
1

AAC
Academic Advisement 

Center

Career Center

CC
Campus Recreation

CR
Campus Security

CS

Disability Resource 
Center

DRC

Enrollment Services

ES

Heatlh & 
Welness Center

HWC

Student Activities

SA

Multicultural / 
Diversity Center

MCDC
SSS- ETS 

Upward Bound

TRiO
Dixie State College

2009 - 2010
Frank B. Lojko

Jim Nielsen

Testing Services

TS

STUDENT SERVICES
CUSTOMER SERVICE

IMPROVEMENTS



2

INTRODUCTION
Student Services

Customer Service 
Improvements 

2009 - 2010

The purpose of the customer service plans is to promote an atmosphere that shows 
we care about our students and will do the very best to serve them and to meet 
their needs.  In addition, these plans provide quality service to our faculty, to the 
community, as well as to the parents of our students.

These customer service plans will be revised every year.  Each department is 
required to monitor their quality of service, measure their expected outcome 
achieved, and survey the students for direct feedback.

Note: The customer service plans contained within this booklet were written by 
each individual department within Student Services.

Frank B. Lojko
Vice President of Student Services
Dixie State College of Utah
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During the spring of 2009 the Academic Advisement Center (AAC) presented a 
list of 10 Customer Service items to Frank Lojko, Vice President of Student Ser-
vices; that same list was then presented to the DSC Executive Council. This list 
included some short statements directed at improving customer service within the 
Academic Advisement Center. This list was a wonderful initiate that helped ad-
dress the issue of customer service, but by the end of the year a better understand-
ing of the office’s responsibilities concerning customer service was reached and it 
was decided a more in-depth analysis was needed. A more comprehensive plan has 
now been created to address customer service issues within the AAC.  The follow-
ing is the desired presentation for the Executive Council at DSC:  

First, to better address customer service a Departmental Development Plan was 
created to include a vision, goals and commitments for the AAC.   

Second, the AAC was divided into sub-departments to better serve the students 
and provide a more professional customer service experience.  During the Thurs-
day morning General Education (GE) advisors meetings, the AAC placed itself 
under some intense scrutiny concerning customer service.  After several weeks of 
deliberating and discussing several options, it was agreed the best direction was 
to divide the AAC into divisions of responsibility.  Dual responsibilities for all GE 
advisors have now been created.

First, all GE advisors will meet with undeclared students to provide academic 
direction, support, and compassion. Advisors will also complete graduation 
audits for AA & AS degrees, and Certificates.

Second, all GE Advisors have been assigned to coordinate a sub-department 
within the AAC to include:

•	Advisor Training/ Professional Development
•	High Schools
•	  Retention
•	  Academic Intervention
•	Advisement & Registration (A&R)
•	  Pre-Professional & Graduate Transfers 
•	  Returning Adults

INTRODUCTION
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OUR VISION  

Through collaborative advisement and a meaningful educational plan we are pre-
paring students for self-determination as they seek academic, vocational and social 
success.

OUR BELIEFS

•	Advisement is about what is best for the student’s educational progress.
•	All students are responsible to assume a proactive role in their educational 

planning.
•	Academic advising will be available for every student on the Dixie State 

College campus.
•	Students will leave advisement sessions more informed and with a stronger 

educational direction.
•	Advisement encompasses academics, scholastic standards, advanced de-

grees, careers, and other lifelong options.
•	Advisors will support students as they balance their college responsibilities 

and academic challenges.
•	Advisors will receive continued training and professional development to 

better serve the student body.

OUR COMMITMENTS

•	To provide general advisement & registration procedures and routines that 
will assist all students enrolling for classes at DSC.

•	To provide all students including pre-professional and graduating transfer 
students with sufficient information to make their educational process a 
positive experience.

•	To ensure that advisors deliver consistent, accurate information to all stu-
dents by providing advisors with adequate training, resources and improved 
communication between departments. 

•	To provide academic resources for current and prospective students in a 
dynamic technological format and utilizing enhanced software to maintain 
accurate student advising information.

•	To ensure Washington County high schools receive information regarding 
college preparation by being a representative to students, faculty and staff. 

•	To oversee academic interventions using DSC’s Scholastic Standard policy 
and to offer counsel, workshops, tutoring, and support to those students 
who are academically struggling.

•	To ensure that returning adult students have a welcoming and simplified 
route to enrollment and registration.

•	To establish proven retention procedures and routines that will keep stu-
dents at DSC. 

MISSION STATEMENT
Academic 

Advisement Center
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DANA KELVINGTON

Since the beginning of the school year, August 2009, Dana has been working on 
developing a set of advisor training modules. Dana has developed seven separate 
modules, each training session addressing a different set of advising skills.  Dana 
has provided monthly training with the General Education Academic Advisors, 
the Program Advisors and the Lecture/Advisors.  She also meets with them in 
small groups, individually, and communicates with them regularly through email 
according to their needs.  All of the reports received from those involved with 
these training sessions and meetings have been extremely positive.  Dana is also 
responsible for the Peer Advisor Training.  She has quarterly training meetings for 
the nine peer advisors which increase during the summer orientation sessions.  
With the help of Landon Peterson, the lead peer advisor, the two of them have 
developed a comprehensive Peer Advisor Handbook. 

GE Advisor Growth   2007   2008  2009        
     3          4  4.5

Lecture/Advisor Growth  2007   2008  2009         
     4 (NA%) 7 (50%)  16 (50%)

Dana’s work assignment up to this point has been about a 50 – 50 split.  50 percent 
of her time is spent between advising GE students to include:  General informa-
tion GE appointments, GE graduation checks, associate degree graduation audits, 
certification degree audits, and Success Academy associate degree audits; the other 
50 percent of her time is spent in providing professional development and advisor/
peer training for General Education Advisors, Program Advisors, and Lecture/
Advisors.

PROBLEM 
Without reliable professional training, AAC advisors stand a chance of losing 
respectability with their customers, the students. Dana is responsible for providing 
the required training for all new advisors on campus and continues to support and 
provide ongoing training for seasoned advisors. Due to the growth in numbers 
on campus and the ever increasing number of bachelor degrees, over the last year 
alone the number of Lecture/Advisors has doubled.  This means Dana needs time 
to train more people  

SOLUTION
To provide better customer service for the students, there must be a decrease in 
Dana’s GE advising load and an increase in her Advisor Training / Professional 
Development load.  There is no other option than to change Dana’s assignment to 
80% Advisor Training / Professional Development and 20% GE advising. 

ADVISOR 
TRAINING 

&
PROFESSIONAL 
DEVELOPMENT
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GOALS
•	Establish specific advisement practices 
•	Develop a three day new advisor orientation as a foundation of knowledge 

and skills in advising students
•	Develop and coordinate the certification and training of advisors across 

campus and consult with practicing advisors and administrators on issues 
related to structure, practice, assessment and evaluation of advising

•	Provide specific “Native Banner” training 
•	Develop appropriate benchmarks for advisement performance at all levels
•	 Implement an ongoing certification program for assessing advisor perfor-

mance 
•	Maintain and strengthen critical relationships within the departments be-

tween the administrators, faculty and the advisors
•	Develop and implement an advising syllabus as a tool to allow the advisors 

to outline the advising relationship with their student
•	Develop an advisor training manual to include a conceptual overview of 

advising in general, basic training in the use of Self Serve Banner, informa-
tion regarding basic policies, procedures, and resources, and development 
of advising skills

•	Develop and implement an online informal advisor learning community to 
discuss issues and topics relevant to advising

•	Develop and implement an online advisor training certification program
•	 Invite advisors to present their best practices in a monthly best practice 

brown bag session
•	Provide a quarterly best practice newsletter to advisors

ADVISOR 
TRAINING 

&
PROFESSIONAL 
DEVELOPMENT

Dana Kelvington
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RICK PALMER

At the beginning of the 2008 school year each GE Advisor was assigned a local 
high school. Once a month each GE Advisor visited their assigned high school for 
at least two hours where they met with administration, counselors and students. 
They are mostly meeting with students that have been admitted to Dixie Sate Col-
lege to answer any questions students or parents may have concerning the college 
experience. In April 2009, the GE advisors and program advisors went into each 
local high school and registered seniors for fall semester classes.  

Total Enrollment Washington County  2007   2008  2009
    64%   64%   65%

Freshmen Class Washington County  2007   2008  2009
    49%   52%   57%

PROBLEM
The local high school counselors are beginning to understand the AAC’s function 
within the schools, but the high school students are still yet to gain a full knowl-
edge and appreciation of what the AAC is offering.

SOLUTION
To provide better customer service for the students, letters will be sent and phone 
calls made to high school parents making them aware of what the AAC has to offer 
their senior at the local high schools.

GOALS
•	Contact and set up advising and registration times with Kanab, Beaver and 

Delta high schools.
•	 Improve communication between AAC, Recruiting, & Admissions at DSC.
•	Attend Washington County School District monthly counselors’ meetings.
•	Personally meet with each high school administration at the beginning of 

the school year and again at the end of the school year. 

HIGH SCHOOLS

Dana Kelvington 
Drew McIntyre

Kathy Plewe 
Mike Olson

Jared Burton
Esther Pugmire & Landon Peterson

Rick Palmer

     Enterprise and Millcreek
    Snow Canyon
    Pine View
    Dixie
    Desert Hills
    Hurricane
    Tuacahn 
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BROCK BYBEE

Brock has been assigned two major responsibilities. First of all, Brock is circulating 
on campus meeting with students and getting a feel for what students want from 
DSC.  Brock is on the quad once or twice a week meeting with students, providing 
activities, doing surveys and just getting a feel from the students. Second, Brock has 
been assigned the Early Alert and Mid-term reports. Brock uses these two academ-
ic reporting systems to contact students in hopes of finding out information from 
the student to help better understand the student’s academic and social needs.

PROBLEM
Sufficient personnel is not available to contact all of the students, follow-up with 
each individual instructor and provide adequate interventions. 

•	Fall semester 2009: 176 Early Alert reports were collected; only able to com-
municate with about 35% of them. 

•	Spring semester 2010: 225 Early Alerts have been collected with about 30% 
contacted.

•	Spring 2010: 1,200 midterm letters were sent out to students regarding their 
low midterm grade. 

SOLUTION
To provide better customer service for the students, personal contact must be 
made with at least 5% more students each year for the next five years. A fully 
funded Retention Coordinator position is needed.

GOALS
•	Serve at least 5% more requests that come from the Early Alert and         

Mid-Term reporting systems for the next two semesters.
•	Contact faculty with a status on their Early Alert and Mid-Term report.
•	Create informational packets for students and faculty concerning these two 

reporting systems.
•	Create a caseworker program to include trained mentor students working 

with students on a one-on-one basis to help them better understand the 
expectations of college life. 

RETENTION
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JARED BURTON

Jared is currently working with over 900 students (about 15% of the student body) 
who that have been placed on Academic Warning, Academic Probation or Aca-
demic Suspension. Jared has developed a Success Workshop that meets once a 
week at lunchtime with assigned students. Jared has been working with faculty on 
campus as per the implementation of a Success Seminar for next year. 

PROBLEM
Jared’s position at this time is a part-time position. It was a full-time position, but 
the previous advisor retired, and to save funding there was a reallocation of some 
of that budget into other areas of major need within Student Services.  Jared is only 
able to conduct a one-on-one intervention session with about 55% of the students.

SOLUTION
To provide better customer service for the students, the number of students Jared 
meets with must increase at least 5% per year over the next five years. To accom-
plish this, funding for a full time Academic Intervention position must be provided.

GOALS 
•	Work closely with those students who are on Academic Alert, Warning, Pro-

bation and Suspension to ensure that their educational needs are being met.
•	Establish a system to recognize the needs of the student more quickly 

through bimonthly meetings and established educational contracts.
•	Develop a student-mentoring program so that students who are struggling 

with their academics can have a peer to help them get back on track.
•	Continue to develop an Academic Success Seminar for students that will as-

sist them in learning valuable tools that will help them in their course work.
•	Show a 2% improvement over past semesters of students who are on Aca-

demic Probation that achieve at least a 2.0 GPA and avoid Academic Sus-
pension. (Fall 2009 40.5%)

ACADEMIC 
INTERVENTION
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DREW MCINTYRE

Drew is planning and scheduling the on-campus summer A&R sessions for new 
freshman. There will be 19 sessions offered throughout the summer describing 
the various academic programs offered at DSC with roughly 70 students attending 
each session.  Drew has also developed a 1-2 hour session, available on multiple 
dates in August, to accommodate those students unable to attend a regular sum-
mer session. Drew is developing an online registration program for students living 
more than 500 miles from campus or who are unable to attend a summer A&R 
session. Drew is also in the process of developing an on-campus winter A&R ses-
sion for those students wanting to enroll for spring semester courses. 

PROBLEMS 
New students who have been admitted to DSC after the first week of August are 
not receiving any guidance concerning A&R before coursework begins during the 
third week of August. New students admitted for spring enrollment are not cur-
rently receiving any type of A&R before their coursework begins in the spring. 
New students who are unable to attend an on-campus A&R session are not ad-
equately prepared for academic success through our current online A&R program.

SOLUTIONS
To provide better customer service for the students, we will add more A&R oppor-
tunities during the school year. 

GOALS
•	Provide an interactive, in-depth, online A&R program to assist students 

with their transition to college and aid them in their quest to become a suc-
cessful student’s. 

•	Plan and implement a late summer A&R session that effectively aids stu-
dents with a better understanding of the student services available at DSC.

•	Plan and implement a winter A&R session for those students admitted and 
wanting to begin coursework for the spring semester.

•	Provide a summer, fall and spring Returning Adult A & R session.

ADVISEMENT 
&

REGISTRATION
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LANDON PETERSON

Landon has been a peer advisor for the last two years; this year it was decided to 
employ Landon as a part time GE advisor. Landon has also been involved in the 
development of our Peer Advisor Training Handbook under the direction of Dana 
Kelvington.  

PROBLEM
At present there is no Pre-Professional or Transfer Graduate advisor. Here at DSC, 
a large number of students take General Education classes and then leave DSC 
seeking Bachelor’s degree elsewhere. These students do not have anyone specific 
to go to for information concerning what Bachelor programs DSC offers; they also 
have no one specific with whom to discuss Pre-Professional programs and the 
pre-required classes associated with that program.  Graduating Bachelor degree 
students seeking a graduate program have really no one specifically assigned on 
campus to help them with questions they have concerning graduate programs. 

SOLUTION
Fund a full time Pre-Professional & Transfer advisor position to provide better 
customer service for the students.

GOALS
•	Assist students in finding relevant information for schools in which they 

may have an interest such as admission requirements, program prerequi-
sites, etc. 

•	Develop an individual academic plan for the student to achieve admission 
at the desired institution

•	Assist students in gathering needed information and meeting admission 
deadlines

•	Development of forms to assist in the advisement process
•	Development of transfer student content for the Dixie State College web site 

PRE-PROFESSIONAL
&

TRANSFER 
GRADUATE
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MIKE OLSON

Mike teaches a seminar for Returning Adults during the lunch hour. Mike is the 
advisor for the Returning Adult Club on campus.  Mike meets with all Returning 
Adults who have not declared a major. After evaluating the situation, he advises 
them as to their direction for the future.

Percent is of Returning Adults compared to the total DSC population:

2006    2007   2008   2009           
1,035 (22%)  1,133 (25%)  1,419 (27%)  2,149 (33%) 

PROBLEM #1
With an increasing number of Returning Adult students attending Dixie State 
College, identifying these students has been difficult. Currently, there is no mecha-
nism in place to identify these students.  

SOLUTION
Generate a list of Returning Adult students (age 25+) compiled by information 
provided on the application for admission. 

GOALS
•	Establish a database of Returning Adult students. 
•	Update the list weekly.

PROBLEM #2
First contact with Returning Adult Students is initiated by the students themselves 
as they schedule an appointment with an academic advisor. 

SOLUTION
Contact Returning Adult students following their acceptance to DSC.

GOALS 
•	 Initiate contact with Returning Adult students to set up an appointment 

with an academic advisor.

RETURNING 
ADULTS
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PROBLEM #3
Improving customer service for different levels of Returning Adult students. With 
over two-thousand Returning Adult students currently enrolled at Dixie State Col-
lege, the level of performance varies. The current focus is solely on those students 
who are just starting or returning to college. There is no system in place to focus 
on retention and coordinator progress towards graduation for Returning Adults. 

SOLUTION
Offer another section of Returning Adult Forum (SSC 1050) for students who are 
integrated into a degree program.  

GOALS
•	Develop a program that categorizes Returning Adult students into different 

levels according to their educational progress.
•	 Increase retention rates by tracking the Returning Adult student’s progress 

through graduation.
•	Hire a work-study student (Returning Adult) as a case worker to gather and 

track student’s progress towards graduation.

PRE-PROFESSIONAL
&

TRANSFER 
GRADUATE

Mike Olson

ACADEMIC 
ADVISEMENT 

GROWTH  
PATTERNS

FTE’s
FTE’s Percent Growth

2006Fall 3rd week enrollment
3,982

2007
3,987.83 4,421.73 5,569.27

-7% 0% 11% 26%

First Time Freshman
Percent Growth

1,340 1,249 1,431 1,741
-10% -7% 15% 22%

GE Advisors Full Time
GE Advisors Part Time

3 4 4 4
2 3 2 3

Full Time Program Advisors
Program Lecture/Advisors

3 4 4 4
2 4 7 16

Certi�cations Awarded
Associate Degree Awarded

319 580 625 n/a
864 741 778 690 est.

Bachelor Degree Awarded 134 150 213 224 est.

25 & Above Seeking Degree 1,035 1,133 1,419 2,149
Percent Growth 22% 25% 27% 33%

A&R Summer 
Registration Numbers
Local High School
Registration Numbers

NA NA 937 n/a

NA NA 330 n/a

2008 2009
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CAMPUS 
RECREATION

Christian Hildebrandt

02
11
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Campus Recreation has made it a goal to provide the highest quality of student 
service within all of its branches and programming.  It is important to create ven-
ues and environments that help students feel welcome and safe and where they will 
enjoy themselves as they recreate on campus.  In order to ensure this type of ser-
vice, Campus Recreation provided significant training for its staff.  Weekly recrea-
tion coordinators meet and are given student service training and share experienc-
es and successes in student service.  The coordinators in turn hold their individual 
department meetings and train their staff.  Each month, an ALL campus recreation 
staff meeting is held and staff from every campus recreation division meet, receive 
training, and discuss student service topics.  

The Fitness Center serves approximately 1,000 students per semester.

•	Course Orientation 
•	 Introduction to the class makes sure every student begins on a good note
•	Evaluate health status to ensure student safety

•	Exercise Testing
•	Provide comprehensive fitness testing

•	Exercise Instruction
•	Fitness Instructors available for student use

•	Fitness Programming
•	Biggest Improver
•	Wellness Program
•	Zumba

Approximately 2,000 students participate in some form of an intramural activity, 
which is about 25% of the total campus population.  There are also many others 
who get involved as intramural spectators. 
  

•	28 different activities offered
•	Staff is well trained
•	Every student is encouraged to participate

INTRODUCTION

CUSTOMER SERVICE 
PLAN SUMMARY

CUSTOMER SERVICE 
PLAN SUMMARY

FITNESS CENTER

INTRAMURALS
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Aquatics is a beautiful relaxing venue that overlooks the football field. The pool 
provides yet another venue and opportunity for students to recreate in a safe, en-
joyable atmosphere.  

•	Lap Swim
•	Relaxation by the Pool
•	Aquatics Classes

•	Swimming 
•	Lifeguarding
•	Water Aerobics
•	Triathlon Training

This “new” facility services about 2,100 students per month and has been a great 
addition to the campus and campus life.  The SAC provides students a location to 
come and recreate or, in the current vernacular, “hang-out” and participate in ac-
tivities that can range from ping-pong to relaxing while watching a big screen TV.  

•	Gym Floor
•	Basketball
•	Volleyball
•	Zumba
•	 Indoor Soccer
•	Badminton
•	Dodge ball 
•	And more...

•	North Balcony
•	Billiards 
•	Ping-pong
•	Air Hockey
•	Foosball
•	Climbing Wall

•	TV Lounge
•	Video Game Lounge
•	Study Lounge
•	South Balcony

•	Dance Studio
•	Aerobic Room
•	Martial Arts Studio
•	Self Defense 

•	Classroom
•	Lobby Lounge
•	 Intramurals Office
•	Diversity Center
•	Wellness Center
•	Outdoor Recreation Store

CUSTOMER SERVICE 
PLAN SUMMARY

CUSTOMER SERVICE 
PLAN SUMMARY

AQUATICS

STUDENT ACTIVITIES CENTER (SAC)

Outdoor Recreation provides an outdoor recreation experience twice a month for 
all students to participate.  These activities range from hiking to kayaking and be-
yond.  It provides students the opportunity to experience the beauty and unique-
ness of Southern Utah in a safe guided fashion and gives them opportunities that 
not many have a chance to experience.  

•	15 Outdoor Recreation Activities 
•	Safe Guided Tours 
•	Equipment Rentals

CUSTOMER SERVICE 
PLAN SUMMARY

OUTDOOR RECREATION

•	Open Swim
•	Controlled and monitored by certi-

fied lifeguards
•	Summer Programming

•	Youth Swim Team
•	Swim Lessons
•	Pool Rentals
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CAMPUS 
SECURITY

Don Reid

03
11



20

INCREASED SECURITY

For the third year in a row, the Campus Security office has accomplished the goal 
of providing security by increasing police presence on campus during the most 
critical class periods.  This goal was accomplished by changing patrol tactics and 
work schedules in order to facilitate a maximum foot patrol capability.  As a direct 
result of the Virginia Tech incident, schedules have been overlapped in order to be 
able to cover more classrooms in a shorter period of time throughout the day.

 As it stands to date, one officer is concurrently walking through the build-
ing, one is driving through the parking lots and one is in the office to receive calls 
and monitor surveillance cameras.

NEW SURVEILLANCE

Campus Security has spent tens of thousands of dollars in the initial purchase of 
surveillance cameras, monitors, digital mass-alert systems and flat screen TV’s 
that give real time information and notices.  This particular investment has not 
only increased the ability to know what is going on throughout the campus at any 
given moment but it has also proven to foster a very real peace-of-mind among the 
students.  It has also been useful in resolving several thefts.

EMT AND FIRST AID TRAINING

One of the main services offered by Campus Security that is often not provided by 
other security and police agencies is the fact that all officers are EMT certified and 
carry large first aid kits.  A large portion of officer training has been devoted to 
staying proficient in EMT skills in order to better advise students and answer ques-
tions they often have about a minor injury or illness.

PARKING PERMITS

A service that has changed very little over the years is the parking enforcement 
program whose goal is to provide fair and adequate parking to all students and 
employees on a daily basis.  The goal is to eventually ease the burden and red tape 
involved in purchasing a parking permit by making the actual financial transaction 
something the student can do electronically.  Then, they can simply pick up their 
permit at their leisure at any one of several locations on campus.

 Campus Security looks to make the parking enforcement project a much 
more ethical and fair system by limiting the sources by which a student may cir-
cumvent the appropriate resolution of a violation or gain some sort of immunity 
based solely on who the student may know or the social-economical status of the 
student or his/her parents.

CUSTOMER SERVICE 
PLAN SUMMARY
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NEW SKILLS TRAINING

In addition to making changes to improve the ability to respond to potentially 
violent critical incidents, there has also been a concerted effort to gear Campus 
Security training to the issue of cultural diversity and community policing.  An 
emphasis has been placed on acquiring the very coveted skill of being able to take 
command and control any situation while at the same time being approachable 
and maintaining a friendly, helpful demeanor.

 It has always been the goal and intent of Campus Security to offer services 
beyond what is expected from most police or security departments.  Unlike the 
local city and county police, Campus Security prides itself on assisting stranded 
motorists who, for example, have locked their keys in their car or found their car 
with a dead battery after stepping out of class. Officers are instructed to stop and 
help change a tire, and there have been many occasions when one of the college 
fleet maintenance mechanics has been summoned to come assist in a problematic 
situation.

ADDITIONAL SERVICES OFFERED BY CAMPUS SECURITY:

•	Building security checks 
•	 Individual security escorts after hours  
•	VIN inspections for DMV purposes 
•	Background checks for students seeking federal jobs
•	Research assignments (such as drug and alcohol statistics), crime statistics 

and other related topics 
•	Crime prevention presentations every semester  
•	Help students who have locked themselves out of their dorm after hours 
•	Help students access particular classrooms after hours to retrieve a forgotten 

purse, wallet or book that was left by accident
•	Allow students to use officer cell phones.  For example, at the scene of an 

accident or in the event they need to check on a ride when a night class lets 
out early.

CUSTOMER SERVICE 
PLAN SUMMARY

Campus Security
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CAREER 
CENTER

Kathy Kinney

04
11
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The DSC Career Center Customer Service plan created in 2009 has worked very 
well for the past year. After evaluating the plan, it was decided to not create any 
additional points. The 2009 plan will continue to be followed effectively. Some 
specific insight includes:

Treat everyone with respect.

Be pleasant, welcoming and 
professional.

Try to answer questions 
regardless of relevance to 
the Career Center or DSC.

When giving directions, 
walk people to where they 
want to go (or within sight 
of where they want to go). 

Make and keep 
appointments.

Provide easy access 
to information. 

2008-2009 PLAN INSIGHT

These are the tenets of good customer service and 
will continue to serve as the foundation of our 
plan.

We have found this item has been helpful not 
only to those who need directions but also to the 
Career Center staff. It gives us a chance to get up 
and move around for a few minutes, which some-
times we forget to do. People seem to appreciate 
the extra help.

Making and keeping appointments has made our 
lives more manageable. Although walk-ins are 
welcome and accommodated, having an appoint-
ment schedule is effective and allows more stu-
dents to receive personalized service. 

CUSTOMER SERVICE 
PLAN SUMMARY
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Keep information 
up-to-date and accurate. 

Say hello to people on 
campus. 

Support other offices in a 
positive manner.

Speak well of Dixie State 
College in public.

The Career Center feels compelled to keep in-
formation up-to-date and relevant. In particular, 
the job board must have viable jobs that have not 
been filled or expired. The customers must be able 
to trust the information in order for them to con-
tinue to use it. In addition, all information related 
to the Career Center must allow for easy, intuitive 
access. 

The Career Center wants all persons who are on 
DSC campus to feel welcome and comfortable. To 
accomplish this beyond the doors of the Career 
Center, we are committed to being friendly while 
moving about on campus. Staff stands outside the 
Career Center for the first few days of each se-
mester answering questions and saying hello. We 
are quick to offer help to those who may look lost 
or frustrated. We have been able to assist many 
campus visitors as well as many students through 
this point of customer service. 

Speak well of Dixie State College in public.
The Career Center helps out in other areas/offices 
on campus whenever possible. We support other 
offices on campus by speaking in a positive way 
about those offices and educating people about 
their services. Additionally, we are committed to 
speaking well of DSC in general whenever we are 
in public, realizing as DSC employees we are the 
ambassadors of goodwill and positive connections 
in the community, at conferences and trainings, 
etc.

CUSTOMER SERVICE 
PLAN SUMMARY

Career Center

2008-2009 PLAN INSIGHT
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The Disability Resource Center embraces the Dixie State College of Utah’s general 
mission statement:  

DSC strives to help students to define, shape and achieve educational and life 
goals.  It is dedicated to providing personalized and excellent teaching in a learn-
ing environment where all students can become passionate about their individual 
educational endeavors…

…and enhances this mission for students with disabilities.  

The DRC mission is to facilitate education for individuals with disabilities through 
equal access, empowerment, support, resources, advocacy, collaboration and out-
reach through the college campus and community.

PROFESSIONAL BEHAVIOR

•	 Ensure standard greeting is used by all DRC technicians
•	 Knowledge and compliance with Federal ADA policies
•	 Knowledge and compliance with DSC policies and procedures

MAINTAIN A COMFORTABLE AND WELCOMING ENVIRONMENT

•	 Knowledge and application of active listening techniques facilitates empathy
•	 Maintain a clean and organized work environment

TIMELY AND ACCURATE RESPONSES 
TO REQUESTS FOR ACCOMMODATIONS

•	 24 hour processing or sooner for all requests
•	 If accommodations are not possible within 24 hours, DRC staff will notify 

the student of the delay within 24 hours and communicate the status and 
process for the accommodation

KNOWLEDGE OF ASSISTIVE AND 
ADAPTIVE EQUIPMENT FOR ACCOMMODATIONS

•	DRC staff will maintain an inventory of all equipment 
•	DRC staff will actively seek new and innovative equipment to meet students’ 

needs

INTRODUCTION

CUSTOMER SERVICE 
PLAN SUMMARY

“

“
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PROFESSIONAL DEVELOPMENT 

•	DRC staff will attend mandatory training each week
•	DRC staff will conduct surveys among clients to solicit feedback on areas of 

strength and areas of growth
•	DRC leadership will provide training and materials to facilitate the mission 

of the DRC as outlined below:
•	Americans with Disabilities Act
•	Active listening techniques
•	Testing protocol and procedures
•	Vendor training on adaptive/assistive equipment
•	Specialized testing training
•	Records handling and confidentiality

When engaging students in conversation, on the 
phone and in person, always engage the student 
in a way that will make them feel good about 
speaking with a DRC employee, and encourage 
rapport building.

The DRC staff performed their best 
with the services and support available. 
With more consulting with other facili-
ties and researching options, the staff 
could have been better prepared and 
organized.

The DRC staff utilized the online direc-
tory to forward calls to the appropriate 
departments.

The DRC staff was limited by the phys-
ical arrangement of the testing rooms 
as the intake area was located directly 
next to the distraction free testing 
room. The utility of phone conversa-
tions was limited by this arrangement. 
It has since been remedied with recent 
restructuring.

The DRC staff continues to work on 
this goal and has received ongoing 
training to increase professional behav-
ior.

When answering a phone call not intended for 
our department, make every attempt to trans-
fer the call to the appropriate department and 
remain on the line until the caller reaches a live 
person.

When speaking on the phone, pay close attention 
to our voice inflections and maintain a friendly 
and helpful demeanor. Focus particularly with 
callers who have audible disabilities or unfamil-
iar accents.

Regardless of personal feelings, never express 
negative comments about students, faculty, or 
staff to community members. Be honest and 
sincere, but be wise. 

The following is an evaluation of progress based on Shirley Watt’s customer service 
plan from last year:

CUSTOMER SERVICE 
PLAN SUMMARY

Disability Resource 
Center

EVALUATION OF 
PRIOR YEARS

2008-2009 (SHIRLEY WATTS) 2009-2010 (COLIN METZGER)
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EVALUATION OF 
PRIOR YEARS

Disability Resource 
Center

Certain assignments and duties were 
distributed to different staff within the 
DRC and due to student schedules and 
lack of staff, assignments would be 
incomplete and communication would 
be unclear on the status of the assign-
ments.

Due to lack of structure and routine, 
the DRC students would disregard the 
front desk staff and would limit the in-
formation they provided to the staff in 
regards to their needs. DRC staff would 
not know how to assist students as they 
would simply ask for the coordinator 
each time and would not provide ad-
ditional information.

DRC staff addressed this issue and 
provided the folders for new students. 
Proper guidance was provided for new 
students wanting to receive accom-
modations and staff maintained a good 
rapport with returning students.

Make sure that interdepartmental communica-
tion is clear and timely so that students will 
receive appropriate and accurate information.

When students are waiting to see a DRC 
representative, whether by appointment or as a 
walk-in, the DRC employees will inquire about 
the students’ needs as they arrive, assess who 
needs priority, and repeatedly communicate to 
the students how long the wait might be. When 
necessary, DRC employees will suggest times 
when students might return for assistance.
 

Practice strong listening and assessment skills 
in order to offer students with disabilities the 
services that best suit their needs.

2008-2009 (SHIRLEY WATTS) 2009-2010 (COLIN METZGER)
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Within the department of Enrollment Services are the offices of Financial Aid & 
Scholarships, Admissions, Registration, and International Students.   The directors 
of each unit meet regularly with the executive director of enrollment services, with 
customer service being an ongoing topic of concern.  Enrollment services has the 
following mission statement:

Members in the department of Enrollment Services work as a team to serve stu-
dents, support the academic mission of the College, and attain optimal enroll-
ments.  Comprised of the staff in Admissions,  Financial Aid and Scholarships, 
Registration, and International Students, team members strive to provide en-
rollment-related services that are seamless, customer-friendly, student centered 
and efficient.  The various offices work strategically and share resources to meet 
Enrollment Services’ overall goals.  Enrollment Services is an active participant 
in incorporating the vision of Student Services and Dixie State College.

As an Enrollment Services department, customer service initiatives for the coming 
year include:

CUSTOMER SUGGESTION BOX
In order to readily obtain feedback from students, an online and physical sugges-
tion box will be incorporated and located on the office web pages and at the front 
counters of the financial aid office and the registrars office.  Cards will be created 
for students to use, and submitted cards will be a part of the agenda in recurring 
enrollment services meetings.

CUSTOMER SERVICE SURVEY
An online survey will be created to gauge student satisfaction with services offered 
within enrollment services.  A survey link will be sent to each enrolled student 
during spring semester, with survey results discussed in directors meetings and 
the enrollment services meeting.  Looking for common patterns, the directors will 
seek for ways to address deficiencies with customer service.

SECRET SHOPPER PROGRAM
To evaluate customer service on the phones, in person, and via online services, 
students will be hired to act as “secret shoppers” and will have a report card to 
measure responses to questions or how responsive staff are in providing quality 
service.  This will take place at least one time each semester, with a report provided 
to the executive director of enrollment services.

CROSS TRAINING 
To enhance the productivity of staff and to provide more seamless service,  addi-
tional training will take place in 2010-2011 which will focus on customer service, 
knowledge of procedures and “hand offs” between departments, and to promote 
the fact that all of enrollment services is on the same team, and not individual silos 
of information.  This training will take place monthly in a combined enrollment 
services meeting.

INTRODUCTION

CUSTOMER SERVICE 
PLAN SUMMARY

“

“
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BEST PRACTICES REVIEW   
To ensure there is a “looking outward” in how to improve departmental customer 
service, office staff will be assigned to look for practices, procedures, or technology 
utilized by other colleges and universities which enhance their customer service 
and may do the same at DSC.  This will happen as part of ongoing staff meetings 
within offices and in combined enrollment services meetings.

ENROLLMENT SERVICES SURVEY
Enrollment Services conducted an online survey asking the following question:   

If you had to pick the biggest reason that you chose to attend Dixie State Col-
lege, what would it be?”

 
485 students responded to this question.  Not surprisingly, the biggest reason was 
that it was ‘close to home’, followed by ‘scholarship offer’, ‘tuition costs’, and ‘degree 
offerings’.
 

One aspect of this survey that stood out is how low the location and climate 
ranked, along with smaller class sizes.  This could be due to the fact that most of 
the respondents were local and are accustomed to the great weather and location.

CUSTOMER SERVICE 
PLAN SUMMARY
Enrollment Services

“

Close to home 

Family or friends attended 

I was offered a scholarship 

Cost of Tuition 

I like the location 

I like the warmer climate 

You offer the degree that I want 

The smaller class sizes 

To get my associate degree and then transfer 

The campus recruiter was very pursuasive 

Other 
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CUSTOMER SERVICE 
PLAN SUMMARY
Enrollment Services

The following are the other three related questions from the Enrollment Services 
survey and their respective results:

The Admissions Office is responsible for helping students apply to attend col-
lege, let them know of missing requirements, and send an admittance letter in a 
timely manner.  I am happy with my interaction with the Admissions Office.

The Registrar’s Office assists students register for classes, order transcripts, 
change their major, and other records-type functions.  I am happy with my 
interactions with the Registrar’s Office.

Strongly agree 

Agree 

Neutral 

Disagree 

Strongly disagree 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 
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CUSTOMER SERVICE 
PLAN SUMMARY
Enrollment Services

The Financial Aid office assists students in applying for financial support such 
as PELL grants, loans, and awards scholarships.  I am happy with my interac-
tions with the Financial Aid Office.

Strongly agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 
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IMPROVEMENTS FROM LAST YEAR

•	 Implemented electronic web application to the scholarship application process.
•	 Improved answering phone calls in a timely manner.
•	Kept web based financial aid handbook up to date.
•	Always tried to make sure students were aware of their options even if they 

were not eligible for federal, state or instructional aid.
•	 Improved response time to questions sent to finaid@dixie.edu
•	Tried to smile more and be friendly with students.

NEEDED IMPROVEMENTS

•	Work to enhance electronic and web options for students.
•	Continued office training and cross training.
•	Help students with questions and guide them to the appropriate offices and 

departments when they have issue or problems that need to be resolved.
•	Being happy and positive in front of students.

EVALUATION OF 
PRIOR YEARS

STUDENT & PARENT ADVISEMENT
Help students through the financial aid and scholarship processes – Financial Aid’s 
responsibility is to help students and their parents find ways to help pay for their 
college expenses. It is imperative to remember this as the department’s main objec-
tive.  Parents and students should always be provided with their own choice of 
options so they can choose what works best for their situation. Financial Aid’s duty 
is to advise and help them through the various processes.

TRAINING 
As the national financial aid awards and systems change, Financial Aid’s office staff 
is committed to staying informed and updated on all the required changes that will 
need to take place. This helps make it possible for students to receive the financial 
aid they need in order to achieve their educational goals.

INFORMATION DELIVERY
Continue to enhance the electronic delivery of financial aid information. This 
helps all involved through up to date information. Ways to improve this communi-
cation through new channels will also be pursued.

OUTREACH
Continue to work with various departments giving financial aid and scholar-
ship presentations on and off campus. Financial Aid will also be joining the O&R 
summer sessions this year helping future students understand the importance of 
completing their FAFSA and associated paperwork in a timely manner.

ATTITUDE
Be positive and happy in front of students!

CUSTOMER SERVICE 
PLAN SUMMARY

OFFICE OF FINANCIAL AID & SCHOLARSHIPS
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TREAT CUSTOMERS WITH RESPECT
When a customer calls irrational, upset, or rude, don’t stoop to their level by react-
ing the same way. If needed, take a minute to collect thoughts and emotions; tell 
the customer the issue will be investigated and they will receive prompt feedback. 
Don’t leave them on hold for more than a few seconds. They may be having a bad 
day and if they are treated with respect, it may change their entire attitude. It’s 
surprising how many may actually give thanks at the end of a conversation and 
apologize for being rude. 

COMMITMENTS
It may be surprising how many customers are upset and never return as a cus-
tomer because one person forgets to follow-up on a commitment. If something 
was promised or guaranteed, honor it. Sometimes it is less of a hassle to honor a 
promise or guarantee than it is to fight over semantics. 

YOUR WORD IS YOUR BOND
If someone is promised to be contacted at a certain time, fulfill that promise.  If 
someone is promised their question will be investigated and followed up on, fulfill 
that promise. Think about how aggravating it is to have someone say they will do 
something and they never get to it or they do it late. 

CUSTOMER SERVICE 
PLAN SUMMARY

ACCESSIBILITY
Simply put, if customers cannot contact the office of admissions, they cannot 
receive the help they need. This may mean adding more positions or cross training 
departments that are not busy to answer incoming phone calls, instant messaging, 
text, and email inquiries. 

RESPOND TO CUSTOMERS IN A TIMELY MANNER
Make the best effort possible to reply to questions within 24 hours and inquiries 
within 48 hours. If 24 or 48 hours is not possible, elicit the service of others to help 
achieve this goal. 

LISTEN 
This is the simplest of tasks, yet often one of the most overlooked. Stop and listen 
to what the customer is asking and help them formulate the questions they are 
really searching for before formulating a reply. If a customer complains, remem-
ber that many times they just want to feel appreciated or they may actually have a 
point. 

DON’T ARGUE
An argument with a customer cannot be won because in the end it will cost the 
customer’s business and others they may know. The customer doesn’t always have 
to be right, focus on the solution to the problem and not the problem itself. 

CUSTOMER SERVICE 
PLAN SUMMARY

OFFICE OF ADMISSIONS



36

DEGREE AUDIT 
Continue to work on making a degree audit system available to students, either 
through implementing the CAPP program or in successfully lobbying for funding 
to acquire a new software system.

TRAINING
Create training video programs to assist the campus community in becoming more 
aware of programs such as FERPA, how to enter grades, obtain a class list, etc.

VETERAN’S ADMINISTRATION SUPPORT
Create a veteran’s administration website to make forms and VA information more 
readily available to the benefits-eligible students.   Ensure that it is kept up to date.

ACCURACY
Continue to improve the accuracy of the data in Banner through training and 
reviewing processes and procedures with offices which interface with the registrars 
office, to include admissions and community education.

STAFFING
Ensure there is adequate staff to serve students during peak registration periods, 
and that staff maintain a positive demeanor when working with frustrated or an-
gry students.

CUSTOMER SERVICE 
PLAN SUMMARY

REGISTRAR OFFICE

FOCUS ON MAKING LASTING RELATIONSHIPS
Think of customers as long-term investors willing to spend hundreds of thousands 
of dollars. The relationship established with one customer can add up to hundreds 
of students enrolling by word of mouth alone and contributions to support the 
college. 

HONESTY
Tell it how it is and not how it should be. Don’t give misinformation to avoid look-
ing uninformed. Don’t promise what cannot be delivered! Check facts with the 
appropriate department. 

ADMIT MISTAKES
Finally, and most importantly, is the ability to admit errors and rectify the situa-
tion. No one is perfect. Part of the learning process is making mistakes and most 
people understand that. Don’t try to cover up a mistake or pass the blame to 
someone else. Whoever loses trust through a mistake is responsible for reestablish-
ing that trust.  Only the perpetrator can make the situation better. It may come as a 
surprise how many customers will appreciate the effort to correct mistakes.

CUSTOMER SERVICE 
PLAN SUMMARY
Office of Admissions
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CUSTOMER SERVICE 
PLAN SUMMARY

Registrar Office

TROUBLESHOOTING
Report any problems with the way courses are constructed to the appropriate de-
partment in a timely manner.

ONLINE INFORMATION
Continue to ensure that the class schedule web page is produced in a timely 
fashion and that the department is sensitive to the information that students are 
requesting most frequently.  Also see that the registrar web page is current and 
useful.

TECHNOLOGY
Seek ways to better leverage technology in providing access to services.  Look for 
best practices at other institutions and, as funding allows, emulate their example 
through implementation.

DATA PROTECTION
Work with computer services to ensure that the transcript and scanning data is 
protected through adequate safeguards and measures, to include contingency 
planning in the event of an emergency or catastrophe.

PROFESSIONAL DEVELOPMENT
Support staff in developing themselves professionally, to include attending appro-
priate conferences, taking related courses, and ongoing training within the office 
on such areas as Banner, Emergency Response, and Customer Service.
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As of this year, baby steps are still being taken to improve the Health and Wellness 
Center.  As enrollment in Dixie State College of Utah increases, the need to meet 
their physical and mental health concerns will increase.  The students, faculty, and 
staff need a place on campus where they can go to get health questions answered 
and receive the quality help they need.

INTRODUCTION

It is the desire of the Health and Wellness Center to meet the needs listed above by 
doing the following this coming year:

•	Continue to improve the clinical office appearance so that when people en-
ter the office they know they are at the Health and Wellness Center.

•	Start and maintain a Peer Educator Program open to all students who want 
to join and achieve becoming a Peer Educator.  

•	Rethink activities and reach out to more students during activities.
•	Reach a point where medical help can be offered to students in the office.
•	Continue to have confidentiality and empathy as key aspects for students 

being referred for mental and physical help. 

All of the above improvements will be tracked either by keeping track of numbers 
served or by on site evaluations as to the office’s appearance and student feeback 
concerning the Center’s services.

CUSTOMER SERVICE 
PLAN SUMMARY

COMPONENTS THAT WORKED:

•	Made sure that all who entered the Health and Wellness Center felt welcome 
and not judged.

•	Answered all phone calls in a timely manner. If calls were missed, a timely 
return phone call was made.

•	Proper signage was placed around the building so students knew the cent-
er’s location.

•	An office space was built so the center’s director could talk with students in 
a confidential environment. 

COMPONENTS THAT NEED MODIFICATIONS:

•	Making activities appropriate and informative for all who attend. This was 
added again on this year’s improvement list in hopes of finding new ways 
to present activities.  The hope is to work with a student focus group to find 
ways to involve students more in the activities at the Wellness Center.

EVALUATION OF 
PRIOR YEARS
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The Multicultural/Diversity Center (MCDC) is a student support service program 
established to increase cultural diversity at Dixie State College via the recruitment 
and retention of students from diverse backgrounds. Through this effort, the Dixie 
environment is added upon and minority students are helped in becoming self-
sustainable through obtaining an education. The Multicultural/Diversity Center 
plans to accomplish this goal through scholarship opportunities, community 
outreach, academic advisement, and cultural club participation. The Multicultural/
Diversity Center operates under the principle that every person’s unique life expe-
rience enriches campus life and adds a profound element to obtaining a true edu-
cation. We invite all DSC students to participate in the MCDC events, to promote 
diversity, and to celebrate their own cultural identities as well as those of others.

ROAD TO YOUR SUCCESS” AND “CAMINO TU EXITO” 
PRESENTATION TO LOCAL HIGH SCHOOLS 

 Implemented: Presented “Road to Your Success” to the local high schools 
(Desert Hills, Dixie, Pine View, Snow Canyon, and Millcreek) and built relation-
ships with high school minority students and the international club.

 Improvements: Expand beyond the Washington Country School District, to 
other areas of Utah, Arizona, and Nevada. 

WORKSHOPS AND PROGRAMS TO MOTIVATE STUDENTS 

 Implemented: Hosted several events for MCDC students to receive infor-
mation about the different student services that will help them succeed. 

 Improvements: Advertise more on and off campus (via website, posters, 
banners and flyers) to future and current students about the different programs 
and workshops that are available.

AWARDS BANQUET

 Implemented: On May 3, 2010, there will be the first annual awards ban-
quet for graduating Multicultural students and Multicultural students of the year. 

 Improvements: Consistently increase the number of Multicultural student 
graduates every year. 

INCREASE FINANCIAL AID

 Implemented: Helped numerous students with Federal Assistance for Stu-
dent Aid (FAFSA) issues over the last year. 

 Improvements: Help all multicultural students who qualify for financial aid 
receive an award.

INTRODUCTION

CUSTOMER SERVICE 
PLAN SUMMARY

& 
EVALUATION OF 

PRIOR YEARS

“
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UPDATE WEBPAGE

 Implemented: Web page has been upgraded and voted to be in the top three 
of all web pages on campus. Additions include: Student Demographic, MCDC 
services, student highlights, staff page, clubs, events photo page and links. Then, 
we changed the scholarship page and updated the calendar for MCDC week.  

 Improvements:  Sync web page with Dean of Students and continue to up-
date and advertise through students and activities.

CHANGE SIGNAGE

 Implemented: Name changed from “Diversity Center” to “Multicultural/
Diversity Center”. 

 Improvements: Continue to advertise as the Multicultural/Diversity Center. 

ADVERTISE SERVICES TO STUDENTS

 Implemented: At beginning of each semester MCDC students were in-
formed (via email, flyer, banners, and word of mouth) of department services, 
events and location.

 Improvements: Motivate MCDC students be more active in all campus events 
such as student government, athletics, intramurals, clubs, and academic workshops.

COMPONENTS THAT NEED TO BE ADDED OR MODIFIED

Academic counselor to work with MCDC students:
•	Currently students must be sent to the advisement center for individual 

counseling about his/hers major. However, many students return to the Mul-
ticultural/Diversity Center for help because he/she feels uncomfortable. The 
addition of an academic counselor into the Multicultural/Diversity Center 
would be preferable because it would help avoid causing students stress. 

MCDC open house: 
•	Open house for Multicultural high school seniors who are planning or 

thinking about attending DSC. 

Increase staff: 
•	Currently there are two part-time staff and a coordinator that also teaches at 

DSC. The goal is to develop the MCDC into a fully staffed center with three 
(3) full time advisors for the growing multicultural population. 

CUSTOMER SERVICE 
PLAN SUMMARY

& 
EVALUATION OF 

PRIOR YEARS
Multicultural/

Diversity Center
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IMPROVED INTERNAL STRUCTURE AND ORGANIZATION
With the new 2009-10 DSCSA student government structure now in place, there 
are more students involved in campus organizations and activity planning. Im-
provement of campus policy and procedure training needs to be extended past 
the DSCSA Executive council to include committee members.  This training will 
empower all of the key players in their understanding of how the political system 
operates here on campus.  Training will be provided using campus personnel for 
understanding liability issues, Gardner Center usage, security policies, finances/
student fees, etc.  

ACADEMIC TRAINING
Improve academic training by asking  Rick Palmer, DSC Advisement Director,  to 
present to the DSCSA Senate information regarding the degrees currently offered 
at Dixie State and the requirements for graduation in each specific discipline.  An 
additional session would  provide an arena where the director could address the 
most commonly asked questions about the different majors.  

MARKETING
Develop a more comprehensive marketing program to disseminate campus activi-
ty information campus-wide.  More work is required in order to implement a solid  
“3 week time-line” strategy that helps strive for more student involvement.  More 
work is also required with electronic marketing strategies—OrgSync web sites, 
facebook, blogs, and text messaging—the technology of today’s students!

RECOGNIZABLE STUDENT GOVERNMENT
Student government needs to be more recognizable as they  intermingle with the 
student body.  Council, as well as committee  members, will be required to wear 
their identifying name badges and  shirts so that students with questions will know 
who to approach with their student issues. 

COUNCIL TRAINING
Train council to take ownership of campus situations and questions that will arise 
as they perform their job responsibilities. Council members need to know which 
department—or individual—they can contact when they are in need of a correct 
answer to an explicit question.  This empowerment will benefit others  as these 
leaders interact with the student body.  

STUDENTS FIRST
Constantly strive to put the relationship with the customer (students) ahead of the  
task at hand.

CUSTOMER SERVICE 
PLAN SUMMARY
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Dixie State College Testing Services provides test administration services for the 
College’s students and faculty, and assessment consultation services in support of 
academic and student services divisions.  Testing services that are aligned with the 
College’s mission are also provided to members of the regional community.  In all 
testing and assessment activities, DSC Testing Services is committed to maintain-
ing nationally recognized professional standards and providing quality customer 
service to meet the growing needs of students, faculty and community.

INTRODUCTION

EFFICIENCY IN OPERATION

•	Reduction in wait-time for students
•	Elimination of wait-time for faculty dropping and picking up tests
•	Differentiation of classroom and specialized testing services

PROFESSIONAL BEHAVIOR

•	Ensure standard greeting is used by all technicians
•	Timely processing of exams                                       

(two hours or less from time of “drop off ” by faculty)
•	Membership in NCTA and compliance with national testing standards 

ACCURACY IN TEST PROCESSING (INTAKE & CHECK-OUT)

•	Ensure all technicians follow internal control processes established to en-
sure accuracy

•	Adherence to strict testing protocol and secure handling of exams

COMFORTABLE AND WELCOMING ENVIRONMENT

•	Technicians work to maintain a quiet atmosphere  and relaxing lobby area
•	Technicians are pleasant and respectful to all stakeholders

TIMELY AND ACCURATE RESPONSES TO INQUIRIES

•	 Inquires directed to appropriate staff member for timely response
•	Ongoing formal and informal staff development for all technicians

CUSTOMER SERVICE 
PLAN SUMMARY



47

Provide a quality and conducive environment 
for testing. 

2008-2009 (JIM COX)

Do not guess when responding to students (or 
other test takers) inquiries. Respond with qual-
ity, correct information. If you do not know the 
answer to a question, FIND IT. Try to answer 
and resolve students’ concerns regardless of their 
relevance to the Testing Center.

ALWAYS keep extra test taking accessories on-
site and available (such as: Scantrons, pencils, 
etc) for students who may have forgotten to 
bring them. This will helps students because the 
last thing they will have to worry about when 
going to take a test is whether or not they have 
brought all the required materials. This allows 
to them to concentrate on the test itself, which is 
already stressful enough.

Be patient. Often the same questions or concerns 
will be expressed over and over. Remember, it is 
a different student asking each time.

Don’t be afraid to ask for forgiveness when you 
have done something wrong. Patrons appreciate 
your humbleness and sincere attempts to help 
them in every way possible.

The Testing Center staff worked dili-
gently to ensure that a high level of 
service was maintained during the 
relocation of the Testing Center. The 
Testing Center staff went above and 
beyond their traditional duties to meet 
the needs of their stakeholders.

2009-2010 (COLIN METZGER)

The Testing Center underwent a reor-
ganization that entailed the creation of 
the following two divisions: classroom 
testing and specialized testing.  The dif-
ferentiation of services has enabled the 
testing technicians to provide accurate 
and quality information on a regular 
basis, as testing inquiries are directed 
to the correct “subject matter” experts. 

The Testing Center technicians have 
ensured that supplies are always avail-
able with sufficient reserves in storage. 

Testing Center technicians have im-
proved as patience and customer 
service has been emphasized in regular 
staff meetings. Additional training and 
ongoing reminders are necessary to 
continue to make progress.

Ongoing training for testing techni-
cians has emphasized transparent 
communication and honesty with all 
stakeholders. Timely responses and im-
mediate communication has facilitated 
department goals.

The following is an evaluation of progress made based on Jim Cox’s customer ser-
vice plan from last year:

EVALUATION OF 
PRIOR YEARS
Testing Services
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Jonathan Morrell 
Director Student Support Services (SSS)

Craig Harter
Director Upward Bound (UB)

INTRODUCTION

COMPLETED IMPROVEMENTS

Improve the quality of training of all the TRiO staff so each staff member (SSS, 
ETS, and UB) can answer and address the three different TRiO programs on cam-
pus:  how they are similar and how they are different.

Hold regular staff training during the semester.  Cross train new staff in the 
differences of the TRiO programs.

Improve the quality of training for all TRiO staff (SSS-3, ETS-7, UB-3).  Each 
staff member will be able to answer and address the similarities and dif-
ferences between the three different TRiO programs on campus.  A yearly 
meeting will be held with all TRiO staff present.  Monthly Director’s meet-
ings will be held the third Tuesday at 1 p.m. to update the staff.

Provide updated copies of the Legislation and Regulation for all TRiO staff 
and provide a comprehensive training of the same.  Make sure that each 
TRiO program is aware of all of the new legislation that is being proposed 
and how it will affect each program if it is passed.  Also, provide updated 
copies of new legislation to each TRiO staff in order to better serve the 
students.  Further, training should encourage each staff member to become 
familiar with the language set forth in terms of each grant.

Improve signage within the NIB for the three TRiO programs.  

Look into cost for signage.  Consider other institutions and their signage.

Improve signage within the NIB for the three TRiO programs.  There are 
bulletin boards available for each program and a TRiO sign can be purchased 
which includes all three TRiO names.

Improve signage within the NIB with updated copies of our brochures that 
indicate the qualifications to interested applicants.  Also, provide copies of 
the monthly newsletter in order to show the activities/academics which are 
being accomplished throughout the fiscal year.  This information will provide 
contact information to interested parties.

Kitty Hughes
Director Educational Talent Search (ETS)

CUSTOMER SERVICE 
PLAN SUMMARY

& 
EVALUATION OF 

PRIOR YEARS
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Train staff to take ownership of questions or situations.  Do not pass on or leave 
undone. 

Train staff to first know the correct and pertinent information and then share 
with inquiring student or patron.

All staff, whether in the DSC setting or the high school setting, needs to take 
ownership of questions asked by students/parents.  Staff will be trained with 
information about key services provided through the grants, financial aid, 
admission to colleges, registration, graduation requirements, etc.  Staff needs 
to know the proper contact information for college personnel.

Train staff to know how to mentor/advise the students in a professional man-
ner by teaching them (students) to be accountable for themselves. Be acces-
sible to students.

CONTINUED IMPROVEMENTS

Develop a comprehensive marketing program to disseminate TRiO program infor-
mation campus-wide to increase campus awareness.  

A brochure will be created that shows the similarities and differences in the 
three TRiO programs (SSS, ETS, & UB).

Send each Student Services personnel a brochure detailing the similarities 
and differences of the three campus TRiO programs.

Develop a comprehensive marketing program to disseminate TRiO program 
information to the DSC campus and to the Washington County School Dis-
trict personnel.

Develop a detailed pamphlet outlining the benefits of the TRiO programs.  
Work closely with the High School Coordinators for the Upward Bound 
Program so that they can publicize the program to the students who can 
most benefit from the program and help them transition to a college educa-
tion.  Also, setting up an information table around the local high schools to 
provide materials to the students, and referring them to the TRiO program 
that would best suit their needs (ETS, SSS & UB).

CUSTOMER SERVICE 
PLAN SUMMARY

& 
EVALUATION OF 

PRIOR YEARS
TRiO/SSS/ETS/UB
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Inform community of the three campus TRiO programs

Work with the campus PR office to develop press releases informing the 
community of events related to the TRiO programs.  Also spotlight the suc-
cess of the TRiO programs and TRiO students.

Send/email a monthly newsletter to the Principals, Washington County 
School District personnel and DSC Student Services personnel informing 
them about the three TRiO programs’ activities.

Work closely on updating college websites, and talk to the Washington 
County School District about having a link to the TRiO websites so that any 
interested students can prepare themselves to transition into any one (1) of 
the three TRiO programs depending upon their status and eligibility. 

NEW IMPROVEMENTS TO IMPLEMENT

Work with campus personnel to move Kitty Hughes from NIB 105 to NIB 112 
(Nelda Kissinger’s office).  Janette Stratton will move from NIB 133A to NIB 105. 
 

Inform students and campus personnel of the move

Inform IT personnel for phone and internet connection changes

Inform HR of changes to campus address

Plan TRiO events on a master calendar for TRiO Directors,  TRiO personnel, VP 
of Student Services and Washington County School District Personnel.

Create a yearly master calendar for each of the three TRiO programs begin-
ning in August

Review college and school district dates to coordinate with TRiO activities
 
Prepare a state TRiO book for distribution to campus and school district personnel

Give Student Services VP and DSC President a book

Give Washington County School District secondary superintendents a book

CUSTOMER SERVICE 
PLAN SUMMARY

& 
EVALUATION OF 
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TRiO/SSS/ETS/UB


