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1-225 Guest Treatment Policy (Customer Service) 
 
The most important gift we can give our guests is to provide services in an environment in which 
their dignity is preserved.  Therefore, St. Vincent de Paul expects each of its staff to always treat 
our guests as valued customers.  Often we hear the term, “customer service” in the retail sector, 
but in our social service sector, it is critical.  Our program is a ministry and our commitment to 
service is the most important commitment we have.  Therefore, St. Vincent de Paul and its staff 
do not allow conditions, procedures, or decisions that are discriminatory, unsafe, undignified, 
unnecessarily intrusive, or lacking in compassion and that fail to provide appropriate 
confidentiality or privacy to exist.  Each person is “a child of God” and we will treat them 
accordingly.   
 
Staff shall not: 
 
• Condone or use rudeness, disrespect, or any other alleged ill treatment toward guests, 
program applicants/participants, donors or the general public. 
 
• Use application forms that elicit information for which there is no clear necessity. 
 
• Use methods of collecting, reviewing, transmitting, or storing customer information that 
fail to protect against improper access or usage of the material elicited. 
 
• Maintain facilities that fail to provide a reasonable level of safety and cleanliness. 
 
• Fail to establish with customer an understanding of what may be expected and what may 
not be expected from the service offered. 
 
• Fail to provide a grievance process to those who believe they have not been accorded a 
reasonable interpretation of their rights under this policy. 
 
In addition to the above customer service philosophy, St. Vincent de Paul Shelter/Residential 
Services use a Grievance Process/Termination Appeal policy that is readily available to all 
guests at times when they wish to file a complaint or grievance.  St. Vincent de Paul 
Shelter/Residential Services also use a Confidential Survey on Services on a quarterly basis.  
This survey is also available to guests at their request.  Guests are provided an envelope for their 
confidentiality.  Guests should feel free to mail them or drop them off at the administrative 
offices (by utilizing the intercom on the front of the administrative building).   


