





There are several Principles that our staff, faculty and administrators should apply when interacting with
our students, staff, guests and community members. The College has revised information from the customer

service philosophy, developed by Anthony Mullins of Elite Coaching Alliance, 2005.

Principles to Abide By

This information is taken and revised from the customer service philosophy developed by Anthony Mullins of
Elite Coaching Alliance, 2005. Mr. Mullins describes seven points in his philosophy that certainly do apply to
the way we interact with our students, staff, guests and community member at the College of the Sequoias. It is
proposed that the College of the Sequoias adopt the following principles:

1. Students are the reason for our work, not an interruption of our work.
*  Staff and faculty sometimes lose sight of the importance of the student and get consumed in lesser
day to day tasks. We cannot afford to sacrifice service to our students to get them.

* Good customer service must be a priority for each of our departments.

Training is an important aspect of customer service.

» Itis important that staft become familiar with as many student services and instructional services
as possible. If nothing else, they should speak intelligently about the different departments and
guide students in the proper direction.

2. Empower staff to serve.
* Please do not shuffle students between departments and employees who are not empowered or who
are unable to assist them.

* [Establish a system of resources for staff to serve our students and guests.

+ Ask staft what tools would enable them to provide better service to the students and guests. Failing
to empower our staff with the necessary tools to help the customer, leaves our staff with few options
to provide optimum customer service.

3. Make service personal.

* Students and guests succeed in an environment that makes them feel included, safe, and comfortable.
Greet them by their name, when possible. Offer a handshake and introduce yourself. Help them
diffuse difficult situations that may arise. Thank them for coming and assure them that you will
continue to be there to serve them.

4. Ttis ok to say “yes”, even when you might say “no”.

*  Support staff when they make a customer service decision, particularly when they have made a
decision when trying to assist a student or guest. Often times, staff is reluctant to make a decision
for fear of getting into trouble. When employees feel they can make decisions without repercussions,
there will be a greater willingness to serve the customer.
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5. Ofter solutions.

* Put yourself in the student’s shoes. Shift from the problem to the process of finding a solution. Offer
choices to the student. Clearly explain issues and don't leave him/her hanging. Involve the customer
in determining the solution. Continue to drill down to help a student via more questions to clarify.

6. Recognize staft for outstanding service.

* Implement a customer service awards program that will recognize employees for exceptional
customer service. Try something different. Take time to acknowledge employees at faculty and
staff meetings.

Academic Components for Quality Customer Service in the Classroom

Dr. Ed Shenk held a Student Focus Group on April 30, 2008. Students who participated in this group stated
that they would like to see faculty respond in the following ways:

. Post current office hours both on the web and on office doors.

. Keep appointments with students. Adhere to posted office hours.

. Return students’ phone calls.

. Observe written processes for wait list.

. Talk to students, not down at them.

. Do not embarrass a student in front of other students.

. Interact with students in the classroom and outside of the classroom.
. Follow-up with students who do not show up for class via phone calls.
. Process tests and paper results quickly with helpful comments.

Mullins, Anthony. & Critical Steps to Establish a Customer Service Culture; http://ezinearticles.com/?8-Critical-Steps —to-Establish-a-
Customer-Service-Culture&id=37232.
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APPENDICES

Frequently Asked Questions about Services and Program

A copy of the Frequently Asked Questions about Services and Programs may be obtained from the office of the
Dean of Student Services.

Campus Services and Personnel

The current Department Directory by Subject and Telephone Directory are available online at www.cos.edu

We hope to learn and grow from the feedback we receive from our students.
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STUDENT SATISFACTION AND EXPECTATION SURVEY PROCESS

In the spring of 2008, the College of the Sequoias Student Services Committee elected to eliminate the

comment card process and instead implemented the Student Satisfaction and Expectation Survey. The purpose

of the survey is to determine how we can better serve the needs of our students.
The survey will be sent to students via email several times during the year. The surveys will then be collected
and tabulated for each department. The results will be given to managers to review the feedback and when

appropriate, make changes to improve customer service in their work environment.

On the following page, you will find for your reference, a copy of the Student Satisfaction and Expectation
Survey.

STUDENT SATISFACTION AND EXPECTATION SURVEY

Participation is voluntary. All responses will be anonymous. We appreciate your assistance. Thank you.

Your Status: (choose one) Your Age: (choose one)
() Full time student (12+ units) () Under 20 ( )35-39
() Part time student (.5-11 units) ( )20-24 () 40-49
() Former COS student ( )25-29 ( )50-59
() Community member ( )30-34 ( )60+
1. Areayou visited recently: (choose one)
( )ASB ( YEOPS ( ) Math Lab
() Admissions & Records ( ) Financial Aid ( ) MESA
() Assessment Center () First Year Experience () Outreach/Inreach
() Bookstore () Food Service/Carl’s Jr. () Payroll
() Campus Police () Foundation/Scholarships () Puente
() Career/Transter/FWS/Work Exp () Hanford Center () Registration Lab - 156
() CalWORKs/WIA () Health Center () Tutorial Center
() Cashier () Instructional Media/AV () Veterans Office
() Counseling (Academic) ( ) Learning Resources Ctr (LRC) () Writing Lab
( )DRC ( ) Learning Skills Lab () Other:
2. Purpose of your visit: (choose one)
() To gather information () To resolve an issue () Other:
3. Was this your first visit to this area? () Yes ( )No

INSTRUCTIONS: Please indicate your level of agreement: 1 = Strongly Agree; 5= Strongly Disagree

4. Did you find the COS staft member(s): 1 2 3 4 5
A. Polite and courteous
B. Knowledgeable about your requests/concerns
C. Helpful
D. Able to provide you with the information you needed

NN N N
N N N S
NN N N
N N N S
NN N N
N N N S
NN N N
N N N S
NN N N
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5. Level of satisfaction:
E. Satisfied with the resolution of your concern

F. Pleased with the service you received
G. Able to recommend COS to others:

6. Additional comments and/or suggestions:
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