Society for College and University Planning

presents the book

Innovation in Student Services
Planning for Models Blending High Touch/High Tech

EE- ™ Edited by Darlene Burnett and Diana Oblinger

.~ | The strategic role of student services in improving retention and overall student satisfaction
makes it critical to colleges and universities. Deciding on the right student service model
typically involves process redesign that is attuned to the culture and traditions of an institu-
tion. A key feature of the new model is a customer service approach based on thorough
knowledge of and sensitivity to the needs of the student. Each tailored institutional model is
a blend of high touch with high tech. At all times, the hallmark is quality interaction with
students and total follow-through.
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- This new publication, a follow-up to the popular Planning for Student Services: Best
Practices for the 21st Century, introduces the topic of Web portals and call centers needed to
support Web services. It also describes the lessons learned from one-stop centers, which are
causing facilities to be redesigned and new service career paths to be defined. Services have become a strategic issue
for institutions, and Web strategies—driven by Web services—have become critical as well. Authors, who are among
IBM best practice partners, present case studies of their institutions by describing their experiences in these areas.
They also show how they have been successful in integrating technology into their student services projects, redesign-
ing their processes, implementing change, and extending their brand.

The following are among the many institutions contributing insight and expertise:

Ball State University University of British Columbia

Boston College University at Buffalo

Brigham Young University University of California

Carnegie Mellon University of Minnesota

James Madison University University of North Carolina at Greensboro
Johnson County Community College University of Pennsylvania

Louisiana State University University of Phoenix

Purdue University Calumet University of Texas at Austin

Seton Hall UniVerSity WCET (Western Cooperative for Educational Telecommunications)

Tufts University

Also available the accompanying video:

Innovation in Planning for Student Services
Models that Blend High Touch with High Tech

Filmed live on April 18, 2002 and broadcast via the PBS Adult Learning Service, this two hour program highlights
best practices in student services. Panelists include James Black, Darlene Burnett, Kristine Dillon, Robert Kvavik, and
Brian Mueller, with Diana Oblinger as the moderator. This video enhances the book and highlights the changes that
higher education is going through including real life examples and solutions.




Order Now!

Book Price: $45
Video Price: $275

Book Quantity x $45 =

Video Quantity x $275 =

Less discount
(SCUP, ACPA, NASPA, and EDUCAUSE members
receive a 20% discount with this form)

Sub Total

Shipping and handling
(see below)

TOTAL DUE

SHIP TO:

NAME

TITLE

ORGANIZATION

ADDRESS (not a PO Box)

ADDRESS 2 (not a PO Box)

CITY STATE/PROVINCE ZIP/POSTAL CODE

PHONE FAX E-MAIL

Send payment by fax or mail to

Society for College and University Planning

311 Maynard Street, Ann Arbor, MI 48104-2211 USA
Phone: (734) 998-7832  Fax: (734) 998-6532
E-mail: scup@scup.org  Web: www.scup.org

Price guaranteed through 12-31-02.
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Louisiana State University

For deliveries within the United States
¢ Orders of $50 or less:  $5 ¢ Orders of $51-$200: $8

For orders of $201 or more or deliveries outside the United States
* Contact SCUP for current shipping and handling costs.

Second-day and overnight shipping available upon special request
only. Call (734) 998-7832 for availability and cost.

PAYMENT (FEIN 38-6147432)

[ Check payable in US funds to SCUP (cannot be faxed)

O MasterCard [ Visa [0 American Express

CARD NUMBER EXPIRES

SIGNATURE

NAME (please print)
Payment via check or credit card must be received before books will be shipped.

Purchase orders cannot be accepted.



