CUSTOMER SERVICE INTERVIEW PROTOCOL INSTRUCTIONS

Attached for your use during your interviews is a page listing the questions you will ask.  Because you do not know how long the answer to any question will be, or how much note-taking space you’ll require to capture that answer, you should simply attach blank sheets to the cover page and insert the new number wherever you start writing down responses to a new question.

Fill in as much at the top of the attached page as you can in advance of the interview.  Be sure to write down your understanding of the services that OSF provides to that organization.

Begin the interview by introducing yourselves, explaining the purpose of the interview, and requesting that the more open and forthright the person is, the more it will help OSF improve its services to customers.  Ask whether the list that you have created, of services that OSF provides to the agency, is consistent with the interviewees’ understanding of what services OSF provides to the agency.  Correct your list as necessary.

Ask the following questions.  At the end of the discussion of each question, ask, “On a scale from one to ten, with one being terrible, ten being great, and five being so-so, how would you rate OSF in terms of. . .”

1. How well does OSF understand your agency?
At end of discussion of this question, ask: On a scale from one to ten, with one being terrible, ten being great, and five being so-so, how would you rate OSF in terms of its understanding of your agency?
2. How well does OSF communicate its positions and policies?

At end of discussion of this question, ask: On a scale from one to ten, with one being terrible, ten being great, and five being so-so, how would you rate OSF in terms of how well it communicates its positions and policies?
3. How well does OSF listen to you?

At end of discussion of this question, ask: On a scale from one to ten, with one being terrible, ten being great, and five being so-so, how would you rate OSF in terms of how well it listens to you?

4. How well does OSF involve customers in planning, decision-making, and other activities?

At end of discussion of this question, ask: On a scale from one to ten, with one being terrible, ten being great, and five being so-so, how would you rate OSF in terms of how well it involves its customers in planning, decision-making, and other activities?
At the end of the interview, ask these two questions:

5. We have sometimes found that people are not always aware of all the services OSF provides.  Can you briefly give us your best understanding of what services OSF provides?
6. What actions can OSF take to make the greatest improvements toward improving our services to your agency?

Thank the interviewees.
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