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Raise the level of service and
Filmed on college satisfaction on campus

and university
campuses.

Discover Connections,"
interactive, video-based program for

Connections features service quality service skill development

1ssues specific to higher
education, such as
registration and financial

aid.

In today’s competitive higher education environment,

colleges and universities need to be concerned with the

messages they send every day to their “customers” - their

current and prospective students. Poor service can lead to
poor student satisfaction. And when students are not
satisfied, they often go to a different institution, or worse,
drop out.

I'm seeing more

That's why hundreds of campuses throughout North

conversation America have turned to Connections. This program
provide the most comprehensive customer service
abOUt CUStomer training designed specifically for colleges and
o universities.
service as a
result Of the Train staff, supervisors, and

managers in quality service

training. People techniques

are talking about
how they can
make things
better in their

areas. 99

Dr. Gloria Raines.

Vice Cancel lor for Student Affairs
Louisiana State University
at Shreveport.

Connections is ideal for:

Administrative Staff from the registrar’s office,
financial aid office, admissions, and other highly visible
service areas such as campus Libranes.

Supervisors and managers including department and
division directors and their associates, as well as deans
and vice presidents.

Custodial, housing, and other staff such as public
safety officers who have daily contact with students.

Student employees who need training in service and
teamwork skills.



Stimulate learning with an
interactive approach

Connections is a combination of exercises, activities,
and videos to stimulate discussion and make the lessons in
Connections more meaningful.

Participants engage in a variety of activities, including:

Watching videos featuring real-life scenarios specific to
colleges and universities.

Participating in role-playing and group activities that energize
the training sessions; and

Open-ended question-and-answer sessions designed to get
participants talking - and thinking - about the techniques
of quality service.

Connections starter kits include Participant Books ad
comprehensive Leader’s Guides that help trainers organize
and conduct the sessions.

Promote
job satisfaction

Connections do more than just raise
the level of quality service to students. They
also help campus personnel work better at - and
feel better about - their jobs.

This program promotes:

Better communication between staff:
Teamwork:

Professional growth;
Positive attitudes; and

Problem-solving at the individual and institutional
level.

Connections

Main benefit and focus:
Promotes quality service
through individual
excellence.

The program emphasizes
individual change.

Ideal for:
Front-line staff
who interact with
students regularly.

‘ What we liked most was
building a sense of community
and a better sense of what other
departments do. This led to better
cooperation and understanding as
well as more focus on customer

service., ,

Kristin Loving.
Director of Human Resources.
Grinnell College (Iowa)

Primary skills
improved:
Personal skills,
attitudes, and
motivations.

Communication skills
addressed:

Using the power of positive
communication in every
interaction - 1n person, on
the phone, and in e-mail.

Offers strategies and
solutions for:
Handling angry

customers and dealing

with everyday, individual
challenges.

Develop individual skills and foster
teamwork.

Connections works well as an individual service training
program. Connections tends to focus on individual skills.

Request a free preview

See for yourself how Connections can raise the level of
service on your campus. Ask for a 14-day preview of these
programs. You'll receive excerpts from the videos and the
Leader’s Guide.

www.customer-service.com
Improving service can greatly improve student satisfaction -
a key factor in student persistence.






