
Summary: Customer Relations Coordinator Position
Prepared January 2018

[bookmark: _GoBack]The Customer Relations Coordinator (CRC) position was developed with the goal of providing an additional layer of support for students at Highlands University. The main role of the CRC is to serve as a one-stop-shop call center that also serves as a student ombudsman, helping students from all NMHU campuses resolve issues or concerns via phone, email, online inquiry, or personal visit. The position was filled in fall 2017.
The CRC continues to participate in trainings with departments on campus to learn basic, and sometimes more complex, processes to ensure that student advisement provided by the Customer Relations Office is accurate and consistent. Training has taken place with the Admissions, Academic Support, International Education, Housing, Dean of Students, Academic Affairs Offices and many more. The CRC is also taking part in meetings with the academic departments on campus to learn more about the programs Highlands University offers in an attempt to aid in recruitment efforts. More than fifteen training hours between the CRC and departments on campus have taken place thus far. The CRC has also been granted view access to several Banner forms to allow the ability to provide students with immediate, up-to-date information regarding their individual student file. To ensure that service is provided to students at Highlands University’s Centers in Albuquerque, Rio Rancho, Farmington, and Santa Fe campuses, as well as those attending courses online, methods of communication have been developed to make contact with the Customer Relations Coordinator as easy as possible.
· A phone line was created for direct access to the Customer Relations Coordinator: 505-454-3006
· An email address, specific to access to the Customer Relations Office, was created: studentelp@nmhu.edu. 
· An online inquiry portal has been created and is easily accessible to students via the NMHU website. With only two clicks, students are guided to a form in which they can electronically submit their inquiry or concern (http://www.nmhu.edu/student-concern-request/). 
· The CRC participates in monthly visits to each of the center campuses. This provides the opportunity for in-person communication with students that have concerns.
· In partnership with the University Relations Office, audio recording about important information on campus, such as deadlines and upcoming events, are currently being created to replace the hold music heard by callers that are placed on hold while contacting the university. These messages will allow for more communication to our current and prospective students.
· An online chat system is currently in development to provide yet another source of communication with the Customer Relations Office.
· A video, introducing and explaining the role and availability of the CRC, will soon be recorded and viewable to students attending courses online.
The Customer Relations Office was created, first and foremost, to assist students at the statewide Centers; however, the Las Vegas campus students have also taken advantage of the services provided. The largest sources of communication being utilized by students are contact by telephone and email, including the online inquiry portal. About twenty-eight percent of those assisted are coming into the Customer Relations Office in-person or taking advantage of the center campus visits. Since the development of the Customer Relations Office in October 2017, the Customer Relations Coordinator has assisted over 130 students. Seventy-nine, or fifty-eight percent, of the students reaching out to the CRC for assistance are from the Albuquerque, Rio Rancho, Farmington, and Santa Fe campuses or attending courses online. Center students that have been assisted are comprised of 51% graduate students, 48% undergraduate students. Eight percent of students reaching out for assistance are attending courses online. Lastly, more undergraduate students than graduate students are reaching out for assistance.
The most commonly encountered student inquiries and concerns are related to the Financial Aid, Business Office, and Registrar’s Offices. After initial assistance is provided, follow-up is conducted until there is resolution. Examples of student inquiries that do not require follow-up include students ensuring their financial aid is in place for the new semester and confirming they are enrolled. Examples of student inquiries that do require a follow-up include students awaiting the set-up of an online payment plan system and notification of the availability of bookstore services online. The Customer Relations Coordinator has developed a system to electronically track student interactions and outcomes for the purpose of weekly, monthly, end of term, and annual reporting. This information is being collected to identify ways to improve select services in departments across campus.
In addition to assisting students, the Customer Relations Coordinator is assisting the Office of Strategic Enrollment Management in collecting data to increase student enrollment and retention. The CRC has participated in five trainings with the National Student Clearinghouse (NSC) to learn ways in which to better collect data from its database. More training sessions will be attended as they are made available. Using the NSC, student data and research in regards to student transfer trends is being collected and compiled for review. A second enrollment and retention initiative the CRC will task is identifying former Highlands’ students who left the university with a high number of credits and who never completed their degree. With this data, the CRC will target that particular group of students and reach out to them to provide counsel and discuss the possibility of their return to Highlands to complete their program of study. 
The development of the Customer Relations Office has allowed for the availability of additional support services to students and research to be conducted to further expand recruitment and retention efforts. The Customer Relations Coordinator will continue to be available to students from all Highlands’ campuses and participate in professional development to continually improve the services provided to our students in an effective and efficient manner.  The Customer Relations Office is dedicated to the success of students at Highlands University.
