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Florida Senate - 2000 CS for CS for SB 1966

By the Committees on Judiciary; Governnental Oversight and
Productivity; and Senator Latvala

308-2086- 00
A bill to be entitled

An act relating to state governnent; creating
the "Florida Custoner Service Standards Act";
speci fying neasures that state departnents are
directed to inplement with respect to
interaction with their custoners; specifying
that failure to conply with the act does not
constitute a cause of action; providing an
ef fective date.

WHEREAS, confidence in the governnent's ability to
sol ve probl ens has been deteriorating for the past three
decades; in 1963, the national public's confidence | evel rated
75 percent, conpared to 1993, when confidence levels rated as
| ow as 17 percent, and

VWHEREAS, there is a need for custoners to be treated
with courtesy and respect, to have sinplified access to
services, to have services that are efficient, to have
communi cations that are clear and easily understood, and to
save noney, and

WHEREAS, the State of Florida is dedicated to inproving
the service standards practiced by state departnents and
agenci es, NOW THEREFORE

Be It Enacted by the Legislature of the State of Florida:

Section 1. Florida Custoner Service Standards Act. --
(1) SHORT TITLE.--This section may be cited as the

"Fl ori da Custoner Service Standards Act."
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1 (2) PURPCSE.--1t is the purpose of this section to

2| direct state departnents to practice and enploy all the

3| neasures set forth in this section.

4 (3) DEFINITIONS.--As used in this section, the term

5 (a) "Custoner" neans any nenber of the public who uses

6| or requests services or information provided by a state

7 | departnent or who is required by statute to interact with the

8 | depart nent.

9 (b) "Departnent" neans a principal adnministrative unit
10 | within the executive branch of state governnent, as defined in
11 | chapter 20, Florida Statutes, and shall also include the
12 | Florida Public Service Comr ssion
13 (4) MEASURES TO BE | MPLEMENTED. - - St at e departnents
14 | shal | :

15 (a) Designate an enpl oyee or enployees in the

16 | departnent who shall be responsible for facilitating the

17 | resol ution of custoner conplaints, including any custoner

18 | conpl ai nts regardi ng unsati sfactory treatnent by departnment
19 | enpl oyees.

20 (b) Provide available information and accurate

21 | responses to questions and requests for assistance in a pronpt
22 | manner.

23 (c) Acknow edge receipt of a telephonic or electronic
24 | question or request by the end of the next business day, when
25 | practicabl e.

26 (d) Provide direct local or toll-free tel ephonic or

27 | direct electronic access to the departnent enpl oyee or

28 | enpl oyees designated to resol ve custoner conpl aints.

29 (e) Develop a process for review by upper-|evel

30 | managenent of any custoner conplaints not resolved by the

31 | departnent enpl oyee or enpl oyees designated to resol ve
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custoner conplaints. |In evaluating the appropriateness of

response tine, nmanagenent may consider periodic, high vol une

inquiries as a justifiable cause of del ay.

(f) Devel op custoner-satisfaction neasures as part of

t he departnent's performance-neasurenent system

(g) Enploy a system by which custoner conplaints and

resol utions of those conplaints are tracked.

(h) Provide statistical data on custoner conplaints

and resol utions of those conplaints, and on

custoner-satisfaction neasures in annual reports or other

perfornance publications, and use this data when conducting

managenent and budget - pl anni ng activiti es.

(i) Provide training to enpl oyees on inproving

custoner service and on the role of the departnent enpl oyee or

enpl oyees designated to resol ve custoner conpl aints.

(j) Include in the departnental strategic plan a

programoutline or goal regardi ng custoner service.

(k) Conduct interdepartnental discussions on nethods

of providing and i nprovi ng custoner service.
(5) AGENCY OPERATI NG HOURS. - - Departnents shall be
staffed and open to the public for business on all regul ar

busi ness days.

(6) FUNDI NG --Departnents shall use avail abl e
resources to achi eve the purposes of this section

(7) FAILURE TO COWVPLY.--No cause of action shall arise
in favor of any person due to a departnent's failure to conply

with any provision of this section.
Section 2. This act shall take effect October 1, 2000.
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1 STATEMENT OF SUBSTANTI AL CHANGES CONTAI NED I N
) CONNITTEE/%%B%E%EUTE FOR
3
4| Del etes the exenption that narrowed the scope of who is a
custoner for purposes of the act (i,e,, persons under crimna
5| prosecution, persons in pending adm nistrative hearings, and
5 persons in governnental custody).
Adds the Florida Public Service Comm ssion to the |ist of
7| state entities who will be subject to the provisions of act.
8| Provides flexibility for |onger response tinme by a departnent
9 ﬂ?gﬂlthe vol une of Custoner inquiries to the departnent are
10 gﬁﬁykres t he deBartnents to be staffed and open to the public
11 g regul ar busi ness hours.
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