GEMBA RECEPTION CLIENT CUSTOMER SERVICE

[NO AUDIO] 
Client walks to the reception window. Supervisor sits nearby and observes interaction between receptionist and client. 

Employee Hi. How can we help you today? 

Client Well, I’ve just lost my job and need some help with food for my grandkids. We could also use insurance. The youngest one is sick and needs to go to the doctor. 

Employee Well, we have some things that can help you in those areas. You can apply for SNAP, which is our food benefits program, as well as for Sooner Care which will help with the children’s medical assistance. 

Client Great! 

Employee Have you had a case with DHS before? 

Client Yeah, but it was a long time ago. 

Employee Well, that’s okay. I’ll just look you up in the computer. If you would, just fill out your social security number on this piece of paper. 

[NO AUDIO]
Employee hands client a notepad. Client writes her social security number on the pad and hands it back to the employee. 

Employee Thank you. And would you like to register to vote today? 

Client Well, yeah. I didn’t know you could do that here. I’ve been needing to update my address to find out my new voting site. 

[NO AUDIO]
Employee hands client several papers on a clipboard. 

Employee No problem. Here’s the voter registration form. If you’ll just fill it out along with the Requests for Benefits form and get it back to me when you’re done, we’ll get things started for you. 

Client Okay. 

Employee Is there anything else I can help you with today? 

Client No - thanks. But you’ve been great. 

[NO AUDIO]
Clients moves off screen or to a chair in the background. Supervisor waits a second and then moves to the employee. 

SUPERVISOR Hey, Trisha, could you come by my office around 10 AM to go over your Gemba. 

Employee Sure. 

SUPERVISOR Alright. 

[NO AUDIO] 
Gemba Ends Coaching Begins 

[NO AUDIO]
Supervisor and employee are seated at the supervisor’s desk. 

SUPERVISOR You showed excellent customer service today! 

Employee Thanks. 

SUPERVISOR I noticed you followed procedure when you gave the client a chance to register to vote. 

Employee Yeah, I know that’s really important to do. 

SUPERVISOR Great job. Keep up the good work.


