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Melanie Jacobs and Shayne Sims

Facilitators

University of Wisconsin-
Madison

Central Office, Preaward

1 billion in sponsored
research awards FY 2011

Central Office has 14
preaward, 8 contract,
and 36 postaward
employees

Texas Tech University
Central Office -
Preaward

63 million in sponsored
research awards FY 2011

Central Office has 5
preaward, 2 contract, 4
post award employees



4/12/2012

Customer Service In Research Administration

Define Customer Service

Identify our Customers in Research
Administration

Discuss Moving from Good to Great
Identify Key Customer Service Skills

Discuss Strategies for working with our
Customers

Moments of Truth: Cycle of Service

1. Was it easy to set up

8. Were attendees the appointment?

friendly upon departure?

7. Did the meeting last 2..Was the receptionist
a reasonable time for friendly & helpful?
the content?

3. Was the office easy

6. Did the meeting - e B
o locate?

accomplish the
objectives?

5. Did the meeting 4. Was the reception
start on time? area neat and clean?

Texas Tech University - Service Plus Training
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What is Customer Service

Customer service is not a single department within an
organization, it is everyone’s job.

“Customers don’t
expect you to be
perfect.

Theﬁ do expect you to
fix things when they go
wrong.
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Customer Service:

Just do what they want,
when they want it,
how they want it.

How do we determine the Value of
Great Customer Service?
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Cost of Poor Customer Service in
Research Administration

Top Ten Research Administration
Service Errors
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How are we different?

Identifying our Customers in
Research Administration

External Vs. Internal
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Our “Customers”




What next -
Moving from Good to Great

Determine the realities of your office:
Procedures,
People,
Resources

Develop a Mission Statement

Make a plan and move forward

Customer Service
In Research Administration

{ ' Facilitation

Our

Customers

{ " Regulation

)

)
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Customer Service

The Best Customer Service Offices
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Procedures that work

People who Care

Apathetic? - Aloof? ’ ‘ Abrasive?

Concerned? - Friendly? | | Tactful?
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“The Quality of our Work depends on
the Quality of Our People”

-unknown

How to get people to care?
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Mission Statements

Customer Service Expectations

Do Less I ' Just Do

* When we do
less than our
customers
expect - we get
unsatisfied
customers

* When we do

exactly as our
customers
expect-we get
satisfied
customers

I l Do More

* When we do

more than our
customers
expect -we get
ecstatic
customers
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“ Here is a simple but powerful rule -
always give people more than what

they expect to get.”

-Nelson Boswell

Customer Service Initiative

Customer Service
Initiative Model
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Expand our definition of quality include what our customers want
and need

Texas Tech University - Service Plus Training

Resources = people, training, equipment, money, time, assets
available

Texas Tech University - Service Plus Training
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A timeline is a linear tool to help track progress, plot milestones and
deadlines

Texas Tech University - Service Plus Training

We need a way to measure the customer service we provide. This will
allow you to look at continuous improvement

Texas Tech University - Service Plus Training
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Texas Tech University - Service Plus Training

Identify Key
Customer Service Skills

Non-Verbal
Verbal
Electronic
Do’s and Don’ts
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Customer Service Skills

Listening
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Active Listening

Source Merriam Webster Dictionary
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Empathetic Statements

“ People don't care how much you
know, until they know how

much you care”

- John C. Maxwell

4/12/2012
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Following Up and Being Available

What is the appropriate time frame for following up?

To a phone message?
To an email?
With an answer to a question?

Email Etiquette

4/12/2012

20



4/12/2012

“Our life is frittered away by
detail. Simplify, Simplify!”

-Henry David Thoreau

email is not confidential
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Email Etiquette

“When you change the way you look
at things, the things you look at
change.”

-Wayne W. Dyer

22



4/12/2012

Phrases

23



4/12/2012

Take Care of Yourself

THERE ARE OVER
TBILLION PEOPLE ON EARTH
XA 3t

A it
ST
251 r;,

] _
AND YOU'RE GOING TO LET
1PERSON RUIN YOUR DAY?

DON'T.

Discuss Strategies for Working
with our Customers

Round Table Discussion
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Discussion and Questions

Melanie Jacobs
Senior Grant and Contract Specialist, RSP Office
UW-Madison

Shayne Sims
Lead Analyst, Office of Research Services
Texas Tech

Thank you

“To my customer, | may not have the answer,
but I'll find it. I may not have the time,

but I'll make it.”

-unknown
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