The Prince William RICTER Scale: Doing the Right Thing for the Customer Every Time
 Or
There’s No Place Like Home
Prince William County is dedicated to customer service through our RICTER Scale of Values. All employees are part of the RICTER Program: Respect, Integrity, Creativity, Responsibility, Excellence and Teamwork. We have a story to tell about the importance of these values and how we all work together to do the right thing for the customer every time. One would think that this may mean that we do this within individual departments, but this story shows how we all went a step further and followed our Vision and Values across departments and even beyond County Government lines when the need arose.  
Every Wednesday the entire County Management Team meets with the County Executive for one hour. We all get to know each other better, and with this face-to-face consistent contact, we learn more about what other departments do and how they serve customers.   This allows all of departments to better serve our customers because as the needs of customers become more complex, so does our response. We cannot waste time by not knowing whom to call. When we need each other, we respond. If we do not respond when needed, we would be violating our Richter Values. Consider the following example of our dedication to customer service through these RICTER Values. 

Glinda, the good witch in the Wizard of Oz was right, “There’s no place like home.” Although Prince William County is not  exactly the Emerald City, one local citizen has been able to stay at home because of the work of nine County Departments, the Health Department, the Judicial System, and ten local businesses and non-profits who emulated the Scarecrow, Tin Man and Lion through PWC’s Vision and Values. Their hearts were full of respect, integrity and responsibility; their brains led to excellence and teamwork, and they had the courage to be creative.  Our story begins with not with wicked witches but rather the wicked circumstances that sometimes occur in life. Not Dorothy but rather a woman we will call Customer Doe and the empowerment she received from Mary Jane Pease, aka Glinda, a Social Worker II with the Area Agency on Aging.
Mary Jane began working with Customer Doe, a 79-year-old-woman, in November of 2008 when she needed assistance with legal issues. It was discovered that the customer had neither indoor plumbing nor running water. Mary Jane led the customer down the Yellow Brick Parkway to: The Prince William Health Department’s Environmental Health Division. John Meehan helped mitigate the sanitation issues in a manner that kept the customer’s dignity and allowed her to stay at home. Also stepping up was Attorney Ron Settles from the Legal Services of Northern Virginia, a contribution agency, who helped untangle homeownership and property tax issues. Now the property was in the customer’s name and Customer Doe was able to stay at home. 

Tragically, in January 2009, Customer Doe was robbed, beaten and sexually assaulted during a home invasion. The customer called 911 and Police Officers who responded quickly interrupted the rape in progress. They gave chase to the assailant who managed to elude capture. Subsequent investigation led to his arrest a few days later. After the incident, the Fire & Rescue Response Team performed their usual duties by taking Customer Doe to the hospital.  Since the original incident, they have provided assistance on two other occasions. The customer called her Area Agency on Aging Social Worker, Mary Jane, from the hospital. Mary Jane led the customer to PWC Police: Officer Rhonda Dickson, Detective Tom Canterbury and 1st Sergeant Eric Barnhart. The Police Team noted security issues with the customer’s home, and Mary Jane contacted Project Mend-A-House, a contribution agency, whose volunteers helped install locks. Also helping: Sexual Assault Victims Advocacy Services (SAVAS), a local non-profit: Dee Blankenship and Joani Canfield. Judicial System:  Assistant Commonwealth Attorney Rick Conway, Commonwealth Attorney Paul Ebert and Kristi Reynolds in Victim Assistance. Their actions led to physical and emotional recovery as well as financial recovery through the Crime Victims Compensation Fund and the capture, conviction and sentencing of the perpetrator. This criminal episode could have been the tipping point, making it impossible for Customer Doe to stay at home.  Fortunately it was not, and through the help and assistance of so many people, Customer Doe was still able to live at home. .
Then, in June of 2009, Customer Doe’s home was hit by a SUV that ran off the road; causing extensive damage and rendering it uninhabitable for at least a month. Various private citizens helped by providing housing during this period after being contacted by Mary Jane. In order to help Customer Doe continue to stay at home, Mary Jane led her to PWC Departments and others who stepped up to fix the damaged home and treat the termite infestation revealed after the accident. PWC Police Department:  Officer Samuel Dixon; Development Services: Code Compliance Coordinator Gary Eddy, Construction Inspection Branch Chief Robert Adkins, and Construction Inspection Supervisor Chad Roop; Public Works: Sr Prop Code Enforcement Inspector Barbara Stone, Neighborhood Services Div Chief, Michelle Casciato; Housing and Community Development: Community Development Specialist Dave Watkins; Private Businesses: Garcia Construction’s Mike Garcia and Carl Juran - helped with repairs and have continued volunteer involvement with snow removal and grocery shopping; Robert Harris, Attorney - reduced fees for assistance in filing insurance claims against the auto insurance company; Nokesville Design: Tom Basham – reduced fees for engineering reports and architectural plans for home repair; and Local Non-profits: Project Mend-A-House and the American Red Cross  who assisted with making home repairs and renovations while providing emergency items.  
Since then, the road in front of Customer Doe’s home is being widened, resulting in the condemnation of some property along the roadside.  This will bring vehicular and pedestrian traffic closer to the front door of Customer Doe, raising a concern of security and the elimination of a tree in the front yard. Again, to help Customer Doe stay at home, Mary Jane enlisted the aid of the PWC Transportation Department: Right-of-Way Agent Scott Hatten and Engineer 1 Gladis Arboleda. The results? Customer Doe stays in the home and a tree remains on the property. 

Meanwhile, poor health and financial issues were prevalent along the way and continue to be present. Dorothy in the Wizard of Oz only needed three helpers, but Customer Doe needed more and Mary Jane added: Area Agency on Aging: Social Worker 1 Jennifer Jackson and Senior Center Program Assistant Sue Gilbert for Meals on Wheels; Department of Social Services: Humans Services III in the Medicaid Unit from Potomac Hospital Rebecca Downey; 

PW Health Department: Dental Clinic’s Dr. Young and Davita Jackson; Prince William Free Clinic: Director Michelle Schuler and the volunteer medical staff; Greater Prince William Community Health Center: Nurse Practitioner Connie Finley-Herrier; and Potomac Hospital Financial Services.
Eighteen months after the journey began; Customer Doe is now 81 and still living at home. We continue to provide support through care coordination and Meals on Wheels. PWC’s RICTER program worked by joining together whoever and whatever was necessary to do the right thing. Proving there is indeed another vision and value everyone shares:  There’s no place like home…There’s no place like home…There’s no place like home… There’s no place like home.
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