
measure compliance daily by reporting the 
proportion of total orders ' 
completed and a count of items delivered. 
The measure is calculated 
by the proportion of the total stamps ordered 
and a count of stamps . 
delivered to the USPS vault. Feedback can 
be directed to our Office 
ofProduction Management, (202),874-2,615 . 

• 	 We measure our effectiveness by 
verifying the production and 
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shipment schedules. Finished goods 
produced in advance for the 
convenience of the Bureau of Engraving and 
Printing are not billed to 
you until delivery. You can call the Office of 
Produ.ction Management, 
(202) 874-2615, with any questions. 

• 	 We respond to your request for a 
change in production scheduling 

within 24 hours. 

• Once we make a proposal for a 
revised production schedule, you 

can expect us to deliver within the 
parameters of that proposal. 

TREASURY 
FLETC 

Provides training for federal, state, 
local and international laW 
enforcement personnel 

• 	 We will maintain Administrative· 
Services at a level 4, as measured 
by the Student Feedback System. 

• 	 We will maintain' Program 
Services at a level 5, as measured 
by the Student Feedback System. 

• 	 We will maintain a rating of 90 
percent for customer services as 
reflected in the 1994 Customer 
Satisfaction Survey. 

• 	 We will provide 100 percent of . 
the participating organizatiOns' 
requests for basic training. 

TREASURY 
U.S. MINT 

Mints and supplies coins to the . 
Federal Reserve Banks. . 

• 	 We will work to. improve our 
. ability to meet Federal Reserve 
Bank coin requirements and to 
maintain inventories at sufficient 
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levels to fulfill Federal Reserve 
Banks' coin distribution mission. 

• 	 We will coordinate and 
communicate planned shipments 
quarterly in accordance with your 
orders. 

TREASURY 
U.S. SECRET SERVICE 
Office of Investigations 

The goal ofthe Secret Service 
investigative mission is to maintain 
the integrity andpublic trust ofthe 
Nation's financial systems ..The 
Secret Service conducts 
investigations to assist U.S. 
Attorneys with their prosecutions of 
crimes involving counterfeiting, 
forgery, and other kinds offraud 

Because we want to provide the V. S. 
Attorneys with completed investigations 
consistent with their prosecution priorities, 
the Secret Service has set the following 
standards for this relationship: 

• 	 Special Agents in Charge' will 
maintain ongoing and frequent 
liaison with U.S. Attorneys in 
their districts, to discuss current, 
now or changing prosecution 
policies. 

• 	 Specific service standards 
agreements will be detennined 
after consultations between the 
Secret Service and each V. S. 
Attorney. These standards will be 
tailored to reflect the unique. 
needs of each U.S. Attorney and 
the respective judicial district. 

• 	 A minimum of 25 percent of all 
V.S. Attorneys or their designees 
'will be interviewed each year by a 
representative of the Director of 
the Secret Service. These 
interviews will ensure that the 
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needs and priorities of the ip.S. possible. No call will be held 
Attorney's. Office are being met unacknowledged for more than 

24 hours after its receipt. I by the local 
Secret Service Office. 

I 

u.s. INTERNATIONAL 
I 

TRADE COMMISSION , 
Furnishes studies, reports, and 
recommendations involving \ 
international trade and tariffs ~o the 
President, Congre~s. and iJther\' 
. government agencies. . 

i • 	 Staff will stay fully abreast of 
official co'mmission activities and 
determinations in order to \ 
provide complete and accur,te 
information and guidance to\their 
customers. 

• 	 Staff will greet all customers in a 
courteous and helpful manndr, 
and assist them by: 

• 	 helping locate requested 

information, . 
 \ 

• 	 putting the customer in direct 
contact with appropriate ITe: 
technical experts when inquiries 
exceed staffs own knowledgtf; 

I 

I 	
and i 

I. 	helping customers find \ 

appropriate information sources 
outside the ITC when inquiri~s 
are not related to the lTC's \ 
mission and functions. 

:. 	 To the extent resources allow! 
staff will fulfill all requests fori 
published information, reports\ 
and documents within 24 houts 

i 
of receiving the request. 

:. To the extent resources allow, 
telephones will be answered 
directly by staff When voice mail 
must be used, it will be mOnitoted 

I 

and responded to as promptly as 
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Ghapter 11: 

S:tandards For Veterans 

D~FENSE 
DEFENSE FINANCE AND ACCOUN1iING 

SERVICE 
Retirement Pay . 

; The central financial and 
; accounting office for the Department 
: ofDefense. . 

For retirees/annuitants: 

i • We will make initial retiree i 

payments within 30 days of 
retirement. 

• 	 'We will make initial SUrvivot 
Benefit Plan payments within 

! 

30 
' 

days from date of death 1\ 

notification. , 

~ • We will resolve arrears of pay 
, within 60 days from death 

notification.I.i 
Our service providers will be 
knowledgeable and courteous. 

• 	 We will provide prompt \ 
resolution to your inquiry. We 
will respond to your written I 
inquiry within 15 calendar daYs. 

, 

DEFENSE 
OFFICE OF THE SECRETARY 
Persoqnel and Readiness 
Operation Transition 

[Helps people leaving the military: to . 

~nd civilianjO~S . . I 
,. 	 The Operation Transition Help 
; J Desk is scheduled to be available 

1 

I' 	 \ 
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to employers from 6 AM to 6 PM 
Eastern time. 

• 	 Adequate staffing of the Help 
Desk will ensure employers are 
called back the same business 
day. 

• 	 Enough phone lines are to be 
installed to ensure that employers 
don't get busy signals on DORS 
and TBB. All phones will be 
answered promptly and 
professionally . 

LABOR 
VETERANS EMPLOYMENT AND 

TRAINING 
Employment and Training 

Helps veterans seeking employment 
andprovides information and 
'assistance to employers. 

For veterans, we will provide: 

• 	 Courteous, prompt, and 
respectful service. 

L, 

'. 	An Eligibility Data Form: 
Uniform Services Employment 
and Reemployment Rights Act 
(USERRA) Form 1010 within 10 
days of receipt ofa VRR 
complaint and within three days 
of the complaint if unemployed. 
We will also settle your VRR 
case, or refer it to the 
Department of Justice for 
litigation, within one year of your 
complaint. 
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• 	 Referral for a job and/or job 
training opportunity for which 

. you are deemed qualified and 
eligible, with first consideration 
to service-connected disabled 
veterans. 

.,- Information about all the services 
for which you are qualified and 
eligible, with first consideration 
to service-connected disabled 
veterans. 

• Help in filing a complaint about 
) 

employment and training matters. 

• 	 Information about, and referral 
to, other agencies providing 
benefits and services. 

For employers, we will provide: 

• 	 Courteous, prompt, and 
respectful service by dedicated 
veterans' staff. 

• 	 Qualified veteran applicants and 
eligible persons for job openings 
that are listed. 

• 	 ' A responsive and timely a.n.Swer 
to your concerns. 

• 	 Answers to your questions about 
VETS' employment and training 
programs and help in accessing 
community resources and 
incentive programs. 

For grantees, we will provide: 

, • Courteous, 'prompt, and 
respectful service. 

• 	 Consultation With you about 
policy and program changes that 
affect your grant. 

,". A responsive and timely answer 
to your concerns. 

• 	 Answers to your questions about 
our employment and training 
programs 
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NATIONAL ARCHIVES AND 

RECORDS ADMINISTRATION 
Access to Historical Archives and Records 

NARA ensures, for the Citizen and 
the Public Servant, for the President 
and the Congress and the Courts, 
ready access to essential evidence. 

• 	 We will treat all of our customers 
with courtesy. 

• 	 We will meet or beat our 
established deadlines for 
providing customer service. 

• 	 We will provide high-quality 
service by knowledgeable staff. 

• 	 We will provide informational 
products to meet our customers 
needs. 

Ifyou call or visit one of our facilities: 

• 	 You will find NARA staff and 
volunteers available in all offices 
to assist you during posted 
business hours. Our business 
hours will be prominently posted 
at all sites and noted in our 
brochures and through other 
information sources. 

Ifyou write to us about our holdings: 

• 	 You will be sent a response to 
your written request about our 
holdings within 10 work days 
after we receive your letter. If 
we cannot provide a full response 
within that time, we will tell you 
that we have received your 
request and tell you how long we 
expect it will take before we can 
provide a full reply. 

If you attend one of our workshops: 
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, 	 I 

I • You will find the instructor to be , 	I 
professional, knowledgeable, and 
helpful. Upon completion \of a 
workshop, you will have the 

. information to help you ' 
understand the principles 
discussed and apply them 
confidently to issues within your 

' 	 I 
i area 0 f mterest. ,\ 

If y~)U need information about the Nati~nal 
Arctpves: I \ 

. I • You can obtain timely and tlp-to-
I 

date information about NARA, 
its services, and holdings tfuough 

• I 
the Internet and other on-hne 

I 

services, our fax-on-demand 
service, through printed \ 
publications, or by contacting one 

: of our offices. I 
Ifyou need information about government 
rules land announcements: , II 

• 	 You will be provided with timely 
information on a daily basis \ 
through the Federal Register on 
the following: 

I --	 presidential proclamations ana 
executive orders ' ! 

proposed rules and final 
regulations 

I -  public meetings 


I, __ federal grants 


I 

This in'formation is published in print and in 
electro'nic form by the Government Printing 
Office.: " 1 

i 
If things go wrong: 

, • If our service has not matched 
I our values and standards for \ 

i I 
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customer service, we want to 
know so that we can do 
something about it and get it right 
the next time. Our local 
complaints and suggestions 
procedures are as follows. You 
may: 

• 	 Discuss the problem with the 
person who served you. 

• 	 Use our Suggestion/Complaint· 
comment form (NAForm 
14045), You can mail it or drop it 
in the box provided. Or, you can 
simply write us a letter. Ifyou 
request areply, we will provide a 
response within seven working 
days, 

, • 	 Speak or write to the supervisor 
in charge. Ifwe cannot solve 
your problem immediately, we 
will provide a response within 
seven working days. 

Ifyou are still not satisfied that we have 
handled your complaint or provided the 
service we promised, you can write to the 
Assistant Archivist for the office with which 
you have been dealing. 

VETERANS AFFAIRS 
v 	 ' 

BOARD OF VETERANS' APPEALS 
Veterans Appeals 

Reviews appeals made by veterans or 
their benefiCiaries. 

Courtesy and respect: 

• 	 You will be treated with courtesy . 
and respect by every -Board of 
Veterans' Appeals employee 
every time you have contact with 
the Board. 

Timeliness: 

• 	 Within 30 days from the date you 
file your appeal, you will receive 
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a realistic estimate of when to 
expect a final decision on your 
appeal. 

Thoroughness/fairness: 

e All issues in your appeal will be 
thoroughly ~eviewed. and decided 
according to the law. . 

e All information and evidence 
included in your appeal will be 
reviewed and considered when 
deciding your appeal. 

Communication: 

e You will receive a complete and 
understandable explanation of the . 
appeal process when you begin 
your appeal. You will also be 
provided a phone number and 
address which you may use to 
. contact us for any questions 
regarding your appeal. 

e You will receive an accurate, 
current status report on your 
appeal, upon your request. 

e You will be kept informed of all· 
sigruficant developments in the 
processing of your appeal, . 
including significant changes to 
the estimated completion date. 

e You will receive a plain language 
explanation of the board's 
decision along with the formal 
written decision on your appeal. 

elfyou receive an unfavorable 
decision on your appeal, we will 
provide a plain explanation of 
your additional appeal rights .. 

VETERANS AFFAIRS 
NATIONAL CEMETERVSYSTEM 
Burial Benefits 
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Provides burial services in National 
Cemeteries. 

Courtesy/compassion/respect: 

e We will deliver service in a 
manner reflecting compassion and 
respect for you and your family in 
a time of need. . 

e We will listen' to your requests or 
questions and provide feedback 
that ensures understanding and 
comfort. 

Accuracy: 

e 	 We will accurat~ly determine 
eligibility for burial services. 

e 	 We will provide a headstone or' 
marker that is correctly inscribed. 

e 	 We will record and provide 
accurate grave site locator 
information . 

Reliability: 

e We will provide clear, easily 
understood explanations of 
eligibility and all polic;ies. 

Timeliness: 

e We will determine eligibility for 
burial benefits within 48 hours. 

e We will ensure that a headstone . 
or marker is delivered to the 
cemetery within three months. 

e We will mail Presidential 
Memorial Certificates within 45 
days. 

Convenience: 

e We will provide scheduling seven 
days a week for Monday through 
Friday services. . . 

e 	 We will have office staff available 
to assist you during regular 
business hours. 
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I 

• 	 We will provide a 1-800 p~one 

line for you to make inquiries 
about headstone and marker 
applications. 

App,earance: . I 

, • 	 We will maintain the appearance 

of individual grave sites, . 'I 

headstones, markers, and 
monuments in a manner befitting 
these national shrines. 

, 

I 


VETERANS AFFAIRS 
VETERANS BENEFITS 

AoMINISTRAnON 
Ent(tlement Benefits . 

Provides benefits and services to
i . eligible veterans and their 

·beneficiaries. 
I

COUl:tesy and Respect: 

• 	 We will treat customers with ' 
courtesy and respect at all tfutes: 

Communication ' 
! 

We will communicate with customers 
accuiately, completely, and clearly by: I 

j • Explaining the full range of ' 
benefits and services available. 

I 
• 	 Providing a realistic estimate of 

how long it will take to process 
their claim or answer their 1 

request. 	 .I" 

• 	 Keeping the customer informed 
on the status of the .claim or 
request., 

• 	 Explaining all reasons for 
decisions.. 

Timeliness: 
! . 

• 	 We will answer or acknowledge 
benefit inquiries within 10 ·1 
workdays. 

• 	 We will respond to telephone 
calls within three minutes after 
the call goes through. 

• 	 We will interview customers at 
our offices witp,in 20, minutes of 
arrival. 

• 	 We will deliver benefits and 
services in. the shortest possible 
time. 

Responsiveness: 

• 	 We will ensure ready customer 
access to our services. 

• 	 We will.fully addres~.all customer 
questions, concerns, and 
complaints. 

VETERANS AFFAIRS 
VETERANS HEALTIl AoMINISTRAnON 
Veterans Can teen Service ' 
Retail Services 

Provides retail services at veterans 
jacilities. 

• 	 We will always treat you with 
courtesy and respect. 

Retail stores: 

• 	 We guarantee unconditional 
customer satisfaction. 

• 	 We will handle all complaints 
promptly and to the customer's 
satisfaction. NO IFS, ANDS, OR 
BUTS. 

• 	 . We guarantee the lowest price in 
town for current "PRICE 
BUSTER" merchandise or refund 
the difference plus. 10 percent. 

• 	 We will provide lalowledgeable 
and helpful responses to your 
questions. ' 

Food service: 
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• 	 In canteens with Food Courts, we 
will serve you within three (3) 
minutes. 

• 	 We guarantee you a positive 
dining experience each and every 
time. 

• 	 We wili offer a "CAREGIVER 
SPECIAL" every day in the 
cafeteria or Food Court ~d price 
it within the lunch allowance for 
VA volunteers. 

VETERANS AFFAIRS 
. VETERANS HEALTH ADMINISTRATION 
. Health Care 

Provides health care to eligible 
veterans and their dependents. 

• 	 We will treat you with courtesy 
and dignity. You can expect to be 
treated as the first-class citizen 
that you are. 

• 	 We will provide you with timely 
access to health care. 

We have talked to you, our patients, about 
your expectations for timeliness. You have 
told us that you expect to have your urgent 
needs met when they come up and ,your non
urgent needs taken care of in a reasonable 
period of time. You also said you 
un'derstand that it may take some time for 
your medical facility to meet your 
expectations for timeliness. For that reason 
we have asked our medical facilities to do 
three things so that they eventually meet 
your expectations: 

• 	 post local tirrleliness standards. 

• 	 keep track of how well they meet 
those standards. 

• 	 make continuous improvements 
in their timeliness. 
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One health care team will be in charge of 
your ·care. Because health care often involves 
many different providers, it is important that 
one provider or team have,overall 
responsibility. You can expect to know 
whom to contact when you need help or 
have a problem. 

• We will involve you in decisions 
. about your care. Your 
preferences will be met whenever 
possible and medically 
appropriate. 

• 	 We will listen to your concerns ~. 
and discuss them with you . 

• 	 We will strive to meet your 
physical comfort needs. This . 
includes help with things like pain 

/ 	 management, eating, bathing, or 
getting to the bathroom while in 
the hospital. It also includes 
maintaining privacy during '. 
examinations and tests when an 
inpatient or outpatient. 

• 	 We will ensure proper facilities 
for veterans with special needs. 

• 	 We will provide support to meet 
your emotional needs. 

• 	 We will encourage you to share 
any anxieties and fears you may 
have about your condition or 
treatment. You can expect our 
staff to be sensitive to your 
feelings and help you deal with 
your health care experience. 

• 	 . We will take responsibility for 
coordination of your care. Health 
care can be very complicated, and 
many patients need to see more ' 
than one health care professional. 

• 	 We will ensure that all your 
providers talk with each other . 
'and give you clear plans for your 
care. If you need a specialist, you 
can expect us to make all 
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arrangements to ensure one is 
provided for you. 

• 	 We will strive to provide 
information and education about 
your health care that you 
understand. You can also expect 
us to try to answer your I 
questions in a way that you 
understand. . I 

• 	 We will provide opportuni~ies to 
involve your family in yourl care. 
Whether your family is involved,

I 

however, should generally be 
your choice. I 

• 	 W will provide smooth transition 
between your inpatient and I 
outpatient care. You can eJq>ect 
to understand what medicines 
you are to take, what danger 

I 

signals to look out for, and ~hat 
activity level you can have Jfter 
discharge. You can expect ~o 
know whom to contact ify6u 
need help or advice right a.Jay, 
and when your first follow-~p 
appointment is. 

I 	 I 
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INDEX 
Organization Page 

Advisory Council on Historic Prese~ation 
Agriculture 

Agricultural Research Service 
Animal and Plant Health Inspection Service 
Economic Agencies ' 
Food and Consumer Service 
Food Safety and Inspection Service 
Foreign Agricultural Service 
Forest Service 
Office of Co.m.tIiunications 
Office of Inspector General 
Packers and Stockyards Administration 
Rural Business and'Cooperative Development Service 
Rural Housing and Community Development Service 
Rural Utilities Service 
USDA Service Center \', 

Architectural and Transportation Barriers Compliance Board 
Christopher Columbus Fellowship Foundation 
Commerce ' , 

Bureau ofEconomic Analysis 
Bureau ofExport Administration 
Bureau of the Census 
Economic Development Administration 
Economics and Statistics Administration 
International Trade Administration 
Minority Business Development Agency 
National Institute of Standards and Technology , 

National Oceanic and Atmospheric Administration 
National Technical Information Service 
National Telecommunications and Information Agency 
Office of Small and Disadvantaged Business Utilization 
Office ofTelecommunications and Information Applications 
Office ofthe Secretary '. 
Patent and Trademark Office 

'Committee for Purchase From People who Are Blind Or Severely Disabled 
Consumer Product Safety Commission 
Defense 

Defense Commissary Agency 
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I 
Defense Finance and Accounting Service 
Defense Logistics Agency 
Office of the Secretary 
Perfonnance Improvements and Management Reengineering 
U.S. Army Corps ofEngineerk 

EdiIcation 
Major Programs 
Office for Civil Rights 
Office of Elementary and Secqndary Education 

I 	 .Office of the Secretary ·1 

Energy. 	 , 
Economic Productivity Business Line 
Energy Infonnation Administrktion 
Energy Resources Business Line 
. Environmental Quality I 
National Security Business Liqe . 
Office ofEnvironment Safety and Health 
Office of Science Education arid Technical Infonnation 
Office of the Secretary I 
Science and Technology Business Line 

Environmental Protection Agency I 
Eq~al Employment Opportunity Commission 
Exebutive Office of the President I 
Export-Import Bank of the United States 
Fed~ral Communications Commission I 
Fed~ral Emergency M~agement Age1cy 
Fed~ral Energy Regulatory Commission 
Federal Labor Relations Authority I 
Fed~ral Mediation and Conciliation Service 
Federal Trade Commission 

I 

GSA 
Federal Supply Service 

. Infonnation Technology Servide 
Office ofFTS 2000 

Office ofPublic Affairs 

Office of the Secretary 


l Public Buildings Service 
Health and Human Services . I I Administration on Aging • 

I Health Care Financing Administration 
Public Health Service I 

Hou~ing and Urban Development! . 
i 	 Government National Mortgage Association 


Office of Community Planning kd Development 

Office ofFair Housing and Equ1al Opportunity 


, . 
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· Office ofHousing - Fair Housing Administration 
Policy Development and Research 
Public and Indian Housing 

Interior 
Bureau of Indian Affairs 
Bureau ofLand Management 
Bureau of Mines 
Bureau of Reclamation 
Fish and Wildlife Service 
Mineral Managemen~ Service 
National Biological Survey 
National Park Service 
Office of Surface Mining Reclamation and E~orcement 
Office of Territorial and International Affairs 
U.S. Geological Survey 

Interstate Commerce Commission 
Japan-U.S. Friendship Commission 
Justice 

Antitrust Division 

Asset Forfeiture 

Bureau ofPrisons 

Community Rel,,:tions Service 

Drug Enforcement Agency 

Federal Bureau of Investigation 

Freedom of Information Act 

Immigration and Naturalization Service 

Office of Justice Programs 

Office of the Inspector General 

Response Center 

United States Trustee Program 

U.S: Attorneys 
U.S. National Central Bureau 

Labor 
Bureau ofLabor Statistics 
Employment Standards Administration 
Employment & Training Administration 
Mine Safety and Health Administration 
Occupational Safety and Health Administration 
Office of the American Workplace 
Pension and Welfare Benefits Administration 
Veterans Employment and Training 

Merit Systems protection Board . 
National Aeronautics and Space Administration 
National Archives and Record Administration 
National Commission on Libraries and Information 
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. i 
, 

I 

. I 	 . 
National Endowment for the Arts 
National Endo~ment for the Humanities 

I 	 • ,; 

National Gallery of Art 
I 	 . 

Nat~onal Labor Relations Board 
National Mediation Board 

I 

National Science Foundation 
i . 

Office ofPersonnel Management 
I Employment Service 
I Office of Insurance Programs 
I Office ofRetirement Programs

Peabe Corps ,. l , 
Pen~ion Benefit Guaranty Corporation 
Rail1road Retirement Board 
Sec~rities and Exchange Commission 
Sm.tU Business Administration 
Sodal Security Administration 

I 	 ' State 	 ' 
I 

'Bureau of Administration 

Bureau of Consular Affairs 

Bureau ofPolitical-Military Affairs 

Diplomatic Security Service 

Office ofForeign Missions 


I Office ofOverseas Schools I
I Office of the Coordinator for Business Affairs 

Traq.sportation . I 

, i Federal Aviation Administration 
1 Federal Highway Administration 
I 	 Federal Railroad Administration 


Federal Transit Administration'· 

Maritime Administration 

National Highway Traffic Safety Administration 

Research and Special Program~ Administration 

U.S. Coast Guard 

Treasury . 
I 	.Bureau ofAlcohol Tobacco anp Firearms 
1 	 Bureau ofEngraving and Printing 


Bureau of the Public Debt 

Comptroller of the Currency 

Financial Management Service 

Federal Law Enforcement Training Center 

Internal Revenue Service 

Office ofThrift Supervision 

U.S. Customs Service 
U.S. Mint 
U.S. Secret Service 

Page-336 	 F ANCY7E.DOC 9:45iPM '9/22/95 . 

I 



United States Agency for International Development 
United States Institute of Peace " . 

United States Postal Service 
United States Internation81 Trade Commission 
United Btates Trade and Development Agency 
Veterans Affairs 

Board of Veterans' Appeals . 
. National Cemetery System . . 

Office of Small and Disadvantaged Business Utilization 

Veterans Benefits Administration' 

Veterans Health Administration 
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