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Public Relations in Our Schools

DON’T OVERLOOK IMPORTANT ROLE
SUPPORT WORKERS PLAY IN PROVIDING
GOOD CUSTOMER SERVICE
By Cindy Warner
Public Relations and Community
Education Supervisor
Shelby County Schools

Is your school providing great
customer service? Do your front
office workers greet parents and
students with a smile? Do they
answer the phone promptly and
politely? Or, do visitors leave your

school feeling they were not
welcomed and angry over being
treated rudely?

A school’s staff is one of the most
important resources for building
community support. Unfortunately,
those same staff members can also be
a great hindrance to the school’s
reputation if they are not providing
quality customer service.
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According to the National School
Public Relations Association
(NSPRA), research shows that
support staff workers are the primary
source of information being provided
to the community. National research
indicates that school secretaries,
custodians, bus drivers, and cafeteria
workers provide the most
information to the general public.
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They are followed by classroom
aides, teachers, administrators and
central office staff.

That is the main reason why it is vital
to keep support employees informed
and to provide staff training to
emphasis the critical role they play
in providing good public relations for
our schools. The Shelby County
school system recently provided a
professional development workshop
for school secretaries, bookkeepers
and central office support staff to
highlight this very issue.

The workshop started with a
humorous skit portraying a typical
day at “Pleasantville” Elementary
School. The skit was intended to
show (in an extremely exaggerated
way) the WRONG way to provide
good customer service to parents and
visitors. Needless to say, things at

“Pleasantville” Elementary were not
so pleasant with office workers
ignoring and being rude to parents,
having inappropriate conversations
about various students they deemed
to be “discipline problems,” and not
having good telephone etiquette.  

The workshop, which included the
workers being treated to lunch, was a
great success. The support employees
expressed appreciation that their vital
role as school PR professionals was
recognized. They were also grateful
for the practical tips and assistance
that will hopefully make their jobs a
little easier and our schools more
welcoming.

— SUPPORT WORKERS — PRACTICAL POINTS
TO PROMOTE
CUSTOMER

SERVICE

Telephone Techniques
• Answer calls promptly.
• Use a friendly, positive tone of

voice.
• Transfer calls to the appropriate

person to solve a problem.

Handling Disgruntled Callers 
• Listen to the caller and do not

interrupt.
• Express concern for the caller’s

problem.
• Ask questions of the caller and

arrive at a possible solution.
• Follow through on what has been

promised.
• Keep the caller informed.

Handling Difficult Parents
• Listen to the parent and treat them

with respect.
• Avoid hostility and work together

to find a solution.
• Exercise empathy by trying to gain

an understanding of the parent’s
perspective, express concern for
the child and stand firmly behind
school policy, but admit mistakes
when appropriate.

Use Professionalism –
• Dress appropriately.
• Keep personal phone conversa-

tions to a minimum.
• Be polite.
• Avoid gossip.
• Keep visits with co-workers to a

minimum.
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HELPFUL SITES
Take a minute to check out these

recommended Web sites

CLICK HERE

Northridge High School

Nat’l School Public Relations Association

Alabama Department of Education

Education World - Public Relations 101
How To Tips for School Administrators

hhh
Let us reform our schools, and
we shall find little need of reform
in our prisons.

–John Ruskin

hhh
Education is the ability to listen
to almost anything without
losing your temper.

–Robert Frost

hhh
More money is put into prisons
than into schools. That, in itself,
is the description of a nation
bent on suicide. I mean, what is
more precious to us than our
own children? We are going to
build alot more prisons if we do
not deal with the schools and
their inequalities.

–Jonathan Kozol

Senior Lee High School Air Force Jr.
ROTC Cadet Kenyetta Spiller has been
selected to attend the 2006 Jr. ROTC
Honors Camp at Wright State
University in Dayton, Ohio, June 7-14. 

The selection process for the camp is
very competitive. Those selected must
have a minimum GPA of 3.0, be a
U.S. citizen, be a rising junior or
senior enrolled in college preparatory
math and science courses and must
have demonstrated leadership
potential. A total of 500 cadets were
selected out of 102,000 applicants
worldwide. 

The Air Force Jr. ROTC
Honors Camp has two
primary goals: expose
high-achieving cadets
to aerospace and high
technology
opportunities and
careers, and to leverage
Air Force Jr. ROTC
demographics to reach college-
bound minorities at a younger age. 

Cadet Spiller is the seventh cadet
from Lee High School’s ROTC
program to be selected to attend this
prestigious camp.

SPILLER SELECTED FOR
ROTC HONORS CAMP

FOR MORE INFORMATION, CONTACT MAJ. BARBARA COLEMAN

269-3742

http://www.nhs.tusc.k12.al.us/
http://www.nspra.org/
http://alsde.edu
http://www.educationworld.com/a_admin/admin/admin123.shtml
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Youth between the ages of 14 and 19 who were impacted
by a crisis during the past year and found ways to help

others can compete for an all-expense paid
trip to Chicago in August where they will
experience one of the nation’s great cities and
be able to share experiences with their peers.
The SYTA® Youth Foundation (SYF) has
announced The Silver Lining Program to
recognize young people throughout North
America who were affected by catastrophe ye t
still managed to have a positive impact on
others. The Silver Lining Program will honor
24 young people August 1-5. They will
participate in team building and leadership
a c t ivities among other curricular progra m s .
Entries for the competition are due May 15.
Students can be self-nominated or be
nominated by others. More information about
the SYF Silver Lining Program and application
materials can be found on the SYF Web site, 

w w w. s y t ayo u t h f o u n d a t i o n . o r g.

YOUTH IMPACTED BY TRAGEDY
OFFERED UNIQUE EVENT

ENTRIES DUE: MAY 15, 2006

CLICK HERE

CLICK HERE

NSPRA BLUE RIBBON
CHAPTER AWARDS

Given to NSPRA state chapters for
efforts to work toward NSPRA’s
mission, goals and objectives.
Required efforts include: yearly
projects to support NSPRA goals;
NSPRA membership campaign; serve
as public relations counsel to the
education community; broaden and
expand the number and types of
publics with which chapter
interrelates; promotion of racial
minority membership and cultural
diversity; chapter programs which
enhance NSPRA’s mission to assure
lifelong learning by improving
education through responsible
communication and interpersonal
relationships through the adoption of
education’s Flag of Learning and
Liberty; chapter PR in-service
programs; chapter member
contributions to education; and
contributions to professional growth.
Awards are also given for
Distinguished Year-Round Programs
and Distinguished Single Projects. 

Deadline: May 13, 2006
(postmarked)

COST NONE

SPECIAL EDUCATION GRANTS
The Bamford-Lahey Children’s Foundation funds projects 
with broad implications for the learning and use of spoken 
language in children with developmental language disorders. 

More information is available online at 
http://bamford-lahey.org/guidelines.html.

info@bamford-lahey.org
B A M F O R D - L A H E Y C H I L D R E N ’S  F O U N D AT I O N

http://www.sytayouthfoundation.org
http://bamford-lahey.org/guidelines.html
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P E R F E C T I N G
P U N C T U A T I O N

CLICK HERE

— WASTED WORDS —

Many words and phrases
rarely add anything to a
sentence. Avoid these
whenever you can. A very
short list of some of these
offenders: Quite, very, extremely,
as it were, moreover, it can be seen

that, it has been indicated that,
basically, essentially, totally,
completely, therefore, it should be

remembered that, it should be noted

that, thus, it is imperative that, at

the present moment in time. These
are fine in their place, but they
often slither into your writing
with the sinister purpose of
tempting you into the sin of
padding your sentences.

STATE BOARD OF EDUCATION MEETING
Thursday, May 11, 2006 - 9:30 a.m.
Gordon Persons Building Auditorium
50 North Ripley Street, Montgomery, AL

STATE BOARD OF EDUCATION WORK SESSION
Thursday, May 25, 2006 - 9:30 a.m.
Gordon Persons Building, Plaza 104 
50 North Ripley Street, Montgomery, AL

The More I Think About It ...

ONLY YOU CAN PREVENT
DRUNK DRIVING!

THURSDAY
MAY 18th

6-9 P.M.
GARRETT
COLISEUM

IN
MONTGOMERY,

ALABAMA

May is Alabama Vehicle Safety Month
Join the Alabama Army National Guard along with Alabama State Troopers

and others as they welcome award-winning motivational speaker and former
trooper, Captain Pete Collins. Collins will speak of his experiences as a

highway patrol officer delivering his message with a unique blend of laughter
and tears on issues facing our world today. This is a great opportunity for

schools to encourage their students to attend.


