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TOWN OF WESTFIELD
PUBLIC WORKS DEPARTMENT

SERVICE REQUEST POLICY

During normal business hours customer complaints or concerns regarding miscellaneous
water/sewer concerns, service requests or billing inquiries are commonly received at the
customer service office Monday through Friday between the hours of 8:00 a.m. and 4:30
p.m.

After hours emergencies are referred to the dispatch number via voice message. Actual
emergencies are then forwarded by dispatch to the on-call service personnel. For non-
emergency requests the Town of Westfield also offers an action center on its website
(www.westfield.in.gov/) that customers and citizens may utilize for the purpose of
registering their complaints or concerns. See below example of one of the screens in the
website:
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The Customer Service Division of the Westfield Public Works Department has
established the following procedure for receiving, recording and resolving customer
complaints, inquiries and service requests.

When complaints or inquiries are made in all instances the following information is
obtained and documented:



Date and time of call

Name, address and telephone number of person calling
Nature of the complaint or concern

Specific details

Name or initials of employee documenting the call

Once the nature of the inquiry is determined a work-order is generated. (Emergency
situations however, are handled immediately. In this event the department supervisor or
designated serviceman is contacted and given the information verbally, followed up by
written documentation as depicted below.
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Information regarding the request is documented in the “Comments” section of the
customer’s account and hard copies of work-orders are kept on file in the customer
service office.

Most requests or inquiries can be researched and/or rectified without scheduling an
appointment with the customer. However, complaints are typically referred to a
supervisor to handle and scheduling an appointment may be necessary. All valid
complaints are entered in a Complaint Report and a copy of the Complaint Log is
included in the customer service monthly report. Example below:



In the event a situation does not fall under the responsibility of the department the
customer is offered suggestions or recommendations of who to call or where to go to seek
resolution.

In every situation follow-up with the customer is completed within 2 business days of the
initial call by telephone, email or US Postal Service and documentation of the resolution
is updated under the comment section of the account for future reference.

Bruce A. Hauk, Director
Westfield Public Works Department



