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Think about a situation in which you received excellent customer service.


What was it about that situation that made you feel good?

Think about a situation in which you received poor customer services.


What was it that made you dissatisfied with the services?

Be aware of your customer service experiences outside of your workplace.  Evaluate what about the service experience was good or bad for you and apply what you experience to your delivery of customer service at SMU.

Four Principles of Excellent Customer Services

1. Tattle on your co-workers

2. Give “mean” students what they REALLY want

3. Have a Big Head

4. Tell your boss what to do

TATTLE ON YOUR CO-WORKERS - Recognize acts of excellent customer service.

Often, staff in DES goes beyond their regular duties to assist students, families, and their co-workers.  Share those acts of excellent customer service instead of complaining about the times someone falls short.

To facilitate “Tattling on your Co-workers”, a Fish Bowl has been placed in the Leadership Suite to collect instances of excellent customer service.  There are blue card next to the Fish Bowl for you to share your observation of another staff member.  

Don’t make people “fish” for complements.

Put your observations in the Fish Bowl.

When you “turn in” another staff member, please be as specific as possible.  These should be a specific situation in which the staff member went beyond his/er normal responsibilities to provide excellent customer service.  General, comment – “he’s always so friendly and helpful” are not what we are looking for.  We hope everyone is always helpful and friendly.

Fish that recognize your excellent customer service will be shared with you, your supervisor, and the Executive Directors.  Periodically, prizes will be given!

GIVE “MEAN” STUDENTS WHAT THEY REALLY WANT – Excellent Customer Service

Even when a student (or any of our family members or co-workers) is upset and cranky, they want excellent customer service – whether they deserve it or not.  

How many times have you said after a bad experience with customer service, “I will never go there again?”  Our customers – students, families, or our co-workers, can go somewhere else as well.  Think of the cost in actual dollars if a student leaves SMU – our lost revenue could be anywhere from a few thousand dollars to $120,000.  

People also share their customer service experiences – good or bad.  Many students determine their feelings about SMU from their contact with Enrollment Services.  These feelings are shared with their family, their friends, and affect their support of the University after they leave.  

HAVE A BIG HEAD – Display your awards and recognitions

Your office gives those who visit it an impression of who you are.  Display your awards and recognitions you have received.  When you are finding information on your computer or when you have to leave someone in your office as you obtain whatever it is for you to provide them with excellent customer service, they will look at the items in your office and determine that you are an excellent staff member who will be able to assist them.

If you don’t have any awards or recognitions, make some up.  Tommy said he would be happy to help you “create” some awards.

TELL YOUR BOSS WHAT TO DO – share your ideas and suggestions

You are the expert in your area.  As you determine ways to do your job more effectively and to give excellent customer service, share those ideas with your boss.  Constantly be looking for innovation, ways for the staff in DES to best meet the needs of our customers.

Another tip from Tommy, send a postcard to people who come into your office.  That 34cent stamp may make all the difference in how someone feels about you, DES, and SMU.
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