
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

J U L Y  2 0 0

You Have to Set Standards to           

Motivate Great Customer Service 
Your mission: Top-notch 
customer service.  Your 
strategy: Greet everyone 
with a hearty hello and a 
smile.  That’s it?  Friend,           
your strategy needs                 
some work.  Stop being         
fuzzy and give your staff 
specific rules for how to 
behave with customers.         
Be sure to include: 

Friendliness.  Don’t simply 
tell workers to smile and say 
hello.  Instruct them to 
engage customers as they 
come into the department.    
If they know a customer’s 
name, they should use it.  
They should always 
acknowledge a customer’s 
presence even when they’re 
assisting someone else.   

 Service. Your motto: Make   
 sure everyone is promptly  
 served.  Okay—so define  
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they’ve been hired to serve        
in the workplace, nothing           
goes without saying—and 
sometimes that’s the                 
problem. 

  —Adapted from Customer Service:           
  The Key to Your Competitive Edge,            
  by Peggy Morrow (Advantage Plus) 

Great customer service stems from your management style 

This monthly newsletter 
is intended to provide 
down-to-earth ideas          
and techniques you          
can put into action to 
improve communication, 
enhance performance, 
motivate staff, and 
influence peers.  Your 
suggestions and ideas 
are encouraged.  E-mail 
your HR Quick Tips 
newsletter submissions 
by Friday, August 31, 
2007 to Michael Horne 
at hrtraining@cwu.edu. 

“promptly.”  Again, set 
specific rules, such as “Each 
customer must be served 
within five minutes.”  

Conduct.  Don’t assume 
employees instinctively know 
how to behave around 
customers.  Carefully instruct 
workers to avoid cursing, 
gossiping, and discussing their 
personal lives with those   

 

Help Workers Understand Their Purpose 
If you haven’t thought about 
position descriptions since your 
last new hire, your employees 
probably haven’t given them much 
thought either.   

Meet individually with workers to 
discuss their responsibilities and 
the tasks they do each day.  Then 
craft an appropriate position 
description for each position. 

Give each employee a copy of his 
or her description and keep copies 
in your files so you can refer to 
them as needed.  Update the 
descriptions at least once a year 
and invite workers to suggest 
changes as their duties evolve.   

–Adapted from “Happy Employees 
Bring Big Profits,” by Harvey 
Goldglantz in Pest Control 

If you lead through 
fear you will have 
little to respect; but if 
you lead through 
respect you will have 
little to fear.          
                 - Anonymous 



   

 

 

 

 

  

 
 

 

If you are looking to continually           
enhance your overall effectiveness 
within your department, then it is 
time to consider e-learning through 
CWU’s E-Learning Network.  

Whether you need to improve your 
customer services skills, participate      
in management and supervisor 
development, or receive training on 
the latest technology information, the 
answer is as close as your computer. 
For more information, go to      
         

  http://www.cwu.edu/~training/ 
 

Congratulations 
Carla Burrill – Faculty Affairs (2 classes) 

Jason Burroughs – Military Sciences 

Traci Klein – Human Resources 

Jacinto Rodriguez – Financial Aid (2 classes) 

Jennifer Scanlon – Provost Office (2 classes) 

Deborah Schriber-Barkley – Faculty Affairs   
                                                 (2 classes) 

Congratulations to all of our           
e-Learners. Since May 1, CWU           
e-learners have enrolled in over 85 
courses through the E-Learning 
Network.  Training certificates          
were provided to everyone 
completing the courses.  

Remember—there are over 2,700 
courses available for a one-time 
annual enrollment fee of $135.00.   

Rebecca Gubser (Provost Office) 
began her e-learning journey as the 
first to enroll, first to complete a 
class, and completing the most 
classes (six). Congratulations! 

 

        AAuugguusstt  HHRR  MMaaiillbbaagg  
EEaacchh  mmoonntthh  HHRR  QQuuiicckk  TTiippss  wwiillll  ffeeaattuurree  aa  qquueessttiioonn                    
ffoorr  yyoouu  ttoo  ppoonnddeerr  aanndd  aannsswweerr..  TThhee  aapppprroopprriiaattee                
aannsswweerr  wwiillll  bbee  ppuubblliisshheedd  iinn  tthhee  ffoolllloowwiinngg  iissssuuee..  

QQUUEESSTTIIOONN::  WWhhaatt  aarree  tthhee  aaddvvaannttaaggeess  ooff  ccrroossss--
ttrraaiinniinngg  ppeeooppllee  iinn  ootthheerr  jjoobbss??  

JJuullyy  HHRR  MMaaiillbbaagg  
    QQUUEESSTTIIOONN::    IItt’’ss  pprreettttyy  uunnnneerrvviinngg  ttoo  tthhiinnkk  aabboouutt  ttaakkiinngg  ddiisscciipplliinnaarryy  aaccttiioonn..  FFrraannkkllyy,,  II’’mm  nnoott  tthhee  ttyyppee  ooff                                    
    ppeerrssoonn  wwhhoo  hhaannddlleess  aannggrryy  ccoonnffrroonnttaattiioonnss  vveerryy  wweellll..  WWhhaatt  ccaann  II  ddoo  ttoo  mmoorree  eeffffeeccttiivveellyy  hhaannddllee  tthheessee  eevveennttss                    
    wwiitthhoouutt  bbeeiinngg  aa  nneerrvvoouuss  wwrreecckk??  

    AANNSSWWEERR::    IItt’’ss  eeaassyy  ttoo  wwoorrkk  yyoouurrsseellff  iinnttoo  aann  eemmoottiioonnaall  ttuurrmmooiill  wwhheenn  yyoouu’’rree                                                                                                                                      
    ccoonnssiiddeerriinngg  ddiisscciipplliinnaarryy  aaccttiioonn..    AAfftteerr  aallll,,  aa  ddiisscciipplliinnaarryy  aaccttiioonn  iiss  aa  sseerriioouuss  mmaatttteerr..                                                                                                                                      
    HHoowweevveerr,,  yyoouu  ccaann  ddwweellll  oonn  iitt  oonnllyy  ffoorr  ssoo  lloonngg  bbeeffoorree  rreeccooggnniizziinngg  tthhaatt  ddiisscciipplliinnaarryy                                                                                                                                                
    aaccttiioonn  iiss  bbootthh  pprrooppeerr  aanndd  nneecceessssaarryy..    UUssuuaallllyy,,  ssuuppeerrvviissoorrss  mmuullll  oovveerr  tthheessee                                                                                                                                                                        
    ddeecciissiioonnss  aa  lloott  lloonnggeerr  tthhaann  iiss  jjuussttiiffiieedd..    FFuurrtthheerrmmoorree,,  tthheerree  ccaann  bbee  ootthheerr                                                                                                                                                                              
    ccoonnsseeqquueenncceess  wwhheenn  aa  ddeecciissiioonn  iiss  ppoossttppoonneedd  ffoorr  ttoooo  lloonngg..    TThheerreeffoorree,,  iiff  yyoouu                                                                                                                                                                  
    ddeecciiddee  tthhaatt  yyoouu  mmuusstt  ttaakkee  ddiisscciipplliinnaarryy  aaccttiioonn,,  kkeeeepp  tthhee  ffoolllloowwiinngg  iiddeeaass  iinn  mmiinndd::        

11..  FFoollllooww  tthhee  rruulleess  --  CCoooorrddiinnaattee  wwiitthh  yyoouurr  mmaannaaggeerr  aanndd  ccaallll  HHuummaann                                                                                                                                                                    
RReessoouurrcceess  bbeeffoorree  yyoouu  mmoovvee  aahheeaadd..  

22..  FFoollllooww  aa  pprreeddeetteerrmmiinneedd  ggaammee  ppllaann  ––  DDeecciiddee  bbeeffoorreehhaanndd  wwhhaatt  aaccttiioonn  iiss  aapppprroopprriiaattee..  TThheenn,,  tteellll  tthhee  eemmppllooyyeeee                              
wwhhyy  yyoouu’’rree  ttaakkiinngg  tthhee  aaccttiioonn,,  wwhhaatt  iitt  mmeeaannss,,  iittss  iimmppaacctt,,  aanndd  wwhhaatt  tthhee  eemmppllooyyeeee  hhaass  ttoo  ddoo  ttoo  iimmpprroovvee..  

33..  BBee  ddeecciissiivvee  --  DDoo  yyoouurr  ddeecciissiioonn  mmaakkiinngg  bbeeffoorree  yyoouu  iinniittiiaattee  ddiisscciipplliinnaarryy  mmeeaassuurreess..    IItt’’ss  vveerryy  iimmppoorrttaanntt  nnoott  ttoo  wwaaffffllee                          
iinn  yyoouurr  ddiissccuussssiioonnss  wwiitthh  tthhee  eemmppllooyyeeee,,  aanndd  tthheerreebbyy  cchhaannggee  yyoouurr  mmiinndd  aabboouutt  ttaakkiinngg  tthhee  aaccttiioonn..  

44..  RReemmaaiinn  ccaallmm  ––  MMaaiinnttaaiinn  yyoouurr  ccoommppoossuurree  eevveenn  iiff  aann  eemmppllooyyeeee  rreeaaccttss  aannggrriillyy..    LLoossiinngg  yyoouurr  tteemmppeerr  lleesssseennss  yyoouurr                    
aabbiilliittyy  ttoo  tthhiinnkk  cclleeaarrllyy..    OOnnee  wwaayy  ttoo  kkeeeepp  ccaallmm  iiss  ttoo  ttaakkee  yyoouurr  ttiimmee  iinn  rreessppoonnddiinngg  ttoo  aannyytthhiinngg  tthhee  eemmppllooyyeeee  ssaayyss..  

55..  HHoolldd  tthhee  ccoouurrssee  ––  DDoonn’’tt  lleett  tthhee  wwoorrkkeerr  sswwiittcchh  aa  ddiisscciipplliinnaarryy  ddiissccuussssiioonn  ttoo  ssoommee  ootthheerr  ttooppiicc,,  oorr  rraammbbllee  oonn                                            
aabboouutt  mmeeaanniinngglleessss  jjuussttiiffiiccaattiioonnss  ffoorr  tthhee  wwoorrkk  vviioollaattiioonn..    

    YYoouu  ccaann  rreecceeiivvee  aaddddiittiioonnaall  iinnffoorrmmaattiioonn  oorr  ttrraaiinniinngg  tthhrroouugghh  tthhee  EE--LLeeaarrnniinngg  NNeettwwoorrkk  oorr  iinn  tthhee  PPrroovviiddiinngg  EEffffeeccttiivvee    
    CCoorrrreeccttiivvee  FFeeeeddbbaacckk  wwoorrkksshhoopp  ooffffeerreedd  bbyy  tthhee  HHuummaann  RReessoouurrcceess  DDeeppaarrttmmeenntt..    PPlleeaassee  ccaallll  ((550099))  996633--11220022  ffoorr  mmoorree                            
    iinnffoorrmmaattiioonn  oorr  rreeffeerr  ttoo  hhttttpp::////wwwwww..ccwwuu..eedduu//~~ttrraaiinniinngg//.. 


