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As representatives of the City, all employees are expected to act promptly and efficiently with
due courtesy in responding to citizens needs. Critical to the City's public responsiveness is the
proper handling of requests for service and allegations of improper service.

I.

ll.

Complaints about the City Services.

A.

The City's complaint procedure consists of four stages: (1) receipt of complaint;
(2) referral or assignment for investigation and correction; (3) follow-up; (4)
notification to complainant regarding corrective action.

B.

It is City policy that no matter how trivial or irrational the complaint may seem,
the employee shall handle the situation in a courteous and helpful manner even
when the citizen may be discourteous.

Within the context of established department procedures, the following guidelines should
be observed in receiving and handling complaints by citizens:

A.

Listen attentively and do not interrupt.

B.

Do not transfer telephone calls to another department or outside the City unless
you are absolutely certain the other office can resolve the complaint or answer the
questions. If there is any doubt that the complaint cannot be promptly answered
or resolved by transferring it, fmd the answer for the individual.

C.

Write down all pertinent information including the name, address and phone
number for follow-up and reply.

D.

After referring it to the appropriate office, follow it up.

E.

Upon receiving a reply from the department, relay the answer to the complainant.
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When in doubt regarding a referral, contact your supervisor. If a question still
exists, the supervisor should contact the City Manager's Office.

