
 

A message from City Manager Ed Zuercher: 

Our city is constantly changing. Whether it’s technology, people, what we want or need, some things 

must remain the same – working smart, saving money and delivering exceptional customer service to our 

residents 24/7. Customer service is the foundation of all that we do. The people of Phoenix depend on us 

to do work for them, and we owe them the best service possible.  

Today kicks off National Customer Service Week and I would like to introduce you to our refreshed 

customer service model: Doing What Matters, Every Day, Every Customer. Our Human Resources team will 

be rolling this program out starting this month.  

We introduced this customer service model to new employees in 

orientation starting in April and we are now bringing it to the 

rest of the organization. Department heads and champions are 

going through training and will offer classes to your department 

and through the city course catalog. 

You may recall the city’s Doing What Matters video segments 

online and on PHXTV, recognizing the great work of our city 

employees. Every Customer, Every Day is an extension of that 

hard work, offering new learning opportunities and inspiring all 

of us to take our customer service skills to a new level.  

Thanks for choosing Phoenix as a place to work.   

       -Ed 
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CITY LAUNCHES NEW CUSTOMER SERVICE PROGRAM CAMPAIGN 

CUSTOMER SERVICE WEEK STARTS TODAY! 



 

Talk about going above and beyond the call of 

duty to carry out amazing customer service! 

Earlier this year, the Gold PHXExcellence 

Award was given to a dynamic duo who 

literally jumped into motion to prevent an 

accident. Rueben Montano and Miguel Baca, 

both working in Aviation Technology, noticed 

an unoccupied truck that started rolling. They 

jumped into the truck and stopped it, 

preventing it from hitting an aircraft. 

Pictured from left to right:  Miguel Baca, Reuben Montano, and 

Human Resources Supervisor Janice Pitts. 

TAKING ACTION 
 

Evelyn joined the city back 

in 2003. She started as a 

legal clerk with Phoenix 

Municipal Court in the Civil 

Records division. 

Major accomplishment in 

Evelyn’s life: 

Balancing work, family and 

home. 

“Working with the city of 

Phoenix is great because of 

the opportunity for growth 

and advancement.” 

On a daily basis, Evelyn 

serves customers by  

providing extensive 

research for public record 

requests and subpoenas. 

Fast Facts 

 Favorite popcorn topping: 

Caramel 

 Favorite restaurant: 

Texas Roadhouse 

 Favorite app on her phone: 

Overdrive (for reading) 

 TV show she still wants on 

the air:  

Golden Girls 

“My favorite part of the job is 

helping internal and external 

customers find what they need. I 

never know what to expect 

when I come in each morning.” 

3 words to describe her: 

Thorough, dependable and 

supportive. 

Evelyn 
Naranjo 

Records Clerk III 

Planning & Development 

Check out all of the profiles on our amazing 
city employees by clicking on this link.  

 Have an idea for the next PHXConnect? 

E-mail us:  phxconnect@phoenix.gov 

WHAT’S IN A WORD? 

Some employees in the Public Works 

Department are speaking their minds about 

what customer service means to them. 

https://www.phoenix.gov/pio/city-publications/atworkwednesdays
mailto:phxconnect@phoenix.gov?subject=PHXConnect


 

WEAR YOUR PRIDE 

We love to show our pride for being a city of 

Phoenix worker—and these employees are 

taking it to the next level. (OK, they are 

temporary tattoos, but still lots of fun.) 

Every city of Phoenix employee will go 

through the refreshed customer service 

initiative. To make that happen, several city 

employees are turning into customer service 

trainers. They will be instrumental in rolling 

out the information to all city employees. 

The refreshed customer service training will be 

given at the department level. One of the 

many benefits of this type of training is that 

the trainers will be able to customize the 

material to fit a department’s needs. 

In September, two “train the trainer” events 

were completed. Over 70 department trainers 

attended and topics covered included the 

curriculum, an overview of facilitator skills and 

time for the trainers to teach the material. It 

was an exciting time for trainers to experience 

what they are going to soon roll out to 

employees in their departments.  

In August, all department heads also 

experienced the refreshed customer service 

training. And since April, 400 new employees 

have been trained in the new model. 

TRAIN THE TRAINERS 

To help kick off this new initiative, watch this 

video from City Manager Ed Zuercher, who 

explains what went into designing and 

implementing this massive campaign. 

TAKE IT FROM ED 

https://youtu.be/HwbLdlioyTQ
https://youtu.be/HwbLdlioyTQ


 

JOB OF THE WEEK 

Featured Listing: Firefighter Recruit“ 

“Recruits are trained for fire suppression, 

emergency medical treatment, and hazard 

mitigation work in the Fire Department. After 

successfully completing the academy, 

recruits become Firefighters. 

The Firefighter salary range is $46,816 - 

$66,248 annually.  Must be 18 years of age 

to apply.  Apply by Friday, October 7 by 

11:59 a.m. in order to receive an invitation to 

the written exam, which is being held 

November 16, 2016.   

Each Monday, the city posts jobs available 

for current employees to consider. Here’s the 

link to the most recent Job Opportunities. 

Check out these customer service memes. Click 

on your favorite ones, download them and 

share them on your social media pages or use 

as your computer screen saver. 

CUSTOMER SERVICE FUN 

As you can see above, we created a few memes 

to show off how we feel about customer 

service—now it’s your turn. 

Create your vision of what customer service 

means to you and send it to 

PHXConnect@phoenix.gov.  

We will look at all the submissions and publish 

some of them in a future edition of the 

PHXConnect. 

WHAT WOULD YOU DO? 

The regular edition of the PHXConnect will 

return on Wednesday, October 12. 

For more information about the program, 

check out the special web page on InsidePHX: 

Employee.phoenix.gov/customer-service 

https://www.phoenix.gov/piosite/MediaAssets/CS Slam Dunk.jpg
http://www.facebook.com/cityofphoenixaz
http://www.twitter.com/cityofphoenixaz
http://www.youtube.com/cityofphoenixaz
http://www.instagram.com/cityofphoenixaz
http://www.periscope.com/cityofphoenixaz
https://employee.phoenix.gov/Documents/weekly.pdf
https://employee.phoenix.gov/Documents/weekly.pdf
mailto:PHXConnect@phoenix.gov?subject=Customer%20Service%20Meme
https://www.phoenix.gov/piosite/MediaAssets/CS%20When%20I%20Do.jpg
https://www.phoenix.gov/piosite/MediaAssets/CS%20Rock.jpg
https://www.phoenix.gov/piosite/MediaAssets/CS%20Mean%20Girls.jpg
https://www.phoenix.gov/piosite/MediaAssets/CS%20Old%20School.jpg
https://Employee.phoenix.gov/customer-service

