Partners for Campus Excellence Program
Key elements about the Program that made it a success include:

· Established an advisory board appointed by the President made up of representatives from across campus to brainstorm ways to improve service and make recommendations. Areas included Academic Affairs, Student Affairs, Business and Finance, University Advancement, Council on Staff Affairs, Faculty Senate, and the Student Government Association. The Nominal Group Technique was used to solidify top goals.

· Once top goals were identified a series of one-on-one meetings were held with key administrators to get their ideas and support. 

· Focus groups were held with freshman and seniors to determine what they felt constituted excellent service.

· Design team was established to select and modify the most appropriate course material. The material selected was the Advanced Connections training from Noel Levitz. 

· Required all departments to participate and grouped those departments based on relationships to go through the training together (i.e. Admissions & Registrar, Financial Aid & Bursary, etc.)

· Online pre-training surveys were sent to participants prior to attending the class so that each Campus Excellence course could be slightly customized to meet the needs of that group. 

· Had a total of three classes – Day 1 separated staff into one class and managers into another class. This allowed us to included coaching techniques with our managers. Day 2 & 3 had everyone together. 

· We incorporated an action plan component to Day 3 where as a group they identified an area for improvement and agreed to make those changes once back on the job. Individuals also identified their own personal goals.

· Established a departmental liaison in each department to be the “cheerleader” and keep the “service culture” alive.

· Every 6 months, a “Partners for Campus Excellence” celebration was held. The President gave out the certificates of completion to all training participants. Special awards were given to team and individual members who accomplished their goals.
· Once the initial training was developed a condensed 2-hour program was created for student employees as well.

· An “Academic Advising Taskforce” was created to address specific issues.

· The “I Caught You Caring” program was created to recognize employees for their outstanding service.

Lessons Learned:
· Faculty generally do not like the term customer service and it is very hard to get them connect to a program of this type.
· A “Service Culture” requires constant nurturing and ownership across campus.  

· A campus-wide mandatory training is a great undertaking and resources need to be in place to support it.  Momentum has been hard to maintain.

· The Noel Levitz product does not work (in total) for all groups, and substituting other training material was needed. [image: image1.png]



