




 Emergency Exits

 Restrooms

 Breaks

 Electronics

 Star Stickers – reward 

positive behaviors

 Participation – you’ll get 

more out of today

 PPT slides with 

workbook page # in 

bottom right

 Ah - Ha Page!  pg34





• Name

• Position

• Work location

• How many years working for MSU.    

• One word to describe customer service





A BOLD NEW GOAL:



What is MSU’s Mission Statement?



What is a land-grant university? 



What is this all about?





How can you 
HELP make MSU 
more affordable?






2013

Blues

223.128





















































































































Let’s Take A Break… 



What Are You PROUD of?

Andrea Aguilar
Paola Bacigalupo-Sanguesa
Leatta Byrd
Karen Carvell
Florencia Colella
Janean Danca



• https://urldefense.proofpoint.co
m/v2/url?u=https-
3A__www.forbes.com_sites_michael
horn_2018_12_13_will-2Dhalf-
2Dof-2Dall-2Dcolleges-2Dreally-
2Dclose-2Din-2Dthe-2Dnext-
2Ddecade_amp_&d=DwIGaQ&c=nE__W8d
FE-
shTxStwXtp0A&r=wJ8h9tBdqQdWLWoFo
iKW1w&m=UKpYsbOKfame7HSzzIuKImQG
VdYqMzVnIPmryUPKwSc&s=8DnfA27SeR
5MoylNUhy_cG6O13pDIGR2RaDfxTjbiT
U&e

https://urldefense.proofpoint.com/v2/url?u=https-3A__www.forbes.com_sites_michaelhorn_2018_12_13_will-2Dhalf-2Dof-2Dall-2Dcolleges-2Dreally-2Dclose-2Din-2Dthe-2Dnext-2Ddecade_amp_&d=DwIGaQ&c=nE__W8dFE-shTxStwXtp0A&r=wJ8h9tBdqQdWLWoFoiKW1w&m=UKpYsbOKfame7HSzzIuKImQGVdYqMzVnIPmryUPKwSc&s=8DnfA27SeR5MoylNUhy_cG6O13pDIGR2RaDfxTjbiTU&e




To inspire a high-performance service mindset in
all MSU team members to Deliver Outstanding
Spartan Experiences with PRIDE

in everything we do and to all we serve.

Pg. 4 



Pg. 5 



Pg. 6 



Think of a time when you received excellent 
customer service.

What made it outstanding?

How did it make you feel?

Pg. 7 



• Are customers limited to students or people 
who purchase goods from us?

• Could our own team members be customers?

• How do customers create results?

Pg. 7 



Pg. 7

WE

BELIEVE



Let’s Take A Break… 



What Are You PROUD of?

Jake DeDecker
Christi Demitz
Zelda Felix-Mottley
Melissa Franklin
Ashley Frye
Joshua Gunn



DELIVERING
OUTSTANDING 

SPARTAN EXPERIENCES
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CUSTOMERS Strategy Tactic

Pgs. 8 & 9 



When “Delivering Outstanding 
Spartan Experiences,” there must 
be a balance between each of the 

pillars.  

We become less effective without a 
balanced approach.

Pg. 9 



Help set organizational 
and team member 
guidelines for decision 
making

Identify priorities related 
to service delivery

Allow consistent 
measurement of service 
delivery

uccessful partans ontinually upport xcellence

Pg. 12 



LUNCH
Start back 
12:40pm



Do you have Spartan Spirit?



What Are You PROUD of?

Hailey Harman
Llyndon kelley
Sean Knurek
Ellen Koehler
Betty Jo Krosnicki
Sara Lewis



• Top Manager can only talk
to the Lead Worker.

• Lead Worker can only talk
to the General Workers.

• General Workers are the only 
ones allowed to do the actual 
building.



• What were the challenges experienced in 
this activity?

• How does this apply to work situations?

• How did your team get the job done?



Let’s Take A Break… 



What Are You PROUD of?

Sheri Montoye
Mary Morris-Donaldson
EvaRuth Napier-Beeker
Kathleen Noggle
Georgina Perry
Julie Pioch



The bottom line…

Employee beliefs have a direct impact on the results of

Pg. 14 

Employee 
Beliefs

Customer
Beliefs



http://www.youtube.com/watch?v=dAvCLXYuVyY




Pg. 15 



What are the top behaviors/actions 
you could demonstrate to enhance 

customer interactions?

Pg. 17 



Let’s Take A Break… 



What Are You PROUD of?

Suzanne Pish
Keri Rowley
Matt Shane
Yolanda Thrash
Linda Whitlock



Did we miss anyone?



What is a Touch Point? 

Pg. 18 

Any point of interaction 
a customer has with



1. Put me at         .        

2. Show me you         .       

3. Identify my             and exceed them.

Pg. 20 

ease

care

needs



Pg. 24 



Let’s Take A Break… 



What can happen when you 
interact with a customer?

How can we create 
a encounter?

Pg. 26 



• Complaints are opportunities to 
strengthen customer service & 
relationships.

• It may not be our fault, but it is our 
problem.

• Be timely to mitigate escalation.

Pg. 26 





Health Care Industry Starbucks

L
A
T
T
E

isten

cknowledge

ake action

hank the customer

xplain why the 
problem occurred



BREAK or
Last Chance for a Prize?



19,883

PG. 22
2:50PM

5,198





It takes a TOTAL team effort to deliver DOSE.

WE impact each other and MSU results Every Day.

Pg. 28 



Pg. 31 



Adam Lawver
lawverad@msu.edu

Kevin Wyatt
wyattk@msu.edu





http://sustainability.msu.edu/report/2014/#/

http://sustainability.msu.edu/report/2014/#/


• Energy Transition Plan sets goals for sustainable energy 
use

• Goal: 20 percent reduction in energy use intensity by the 
year 2020 for main campus.

More than halfway towards goal of (15% reduction)

Reduce GHGs 
30%

Campus 
renewable 
portfolio 15%

By 
2015 Reduce GHGs 

40%

Campus 
renewable 
portfolio 20%

By 
2020



• Stop burning 
coal by 2016

• Stop purchasing 
coal by end of 
2015
• New EPA 

emissions 
standards 

• Fourth boiler 
Natural Gas 

• Researching 
different 
technologies 
and solutions.

• 3 Goals
• Improves the 

Environment

• Makes resources 
available for 
investing in new 
technologies to 
research 
sustainability 
energy

• Demonstrate the 
universities 
leadership role in 
sustainable energy

http://energytransition.msu.edu/



• Energy Transition plan
• MSU will reach plant capacity for 

steam in 2018 and electricity in 
2039.

• RHS 
• Lighting and fixture inventories
• Remodels and renovations
• Monthly utility data reports to staff
• Retro-commissioning, treasure 

hunts 
• LEED buildings
• Programs and marketing 





Social
Responsibilit

y

Education

Environmenta
l

Economic



• Vision: Ensuring MSU’s long-term 
sustainability through innovative and 
balanced strategies that support:
• Stewardship
• Fiscal responsibility
• Partnership

• Mission: Dedication to promoting and 
advancing environmental stewardship 
throughout RHS and MSU by providing 
a high level of leadership to meet the 
environmental stewardship goals of 
MSU and RHS.

1. Energy conservation strategies
2. Water conservation strategies
3. Food waste strategies
4. Sustainable procurement strategies
5. Connecting sustainability, education and 

research
6. Materials diversion and reuse 
7. Social responsibility

Sustainability is a core value at MSU and 
RHS. RHS employees are expected to model 
behaviors that embrace sustainability and 
assist in education those who do not know 
what we do.



• This model allows for info to flow to the 
neighborhoods and campus partners

RHS Staff 
Students 
Campus community, guests and partners
Off campus community and conference outreach
EVERYONE is included

RHS Staff Students Campus 
Community

Off Campus 
Community 

and 
Conferences

EVERYONE
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