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I. Purpose: 

The NCI's Office of Management's Customer Service Award (CSA) is designed to recognize staff for demonstrating excellence in customer service.  This award provides a consistent and equitable mechanism for supervisory and customers to recognize superior customer service.  All nominations for awards from Program staff will be considered through this mechanism.

II. Eligibility: The NCI's OM CSA applies to all staff organizationally assigned to the Office of Management. A CSA may also be granted to an individual, an organizational entity, ie., ARC or Branch, or an organizational subgroup, e.g., team or a group of individuals. 

III.  Customer Service Award Criteria
Recognition is given to staff who provide outstanding quality customer service either to internal or external customers of the Office of Management.  The justification must have a customer‑service focus and must represent an action or accomplishment that is above and beyond what would be expected of a fully satisfactory employee.  Some examples are:

· A product or service of an exceptionally high quality.

· Responding in an unusually fast or efficient manner, or completed a work product under a very tight deadline.

· An example of leadership that go beyond that immediate office of the employee, either in proposing a new idea or concept,  or in chairing a workgroup that produces a significant end product.

· Designing an innovative solution, either through a new process or product, that solves a problem or a need in a new and creative way.

· Negotiating a difficult situation to arrive at a conclusion that is acceptable to a wide variety of interests.

· Setting up new procedures, policies or creating new methods of communication that support enhanced partnership between administrative and program offices.

IV. Nomination Procedures
In January of each year, supervisors should consider eligible staff for a customer service award.  The supervisor may have received positive feedback on a staff member during the year, and this may form the basis of a CSA. Or, the supervisor may wish to solicit feedback from customers.  Nominations must address the criteria identified above. 

By February 15, the supervisor should have filled out and submitted the nomination form through the supervisory chain to the appropriate Associate Director of OM.  It is preferred that any supporting feedback from the customer be in writing and attached to the nomination. However, if it=s not possible to get a written response from the customer, the supervisor can record feedback received orally and attach it to the nomination. In this case, it must be clear who the customer is, their title, and a synopsis of their comments.

All nominations must be forwarded from the supervisor to the appropriate Associate Director for review and concurrence prior to submission to the DDM.  An Associate Director may also nominate an employee for the award.

All nominations received by the DDM will be reviewed by a Committee consisting of the Associate Directors. Recommendations will be made regarding which nominations should be approved.  The committee review will be finalized no later than March 15th.

The DDM is the final authority to approve or disapprove award nominations.

V. CSA Description: The OM CSA is a wall-type plaque.  A $325 cash award will also be awarded to recipients of the CSA.

Nominations not approved for the CSA, may receive Ahonorable mention.@  Recipients of the Ahonorable mention@ will receive a certificate suitable for framing and a gift certificate.

VI. Presentation of the CSA: Customer Service Awards will be presented at the annual OM All-Hands Meeting.

