
Directions: After reviewing the draft customer service standards, consider two scenarios: one providing 
exceptional interaction and one that should be improved. Identify the positive interaction that 
demonstrates exceptional customer service.  Elaborate on the positive features of the interaction. 
Identify an interaction that could have been handled differently.  Elaborate on the scenario needing 
improvement and identify actions to improve the level of customer service in the future. 

Customer Service 

Scenario One: 

ATC continues to promote the 'Start the Day with Hello' campaign across our campus as 

we implement the district’s ABC’s of customer service of Attitude to be positive; Behavior to 

be mindful and value and respect all persons in our interactions; Communication to be 

responsive. As an open campus, this initiative helps us create a welcoming atmosphere 

every day. Whether a student is on time or late, our staff consistently greets them with the 

same friendly manner. Additionally, when someone is identified as a visitor, we extend our 

greeting by saying, 'Hello, how may I help you?' This often leads to directing the visitor, 

who may not be wearing an ID or visitor's tag, to a central check-in point and ensuring 

they reach the correct location. This practice also reinforces our security efforts, as every 

staff member plays a role in greeting visitors and maintaining a secure environment. 

Identify positive features of this interaction: 

The positive features of this type of interaction is it helps students and staff set a positive 
tone for the day as we are mindful that every person we encounter throughout the day is a 
valued stakeholder. We are quick to respond and communicate. Our response to be 
positive by starting with hello and greeting everyone on campus makes all stakeholders fell 
welcomed and serves as the first line of defense for safety. This technique also keeps new 
visitors feel welcomed and from having to walk around campus trying to figure out where 
to go or who they should talk to.  
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Scenario Two: 

We are having an  increase in the number of parents regarding support  for  students and 

not being informed in a timely manner regarding student progress.  Parents  are being 

frustrated by emails not being returned in a timely manner. 

Identify actions to improve the level of customer service in scenario two: 

We can improve this area by using the district ABC’s of Customer Service specifically 
regarding Communication.  We can improve this area of communication with parents 
regarding support for student’s by returning phone calls and emails within one business 
day and following up with the progress of the student. We can further monitor student 
progress as a staff by communicating through our RTI process, PLC’s, and department 
meetings and following up with more communication between the parent via phone calls, 
emails, or in person.  
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CUSTOMER 
SERVICE 

ATTITUDE • BEHAVIOR • COMMUNICATION 

Providing a positive, engaging and caring experience to all stakeholders. 

Broward County Public Schools is committed to educating all students to Our Mission: 
reach their highest potential. 

Our Vision: Educating today's students to succeed in tomorrow's world. 

A BE POSITIVE 

Show Professionalism: Greet all customers with a positive attitude 
and create a welcoming environment. 

ATTITUDE 
• Every customer will be greeted with a smile and a warm, friendly attitude. 
• We will create welcoming environments by being considerate, polite, and 

attentive in all our actions. 
• We will answer phone calls in a friendly and helpful manner. 
• We will build positive relationships with all customers. 

B BE MINDFUL 

Value All Stakeholders: Be consciously present and demonstrate 
value and respect to all customers. 

BEHAVIOR 
• We will be courteous and respectful during our interactions. 
• If we are serving another customer, we will ask the next customer to please 

wait until we are finished. 
• We will guard the confidentiality and privacy of our students and their families.  
• We will do our best to provide a bilingual staff member to assist customers who 

speak a language other than English. 

BE RESPONSIVE 

Exceed Expectations: Provide all customers with options for 
immediate assistance and exceptional service.C 

COMMUNICATION 
• We will return phone calls and emails within ONE business day and keep 

customers informed of the progress of their requests. 
• We will be mindful of customers’ needs. When staff who normally handle 

specific requests are out of the office, we will provide customers with 
alternative options for immediate assistance. 

• We will communicate with customers in a variety of ways. 
• We will communicate in an open, courteous 

and respectful manner. 
Established 1915 

BROWARD 
County Public Schools 

The School Board of Broward County, Florida, prohibits any policy or procedure which results in discrimination on the basis of age, color, disability, gender identity, gender expression, genetic information, marital status, 
national origin, race, religion, sex or sexual orientation. The School Board also provides equal access to the Boy Scouts and other designated youth groups. Individuals who wish to file a discrimination and/or harassment 
complaint may call the Director, Equal Educational Opportunities/ADA Compliance Department & District’s Equity Coordinator/Title IX Coordinator at 754-321-2150 or email eeo@browardschools.com. Individuals with 
disabilities requesting accommodations under the Americans with Disabilities Act Amendments Act of 2008, (ADAAA) may call Equal Educational Opportunities/ADA Compliance Department at 754-321-2150 or email 
eeo@browardschools.com. browardschools.com 

http:browardschools.com
mailto:eeo@browardschools.com
mailto:eeo@browardschools.com
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