
WELCOME!!!
GOOD MORNING

1.Sign In
2.Sit by someone you 

don’t know



FM CARES
About Customer Service



Welcome

• Small Group Introductions
• Name
• Title
• Shop/Team
• Length of Service



Why YOU are SO important

1. What do you love about your job?
2. Why is what you do important?
3. How do you enhance the student 

experience?



Communication

Through your professional 
appearance and your positive and 
friendly demeanor, clearly 
communicate with the customers, 
from beginning to end, so that they 
know what to expect and feel fairly 
treated.



Accountability

Own your actions and do what you 
say you are going to do.  If it is 
something that you can take care of 
yourself...take care of it.  Be 
adaptable and recognize that there 
are many paths to excellence.  Learn 
as you go and be innovative and 
willing to take risks for great 
customer service.



Relationships
Engage each customer 
respectfully and with enthusiasm.  
Make the customer feel that they 
are important.  Listen to their 
needs and find commonalities so 
that you can build a relationship 
that enables you to see from 
their point of view.



Expectations

Listen and understand your 
customers needs.  Manage the 
customers' expectations through the 
process and make sure that you 
follow through on all commitments.  
Exceed their expectations.



Synergy
Work cohesively as one team dedicated to meeting the needs of 
the campus community.  Pitch in where you are needed, go the 
extra mile, and work together within Facilities Management to be 
the best.



FM CARES



FM CARES CULTURE



Renee Cota
Business Manager
University of Arizona

Jenna Elmer
Human Resources
University of Arizona
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