Customer Bill of Rights
Tuyén B6 vé Cac Quyén cuia Khach Hang

"Some people say government isn't a business; we don't have customers. I think the 600,000
people who live here, pay taxes, and contribute to the life of our city would disagree. This is
the city that set the gold standard for innovative customer service. We must move from a
culture of "sorry, not my problem," to one of rolling up our sleeves and fixing the problem."
-- Mayor Greg Nickels

"Mét s6 ngudi néi rdng chinh pht khéng phai la mét t6 chiic kinh doanh; ching téi khéng cé
khdch hang. Téi nghi réng 600,000 ngudi cu ngu & déy, sé déng thué va déng gép cho cudc
séng cua thanh phd cua chung ta sé khéng dong y nhu vdy. D&y la thanh phd thiét lap tiéu
chuén vang cho dich vu khdch hang séng tao. Ching téi phai chuyén tir nén vén héa “xin 15i,
dé khéng phai la viéc cla téi,” sang nén van héa san tay Ién giai quyét véan dé.”

-- Thi Trudng Greg Nickels

Customer Service
Moving from "not my problem:" to fixing the problem

Phuc Vu Khach Hang

Chuyén tir quan diém “khéng phai viéc cua téi:” sang giai quyét van dé dé

In a year the city of Seattle receives more than 10 million phone calls and thousands more e-
mails, letters, and visits from people looking for help. Many are handled well. But too often,
callers are confronted by a bureaucratic and unresponsive system that does not value their
time or their intelligence. City government can do much better.

Trong mot nam thanh phd Seattle nhan dugdc hon 10 triéu cudc goi dién thoai va hang ngan
dién thu, thu tlr, va cac cudc dién thoai viéng tham cta nhirng ngudi muén nhd giup d3. Nhiéu
trudng hgp nay dugc giai quyét tot dep. Tuy nhién, nhitng ngugi goi tgi thudng gap moét hé
théng quan liéu va khong dap ng, khéng coi trong thai gian cling nhu kha nang cua ho. Chinh
quyén Thanh Phé cd thé lam t6t hon nhiéu.

But first the City must establish clear standards and expectations, which will be
based on the following guiding principles outlined in a Customer Bill of Rights:

Nhung trudc hét Thanh Phé phai thiét 1ap cac tiéu cbué’n va qui dinh rd rang. Va cac
tiéu chudn nay sé dua trén cac nguyén tc hudng dan sau day dudc trinh bay trong
Ban Tuyén BG vé Cac Quyén cua Khach Hang:

e Easy and understandable -- City products and services should be easy to locate and
access.

e Responsive -- City employees should be helpful, connecting customers with others
who can help if they cannot.

e Fair -- There should be no economic, social or cultural barriers to accessing City
products and services.

e Results oriented -- Customers should get results, not just process.



e Don gian va dé hiéu - Cac san pham va dich vu cia Thanh Ph& can dé tim va dé tiép
can.

e Déap Ung -- Nhan vién Thanh Phd ludn sdn sang gitp dd, gidi thiéu khach hang tdi
nhitng ngudi khac c6 thé gitp néu ho khéng thé gilup dudc.

e Cdng bdng -- Khdng co cac rao can vé kinh t&€, x3 hdi hodc van hda trong viéc tiép cén
cac san phdm va dich vu cla Thanh Phé.

e Chu trong t@i két qua -- Khach hang can nhan dudc két qua chlr khéng phai la tién
trinh thuc hién.

To help us develop a meaningful "Customer Bill of Rights," we need to hear from our
customers. Please take a few minutes to respond to a few questions. Your responses will help
us focus the Customer Bill of Rights and develop an open, responsive and accessible
government that serves all customers regardless of language, income or neighborhood.

DE gilp ching tdi thiét 1p mot “Ban Tuyén BS vé Cac Quyén clia Khach Hang” ¢ y nghia,
chiing t6i can biét y kién cla cac khach hang. Xin danh vai phat dé tra 18 mot s6 cdu hoi. Cac
cau tra I6i clia quy vi s& gilip ching t6i chd trong téi Ban Tuyén BS vé Cac Quyén cua Khach
Hang va thiét 1ap mot chinh phu cdi md, dap Ung va deé ti€p can, phuc vu tat ca moi khach
hang bat k& ngdn ngit, mic Igi tlrc hodc noi cu ngu.

1. What does good customer service mean to you?

1. Dich vu khach hang tét c6 y nghia gi v@i quy vi?
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2. What do you think should be part of a customer bill of rights?
2. Quy vi nghi rang ban tuyén bo vé cac quyén cua khach hang nén c6 ndi dung gi?

-
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3. Do you have a customer service experience with the city of Seattle
that you would like to share?

3. Quy vi co6 kinh nghiém gi vé dich vu khach hang véi thanh pho Seattle ma quy vi
muédn chia sé khéng?




If you would like to be contacted further about the bill of rights, please fill in the information
below.

Né&u quy vi mudn dudc lién lac thém vé ban tuyén bd vé cac quyén nay, xin dién thong tin &
dudi.

First Name

Last Name

Zip Code I

E-mail

Tén Goi

Tén Ho

Sé Zip Code I

Thw dién tlr



