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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:
	April 1, 2008

	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%
	
	53 %
	
	

	Employee Job Satisfaction


	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


(Add rows as needed)

Accomplishments

	Action
	Describe Current Quarter Accomplishments

	STUDENT SURVEY
	A survey was administered in November 2007. The data show no change since the original survey. The financial aid people expected a lower result in the fall than in the spring because there is more volume and more people do not receive the aid they expected in the fall. 

	STAFF TRAINING
	A presentation on Customer Service was made to faculty and staff as part of the PHI Kappa Phi seminar series on campus. The training video, “Creating a culture of service excellence” was presented to the Augusta State Champions group. It will be used for campus wide training. Augusta State has trained 4 green belts, 2 yellow belts and 1 white belt in lean six sigma.

	FINANCIAL AID WORK GROUP
	We restructured the financial aid work group on technology to be three people representing the project office, IT and Financial Aid to give them more focus.
The first lean six sigma project was started. The project will address the problem that it takes too much time from the application for financial to the final decision on awarding financial aid.

	ASSESSMENT 
	The following key items were identified and addressed.
1. The phone system was not operating properly. Our projects office worked with the system to identify why we were having problems and a work order has been issued to fix the phone system.

2. The layout of the office is not conducive to making people feel welcome or comfortable. A proposed layout has been prepared by our physical plant and is being reviewed by financial aid.

3. We restructured the organization into 3 groups, customer service, process, and technical. One new person was hired and two more are being recruited.

4. It was identified that the building is very warm when many students were in to discuss financial aid. Several air conditioners were replaced.

	GENERAL
	The Customer Service Ambassador group has been reformed and meets once per month to discuss customer service issues on campus. This group is looking into an awards program for outstanding customer service and a thank you system for quickly thanking a person who gives outstanding customer service.


(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

	Fill the two vacant positions in financial aid


	Replace any other problem air conditioners


	Make a decision on layout changes in the building


	Complete the define and measure phases of the lean six sigma project


	


(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.
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