Initiate

In Progress

Complete

Continuous Detroit Mercy Practice

Strategy 3.1

Action Plan 3.1.1

Tactic 3.1.1.1

Tactic 3.1.1.2

Tactic 3.1.1.3

Tactic 3.1.1.4

Action Plan 3.1.2

Tactic 3.1.2.1

Tactic 3.1.2.2

Tactic 3.1.2.3

Action Plan 3.1.3

Tactic 3.1.3.1

Tactics
Establish clear standards of performance and expectations for all
employees, correlated to metrics related to the customer feedback
process.

Each unit or department, with assistance from HR, establishes a
system for collecting customer service feedback.

Integrate customer feedback input into all employee performance
reviews.

Use the enhanced faculty/course evaluation process (see Goal 2) to
create specific feedback for faculty focused on customer service to
students. (UDMPU contract language may need to be adjusted to
reinforce this point.)

F19 W20 F20 W21 F21 W22 F22 W23 F23 W24 F24

Provide Ongoing Customer Service Training to All Employees. Elevate our customer services by investing in ongoing mandatory training for
all staff, faculty, administrators and third-party employees who come into direct contact with students.

Tactics
Establish a new position in HR to lead and coordinate all customer
service and collaborative culture initiatives for all employees.

Explore HR options for providing customer service, training and
development.

Partner with ZingTrain to provide a tier of services (e.g. train-the-
trainer option) so programs can be owned and managed locally.

Establish a Student Ombudsman in Each College/School.

Tactics
Appoint an Ombudsman in each School or College to advocate,
investigate and problem solve in response to student concerns.
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Ensure That Every Student Knows They Are Cared For




Initiate

In Progress

Complete

Continuous Detroit Mercy Practice

Strategy 3.2

Action Plan 3.2.5

Tactic 3.2.5.1

Tactic 3.2.5.2

Action Plan 3.2.6

Tactic 3.2.6.1

Tactic 3.2.6.2

Tactic 3.2.6.3
Action Plan 3.2.7

Tactic 3.2.7.1

Tactic 3.2.7.2

Action Plan 3.2.8

Tactic 3.2.8.1
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Enhance the Student Success Center, Disability & Accessibility Services and Titan Success Network. Reinforce the various ways we support
the learning and development of our students.

Tactics F19 W20 F20 W21 F21 W22 F22 W23 F23 W24 F24
Establish an administrative assistant position to support students
in the Student Success Center and Disability & Accessibility

Camiinnn

Expand the Student Success Center to include additional testing
and tutoring space.

Secure an online platform to enhance the Titan Success Network.
Expand and Enhance the Center for Career & Professional Development.

Tactics F19 W20 F20 W21 F21 W22 F22 W23 F23 W24 F24
Rebuild and foster collaborating partnerships between the Center
for Career & Professional Development and Colleges/Schools.

Identify pathways to further connect students with employers to
provide professional opportunities, internships and on-site
mentoring programs.

Enhance International Student Services.

Tactics F19 W20 F20 W21 F21 W22 F22 W23 F23 W24 F24
Develop a plan to increase interactions of International Student
Services with academic programs to better understand and serve
international student populations.




Goal 3: Passionately Serve Students and Each Other

Legend: Implementation Timeline Goal 3: Passionately Serve Students and Each Other
The University will initiate programs and processes to ensure that we always deliver on our promise of
being student-centered. We will also create a campus-wide culture for all University employees that is

collaborative, supportive and respectful.

Goal 3 Metrics: applications, enrollment, retention rates, graduation rates, levels of student satisfaction regarding services, levels of student awareness and
appreciation for the University’s mission and Jesuit and Mercy heritage, levels of employee satisfaction, and employee retention and turnover rates

Action Plans rr r r - rr -t 1 1 1 1
Expand and Enhance the Office for Mission Integration.

Tactics F19 | W20

Integrate the University's mission into the employee experience and
evaluate integration effectiveness.

Promote collaboration among Human Resources, Mission

Effectiveness Team, Anti-Racism Task Force, Detroit Mercy
Dental Diversity and Inclusion Office and Detroit Mercy Law
Campus Equity and Inclusion Office to ensure representation.

Action Plan 3.3.2  |Expand and Enhance Human Resources Employee Training.

Tactics F19 [ W20 F23 | W24 | F24
) Empower and fund Human Resources to implement, facilitate and
Tactic 3.3.2.1 evaluate ongoing employee training.

) Create employee training sessions that promote respect, civility,
Tactic 3.3.2.2 effective communication and conflict resolution.

Provide employee training during Colleague Development Day
(e.g. Human Resources, Mission Effectiveness Team, Anti-Racism
Tactic 3.3.2.3 Task Force, Detroit Mercy Dental Diversity and Inclusion Office
and Detroit Mercy Law Campus Equity and Inclusion Office).

Establish and implement a mandatory training program that results
Tactic 3.3.2.4 in certificate or continuing education credits for University
employees.

Explore strategies with UDMPU to provide mandatory training that

Tactic 3.3.2.5 counts towards tenure.
) Reinstate annual employees evaluations and quarterly check-ins
Tactic 3.3.2.6 and train University supervisors to facilitate the process.

Action Plan 3.3.3  |Create an Office of Diversity and Hire a Diversity, Equity and Inclusion Officer (DEI) to serve both students and employees.

Tactics F19 [ W20 | F20 | W21 | F21 | W22 | F22 | W23 | F23 | W24 | F24
Establish a new DEI Officer position to assess University culture
Tactic 3.3.3.1 and create a Diversity, Equity and Inclusion Plan for students and
employees.

Collect baseline data (retention data, student feedback, employee
Tactic 3.3.3.2 satisfaction results, etc.) on inclusive environment and campus
culture.

Tactic 3.3.3.3 Implement diversity, equity and inclusion initiatives.
Action Plan 3.3.4  |Enhance Employee Satisfaction.

Collect baseline data (e.g. employee satisfaction surveys, faculty

Tactic 3.3.4.1 HERI survey, etc.) on employee satisfaction.

. Perform climate/stay interviews to evaluate current employee
Tactic 3.3.4.2 experiences.

. Perform exit interviews to evaluate the|employee experience of
Tactic 3.3.4.3

individuals departing the University.
Action Plan 3.3.5  |Enhance Employee Recognition Program.

Tactics F19 [ W20 | F20 | W21 | F21 | W22 | F22 | W23 | F23 | W24 | F24
) Explore employee recognition initiatives (e.g. employee of the
Tactic 3.3.5.1 . . . . L
month award, major work anniversariep, holiday recognition, etc.).
Tactic 3.3.5.2 Explore technology platforms for emplioyee recognition.

Tactic 3.3.5.3 Explore physical spaces for employee fecognition.
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