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CPAC Customer Service
1.  For the last year, the CPAC has been conducting a Lean Six Sigma study on customer service.  This study was initiated because of our inability to provide customers with the high level of service and privacy they deserve while performing other critical CPAC functions which require uninterrupted time.  As a result of the study, the following procedures are now in place:

a.  CPAC customers will be greeted by a receptionist.  The customer will be asked to sign-in and state the purpose of the visit.

b.  Customers with routine requests for information such as obtaining forms and/or information on available vacancy announcements will be directed to the Employment Resource Center.

c.  Customers with appointments or requiring more detailed assistance will be asked to wait in the reception area.  The servicing CPAC staff member will escort the customer into the office.


d.  The receptionist duties are rotated among various staff members.  The receptionist will focus on answering the following phone lines (845-938-3943/2703/2822) and receiving customers.  The receptionist will not be conducting other work such as in-processing new employees, counseling customers on how to write a resume, explaining benefit programs, etc.
2.  The CPAC tested this process for 30 days with 330 phone calls and 152 visitors.  As a result of survey responses, there was increased satisfaction from both our customers and our staff.  
3.  The CPAC greatly appreciates your assistance in supporting this change.
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