Dear Colleagues,

Ten years ago we initiated a Service Excellence Program that has been

aguiding forcefor theentire University Servicesdivision. Today theprogramiswell known
throughout UB, and it isprai sed often by faculty for its positiveimpact onthe qudity of
customer servicewe offer and for theimproved planning it has generated.

Thank you for your personal effortsto makethe Service Excellence program such a
successinthe eyesof our academic and administrative colleagues. Your commitment to
Service Excellence has been evident in both day-to-day operationsand long-term changes
and improvements. You have madeit work.

Thefuturebringsnew challengesto our
university—revenue generation, student recruit-
ment and retention, sponsored program growth,
tonameafew. If weareto ensurethat UB re-
tainsitsplaceasapremier public research uni-
versity and that it enhancesitsreputation, we
must continueto devel op new and innovative
programs, aswell asmaintain our focusonthe
fundamental goalsof Service Excellence. | look
forward to working with you to meet thesechal-
lengesand capitaize on the opportunitiesthey
present.

One of themost visible measures of our
progressover the past decadeisthe quality of the
initiativesthat are chosen for Service Excellenceawards. Sincetheawardswerefirst given,
thequality, complexity, breadth, and impact of theseinitiativeshaveincreased, and the col-
|aboration among unitshas seen remarkabl e growth. The programsbeing recognized this
year continueto build on that pattern of improvement.

Congratulations and best wishesto dl staff memberswho arebeing recognized this
year, and to the hundredswhose contributions have been smilarly recognized over the past
tenyears.

T“::
|/

Robert J. Wagner
Senior VicePresident




A Decade of Quality Improvement:
Service Excellence Awards 1989—-1998

Some forty-one projects wererecognized for excellencein thefirst ten years of the Service Excellence Award Pro-
gram. Asyou review the chronology that follows, you will note both an expansion in the breadth of the projectsand an in-
crease in the number of University Services units—and indeed other units of our university—participating in the projects.

The Service Excellence Task Force was unablein some cases to determine the names of award-winning projects, especially
those that were recognized in the early years of Service Excellence; hence only the unit names are recorded. We would be
happy to hear from any of you who can fill in missing data so that our twenty-year commemorative history will be more com-
plete. Also, the names of many of our units have changed over the years. The task force chose to use the unit names

that werein effect at the time the awards were made.

1989
[] Hedlth SciencesLibrary

1990
O Purchasing Department

OPersonnel Services:
Twelve-Month Calendar

OAccounting Services and
Records, Purchasing Depart-
ment: Recharge L aser Printer
Toner Cartridges

O University Libraries:
New Employee Orientation
Program

0 Telecommunication:
Automated Directory
Information System (UBIS)

0 FacilitiesManagement:
Empowering the Work Force

0 Public Safety: Community
PolicingModd

1991

OHousing Service Operations,
Telecommunications, Purchas-

ing Services, Accounting Ser-
vicesand Records, Public
Sefety

OPersonnel Services,
FecilitiesManagement,
Univerdty Libraries
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1992

OEducationa Technology
Services

oUniversity Fecilities: Com-
municationswith Customers

OCIT: UNIX SoftwareService
Contracts

1993

oUniversity Facilities:

Lyddl Cycle

oOUniversity Facilities: Project
Hireand Learnto Work
OUniversity Print and Mall

Services, Automated Bar
Code Discountsfor Mailers

OAccounting Services, Uni-
vergty Facilities, Purchasing
Services: Natura Gas Supply
Contract



1995

OCIT, Campus Services,
Millard FillmoreCollege, Office
of the Graduate School,
Records and Registration,
School of Engineering and
Applied Sciences, School of
Management, Student L ife,
Undergraduate Education:
Billing, Inquiry, Records,
Drop/Add (BIRD)

0Accounting and Payroll
Sarvices, Adminigtrative Com-
puting Services, Officeof Fi-
nancial Aid, Office of Student
Accounts. WilliamD. Ford
Federd Direct Loan Program

OCIT, Payroll Services,
Univergty Facilities:

Student Time Sheet Paperless
Processing

OWBFO, S& B Communica:
tions. Improve WBFO Signa
and Expand Its Coverage Area

OAccounting and Payroll Ser-
vices, Officeof Financid Aid:
CollegeWork-Study Re-Engi-
neering Initiative

0Accounting and Payroll
Services, University Services:
NiagaraMohawk SC-11
ElectricRae

1996

0 School of Engineering and
Applied Sciences, School of
Management, School of
Nursing, Faculty of Natural
Sciences and Mathematics,
Faculty of Artsand Letters,
Faculty of Socid Sciences,
Officeof theContraller,
School of Architecture and
Planning, CI T, Department of
Nuclear Medicine, School of
Medicineand Biomedical
Sciences. Departmental
Computing Consultants

O State Purchasing Depart-
ment, University Facilities:
System Contract for Office
Supplieswith StaplesBusi-
ness Advantage

OBudget Office, Personnel
Services, Payrall Services, Of-
fice of Student Finances and
Records, Officeof theCon-
troller, Accounting Services:
Renaissance System

O Officeof theContraller,
CIT, Officeof Publications, Di-
vision of Athletics, Spon-
sored Program Personnel
Services, School of Medicine
and Biomedica Sciences,
Faculty Student Association,
Officeof Recordsand Regis-
tration, University Residence
Halls, Alumni Relations, Pub-
lic Safety, Officeof Student
Life, School of Dental Medi-
cine, Officeof Student Fi-
nances and Records, Faculty
of Artsand Letters, Internal
Audit, Office of the Provog,
Purchasing and Campus Ser-

vices, University Libraries, Of-

ficeof the Vice President for
Student Affairs, Telecommu-
nications: SUNY Card

OCIT, Officeof Recordsand
Regigration, Officeof the
Contraller, Officeof thePro-
vost, Office of Admissions:
UB InfoSource

1997

oUniversity Fecilities, CIT, Of-
fice of the Provost: Classroom
Technology Program

oL ockwood Library, Library
Systems, Centra Technical
Services, Lockwood Library,
Hedth SciencesLibrary, Law
Library, Univerdity Libraries
Director’sOffice, Generd Li-
braries Access Services, Un-
dergraduateLibrary: Digitd
Libraries|nitiative

0State Purchasing Depart-
ment, Internal Audit, Person-
nel Services, Accounting
Services, Sponsored Programs
Purchasing Services, SUNY
Officeof the Controller:
Procurement Card

OCIT, University Develop-
ment, WBFO: Adams
Conversion Project

OCIT: CIT SystemNatificar
tion and Information

OHealth SciencesLibrary:
Hedlth SciencesLibrary
Journal Database

0School of Dental Medicine,
CIT, Law School: Professiona
School Transcripts

1998

OUniversity Libraries, CIT,
Graduate School of Education,
Officeof theViceProvost for
Educational Technology, Uni-
versity Facilities, College

of Artsand Sciences,
Undergraduate Education,
Computer Scienceand
Engineering, Officeof the
Senior Vice President for
University Services, Millard
FillmoreCollege, School of Ar-
chitectureand Planning, Office
of the Provogt, Office

of the Vice President for
Hedth Affairs, Brockport
Shaw Carpets. Cybraries

OCIT: SOAR - Student Online
Access to Records

OWBFO, Western Antenna
and Tower Service, the
Cameron Baird Foundation,
University Facilities, S& B
Communications, Mr.and
Mrs. Donald Davis, Engineer-
ing and Applied Sciences,
FCC, Mr.andMrs. Donald
Newman, Procurement
Services. WBFO Tranamitter
Upgrade

0Officeof News Services,
Officeof Publications, CIT:
OnlineUB Calendar of Events

D Office of the Provog,
Univerdty Facilities Fecilities
Planning and Design
Information System
OUniversity Facilities:
Online Time Sheets
OUniversity Facilities,
Procurement Services:
System Contract for Janitorial
Supplies; System Contract
for Plumbing Supplies

OPrintand Mail Services,
CampusMail: Expedited
Mail Delivery
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Service Excellence
Assembly Highlights 1989-1999

May 24,1989 RobertJ. Wagner, VicePresident for University Services, officially launchesthe Service Excellence Program.

December 11, 1989 VicePresident Wagner and University Services associate vice presidents formally sign the Service

ExcdlencePledge.

1989

OQuality & American Express
- Peggy Haney, Vice President
of Consumer Affairs, Ameri-
can Express

0Service Excdlence Confer-
ence: Knowing the Mission,
Panning, and Organizing -
John Alongi, University of
California at Berkeley

OExcdlenceinthePublic
Sector - Robert J. Wagne,
Vice President for University
Services

1990

0Group Participation and
Feedback - Ellen McNamara,
Assistant Vice President,
Human Resource Services

OPerformance Programsand
Appraisals- Robert J. Wagne,
Vice President for University
Services

oVisionfor the University at
Buffalo - Seven B. Sample,
President

1991

O0Thelmportance of Quality
Sarviceand Service Excdlence
a UB-WlliamR. Greiner,
President

OService Excellence- Kenneth
Gage, Student Representa-
tive, University at Buffalo
Council

1992

oUsing Total Quality Man-
agement to Enhance Limited
Resources - Geri Mycio
OQuality and Productivity in
Higher Education - Professor
Lawrence A. Sherr, School of
Business, University of Kan-
sas

1993

ORethinking the University
for the Twenty-First Century -
Professor David Orr, Environ-
mental Sudies, Oberlin Col-

lege

1994

0Beyond Awareness - Man-
aging Diversity inthe Work-
place

1995

OWhose Business Is This,
Anyway? - Jerry Campbell,
ViceProvost for Library Af-
fairs and Computing, Duke
University

OWhat are SUNY’sOptions
for the Future? - Robert J.
\Wagner, Senior Mice President

oUB'sVisonfor the Future-
Thomas E. Headrick, Provost

1996

OEnrolIment Management at
UB - Sean P. Qullivan, Vice
Provost for Academic Infor-
mation and Planning

OHuman Resource Strategies
- Robert J. Wagner, Senior
Vice President
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0Changeat UB - Edward F.
\oboril, President/CEO, WI-
son Greatbatch, Ltd. (Change
Management); WliamR.
Greiner, President (Chal-
lenges as Opportunities: UB’s
Response to Change); Robert
J. Wagner, Senior Vice Presi-
dent (It IsNot Business as
Usud)

1997

OToshiba Stroke Research
Center at the University at
Buffalo- L. Nelson Hopkins,
M.D., Director

Olngtitutefor Local Gover-
nance and Regional Growth at
theUniversity at Buffalo -
John B. Sheffer, 11, Director

0Changing the Information
Technology Cultureat UB -
\bldemar Innus, Senior
Associate Vice President and
Chief Information Officer

oBenchmarking for Quality
Improvement - Orland Pitts

OReport on the Task Force on
Women at UB - Robert J.
Wagner, Senior Mce President

0UB’sPlacein Higher Educa
tion - ThomasE. Headrick,
Provost

OEnrollment Prospectsat UB -
Sean P. Sullivan, Vice Provost
for Academic Information and
Planning

0Changeat UB: Cregtive
Problem Solving - Gerard J.
Puccio, Center for Sudiesin
Creativity, Buffalo Sate Col-

lege

1998

OEvery Piece Essentid to the
Whole - DennisR. Black, Vice
President for Sudent Affairs

DCenter of Excellencefor Docu-
ment Anaysis and Recognition
a theUniversity at Buffdo -
Professor Sargur N. Srihari, Di-
rector

OReport on USA Group Noel-
Levitz Indtitutional Image Study
- Carole Smith Petro, Associate
\Vice President, University Ser-
vices

OMarketing at UB - Peter
Killian, Director of Marketing

OSeven Habits of Highly
Effective MediaCenters- Mark
Greenfield, Web Devel opment
Manager, CIT

1999

oUniversity Services\Welcome
Website - Kerri L. Cabana, Se-
nior Systems Consultant, CIT

DAccess99 - Joseph Tufarielo,
Senior Mice Provost for Educa-
tional Technology

OMyUB - Rebecca Berngtein,
Director of Electronic Media;
James T. Gorman and Robert M.
Wright, Managers, Administra-
tive Computing Services, CIT
DFecilitiesMagter Plan -
Michael F. Dupre, Associate
Vice President for University
Facilities

OCIT Technica Service
Appraisa Process - Gretchen
K. Phillips, Manager, UNIX
Support Group, CIT



Service Excellence Task Force

Current Membership Past Membership
LauraJ Barnum Judith Adams-Volpe
John A. Edens BarbaraA. Burke
Susan A. Huston EliasEldayrie*
Peter S.Killian Susan T. Ferry
PamdaD. Lojacono JoanneL antz Fletcher
William C. Marshdl JoAnnM. llluzzi
Roger R. McGill* Edward A. Johnson Jr.
HaroldC.RiceJ. John Karrer
ChrigineE. Sauciunac (Chair) Joseph O. Kerr
LouisJ. Schmitt ThomasC. Kaller
BruceH. Speller Miched F. LeVine
Carole Smith Petro*
Jennifer Roth
KevinR. Saitz*
Robert J. Wagner*
*past chair
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Service Excellence Award Program

The Service Excellence Award Program recognizes University Services employees who have
undertaken initiatives that advance the basic mission of University Services, whichis:

to provide high-quality service in an effective, efficient, and

environmentally responsible manner that will enable the university

to meet its teaching, research, and public service missions.

Employees and teams of employees are nominated for recognition for having completed projects
or activities that improve the quality of service of one or more units by:
O improving the unit’s efficiency or productivity;
0 saving the university time or money;
0 reducing bureaucracy;
0 meeting a specific customer need; and/or
0 improving staff morale, cooperation, and understanding.
The Service Excellence Award Program gives special consideration to projects or activitiesthat:
O result from abenchmarking process;
0 use cross-functional teams (either from the various units
of University Services or from other divisions of the university);
0 demonstrate a creative use of technology;
0 improve the culture and/or climate of the unit of University
Services as awhole; and/or
0 make asignificant impact on the university’s customers.

There aretwo categories of projectsrecognized: large-scale projects and limited-scal e projects. Thefull text of this
year’ sprojectscan befound at http://wings.buffalo.edu/univserv/; then click onthe Service Excdlencelink.

Special Thanks

Special thanks to our Senior Leadership for their support:
Robert (Bob) J. Arkeilpane, Director of Athletics

Michael F. Dupre, Associate Vice President for University Facilities
Voldemar A. Innus, Chief Information Officer

Carole Smith Petro, Associate Vice President for University Services
KevinR. Seitz, Associate Vice President and Controller

Barbaravon Wahlde, Associate Vice President for University Libraries
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