CLIENT SERVICE SKILLS TRAINING

INTRODUCTION

The client service skills training was held in NewYork on 27 – 29 November 2006. The training was organized by the Executive Office in conjunction with the Office for Human Resources Management (OHRM).

The training brought together twelve staff from the Executive Office in New York and nine staff from the Administrative Office in Geneva. The participants were drawn from a cross-section of managerial staff and senior assistants.

The goal of the workshop was to increase the ability of the participants to deliver high-quality client oriented service.

The first day of the workshop was set aside for:

1. The Managers meeting: the participants reviewed the components of the client service skills program and the requirements for a successful client service orientation. The managers shared their expectations for the workshop and raised questions and concerns relating to the successful implementation of client-service.

2. Needs Assessement Meeting: The participants identified elements of an excellent client service in the section. Additionally, they identified challenges/obstacles to the delivery of an excellent client service.

3. Systems and culture meeting: This meeting was aimed at reviewing the challenges & recommendations addressed in the meeting (2) above.

The following two days involved various learning methodologies on Client Services Skills.

BENEFITS

At the end of the workshop the participants were able to:

1. Define “Client-oriented” service 

2. Clarify how they wished to be perceived by the clients

3. Demonstrate ability to manage a client-service tailored to the United Nations

4. Obtain a variety of communication skills that will facilitate the client-service process

5. Use techniques in managing challenging cross-cultural client-service situation

6. Identify ways to ensure that they remained focused in order to communicate positively in stressful client-service situations

7. Evaluate their client service strengths and identify areas for development

8. Identify the benefits of delivery client-oriented service

CHALLENGES

Whereas the participants agreed  on continuously improving the services to clients, they also noted that all levels of staff within OCHA needed to be involved in fostering a client service environment. They identified the following challenges  which they felt were hampering an effective client-oriented environment:

1. Lack of workplanning and  lack of funding

2. Lack of understanding of rules and procedures

3. Lack of consistency in the application of rules and procedures

4. Inadequate training for management and staff

5. Lack of a clear definition of roles and responsibilities within OCHA.

RECOMMENDATIONS AND FOLLOW-UP

1. The participants agreed to conducting a survey at a later date in order to see how the Executive and Administrative Offices’ are perceived by their clients. The survey will be developed and analyzed by the participants and will not be any additional monetary cost to the organization.

2. The participants expressed their commitment to providing an effective client-oriented service and requested for Senior Management Support in ensuring:

i. The development of a detailed annual workplan for each sub-unit. The workplan which will be derived from the global OCHA workplan should be a collective effort of managers and their respective staff. Involvement of all staff in the workplanning process will ensure a clear definition of roles as well as allow for flexibility in goals and objectives depending on upcoming emergencies

ii. Adeq
uate and timely availability of funds to allow for the implementation of the workplan

iii. That regular staff meetings are conducted between managers and staff to discuss problems and identify sustainable solutions

iv. A smooth transition in the filling of Senior positions to avoid gaps which affect the implementation of the workplan

v. Proper planning in the recruitment of field positions and use of the roster system to easily identify previously screened candidates

vi. The strict adherence and consistency in the application of rules and regulations. Hopefully, this will help cut down on exceptions which often give the appearance of unequal treatment of staff.
vii. That all staff especially programme managers receive training on administrative and financial rules and regulations

viii. The development of OCHA specific and simplified guidelines based on the applicable staff rules (100 or 200 series ) to avoid different interpretations

ix. An organizational culture of accessibility and support from Managers

x. Continued discussion with the Office for Human Resources Management on the harmonization of  200 series contracts.

xi. That all newly recruited staff in OCHA undergo a mandatory orientation

xii. Continous discussion between OCHA management, OHRM, CRD, FSS and other stakeholders to maintain a rigorous staff selection system

xiii. Mandatory briefings and training of Administrative & Finance Officers. Such trainings should also be extended to all staff who are performing administrative & finance related functions

xiv. Accountability for all OCHA staff and specifically certifying and authorizing officers.
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