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Housekeeping

v Emergency Exits v' Participation - youw’ll get

v Restrooms more out of today

v' Breaks v' PPT slides with

v Electronics workbook page # in
bottom right

v" Star Stickers — reward

positive behaviors v Ah - Ha Pagel pg34






Meet and Greet

Success
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e Work location

* How many years working for MSU.

e One word to describe customer service




Why are we

here today?

I'VE LEARNED THAT
PEOPLE WILL FORGET WHAT
YOU SAID, PEOPLE WILL
FORGET WHAT YOU DID
BUT PEOPLE WILL NEVER
FORGET HOW YOU MADE
THEM FEEL.

MAYA ANGELOU
KUSHANDWIZDOM




A BOLD NEW GOAL:

By 2020, MSU will be the national model of a
high-performing public research university,
providing high-impact, high-value results,
experiences, and services in every area of our
misslion.




What is MSU’s Mission Statement?




What is a land-grant university?
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ABOLD NEW |VIPERAT [V

Advance Our Culture of High Performance

We are compelled to elevate the guality and effectiveness of every product,
service, and process to realize our highest aspirations and the expectations of our
partners. It is a call to action for all associated with Michigan State University.

To achieve this requires from each of us performance with purpose:




MICHIGAN RANKS LAST IN THE NATION
FOR INVESTMENT IN HIGHER EDUCATION
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= !  HELP make MSU

-19.7%

STUDENTS AND FAMILIES PAY MORE more affordable?
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EMBRACING A CULTURE OF SERVICE

MICHIGAN STATE
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MU hakers 517-353-9310
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UNITED STATES
>ONSTAL SERVICE
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Let’s Take A Break...

THE SPARTAN
EXPERIENCE




What Are You PROUD of?

ﬁ MICHIGAN STATE UNIVERSITY

MSU Extension

About Events Counties Staff Directory Ask An Expert

Michigan State University Extension helps people improve
their livées by bringing the'vast knowledgeresources of MSU
directly t6 individuals, communities and businesses.

Andrea  Aguilar

Paola Bacigalupo-Sanguesa
| eatta Byrd

Karen Carvell

Florencia Colella

Janean Danca




e https://urldefense.proofpoint.co
m/ve/url?u=https-
3JA www.forbes.com sites michael
horn 2018 12 13 will-2Dhalf-
cDof-2Dall-2Dcolleges-cDreally-
cDclose-2Din-2Dthe-2Dnext-
cDdecade amp 8&d=DwlIGark&c=nE Wad
FE-
shTxStwXtpOA&r=wd&h9tBdglduWLlWoFo

1IKWlw&m=UKpYsbOKfame?HSzzTuKImAG
VdYaMzVnIPmryUPKwSc&s=8DnfAZ2/SeR

SMoylNUhy cGLOL3pDIGRERaADfxT jbiT
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What is our goal?

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.

Mission = DOSE:
Delivering Outstanding Spartan Experiences




Elements of Success

PRIDE
and
Personal
Accountability
Collaboration Who is our
and Service Customer?

Service
Recovery
Plan

THE SPARTAN

EXPERIENCE

Building
Relationships

Customer Customer

Pillars of
Success

MSU
Quality
Standards

Interaction Relationship

Guideilnes Life Cycle
Customer

Journey




Spartans Will.




Positive Customer Experiences

Think of a time when you received excellent
customer service.

® What made it outstanding?

@ How did it make you feel?

_ Pg. 7




Who are your customers?

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

e Could our own team members be customers?

e How do customers create results?




The Spartan Experience is not what

say it is;
It’s what our customers 1t is.
CUSTOMER ACTIONS MSU RESULTS

_ Pg. 7




Let’s Take A Break...
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What Are You PROUD of?

FE\ MICHIGAN STATE UNIVERSITY

MSU Extension

About Events Counties Staff Directory Ask An Expert

Michigan State University Extension helps people improve
their livées by bringing the'vast knowledgeresources of MSU
directly t6 individuals, communities and businesses.

IELG DeDecker
Christi Demitz

Zelda Felix-Mottley
Melissa Franklin
Ashley Frye

Joshua Gunn



Pillars of Success

OUTSTANDING
SPARTAN EXPERIENCES

WHY??
HOW??
WHO??
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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.



Quality Standards Serve
Three Purposes:

#1 Help set organizational
and team member
guidelines for decision
making
#2 Identify priorities related
to service delivery
#3 Allow consistent

measurement of service

delivery

Successful Spartans Continually Support Excellence




THE SPARTAN
EXPERIENCE

EEEEEEEEEEEEEEEEEEEEEEEEEE

LUNCH
Start back
12:40pm




Do you have Spartan Spirit?
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What Are You PROUD of?

ﬁ\ MICHIGAN STATE UNIVERSITY

MSU Extension

About Events Counties Staff Directory Ask An Expert

‘Michigan State University Extension héelps peqple improve
their livées by bringing the'vast knowledgeresources of MSU
directly.t6 individuals, communities and businesses.

ENEY, Harman
Llyndon kelley

Sean Knurek
Ellen Koehler

Betty Jo Krosnicki

ara Lewis




Ok... now we can have fun!

* 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.




Debriet

* 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...
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What Are You PROUD of?

ﬁ\ MICHIGAN STATE UNIVERSITY

MSU Extension

About Events Counties Staff Directory Ask An Expert

‘Michigan State University Extension héelps peqple improve
their livées by bringing the'vast knowledgeresources of MSU
directly.t6 individuals, communities and businesses.

Sheri Montoye

\YFTaY Morris-Donaldson
EvaRuth Napier-Beeker
Kathleen Noggle

Georgina  Perry




Everyone is a Champion

Every
Interaction
Employee Employee Customer Customer
Beliefs ’. A,:tinns ’ cmﬂ;ﬁ b. Behefs Attlﬂns
M5U

L Bookends: Michigan State University \_/A

employee beliefs and our results

The bottom line...

Employee beliets have a direct impact on the results of

MICHIGAN STATE

UNIVERSITY

Pg. 14






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




PERCEPTIONS

BEHAVIOR/ACTIONS BEHAVIOR/ACTIONS

IEMPLOYEE CUSTOMER




Brainstorm

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

 DOSE
ol

o
@ SOLVE **
o OWN 2 *




Let’s Take A Break...
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What Are You PROUD of?

FE\ MICHIGAN STATE UNIVERSITY

MSU Extension

About Events Counties Staff Directory Ask An Expert

Michigan State University Extension helps people improve
their livées by bringing the'vast knowledgeresources of MSU
directly t6 individuals, communities and businesses.

Suzanne Pish

Keri Rowley
Matt Shane
Yolanda Thrash
Linda Whitlock



Did we miss anyone?




Our Customer Touch Points

What is a Touch Point?

Any point of interaction
a customer has with

MICHIGAN STATE
UNIVERSITY




What the Customer REALLY Wants?

1. Put me atease.
2. Show me youcare.

3. Identity my needs and exceed them.

Pg. 20



The ABC’s of Customer Interaction




Let’s Take A Break...

THE SPARTAN
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Building Customer Relationships

What can happen when you
interact with a customer?

Creates customer lovalty ;
Your relationship gets better -
Customer
Interaction Q Your relationship stays the same
Your relationship gets worse

Adspted from Yastrow and Company

How can we create
a relationship-building encounter?

_ Pg. 26




When things go wrong...

» Complaints are opportunities to
strengthen customer service &
relationships.

[t may not be our fault, but it is our
problem.

* Be timely to mitigate escalation.

Pg. 26



[ EAP into Action

Listen
Empathize
Apologize

Provide Solutions




Customer Interaction Protocols

Health Care Industry

A Acknowledge
Introduce
Duration

Explain

T Thanks

Benefit: Increase safety and Patient loyalty
Key message to patient: “You are important.”

Benefit: Decrease anxiety
Key message to patient:"You are in
good hands."

Benefit: Increase compliance
Key message to patient: | anticipate
your concerns.”

Benefit: Increase quality of experience
Key message to patient:"| want you to be
informed and comfortable.”

Benefit: Increase patient loyalty
Key message to patient: | appreciate the
opportunity to care for you."

Starbucks

[ isten
A cknowledge

T ake action
T hank the customer

£ xplain why the

problem occurred
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BREAK or
Last Chance for a Prize?




SUSTAINABILITY2013/2014

75,000 LBS LESS WASTE IN 2013/2014 THAT’S A 10% DECREASE IN WASTE

235,936 Lss

OF MATERIALS RECYCLED DURING

FALL MOVE-IN

| THars o
29 MOVING

'jTRUCKs_

RHS KICKOFF
MATERIALS

RECYCLED

“,600 LBS

OF GLASS RECYCLED

85, 000 LBS

QF FOOD DONATED

f' — ENOUGH TO COVER e
| 10BASKETBALL COURTS
C_. ' 3

y . Ce—
f =S \
/10,500 Les

OF E-WASTE
RECYCLED

Did vou Know?
It takes a tremendous amount of resources to run a major university!
Guess the number for each of the following items.

L. Meals served per day fromall residence halls i
Equivalent to servingall residents in Traverse City (approx 14,700 pop) !
for unch and dinner :

2, Acres of land in Michigan used foragricul ture, animal and forestry research
3. Buildings on campus !
4. Books inM5U library

5 Parking spaces on campus :
6.  Awverage mumber ofhot dogs sold atahome foothall me
Averaze number of hot doss sold during the Men's basketball season
7. Recycling processed from Residential Housing Services buildings :
(academic buildings not included) 1
Equivalent of 5 Statute of Liberty’s [approx 450,000 Tks) :
8  Awerage mumber of cups of coffee sold daily at Sparty's
9. Howmany electronic devices such ascomputers, mobile phones, @blets,

SEIVers, etr. use the MSU network on any given day?

10 Amount of food waste collected and divertedfrom a landfill st year
Equivalent to 282 Spartan Statues [putdoorbronze me weishs 30001ks)

1L Yearthe M5T fight song was written [by a Spartan Cheerleader]

12, Approximate mmnber of persommel transactions per year (includes postings,
leaves, record changes, applications, pay rate changes, etr.)

13, 5lices of bread served per year
Including all bread: buns, bagels, mlls, subs, ete,

14, Acres oncampus including those in development

15 How many freshman applicationsreceived per year [2013) 7 How many
countries were represented (including U5) in those applications?

Additional Facts: Reshalls: 2.41 tonsof peanut butter; 240 tonsof cheese

+
1
'

-v-\w

103, 823 Parking violationsizssued; 88,752 paid; 7 K-8 dogs used on campuswhich handled 252 calls;

8,606 bicycle permits; Recycling increase of 30,000 Ibsin the last year [RHE buildings)



Flip to page 27




Collaboration & Service Review

It takes a TOTAL team effort to deliver DOSE.

WE impact each other and MSU results Every Day.

MICHIGAN STATE
UNIVERSITY
| ) SPARTANS WILL.|

_ Pg. 28




Review & Retlection

w!l VZW Wi-Fi = 7:07 PM 74% )
a facebook.com

P R I D E = Personal Responsibility In Delivering Excellence i) Like () Sommment f Shars

a 6 hrs l

 DOSE Still don't know who wrote this, but I've kept it all these
years because the words were so thoughtful and they
made me day@ #thankyou #kindnessalwayswins

2 T
.~ SOLVE **
o OWN » -

Cbod yls [eason S Mors QU whga NVA® ovoundt | 4wl W "\;m

mmg, Ot gW, ad e W enthusiosn §or
WG Yw Yove on uxuc&do\\e Spm% and Yhe

foe . Ie t day :) oy \ﬂ:lj 1 aspre Wl e agond g

6 Comments 1

» Comnl?eg' 31




Thank You for
being part of

S\\'IF
r! i

THE SPARTAN
EXPERIENCE

Adam Lawver
lawverad@msu.edu

Kevin Wyatt
wyattk@msu.edu
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RHS
Sustainability

A" | RESIDENTIAL AND
‘\ HOSPITALITY SERVICES




MSU Sustainability
Report Card

18%

Total reduction in greenhouse
gas emissions since 2009-10

(o)
V‘Y 8%
AWA, Campus renewable energy
Y portfolio since 2009-10

O57%

Waste Diverted in 2013-14

28%

Coal
(165% since 2009-10) 71%
Natural Gas
1%
Biofuel

Fuel Distribution at T.B. Simon Power Plant, 2013-14

RESIDENTIAL AND
HOSPITALITY SERVICES
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http://sustainability.msu.edu/report/2014/#/

MSU Goals - Energy
Transition Plan

 Energy Transition Plan sets goals for sustainable energy

use
By
Reduce GHGs 2020 Reduce GHGs

30% 40%

Campus Campus
renewable renewable
portfolio 15% ) portfolio 20%

« Goal: 208ercent reduction ..~ _. gy use intensit v the
year 2020 for main campus.

® More than halfway towards goal of (15% reduction)

RESIDENTIAL AND
HOSPITALITY SERVICES
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MSU to Stop Burning

Coal

e Stop burning
coal by 201k

e Stop purchasing
coal by end of

2015

. New EPA
emissions
standards

. Fourth boiler
Natural Gas

e Researching
different
technologies
and solutions-.

e 3 (Goals

Improves the
Environment

Makes resources
avallable for
investing 1in new
technologies to
research
sustainability
energy

Demonstrate the
universities
leadershi

sustainaF Yt

http://energytransition.msu.edu/



RHS Strategic Plan

« Energy Transition plan

. MSU will reach plant capacity for
%egaén in 2018 and electricity in

Y SERVICES
STRATECIC PLAN UPDATE
« RHS

Cukivating a New Spartan Experience for All
2013-2023

Lighting and fixture inventories
Remodels and renovations
Monthly utility data reports to staff

Retro-commissioning, treasure
hunts

LEED buildings
. Programs and marketing

£ | RESIDENTIAL AND
Q HOSPITALITY SERVICES



ﬁ CULBMARY SERVICES

RESIDEMTIAL DIMIKEG,
STARBLICES, UMICH PIZZERIA,
SERAAMC'S, LIMICH CEL
SPARTY'S, UMOCH FOOD

= R

H5L BAKERS, PRCH LlﬂEHEHT
SERYICES, SUSTANAELE
O PRACTICES, CONTRACT
HAMAGEHENT, CLLINARY
RESEARCH KITCHEM,

EFAF.T#H LIKEN 5E1F¢'| 'KCES

SIZMATURE CATERING,
COMFEREMCE SERY
K

ENTER, EROOE LODGE,
COMILES HOLISE, HSU TENHE

KER:

. D HATION
STATE CONFEREMCE

HAMAGEHENT, SPARTAN
SPRIT SHOP, ALLEMI
HEMZRIAL CHAPEL

MICHIGAN S5TATE

U | YERSITY

¥ICE PRESICENT FOR AUXILIARY ENTERPRISES,
CHEF FINANCIAL OFFECER, CHEF OF STAFF,
COMELMICATICNS, ASSESSMENT,
HLMAN RESCURCES STRATEGIK IMTATIWES

e RESIDENMTIAL AND
& HOSPITALITY SERVICES

CHREAT SERYICES,
BILSIHESS 5LPPCOT,
HARDAWARE SUPPORAT,

IT TRAIMING, TIHE K
SUPPORAT, PROJECT
HAHAGEHENT, TRANSACTION
SERYICES AMD DEVIKCES,
INFRASTRUCTURE SLIPROAT,
E‘“". ADOHIN FATEﬂ

TA S
POINT CF EALE.
IDENTITY HAHMAGEHENT,
SLRVEILLANCE,
WARE SLPPORT

FCHDENTE ECUCATION
Ll -H'n'."ﬂl'ﬂll lEl'ﬂEﬂ-

%

PESDEMCE HALLS AMD
APAATHEMW E-M STAFF,
HCAUSHG ASSIGHMENTS,
SERYICE CENTERS, CAMPLE

CLIRCES REFERRAL,
PESIDEMCE EDLCATION,
TUDENT DEWELOPHENT,

CEYELCPHENT,

PES E
AMD SAFETY &HD 5El'|JI:!T ¥
CIADMATICH, UNM'YERSITY

EGLILATIZNS

ANC: HAINTEMANCE
SERVIKCES, THE ML LMION

PROJECT HAMAGEHENT,
RHS HEALTH
AMD ZAFETY,

BHS SLUSTAINABLITY

.\‘“‘r
G

RESIDENTIAL AND

HOSPITALITY SERVICES



RHS: Sustainability
Model N\

Environmenta

Social
Responsibilit

y

Education

Economic

£~ | RESIDENTIAL AND
Q HOSPITALITY SERVICES



RHS Sustainability -
Mission & Vision &
Goals

. 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

T Sustainability is a core value at MSU and
throughout RFS and MSU by providing RHS. RHS e¥np|o ees are expected to model

Energy conservation strategies
Water conservation strategies

Food waste strategies

Sustainable procurement strategies

Connecting sustainability, education and
research

Materials diversion and reuse
Social responsibility

IR G e

a high level of leadership to meet the behaviors that embrace sustainability and
environmental stewardship goals of assist in education those who do not know
MSU and RHS. what we do.

£~ | RESIDENTIAL AND
Q HOSPITALITY SERVICES



Who 1s Included?

e This model allows for info to flow to the
nelghborhoods and campus partners

()

()

()

()

r"

RHS Staff
Students
Campus community, guests and partners

Off campus community and conference outreach
EVERYONE is included

r ] P
. |
|
|
f"#
)
-_\__.\.
.

RESIDENTIAL AND
HOSPITALITY SERVICES
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