October 9, 2003

Honorable Mayor and Members of Regular Mesting of
the Hermosa Beach City Council October 14, 2003

Review of Customer Service and Complaint System

Recommendation:

It is recommended that the City Council review the attached informetion regarding the City’s
Cugtomer Service and Complaint Sysem and provide any further direction regarding the

program.
Background:

Council Member Sam Edgerton requested that this item be placed on the agenda in order for the
City Council to review the program.

The present suggestion/complaint syssem was introduced in 1997. A copy of the survey form is
atached for your review and information. The survey forms have not higtoricaly generaed a
great ded of input. We have in the past received commerts ranging from the condition of City
Hall (not since the remodel) to actions by employees ether through direct contact or in generd.

The present system was designed to get feedback from our customers on how we are doing and
how we can improve. ldedly we would have enough comments in order to review procedures
and determine if the service provided was up to standard.

In addition to the survey forms, complaints are dso received in person a City Hal, over the
telephone, by written letter to me, or to me through the City Council Members individudly.
Upon receipt of a complaint the gppropriate department director is contacted to review the
circumgtances and gather any necessary documentation. No forma written complaint has been
required in order for me or other senior staff member to look into complaints. Higtoricdly, the
City has not kept comprehensve records of complaints received for dl depatments. Generdly
we receive very few complaints regarding City operations and/or daff. The complaints we do
receive ae generdly of a nature that is able to be resolved very quickly; most often they are
resolved immediately or within the same day. In certain circumstances we have made changes to
policies or procedures as a result of feedback received. For example, we made changes to the
procedures for aternate refuse billing. Previoudy we required the property owner to fill out a
form, return it to City Hal, and pay a fee. This step was diminated after City Council gpprova
and the process is now handled directly by the refuse hauler.

As the City Council is aware, there have been some complaints that involve extensve time and
research to resolve. Once a problem has been determined, we attempt to resolve it and make
necessary changes that help to prevent a reoccurrence.  When appropriate, employees have
received disciplinary action for serious errors or policy violations. Any such action is conducted



in accordance with gpplicable employment laws and city policies. Also, we have conducted
customer service traning in response to Stuations where we have found that employee skills in
this area needed improvement. On occason, we have <olicited the assigtance of outsde
consultants to conduct independent reviews of problems brought to our attention through
complaints.

The Police Department has a detailled complaint procedure that is required by the pend code and
adso complies with the Police Officers Procedurd Bill of Rights Any dlegaion of improper
conduct againgt a police officer received by the Police Depatment initiates a full “internd
affars’ investigation complete with taped interviews and documented facts Complaints are
classfied and the complanant is notified of the results of the invedtigaion.  Sustained
complaints may then result in disciplinary action being taken againg the employee. As dated,
this forma process is required under law and must be carried out in compliance with gpplicable
date laws and depatment policy. More detaled information regarding this is contained in the
attached memo from the Chief of police.

The Public Works Department has provided a detailed explanation of their requests for service.

Requedts for sarvice may involve such things ranging from potholes to ingpection complaints but
are generdly related to repairs that need to be made in the public rights of way or public
fadlities

In an effort to improve service to resdents and ensure there is a meaningful avenue to address
sarvice problems there are a number of improvements that can be implemented. Fird, | have
made sure that the customer service survey forms are displayed on dl public counters at each
aty faality. Staff will dso work on developing a formad complaint form. A complaint form will
alow us to better track when complaints are received and how and when they are resolved.
While the completion of a form would not be required for a customer to express a service
concern, it does provide an avenue for individuals to more formaly express concerns and know
they will be addressed. The Community Development in particular has made and implemented
suggestions for improving service delivery.  See the attached memorandum from the Community
Devdopment Director. Some of the suggestions may involve revisons to policies or codes
requiring City Council approva. These will be brought to the City Council in the future. Staff
will dso provide monthly reports regarding the complaints received and how they were resolved.
Additiond traning will dso be scheduled to reinforce policies, procedures, and professona
savicee We will aso continue to seek independent reviews of problems conducted by
consultants who are experts in ther fields to ensure objective evaudions of the most senstive,
volatile, and critical Stuations.



Ovedl, it is my bdief that we ddiver qudity service to the busnesses and resdents of the City.
And, given the number of people we serve both at the public counters and in the field, we receive
veay few complants. We are committed to making improvements to our services and providing
ameaningful gppropriate method for correcting problems.

Respectfully submitted,

Sephen R. Burrell
City Manager



