HQ. HUMAN RESOURCES MANAGEMENT DIVISION

                               STANDARD OPERATING PROCEDURE

Activity:   Customer Service Award

Authority:  5 USC Chapters 43, 45; 5 CFR Part 451

Responsible Branch:  Special Programs and Policy Branch

Purpose:  This instruction sets forth the NASA Headquarters policy,

                  responsibilities, delegations of authority, and criteria for

                  Customer Service Awards in Code C

Effective Date:  June 17, 2003

Applicability:  All Code C and Goddard Civil Service Employees  and

                        Contractors Providing Support to Headquarters

INTRODUCTION:
The Customer Service Award has been created to acknowledge exemplary customer service provided to Headquarters organizations and staff by Code C and Goddard Space Flight Center (GSFC) employees and contractors.  Awardees receive a $1000 cash award and memento.  Contractors receive a memento.  One Code C employee or GSFC employee will be selected quarterly to receive the Customer Service Award.

NOTE:  Teams may be nominated and selected for the quarterly Customer Service Award.  However, awards to teams may not exceed either $1,000 per member or a total of $5,000 per team, whichever is less.  Each team member must receive the same award amount.  Contractor team members will receive a memento.

DEFINITION:
The Customer Service Award program is a way to recognize superior customer service, to demonstrate and model exceptional customer service techniques for support staff, and to build customer-oriented relationships. 

ELIGIBILITY:
All Code C and Goddard civil service employees and contractors providing support to Headquarters are eligible for this Award.  

CRITERIA:
The Award may be given to an eligible Code C or GSFC employee or contractor, or a team from either organization.  All nominated candidates, whether individuals or team members, in addition to meeting the award criteria below, must provide direct support to Headquarters, and must maintain an acceptable level of performance in all duties of their jobs.  Candidates must have received a “pass” rating on their most recent performance evaluation.

Nominations must include specific descriptions of the superior customer service or product delivered by the nominee that is verifiable through quality records or through corroboration by others.  Nominees will be evaluated on the basis of verifiable or documented examples of superior customer service that includes such things as:

a. advice, assistance, product or service above acceptable standards

b. advice, assistance, product or service before the agreed-upon time

c. flexible, proactive resolution of a long-standing problem

d. service beyond the normal scope of work

e. service with reduced cost to the government

f. improvement in relations with the customer code

CALL FOR NOMINATIONS:
The call for nominations will be issued quarterly beginning in January.  The January call will be for the previous October, November and December; the April call will be for the previous January, February, March, and so on.  All nominations must be submitted to the Headquarters Human Resources Management Division and received by the date specified in the call letter to be considered for that quarter.

PROCEDURES:
1. Supervisors, co-workers, or customers may nominate employees.  No self-nominations will be accepted.  

2. The appropriate Division Director must concur on the nomination, verifying that the employee maintains an acceptable level of performance in his or her job, before forwarding the nomination to the Headquarters Human Resources Management Division.

3. The nomination narrative must fit within the space provided on the attached form, without attachments.  The nomination will be returned to the nominator for rewriting if this is not done.  The nominees will be evaluated and placed in rank order solely on the basis of verifiable information.

4. A panel made up of a representative from each of the Code C divisions will review the nominations and recommend an awardee to the Director, Headquarters Operations, who will make the final decision.  Panel discussions will be kept confidential.

5. The Director, Headquarters Operations will appoint panel members to serve a 1-year term.  Panel members nominated for the Award while serving as a rating member will be replaced.

6. The Office of Headquarters Operations will inform Code CP of the selectee for the Award.  Code CP processes the personnel action, makes the Award effective, and arranges for a presentation date.  The Award will be processed as a Special Act cash award.  A copy of the nomination form will be placed in the employee’s official personnel folder as documentation for the granting of this Award.

7. The Director, Headquarters Operations, or designee, will present the Award at an All-Hands meeting for Code C.

8. An employee may not receive more than one Customer Service Award per fiscal year.

DELEGATION OF AUTHORITY:
The final decision to approve/disapprove the Customer Service Award rests with the Director, Headquarters Operations and may not be redelegated.

FAIR AND IMPARTIAL TREATMENT:
All nominations will be evaluated on their merits, and all employees will be treated equally without regard to any non-merit reason such as race, religion, sex, national origin, politics, marital status, physical or mental disability, age, or membership in any organization.   Questions and/or concerns should be brought to the immediate attention of the Chief, Special Programs and Policy Branch, or to the Director, Headquarters Human Resources Management Division.
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