
SUBJECT:
Implementation of AVR Customer Service Initiative

FROM:

Associate Administrator for Regulation and Certification, AVR-1

TO:

All AVR Managers 

By now you will have heard about the AVR Customer Service initiative from your management chain.  This initiative addresses AVR customer service expectations – what our customers can expect from us when conducting business with any AVR office, and what we ask of them in return.   Our goal is to promote a positive environment for dealing with the public.  Administrator Blakey announced our initiative during her speech to the Aero Club of Washington, Thursday, February 20, 2003 (insert URL here).

I am encouraged by two particular achievements in 2002: the commercial aviation safety record and the FAA’s improvement in customer satisfaction surveys.  I credit a large part of these achievements to the dedication and talents you bring to your day-to-day efforts.  The initiative builds on this foundation.  As AVR managers you are critical to its success.  I look to you to focus on this initiative now and for the long term.  These attachments are for your use in customer service:

Attachment A, “Customer Service Principles” lists the expectations that apply in all dealings with our customers.  When a customer disagrees with an AVR decision, we should resolve the issue locally or regionally as much as possible.  Customers’ appeals of decisions or issues to the next higher level in AVR should be without fear of retribution.

Attachment B, “Customer Service Review Checklist” lists the questions I ask myself whenever an issue rises to my level for resolution.  I expect each of you to ask yourselves these same questions when reviewing an issue raised to you for resolution.

Attachment C, “Optional Customer Service Review Documentation Tool” is an optional tool you may use to document your reviews.  I do not expect all decisions to be upheld, nor do I expect them to be overturned.  I do expect managers at every level to document their review and decisions in writing.  This tool is a means, but not the only means, by which you can document your decisions. 

AVR unions will receive appropriate notice about this initiative.  Once launched, I ask you to ensure that all AVR employees are aware of it and their role in its success.  Information materials, including an AVR Customer Service Web site, will be available for employees and customers.  We will include customer service principles in employee-training programs. 

The Customer Service initiative enables us to better document AVR decisions; helps us to be consistent and fair in application of our regulations; and promotes earlier resolution of disagreements.  With your support, we will continue moving our organization in a positive direction, where every member of the team is fully accountable in a way that is significant for mission success.  Thank you for helping to lead the way.
Nick Sabatini

