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A Case Study by EngageMint

Improving Customer
Service
During the summer of 2019, the EngageMint team and Purdue
athletics worked together to improve Purdue's customer service
levels on gameday.
After a couple of days of focus groups to better understand Purdue's
culture, the EngageMint team and Purdue got to work. The first step
was to create the foundations of Purdue's own version of customer
service. The Purdue fan base and employees had a culture of deep
connection with the larger University. With one of the best
engineering schools in country, in the heart of the Midwest, the
service style that would resonate with Purdue fans would focus more
on function than frills.
With a group of employees across the athletics department, the
EngageMint team and Purdue created "Tracks to Success," the
guiding service philosophy and behavioral frameworks to guide
employee's mindset and actions on gameday.
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Once Purdue's unique customer service behaviors were created, the EngageMint team built two
versions of Tracks to Success trainings. One version for frontline staff, teaching them the new
behaviors expected of them. The second version was for managers and supervisors, who would be
responsible for reinforcing the Tracks to success messaging each week, motivating thier team to
deliver an elevated level of customer service. Tracks to Success trainings were delivered over the
course of 6 consecutive days leading up to football season, with up to 2-3 training sessions per day.
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Training &
Recognition Tools
Training groups were broken up into 2040 people. Frontline staff received a 2hour training, Managers & Supervisors
went through a 4-hour training.
To reinforce training, EngageMint built a
recognition program focused on
catching employees doing right.
Leaders would present a small, physical
card to individual staff members on the
spot when Tracks to Success behaviors
were seen.
Employees would then register thier
card number on an internal website
EngageMint designed, which would
enter them to win a prize the following
week.
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Operational
Improvements
After conducting training, EngageMint returned to Purdue for
four home football games to help identify areas of
improvement and roadblocks to delivering a great customer
experience.
For three of the games, the EngageMint team came with four
Subject Matter Experts, leaders from the EngageMint
network. This included former and current Disney executives,
industrial engineers, leaders in the sponsorship space, Purdue
alumni and more. After each game, inital thoughts were
delivered to Purdue leaders, followed by a more formal report
of observations and recommendations each game.
In addition to the observation, the EngageMint team actively
provided coaching and support to managers and supervisors
on gameday. The team helped to reshape how pre-shift
meetings were facilitated, moving from informational to
inspirational.

OVERARCHING KEY LEARNING
Every organization has it's own unique fan
base, and should cater it's service delivery to
resonate with that fan base.
Training alone is not sufficient to change
behaviors, especially in the live event
business, where events are sporadic and
employees can be transient.

Even after doing deep training with
employees, upon observation, we found
certain employees who were engaged in
training not delivering as expected. There may
be operational processes prohibiting
employees from delivering great service, such
as staffing levels or lack of role clarity.
Customer service should not be addressed in a
vaccum.

