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Customer Service Interview Responses 
Friday, December 08, 2006
Ladies and Gentlemen,
I would like to extend our sincere appreciation for your Agencies participation in Office of State Finance’s Customer Service project.   With your candid input, we have undertaken a number of initiatives to succinctly address each suggestion.   In this letter, we’ll provide the initial initiatives, their goals, and their expected implementation dates.
Advisory Board

We heard your desire to have more input regarding policies and procedures affecting your agency.   We understand policies may pose substantial challenges to agencies based on size and funding sources.  A policy may have minimal impact on a large apportioned agency, yet pose a substantial hardship for a small non-apportioned agency.

We hear you … and we’ve responded by creating an Advisory Board comprised of seven agencies varying in size and funding source.   Our goal is to have each size and funding combination represented – from the largest apportioned agency to the smallest non-apportioned agency.

This Advisory Board will have the authority to make recommendations to the Office of State Finance related to all external policies and procedures.   All agencies will an opportunity to express any issues or concerns you have directly to the Advisory Board.   

Initial results:  Board creation January, 2007

Self Service, Self Help

Many expressed a desire for more autonomy in handling problems and in on-line information;   a self service area where one could report a problem, ask a question, and search an online FAQ and Knowledge Base.   

To provide this added service, we’ve undertaken a multi-phase project that will not only include the ability to create, track, and update any trouble tickets you’ve created on line, but to search the libraries of on-line knowledge. 

We’ll roll this out in stages as individual components are completed.   For example, we’ve completed the list of all available queries in PeopleSoft Financials and Budget and will have them published as soon as possible.  When the queries are documented for HRMS we’ll publish them as well.

Initial results will be available in early 2007.   Self service case creation: June 2007.

Communication with Customers

Many respondents offered thoughts and suggestions related to how OSF may communicate more effectively with Agencies.   Suggestions were wide-ranging in approach, but the general gist was that some sections within OSF communicate well (e.g. The DCAR Newsletter) and others would benefit from adopting a similar style.    The Office of State Finance has begun a review process of all out-bound communications.    Each segment of OSF will be reviewed and modifications made where appropriate.  We encourage your feedback as we adjust our communications to better serve you.

Initial results:  January 2007.

Finance Officer Training

Many expressed an interest in a comprehensive Financial Officer Training program.  The Office of State Finance has begun the process for establishing just such a program.   We’ve received commitments from 20 volunteer mentors and are currently developing a curriculum. 

Curriculum and class available:  July – August 2007

Publish Services We Offer

During our visits, many were unaware of the breadth and depth of services offered by the Office of State Finance.   The Office of State Finance offers a number of shared services designed to save the agencies money by providing an economy of scale for talent in specific areas.  For instance we provide Firewall and Network support to several agencies, we provide PC and Server support to still others,  we provide HR services to several smaller agencies, and we even provide a custom Help-Desk-for-hire for others.    

If there are services you would like to see, please contact us.  We’ll be glad to sit and visit with you and see if our agency is able to meet your needs. 

We will publish all available services on our website and provide you an opportunity and an avenue to make requests and suggestions.

Respectfully,
Drew Hall
Customer Service
Office of State Finance
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