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AUGUSTA STATE UNIVERSITY
Customer Service Plan Report
Reporting Period:  July 1, 2007  –  September 30, 2007
	President:  Dr. William Bloodworth
	

	Champion:  Professor Joseph D. Greene
	Champion Contact Number: 706-737-1560

	Champion E-mail:  Jgreene@aug.edu
	


Our Commitment:  To Provide the Best Customer Service of any State in America
	Instructions:

The Institution Customer Service Plan for fiscal year 2007 focuses on the three key areas that drive customer service:  Processes (faster), People (friendlier) and Technology (easier access) and supports the State goal of customer service that is faster, friendlier, easier.

This customer service plan report template has four major sections, people, processes, technology and customers.  Each section should be completed to briefly record accomplishments towards action items outlined by category in the agency’s corresponding Customer Service Plan. 

For Plan reporting sections, record action steps that have been taken for the reporting period and corresponding timetables met or requiring updates.


	Targeted Area(s) for Improvement addressed in this Customer Service Plan report – should correspond to programs identified in the Institution’s Customer Service Improvement Plan

	1.  Enrollment Services: Improve Student Retention
2.  Specific focus:  Improve the level of student satisfaction in the Financial Aid office



Program Addressed:  
	CUSTOMERS

	CUSTOMER SERVICE PERFORMANCE MEASURES:
Record institution performance data where appropriate for the reporting period or annual customer satisfaction survey scores that demonstrate progress towards providing services that are faster, friendlier, and easier for customers to access. 
NOTE:  The University System Office acknowledges that the majority of the institutions currently do not have baseline data.  If no baseline is available, please identify a date when the baseline data and subsequent actual performance data will be available. The University System  Office will work with institutions to define baseline data if needed.


	FRIENDLIER: ANNUAL CUSTOMER SATISFACTION SURVEY
Date of Survey:

	
	Baseline
	Goal
	Actual Performance

	Courteous
	56% (Satisfied)
	66% (Satisfied)
	58% ( Survey
results) (Estimate)

	Helpful
	55% (Satisfied)
	65% (Satisfied)
	57% (Survey results) (Estimate)

	Accessible
	59% (Satisfied)
	69% (Satisfied)
	61% Survey results (Estimate)

	Responsive
	50% (Satisfied)
	60% (Satisfied)
	52% (Survey results) (Estimate)

	Knowledgeable
	55% (Satisfied)
	65% (Satisfied)
	57% (Survey results) (Estimate)

	Overall
	54% (Satisfied)
	64% (Satisfied)
	56% (Survey results) (Estimate)


● State the method used for collecting customer feedback (statewide customer satisfaction
   survey, NSSE or SSSE survey, Institution collected data, etc.)
	FASTER: TOTAL CYCLE TIME TO DELIVER SERVICE  - Example: Number of days to approve financial assistance requests and issue funds 

	Baseline
	Goal
	Actual Performance

	55%
	Departmental plans to reach an overall level of 65% satisfaction within 24 months
	57% (Survey Results)

	
	
	

	
	
	

	
	
	


Complete for campuses with call centers (These are the same metrics provided to the Call Center Solutions Group of OCS.).  Provide performance data below for customer services delivered through a call center.
	EASIER ACCESS: CALL CENTER PERFORMANCE 

	
	Baseline
	Goal
	Actual Performance

	Call Volume
	N/A
	N/A
	N/A

	Calls-by Machine
	
	
	

	Calls-by Person
	
	
	

	Call Handling
	N/A
	N/A
	N/A

	Calls Abandoned
	
	
	

	Avg. speed to answer
	
	
	

	Other
	N/A
	N/A
	N/A

	Agent occupancy      (% available)
	
	
	

	Avg. talk time
	
	
	

	After call work time
	
	
	


	Accomplishments:
Briefly summarize in bullet points accomplishments for the reporting period.  Reference specific action categories the accomplishments correspond to in the Institutions’ Customer Service Plan.  Group information entered by targeted improvement area number (1,2,3) ass noted on page one.  Identify your next quarter action priorities.

	
FASTER
· Established a Financial Aid Work Group to review all technology challenges in the delivery of financial aid.

· Conducted a Financial Aid Business Process improvement review.
· Established a Verification Team to process the mandatory verification requirements.
FRIENDLIER

· Providing  systematic Customer Service Training for the entire Financial Aid Staff.

· Reinforcing Customer satisfaction culture.
EASIER

*  Transitioning  many of the Manual processes to new technology.

 




	

	

	

	

	


	Challenges

Briefly summarize in bullet points challenges for the reporting period.  Reference specific action categories the challenges correspond to in the Institution’s Customer Service Plan. Group information entered by targeted improvement area number (1, 2, 3) as 



	· Monitor our progress through student surveys conducted each Semester 
· Building team spirit in improving Customer Service in all areas.



	

	

	Challenges for next quarter
· Work closely with the Financial Aid Director to insure that our improvement plans are fully implemented.

· Conduct a student survey in order to validate our progress. Survey to be completed by mid-semester by Dr. Ralph Walker, Director of  Augusta State University’s Research Center



     Reviewed and Submitted:  September 30, 2007

                                     By

   Joseph D. Greene, Customer Service Champion
PAGE  
4

