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1.  PURPOSE.  This regulation establishes the United States Army Field Artillery Center and Fort Sill (USAFACFS) Customer Service Plan.  The objectives of the USAFACFS Customer Service Plan are--





    a.  To identify and establish goals, responsibilities, and policies that promote customer service on Fort Sill.





    b.  To instill a primary focus on customer service within all Fort Sill activities.





    c.  To provide feedback mechanism to assess the level of customer service on the installation.





2.  APPLICABILITY.  The provisions of this plan apply to all service activities, including tenants, on Fort Sill.





3.  POLICY.  It is the policy of USAFACFS to offer customers the most outstanding services and quality products at every facility on the installation.





4.  RESPONSIBILITIES.





    a.  The Directorate of Personnel and Community Activities (DPCA) will have staff responsibility for the development, publication, and monitoring of the USAFACFS Customer Service Plan.





    b.  USAFACFS directorates, special staffs, and major tenants will--





    (1)  Have staff responsibility for customer service matters which fall within their areas of functional responsibility.





    (2)  Monitor customer service levels within their areas and initiate corrective action when warranted.





    (3)  Participate, as required, in installation customer service initiatives.





    c.  Commanders of Major Subordinates Commands (MSCs) will--
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    (1)  Monitor customer service levels and identify areas needing improvement.





    (2)  Provide periodic inspections of installation service facilities.    





5.  CUSTOMER SERVICE TASK FORCE.





    a.  Organization.  The Customer Service Task Force is the primary installation forum for assessment and improvement of customer service.  The task force is chaired by the Base Operations Manager (BOM), with the DPCA serving as executive agent.  Representatives of all major service providers and MSCs serve on the task force.





    b.  Membership.  





    (1)  The following service providers will appoint representatives to serve on the task force:





    Directorate of Personnel and Community Activities (DPCA)


    Directorate of Plans, Training, and Mobilization (DPTM)


    Directorate of Public Works (DPW)


    Directorate of Resource Management (DRM)


    Directorate of Logistics (DOL) 


    Directorate of Civilian Personnel (DCP)


    Directorate of Information Management (DOIM)


    Public Affairs Office (PAO)


    U.S. Army Medical Department Activity (MEDDAC)


    U.S. Army Dental Activity (DENTAC)


    Defense Accounting Office (DAO)


    Army and Air Force Exchange Service (AAFES)


    Defense Commissary Agency





    (2)  The following commands will appoint representatives to serve on the task force:





    Deputy Commanding General-Training (DCG-T)


    Deputy Commanding General-Operations (DCG-O)


    Personnel and Support Battalion 





    (3)  The President of the Better Opportunities for Single Soldiers (BOSS) Committee will serve on the task force. 





    c.  Meetings.  The Customer Service Task Force will meet quarterly or upon call of the committee chairman.  DPCA will schedule meetings, notify task force members, develop agendas, and record minutes.





6.  WE GUARANTEE IT PROGRAM.





    a.  Overview.  The "We Guarantee It" program is an essential component of Fort Sill's ongoing customer service initiatives.  It underscores the command's commitment to quality products and services and encourages customer feedback.
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    b.  Posters.  "We Guarantee It" posters serve as a constant reminder of the installation's unrelenting focus on customer satisfaction.  As a matter of policy, posters will be prominently displayed in all primary customer service areas.  Posters are stocked by the Training Service Center (TSC) and are available in two sizes, 11" x 14" and 16" x 20".  Standard frames for the posters are available through GSA supply channels.





    c.  Customer Feedback.  Customer feedback is essential to measurement of service quality and customer satisfaction.  In order to provide a comprehensive feedback mechanism for all installation activities, Fort Sill will operate a 24-hour customer service hot line.  As the executive agent of the Customer Service Task Force, DPCA will have staff responsibility for operation of the hot line.  DPCA will transcribe all calls, forward a standardized call report by PROFS to the responsible service provider, and provide summary call data to the Customer Service Task Force and PAO.  Service providers will make every effort to provide an interim response to callers within 1 duty day of initial notification.  DPCA will develop a poster for display in all service areas advising customers of the availability of the hot line.





    d.  Publicity.  PAO will review customer feedback and will address representative issues on a periodic basis in the "Cannoneer."





7.  TOWN HALL MEETINGS.





    a.  Overview.  Town hall meetings provide real-time feedback on customer service issues to a wide audience.  They also provide command visibility, emphasize command support, and serve as a platform for dissemination of installation policy.  The installation goal is to conduct a town hall meeting quarterly.  


In order to maximize audience participation, Fort Sill will televise town hall meetings in the DPTM ETV studio and broadcast on the existing command information channel.  The installation commander and selected staff will respond to call-in questions from soldiers and family members.





    b.  Responsibilities.  





    (1)  DPCA will publish a Memorandum of Instruction scheduling town hall meetings and outlining specific responsibilities for planning, publicizing, conducting, and broadcasting the meetings.





    (2)  PAO will publicize the event in the "Cannoneer" and other local media.





    (3)  DOIM will provide all necessary communications support.





    (4)  DPTM will coordinate all TV broadcast support.
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8.  CUSTOMER SERVICE TRAINING.  In order to promote more effective and uniform customer service throughout the installation, Fort Sill has implemented a post-wide customer service training program.  This program targets all segments of the community and establishes specific training priorities.  Detailed implementation guidance is contained in the Commanding General's Policy Memorandum 94-8.
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