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SUBJECT:

Culturally Responsive Customer Service Training (EL-3, EL-4)

PRESENTERS:
Mel Waxler

RECOMMENDATION

Approve a contract with SDSM, Inc. pursuant to RFP No. P03-050, for district-wide customer service training.




BACKGROUND INFORMATION

On December 16, 2002, a Request for Proposal (RFP) was developed and reviewed by the Superintendent’s Cabinet for the provision of customer service training, including quantifiable benchmarks, evaluation criteria and tools.  On January 21, 2003, the General Counsel’s Office issued a Request for Proposal, seeking proposals for customer service training to accomplish the following: (1) heightened awareness on the part of campus main office staff and central administrative office staff of the importance of effective and culturally responsive customer service and the skills sets necessary to deliver it; (2) improved response times and measurable customer satisfaction associated with returned telephone calls and emails; and (3) the creation of a model, culturally responsive, customer service initiative, in campus main offices and in central administrative offices that can be implemented district-wide.  

Twelve proposals were received by the February 18, 2003, deadline.  A five-member screening committee of staff and community leaders reviewed the twelve proposals and recommended two for interview.  A separate six-member committee interviewed the proposers and recommended SDSM, Inc. to the Superintendent.  SDSM’s proposal was reviewed and approved by the Superintendent’s Cabinet on April 7, 2003, contingent upon the strengthening of the cultural responsiveness component and the composition of the team.  SDSM responded promptly and  enthusiastically to the District’s request.  Training will be delivered to 260 campus main office personnel (2-3 per campus) and 40 Central Office personnel from June–November 2003.

This action addresses Part 2 of the District’s four-prong initiative.  I am providing to you under separate cover SDSM’s Proposal for your review.  I am also providing the four-prong Customer Service Initiative Action Plan to refresh your memory.  Finally, I am providing to you the “mantra” developed pursuant to Part 1 of the Action Plan under Andy Welch’s leadership.    

ADMINISTRATIVE CONSIDERATIONS

The cost of this training for 300 District personnel, including customizing the training, presenting the training, and providing the follow-up services is $59,550.  The effectiveness of the training will be evaluated from August through April, 2004, and a report submitted to the Superintendent and the Board. 


ACTION REQUIRED
Approval.

CONTACT PERSON

Mel Waxler

