Greg Woods says we should be “obsessed with customers.”  Like we’re supposed to know what to do with that kind of guidance.  But when you look at what he does, you start to see.

Last month, for example, we had the wrong loan application form up on the Web for a couple days.  800 people filled it out and sent it in.  Greg wouldn’t let us make them start over and fill out the right one.  We had to fill it out for them — at least as much of it as we could.  Then send it to them with an apology.  An apology!  And promise that while they filled in what we couldn’t, we’d save their place in line for processing.  We even gave them the names and numbers of special operators in case they needed help.  I mean, we really went to a lot of extra trouble for a handful of students.

Then just last week, Greg did the same sort of thing for schools.  They had been complaining all year about something new called “item 8” on our Direct Loan promissory note.  It let the student set a limit on his own future borrowing.  But it really didn’t add much except complication for the schools — complication they wouldn’t have to deal with it if they switched back to FFEL.  So Greg said to fix item 8, even though it means scrapping most of $78,000 worth of forms we already printed.  And on top of that, we have to test the new version with schools and students — it’s not fixed until they say it’s fixed.

Greg got a call a few days ago from someone who said she couldn’t get FAFSA on the Web to work.  Greg offered to come to her house and help.  She declined.  I think he spooked her. 

When the Customer Service Task Force had its first “listening session,” the Student Center at the MLK Library said we wouldn’t give them any Student Guides.  Greg found out, jumped in a cab, and took them 200 copies.

And when the Customer Service Task Force had listening sessions for SFA employees to sound off, somebody said Greg should walk around more to see where we work and what we do.  So he’s doing it.  Keep an eye out for him.

If the Chief Operating Officer spends time and money that way — trying to please his customers — I guess we can too.

When he walks into your office, tell him you get it.  Obsession!
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Your best source for what's happening in the Office of Student Financial Assistance  (OSFA)
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