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Customer Service

Assistance and advice by an organization to 
those who buy or use its products and 
services.1

Definition courtesy of the Oxford English Dictionary: https://www.oed.com/search/dictionary/?scope=Entries&q=customer+service 

Support
• Addressing questions
• Solving problems

Relationship
• Trust
• Commitment

Communication
• Responsiveness
• Empathy

https://www.oed.com/search/dictionary/?scope=Entries&q=customer+service


Image Source: Tufts University Office of the Vice 
Provost for Research  
https://viceprovost.tufts.edu/about-rad 

The Nexus of Customer 
Service and Research 
Administration

https://viceprovost.tufts.edu/about-rad


A Customer 
Engagement 
Model
Based on
“Call Center 
Sequencing”

• A process to identify the 
customers' ask and defuse any 
frustration.

• The best are able to complete 
this process without sounding 
robotic.

•Works with face-to-face, 
telephone, or email contact.

Image Source: https://www.cleanpng.com/png-call-center-icon-phone-icon-call-center-icon-7683479/

https://www.cleanpng.com/png-call-center-icon-phone-icon-call-center-icon-7683479/


A Customer Engagement Model

Acknowledge

Acknowledge 
the individual 
or team.

Restate

Restate the 
concern.

Empathize

Express 
empathy.

Solve

Provide 
solution.

Confirm

Confirm that 
the concern 
has been 
addressed.

Thank

Thank the 
customer.



Acknowledge the individual or team

• This is an effort to personalize the engagement.

• If there are specific action items, is the right person engaged?

• It can help determine the level of engagement. 
Example: Dr. Lee vs Call me Matt

Image Source: https://www.iconfinder.com/icons/6505150/acknowledgement_approvement_check_mark_confirmation_guarantee_hands_tick_icon

https://www.iconfinder.com/icons/6505150/acknowledgement_approvement_check_mark_confirmation_guarantee_hands_tick_icon


Restate the concern
• Sometimes you will have to sift through several ideas to get to the concern that needs to be 

addressed.
• This will require active listening!

• This step is important: Have you asked the right qualifying questions?
• Is it a pre-award issue or a post-award issue?
• Is it a billing concern?
• Is it a submission formatting concern?

• When you find it, confirm it with a simplified statement
Example: I hear you saying that you are unable to upload the proposal. Is this correct?
 

• :REPEAT:
• Keep asking questions until you discover the WHY of the call/email/communication

• You are trying to discover what the customer needs vs. what they’re asking for
Image Source: https://www.veryicon.com/icons/business/settlement-platform-icon/restart-5.html

https://www.veryicon.com/icons/business/settlement-platform-icon/restart-5.html


Empathize
• THIS IS NOT AN APOLOGY (If you think of it that way, it will be difficult to do.)

• This is an acknowledgment that some processes are tedious, and that some experiences are 
hard.

• This small statement can go a long way in letting the customer know you understand their POV.
Example 1: I understand how frustrating this can be but it is a system limitation.
Example 2: I know formatting can be tedious, however it helps me be sure that I don't 
remove any important information.

• An empathetic statement does NOT belong in every interaction.
• Do not force this to fit. It will make you sound robotic.

Image Source: https://cdn1.iconfinder.com/data/icons/health-51/24/care-empathy-feelings-courtesy-head-512.png

https://cdn1.iconfinder.com/data/icons/health-51/24/care-empathy-feelings-courtesy-head-512.png


Solve
• Now that you have listened, acknowledged, and expressed empathy, you can 

discuss a fix.

• Be gentle: the fix may mean more work for them.

• Be gentle: the fix may be directing them to the right department
• Be clear in this one.
• If it is an email, copy the next department in your response and introduce 

them to the situation. Do not make the customer explain themselves.

• Provide expected times of completion when you are taking action.

Image Source: https://uxwing.com/solution-icon/

https://uxwing.com/solution-icon/


Confirm
• Confirm the issue is resolved.

• This feels like Pandora's Box.
• You are tired now.
• You have engaged long enough.

• Why ask if there is anything else I can do?
• Here is a tip: Don't.
• Instead, ask a close-ended question that allows for the discussion to end.

Example 1: Do we have everything we need for this proposal?
Example 2: I just want to be sure you have contacted your grant fund accountant 
to help the rest of the way.

Pandora’s Box Image Source: https://www.redbubble.com/i/poster/Pandoraand-39-s-Box-by-lenaliluna/35155238.LVTDIConfirm Image Source: https://iconduck.com/icons/47709/confirm

https://www.redbubble.com/i/poster/Pandoraand-39-s-Box-by-lenaliluna/35155238.LVTDI
https://www.redbubble.com/i/poster/Pandoraand-39-s-Box-by-lenaliluna/35155238.LVTDI
https://iconduck.com/icons/47709/confirm


Thank

• Say thank you.

• Gratitude goes a long way.

• If you are an administrator, something that your customer is doing is
directly impacting your livelihood.

Image Source: https://www.flaticon.com/free-icon/thank-you_633151

https://www.flaticon.com/free-icon/thank-you_633151


Writing 
Effective 
Emails

Reference: Harvard Business Review’s 8 Email Etiquette Tips - How to Write Better Emails at Work, https://youtu.be/1XctnF7C74s?
feature=shared 

https://youtu.be/1XctnF7C74s?feature=shared


Writing Effective Emails
• Include a call to action in the subject line. 

Example: NSF Proposal DUE, upload today!

• One email thread per topic. 
Example: Proposal vs. Award

• Manage recipients. 
Example: +RFA, -Farin Kamangar

• Start with the main point. 
Example: Your NSF proposal deadline is today…



Writing Effective Emails
• Summarize in your reply. 

Example: Please email me confirmation that you uploaded your proposal 
as it is due today.

• Hyperlink whenever possible. 
Example: Your NSF proposal deadline is today…

• Change the default setting to “Reply” (not “Reply all”). 
Gmail settings:

• Change undo send options. 
Gmail settings:

http://www.nsf.gov/






Time 
Management

As administrators 
very few consider 
our time relative to 
their request.



Time 
Management 
Matrix**

**Reference: FocusCommit.com, https://focuscommit.com/time-management-quadrant/

https://focuscommit.com/time-management-quadrant/


Robot Mode

When is it ok?



Acknowledge

Acknowledge 
the individual 
or team.

**Restate**

Restate the 
concern.

Empathize

Express 
empathy.

**Solve**

Provide 
solution.

**Confirm**

Confirm that 
the concern 
has been 
addressed.

Thank

Thank the 
customer.



Questions?


