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SFY09 CUSTOMER SERVICE IMPROVEMENT PLAN
SECTION I. EXECUTIVE SUMMARY

Institution Overview
	Institution Name:
	Augusta State University
	Date of Submission and/or Revision:
	July 11, 2008

	Institution Head:


	Dr. Bloodworth
	CS Champion:

(Contact)
	Walt Alexanderson

	Contact Phone:
	706 667 4153

	Contact e-mail:
	walexanderson@aug.edu


Our Commitment: To provide the best customer service of any state in the nation.

	Please Provide a Brief Statement for Each of the Following:

	Description of Institution:

Institution Mission:
	Augusta State University is a member of the University System of Georgia.  Augusta State is located in the historic Summerville Neighborhood of Augusta, Georgia. The ability to expand on the central campus is limited, but opportunity to expand exists about two miles to the west where our athletic complex is located.
Augusta State has an annual budget of about $45 million and an internal customer base of approximately 6,500 students and over 600 full time employees. Additionally, the University recognizes an external customer base that includes prospective students, their families, other individuals, other governmental agencies, and numerous regulatory and accrediting bodies.  As a public institution funded largely through he taxpayers of Georgia, we are accountable to all Georgians who, in effect, are our customers.

Augusta State University is committed to excellence in teaching, advancement of knowledge, and enrichment of the community in a climate that fosters humane values and life-long love of learning. With origins in the founding of the Academy of Richmond County in 1783 and the creation of a separate Junior College of Augusta in 1925, its mission is predicated on the cultural, social, and economic value of a strong liberal arts education. 

Augusta State University strives to be a national model of excellence for its quality of service to the second largest metropolitan area in Georgia.  With a broad array of undergraduate programs and a select offering of graduate programs below the doctoral level, it functions as a metropolitan, non-residential university for the area. 

Open to the voices of all its members, ASU serves a population diverse in race, background, age and preparation.  It provides access not only to those who are fully ready for college but also to the under prepared who show potential and to those seeking the kind of academic challenge normally associated with elite, private institutions.  Emphasizing student-faculty contact, the University fosters intellectual growth through learning assistance, honors courses, and student research.  It promotes electronic information technologies and links students with the world community of scholarship.

Augusta State University is acutely conscious of its responsibility to a community where its graduates become teachers and artists, professionals and civic leaders.  It seeks to serve:  enriching the area culturally, improving economic and social conditions, and promoting personal and professional development.  Devoted to constant improvement, ASU assesses its performance by evaluating its stewardship of resources, responsiveness to area needs, involvement with its community, the response of the public it serves, and, most importantly, the success of the students it educates.


	
	

	Institution Customer Service Vision:
	Augusta State University is committed to creating a culture of customer service excellence by looking through the lens of the customer, paying close attention to every detail and finding ways to wow our customers. Customer service decisions are based on data using the principles of lean six sigma.


	Institution Strategic Goals for SFY09 (Related to Customer Service)

	Increase enrollment. Increase retention. Increase upper level credit hours. Increase work study participation. Prepare students for post graduation employment through the student employment program.




	Overview of the SFY09 Customer Service Improvement Plan Highlight Areas for Improvement and Major Actions Planned

	On campus training in customer service
Improve the student employment program



Key Programs

	Key Program:


	Student Employment Project

	Area of Improvement:
	The use of work study student employees on the Augusta State University campus has been in decline.

This is important because the wages of work study students are 75 % paid by the Federal Government.

As the use of the Federal Funds decreases due to the declining use of these student employees, ASU loses revenue. The lost revenue will be difficult to get back.



	Primary Customers Impacted (include internal and/or external):
	Student Employees
Employers of student employees both on and off campus

	Number of customers (approximate) impacted by this program:
	400 students
50 employers of students

	Number of employees impacted by this program:


	400 students

50 employers of students


 (Copy and repeat table as needed)

SECTION II. SUMMARY OF 
KEY PROGRAMS, AREAS OF IMPROVEMENT & ACTIONS

	Key Program:


	Student Employment Project

	Area of Improvement:
	The use of work study student employees on the Augusta State University campus has been in decline.

This is important because the wages of work study students are 75 % paid by the Federal Government.

As the use of the Federal Funds decreases due to the declining use of these student employees, ASU loses revenue. The lost revenue will be difficult to get back.



	
	Which Customer Service goals are impacted? (Check all that apply)

	
	Faster

(Process)
	Friendlier

(People)
	Easier

(Access)

	Action:


	Conduct a survey to determine why work study is declining
	X
	X
	X

	Action:


	Analyze the results of the survey and develop a plan to improve
	X
	X
	X

	Action:


	Implement the plan
	X
	X
	X

	Action:


	Measure the results
	X
	X
	X


SECTION III. CUSTOMER SERVICE IMPROVEMENT PLAN DETAILS

	Key Program:


	Student Employment Project

	Area of Improvement:


	The use of work study student employees on the Augusta State University campus has been in decline.

This is important because the wages of work study students are 75 % paid by the Federal Government.

As the use of the Federal Funds decreases due to the declining use of these student employees, ASU loses revenue. The lost revenue will be difficult to get back.



	Action:


	

	Description: (What are you trying to accomplish, including goal / desired result?)
	Use 100 % of the available Federal Work Study Funds

	Ownership: Who is responsible for this Action? (Office, Department, or Role)
	Student Employment in the Career Center working with Human Resources

	Planned Start/End Date:
	July 1, 2008 / June 30, 2009

	Actual Start/End Date: 
	July 1, 2008

	Resources needed to complete project: (people, capital, etc…)
	1. Survey design by green belt lean six sigma graduate
2. Training program  - Career Center and Human Resources

	CS Attributes Impacted by this Action (Check all that apply):
	Helpful
	x

	
	Accessible
	x

	
	Responsive
	x

	
	Courteous
	x

	
	Knowledgeable
	x

	Measurements: What are you measuring and how are you measuring it (i.e. when, how often)?
	It is hypothesized that there is a perception on campus that work study student employees perform at a lower level than non work study student employees.



	Measurement Tools Used
	Georgia Service Quality Index
	

	
	Employee Job Satisfactions Survey
	

	
	Other: 
	

	
	Other: 
	

	Comments:


	


(Copy and repeat table as needed)

SECTION IV. QUARTERLY REPORT OF RESULTS

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

Results

	Action/Measurement
	Baseline
	Goal
	Results Q1
	Results

Q2
	Results

Q3
	Results

Q4

	Customer Satisfaction


	
	
	
	
	
	

	Employee Job Satisfaction


	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


(Add rows as needed)

Accomplishments

	Action
	Describe Current Quarter Accomplishments

	
	

	
	

	
	

	
	

	
	


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

	
	

	
	

	
	


(Add rows as needed)

Next Quarter Actions

	Next Quarter Actions

	

	

	

	

	


(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
	
	
	
	
	
	

	% 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

	
	Walt Alexanderson

	
	7/11/08
	

	
	Customer Service Champion
	
	Date
	

	
	
	
	
	

	
	Institution Head
	
	Date
	

	
	
	
	
	

	
	University System of Georgia Reviewer
	
	Date
	

	
	
	
	
	

	
	Governor’s Office of Customer Service 
	
	Date
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