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Good afternoon and thank you for the opportunity ...Ed to say a few words – provide introduction to What a One-Stop Student Service Center can mean to our students, to the University and how the Service Model fits in to the Conference idea ofCollaborative Services in Higher Education
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On a high level the life cycle of a student begins with Recruitment and ends with Graduation....Between the start and the finish there are multiple opportunities for us to interact with the student, for the student to interact with the Administration...Mind you here we are looking at the “Administrative” services ....or the “business” transactions that are part of the Academics What we experience is this “hand-off” from one stop to the other...and the student is expected to Know and to Navigate.But all students don’t know and may not successfully navigate?All students may not want to ask for help?And when they do ask – they may not know what to ask?And from an Administrative viewpoint – we cannot simply concern ourselves with our “piece of the puzzle” – we need to understand how our piece connects to the other pieces, what the dependencies may be and how we can best service the student and help them make the connections.Perfect example – Time to Degree and Financial Aid –  The Federal Government has placed limits on number of years a student may receive PELL, limit to number of units a student may receive SUG, amount of time you may receive the subsidy for your student loan....  ALL of this stating 2 things I as a taxpayer – do not want to foot the bill for you to attend college foreverWe want the student to focus on degree completion.



We spend an estimated 6 months of our lifetime waiting 
in line...

Americans spend 37 billion hours each year in line, and
43 days on hold with “automated” customer service line

reference.com

ON AVERAGE
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So a little fun fact to get you in the frame of mind...  How many of you have lines of students during the first few weeks of the term?How many of you enjoy standing in line ?  At the bank?  At the airport?  In the grocery store?  At the mall?   At the movies?  



How can we do better?

Financial Aid

Student 
Services 
Counter 

Bursar’s
Office

Academic/GE 
Advising

Admissions & 
Outreach

Services to 
Students with 

Disabilities

23%

7.6%

15.5%

12.1%

12.5%

12.5%

9.5%
8.7%

20.1%

9.7%

2016 CSU-CCC-UC COLLABORATIVE BUSINESS CONFERENCE – CSU, SACRAMENTO

Presenter
Presentation Notes
So what did our services look like e or 4 years ago when we started down the road to creating a one stop service counter?During the start of one of the terms we handed out  a small survey card to students.They were color coded so we would know where / which office the student began their journey and we asked only 5 or 6 questions – and we attempted to determine a couple things...What office ( or offices ) did the student come in to Lassen Hall to see?How many times or what percentage of students were  “bounced” between offices?And well --- if you were not sure before --- we hoped this diagram would convince the executive management team that we needed to do a better job of serving our students



Majority of student services located in Lassen Hall

Students have to stand in individual lines, based on need 
for services

How can we begin to integrate services and eliminate the 
need for multiple lines?

“ONE-STOP”: WHERE DID WE START?
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So where did we start?Well – Lassen Hall – formerly known as the Student Service Bldg – contained the majority of services within the building but offices were spread out between 3 floorsA student would start in one line only to be sent to another line and then bounce back to the first line...WHY?  Because we worked in silos and office A took care of office A and did not really know what office B did...Funny story... Student would walk in to FA  and if they needed to go on the Installment Payment Plan we would send the student across the hall to Bursar’s office.	We had a joint meeting with the Bursar’s office and learned that when a student goes over there to inquire about IPP the gave them a slip of paper that showed details and instructions about 	signing up for the  IPP.	Next Semester – guess what we were doing?  RIGHT – everyone on the first floor has IPP power 



Streamline process flow between and among offices

Logically bundle services that eliminates duplication and 
redundancy

Create teams to deliver the services

“ONE-STOP” SERVICE OBJECTIVES
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Part of streamlining services among offices is understanding those services...A student will have a question about FA and then a question about payment and then a “what if I drop a class” or what if I withdraw, or I want to add a class and ....I find it amusing at times to think we work with this integrated Student software system and yet the end user does not understand how many of the pieces are interconnected.Because I have worked in FA for over 25 years my perspective is one of ... Well but do you realize the impact that has on the student’s aid eligibility.Example:  So identifying those points of connectivity – those logical interlocking or interdependent pieces of the puzzle is the first step ...Creating those cross- functional teams to realize there is overlap or duplication of effort is the next step toward



Anticipate student needs 

Provide innovative, administrative and system solutions

Provide services that are efficient and of high quality

“ONE-STOP SERVICE”:  GUIDING PRINCIPLES
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Students don’t always know what they don’t know.... Or what questions they should be asking.Often times when they come to see us it could be the first time they have had to ask for assistance...So we want to make sure the staff are trained and take the opportunity to educate the student ...not only answer the question that has been asked – but also the one they are not asking.For example – the big question at the beginning of Fall Semester is “When will my FA disburse” ... The answer could be as simple as ...Our first disbursement is 10 days prior to the start of the term or weekend of August 17th...But in that question – what are some of the “unasked” questions?  What else does the student need to know?How is money disbursed?  How are my fees paid?How do I get money for books?When will I get money for books?Should I go to class before buying my books?What is I drop a class?What if I am only enrolled in 6 units and waitlisted for 2 other classes?What if I am in 9 units and add a class later?  How do I pay for those additional units?



Culture shift from “process focus” to “student’s first”
Commitment to shift service model from 
department-centric to student-centric

Home offices go through process mapping and evaluate workflow

Identify redundancies - eliminate silos – enhance collaboration
Cross-train staff

INTENTIONAL PROCESS: CROSS-FUNCTIONAL WORKGROUP
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So we’ve talked about process mapping and we’ve talked a little bit about understanding what happens in each of those “silos” but do we really understand how the silos were created?So often an individual is responsible for a process and so they take ownership of the process and all that is required to complete the process ... Without putting into context of what it means to the customer?While a process may make sense to me – from a student perspective they just want to know  how to do it or when it is done or what they need to do?So our big challenge is getting out of this “Process” / Operational focus and shifting to a more student centric approach ....In order to do that we are looking at all the student –interfacing processes ... All those things we ask the student to do? Having a cross- functional team to review those processes is good – and having students participate in the process is even better.



Improve student services by minimizing need to visit multiple 
offices to conduct University business

Understand how a decision in one office may unknowingly impact 
student in another area

Increase student retention and success by active outreach to 
targeted student populations

INTENTIONAL PROCESS: SERVICE OBJECTIVES
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Staff trained to possess a broad knowledge base

Available resources to navigate on behalf of student

Where can we eliminate duplication of efforts?

OUR MOTTO IS... STUDENT’S FIRST 
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PH 1
Budget approval for proposal

Reconfiguration of Lassen Hall existing office space

Development and Approval of “one stop” 
Organization & Staffing Model

IMPLEMENTATION PHASES
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So how did we get started?  Show me the money ;)  after we got our colleagues on board with the general concept and we had a agreement on the concept ...we set out to create the plan and implement the plan.NOW – typical time to implementation is on average 18 months...WE – are going on year 5   but hey – we’ve learned so much along the way...One of our biggest challenges was space and when it came to moving folks around there was a domino effect ...so that added to the timeline...But we are well on our way now..



PH 2
Construction 
Recruit and Train Staff

Communication Plan with Home Offices
Marketing and Communication Plan
Service Level Agreements with Home Offices

IMPLEMENTATION PHASES
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Update on where we are with project...We’ve reached out to student Marketing class to solicit helpWe’ve brought up the website and have done some “subtle” marketing changes...We’ve recruited staff and trained staff and continue to work out the kinks in preparation of our new spaceWe have established service level agreements with Home Offices... And will continue to revisit as staff identify opportunities for improvement



PH 3   “Go Live” 

Mid-Spring 2017   

Customer Response Management 

Case Management approach to service

IMPLEMENTATION PHASES
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Mid-spring will be perfect... We can get the flow of the new space down and refine our new service deliveryWe won’t have students in long lines and will be better able to provide that personal service experience you see when going to the APPLE store as example



Student will experience same interaction regardless of 
where they go for service:

In-person

Web

Phone 

CONSISTENCY 
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We want to ensure students will have the same interaction In personVia WebVia telephone



CONTINUOUS FEEDBACK LOOP
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And we continue to stress the importance of the continuous feedback loop... And refine our service model...



Thank You!

Anita Kermes, Director

Ed Mills, Vice President, Student Affairs

“ONE STOP” STUDENT SERVICE CENTER 
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