2019-20

CONVOCATION

Cerritos College

Extended Conversation with Dr. Neal Raisman
and Q&A




EMPATHETIC
\ EFFICIENT

N.Raisman & Associates —_—

What i1s Service Excellence
and Academic Customer
Service and Why It Matters

Dr. Neal Raisman
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Can’t become “Cheers”
If there are too many
Carla’s in your school

Can’t change a culture
until you change the
people who generate it
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Create a
Service
Excellence
Mission and Vision
Statement
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Start With Your Service
Excellence Values

1. Responsive

2. Welcoming

3. Empathetic

4. Knowledgeable
5. Efficient
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Drexel University Staff ACS
Mission Statement

‘We will assist students in successfully navigating the administrative functions of the University’s
billing, financial aid and registration processes through the following core values:

Accountability — We will take responsibility for the quality of our work and ensure that each
student is able to effectively complete business transactions by using our knowledge of federal,
state and university policies and procedures and completing each service request.

Accuracy — We will be precise and exact in the information we share with students and others,
using the correct process to fully complete each transaction.

Efficiency/Effectiveness — We will balance efficiency and effectiveness by being productive and
pro-active making the best use of available resources (tools, people, technology, and business
processes) to produce a high level of satisfaction.

Empowerment — We will teach students how to complete future transactions independently
where possible. Staff will have the authority to accurately and appropriately complete student
transactions.

Integrity — We will be honest and ethical in our approach to each transaction exhibiting a high
standard of service excellence.

Professionalism — We will model professionalism by skillfully and respectfully completing each
transaction using our best judgment to meet the students’ needs.
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Why CCU is Focusing on Service:
« Competition in higher education

+ Rising expectations of our customens
« Strengthen the brand identity and image for CCU
p
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Train to the Mission

Assess the Behaviors
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|||| COASTAL CAROLINA

U N 1T ER S1TY

. Service Basics

. Attitude Training

. Civility Training

. CCU History and Traditions
Dealing with Difficult Situations
. Personal Accountability

. ACS SWOT

. Celebration
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People do things by habit

One bad habit we have
found on every campus
we have worked with
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Dean Schaar Plus
If you don’t care -

pretend until you do
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Three Habitually
Bad Services

Telephone Answering
Responding to VVoicemalls
Responding to Emails
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How many times can a
phone ring before
being answered?

3 times
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Columbus State Community College
Call Center
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How long can you wait to
respond to a voicemail?

Voicemalls should be
responded to by the end
of the business day
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How long before an
emaill I1s responded to?

Immediate response
using technology

By the end of the day
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H POINT UNIVIfRSITY CAMPUS CONCIERGE

Modeling the Value of Service

Our goal is to improve the daily lives of our students by providing a
single source of knowledge for all campus and community information.

We provide the following services:

Scheduling for Academic Tutoring

Research Appointments for Library
Complimentary GPS unit Rentals
Complimentary Kindle (Electronic book readers) Rentals
Complimentary iPads Rentals

Complimentary TI-89 Calculators Rentals
Library Book Drop-Off

Restaurant Recommendations and Reservations
Local Area Hotel Information

Dry Cleaning Services- additional fee
Community Enrichment Ticket Distribution
Daily E-mail and Event Information

Airport Transportation Scheduling

Stamps- additional fee
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End the Shuffle
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STUDENT

SUCCESS
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Knowledge of
the College

FAQ’sS
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Attending to
Attendance

5-8%
Added to Success
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Guaranteed Retention Solution

Attend to Attendance

FAMU Class Attendance Regulations

Students are expected to make the most of the
educational opportunities available by regularly
attending classes and laboratory periods. The university
reserves the right to address individual cases of non-
attendance. A student will be permitted one unexcused
absence per credit hour of the course he or she is
attending. A student exceeding the number of unexcused
absences may be assigned the grade of “F.”

Class attendance regulations apply to all students.
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Guaranteed Retention Solutions

Attend to Attendance

Class Attendance Regulations

Students are REQUIRED to make the most of the
educational opportunities available by attending
classes and laboratory periods...excused absences...

Attendance will be taken every class period and
recorded in the instructor's official class roll book. The
attendance policy will be distributed with other course
information at the beginning of each semester.
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Contact Information:

nealr@greatservicematters.com
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