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 Have fun! 

 Make connections 

 Learn something 

 

 Jot down nuggets of 
information that you 
find meaningful or 
useful 

 Take action! 

 

 







Who’s to credit (or blame) for your Customer Service? 



 Ask yourself: Do you greet your employees 
enthusiastically each day? Are you polite in your dealings 
with them? Do you try to accommodate their requests? 
Do you listen when they speak?  

 Acknowledge that your staff deal with difficult and 
sometimes emotional people. They will treat the student 
body the way they are treated. Employees take their cue 
from Management.  

 Consistent complaints, emotional students, and poor 
student service are a reflection on the management more 
than the employee. Remember, there is a direct 
correlation between the quality of student service and 
the quality of the people who provide it.  
 



 When it comes to dealing with argumentative & emotional students while 
providing customer service, be different, the norm is not good enough. To 
provide resolution and service that truly stands out, you need to go above 
and beyond the call of duty regardless of how you feel.  
 

 Leave your students impressed with the level of resolution and service you 
provide. Show your students/customers they can count on consistent, 
professional, and personal service from you.  
 

 It’s all about the experience. The experience develops open 
communication and trust and that develops a      
          

     RELATIONSHIP 
 



How You 

Look 

55% 
What you say 

7% 

How you 

Sound 

38% 

Visual Vocal Verbal 

Image Is Everything 
What’s your Branding saying about you? 



 Student service starts and ends with attitude. Your attitude – good or poor 
– will be more important than the actual answers you give and the actions 
you take.  

 

 While you need to give the right answers and take the appropriate actions, 
your student interaction will be most affected by the attitude you display. 

  

 The student will most likely not remember what you said or even what you 
did for them, they will remember how you made them feel.  

 



Maintain a Positive Attitude 

You can’t always control what happens to you.  But, you can control how 
you react.  You’re in control of your emotions.    

No one makes you mad.  You choose to get mad, or sad, or happy.  So, 
don’t choose to get mad at Students.  Instead, choose to have a positive 
attitude.  

Avoid negative people.  Don't let them infect you.  Instead, surround 
yourself with positive people.  

 



Maintain a Positive Attitude 

Keep your life in perspective.  Before you blow your stack, ask yourself, 
“Is this really that important?”  Compare it to the things that truly matter 
in your life.  Don’t let the pesky little things upset you.  

 

Let go of the negative.  When you hear yourself saying negative things 
about yourself (or other people or situations) - STOP!  Don’t waste your 
time and energy.  

 

Moods are contagious.  What attitude are you conveying?  Are you 
“infecting” others with good or bad moods? How are you “filling their 
bucket”?  

 



Adapt, Adjust and Overcome 

 Stay calm 
 Don’t argue 
 Positive attitude 
 Smile  
 Listen patiently to the student, allow them to talk 
 Express empathy 
 Don’t get defensive “D” 
 Remember, no one makes you mad, you choose to get mad, sad or 

happy. So, don’t choose to get mad at students, instead choose to 
have a positive attitude 

 You can’t always control what happens to you, but you can control 
how you react. You are in control of your emotions 



 Be too busy 

 Say “No” 

 Talk on your cell phone 

 Not acknowledge their presence 

 Answer your phone while you are 
serving a Student 

 Lean, yawn or frown 

 Chew gum 

 Raise your voice 

 Say, “It’s our policy” 

 

 Say, “It’s not my job” 

 Refuse to help 

 Complain or interrupt 

 Blame others 

 Say, “I’m new” 

 Be disrespectful 

 Look away, look around 

 Move slowly 

 Appear impatient 

 Use slang 

 









 Develop a clear, concise strategy 

 Consistent messaging, boilerplate language 

 Empowerment: Authorize staff to make 
arrangements, set up payment plans 

 Establish consequences for lack of follow 
through 

 Set up timeframe for follow up 

 Eliminate obstacles to receiving payment 

 Consistent & timely placement with agencies 



 Identify the Student 

 Identify Yourself 

 Update demographic information 

 Ask for Payment in Full 

 Pause and Listen 

 Determine the Problem 

 Find a Solution  

 Close the Deal 

 Document your Call 
 



“My job is to assist students in your situation. We have 
several options. Let me make a proposal.” 

 
“Let’s take a minute to work together on a solution for you.” 

 
“I have a number of students in situations similar to yours, 

and we have been able to arrive at solutions. Let me work 
with you on this, I’m confident that together, we can find 

an easy resolution.” 
 

“I just finished working out an arrangement for a situation 
very similar to yours. Let’s see what we can do together 

to find a solution for you.” 
 



Securing a Payment 
 How short of the balance are you? 

 How much of the money do you have? 

 How much more time do you need to get the full balance 
owed? 

Setting up a Payment Plan 
 Sell your payment plan in months, not a monthly payment 

amount 

 Investment payment, Down-Stroke, Good-Faith payment 

 
 



 Don’t appear to be nervous or apologetic about asking for 
what is owed to the College or University 

 Don’t get defensive, aggressive or hostile.  

 Don’t sound condescending or lose your control or take 
things personally 

 Don’t give in until you get something, it’s OK to say NO  

 Don’t threaten, share the consequences of non-payment  

 Do be patient, don’t give up 

 Do appear knowledgeable about the process  

 



 Document notes immediately after call or 
interaction 

 Update demographic information 

 Make notes about promises to pay, deadlines, 
special circumstances, etc. 

 Notate file once placed with Agency 

 



 Deliver “clean” accounts to agencies 

 Provide all information requested 

 Fresher Accounts = Better Results 

 Respond to agency requests in a timely 
manner 

 Clearly convey needs and expectations 

 Build the relationship 

 

 

 

 





 Why? 
◦ Identity theft one of fastest growing consumer 

threats in US 

◦ Credit Card fraud 

◦ Fraudulent loans 

◦ College student personal information is readily 
available 

 Lifestyle, habits 

 

 



 Help your students keep their information 
safe 

 Use of campus mailbox 

 Storage of important personal documents 
◦ Passport 

◦ Social security card 

◦ Insurance card 

◦ Credit card/bank statements 

 Do not lend out debit/credit cards 

 Computer/laptop/tablet security 
 

 



 Debit/credit card statement review 

 Annual free credit report 

 Credit card offers 

 Information shared on social media 

 

 

 

 

 

 



 September = National Campus Safety 
Awareness Month 

 Use of Social Security # vs. School ID # 

 Use of www.FAFSA.ED.GOV 

 DO NOT share PIN 

 Review office surroundings 

 Phone interactions 

 

http://www.fafsa.ed.gov/


Steps to take to recover from a theft 
 Place a fraud alert on your credit reports and 

review your reports 
 Close the accounts that you know, or believe, have 

been tampered with or opened fraudulently 
 Demand several layers of security before 

establishing a new account 
 Report it to the Organization where your data was 

breached 
 File a report with your local police or the police in 

the community where the identity theft took place 
 File a complaint with the Federal Trade 

Commission 
 



Credit Freeze 

In some states you can put a freeze on your 
credit file, so no one will have access to your 

information without your authorization 

 
http://www.fightidentitytheft.com/credit-freeze-laws.html 
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Provide students with Credit Bureau contact information 

 
Equifax 

1-800-525-6285 

www.equifax.com 

 

Experian 

1-888-397-3742 

www.experian.com 

 

TransUnion 

1-800-680-7289 

www.transunion.com 

 

http://www.equifax.com/
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http://www.transunion.com/


 Department of Education - Identity Theft 

 

 Identity Theft Resource Center 

 

 Federal Trade Commission Consumer Information 

 

 https://www.identitytheft.gov/Steps 

 

 http://www.fightidentitytheft.com/ 

 

 https://www.creditkarma.com/ 
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CFPB Proposed Debt Collection Rules 
 The Bureau of Consumer Financial Protection proposes to amend 

Regulation F, 12 CFR Part 1006, which implements the Fair Debt 
Collection Practices Act (FDCPA), to prescribe Federal rules 
governing the activities of debt collectors covered by the FDCPA. 

 
o A number of provisions call for creditors (or by extension, servicers) to take action 

before a debt is assigned to a collection agency in order to facilitate the collection 
agency’s use of electronic communications with the consumer. 

 
o Creditors will be required to exercise effective third-party oversight over debt 

collectors with whom they place accounts. 
 

o There are a number of proposed approaches (e.g., contact limitations, limited 
content messages, using text and email, etc.) that could have direct impacts on how 
collections are performed in the first-party environment. 

 
 Website:  consumerfinance.gov 

 



Christy Egler 
Regional Sales Manager 
cegler@reliant-cap.com 

614-940-7959 
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