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Customer 
Service

Why is it so important?
• Expectations Have 

Changed
• Pandemic Expectations

21% 21%
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Customer 
Service

Why is it so important?
• Expectations Have 

Changed
• Students are Shopping
• Retention
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Source: (Raisman, Why Students Leave College 2012 Study Results, 2012)



Customer 
Service

What does it 
mean?

What It DOESN’T 
Mean:
• The Customer is always right
• Cutting Corners



Customer 
Service

What does it 
mean?

• You can solve the 
customer’s problem and they 
can leave UNHAPPY.

• You can decide not to give 
the customer what they 
asked for and still have a 
HAPPY customer.



Customer 
Service

What does it 
mean?

• Responsiveness
• Clear Communication
• Conflict Management



Understand 
the Needs of 
your 
students

Identify Students
• Traditional
• Non-Traditional
• First Generation
• International
• Concurrent



Understand 
the Needs of 
your 
students

• Identify Students
• Identify Specific Needs

1. More Help with Processes
2. Visas
3. Schedules
4. Emotional Support



Understand 
the Needs of 
your 
students

• Identify Students
• Identify Specific Needs
• Consider Communication 

Preferences

Microsoft 2016 State of Customer Service Report



Understand 
the Needs of 
your 
students

• Identify Students
• Identify Specific Needs
• Consider Communication 

Preferences

of Gen Z said that “not 
being able to find the 
information I need 
online” would indicate a 
bad customer service 
experience.

30%



COMMUNICATION PREFERENCES

30%

20%

33%

19%

28%
25%

31%

42%

Knowledgebase Chatbot Live Chat Community
Forums

In-App
Messaging

SMS & Text Social Media Phone

2021 CHANNEL INCREASE
GEN Z



Improve 
Response 
Times

• Utilize Self-Help
• Response vs Resolution
• Set Expectations



Change Your 
Culture

• Best When It’s From the 
Top Down

• Build Your Team



Train Your 
Staff

• Train Your Staff to Be 
Empowered

• Don’t Hoard Information or 
Skills

• Goals and Celebrations



Measure 
Your Service

• Both Qualitative and 
Quantitative

• Benchmarks



Conclusion Q&A
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