
Customer Service Improvements
Student Services



 

i 

Introduction 
 

Customer Service Improvements 
Student Services 

 
 

 

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 designed by each 
individual department within student services. 

 

Frank B. Lojko 
Vice President of Student Services 

Dixie State College of Utah 
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Name: Brandon Boulter 

Department: Admissions 

Customer Service Improvements 

This Customer Service Action Plan for admissions and recruiting was produced in the context of 
the “best possible customer experience” for prospective students, current students, parents, 
counselors, administrators, community members, and faculty and staff. It sets out how we intend 
to work towards providing a high-quality experience to our customers and reflects the 10 
principles of quality customer service that will be adopted to propagate the paradigm of “without 
customers we would not have jobs.” Furthermore, the action plan will help us maintain a clear 
focus on our customers, to develop and refine our services, and to ensure we are kept aware of 
the needs of our customers. These steps will be implemented through a series of 
intradepartmental training sessions held biweekly. Guest speakers and trainers may be used to 
supplement departmental information and knowledge.   

1) We will be accessible- Simply put, if our customers cannot contact us, 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.  

2) Respond to customers in a timely manner – Make the best attempt possible to reply to 
questions within 24 hours. If 24 hours is not possible elicit the service of others to 
help achieve this goal.  

3) 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, remember 
that many times they just want to feel appreciated or they may actually have a point.   

4) Treat Customers with Respect – When a customer calls irrational, upset, or rude, 
don’t stoop to their level by reacting the same way. If you need a minute to collect 
your thoughts and collect your emotions, tell the customer you will check into the 
issue and be right back with them. Don’t leave them on hold for more than a few 
seconds. They may be having a bad day and if you treat them with respect, it may 
change their entire attitude. You’ll be surprised to see how many actually thank you 
at the end of a conversation and apologize for being so rude.  

5) Don’t argue – You should always remember that you can’t win an argument with a 
customer because in the end it cost you the customers 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.  

6) Commitments – You’d be surprised how many customers are upset and never return 
as a customer because one person forgets to follow-up on a commitment. If 
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something was promised or guaranteed, honor it. Sometimes it is less of a hassle to 
honor a promise or guarantee then it is to fight over semantics.  

7) Your word is your bond – If you say you will contact someone at a specific time, do 
so at that time. If you tell someone you will follow-up on their questions, do so when 
you told them you would. Think about how aggravating it is to have someone say 
they will do something and they never get to it or they get to you late.  

8) Focus on making lasting relationships – Think of our customers as long-term 
investors willing to spend hundreds of thousands of dollars on you. 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.  

9) Honesty – Tell it how it is and not how you’d like it to be. Don’t give misinformation 
because you want to sound like you know it all. Don’t promise what you know cannot 
be delivered! Check your facts with the appropriate department. Think about the last 
time you tried something that promised miracle cures or something life altering that 
never really panned out. How did you feel? Enough said!  

10) Admit mistakes – Finally, and most importantly, is the ability to admit when you are 
wrong and rectify the situation. No one is perfect. Part of the learning process is 
making mistakes and we all understand that. Don’t try to cover up a mistake or pass 
the blame to someone else. It is your responsibility to reestablish the trust you lost 
when you made the mistake and only you can make the situation better. You’d be 
amazed how many of your customers will appreciate your efforts! 
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Name: Rick Palmer 
Department: Advisement 

Customer Service Improvements 
 

1. Always try to defuse a situation, never escalate a situation. 
 

2. When allowable, error on the side of the student. 
 

3. Never send a student to another office.  Call and make sure the person is present and help 
set up a meeting between the student and that person. 

 
4. Always let students know if they fail they have not been helped.  They are welcome to 

call back. 
 

5. Don’t guess.  Give sound and correct information. If you don’t know the answer, don’t 
fake it, find the answer. 

 
6. If you make a mistake, own the mistake. 

 
7. Be patient.  Many times you will answer the same questions over and over again, but 

each time it will be to a new student. 
 

8. For students that are waiting to see you, acknowledge their presence and let them know 
you’re busy and will get with them as soon as possible.  

 
9. Be willing to work to improve communication within your own department.  Hold 

regular staff meetings to discuss issues and problems you encounter.  
 

10. Be professional, but also remember to have fun, laugh, and enjoy each others company. 
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Name: Christian Hildebrandt 

Department: Campus Recreation 

Customer Service Improvements 

1. Improve the quality of training within all the recreation staff so that each staff member 
can answer and address most, if not all, of the student’s questions regarding the various 
appendages of recreation (Fitness Center, Intramurals, Outdoor Rec, Aquatics, SAC).   
Hold regular staff trainings during the semester.  Cross train staff in the various 
recreation areas  

2. Develop a more comprehensive marketing program to disseminate program information 
campus-wide. This will increase and improve student involvement.  Create electronic 
marketing through mediums such as facebook, blogs, text messaging, web site.  Create a 
focus group of students to help determine the BEST way to market.   

3. Improve Signage within the SAC for Intramurals and Outdoor Recreation as well as for 
the SAC amenities (game, TV, & video rooms, court games, etc.). 

4. Train staff to take ownership of questions or situations.  Do not pass on or left undone.   
Train staff to first know the correct and pertinent information and then share with 
inquiring student or patron.    

5. Keep facilities clean and organized.  Set up a well designed maintenance and cleaning 
schedule in which all staff may participate.  Follow through on evaluating and monitoring 
maintenance schedule. 
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Name: Don Reid 

Department: Campus Security 

Customer Service Improvements 

Introduction: The nature of our job dictates the level and type of customer service that we are able to 
provide. Our service is usually in response to an emergency or is in some other way dictated by law. 
Many of our services are set by prior protocol to which we are trained and for which we are prepared in 
advance. However, being that our job is predominately human-based in nature, there is no service we 
provide that can’t somehow be improved upon.  
 

1. It continues to be our primary goal to improve customer service by improving our response time 
and to make follow-up calls on any case. 

 
2. Improve our ability to receive calls.  

 
a. We have assigned a cell phone to each of our officers and made those numbers available 

publicly. This should make us more available to our customers because the phone 
numbers are posted on the service window of the lobby to our building. 

 
3. Increase manpower.   

 
a. There will be an officer walking the interior of campus, an officer patrolling the parking 

lots and perimeter of campus, and an officer available in the office monitoring the 
security cameras, all at the same time.  

 
4. Response time improvement.   

 
a. This will be achieved through mass-alert systems, improving our armory, increasing our 

training in the area of responding to critical incidents, and improving our direct 
relationship and communication to St. George P.D. who responds to us as backup.  

 
5. Self-sufficiency for better preparedness.  

 
a. We’ve installed over $100,000 worth of surveillance cameras and we’ve obtained an 

emergency dispatch and reporting system that allows us to do our own criminal history 
checks and to communicate directly to other emergency services. All our officers are 
EMT certified and one of them is Level-I Firefighter certification. We have two certified 
firearms instructors and we have improved our training in all areas pertaining to 
emergency response as well as day-to-day services. 

 
6. Providing customers with information.  

 
a. We prepared and disseminated hundreds of pamphlets in which everything a student 

needs to know about parking permits and parking regulation can be found. 
b. We are updating the campus emergency preparedness flip chart and making it more 

available to all faculty, staff, and students. We intend to encourage and make available 
our officers for crime prevention, personal safety, and emergency preparedness 
presentations. 

 



10 

7. Training.  
a. We have done a great deal of training in cultural diversity, sensitivity, and personal 

communication skills.  
 

8. Our officers are equipped to help make available the human services that are not often provided 
by other public safety agencies.  Such as:  

a. Person safety escorts upon request.  
b. Assist students who may be in the parking lot with a flat tire, dead battery, or find 

themselves locked out of their vehicle. (Officers carry lock-out kits, portable jump-start 
units, and fix-a-flat kits). 

c. EMT certified officers are to respond to all emergency medical calls.  (Officers carry 
advanced medical kits).  

d. Officers carry a list of after-hours call-out numbers for various other services.  
e. Officers keep maps of the campus and city with them at all times and are encouraged to 

stop and help people who appear to be looking for a particular place.  
f. Officers are encouraged to stop and give a ride to students who may be caught on foot 

and in a rainstorm.  
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Name: Kathy Kinney 

Department: Career Center 

Customer Service Improvements 

1) Treat everyone with respect. 
2) Be pleasant and welcoming and professional. 
3) Try to answer questions regardless of their relevance to the Career Center or to DSC. 
4) When giving directions, rather than just point, walk people (at least)to within sight of 

where they want to go.  
5) Make and keep appointments. 
6) Provide easy access to information.  
7) Keep information up-to-date and accurate.  
8) Say hello to people on campus. 
9) Support other offices in a positive manner. 
10) Speak well of DSC in public.  
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Name:  Shirley Watts 

Department:  Disability Resource Center 

Customer Service Improvements 

1. 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.  

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

3. 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 unfamiliar accents. 

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

5. Make sure that intradepartmental communication is clear and timely so that students will 
receive appropriate and accurate information. 

6. 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. 

7. Practice strong listening and assessment skills in order to offer students with disabilities 
the services that best suit their needs. 
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Name: Ana Maria Hawkins 

Department: Diversity and Multicultural Center 

Customer Service Improvements 

1) Update webpage. 
2) Have an academic advisor assigned to work with our diversity students. 
3) Have a “Visit Day to DSC” for Hispanics/ students of color at least once a year. 
4) Visit more High schools to give Hispanics the “Camino a Tu Éxito” (Way to Your 

Success) presentation and offer our services. 
5) Provide workshops and programs that will motivate our students of color. 
6) Let every student of color at DSC know of our multicultural office services through 

emails, phone calls, flyers, etc. 
7) Utilize staffing to maximize service to all students of the Diversity and Multicultural 

Center.  
8) Annual awards-recognition banquet for students of color at the end of the school 

year. 
9) Assist students with their application for scholarships and financial aid. 
10) Establish good marketing techniques to showcase the Diversity and Multicultural 

Center.  More signage and publicity.   
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Name: J.D. Robertson 

Department: Financial Aid & Scholarships 

Customer Service Improvements 

 
1. Enhance web pages and keep them up to date. 
2. Add an electronic application to the scholarships process. 
3. Answer phone calls in a timely and appropriate manner. 
4. Improve our electronic communication with our students. 
5. Cross train employees so they are able to answer more general questions 

concerning processes and procedures across campus. 
6. Continued office training. 
7. Always give students options if they are not eligible for federal, state or 

institutional aid. 
8. Return calls and questions to the finaid email account in a timely manor. 
9. Help all students, even if their questions are not financial aid related. 
10. Smile. 
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Name: Julie Stender 

Department: Registrars Office 

Customer Service Improvements 

1. Field all phone calls, transferring only when absolutely necessary.  If transferring, stay on 
line until other party picks up. If there is no answer, give the direct office line to the caller 
and ask if they would like to be transferred again in order to leave a voicemail. 

2. Listen to what a student is asking before giving an answer 
3. Give students all necessary information on first contact (i.e. everything they need to 

submit with their admission application). 
4. Greet and acknowledge students as they enter the lobby. 
5. Return calls and emails in a timely matter. 
6. Always be pleasant (even if you are in a bad mood!). 
7. R2 – Recruit new students and retain current students. 
8. Politely and efficiently diffuse irate students. 
9. Have customer service training for work-study students and part-time employees. 
10.   Use Twitter and Facebook to make students aware of our deadlines. 
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Name: Donna Stafford 

Department: Student Activities 

Customer Service Improvements 

1) Improve the quality of training within student government to include their committee 
members so that all of the key players understand DSC policies and procedures 
 

2) Improve academic training by asking the advisement director to present to the student 
council what degrees are offered on campus and to address the most commonly ask 
student questions about those degrees and their requirements.  This could be done with 
both a presentation and a panel discussion. 

 
3) Develop a more comprehensive marketing program to disseminate campus activity 

information campus wide.  We need to improve on “time-line” strategies as we strive for 
more student involvement.  Electronic marketing----OrgSync, web sites, facebook, blogs, 
and text messaging—can all be used to better spread the word. 

 
4) Student government needs to be more recognizable as they intermingle with our student 

body.  Council, as well as committee members, will be required to wear identifying name 
badges and shirts so that students with questions will know who to approach with their 
student issues.  

 
5) Train council to take ownership of questions or situations–or to at least know the 

individual to whom the student can be sent to attain the correct and pertinent information.  
 

6) Strive to put the relationship with the customer (students)  ahead of the  task at hand. 
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Name: Jim Cox 

Department: Testing Center 

Customer Service Improvements 

1. Provide a quality and conducive environment for testing.  
2. Do not guess when responding to students (or other test takers) inquiries.  Respond with 

quality, 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. 

3. 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. 

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

5. 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. 
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Name: Jonathan Morrell, Kitty Hughes, Craig Harter 

Department: TRiO/SSS/ETS/Upward Bound 

Customer Service Improvements 

1.  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 campus:  
how they are similar and how they are different. 
A.  Hold regular staff training during the semester.  Cross train staff in the 

differences of the TRIO programs. 
B. 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 differences 
between the three different TRIO programs on campus.  A yearly meeting will be 
held with all TRIO staff present.  Monthly Director’s meetings will be held to 
update the staff. 

C. 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 our students.  Further, 
training should encourage each staff member to become familiar with the 
language set forth in terms of the grant. 

2.  Develop a comprehensive marketing program to disseminate TRIO program 
information campus wide to increase campus awareneness.   
A.  A brochure will be created that shows the similarities and differences in the three 

TRIO programs (SSS, ETS, & UB). 
B. Send each Student Services personnel a brochure detailing the similarities and 

differences of the three campus TRIO programs. 
C. Develop a comprehensive marketing program to disseminate TRIO program 

information to the DSC campus and to the Washington County School District 
personnel. 

D. 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 education.  Also, setting up an 
informational 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). 
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3.  Improve signage within the NIB for the three TRIO programs. 
A.  Look into cost for signage.  Consider other institutions and their signage. 
B. 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. 

C. Improve signage within the NIB with updated copies of our brochures that 
indicate the qualifications to interested applicants.  Also, provide copies of our 
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 as to the contact information. 

4. Train staff to take ownership of questions or situations.  Do not pass on or left 
undone. 
A.  Train staff to first know the correct and pertinent information and then share with 

inquiring student or patron. 
B. 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 the college personnel. 

C. Train staff to know how to mentor/advise the students in a professional manned 
by teaching them (students) to be accountable for themselves, and be accessible to 
them. 

5. Inform community of the three campus TRIO programs 
A.  Work with the campus PR office to develop press releases informing the 

community of events related to the TRIO programs.  Also spotlight the success of 
the TRIO programs and TRIO students. 

B. 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. 

C. Work closely on updating college websites, and talk to the Washington County 
School District about having a link to the TRIO websites so that nay interested 
students can prepare themselves to transition into any one (1) of the three TRIO 
programs depending upon their status and eligibility.  
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Name:  Barbara Johnson 
 
Department:  Wellness Center 
 

Customer Service Improvements 
 
Some of the Wellness Center responsibilities are to deal with students in need of 
physical, emotional, and social help, as well as some forms of intervention care. We will 
do the following to improve our customer service: 
 

1. Make sure that all who enter the Wellness Center feel welcome and not judged. 
2. Answer all phone calls in a timely manner. If there are any missed calls, make 

sure they are returned. 
3. Have proper signage placed around the building so students know where we are. 
4. Make an area private. This means when staff is with a student it can be 

confidential. 
5. Making activities fun and informative for all who attend. 
6. Offer community health providers an area to interact with students. 
7. Make our ethics the most important part of this office and let students know that 

confidentiality will be upheld.  
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