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Student Services Front
Line Staff:

Training - Service - Compassion - Care & More
A Webinar To Help Prepare Student Services Staff For
Evervthing & Anvthing Thev Mayv Encounter

Tuesday, June 14
2:00 - 3:30pm ET




Panelists

A Julie Johnson is the Office Associate /Assistant
Coordinator of Testing Services at Western
Kentucky University. Ms. Johnson has been servin
the Counseling & Testing Center at WKU since
August 2008. Before working at the university, she
worked as a Development Officer for WKYU Public
Media. Julia has always been a people person anc

enjoys the face to face interaction with others. She
IS a very caring individual and strives to make the
center warm and inviting.

A Dr. Brian Van Brunt serves as the Director of
Counseling at Western Kentucky State University.
He is the president of the American College
Counseling Association (ACCA) for the 22001
term. He has worked in higher education for over
twelve years.




Customer:Service & Preventio

Disruptive, Annoying & Frustrati

Crisis!

What to Avoid

1A WKU




HQOLE:

A What office do you represent today?
A: Counseling or Health
B: Food Service or Bookstore
C: Residential Life or Student Affairs
D: Admissions
E: Registrar or Financial Aid
F: Parking, Police or Judicial Affairs
G: Athletics or Recreation Center
H: Academic Affairs




Customer Service & Prevention

A Customer Service
I We are here for the students, faculty and staff
iCAYRAY3I GKFIG d322R Y22]
I Being flexible and accommodating; good Karma
A Prevention
I Investing time and energy into the office setting
il I22R 2FFAOS aSGaGAy3a |
I Taking time to nurture a welcoming space



Customer Service & Prevention

A Examples of good Customer Service
I Understand this is important to invest time in

i Who
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uses your office
nat problems do they bring?
nat needs to they have?

ny might they be rushed or upset

Parking

Stress over exam or approval for service
Have misinformation or expectations



Customer Service & Prevention

A An ounce of prevention is worth a pound of cure

I We want to get out ahead of student problems
before they occur in our office or waiting room

I An example Is food and beverages given to
students (WKU example, Brian ER example)

I Join professional organizations to support office
staff, training, discussions

T Julia listserve




Disruptive, Annoying & Frustratin




Disruptive, Annoying & Frustratin

Ad 2dz ySSR (2 FAE (GKAAZ
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problem. Now you are telling me | have to go
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Disruptive, Annoying & Frustratin

A Dealing with those who disrupt our office or who
annoy and frustrate us can be a difficult process.

A2S ftA1S UKS alAff UOKSY
A How to say no withoutausing problems

I Golden Rule (how would you want to be
treated in this situation?)

I Understand, then be understood*

* Particularly when you know what they are going to ask
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Disruptive, Annoying & Frustratin

A There are times when students contact the office
via email or the phone with rude, entitled or
aggressive behavior.

i52y Q0 NERLIZYR AY

il al e2dz2NBEStF dAa GKSN
to the conversation (switch email to pho®g

I Try this-
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Disruptive, Annoying & Frustratin

http://mikeeatsdetroit.files.wordpress.com/2009/03/club-sandwichl.jpg .



Crisis!

www.thefarside.com



http://www.thefarside.com

Crisis!

A Different offices are going to have a different
Ideas about what creates a crisis:

Police and ambulance in your waiting room
President or Dean comes into the waiting room
Student punches a wall

Student slams a door on the way out

Copier is broken

Office manager Is out sick



Crisis!

A Dealing with any crisis situation requires the staff
first calm down and keep a cool head.

A To do this effectively:
i52y Q0 LISNE2YIFfAT S (GKS
i¢CKSe | NBYyQld R2AYy3I UKAA
front door to answering their problem/question

A One approach that can help is found in cycle
breathing*



0 (35 Breath in slowly to the count of
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www.aggressionmanagement.com



http://www.aggressionmanagement.com

Crisis!

A The driving motivation for most upset people is fear.
They are afraid of failing a test, not getting forms in on
timet maybe even leave college.

A Understand where they are coming from first and ther
you can be more effective

A ListerX @igten some more
A Tell them what they just said
A Then listen to make sure you got it right
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Crisis!

A Understand the contenfwhat is being saiddnd
procesqghow It Is being said)f the conversation:

i Spokena L Yy SSR (G2 GI11S OI N

gFAG I 6SS1T G2 KIF@S (K,
have any choice here. | want to speak to your
supervisor!

i Unspokenad L QY 3J2Ay3 (2 3SH
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Crisis!

A By responding to the unspoken message, or meta
communication, staff can match the question being
asked and better satisfy the student with their
response.

A Too often, we focus our response directly back to
match the frustration and anger. Try to focus on the
worry, concern and frustration underneath.

Al a | 20Seé aleéas a{SS]1 TFTAI
dzy RSNBR U2 2RE
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Crisis!

A Start with a calm mindset and develop rapport

AwSIt AT S GKS gl & &2dz aSS
they see things*

A Build a bridge between you and them
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Crisis!

A Steps to diffusing "dangerous" situations between
student

1. Get the student away from the crowd.

2. Begin with a positive statement, not a negative
one (constructive, not punitive)

3. Explain the documented issues in a neutral and
reflective way (without sarcasm).

www.agqgressionmanagement.com
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Crisis!

A Steps to diffusing "dangerous" situations between
student

4. Explain that their present behavior is not in their
best interest.

5. Ask how we can work together to solve this
LINROE SYD / 2YVAARSNI (KS
2dz0 O2YS ¢2dzf R &2dz £t A1S

www.agqgressionmanagement.com
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What to Avold

A | had an EMT instructor once who shared
some sage wisdom with me.

Al'S 41 ARX AaLF A 8aytdeS S
LI OASY (OGS A0 LINPOI Of
A He was on to something.
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What to Avold
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What to Avold

A52y Qi NBLISFIO GKS &l Y
over again. If you are having the same
problem, look for a new way to solve it.

I Too many people in the waiting room

i Office locked early morning and people
waiting

I Bad transfers to the office from another
office
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1A WKU

A Here we are going to talk about and discuss
az2zYS ARSIa 6SQ@S Lz
A We operate a combined counseling and

testing waiting room that serves around 100
students on any given day.
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Mascot
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Big Red
Mascot
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Popsicles







Stress
Goat




Student Affairs

Counseling and Testing Center

r and in Jail!

can get you Sobe
bers are drunk.

Drunk and Horny
It’s not consensual if one or both mem

1906 College Heights BNA #1102¢
ku.edu/heretohelp

Counseling and Testing Center [ 1409
‘Bowling Green, Kentucky 42101 270-785-3159 (phone) 270.745.6976 (fax) WK

lideshow
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www.Wku.edu/heretohelp




