
Miami-Dade County Public Schools 
                                                                        iCare Professional Development Action Plan        January 2013 
 

 

Region: ___________________________________________________ School: ___________________________________________   

Assistant Principal: __________________________________________ Phone: ____________ E-mail __________________________ 

Principal: _________________________________________________________ E-mail: _____________________________________ 

 

 
 
Take a look at your organization through the eyes of a parent/stakeholder and respond in detail to the questions below: 
 

Parent Assessment Response 

A. What are the first things you notice when 
you enter your school? 
 

 

 
 
 
 
 

B. What specific and noticeable action has 
the organization/school taken to make you 
feel welcome? 
 

 
 

 

C. Identify specific actions that make you feel 
uncomfortable or unwelcomed when you 
enter the school 
 
 
 
 

 

D. How could the school/organization 
improve their quality of service to you as 
the customer? 
 
 
 
 

 
 
 
 
 
 

Form A:  PART I: iCARE CUSTOMER SERVICE ASSESSMENT 
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Parent Assessment Response 

E. What does good customer service mean to 
you? 
 
 
 
 

 

Form A:  PART I: iCARE CUSTOMER SERVICE ASSESSMENT cont. 
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Region: ___________________________________________________ School: ___________________________________________   

Assistant Principal: __________________________________________ Phone: ____________ E-mail __________________________ 

Principal: _________________________________________________________ E-mail: _____________________________________ 

 
 
 
 
Please describe in detail your plan of action for disseminating the information you have learned to your respective staff members in an 
effort to improve the quality of customer service in all aspects at your location. Please make sure that your plan addresses the following 
components: 
 

Action Steps of Action Plan Timeline Person Responsible 

A. Courtesy and 
Respect 

 
 
 
 

   

B. Responsiveness 
 
 
 
 

   

C. Communication 
 
 
 
 

   

D. Environment 
 
 
 
 
 

   

 

Form B:   PART II: iCARE CUSTOMER SERVICE ACTION PLAN 
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Region: ___________________________________________________ School: ___________________________________________   

Assistant Principal: __________________________________________ Phone: ____________ E-mail __________________________ 

Principal: _________________________________________________________ E-mail: _____________________________________ 

 
  
 
 
Please provide a brief reflection regarding the implementation of your iCare Action Plan.   
 

Question Response 

A. How did your staff receive the plan?  
 

 
 

  

 

B. What challenges did you face? 
 
 
 
 

 

C. How did you address those challenges?  
 
 
 
  

 
 
 
 
 
 

D. What additional steps need to be taken to 
aid in the improvement of the level of 
customer service your organization 
provides? 

 
 

 
 
 
 
 
 
 

 
 

Form C: PART III: iCARE CUSTOMER SERVICE REFLECTIONS 
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Question  Response 

E. How can you contribute to the 
development and maintenance of service 
standards in your organization? 
 
 
 
 
 
 
 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
***Please complete the follow up activity above, and send a copy of the sign-in sheet and agenda from your follow up session 
via school mail or email to valtheme@dadeschools.net no later than March 20, 2013*** 

Form C: PART III: iCARE CUSTOMER SERVICE REFLECTIONS cont. 

mailto:pwilson@dadeschools.net


To go from ‘GOOD to GREAT’ we must be better than we are today.
Our aim is to create a  common vision for ideal service that is shared and expressed 
throughout MDCPS
How do we add value to the educational experience that is authentically ours and 
sustainable?

1



Look at our students & parents as Customers who count on us to provide a profoundly 
essential service

2



What are these companies selling? Solicit answers from participants. EX: 
MacDonalds sells hamburgers , etc
BUT WHAT THEY ARE REALLY SELLING IS AN EXPERIENCE
This is the essence of the Brand promise



What is our Brand promise? 

4



The customer really makes the decision on what we stand for

5



The Core must be expressed in every contact moment

6



Examples of how service expresses our Core

7



How do we create an atmosphere where parents Trust us with their precious children?

8



Is this the best we can do?

9



Going beyond satisfaction. A merely satisfied customer will leave you for the next 
opportunity that arises.

10



We need to try our best in delivering services that the customer can feel and reflect as 
Experience

11



Favorite shop activity,

12



13



The service focus begins with meeting needs to exceeding needs to creating a strong 
feeling of LOYALTY in our customers. 
More than student retention (keeping and holding them with us) we should aim for an 
environment of loyalty , where the student WANTS to come and be with us .
Best Buy Example:

14



15



16



Right after break: Candy game ‐ 3 volunteers
Use as ‘fun’ description of how customer feels when they are Ignored, Given Wrong Info, 
Helped

17



The complaint comes to us as a double‐whammy: Issue and Emotions at once.
Always remember that the customer sees you as the face of the organization, so never take 
things personal

18



Remember that we must always aim to fix the relationship as well as the issue. We want 
them back, we want them to talk well about the organization. Think long term

19



20

Listening to our customer is the most valuable communication skill: It demonstrates our 
respect, helps the efficiency of responsiveness etc



TELEPHONE Game: Separate room in two. Whisper the following phrase in first person’s ear 
and ask them to pass it on until the last person. Compare the results of the two groups. 
Success is getting what you want. Happiness is wanting what you get.
‐Dale Carnegie

21



Where does confusion come from? deficiencies in giving clear message? Not paying 
attention? passing on a message that is not thoroughly understood? Putting a ‘spin’ on 
facts?

22



Observe your environment through he senses first – your customer do!

23



One day a man was walking along the beach when he noticed a boy picking something up 
and gently throwing it into the ocean.
Approaching the boy, he asked, “What are you doing?”
The youth replied, “Throwing starfish back into the ocean. The surf is up and the tide is 
going out. If I don’t throw them back, they’ll die.”
“Son,” the man said, “don’t you realize there are miles and miles of beach and hundreds of 
starfish? You can’t make a difference!”
After listening politely, the boy bent down, picked up another starfish, and threw it back 
into the surf.
Then, smiling at the man, he said, “I bet I made a difference for that one.”

Drawing cartoons. Those are my starfish.

Whatever it is you choose to do; be it art or working for a large corporation, find out what 
your own starfish are.

Then keep throwing them back into the water. Every day. Do that, and you will be be happy.

24



Start with yourself. Be a model for this change

25



26



iCareiCare  
Customer Service InitiativeCustomer Service Initiative  
  
 
  

MM--DCPS DCPS believes that a major component of ensuring high student believes that a major component of ensuring high student 
achievement is establishingachievement is establishing  aa   school learning environment in which school learning environment in which 
customerscustomers   feel welcomed and valued.  feel welcomed and valued.  Attending to Attending to ccustomers provides ustomers provides 
consistency in allconsistency in all   interpersonal practices that impact relationships interpersonal practices that impact relationships 
throughout the districtthroughout the district ..     We define We define “Customer”“Customer”   as anyone with an interest as anyone with an interest 
in Miamiin Miami--Dade County Public Schools:Dade County Public Schools:   aa   student, parent, member of the student, parent, member of the 
community, vendor, or a fellow district employee.community, vendor, or a fellow district employee.   
  

Core ValueCore Valuess  as as StandardsStandards  ooff   Customer Customer 
ServiceService  
  
Courtesy and RespectCourtesy and Respect  
  

••   BBe courteous during all customer interactions e courteous during all customer interactions and sensitive toand sensitive to   
cultural or ethnic identities.cultural or ethnic identities.   

••   MMaintain the customer’s confidentiality and privacyaintain the customer’s confidentiality and privacy..   
••   CCommunicate from a positive perspective.ommunicate from a positive perspective.   

  
ResponsivResponsivenesseness  
  

••   Assume responsibility Assume responsibility forfor   assisting or directing the customer to the assisting or directing the customer to the 
appropriate person.appropriate person.   

••   Return phone calls and eReturn phone calls and e--mails in a timely manner. If mails in a timely manner. If an immediate an immediate 
response is not possible, response is not possible, notifynotify   the customer of anthe customer of an   estimated time of estimated time of 
response.response.   

••   Be culturalBe cultural lyly   sensitive when a customer speaksensitive when a customer speakss   a languagea language, if , if 
necessary, seek necessary, seek assistanceassistance. .     

  
CommunicationCommunication  
  

••   Acknowledge and greet Acknowledge and greet each each customer upon their entrance into customer upon their entrance into the the 
buildingbuilding.  .    

••   Answer the telephone in a timely manner. Use voice inflection to ensure Answer the telephone in a timely manner. Use voice inflection to ensure 
that the custhat the customer perceives tomer perceives interest.interest.   

••   Demonstrate an attitude of respect to callers and visitors.Demonstrate an attitude of respect to callers and visitors.   



••   BBee  kknowledgeablenowledgeable   of the functions of the functions inin   the work the work placeplace   and the organization and the organization 
of the of the dd istrict.istrict.     

  
Environment Environment   
  

••   Be responsible Be responsible forfor   creating an inviting, familycreating an inviting, family-- friendly environfriendly environment in all ment in all 
district facilities.district facilities.   

••   Wear a badgeWear a badge  to make to make identification easier for customers. identification easier for customers.   
••   Wear appropriate attire to reflect the district’s world class standards.Wear appropriate attire to reflect the district’s world class standards.     
• Avoid eating, drinking, conducting personal callsAvoid eating, drinking, conducting personal calls ,,   or conversations in the or conversations in the 

presence of cuspresence of customers.tomers. 



M
M
 

 

2
 
S
 
I
C
 
D
i

O

 
 

C
a
p
 
I
F

D

F
J
S
F
 
N
 
M
 
R
n
 
L
s

Millenni
MAPS to

2012-2013 M

Strategic Pil

Implementin
Community 

Description
mprove the 

 
Objectives: 

Deliverable

 
Connection 
and commun
performance

Implementa
Fall 2012 

December/J

Feb - May 2
July 2013 
September 2
February  2

New Cost/C

Measurable

Recommend
new teacher 

Lessons Lea
school clima

ial Acce
o Radica

Millennium 

llar:  Studen

ng Bureau/C
Engagement

: Recommen
quality of cu

 Student, 
all custom
School C

es:   
1. Superin
2. Delivery

January
3. Custom

front of
4. iCare tr
5. Develop
6. Develop

  
to Student 
nity engage
. 

ation Summ
Re
ex

Jan 2013  Pr
of

2013  iC
   De

2013  iC
014  Re

ost Savings

e Results:  

dation for C
orientation, 

arned:  Eval
ate survey da

ess Platf
ally Dif

Access Plat

nt, Parent, an

Cabinet Me
t / Iraida R. 

nded by the 
ustomer serv

Parent and
mers, therefo
limate – Im

ntendent’s M
y of Train-th

y 24 and 25, 
mer Care Coa
ffice staff, se
aining video
p web-based
p online feed

Achieveme
ment; result

mary:   
eviewed cu
xternally.  
rofessional D
f Excellence 
Care Coaches
evelop and p

Care training 
eview feedba

: N/A 

Retent

Continuation
embed exce

luation will b
ata from Janu

form 20
fferent L

tform (MAP

nd Commun

ember:  Offi
Mendez-Car

Family and 
vice througho

d Communit
ore increasing

mprove overa

Message to Al
he-Trainer w
2013) 
aches implem
ecurity, etc.) 
o produced a
d Customer S
dback tool (S

nt: By impr
ting in grea

ustomer ser

Development
to introduce

s facilitate iC
post online c
video will b

ack tool resu

tion of stude

n/Replicatio
ellence in cus

be based on 
uary 2013 w

012-2013
Learnin

1 

P)  iCare Cus

ity Engagem

fice of Interg
rtaya, Assist

Community
out the distri

ty Engagem
g student, pa
ll school clim

ll Employee
workshops to

ment training
(February –

and posted fo
Service Tips
Summer 201

roving custo
ater resourc

rvice standa

t facilitated 
e the iCare C
Care training
community f
be available 
ults and eval

nt enrollmen

on/Expansio
stomer servi

online feedb
with January 2

3 Result
g Envir

stomer Serv

ment 

governmenta
tant Superint

y Involveme
ict through p

ment – To pr
arent and com
mate with im

es posted in D
o Customer C

g at school 
– May 2013)
or all employ
 (Summer 20

13) 

omer service 
es and advo

ards and t

in conjuncti
Campaign wi
g with staff a
feedback too
online for al
luate program

nt and increa

on:  Incorpor
ice as part of

back tool dat
2014. 

ts 
ronment

ice Campaig

al Affairs, Gr
tendent 

ent Advisory
professional 

rovide excel
mmunity pa

mproved cus

Dadeschools
Care Coache

site with app
 
yees (Summ
013) 

we strength
ocacy leadin

trainings av

ion with Mia
ith Superinte
at school site
ol. 
ll employees
m outcomes

ased parenta

rate iCare cu
f the school 

ta and comp

ts 

gn 

rants Admin

y Committee
developmen

llent custom
articipation.
stomer servic

s TV (Januar
es (Assistant

propriate pe

mer 2013) 

hen parental 
ng to incre

vailable int

ami Dade Co
endent’s vid
es. 

s. 
. 

al satisfaction

ustomer train
culture. 

parison of pa

nistration and

e (FCIAC) to
nt trainings.

mer service to

ce. 

ry 2013) 
t Principals –

ersonnel (i.e.

involvemen
ased studen

ternally and

ollege Cente
deo message.

n 

nings into 

articular 

d 

o 

o 

– 

., 

nt 
nt 

d 

r 
 



▌INVOLVEMENT

Making Customers Count

Recommended by the Family and 
Community Involvement Advisory 
Committee (FCIAC), this initiative 
is designed to improve customer 
service throughout the district.

Professional development , web-based 
customer service tips, and online 
feedback are utilized to improve 
environmental and interpersonal 
factors that impact relationships with 
our customers.
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