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The service guidelines of European University 

Introduction 
1. This document is a student service guidelines of the European University (hereinafter referred to 

as "Guidelines"), which defines general rules and conditions of the service to be implemented by 

the employees in the student service process. 

2. The document is based on the Mission of the European University, which implies providing a 

student-oriented high quality education. 

3. All the employees of the European University use the rules and conditions set out in this 

guideline. 

4. The responsibility of the staff is to turn the rules of service provided by the guidelines into real 

skills and use them individually, in accordance with the situation. 

5. The Human Resources Management Service is responsible for the formulation and further 

adjustment of the guidelines. It is approved by the Rector of the University. 

1.  The standart of service and its essence in the educational system 

The establishment of international standards in the educational system has led to the introduction 

of high-level service standards and their perfection in the higher educational institutions.  

Implementation of the standard of service in modern university system serves to facilitate the 

process of teaching and learning in the university. 

It can be said that a similar approach to university systems facilitates the student-oriented 

environment, access to information resources and students' positive attitude towards the 

educational system. 

The service guidelines at the European University provides open cooperation with local and foreign 

students / personnel and other persons regardless their race, skin color, sex, origin, ethnic origin, 

language, religion, political or other opinion, social belonging, property or rank status, address or 

other status. 

2. Characteristics of an effective employee 
 

In order the University to be oriented on a student, the characteristics of an effective employee 

have been developed: 
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A) mentality: "the student - at the first place": 

➢ Student's requirements are put at the first place; 

➢ Focuses on the student's problems and needs; 

➢ Meets the student's requirements; 

➢ Does everything for the student's satisfaction; 

➢ The student is welcome as an expected guest 

➢ Every problem or dissatisfaction of a student is perceived as one's own problem; 

➢ In case of lack of information, he/she asks for help from colleagues in accordance with the 

relevant rule. 

B) Positive mood: 

➢ Loving and enjoying one's work, communication with students and colleagues; 

➢ Initiating to establish a contact; 

➢ Greeitng the students warmly and goodhumouredly; 

➢ Looking at the student in the eyes, smile, address by the name; 

➢ Using only positive phrases while speaking and should not speak negatively with phrases like:  

"No, I do not know, it does not concern me"; 

➢ Seems to be enthusiastic even for any "minor" request of the student;  

➢ Welcoming the student, arriving in the last minute of working day, with Enthusiasm; 

➢ Making an effort to deal with the fact of dissatisfaction of the student and prevent it in the 

future.  

➢ Students' complaints and dissatisfaction are not perceived as offensive - being focused on their 

solution. 

C) Competence and knowledge of the work to do: 

➢ Being competent in the field of one's job; 
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➢ Ability to distinguish and demonstrate positive and unique characteristics of the University; 

➢ Deserves trust and respect of the student; 

➢ It is a priority to allocate time for business communication with the student. 

D) Respect: 

➢ Always respects of any student; 

➢ Tries to politely manage the communication process; 

➢ Skilled to refuse service so that the student does not irritate; 

➢ If there are certain reasons, in case of failing service, knows how to apologize. 

E) Understanding the problem / need: 

➢ Knows how to identify the need; 

➢ Knows how to ask questions; 

➢ Attempts to find out cause of the problem and provide the student with the solution. 

F) Listening: 

➢ Always listens to the student carefully; 

➢ Asks clearifying questions; 

➢ Does not interrupt the student; 

➢ Uses eye contact and active listening techniques; 

G) Reaction: 

➢ Always notes the incoming student and tries to respond to phone calls till the 3rd ring; 

➢ Pays attention to the student waiting for his/her turn. 

➢ Immediately responds to the student's problems in accordance with the rules of the University. 

H) Adaptation process of a student of foreign culture: 

The employee understands the process of adaptation of students of foreign culture with the 
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following characteristics: 

➢ A variety of assimilation-acculturation, when a person accepts the values and norms of other 

culture and refuses of his/her own culture and values; 

➢ Secession - other culture is rejected at the expense of one's own culture; 

➢ Marginalization - This is a strategy in which people lose their identity and at the same time does 

not show interest in acquiring other cultural values; 

➢ Integration - represents identification with old and new culture. 

 

3.  Relationship with a dissatisfied student 
 

The problem, which often causes dissatisfaction, is the case when the expectation and reality are incompatible 

with each other. The disagreement of reality and expectations can be caused by incorrect expectations or 

incorrect communications. 

Each employee of the university respects the guidelines regarding the relationship with the dissatisfied student. 

In particular, the employee: 

➢ Tries to solve the problem themselves, regardless from whom is this problem caused; 

➢ Listens to the dissatisfied student attentively (student's remarks should not be perceived as a personal 

offence); 

➢ Does not interrupt the conversation even if it is already clear what the student wants to say; 

➢ Expresses regret about the situation; 

➢ Expresses the readiness to solve the problem; 

➢ Asks questions in order to correctly identify the real cause of the student's dissatisfaction; 

➢ While answering, be as specific as possible and do not involve additional information in the conversation; 

➢ Starts feedback with positive content phrases: "Yes, I understand it, It's clear"; 

➢ Does not oppose the student directly and obviously, should not try to defend themselves or to blame 

someone (An employee should not blame other employee or services), avoids categorical expressions; 



 

7 
 

The service guidelines of European University 

➢ If the cause of dissatisfaction is the mistake of the employee or the university itself, recognizes the above and 

tells the student that he is right and apologizes for the mistake; 

➢ Explains the student in what time and how it will be possible to solve the problem; Provides information that 

he has already started to eradicate student's dissatisfaction  and is focused on specific actions and results; 

➢ In case of necessity, for more qualified settlement of this problem, ensures that the student to be diverted to 

the relevant employee and explains the essence of the problem so that the student does not have to reiterate 

the issue; 

➢ In case of necessity, ensures the involvement of a direct supervisor to resolve the problem; 

➢ Once the problem is resolved, apologizes the student once again for the situation; 

➢ Expresses the readiness for further assistance; 

➢ Says Goodbye politely. 

 

4. Techniques of refusal 
 

Refusal is related to negative emotions and it is not a pleasant fact. However, in some cases the 

service process requires, the implementation of such a procedure. In this case, it is recommended: 

➢ To apply to the law or the internal acts of the University that define the reasons for refusal (in 

which case the student is less likely to be upset); 

➢ In any refusal process, an alternative solution should be offered. 

5. Standart of redirection 
If the student is required to be redirected during the process of service, the employee is obliged to: 

➢ Explain the cause of the student's redirection; 

➢ In case of redirection to direct head officer, specify whether he/she is at work and has free time to 

meet the student and provide him / her with information about the student's identity (name) and 

request; 

➢ Provide the student with accurate information about the position, identity and location of the 

employee to whom the student is redirected (the description of the student / employee according to 
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the physical characteristics, pointing at the employee or location by an indicator finger, pen, or any 

other subject is not permitted); 

➢ To offer a possible alternative, if the person - responsible for the matter is not at work. 

6.  General standard of telephone service  
 

During telephone conversation an employee is obliged to: 

➢ Try to answer the phone till the third ring; 

➢ Respond to the student with the tone of willingness to help; 

➢ Be interactive. Express instant readiness to help; 

➢ Listen to the student carefully; Use the active listening methods: verifying questions, responses 

of agreement; 

➢ If the student's requirement is unclear, general or inaccurate, ask additional questions, use the 

technique of periphrasis to specify his requirements and to serve only after that; 

➢ Provide complete, comprehensive answers to the student regarding to all the alternative ways of 

settling the issue; 

➢ Provide only verified information in the service process. If the employee does not have accurate 

information, explain it to the student and inform that he/ she will check it; 

➢ To serve the student with the maximum effectiveness and in case the student's request is 

incompatible with his / her authority, explain the above mentioned to the student politely; 

➢ Talk to the student with an academic manner of speech. Be friendly, do not interrupt the 

student and do not make them feel to be busy or in hurry to finish the service. 

7. Feedback in the service process 

Feedback is the best way to find out the outcome of the university in student service. 

Consequently, the feedback system provides a clear picture of how proper and oriented on outcome 

each detail of the studying process is. Each employee is focused on improvement of quality of 

service and creation of flexible and modern learning systems, and therefore constantly realizes and 

continuously monitors the topicality of the guidelines among students. 
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If possible, the employee who has provided the service to the student is desirable to receive 

feedback from him. 

 For example: whether or not a particular problem was resolved, whether the modules for the 

training were customized, etc. 

If the new circumstances, approaches or shortcomings have been identified during the feedback, 

the employee is obliged to share this with direct head officer and Human Resource Management 

Service. 

8. Atypical situations management  

If the student violates the internal regulations (also the rules of the library) or if the behavior of the 

student does not correspond to the activity of the higher education institution, the university 

employee shall, within its competence, take the following measures in accordance with the 

situation. 

A) Loudly speaking students 

If the students speak loudly in the university area and disturb others, the person who is responsible 

(eg in the library, in the corridor, during the studying process) gives   the students one minute for 

adaptation, then comes closer and asks in low intonation, if they need any help and expresses the 

readiness to quickly solve the problem in order not disturb other readers. 

B) Students talking to the phone 

If students speak loudly in the territory of the University disturbing others, (eg. in the library, in 

the corridor, during the studying process) the employee gives the non-verbal instruction about the 

existing rules, or after the telephone conversation is finished, gives the rule to the students and asks 

for its full implementation. 

C) The so-called "Rival students". 

There is a standard rule for treating this type of student. It is prohibited to establish a friendly 

relationship with them. The employee will explain the rules of conduct using standard sentences 

and official tone. 

D) Students with prohibited items (cigarettes, coffee, food). 
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When the student enters the relevant space with prohibited items (eg in the auditorium, in the 

library), an employee (eg a librarian, manager) calmly informs the student about about the internal 

rules / regulations. 

Note: The signs of banned items are desirable to be in noticeable places that will enhance the visual 

perception of the rule / regulation. 

 

 

 


