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Sometimes we forget how

truly blessed we are.

We know where we will

sleep each night. We know

that we’ll have heat inside

despite the falling tempera-

tures outside. We know

there’ll be running water for

us to bathe and wash our

hands. We know there will

be electricity to cook our

food and power our televi-

sions. We know where home

is and that we’re welcome

there.

Now, what if everything

changed in the blink of an

eye? What if the earth shook,

buildings crumbled into

heaps of rubble trapping peo-

ple inside? What if your

loved ones were missing and

you couldn’t reach them by

phone? What if your only

way of knowing if your

loved ones were alive or had

perished came through an e-

mail?

That’s exactly what hap-

Being truly

blessed

See page 3.

ASU’s Winter

Youth Summit

Taylor remembers King’s legacy 
with message of hope, inspiration
By Cindy Gambill
Executive editor

Dr. Martin Luther King Jr.

didn’t realize the plight of

African Americans until he be-

came the pastor of a small

church in Alabama.

“When he began to see the

pain and suffering in the world,

that’s when he put his behind

in the chair,” Coretta Scott

King once told Susan Taylor.

Taylor, the editor emerita of

Essence magazine, was the

keynote speaker during the an-

nual Martin Luther King Jr.

Convocation held Thursday

morning in the ACAD Audito-

rium at Albany State Univer-

sity. Taylor once interviewed

Mrs. King for a class project,

and shared Mrs. King’s words

about the slain Civil Rights

leader.

“Every day of our lives we

should really focus on what

those who came before us sac-

rificed,” she said.

Taylor’s message was one

Susan Taylor, editor emerita of Essence magazine, signs
books and talks with Albany State University students
Thursday in the lobby of the ACAD building. Taylor was the
keynote speaker for the Martin Luther King Jr. Convocation
held in the ACAD Auditorium Thursday morning.

ASU prepares to kick off reading celebration
By Joe West
Publications specialist 

Albany State University in

partnership with the Dougherty

County Library will begin a

month-long celebration of read-

ing Feb. 1 at the Albany Munic-

ipal Auditorium.  Dubbed “The

Big Read,” the program will

feature film screenings, talks

about renowned author Ernest

Gaines, reading-discussion

groups, a readers’ theatre pres-

entation and other programs.

Delighted to be partnering

with the Dougherty County Li-

brary, Dr. James Hill, Director

of the Albany-Dougherty Big

Read and Chair of the Depart-

ment of English and Modern

Languages and Mass Commu-

nications at ASU, hopes “to en-

gage as many people as possible

in reading.”

Albany-Dougherty County

residents and visitors will have

an opportunity to read, explore

and discuss Ernest Gaines’ clas-

sic American novel “A Lesson

Before Dying.” 

“Albany State University is

See TAYLOR on page 6.

See BIG READ on page 5.
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pened in Haiti last week. The magnitude-7

earthquake rocked this poor country whose

people already lived in severe poverty. It de-

stroyed homes, communities and lives. 

Now Haiti’s citizens are forced to sleep out-

side where they can without the comforts of

homes. Rebuilding homes and businesses will

be monumental task for them. Rebuilding fam-

ilies will be even more difficult.

All this on an island country in the

Caribbean about 700 miles south of Florida.

Haitians are plowing through rubble trying

to find earthquake survivors – their friends,

children, parents, grandparents. They are des-

perately clinging to the hope that their loved

ones are still alive, but that hope grows dimmer

with each passing day of uncertainty.

The people of Haiti need our prayers and

our money. While Haiti works to overcome this

tragedy, we can be thankful for the all the

blessings we have that we usually take for

granted.

2 Jan. 19, 2010InsideASU

InsideASU
InsideASU is a weekly

electronic publication

produced by 

the Office of University

Communications.  All

submissions are due by

noon Wednesday for that

Friday’s issue. Send your

submission to

inside_asu@asurams.edu.

Dr. Everette J. Freeman

President

Clifford Porter, Jr.

Vice President

Institutional Advancement

Cindy Gambill

Executive Editor

Reginald Christian

Photographer

Joseph West

Publications Specialist

Pearlie Bowser

Administrative Assistant

Questions about InsideASU?
Contact Cindy Gambill at

430-1915 or

cindy.gambill@asurams.edu.

Check out previous issues of

InsideASU
www.asurams.edu/ia/

universitycommunications

/publications.

Albany State University
504 College Drive
Albany, GA 31705

PRESIDENT continued from page 1.

The Center for the African-American Male
will hold its third Winter Youth Summit from 9
a.m. to 12:30 p.m. Thursday, Jan. 21, in the
HPER Gymnasium. More than 400 male
middle school students in the Dougherty
County School System are expected to
participate. For more information, call 430-
1821.

Albany State University will host the 25th
Annual Legislative Conference of the Georgia
Alumni Association of Historically Black State
Universities Wednesday, Jan. 20, and
Thursday, Jan. 21, at the Atlanta Holiday Inn
Select Capitol. For more information, contact
ASU Alumni Affairs at 430-4658.

Albany State University’s Health Careers
Opportunity Junior Enrichment Program will be
held May 24-July 2, 2010. This six-week
intensive multifaceted university review and
preparatory program is for college juniors and
seniors interested in health careers. The
application deadline is March 1. For more
information, contact Taryn Thomas at
taryn.thomas@asurams.edu or 420-1095.

The Albany State University Bowling League
will meet at 7 p.m. Tuesdays starting today at
All American Fun Park. The cost is $3 per
person for three games and practice time. For
more information or to sign up, contact Peter
Stevenson at 430-1394.

The ASU Theatre Ensemble will hold
auditions from 8 to 10 p.m. Wednesday, Jan.
20, and Thursday, Jan. 21, in the ACAD
Auditorium for the following spring productions.
The productions need 15 to 20 dedicated,
hard-working men and women of all ages,
ethnicities, classifications and majors.

� “The Diary of Black Men,” written by
Thomas Meloncon and co-directed by Dr.
W.R. Coleman, Prenecia Brooks and
Robin Thomas. The play will be presented
March 1-3 at ASU and March 9-14 at the
NADSA Play Competition in Dallas, Texas.

� “A Lesson Before Dying,” a staged reading
from Ernest Gaines’ powerful novel in
conjunction with the English Department
and the National Big Read Project. The
performance will feature Tosh T. Sevier as
Jefferson. The reading will be presented
Feb. 25 at ASU and March 9-14 at the
NADSA Reader’s Theatre Competition in
Dallas, Texas.

� “Antigone,” the Greek classic by
Sophocles, co-directed by Dr. W.R.
Coleman and Erin Wells. The play will be
presented April 14 and 15 at ASU.

The ASU Marching Rams Show Band will
participate in the Honda Battle of the Bands in
the Georgia Dome in Atlanta on Saturday, Jan.
30. To purchase tickets or for more information,
visit www.hondabattleofthebands.com. Tickets
are $10 for upper bowl and $12 for lower bowl.
Doors open at 1:30 p.m., and the show starts
at 3 p.m.

The Institute for Responsible Citizenship is
accepting applications for its summer
leadership program in Washington, D.C. The
institute provides African-American male
college students with networking opportunities,
leadership development and lifelong
mentorship. The program will run June 5 to
July 31. Applicants must be college
sophomores. The application is available at
www.i4rc.org/application.htm and must be
received by Jan. 29. For more information,
send e-mail to info@i4rc.org or call (202) 659-
2831.
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By Cindy B. Gambill
Executive editor

More than 400 male middle school students from Dougherty

County will come to the Albany State University campus Jan. 21

for the third Center for the African-American Male’s Winter Youth

Summit. The event will kick off at 9 a.m. in the HPER Gymnasium

and run until 12:30 p.m.

The summit will feature sessions on developing good charac-

ter, avoiding the influence of gang violence and drugs, the impor-

tance of education, and the value of health. The summit will also

give students a taste of life at ASU with a campus tour and lunch

in the dining hall.

“These students are at a critical age as they transition from ele-

mentary school into middle school and face all the pressures of be-

coming teenagers,” said Antonio Leroy, executive assistant for

CAAM. “We want to help them become informed so they can make

the right decisions that will determine their direction in life.”

The mission of CAAM at ASU is to develop African-American

men to be leaders at the local, community and national levels.

CAAM’s mission is also to improve the “total man” academically,

spiritually, emotionally, physically and socially, according to Leroy. 

On April 17, CAAM will hold its third annual National

M.A.L.E.S. Conference on the ASU campus. Participants will in-

clude male students from high school through college.

For more information about CAAM, call (229) 430-1821.

CAAM to hold third Winter Youth Summit

Peach Bowl Basketball homecoming

The Albany State University Men’s Basketball Team (above, left) battled against
the Fort Valley State University Wildcats during the Peach Bowl Basketball
Homecoming Game held Jan. 9 in the ASU HPER Gymnasium. In the end, the
Golden Rams fell to the Wildcats with a score of 96 to 95. The Golden Rams
Women’s Basketball Team (above, right) fell to the Lady Wildcats by a score of
61-56.

Middle school students enjoy touring the Albany State cam-
pus during the 2009 Winter Youth Summit.
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Conservation 

Tip of the Week

Collect the water you use
for rinsing fruits and
vegetables, and then

reuse it to water
houseplants.

(Source:  Water – Use it Wisely
www.wateruseitwisely.com/

100ways/se.shtml)

For additional 

information about

The Flint River Water

Planning & Policy Center or

waterSmart, contact:

Linda Means

P.O. Box 345

Albany, GA  31702-0345

Phone:  (229) 430-2900 

ext. 11

E-mail:  

lmeans@

h2opolicycenter.org

Web:

www.h2opolicycenter.org

GAAHBSU to hold 25th legislative conference
By Cindy Gambill
Executive editor

The Georgia Alumni Association of His-

torically Black State Universities will hold

its 25th annual legislative conference at the

Atlanta Holiday Inn Select Capitol from

Wednesday, Jan. 20, through Thursday, Jan.

21. As part of GAAHBSU, Albany State

University alumni and officials will meet

with alumni from the Fort Valley State Uni-

versity and Savannah State University to dis-

cuss issues important to the three

universities. This year ASU will serve as the

host university.

“GAAHBSU is a consortium of Georgia’s

three state funded HBCUs: ASU, FVSU and

SSU,” said Wendy Wilson, ASU director of

Alumni Affairs. “The purpose of the organ-

ization is to act as aid in supporting and en-

hancing the image of these universities and

to broaden the scope of the respective

alumni associations as advocates for these

institutions, singularly and collectively.

GAAHBSU also strives for the mutual im-

provement of cooperative relations between

the alumni associations of the respective or-

ganizations. The association represents more

than 60,000 graduates worldwide, with some

45,000 plus residing in Georgia.”

The conference begins Wednesday morn-

ing with a legal consortium workshop.A re-

cruitment luncheon and a presentation about

the history and purpose of HBCUs.

Thursday will kick off at 8 a.m. with the

Eggs and Issues Legislative Breakfast fea-

turing State Rep. Carolyn Hughley as the

keynote speaker. Thursday Workshops will

focus on how to work with local legislators

and how to establish a relationship with the

Board of Regents.

For more information about GAAHBSU,

contact ASU Office of Alumni Affairs at

430-4658.

ASU library now using PINs for library patrons
The University System of

Georgia Libraries are now

using PINs (personal identi-

fication numbers) for library

patrons in addition to the

user identification number to

access GIL accounts. The

James Pendergrast Memo-

rial Library is implementing

this process to provide addi-

tional security and to com-

ply with increasing federal

and state regulations and

policies related to privacy.

To create your PIN,

please go to the gil.asur-

ams.edu.  Follow the direc-

tions on the scrolling link.

This PIN is for use with the

library's GIL accounts only

to request loans from other

libraries, to renew books on-

line, and to check your ac-

count for fines and fees.

PIN numbers will increase

the security of your library

account.

www.georgiacustomerservice.com
www.georgiacustomerservice.com
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BIG READ Continued from page 1.

fortunate to receive its first National Endowment for the Arts Big Read grant of $20,000” especially with 268 other nationally compet-

ing organizations,” Hill said.  “In addition to carrying out the literacy mandates of the NEA Big Read, this program provides an excel-

lent opportunity for our University to engage in community outreach and to partner with Dougherty County organizations while promoting

literacy and reading a great book.” 

The Big Read is an NEA initiative designed to restore reading to the center of American culture and bring together partners across

the country to encourage reading for pleasure and enlightenment.  The 2009-2010 grantees all represent nonprofits, including libraries,

municipalities, arts, culture, higher education and science organizations.

1

Municipal Auditorium - 6:30
p.m.
Join us for the Big Read
Kick-Off. Big Read
materials will be distributed.
Music by the Southern Arts
Jazz Ensemble.

Carnegie Building - 8:00
p.m.
Kick-Off Reception.  Enjoy
Louisiana style food and
conversation following the
Kick-Off. 

1-28
Carnegie Building
Louisiana Landscapes
Exhibit by Alania Currie

Albany State University 
Pendergrast Library
Ernest J. Gaines Exhibit:
The Man and His Works

1-22
Dougherty County Public
Schools
Middle and Secondary
School Essay Contest 

2
City/County Government
Center - 7:00 p.m.
Room 100
Public Lecture: “The Life
and Art of Ernest J. Gaines:
A Southern Writer.”

3
Albany State University -
11:00 a.m.
Center for the African-
American Male
Hartnett Hall, Room 111
Book Discussion

6
DOCO Central Library - 
1:00 p.m.
African-American
Genealogy Workshop

8
DOCO Central Library - 
6:30 p.m.
Book Discussion

Darton College - 7:00 p.m.
Building J, Room 121
Big Read Panel Discussion.
Join local attorneys in a
discussion of legal issues in
“A Lesson Before Dying.”

11
Northwest  Library - 6:30
p.m.
Book Discussion

Helen’s Barber Shop - 
7:00 p.m.
Book Discussion:  A
Woman’s Perspective on “ A
Lesson Before Dying.”

15
Albany State University - 
7:00 p.m. 
Simmons Hall, Room 101 
Join us for a panel
discussion on the Criminal
Justice System and Capital
Punishment.

17
Westtown  Library - Noon
Book Discussion

Albany State University -
7:00 p.m.
ACAD Auditorium
Book Discussion

20
Albany State University -
11:00 a.m.
Hartnett Hall, Room 111
You are invited to join the
ASU Upward Bound
Program for a discussion of
“A Lesson Before Dying.”

Wynnsong Theater - 1:00
p.m.
Film - Free public screening
of “A Lesson Before Dying.”

WASU FM 92.7 Radio
Broadcast - 7:00 p.m.
Albany State University
Faculty and Staff 
book discussion on “A
Lesson Before Dying”  

22
Darton College - 7:00 p.m.
Building J, Room 121
Book Discussion

L’Jau’s Restaurant - 7:00
p.m.
Literature and Literati:
Cabaret Style 
Join literature buffs in a
discussion of “A Lesson
Before Dying.”  Hors
d’oeuvres will be served. 

23
Southside Library - Noon
Book Discussion

DOCO Central Library - 
6:30 p.m.
Could Jefferson Have Been
Saved?  A Legal Research
Symposium conducted
by Laureen Kelly

24
Tallulah Massey Library -
Noon
Book Discussion

Albany Museum of Art - 
7:00 p.m.
Enjoy a humorous but
insightful lecture on Ernest
Gaines.

25-26
Albany State University  
ACAD Auditorium - 7:00
pm.
Readers’ Theater
adaptation of “A Lesson
Before Dying.”

1
Municipal Auditorium - 
6:30 p.m.
Don’t miss the Big Read
closing!  Ernest Gaines will
join the audience via
teleconference.
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TAYLOR  Continued from page 1.

of finding the self-confidence that comes

through faith and using it to reach out to

others.

“We have to turn our thoughts inward

where the gifts and the riches really are,”

she said.

While working at Essence magazine,

Taylor decided to pursue at degree at Ford-

ham University. As a project for a class

about the Civil Rights Movement, Taylor

interviewed Coretta Scott King, widow of

Dr. Martin Luther King Jr. From Mrs.

King, Taylor learned a great deal about the

character and struggles of the late Civil

Rights leader. 

Mrs. King even talked with Taylor

about the rumors surrounding Dr. King’s

life.

“I’m not saying he was perfect, but he

tried to be moral in his public and private

worlds,” Mrs. King told Taylor. 

Mrs. King also shared with Taylor

about the night Dr. King received a phone

call that was a death threat. The threat

brought panic and anxiety. That’s when

Dr. King remembered what he learned in

church as a child and how he was taught

to turn to faith in times of doubt and fear.

Dr. King started to pray and praise God.

“From Coretta Scott King, I learned

that nothing that’s known is unknowable,”

Taylor said. “Each one of us comes with a

unique capacity and way of thinking. The

Holy Spirit makes no mistakes.”

Taylor told students, faculty and staff

about the struggles of her life from her

childhood as the daughter of immigrants

from the West Indies living in Harlem to

her trials as a single mother trying to make

ends meet. She earned a bachelor’s degree

from Fordham University and then stud-

ied theology as a graduate student at

Union Theological Seminary.

Now Taylor focuses on helping others

succeed in life. She’s the founder of the

National Cares Mentoring Movement, that

encourages the mentorship of at-risk

youth.

Taylor went on to cite statistics, such as

58 percent of black fourth-graders are

functionally illiterate.

“What can I say that will make young

people like you pick up the baton that my

generation dropped? What we forgot re-

ally was our culture, our history.”

Now she apologizes to Dr. King for

“dropping the baton” and taking every-

thing for granted.

“This quagmire we’re in is not your

fault, but it is your responsibility to repair

it,” she said to the audience and then

asked, “What have we done since his

death?” 

She asked, “On this day when we focus

on the life and the memory of the life of

Dr. Martin Luther King Jr., what can I say?

Thank you, Dr. King. We’re going to do

better.”

Taylor mentioned a recent Wall Street

Journal article that stated that the average

American watches five hours of TV a

night.

“What could you do with five hours?”

she asked the audience. “What you give

your time and attention to is what you am-

plify.”

Taylor emphasized the importance of

priorities in life. 

“We’re at war between education and

catastrophe,” Taylor said. “Eighty-five

percent of fourth-graders are reading

below grade level.

Taylor talked about the earthquake that

caused major devastation in Haiti earlier

this week. 

“It’s a wakeup call for us,” Taylor said.

“What the Holy Spirit is saying is ‘How

much more suffering has to take place?’”

Taylor encouraged students to look

within themselves to find the Holy Spirit

that lives within them.

“You’re God’s child,” she said. “Stop

doubting. Stop making God into your

image. You have to have faith.”

Taylor continued, “The Holy Spirit

wants your mind and your heart. The Holy

Spirit wants you to help those who are the

least among you. Live for something

larger than yourself.”

Susan Taylor,
editor emerita
of Essence
magazine,
addresses
Albany State
University
students,
faculty and
staff on
Thursday
during the
annual Martin
Luther King Jr.
Convocation in
the ACAD
Auditorium.





ASU Theatre Ensemble  
Will Hold 

AUDITIONS 
NEXT WEDNESDAY & THURSDAY, 

JANUARY 20 & 21 
8:00 to 10:00 P.M. ~ ACAD Auditorium 

For the Following Spring 2010 Productions 

The Diary of BLACK MEN 
WRITTEN BY THOMAS MELONCON 

CO-DIRECTED BY 

DR. W. R. COLEMAN 
PRENECIA BROOKS & ROBIN THOMAS 

 

Show #1 
 

March 1 - 3  
At ASU 

 

March 9 - 14 
NADSA  

Play Competition in  

Dallas, Texas  

A Lesson Before Dying 
A STAGED READING FROM ERNEST GAINES’ 

POWERFUL NOVEL 
IN CONJUNCTION WITH THE ENGLISH DEPT. AND  

THE NATIONAL “BIG READ” PROJECT 

FEATURING MR. TOSH T. SEVIER AS JEFFERSON 

 

Show #2 
 

February 25  
At ASU 

 

March 9 - 14 
NADSA  

Reader’s Theatre 

Competition in  

Dallas, Texas  

Antigone 
THE GREEK CLASSIC BY SOPHOCLES 

CO-DIRECTED BY DR. W. R. COLEMAN 

& ERIN WELLS 

 

Show #3 
 

April 14 & 15 

At ASU 
 

 

Needed: 15 to 20 Dedicated, Hard-working Males & Females 

of All Ages, Ethnicities, Classifications, Majors  



 
ALBANY STATE UNIVERSITY’S 

HEALTH CAREERS OPPORTUNITY PROGRAM 
JUNIOR ENRICHMENT PROGRAM (JEP) 

MAY 24, 2010 - JULY 2, 2010 

*Application deadline March 1, 2010* 

JEP is a sixweek intensive multifaceted university review and preparatory program for college 
juniors and seniors interested in health careers. 

Goals: 
 To improve test‐taking skills on standardized test. 
 To provide skills for facilitation and acceptance into a health professional school. 
 To facilitate financial aid awards in the pursuit of a health career. 

 
Eligibility: 

 Be a student at Albany State University or another post secondary institution. 
 Be an American citizen or a permanent resident of the U.S. 
 Completed a minimum of 60 semester hours. 
 Completed basic coursework in General and Organic Chemistry, Genetics or 

Cell/Molecular Biology or Physiology. 
 Have a cumulative grade point average of 2.8 or better (on a 4.0 scale) 
 Be economically and/or educationally disadvantaged 

 
Curriculum: 

 Intensive academic preparation for MCAT, DAT, VCAT, PCAT, GRE. 
 Activities: mock admission interviews, professions school applications, financial aid 

workshops, health related field trips, health career exploration and symposia. 
 

Benefits: 
Participants will be provided: 

  * Free room        * Stipend ($1,200) 
  * Free textbooks       * Computer access 
  * Free laboratory supplies    * Counseling 
  * Academic advisement      * Role models 
  * Access to university facilities (pool, tennis court, basketball courts and gyms) 

*All participants are responsible for their own meals. 

*All participants must commit to taking standardized test upon program completion. 

 
Contact:  Ms. Taryn Thomas, M.Ed./Program Administrator 

     Albany State University/504 College Drive/Albany, GA. 31705 
                    taryn.thomas@asurams.edu/(229)4201095/(229)4201094 (F)   

This program is funded by Albany State University and the Health Resources Services Administration of the 
Department of Health and Human Services (D18HP13635A0) 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 

CALL FOR APPLICATIONS! 
 

The Institute for Responsible Citizenship is currently accepting applications for its summer leadership program 
in Washington, DC.  The Institute provides America’s best and brightest African American male college students 
with unparalleled networking opportunities, leadership development, and life‐long mentorship.  

 
PROGRAM HIGHLIGHTS 

 

• Exposure to congressmen, Supreme Court justices, doctors , 
business executives, educators, and other influential leaders 

• Rigorous academic seminars 
• Roundtable discussions, including seminars on leadership 

development 
• High‐level internships around Washington, DC 
• Activities that promote strong bonds with each other  

 

   
 
PROGRAM DETAILS 
 

• The program runs from June 5 to July 31, 2010 
• Students must commit to two‐summers 
• Housing is paid for by the Institute 
• Students work at paid internships based on their career interest  

 
You should be a college sophomore to apply.  The Institute does not have 
a GPA  requirement.   However,  the median GPA  for  recent classes  is 3.65.  
An  applicant’s GPA  is not  the  only  criterion  that  is  evaluated during  the 
admissions  process.  Campus  involvement,  awards  earned,  athletics,  and 
volunteer work are also important factors.  
 
The application can be found on the web at www.i4rc.org/application.htm.  Applications must be received, 
not postmarked, by the deadline.  Inquiries should be directed to info@i4rc.org or (202) 659‐2831.   
 
 

 
 

 
  

DEADLINE: FRIDAY, JANUARY 29, 2010 
We Inspire the best and brightest African American men to be men of great character who will make 

 significant contributions to their communities, their country, and the world. 
 

1227 25th Street, NW, Sixth Floor ▫ Washington, DC 20037 ▫ www.i4rc.org 



Albany State University 

Customer Service Training  
Certification Program 

You are invited to take advantage of this opportunity. 

⇒ You are invited  to  move  your customer 
service skills from GOOD to GREAT.  

 
⇒ Join the team of certified customer service 

agents for Albany State University. 
 
⇒ Improve customer service in your office or 

department.  

About the program…  

• Eight courses (16.5 hours) offered. 
• Optional Continuing Education Units (CEUs) 

available upon completion. 
• Certificates given at the completion of each 

course. 
• Participants completing the full certification 

program recognized at Customer Service 
Luncheon and awarded “GOLD” name 
badge. 

• First course begins January 22, 2010 . 
• Deadline to register January 20,  2010. 

To Register:  
Complete the attached form 

and Submit 

Contact: Connie Leggett  
Customer Service Champion 
connie.leggett@asurams.edu 

430-1917 

Customer Service Committee Members 

Lori Burnett 
Leslie Charles 

Veronica Adams-Cooper 
Steve Grant 

Alexander Hawkins 
Erica Jackson 
Natalie Knox 

Connie Leggett, Chair 
Demetrius Love 
Melvin Shelton 

Bonisha Townsend 
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Learn How to Provide Award Winning  
Customer Service 



Courses* 
 

Topic Description Duration 

The Service Mentality Apart from the actual skills and techniques, why is it that some 
people seem like ‘naturals’ when it comes to providing great 
service. This course identifies and highlights the basic 
characteristics and traits of people who demonstrate excellent 
customer service.  

2 hours 

Determining Caller Needs Listening skills and questioning techniques are both critical 
components to providing superior customer service. This course 
teaches the six basic steps to becoming a more effective listener plus 
identifies six effective questioning skills and when to use them 
effectively.  

3 hours 

From Curt to Courteous The Seven Touch Points of Communications. This course addresses 
understanding and being understood in spoken and written service 
situations. Covers voice, tone, words used and how the listener’s 
perception affects how well you communicate with customers. The 
course also identifies synchronous communication methods (phone, 
face-to-face and instant messaging) along with asynchronous 
communication methods (email, voicemail, fax and letters). 

2 hours 

Five Forbidden Phrases Don’t tell customers what you can’t do; tell them what you can do. 
This course will teach the Five Forbidden Phrases of Customer 
Service followed by the Positive Alternatives they should be used 
instead. Included are both telephone and face to face examples.  

2.5 hours 

Six Cardinal Rules of Costumer 
Service 

Perception is reality. This course will focus on how six common 
customer service blunders impact the customer’s perception of how 
they are being treated. Learn how now to baffle her customers with 
an unending array of internal codes and abbreviations and how not 
to put paperwork before customer. 

2 hours 

Proactive Customer Service As you interact with customers do you deliver passive, average, or 
proactive service to your customers? There are basically three levels 

2.5 hours 



of service in the world. This course teaches the importance of high 
energy, enthusiasm rapport building and cross selling.  

How to Handle the Irate 
Customer 

This course gives a four point plan for calming irate customers and 
maximizing their situation. Trainees will first learn that irate calls 
are nothing personal. The customer is upset at a problem and not the 
customer service representative. This course includes the proven 
ASAP technique for handling irate customers.  

2.5 hours 

Essential Elements of Internal 
Customer Service 

Employees either serve customers directly or they serve someone 
who does. It’s critical for superior service to begin with the walls of 
your organization. This course illustrates the six essential elements 
for improving internal customer service and employees will realize 
we are customers to each other.  

2 hours 

 
* Techniques and materials designed by Telephone Doctor®  
 



        CUSTOMER SERVICE TRAINING PROGRAM 
                                                               

Albany State University Customer Service Training Program will offer customer service certification upon the 
completion of eight customer service courses (16.5 hours) and a score of 85 or better on the Customer Service 
Certification Exam. These courses will be offered according to the schedule below. Both staff and faculty may enroll in 
the program either for certification or for any course(s). Participants may opt to receive Continuing Education Units 
(CEUs) for a nominal fee upon completion of each course. The registration form requires approval by the employee’s 
supervisor.  
 
Personal Information 
Name: 

Email: 

Office Phone: 

Department: 

          Enroll me in the complete certification Program 

          Enroll me in only the courses indicated below 

         Course 1 name: 

         Course 2 name: 

         Course 3 name:  

COURSE SCHEDULE 

 
SUPERVISOR INFORMATION 
 
This is to certify that my supervisor named below has approved my participation in this program. 
 
Supervisor’s Name: 
Signed (Please type your name here): 

DATE TIME Course* Registration Deadline 
January 22, 2010 10:00 – 12:00pm Course 1:  The Service Mentality 1/20/10 
January 29, 2010 9:00 – 12:00pm Course 2:  Determining Caller Needs 1/25/10 
February 5, 2010 10:00 – 12:00pm Course 3:  From Curt to Courteous 2/2/10 
February 19, 2010 9:00 – 12:00pm Courses 4:  Five Forbidden Phrases 2//16/10 
February 26, 2010 10:00 – 12:00pm Course 5:  Six Cardinal Rules of Costumer Service 2/23/10 
March 5, 2010 9:00 – 12:00pm Course 6:  Proactive Customer Service 3/2/10 
March 19, 2010 9:00 – 12:00pm Course 7:  How to Handle the Irate Customer 3/16/10 
March 26, 2010 10:00 – 12:00pm Course 8:  Essential Elements of Internal Customer Service 3/23/10 

REGISTRATION FORM 

Print FormSubmit by Email


