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Subj:  The Outstanding Customer Service Award and the Leo C. Wurschmidt, Jr., Customer Service Team Award Programs





1.  We are pleased to announce the Veterans Benefits Administration’s (VBA) Outstanding Customer Service Awards Program.  On an annual basis, the program honors employees in two award categories: Outstanding Customer Service Award for an Individual Employee and the Leo C. Wurschmidt, Jr., Customer Service Team Award.  VBA leadership designed this awards program to recognize individual and team efforts of employees who are “Making a Difference in VBA” through their commitment to providing the highest level of customer service to veterans. 





2. The Outstanding Customer Service Award for an Individual Employee recognizes an employee who has provided exceptional customer service to veterans on several occasions.  The Leo C. Wurschmidt, Jr., Customer Service Team Award recognizes the team who provided sustained exceptional customer service to veterans, thereby contributing to VA’s mission.   





3.  The winner of the Outstanding Customer Service Award for an Individual 


Employee receives a monetary award of $1,000.  Recipients of the Leo C. Wurschmidt, Jr., Customer Service Team Award receive an award amount up to $10,000, to be divided among team members, including the coach or supervisor.  


The Deputy Secretary of Veterans Affairs has been invited to present the awards at VBA’s Leadership Conference in July.


 


4.  I have enclosed the program information sheet, which includes eligibility criteria, selection criteria, nomination procedures, and the VBA Outstanding Customer Service Awards Program Nomination Form.
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Outstanding Customer Service Awards





5.  Please submit seven copies of each nomination package via U.S. Postal Service to:  VBA Customer Service Awards Program, VBA Office of Human Resources (20M1), 810 Vermont Avenue, NW, Washington, DC 20420, or you may mail via Federal Express to:  Francene Shelton, Veterans Affairs Central Office, 1800 “G” Street, NW, Washington, DC 20006, by April 19, 2004.  You may direct questions to Ms. Shelton via e-mail or by phone at (202) 273-5913. 











								/s/


							Daniel L. Cooper


			Under Secretary for Benefits





Enclosures


�



VBA Outstanding Customer Service Awards�Program Information Sheet











I.  Program Background





The Outstanding Customer Service Awards Program is designed to recognize individual and team efforts of employees who show commitment to providing the highest level of service to veterans.  The program criteria for selection are related to demonstration of support for the VBA Core Values relating to customer service.  





II.  Eligibility Criteria





Outstanding Customer Service Award for an Individual Employee:


Nominee must be at the GS-13 or below level in a non-supervisory role located in either VACO, or at a VA Regional Office and Center.





Leo C. Wurschmidt, Jr., Customer Service Team Award:


Nominees must be at the GS-13 or below level in non-supervisory roles located in either VACO, or at a VA Regional Office and Center.  Team nominations must include the name of the coach or supervisor, as they are eligible for recognition and award.  





III. Selection Criteria





Awards will be presented to the employee and the team who best exemplify support of key VBA Core Values associated with the areas identified below:





Outstanding Customer Service Award for an Individual Employee: 


During the past year, the employee nominated has provided exceptional customer service on multiple occasions to veterans.  This level of customer service clearly demonstrated to veterans that they are the reason for VA’s existence.





Leo C. Wurschmidt, Jr., Customer Service Team Award:


During the past year, the team has provided sustained exceptional customer service to veterans that contributed to VA’s mission.  Individual members of the team have pursued a common goal of providing a level of customer service that demonstrates to veterans that they are the reason for VA’s existence.  Nominations must describe the teamwork involved in demonstrating support of these values.





�



IV.  Nomination Procedures:





1.  Division managers submit nominations to VARO Director or Assistant Director.


2.  VARO Director or Assistant Director includes written endorsement of nominee(s). 


3.  Nomination package and VA Form 3496, Authorization to Release Information, (attached) are forwarded to VBA Customer Service Awards Program, Office of Human Resources (20M1), 810 Vermont Avenue, NW, Washington, DC  20420, by close of business April 12, 2004.


4.  VACO supervisors/managers submit nominations to program staff and office directors.
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VBA Outstanding Customer Service Awards �Program Nomination Form








Instructions:  Provide complete information for the items requested below. 


Please confine narrative responses to two typewritten pages or less. 


Check one box only to identify individual or team nomination.


(  ) Outstanding Customer Service Award for an Individual Employee 


(  ) Leo C. Wurschmidt, Jr., Customer Service Team Award





Name of VA facility (VACO, Regional Office or Center)


 


______________________________________________ 








2.  Identify Nominee Name, Position Title, Series, and Grade.  Please note that each �applicant of the Team award must complete a separate Authorization Form.  Only one �coach or supervisor may be identified for the Team Awards Program.


�Name of Nominee			Position Title    		Series			Grade 





 


3.  Name of Organization/Division  _______________________________________________








4.  Name and telephone number of Contact Person _________________________________








5.  Describe ways in which nominee(s) demonstrates support of VBA Core Values using examples of actions taken within the last year relating to the applicable areas identified below:





Outstanding Customer Service Award for an Individual Employee:


exceptional customer service provided to veterans on multiple occasions, which contributed to VA’s mission, 


veterans are the reason for VA’s existence as an organization.





Leo C. Wurschmidt, Jr., Customer Service Team Award:


sustained exceptional customer service to veterans, which contributed to VA’s mission; 


team pursuit of the common goal to provide a level of customer service that demonstrated to veterans that they are the reason for VA’s existence.


�



AUTHORIZATION TO RELEASE INFORMATION








The following Privacy Act Addendum, Authorization to Release Information, must be submitted with each nomination.  Information is disclosed voluntarily and is used in the selection process and for publicity and related purposes.  Not providing all or part of the requested information may result in a nominee not receiving full consideration.





(Clip and attach to nomination)








Name of Nominee:  _____________________________________________________





Title/Grade/Pay Plan:  ____________________________________________________





Organization:  ___________________________________________________________





SSN:  ______________________________ Date of Birth: __________________





Place of Birth:  __________________________________________________________








AUTHORIZATION TO RELEASE INFORMATION: Except as specified below, VA may use all personal information contained in my nomination for promotion and publicity of the Veterans Benefits Administration Outstanding Customer Service Awards Program.





Exceptions: Please specify any personal information that you do not want released.


_________________________________________________________________


        Signature   			 		  	Date

















VA Form 3496


January 1996


		





