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      Goal                    Indicators   Evidence                                                   
 
1. Enhance Customer 
Service 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. Utilize Technology to 

improve all services and 
processes   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Customer service surveys 
and feedback regarding 
service received 

 
 
 
 
 
 
• Customer Service 

Standards established 
  
 
 
 
 
 
 
 
 
• New systems 

development 
 
 
 
• Year 2000 preparation 

and readiness 
 
 
 
 
 
 
 
 
• Capital equipment and 

software investment 
 
 
 
 
 
 
 
 
 
 
 
 

• Two Customer Service 
Surveys were established 
for the HR department 
One was geared to new 
hires and the other 
assessed customer 
service delivery to 
campus managers 

  
• The HR department 

adopted general ADFI 
customer service 
standards and expanded 
upon these minimum 
standards.  All 
performance appraisals 
included an addendum 
for rating customer 
service delivery 

 
• Identified initial staffing 

commitment to UITS in 
support of the HRMS 
project 

 
• Completed all planning, 

testing, and 
implementation of 
necessary Year 2000 
modifications and 
enhancements for the HR 
department and 
implementation of 
necessary 

 
• Expanded capital 

equipment replacement 
for some sections of HR 

• Determined and installed 
a standard office suite 
and communication 
package across all ADFI 
units 

• Established second-wave 
department-based 
technical support staff 
within HR 

 



      Goal                    Indicators   Evidence                                                   
 
3. Retain a strong focus on 
recruitment and retention 
 
 
 
 
 
 
 
 
 
 
 
4. Enhance skills training 
and professional development 
opportunities for HR staff 
and the campus 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5. Support all campus 
diversity and inclusiveness 
activities   
 
 
 
 
 
 
 
 
 
 
 
 
 

• Improved outreach to 
Applicants 

• Supervisory awareness 
of retention issues 

• Staff satisfaction 
 
 
 
 
 
 
 
 
• Staff proficiencies 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Expanded Continuing 

Education opportunities 
 
 
 
 
 
• Campus climate 

assessment 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Developed new 
recruitment brochure for 
biweekly staff 

• Developed and presented 
new supervisor training 
sessions on staff rewards 
and recognition 

• Expanded exit interviews 
for all staff 

• Assisted with 
development of 1999 
staff survey 

 
• Three HR professionals 

achieved the national 
certification of SPHR 
(Senior Professional in 
Human Resources) and 
one achieved the PHR 
(Professional in Human 
Resources) 

• Improvement in staff 
retention and job 
satisfaction resulting 
from professional 
development 
opportunities 

 
• In this fiscal year, a 16% 

increase in program 
attendance, and 11% 
increase in programs and 
an 8% increase in 
contact hours  

 
• Increased awareness of 

and sensitivity to the 
importance of diversity 
and inclusiveness 

• Ensured ongoing support 
of affirmative action 
hiring processes 


