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SFY08 CUSTOMER SERVICE IMPROVEMENT PLAN
SECTION I. EXECUTIVE SUMMARY

Institution Overview
	Institution:
	Augusta State University
	Date of Submission and/or Revision:
	December 3, 2007

	President:


	Dr. William A. Bloodworth, Jr.
	CS Champion:

(Contact)
	Walt Alexanderson

	Contact Phone:
	706-667-4153
	Contact e-mail:
	walexanderson@aug.edu


	Institution Strategic Goals for SFY08 (Related to Customer Service)

	Augusta State University, having determined through a survey of our students on student-centered services, an opportunity to improve services in enrollment services, is committed to improving the delivery of Financial Aid services to our students. All resources available will be devoted to this strategic initiative. 



	Overview of the SFY08 Customer Service Improvement Plan Highlight Areas for Improvement and Major Actions Planned

	The Financial Aid office will provide systematic customer service training for the entire Financial Aid Staff.  A Financial Aid Work Group will review some new technology processes with plans toward evolving into the automation of several current manual processes.  The Financial Aid Office will conduct a Financial Aid business process improvement review in order to identify strengths and weaknesses.



Augusta State University - Customer Service Improvement Plan Revision: 12/03/2007
SECTION IV. QUARTERLY REPORT OF RESULTS

This section should be updated quarterly to reflect results, accomplishments and any challenges/changes to the plan.

Q1= Quarter 1, Q2=Quarter 2, Q3=Quarter 3 and Q4=Quarter 4

Results

	Action/Measurement
	Baseline
	Goal
	Results Q1
	Results

Q2
	Results

Q3
	Results

Q4

	Customer Satisfaction


	54%

	66%
	58% * (survey pending)
	 (survey pending)
	
	

	Employee Job Satisfaction


	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


(Add rows as needed)

Accomplishments

	Action
	Describe Current Quarter Accomplishments

	STUDENT SURVEY
	Mid-Semester student survey is being administered. We have all but one set of the surveys back, but the one set is holding up the data analysis.

	STAFF TRAINING
	Customer Service Skills training was conducted in June. Two people attended the Customer Service summit training in Atlanta. We are looking at scheduling the Art of Exceptional Customer Service on campus.

	FINANCIAL AID WORK GROUP
	Automation of processes through new technology

	ASSESSMENT 
	A consultant came to campus to help us with a Financial Aid Business Process Review. The results are being studied.

	GENERAL
	Augusta State had 22 nominations for the Customer Service Recognitions. We had one silver award winner and one honorable mention.


(Add rows as needed)
Challenges or Changes in Plan
	Changes to Actions in Plan
	Description of why this change is needed

	
	N/A

	
	

	
	


(Add rows as needed)

Next Quarter Actions

	Next Quarter Actions

	Work closely with the Financial Aid Director to insure that our improvement plans are being implemented.

	Complete the analysis of the survey conducted by Dr. Ralph Walker, Director of Augusta State University’s Research Center to measure progress from the base line.

	Conduct on campus Customer Service Training for particularly Financial Aid staff and also for a broader campus group.


	

	


(Add rows as needed)

Call Center Performance

	Key Performance Indicator
	Baseline
	Goal
	Results Q1
	Results

Q2
	Results

Q3
	Results

Q4

	Calls Answered By A Person
	N/A
	
	
	
	
	

	% Not Answered


	
	
	
	
	
	

	Average Speed To Answer


	
	
	
	
	
	


(For use by agencies with call centers – use numbers from Call Center Report)
SECTION V. ADDENDUM 
(Optional)
Attach or paste any documentation, additional information or addenda here.
Review and Approval

	
	Walter H. Alexanderson

	
	12/3/07
	

	
	Customer Service Champion
	
	Date
	

	
	Dr. William A. Bloodworth, Jr.
	
	12/3/07
	

	
	President / Agency Head
	
	Date
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