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Best Practices in Best Practices in 
Understanding Needs and Understanding Needs and 
Meeting ExpectationsMeeting Expectations
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A psychological condition in which a A psychological condition in which a 
person has learned to believe that he or person has learned to believe that he or 
she is helpless in a particular situation.she is helpless in a particular situation.
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Minimize learned helplessness by:Minimize learned helplessness by:

�� identifying and addressing their identifying and addressing their 
personal concerns and obstacles personal concerns and obstacles 

�� helping students help themselves to helping students help themselves to 
overcome those barriers overcome those barriers 
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�� KNOWLEDGEKNOWLEDGE

�� MOTIVATIONMOTIVATION

�� PERFORMANCEPERFORMANCE
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�� Mission Statement Mission Statement 

�� Services being providedServices being provided

�� Department historyDepartment history

�� Colleagues and functionsColleagues and functions

�� Setting goals and expectationsSetting goals and expectations
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–– Administrative Assistants Administrative Assistants 

–– Student AssistantsStudent Assistants

–– CoordinatorsCoordinators

–– InstructorsInstructors

–– Managers and DirectorsManagers and Directors

–– Deans and ProvostsDeans and Provosts

–– Presidents and VPsPresidents and VPs
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Downsizing of companies
Ubiquity of computer technology

Globalization of the economy
Desire for more white-collar jobs

Socioeconomic programs

More women, minorities, & foreigners in the workfor ce
Growth of e-commerce

Growth of small businesses
educated customers expect quality service
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Motivations Motivations 

vs. vs. 

DeterrentsDeterrents

���������	�
���
������������������������	������������	�
���
������������������������	���
�� ���
��������	��������
��	��������

���������
��������	��������
��	��������

������

��
���
��
���



	��
���	��
	��
���	��
%%&���������������
�����&���������������
�����

��
�����������

���
�����������

� '('(

�� Job training and/or promotion Job training and/or promotion 
�� Potential salary increase Potential salary increase 
�� Change careersChange careers
�� Networking opportunitiesNetworking opportunities
�� Personal enrichmentPersonal enrichment
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�� ““ I canI can ’’ t continue my education t continue my education 
because because …”…”

�� ““ I will continue my education or get I will continue my education or get 
my certificate, doctorate, mastermy certificate, doctorate, master ’’s, s, 
bachelorbachelor ’’s when or ifs when or if …”…”
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�� Family obligationsFamily obligations
�� Personal financesPersonal finances
�� Work schedule conflictsWork schedule conflicts
�� Lack of academic preparationLack of academic preparation
�� Cultural, language, and gender Cultural, language, and gender 
�� Psychological or healthPsychological or health--related issuesrelated issues
�� Negative selfNegative self--perceptions and attitudes/ perceptions and attitudes/ 

selfself--doubtdoubt
�� Time and distanceTime and distance
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�� FaceFace--toto --face (F2F)face (F2F)

�� TelephoneTelephone

�� LettersLetters

�� EE--mails mails 

�� OnlineOnline

�� Indirect Indirect (referrals or recommendations)(referrals or recommendations)
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�� Eye Contact Eye Contact 

�� Facial ExpressionsFacial Expressions

�� VocalicsVocalics -- Intonation/InflectionIntonation/Inflection

�� Physical Appearance/Body LanguagePhysical Appearance/Body Language

�� AttitudeAttitude

65% to 70% of communication is NV65% to 70% of communication is NV
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Using Verbal CommunicationUsing Verbal Communication
�� They are not alone in thisThey are not alone in this……
�� Use positive & empowering words or Use positive & empowering words or 

examplesexamples
�� Making student/customer feel special Making student/customer feel special 

and respectedand respected
�� ““ I donI don ’’ t knowt know ”” should never be a should never be a 

answeranswer
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Show a genuine interest in:Show a genuine interest in:
�� Personal HistoryPersonal History
�� Employment StatusEmployment Status
�� Personal InterestsPersonal Interests
�� Give feedback and ask questionsGive feedback and ask questions
�� Schedule followSchedule follow--ups when necessary ups when necessary 
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�� ANGRY ANGRY 

�� INDECISIVE INDECISIVE 

�� DEMANDING DEMANDING 

�� RUDERUDE

�� TALKATIVE TALKATIVE 

�� DISSATISFIEDDISSATISFIED

�� ABUSIVEABUSIVE
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�� Treat each person as Treat each person as 
an individual an individual –– do not do not 
make assumptions make assumptions 
based on their based on their 
behavior. behavior. 

�� Frustrated customers Frustrated customers 
are frustrated by the are frustrated by the 
situation situation -- dondon’’t take it t take it 
personal.personal.
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�� Be positive, respectful and patientBe positive, respectful and patient
�� Always a reason why Always a reason why –– just listen carefully for itjust listen carefully for it
�� Acknowledge their feelings and be compassionateAcknowledge their feelings and be compassionate
�� Ask questions and be objectiveAsk questions and be objective
�� Determine the cause and verify informationDetermine the cause and verify information
�� Negotiate a solution or suggest optionsNegotiate a solution or suggest options
�� Document the issueDocument the issue
�� Take action by conducting a followTake action by conducting a follow--upup
�� DonDon’’t make excusest make excuses
�� Never retaliate or take it personallyNever retaliate or take it personally
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Bad StressBad Stress : : conditions that dampen your conditions that dampen your 
motivation and performance and result in a motivation and performance and result in a 
negative outcomenegative outcome

�� Work environmentWork environment

�� Home lifeHome life

�� RelationshipsRelationships

�� Personal matters or wellPersonal matters or well--beingbeing
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�� Identify problemsIdentify problems
�� Communicate your issues or feelings on a matterCommunicate your issues or feelings on a matter
�� Stay calm and be positiveStay calm and be positive
�� Managing Time: Set reasonable goalsManaging Time: Set reasonable goals
�� Prioritize and pace yourselfPrioritize and pace yourself
�� Eliminate personal and professional distractionsEliminate personal and professional distractions
�� Seek assistance from colleagues or elsewhereSeek assistance from colleagues or elsewhere
�� Find constructive outlets both within and outside the Find constructive outlets both within and outside the 

officeoffice
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Good stressGood stress : conditions that heighten : conditions that heighten 
your motivation and performance and your motivation and performance and 
result in a positive outcomeresult in a positive outcome

�� Our goal is to work with such student/customers to Our goal is to work with such student/customers to 
create a positive experience create a positive experience 

�� With a positive demeanor and sincere desire to help With a positive demeanor and sincere desire to help 
others we can address the needs of these customers. others we can address the needs of these customers. 

““ Cooler and clearer heads always prevail.Cooler and clearer heads always prevail. ””
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�� The The EttaEtta GroupGroup

�� The The JamesJames GroupGroup

�� The The PhilipPhilip GroupGroup
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OutreachOutreach : : 

�� Refine your marketing campaignsRefine your marketing campaigns

�� Build relationships with prospects Build relationships with prospects 
related organizationsrelated organizations

�� Open houses & seminarsOpen houses & seminars

�� Extend office hours on occasionExtend office hours on occasion

�� Maintain contact with alumniMaintain contact with alumni
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FeedbackFeedback : : 

�� Focus groups, evaluations or surveysFocus groups, evaluations or surveys

�� Suggestion boxesSuggestion boxes

�� Contact UsContact Us

�� VoicemailVoicemail

�� WordWord--ofof--mouth mouth 
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TechnologyTechnology : : 
�� Websites/EWebsites/E--commerce: ensure usercommerce: ensure user--

friendliness and update content regularly friendliness and update content regularly 
�� Send ESend E--mail blasts and/or make phone calls mail blasts and/or make phone calls 

about events, schedule changes, upcoming about events, schedule changes, upcoming 
coursescourses

�� Utilize and upgrade database & programs Utilize and upgrade database & programs 



Student-Customer Service in Continuing 
Education

John Georges - Outreach & Enrollment 
Manager, Baruch College Continuing 
and Professional Studies-4/08 11

���������	�
���
������������������������	������������	�
���
������������������������	���
�� ���
��������	��������
��	��������

���������
��������	��������
��	��������

������

��
���
��
���


�� Active Active 
(Performance)(Performance)

�� Resourceful Resourceful 
(Knowledge)(Knowledge)

�� Compassionate Compassionate 
(Motivation)(Motivation)
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Active (Performance)Active (Performance)

�� Be receptive to the whole student Be receptive to the whole student 

�� Ask the student specific questionsAsk the student specific questions

�� Being responsive is about making Being responsive is about making 
genuine effort to helpgenuine effort to help
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Resourceful (Knowledge)Resourceful (Knowledge)
�� Use you knowledge and never give Use you knowledge and never give 

information you are unsure ofinformation you are unsure of
�� Ask colleagues or experts for Ask colleagues or experts for 

assistance when necessaryassistance when necessary
�� Learn to be flexibleLearn to be flexible
�� Keep up with changes in your Keep up with changes in your 

departmentdepartment’’ss

������ !"��#�#�#������ !"��#�#�#



Student-Customer Service in Continuing 
Education

John Georges - Outreach & Enrollment 
Manager, Baruch College Continuing 
and Professional Studies-4/08 12

���������	�
���
������������������������	������������	�
���
������������������������	���
�� ���
��������	��������
��	��������

���������
��������	��������
��	��������

������

��
���
��
���


������ !"��#�#�#������ !"��#�#�#

Compassionate (Motivation)Compassionate (Motivation)

�� Demonstrate a sincere interest in the Demonstrate a sincere interest in the 
studentstudent’’s needs and situations needs and situation

�� Remember what it means to be an Remember what it means to be an 
adult and a studentadult and a student

�� ItIt’’s not just about revenue s not just about revenue –– itit’’s about s about 
gaining trustgaining trust
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John Georges
Outreach & Enrollment Manager
Baruch College
Continuing and Professional Studies
One Bernard Baruch Way
Box 1-116
New York, NY 10010
646-312-5000
646-312-5101 fax
john_georges@baruch.cuny.edu


