BUT I DON’T HAVE A FISH TO THROW!

Bringing the Fish Market into Enrollment Services

Often at a meeting such as the May Division Meeting for Enrollment Services, staff is presented with wonderful ideas that it is not apparent how they apply to everyday life or work.  Below are some ways that the concepts illustrated in the Fish Video can be brought to our work in Enrollment Services.

Play
Making the work environment fun for the employee and the customer can be accomplished without sacrificing professionalism.  

· Make your office a place that you and others want to be.  Within the confines of your work space (and institutional furniture) how can you make your area comfortable for you and your customer?  To find the appropriate balance, make sure that the way you “decorate” your work area will not only make you comfortable but will make your customer comfortable as well.  Part of that comfort level will be creating a sense of competency.  For example, a messy work area may send the message to the customer that you are disorganized.  Ask yourself, “will this make my customer comfortable or will it make my customer question my competency or good taste?”  Pictures and plants can make your office a place people like to be – welcoming and relaxing.

· Having fun takes planning.  Talk in your work group about ways that you think you can make your area fun for the employees as well as the customer.  Something like celebrations may need to be done during times that the customer is not present.  Other things you may want to include the customer.  The best way to decide is to ask yourself again, “will that make my customer comfortable?”  Fun that is based on inside jokes or may not engender confidence from our customer – “if they are this silly, will they take my situation seriously” - may not be appropriate for times that we are open for service.  Other things may make our offices a place that the customer wants to come and might reduce stress for them.  Always discuss ideas with your supervisor.  Spontaneous actions may not always be prudent or turn out to be fun.

· Take your work seriously, not yourself.  Bring your sense of humor to work with you.  The work we do in Enrollment Services has a serious impact on our customers – students, families, faculty, and other staff.  It requires that we be thorough, accurate, and consistent.  It does not mean that we have to be humorless or astir.  A smile, showing interest beyond the specific business, and being able to lighten the moment, can make our customers want to associate with us and make us want to be at work.  Would it not be a great feeling to have everyone that interacts with Enrollment Services (ourselves included) to say they felt their interaction was professional and they enjoyed working with us.

Make Their Day
· It’s more than just filling their request.  At the very minimum, our customers should leave Enrollment Services with their needs met and their issue addressed.  But it should be more than the minimum.  Many of our interactions are with students and families (faculty and staff) who are stressed and concerned.  Being admitted to college, hoping you can pay the bill, actually handing over the money, and praying that you get that class you need to graduate – means our customers are anxious when they deal with us.  We should provide our services in a way that reduces their stress and has them leave (or hang up the telephone) having a better day than when they contacted us.

· Put yourself in their place.  Even though it is a question you are asked everyday, it is their first time.  People who can make each interaction new and fresh, have a real gift with people.  You many know that something is not a serious issue, but it is still serious to the customer.  Help them understand the situation but acknowledge that their feelings are real for them.  Assume the best not the worst.  Assume that the reason for their attitude or the late request is a valid reason, not that the person just wants to be difficult, rude or demanding.  Besides, being polite and cheerful really puts someone off balance who is being cranky.

· It’s the little things.  Doing a little something extra can make a big difference to someone.  Interrupting your work to take the few minutes it will take to help a colleague with a problem, could really improve their day.  Asking another staff member when they might have time to help you, shows respect for their time.  Following up for a student or helping them when it is “really is not your job” may mean they do not have to come back again.  

· Leave ‘em with a smile.  Ended every transaction with a smile on your face and a smile on their face.  Who knows it may be the real thing.

Be There
· There is a time for everything and everything in its time.  Living in the moment allows you to focus on what is in front of you.  As much as possible, leave things not related to work at home (and don’t take work home with you).  When you are with a customer or in a meeting, direct your attention to the issue at hand.  Do not think about what else you have to do or what you are not getting done.  Do not let things interrupt or distract you.

· This is their time, not your time.  The contact with the customer is about them – their issues, their questions.  They don’t want to hear how busy you are or that someone else has dropped the ball.  If you cannot help them while you have them on the phone or they are in your office, let them know when their issue will be addressed and when you will follow up with them (or if not you, who will follow up and when).

· Look, Listen and Hear.   Make sure you understand what the customer is telling you and what they need from you.  If you are meeting with the customer face to face, look at them.  Their body language will tell you much about what they are feeling.  Listen – their voice may give you a clue to what they are feeling.  Try to hear not only the words they are saying but the feelings they have.  Remember, even though you have heard the same story three times today, it is the first time they have told their story to you.  Make sure you hear the differences in their story.  It may appear on the surface to be the same but in reality it may be different.  Even if the answer is no, they want to feel you truly understood their situation and that your answer was not just a standard response.

Choose Your Attitude

· Are you just waiting to win the lottery?  For most people, they work in order to pay the bills.  But a job can be more than just a source of income until you win the lottery.  It can be a source of growth, it can be a source of accomplishment, it can be a source of recognition.  Why do you think that Bill Gates continues to work?  (We won’t talk about Mark Cuban).  Bill Gates loves the creative endeavor of designing software.  You say, “But, this is not my dream job.”  However, you can get some personal rewards from your work – no matter the job.  Look for the things that make you happy in your job.  Is it solving a problem, is it finishing a task, is it helping a customer?  Whatever it is, make sure that you recognize that in your job and that you strive to do it everyday.  Then the paycheck will be a bonus not the only reason you come to work.  

· Don’t let gravity dictate the expression on your face.  Your attitude, like a smile, takes a little bit of work.  You can choose to come to work cranky because you stayed up too late the night before or you can take responsibility with a smile on your face for not having gotten enough sleep (you know it’s not SMU’s fault the baby kept you up or you went out with friends).  Your co-workers and the customer would much rather hear how happy you are to have a baby or what fun you had with your friends instead of how mad you are that you are at work (you know it shows in your body language and your voice, even if you don’t actually say it).  

· Only YOU can make you happy.  “Okay, make my day!” – is not the responsibility of your boss, your co-workers or our customers.  You make of your day what you wish.  If you decide to have a good day, there is more of a chance you will.  Focus on what you do like, not on what you don’t – it takes the same amount of energy!

So, you see, it’s not about the fish!

