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Purpose:

To uphold the core values of the Agency by establishing consistent customer service standards for walk-in
customers and visitors during regular public service hours. To ensure that the service provided is equitable,
effective, and supports the mission of the Agency.

/|
Policy:
Walk-in customers

Customer service hours for the Department of Health Professions (DHP) are from 8:15 a.m. until 5:00 p.m.,
Monday through Friday, except holidays as provided by statute or other days designated by the Governor.
During these hours, the public has a reasonable expectation of receiving services. The Boards provide the
knowledge and expertise to effectively meet these needs. Walk-ins are ultimately a customer of the
affected Board, Division, or Program.

Visitors to the third floor

All visitors to the secured areas of the DHP main office located at 9960 Mayland Drive, Suite 300, are
required to use the Visitor Log located at the first floor Customer Service Desk.

Procedures:

Walk-in customers
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The Agency Receptionist is responsible for handling routine requests by walk-in customers. If a
walk-in customer requests assistance that cannot be handled by the Receptionist, the Receptionist
will contact the affected Board, Division, or Program.

Boards, Divisions, and Programs are required to provide coverage during business hours to respond
to requests for assistance to accommodate walk-in customers. This requires coordination of
coverage during absences, leave, breaks, and lunch times. Front desk calls and/or email requests for
customer assistance must be responded to within 15 minutes.

Before contacting the affected Board, Division, or Program the receptionist will collect the name of
the customer and the nature of the request. The Board, Division, or Program can respond in person
or via the house phones.

The use of the house phones may be considered but face-to-face service is always the preferred
option. If there is a need for an extensive or private conversation the 2nd floor Conference Center is
available.

Visitors to the third floor

A Visitor Log will be maintained at the first floor Customer Service Desk. All visitors must sign in
specifying the date and time of arrival, their name, and the person and department they wish to visit.
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