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The purpose of the customer service plans is to promote an atmo-
sphere 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 outcomes 
achieved, and survey the students for direct feedback.

Frank B. Lojko
Vice President of Student Services 
Dixie State College of Utah
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Note: The customer service plans contained within this booklet were written by 
each indvidual department within Student Services.
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OUR VISION

Through collaborative advisement and a meaningful educational plan we are 
preparing 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 educa-

tional planning
 » Academic advising will be available for every student at Dixie State College
 » Students will leave advisement sessions more informed and with a stron-

ger educational direction
 » Advisement encompasses academics, scholastic standards, advanced 

degrees, careers, and other lifelong options
 » Advisors will support students as they balance their college responsibili-

ties and academic challenges
 » Advisors will receive continued training and professional development 

to better serve the student body

OUR COMMITMENTS
 » Ensure that advisors deliver consistent, accurate information to all 

students by providing advisors with adequate training, resources, and 
improved communication between departments

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

 » Establish proven retention procedures and routines that will keep stu-
dents at DSC

 » Oversee academic interventions using DSC’s Scholastic Standard policy 
and offer information concerning tutoring and financial support

 » Provide advisement and registration procedures and routines that will 
assist all students enrolling for classes at DSC

 » Provide all students including pre-professional and transfer students 
with sufficient information to make their educational process a positive 
experience

 » Ensure that returning adult students have a welcoming and simplified 
route to enrollment and registration

 » Provide academic resources for current and prospective students in a dy-
namic, technological format and utilize enhanced software to maintain 
accurate student advising information

 » Provide local recruiting and advising for all certificate programs through 
our career and technology education advisor

DISCOVER YOUR DESTINY
Mission Statement

Several years ago we created the Departmental Development Plan to include a vi-
sion, list of goals, and commitments for the AAC.   

We also divided the AAC into sub-departments to better serve the students and 
to provide a more professional customer service experience.  We have listed seven 
areas of improvement:

1. All GE advisors will meet with undeclared students to provide academic 
direction, support, and compassion. Advisors will also complete gradua-
tion audits for AA degrees, AS degrees, and Certificates

2. All GE advisors have been assigned to coordinate a sub-department 
within the AAC to include: (we have added one new area since last year)
 › Advisor Training/Professional Development
 › High Schools
 › Retention
 › Academic Intervention
 › Advisement & Registration (A&R)
 › Career & Technical Education (CTE) 
 › Returning Adults
 › IT Support

3. In January, 2011 we applied for and received a ImPact Retention Grant 
through the Utah System of Higher Education for $75,000.  With the 
funding we created three positions: 
 › Local/State/Federal Agency Representative
 › Retention Coordinator
 › Part-time case worker 

4. With the ImPact grant money we purchased the AdvisorTrac software 
program to help us better track student appointments. To support this 
program we are using budget funding to add a part time IT support 
person (Joe Layton) to our staff to help us with the technical aspects of 
the AdvisorTrac program.

5. We have updated our Academic Advisement Center homepage as well as 
posted our Peer-Advisor and Advisor Training handbooks on the web
 › dixie.edu/advisement/online_academic_advisor_handbook.php

6. Dana Kelvinton developed an online advisor training program for those 
academic advisors that are not able to meet with her on a regular basis.

7. Dana Kelvington has created our first AAC newsletter and has it posted 
on the web 
 › dixie.edu/advisement/aac_newsletter.php

CUSTOMER SERVICE PLAN
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1. Treat everyone with respect
2. Be pleasant, welcoming, and professional
3. Try to answer questions regardless of their relevance to the Career Cen-

ter or to Dixie State College
4. When giving directions, walk people to where they want to go (or to 

within sight of where they want to go)
5. Make and keep appointments
6. Provide easy access to up-to-date and accurate information
7. Say hello to people on campus
8. Support other offices in a positive manner and speak well of Dixie State 

College in public
9. Keep website and social media updated
10. Take Career Center service to the students
11. Increase Career Center services to include internships and assistance 

with graduate school information and processes
12. Seek professional advice from the Career Advisory Board

The Career Center ctustomer service plan we have had in place since 2009 has 
worked well; however, this year we have decided to make some changes and ad-
ditions.  Many of the behaviors outlined in the 2009 and 2010 plans have become 
customer service habits that we deliver without hesitation.  Number five (make 
and keep appointments) needs some attention. Because the Career Center has an 
open-door policy, many clients are seen without appointments. We do not want 
to discontinue this practice, yet we realize an appointment schedule is beneficial 
to both staff and clients.  We will continue to evaluate how to adjust the appoint-
ment/walk-in ratio to maximize results. 

Many people go to the website for information: therefore, the Career Center web-
site needs to be updated.  It needs a new look, and dead links need to be removed.  
It will be a means to advertise Career Center events.  A photo directory of staff  as 
well as contact information will be added.

The Career Center launched a Facebook account in September 2010.  To date we 
have 208 fans. On average we post three times a week. We will continue to use 
Facebook as a way to disseminate information, promote jobs, announce Career 
Center events, and highlight students. 

The Career Center started a Twitter account May 2011. We have 935 followers. 

We will continue to use Facebook and Twitter to disseminate information, pro-
mote jobs, announce Career Center events, and highlight students. 

Results of the survey David Roos sent out to students indicated 61.1% of  the 1,018 
respondents had not interacted with the Career Center, and 19.1% did not know 
DSC had a Career Center. Obviously, this is an alarming combined percentage. In 
an effort to provide better customer service and increase the percentage of students 
who know about and interact with us, we will plan ways of getting the word out.  

We will brand all Career Center events and create a logo. We will take Career 
Center services to the students when possible

For the past few years Career Center staff have stood outside for the first three 
(3) or four (4) days of a new semester and offered help/assistance/information to 
students passing by.  Many students are lost or need rudimentary questions an-
swered. We will continue this practice.(Last year we gave out 120 pounds of apples 
one at a time to students passing by as a gesture of goodwill and support. ) 

The Career Center will hire 2 new employees this summer: an Employer Outreach 
Coordinator and an Internship Coordinator. These positions will significantly 
add to the services we provide. There may also be a part-time employee to help 
students prepare for and apply to graduate school.

The Career Center will create an advisory board composed of persons who will aid 
us in determining how to identify and provide the best services to DSC students.

INTRODUCTION

WEBSITE UPDATE

SOCIAL MEDIA

MARKETING INCREASE

ADDITIONAL STAFF

ADVISORY BOARD

CUSTOMER SERVICE PLAN
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The following is a list of goals and objectives set by this office at the beginning of 
the school year, 2011–2012, and includes a brief analysis of certain and specific 
accomplishments over the past year and the degree to which we have been able to 
accomplish those goals and objectives. 

It should be noted at this point that the very nature of our job dictates many of 
the goals and objectives we wish to accomplish and since we are regulated and 
influenced by state and local law many of those objectives will remain static over 
time. However, it should also be noted that nearly every aspect of our job involves 
services of some sort, (having a “duty to act” as a matter of oath). Our’s is a human 
service oriented profession.

PUBLIC SAFETY

To include the protection of individuals and property; the prevention and deter-
rence of all potential crime, and other such responsibilities as fire prevention, the 
safe and orderly movement of traffic through campus, and the identification of 
certain safety hazards for the purpose injury prevention.

PARKING ENFORCEMENT

To the extent possible it is our goal and objective to control the efficient flow of 
traffic through campus and to control parking on campus in an effort to promote 
vehicle and pedestrian safety and to maintain a peaceful and safe environment. It 
is our ultimate goal to provide as many parking stalls at any given time as possible 
by controlling access to certain parking lots through a system of enforcing rules 
that are equitable and fair to all.

BUILDING SECURITY

It is our intent to assist in securing buildings on campus on a daily basis in order 
to assure that they are safe and functional. It is our goal to check each building 
after hours each night in an effort to make sure that any student or employee who 
may be present is safe and accounted for and to protect the physical interests of 
the building.

SPECIAL EVENT SECURITY

It is our goal to provide security in the form of police presence at all major activi-
ties on campus and thereby attempt to prevent any disruption of the event. Also, 
we provide emergency response in the untimely event of an emergency, such as 
structural fire, criminal behavior, critical incident, or personal illness and injury.

CRIME PREVENTION

It is our objective to prevent crime on campus by means of a high profile campus 
police presence. We intend to accomplish this goal by offering written materials 
about crime prevention and giving seminars and presentations on personal safety.

LAW ENFORCEMENT

It is our goal to provide a peaceful atmosphere by which all persons can confi-
dently and fairly enjoy the anticipated peaceful surroundings of an institution of 
higher education by enforcement of housing rules, college policies, student code 
of conduct rules, city ordinances, and state and federal laws, especially those laws 
pertaining to civil rights and crimes against the person. 

PUBLIC SERVICES 

Keeping with our adherence to the philosophy of “community policing” we pro-
vide a variety of specific services such as: emergency medical response, stranded 
motorist assistants of various types, job application and background checks for 
graduated students, job application fingerprinting, accident reports for insurance 
claim purposes, legal research, lost and found property, etc.

It is the written mission of this office to serve and protect all students, faculty, 
staff, and visitors; and to provide a safe and peaceful atmosphere for the purpose 
of learning and socializing. We believe it is our charge and responsibility to pro-
tect persons and property and to facilitate an environment of peace and order, and 
to protect the rights and freedom of all individuals. 

We believe that our very presence, vigilance, and interventions can protect prom-
ising young lives and provide them the safe environment necessary for learning. 
We truly believe that our commitment to these responsibilities assists our students 
in their endeavor to achieve their academic and social goals and therefore pro-
motes a hope of peace and prosperity for a generation that will inherit the respon-
sibilities of a free society.

We believe that this nation’s system of higher education is vitally important in the 
preparation of it’s youth in becoming responsible and contributing citizens. We 
therefore believe that learning to respect the rights of others is essential to the 
fabric of society. We believe an understanding that the violation of social rules 
brings negative consequences is as important to personal development is other re-
lated academic endeavors. We believe that an efficient and progressive campus law 
enforcement agency that enforces rules and regulations equally and fairly inspires 
respect and confidence in the law and is therefore an integral part of the overall 
educational process.

INTRODUCTION

OUR BELIEFS

PRIMARY OBJECTIVES AND 
RESPONSIBILITIES
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INCREASED SECURITY DURING CRITICAL PERIODS

For the fourth consecutive year this office has accomplished the goal of increasing 
security during times of high attendance volume by means of a more “community 
services policing” patrol tactic to include a shift schedule that optimizes the crime 
deterrent effect of high profile patrol. We have over-lapped shifts to maximize 
actual foot patrol on campus during and between class periods. 

This method of interchanging foot patrol, vehicle patrol, and office coverage 
affords us the ability to cover more classrooms in a shorter period of time. We 
therefore have one officer walking through buildings at the same time that anoth-
er officer is driving through the parking lots and a third officer is in the office. It is 
our intent that 1) we may very well deter, discourage, or even disrupt any poten-
tial criminal activity by our mere presence, and 2) that in the unfortunate event of 
a critical incident we will have officers nearby that can respond within seconds.

INCREASED ELECTRONIC SECURITY

For the third consecutive year this office has spent a significant sum of money in 
the purchase of additional surveillance cameras and monitors. We have bolstered 
our digital mass-alert systems and have added high-definition televisions that re-
veal constant footage and notices in real-time. It is our belief that these advanced 
electronic systems have played an important role in deterring crime and in pro-
moting a peace of mind and sense of security for students and employees. There 
can be no debate of the fact that our massive surveillance system has enabled us to 
solve and prosecute crimes that have been committed.

EMERGENCY MEDICAL PREPAREDNESS

This office has spent a great deal of its annual budget on first-aid and emergency 
medical equipment for the purpose of being prepared in the event of a cata-
strophic incident, and to be able to provide daily case-by-case emergency medical 
responses. Each of our officers is a certified EMT and much of our ongoing train-
ing includes updates and specific refresher courses as first responders.

EFFICIENT AND PRACTICAL PARKING

It has been our goal for many years to provide a viable and competent parking 
system on campus. Efforts to stay abreast of constantly changing variables such as 
increased physical facilities, increased enrollment, additional community related 
activities, and fewer parking spaces, have us constantly looking at new and inno-
vative ideas for parking control. Since the Cashier’s Office no longer issues park-
ing permits we have made several rather drastic changes in an effort to take up 
the slack and ease the burden on students, faculty, and staff in obtaining a parking 
permit.

We have spent hundreds of dollars in printing new parking policy brochures, on-
line instruction cards, registration forms, and various reminders in an effort to get 
an early start on parking permit issuing. We have enlisted the assistance of several 
departments on campus and intend to set up mobile and convenient parking 
permit booths so that the students will no longer have to wait in long lines. We 
intend to hire additional people in the event that additional booths are necessary. 
We also intend to run several articles in the school newspaper and have asked the 
maintenance department to install more signs and re-stripe as many parking lots 
as possible.

ETHICAL, HONORABLE, AND PROFESSIONAL OPERATIONS

It is our belief that of all the social institutions of a free and open society, ours is 
the one in which ethics and honesty are most important. If members of society 
cannot trust and rely upon its law enforcement and public safety personnel to 
conduct themselves properly and professionally then all confidence in the crimi-
nal justice system is lost.

To that end we hold our officers to a very high standard of continued education 
and ongoing training.

We continuously stress the need to remain consistant, fair, and ethical in all that 
we do. We understand that the integrity of our office depends on limiting the 
number of sources by which appeals are decided and exceptions to policy are 
made.

DEPARTMENT WEAKNESSES

We are committed to a philosophy of self-evaluation and critique. We understand 
that our greatest drawback at present is the lack of personnel that will afford us 
24- hour coverage and assistance in issuing parking permits and regulation of the 
parking lots. We will continue to recruit, use reserve officers and petition the ad-
ministration for the ICLEA recommendation of one officer to every one thousand 
students ratio.

PATH TOWARDS GOAL 
ACCOMPLISHMENT

PATH TOWARDS GOAL 
ACCOMPLISHMENT
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And so, to all other peoples and governments who are watching today, from 
the grandest capitals to the small village where my father was born: know that 
America is a friend of each nation and every man, woman and child who seeks 
a future of peace and dignity. ” 

   - President Barack Obama, Inaugural Address

To promote diversity and internationalization at DSC, a new International Stu-
dent Services (ISS) initiative was implemented by President Stephen D. Nadauld 
in the spring of 2009.  Under the direction of the Executive Director of Enroll-
ment Services David Roos, International Coordinators Michael Thompson, Car-
ole Hulet, and Mike Hasfurther, a successful International Student Services office 
currently serving more than 60 plus international students has been established.  
As DSC moves forward on the path of campus internationalization, the office of 
the International Student Services (ISS) has a unique responsibility in provid-
ing customer services for the international community and the administration, 
faculty and staff whom serve them.

ISS is committed to supporting and serving international students, administra-
tion, faculty, and staff at DSC. We continually strive to be friendly, personable, 
efficient, and professional in all we do to support internatinal students’ unique 
educational goals and needs.

ADMISSIONS
 » Continued training on the Banner system and DSC admissions protocols
 » Continued streamlining of the International Student Application process
 » Continued training regarding SEVIS (US Immigration) and the compli-

ance of international students
 » Launched new DSC International Student Website interfacing interna-

tional students around the globe with DSC

ORIENTATION
 » Pre-Arrival

 › Follow-up with “New Student” section on the DSC International 
Student website regarding pre-arrival information

 » Post-Arrival
 › Streamline Post-Arrival Orientation as international students are 

required to meet on campus one week prior to the first day of classes 
each semester for detailed instructions

NEW STUDENT ARRIVAL
 » Continue to coordinate closely with DSC campus and off-campus hous-

ing to place and support international students
 » Continue to coordinate closely with local banks to assist international 

students in setting up bank accounts
 » Continue to coordinate with local health department for international 

student TB Testing

REGISTRATION
 » Streamline International Student Placement testing
 » Continue to coordinate directly with DSC ESL department for English 

proficiency and placement
 » Continue to coordinate directly with DSC Advisement and individual 

international students to advise and prepare student schedules and reg-
istration

“INTRODUCTION

MISSION STATEMENT

GOALS 
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ADVISEMENT
 » Continue to interface international students with Academic Advisement
 » Continue to provide individual international student advisement and 

academic support throughout each semester
 » DSC campus internationalization 
 » Continue to advocate for international students within DSC depart-

ments, faculty, staff and domestic students
 » Continue to meet with DSC departments and committees to promote 

understanding of International Student Services processes and procedures
 » Continue collaboration with DSC administration and faculty regarding 

DSC’s ESL program
 » Start coalition between DSC, Washington County School District and 

Washington County

CROSS-CULTURAL ADJUSTMENT
 » Streamline and add to “International First Year Experience” class for new 

international students
 » Continue to organize semester activities for international students
 » Further develop “i-buddy” program in conjunction with the DSC Educa-

tion Department
 » Further develop and promote Dixie International Student Club (DISC)
 » Continue Friday shopping afternoon for international students who do 

not have transportation.  
 » Further institutional research regarding repatriation practices, classes or 

programs

CRISIS MANAGEMENT
 » Continue to coordinate with “The Lewer Agency, Inc.”  insurance com-

pany to provide mandatory international student insurance in compli-
ance with US immigration requirements.  Assist international students 
with insurances claims and issues

 » Continue in providing on-call assistance for all international student 
emergencies including; medical, dental, emotional, housing, legal etc.  
Attended and assisted international students who have had ER or other 
hospital visits

 » Continue to coordinate with DSC campus security regarding interna-
tional students

 » Continue to coordinate with DSC Health & Wellness Center regarding 
international students

STAFF DEVELOPMENT 
 » Training of work-study student and other office volunteers
 » Develop a program for scholarship and volunteer international student 

peer advisors
 » Further designate and detail responsibilities between office staffing.
 » Continue relations with several other colleges and universities to assist 

the DSC International Student Services office regarding advisement and 
procedures

 » Have additional full-time staff participate in NAFSA and UBIE events 
and training seminars

 » Continue participation in DSC staff development training

STUDY ABROAD
 » Research and develop a study abroad and student exchange program

GOALS GOALS
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To provide educational opportunities for low income, first generation, and dis-
abled students.

There are three TRiO Programs at Dixie State College.   
 » Educational Talent Search is funded to serve 850 low-income, and/or 

first generation, students in grades eight through twelve in Washington 
County School District.  The 2010–2011 budget is $379,019.

 » Upward Bound is funded to serve 100 low-income and/or first genera-
tion students in grades ten through twelve in the Washington County 
School District.  The 2010–2011 budget is $349,543.

 » Student Support Services is funded to serve 200 low-income, first gen-
eration, and/or disabled students at Dixie State College.  The 2010–2011 
budget is $319,188.

Total DSC TRiO budgets for 2010–2011 is $1,047,775.

Kitty Hughes moved from NIB 104 to NIB 111.  The SSS administrative assistant 
moved from NIB 133A to NIB 105.  Campus personnel have been notified and 
changes have been made to the campus directory.

Utah TRiO Booklet was created and can be distributed electronically.

Coordinated school district and campus events with TRiO program activities and 
events.

All full-time TRiO staff have received training for the 2010-2011 year.

Jonathan Morrell, Director   
Student Support Services (SSS)

Kitty Hughes, Director   
Educational Talent Search (ETS)

Craig Harter, Director   
TRiO – Upward Bound (UB)

INTRODUCTION

MISSION STATEMENT

COMPLETED
 IMPROVEMENTS

UB (33%)

UB (9%)

SSS (31%)

SSS (17%)

ETS (36%)

ETS (74%)

2010 - 2011
TRiO Budgets

TRiO Students
Funded to Serve
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IMPROVE THE QUALITY OF TRAINING FOR ALL TRIO STAFF 

Updates of the legislation and regulations for each of the program have been 
discussed and directors are aware of proposed revisions to each program’s grant 
objectives, annual performance reports, and budget reviews.

Training was held to acquaint the TRiO staff about the new DSC General Educa-
tion requirements.

 » ETS  
 › Staff has attended TRiO priority training and all members are 

trained.  
 › Priority #1 training (recording keeping) was attended by Kitty 

Hughes and Stephanie Wilkey
 › Priority #3 training (student assessment, retention, graduation strat-

egies and educational technology) was attended by Kitty Hughes, 
Wes Christiansen, Len Hartley, Josh Everett, Patti Esplin, and Angie 
Atkinson.

 › Priority #4 training (financial Aid and admissions) was attended by 
Stephanie Wilkey 

 › Members of the staff have attended the Utah ASPIRE conference
 › The ETS Policy and Procedures manual was updated and the new 

regulations were addressed in staff meeting.  Each advisor has their 
own copy of the policies and procedures manual and it is updated 
yearly

 » SSS 
 › Staff has attended priority training in Seattle and Miami, as well as 

the Utah ASPIRE conference and UAOA training in Midway, UT. 
 › Priority #5 training (serving hard to reach populations) was attend-

ed by Jonathan Morrell

 › The SSS Policy and Procedures manual is under review and revision.

 » UB 
 › The staff has attended the Utah ASPIRE conference
 › The director has attended the Upward Bound Proposal writing 

workshop for the upcoming UB Grant competition
 › Priority #1 training (record keeping) and Priority #3 training (stu-

dent assessment, retention, graduation strategies and educational 
technology) was attended by Craig Harter and Toni Tuipulotu

IMPROVE SIGNAGE WITHIN THE NIB FOR THREE TRIO PROGRAMS

The TRiO sign on the south side of the North Instructional Building has been 
replaced and now includes all three TRiO program names

Each program provides information on bulletin boards across from the program 
offices

MARKETING PROGRAM

Develop a comprehensive marketing program to disseminate TRiO program 
information campus wide and increase awareness.  

Each student services department received a brochure detailing the similarities 
and differences of the three campus TRiO programs.

At the student services August retreat, the TRiO staff presented information about 
the common and unique aspects of each TRiO program.

 » ETS  
 › The ETS director and each school advisor meet with school admin-

istrators throughout the year face-to-face and conduct a program 
evaluation with principals, vice-principals, and school counselors

 » SSS
 › A new video was produced by Tel Stewart, a DSC Communications 

student, to introduce the SSS program to new students at Student 
Advisement and Registration.  (The video can also be viewed from 
the SSS web page)

 » UB
 › The UB director and coordinator meet with target school admin-

istrators throughout the year face-to-face and conduct a program 
evaluation.   New brochures were produced for intake at the target 
high schools

TAKE OWNERSHIP

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

CUSTOMER SERVICE 
OUTLINE

CUSTOMER SERVICE 
OUTLINE
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SPREAD THE WORD

Inform community of the three campus TRiO programs. Ensure that each staff 
member can answer questions about the three different TRiO programs on campus.

The TRiO staff held regular trainings during the semester. The staff was cross-
trained in the differences of the TRiO programs. A yearly staff meeting was held 
with all TRiO staff present. Training is on going. Directors meet quarterly to 
discuss TRiO program updates and issues.

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

The program directors work closely updating the programs’ websites and have 
links to the the local middle/high schools web sites and the college web site. There 
are specific links on the DSC homepage for the three TRiO programs.

For the third year, Jonathan Morrell has completed the 38-page color Utah TRiO 
Booklet that is distributed to all the TRiO programs in the state and to the Utah 
Congressional Delegation.

 » ETS  
 › An article was published in the St. George Spectrum highlighting 

the ETS program and a student
 › Middle and high school principals have been given a monthly news-

letter detailing ETS accomplishments, activities and academics
 › An academic year event calendar is posted on the ETS bulletin 

board outside the ETS offices

 » SSS
 › An article was published in the St. George Spectrum describing the 

purpose of SSS and a number of student successes
 › A new SSS Orientation presentation has been completed to intro-

duce the specific services and benefits of the SSS program to be 
shown at SSS orientation

 › An academic year event calendar is posted on the SSS bulletin board 
outside the SSS offices

 › Held the SSS year-end banquet, where Mike Empy of Congressmen 
Matheson’s office and Marreen Casper from Senator Hatch’s of-
fice  attended.  The banquet highlighted the SSS graduates, student 
awards and achievements

 » UB  
 › An event calendar for the academic year is posted on the UB bulletin 

board outside the UB offices
 › An article was published in the St. George Spectrum describing the 

UB program and a number of student successes

 » Try to keep the DSC TRiO program funded and operational through the 
federal budget crisis
 › Meet with Congressman Matheson and Senators Hatch and Lee and 

their staff to show the importance and successes of the DSC TRiO 
programs
 › The 2011-2012 budgets have been cut by 3.5%
 › There is discussion in the federal budget negations of elimina-

tion of the TRiO programs in the 2012-2013 budget
 » Create a yearly TRiO programs master calendar

 › Directors will plan TRiO events and coordinate events with school 
district and campus activities

 » Increase awareness of DSC TRiO programs

 › Continue with the promotion and publicity of the TRiO programs

NEW IMPROVEMENTS TO 
IMPLEMENT GOALS FOR 

2011-2012

CUSTOMER SERVICE 
OUTLINE
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Dixie State College Testing Services provides test proctoring services to support 
the various needs of the different DSC academic departments, as well as for mem-
bers of the regional community. Testing Services is committed to maintaining the 
highest levels of test security and customer service, and is dedicated to finding 
new and better ways to serve students.

WELCOMING AND ACCOMMODATING ENVIRONMENT
 » Provide an atmosphere that is clean, quiet, and conducive to testing
 » Technicians will be pleasant and focus on offering excellent customer 

service
 » Inquiries will be directed to appropriate staff and responses will be timely
 » Staff will adhere to a scheduled knowledge and service re-certification 

process

SECURITY AND EFFICIENCY
 » Minimize wait time for faculty dropping off or picking up tests
 » Timely processing of exams (within 2 hours of submission by faculty)
 » Staff will follow all internal security processes and strive for 100% test 

security
 » Staff will comply with all FERPA guidelines

FIND NEW WAYS TO SERVE
 » Regularly seek out feedback and make changes accordingly

IMPROVEMENTS FROM LAST YEAR (COLIN METZGER 2009–2010)
 » Maintained a high level of service during the relocation of the testing 

center
 » Implemented the differentiation of specialized and student testing
 » Ensured that supplies never ran out
 » Emphasized patience and customer service at regular training meetings
 » Staff was trained to communicate in a patient, timely, and honest manor

INTRODUCTION

CUSTOMER SERVICE PLAN 
SUMMARY

EVALUATION OF PRIOR 
YEARS

IMPROVEMENTS FROM THIS YEAR (TAMRON LEE 2010-2011)
 » Testing staff has continued to increase their customer service skills as the 

importance of this ability has been stressed at regular training meetings
 » Online payment system now available
 » Test pickup and delivery services were created this year. These services 

have made it more convenient for faculty to submit and receive tests to 
and from the testing center

 » A distance testing service was created this year. This service relieves 
faculty of the burden of test distribution to students living outside of the 
St. George area, and provides a uniform system that will better ensure 
proper test security. This service also provides students a great deal of 
flexibility and enables the growth of the DSC online learning program

 » A lecture on test taking strategy was prepared and delivered to various 
groups on campus

 » The addition of six new computer stations helped alleviate some of the 
congestion caused by the rapid growth of the DSC student body

 » A new alphabetized computer labeling system was implemented that 
has all but eliminated the occurrence of lost student cards at the Testing 
Center

 » The Testing Center’s hours of operation were increased during the sum-
mer and during peak times in the fall and spring to better accommodate 
an increasing need for testing services

 » Staff was added to speed up the testing check-in process during our busi-
est hours

 » A re-certification process was implemented in which Testing Center staff 
must display (on a per-semester basis) a working knowledge of testing 
security procedures and correct testing information

A new testing facility that 
includes the changes requested by 
students is scheduled to be ready 

by fall semester 2011. This new 
center will include separate doors 

in and out, an advanced HVAC 
system, and twice the capacity of 

the current center.

Additional training and strategic 
hiring will be used to correct this.

The Testing Center has added 
additional hours during the sum-

mer and for other high-volume 
time periods and will continue to 

do so as needed.

*

†

‡

CUSTOMER SERVICE PLAN 
SUMMARY

CUSTOMER SERVICE SURVEY 
RESPONSES AND FOLLOW 

UP PLAN

No Comment (65%)

A larger facility is needed (14%) *

Sta� was unhappy or unprofessional (8%) †

Sta� displayed great customer service (5%)

The testing center was too noisy (3%) *

More or longer hours of operation are needed (1%) ‡

Heating or cooling was inadequate (3%) *

Better in and out tra�c �ow is needed (2%) *
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Campus Recreation has made it a goal to provide the highest quality of student 
service within all of its branches.  We feel it important to create venues and envi-
ronments where all students feel welcome and safe and will enjoy themselves as 
they recreate on campus.  In order to ensure this type of service, we have provided 
significant training for the campus recreation staff.  Weekly recreation coordina-
tors meet and are given student service training and share experiences and suc-
cesses in student service.  The coordinators in turn hold their individual depart-
ment meetings and train their specific staff.  A campus recreation staff meeting is 
held monthly and staff from every campus recreation division meet, are trained 
and discuss student service topics.  

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

Course Orientation 
 » Introduction to the class to make sure every student begins on a good 

note
 » Evaluate health status to ensure student safety
 » Online access for ease and efficiency   

Exercise Testing
 » Provide comprehensive fitness testing (upon request)
 » Free introductory fitness assessments available for all Fitness Center 

members

Exercise Instruction
 » Free introductory exercise programs are available for all Fitness Center 

members (upon request)
 » Personal training and group training classes are also available for nomi-

nal charge
 » Fitness instructors are available for student exercise and training ques-

tions

Fitness Programming
 » Biggest Improver
 » Wellness Program
 » Zumba 

Approx 2,400 students participate in some form of an intramural activity, which is 
about 25% of the total campus population.  Many others get involved as intramu-
ral spectators as well.

 » Over 40 different activities are offered
 » Diverse offering of activities (something for everyone)
 » Highly trained staff 
 » Great facilities
 » Every student encouraged to participate

Provides an outdoor recreation experience twice a month for all students to par-
ticipate.  These activities range from hiking to kayaking and beyond.  It provides 
students the opportunity to experience the beauty and uniqueness of Southern 
Utah in a safe guided fashion. It also gives participants opportunities that they 
otherwise may not have the chance to experience.  

 » 15 outdoor recreation activities 
 » Safe guided tours 
 » Equipment rentals

A beautiful relaxing venue that overlooks the football field, the pool provides an-
other venue and opportunity for students to recreate in a safe and enjoyable atmo-
sphere.  

 » Lap and Open Swim
 » Relaxation by the Pool
 » Aquatics Classes

 › Swimming 
 › Lifeguarding
 › Water Aerobics
 › Triathlon Training

 » Monitoring by certified lifeguards
 » Summer Activities

 › Youth Swim Team
 › Swim Lessons
 › Pool Rentals

INTRODUCTION

INTRAMURALS

OUTDOOR RECREATION

AQUATICS

FITNESS CENTER
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The new SAC facility services about 2,100 students per month has been a great 
addition to student campus life.  The SAC provides students a location to hang-
out and participate in activities ranging from ping-pong to relaxing in front of a 
big screen TV.  

 » Gym floor
 › Basketball
 › Volleyball
 › Zumba
 › Indoor Soccer
 › Badminton
 › Dodgeball 

 » North Balcony
 › Billiards 
 › Table Tennis
 › 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
 » International Students Center
 » Outdoor Recreation Store

 

STUDENT ACTIVITIES 
CENTER (SAC)
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The Disability Resource Center initiated and implemented a number of policies 
to improve service delivery to students.  The following is the customer service 
improvement report for 2010/2011 academic year.

In the 2009/10 academic year, DRC adopted the DSC 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 teach-
ing in a learning environment where all students can become passionate 
about their individual educational endeavors.

2010/2011 Mission Statement:

To ensure equal educational opportunities for students with disabilities.

 

 » Promote a welcoming academic, social, and physical environment for 
students with disabilities at DSC

 » Support DSC in the inclusion of students with disabilities as indepen-
dent, responsible, and productive members of the college community

 » Remove barriers, while maintaining academic standards for students 
with disabilities so they may participate in all aspects of student life 
while at DSC

 » Provide reliable resources for current and prospective students with dis-
abilities

 » Establish and maintain a proven system to protect students’ medical and 
other records

 » Establish an organized environment by meeting with students according 
to scheduled appointments

 » Establish and implement guidelines and timelines for processing new 
applications for disability services

 » Utilize current technology to address students assistive and adaptive 
technology (AT) needs

 » Improve communication and coordination between DRC and faculty

 » Ensure standard greetings are used by all DRC staff
 » Increase knowledge of ADA and DRC policies and procedures
 » Treat everyone who comes to DRC with respect, and maintain confiden-

tiality with information

 » Provide monthly training and updates on established policies and procedures
 » Provide staff with cross-training that enhances achievement of DRC goals
 » Provide staff with opportunities to attend inter-department workshops 

and trainings to promote efficient coordination of services

Electronic Database System
 » Establish a reliable electronic database system to store confidential stu-

dent records

Confidentiality
 » Make confidentiality and privacy a top priority

Retention and Graduation
 » Develop a system to track retention and graduation of students who 

receive disability services

Outreach
 » Increase outreach to Kane and Garfield Counties
 » Continue ADA training to faculty and college community

Webpage Update
 » Redesign and update forms and information on webpage

Tutors
 » Liaise with the tutoring center and student clubs to recruit volunteers to 

help students in lower level math and English courses

INTRODUCTION

MISSION STATEMENT

COMMITMENTS

GOALS FOR 2010 – 2011

GOALS FOR 2011 – 2012

PROFESSIONAL BEHAVIOR

PROFESSIONAL
 DEVELOPMENT
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2009-2010 (Colin Metzger) 2010-2011 (Baako Wahabu)

Staff performed their best with 
services and support available. With 
more consulting with other facilities 
and researching options, the staff 
could have been better prepared.

With improved communication and 
better coordination with faculty 
and department secretaries, service 
delivery has been organized and 
effective.

Limited office space   Challenges:

1. Limited space made it difficult to 
adequately meet the testing needs of 
students. 

Attempted Solution                     
Utilized the conference room at 
the ground floor of the Student 
Service Center.

2. Student privacy and confidential-
ity were compromised.

Attempted Solution                   
Rescheduled appointments when 
confidentiality could not be guar-
anteed because a test was sched-
uled in the testing room.

The above attempted solutions 
often compromised the established 
policies and procedures, so for 
the 2011-2012 academic year and 
beyond, adequate office space will be 
required to address these limitations.

Staff utilized online directory to 
forward calls to appropriate depart-
ments.

The DRC staff continue to use the 
online directory to forward calls 
to appropriate departments. This 
system seems to be effective. 

Our staff continue to receive train-
ing on professional behavior toward 
the college community and everyone 
who visits or calls in for informa-
tion. Standard procedures and prac-
tices of professional behavior are 
established and strictly adhered to.

2009-2010 (Colin Metzger) 2010-2011 (Baako Wahabu)

Certain assignments and duties were 
distributed to different staff but due 
to schedules and lack of adequate 
staff, assignments were often incom-
plete.

Job assignments have been restruc-
tured and training was provided for 
staff to understand their respon-
sibilities. Proper procedures were 
established for morning and after-
noon staff to coordinate assignments 
efficiently.

Challenge:

1. Inadequate staff – With only two 
part-time and two work study em-
ployees, the DRC faced staff short-
age resulting in missed deadlines in 
processing new applications.

Attempted Solution                   
Tried to recruit volunteers to 
assist with clerical work, but was 
unsuccessful.  Only one student 
volunteered a couple of hours 
a week for the fall and spring 
semesters.

Due to lack of structure and routine, 
students disregarded administrative 
assistants and the limited infor-
mation they provided. Hence, the 
assistants could not help students in 
the absence of coordinator.

With clear structure and proper pro-
cedures, students became confident 
in the staff and talked to them more 
for assistance. Coordinator del-
egated basic duties to administrative 
assistants to execute with or without 
his presence and the service delivery 
became faster. 

Received valuable input from 
students and faculty about DRC 
services. 

Maintained regular contact with 
students through email, phone 
calls, and/or personal meetings for 
feedback on academic progress and 
approved accommodations.

EVALUATION OF 
PRIOR YEARS

EVALUATION OF 
PRIOR YEARS
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The Health and Wellness Center is on the move, not only to a new location but 
also in upgrading its services.  As the number of students increased so did the 
need for better service.  Using the past nine months as a trial period has provided 
insight into what is needed to support DSC students in maintaining a high level of 
physical and mental health.

The mission of the Health and Wellness Center is to enhance the health and well-
being of students, faculty, and staff; and strive to provide confidential and acces-
sible assistance to those who seek help. This is achieved by utilizing specific areas 
of healthy development – physical, emotional, and intellectual.

Componets that worked
 » Improved the clinical office appearance by adding rooms and fabric wall 

sections, an area was divided off for a reception and waiting room area, 
giving a more clinical look to the office

 » Established the Peer Educators Program.  
 » Students were trained and received national certification as peer educa-

tors.  Group was held once a week and peer educators were trained to 
speak to classes and also relate one on one with their peers 

Componets that need modifications
 » Activities were on the bottom of the list and budget money was low for 

those that took place
 » The peer educators will be used more in planning activities next year
 » Confidentiality was compromised when the building was locked down 

and students could not use the back door to enter the Health and Well-
ness Cente

 » The medical clinic is not yet functional and needs continued work

Moving to a larger and more clinic-friendly building is a huge step forward in 
making the Health and Wellness center a more official and well-run organization. 
The goals for the upcoming year include the following: 

 » Continue to use the four current therapists employed by the office
 » Make appointments timely for students
 » Increase the number of Peer Educators and create a better training pro-

gram
 » Work to fully establish the medical wing of the clinic so students, faculty, 

and staff have a place to go when seeking medical help
 » Handle all aspects of the Health and Wellness Center in a professional 

manner, with full compliance to confidentiality laws
 » Marketing the Health & Wellness Center so that students, faculty, and 

staff are aware of its location and services

INTRODUCTION

MISSION STATEMENT

EVALUATION OF 
PRIOR YEARS

CUSTOMER SERVICE PLAN
2011 – 2012
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MISSION STATEMENT

REVIEW

SERVICE COMMITTEE 

WEBPAGE

WORKSHOPS & PROGRAMS 
TO MOTIVATE STUDENTS

AWARDS BANQUET

NEW MCDC LOGO

FINANCIAL AID

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, we add 
to the Dixie environment and help minority students be self-sustainable by ob-
taining an education. The Multicultural/Diversity Center plans to accomplish this 
goal through scholarship opportunities, community outreach, academic advise-
ment, and cultural club participation. The Multicultural/Diversity Center operates 
under the principle that every person’s unique life experience enriches campus 
life and adds a profound element to obtaining a true education. 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. 

We felt like 2009–2010 was a strong beginning but that in 2010–2011 we grew 
even more. We wanted to increase the viability of the center by integrating our 
web page throughout campus, recruiting, more workshops to increase student 
success, and recognizing our students who excel through banquets and scholar-
ships. Overall we had a great year and strive to improve even more.

Implemented
 » We created a service committee from the multicultural scholarship stu-

dents. The committee was assigned to collect the recycling bins around 
campus, participate in the MCDC recruiting efforts, conduct service in 
the community and engage in the MCDC activities

Improvements
 » Expand the capacity of the committee to take on bigger service oriented 

task and increase the awareness of recycling and renewable energy on 
campus

Implemented
 » We upgraded the web page by adding the new MCDC logo, the Student 

Services links and the campus calendar. We’ve also upgraded the activity 
pictures into a photo slide show called “Gallery of Memories”

Improvements
 » Continue working with the webmaster to keep our page updated and 

adding new services and pictures

Implemented
 » We held a retreat with the diversity clubs before the school year to or-

ganize and develop the club’s leadership skills. We also hosted a résumé 
builder workshop

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

Implemented
 » We held our 2nd annual awards banquet for graduating multicultural 

students and presented awards to students of the year

Improvements
 » Consistently increase the number of multicultural student graduates 

every year

Implemented
 » We created a logo specific only to the MCDC

Improvements
 » Create an identity for Multicultural/Diversity Center

Implemented
 » We helped numerous students with Federal Assistance for Student Aid 

(FAFSA) issue over the last year

Improvements
 » Continue to help all multicultural students who qualify for financial aid 

receive an award. Also work closer with the financial aid department to 
help our students turn in all documentation in a timely manner
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INCREASE STUDENT 
ACTIVITY

INCREASE STAFF

2011–2012 GOALS

ACADEMIC ADVISING

RECRUITING

Implemented
 » At the beginning of each semester we inform our students (via email, 

flyer, banners, and word of mouth) of our services, events and location. 
We have teamed up with Outdoor Recreation Activities Center (ORAC) 
and Intramurals to provide more physical activities for our students

Improvements
 » Motivate our students be more active in all campus events such as stu-

dent government, athletics, intramurals, and academic workshops

Implemented
 » MCDC staff received academic advising training from Dana Kelvington 

to assist students with registration. We have also gained access to Native 
Banner in order to advise more efficiently

Improvements
 » Advertise to multicultural/diverse students that the MCDC can help 

with class registration and general education questions.  Hire a full-time 
academic counselor for the MCDC. Create a Multicultural First-Year 
Experience Course (FYE) for our scholarship recipients and all multicul-
tural students 

Implemented
 » We recruited on the Navajo Reservation. We have been speaking with 

the recruitment office about traveling with recruiters to local areas or co-
hosting an event for multicultural students here at the college much like 
a Red Storm Retreat. We also created a brochure highlighting the MCDC 
services

Improvements
 » Continue to advertise Dixie State College to underrepresented popula-

tions and host a multicultural Red Storm Retreat

Implemented
 » Currently we have a full-time coordinator and a part-time advisor and 

two student peer advisors to run the MCDC. We are in the process of 
obtaining more funding for one more part-time advisor and one more 
peer advisor

Improvements
 » Develop the MCDC into a fully staff department in order to address all 

of our students’ needs

Our goal is to increase our retention rate and graduate more multicultural stu-
dents. We will accomplish this by implementing the MCDC Graduation Academy 
and the following goals:

 » Increase yearly retention rates to national levels for four-year institution 
(72%)

 » Graduate 50% of program participants with an associate degree within 
three years

 » Provide financial assistance and financial resources to program partici-
pants

 » Provide leadership and involvement opportunities for participants
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With the new 2009–2010 DSCSA student government structure securely in place, 
we have many more students involved in campus organizations and activity plan-
ning. The current student council consists of over 65 members—a number that 
will increase as we have returned the DSC Spirit Chair to our organization.

Improvement of campus policy and procedure training was extended past the 
DSCSA Executive Council to include committee members.  This training em-
powers all of the key players in their understanding of how the political system 
operates both here on campus and across the statewide higher education system.  
Each summer, we provide  training using campus personnel to enable our leaders 
in their understanding of campus liability issues, Gardner Center usage, security 
policies, finances/student fees, etc.  

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 Rick Palmer could address the 
most commonly ask student questions about these different majors.  

To help our leaders become better institutional ambassadors, we need Vice Presi-
dents Dillingham-Evans and Frank Lojko, Vice Preseident of Student Services, to 
present the five year DSC plan.  Our students need first to know the direction and 
plans that are in the works  for this institution so that they can become spokesmen 
and educate their fellow students.

We’re still in the process of developing a more comprehensive marketing pro-
gram to disseminate campus activity information campus wide.  We need to work 
harder to implement a solid  “three week time-line” strategy as we strive for more 
student involvement.  Plans are in place to better work on our electronic market-
ing strategies—OrgSync web sites, Facebook, blogs, and text messaging—the 
technology of today’s students!  We’re planning for OrgSync to help us run out 
ICC organization.

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. 

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.  

Constantly strive to put the relationship with the students ahead of the task at 
hand.

LEADER TRAINING

RECOGNIZABILITY

CAMPUS KNOWLEDGE 
EMPOWERMENT

CUSTOMER RELATIONS

ACADEMIC TRAINING

MARKETING
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We have realized the importance of communicating with other offices on campus 
to stay on top of important policy and procedural changes that affect the way we 
work with students. We need to be proud to give student accurate and appropriate 
information while we are assisting them.

Many issues came up this past year that we didn’t know exactly how to deal with, 
but by having a procedure manual this will give us something to reference when 
these unfamiliar circumstances occur. We will continue to work on this as an 
admissions staff.

We are currently working on a way to notify students immediately after they 
submit their application.  An email will let them know that their application was 
received and will be processed within one to two business days.  The email will 
also notify them if they need to provide additional information to complete the 
application.  We would also like to do a similar email when the student is admit-
ted.  This will cut down on the cost of mailing letters to students, (a student that 
does not provide an email will be sent letters in the mail).  Many students expect 
to receive immediate notification on their admissions status.

We will continue to ensure that there is current and correct information on our 
website including links to important information from the Admissions page. This 
provides students a resource they can count on for accurate information. We hope 
that this will cut down on the amount of phone calls we receive everyday.  

Start implementing changes for the move to the Holland Centennial Commons 
building.  Hopefully, this will make the move more seamless.

The current residency application is hard for students to read and understand.  
Revising the application will make it easier to read and follow.

We will continue to do random checks to make sure we are getting information 
processed accurately.  This will help in determining what we need to focus on for 
training and any problem areas that may need to have a procedural change.

We know that we cannot require the application to be completed online; however, 
we will continue to encourage students to apply online.  This reduces the amount 
of errors being made by the admissions specialists when they are trying to deci-
pher the penmanship of some of our students.

Develop new procedures for processing information.  As we are increasing enroll-
ment, we are encountering new problems that we normally do not experience.  
We will try to logically create procedures for new situations.  This will include 
discussing the issue with all departments that are affected by the procedure, and 
what will best serve the student.

We will continue be an open enrollment institution, but to better serve students 
we will have a soft deadline for the fall and spring semester.  This can ensure the 
student to be admitted and ready to start school on the first day of school instead 
of being late getting into classes and behind in their courses before they can even 
register.  Hopefully, this will help students start and be more successful in classes 
and have a positive experience.  The late fee will be $50 in order to encourage 
students to apply on time.

INTEROFFICE COMMUNIQUÉ

QUALITY CONTROL

ONLINE APPLICATIONS

NEW INFORMATION
 PROCESSING PROCEDURES

APPLICATION DEADLINE 
AND LATE FEES

ADMISSIONS PROCEDURE 
MANUAL

TECHNOLOGY USE

WEBPAGE

NEW BUILDING

RESIDENCY APPLICATION
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Due to the increase in the student population we have had a hard time keeping 
up with phone calls and some of the day-to-day operations of the Admissions 
Office.  We have been approved for two work study students.  These students will 
be trained to answer phones and assist students with basic admissions questions.  
They will help with some of the day-to-day operations. We would also like to hire 
a part-time office assistant that can be responsible for the admissions phone line, 
many of the walk in students and admissions email corespondence.  Having a 
permanent part time employee to depend on will help in morale and workflow.  
This will allow the specialists to assist those students that need a little extra help 
without the interruptions of phones and other walk-in students.

Continue to process admissions material in one to two working days.  Again, with 
the increase of students applying to Dixie we would like to continue to process 
students in a timely manner.  It is important to get students admitted in a timely 
manner.  Continue to treat each and every student like they are the most impor-
tant student at Dixie.

Move the Admissions Specialists to a more central location.  The Admissions 
Specialists are currently in the Advisement Center.  The specialists will move to 
a location closer to the Records Office and the Assistant Director of Admissions 
Office.  This will make them more accessible to students.

Delineating responsibilities between admission, registration and school relations 
will improve consistency, accuracy, overlap of services and staff time.  Often times 
a student will call an office that they believe can answer their question, when in 
reality they are calling the wrong office.  Sometimes we confuse students by trying 
to do it all, if we can clearly define our responsibilities and own them, then we can 
better serve our customers.

Often times we can get caught up in the daily routine and forget that these stu-
dents are real people with real issues.  We need to treat them the way they deserve 
to be treated on the phone and in person.  We should not be condescending, rude, 
or impatient.

NEW STAFF CALIRFY BOUNDARIES

RESPECT

ADMISSIONS MATERIAL 
PROCESSING

ADMISSIONS SPECIALIST
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Previous Year’s Goals (2009–2010) Review
Help students through the financial 
aid and scholarship processes – Our re-
sponsibility is to help students and their 
parents find ways to help pay for their 
college expenses. We should remem-
ber that is our main objective and we 
should always give them their choice of 
options and let them choose what works 
best for their situation. We will lead and 
advise them and help them through the 
various processes. 

Our office did an exceptional job in 
this area. With our student growth 
and the increase of FTE, we were able 
to keep pace with the increased work 
load.  

Training – As the national financial 
aid awards and systems change, our 
office staff is committed to staying in-
formed and updated on all the required 
changed that will need to take place. 
This will allow us to help our student re-
ceive the needed financial aid to achieve 
their educational goals. 

We have strived to stay ahead of all the 
changes the US Department of Educa-
tion has made and is continuing to 
make in the area of federal student aid.

Information Delivery – Continue to en-
hance the electronic delivery of financial 
aid information. This will help us and 
our students through up to date infor-
mation. We will also continue to look 
at ways to improve this communication 
through new channels. 

We have been successful in this area 
and we will continue to do our best to 
use enhance this area.

Outreach – Continue to work with 
various departments giving financial 
aid & scholarship presentations on and 
off campus. We will also be joining the 
Orientation & Registration summer 
sessions this year helping our future 
students understand the importance 
completing their FAFSA and associated 
paperwork in a timely manner. 

We have been active in giving financial 
aid presentations throughout the past 
year. We will again support the sum-
mer Advising & Registration days.

Be positive and happy in front of our 
students!

We will continue to do our best in this 
area.

TRAINING

We have many new staff members who will need to learn the ins and outs of 
financial aid. Training and cross-training of job will be important to provide the 
best customer service possible to our students.

STAFF COVERAGE

We have added part-time help to cover our increased phone calls. We will con-
tinue to monitor this and if additional help is needed, we will add additional part-
time staff to help. We currently have one part-time, front desk employee and will 
also add one more part-time staff member later this year.  This allows us to have 
full-time coverage at the front desk.

OUTREACH

We will continue to give financial aid and scholarship presentations. Along with 
the Advising Center, we will go to each Washington County High School this fall 
to see what we can do to assist them and their students with the transition from 
high school to college. We anticipate beginning this in early November.

CONTINUAL IMPROVEMENT

Our staff will work to continually improve our customer service skills, informa-
tion delivery and financial aid processes. We will do our best to ensure the correct 
amount of aid is awarded and disbursed in a timely matter to our students who 
are eligible to receive their funds.

ATTITUDE

Be positive and happy in front of students!

REVIEW OF GOALS FOR 
2010–2011

GOALS FOR
2011–2012
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In the upcoming year, Recruitment has licensed a new CRM software that will 
allow for a much more streamlined enrollment funnel process. For too long, 
students have been in a spreadsheet without much detail about who they are or 
where they are in the application process. Two major initiatives will be launched 
with the addition of Enrollment Rx.

QUICKER RESPONSE TIME

We want to avoid complaints about limited to no contact, or too much time be-
tween contacts. This will be done by employing the new system, which will allow 
a personalized recruitment effort for each individual student. 

MORE PERSONALIZED CONTACT

Prospective students will now be receiving messages that are pertinent to them 
because we are keeping a better record of each student individually through 
phone calls, mailings, email, and social networking. This will provide prospective 
students with the understanding that we care for their well-being and are trying to 
get to know them. 

The other main initiatives that the Recruitment Department will continue to 
solidify our desire and hope that all students will seek higher education. We will 
promote in every way possible the importance of higher education, whether at 
Dixie State College or another institution and continue to serve prospective stu-
dents. 

We will also take every opportunity to serve the community with information that 
can benefit them as they seek a place within higher education. We will go out of 
our way to ensure that all students within our circle of influence, or with whom 
we can make acquaintance, have the resources and knowledge they need to make 
the step into higher education.

CUSTOMER SERVICE PLAN
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 » Review and revise Registration and Records website to have better clarity
 » Enhance VA information on the website to be more useful to the veter-

ans and their dependents
 » Continue to utilize and expand Banner functions to allow students better 

self-service options (e.g. degree audit, PIN reset, waitlist and FAQs)
 » Provide ongoing Banner, policy and procedure, and customer service 

training to all employees, while striving for excellence in serving stu-
dents

 » Work to reduce bottlenecks and long lines at the front counter by in-
structing and enabling students to take advantage of online services

 » Reduce transcript evaluation time by utilizing our part-time employees
 » Reduce graduation application processing times and diploma distribu-

tion by utilizing our part-time employees
 » Build stronger relations with other departments on campus
 » Advance the dynamic evolution of our team by exceeding the expecta-

tions of others

CUSTOMER SERVICE PLAN


