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 EMPLOYEE RELATIONS COMMITTEE MEETING
The University of Tennessee at Chattanooga

April 16, 2009
Heritage Room, University Center 

Members attending: Pat Boyer, Joyce Blevins, Julia Cronin, Cheryl Faulkner, Kelly Griffin, Jeannie Hill, Valerah Hodges, Anne Jay, Anna Lane, Jack Pitkin, Joyce Powell, Liz Walker, Jean Walston.  

Others in attendance: Dan Webb, Director, Office of Human Resources; Melanie Sadler, Administrative Specialist, Office of Human Resources.

Call to Order: Ms Hodges called the meeting to order. 

Minutes: Motion was made and seconded to approve revised minutes of the March 19, 2009 meeting to read: Ms Lane said the library has realized savings of $3000 since IKON assumed the university’s contract for copy services.
Guest: Sara Peters, Director, Women’s Center

The Women’s Center promotes an environment of equality by providing programs and services for students and staff. The Transformation Project, begun with funds from the Department of Justice, is part of the Women’s Center and assists victims of domestic and sexual assault. Statistics show that approximately 1 out of 10-20 individuals will report an assault; last year fifteen clients used the services of the Women’s Center. Most cases are referred through Housing or Campus Police and the center provides support when asked by accompanying a client to the Police or Rape Crisis Center. 

IRB (Institutional Review Board) approval is needed to keep statistics comparing one year to the next. When the center is fully staffed Ms Peters said she hopes to implement this. Members toured the center on the 3rd floor of the University Center which was previously vacant space. Men are welcome as several women’s issues, such as rape and cancer, also affects them. 

Customer Service Training 

Mr. Webb said customer service has been identified as an issue relating to student retention; Vice Chancellor Brown has expressed an interest in developing and offering customer service training on campus to address this issue. Some years ago, during the administration of UT President Wade Gilley, the Advanced Connections program was presented on various UT campuses, including UTC. Although the program had many virtues, Advanced Connections was not well received UT system-wide. Mr. Webb mentioned problems with the manner in which the program was rolled out and the fact that it targeted staff with front-line contact, without considering whole service units, including management as well as front-line staff. Ms Lane said Lupton Library had participated in Advanced Connections as an entire unit in which everyone, including the dean was involved, with some good outcomes regarding improved customer service. Ms Cronin said Financial Aid received Advanced Connections training during their retreat and felt the impact did not meet expectations. 

Mr. Webb remarked that a substantial improvement in customer service will require some degree of culture change in which service and civility is really valued and works out in the way we treat one another as well as the students. The campus climate and culture involves everyone, managers, administrators, faculty, and employees at every organizational level. Additionally, policies and procedures that impact service must be evaluated as part of any substantive initiative to improve customer service. Some pointed out that students may have trouble contacting their adviser and interaction with faculty is a much bigger issue than typical customer service. Mr. Webb suggested that a first step in the direction of improving customer service might be a problem identification and analysis process and that a customer service task force might be formed, composed of representatives from ERC, ESC, TAG, and other constituent groups to consider the customer service issues and develop strategies to address such issues. Training would undoubtedly be part of any customer service initiative. Ms Lane suggested a task force consisting of representatives from the Chancellor’s office as well as representatives from various campus departments. Another suggested that an award system, such as “Scrappy” would have a positive impact on customer service. 

One member suggested including customer service training in New Faculty Orientation and New Employee Orientation. Mr. Webb was asked if the one-stop shop would help with retention. He replied that the one-stop shop idea is one of many strategies for improving customer service but that attention must be paid to the process by which we identify problems and opportunities for improvement of customer service and develop multiple solutions. 

The campus is currently working with consultants to develop our approach training relating to issues of Diversity & Inclusion. Broadly defined, such a diversity initiative would promote the values of mutual respect, dignity, and the appreciation of differences, which values are essential to a positive service oriented culture. As such, a diversity initiative would complement our customer service initiative. 

The TAG is currently planning a training promotion for this fall. 

Other Issues

· Chancellor Brown held a Town Hall meeting recently. Although there were many unanswered questions regarding federal stimulus money, several members said they appreciated Dr. Brown’s honesty and candor, particularly with regard to the hard message that the stimulus money will not solve the University’s financial problems. UTC will likely be facing the same budget issues in 2 years and must make hard decisions to cut the budget. 

· Vacant positions were frozen earlier this year; many of these positions are now being filled as the budget crisis has eased with the temporary reprieve provided by stimulus monies. 

· Ms Hodges said Sue Carroll sends memos to new employees telling them about the ERC. Ms Sadler emailed an updated list of non-exempt employees last month to representatives. 

· Ms Hodges said the Administrative Professionals Luncheon would be held April 22 and 23. 

· A member asked why a recognition luncheon was not held for last year’s Blue Ribbon recipients. Mr. Webb said this was due to budget cuts but hoped a luncheon would be held for 2008 and 2009 recipients next year. 

· The names of Blue Ribbon recipients are posted on the Arena marquee. A member said the marquee was not scrolling and wondered if it was broken or had been turned off to conserve energy. 

Adjournment
Motion was made and seconded to adjourn. 

Respectfully submitted,

Melanie Sadler

Administrative Specialist

Human Resources

