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[bookmark: _heading=h.gjdgxs]	Board Date:  September 21, 2022

TO:			Board of Education

FROM:	Cuauhtémoc Avila, Ed.D., Superintendent
	
ITEM:	APPROVE AN AGREEMENT WITH BLACKBOARD INC. TO PROVIDE CUSTOMER SERVICE TRAINING AT MCKINLEY ELEMENTARY  
	

Background:	Blackboard Inc. is a consulting and training firm located in Southern California with 35 years providing customer service training to schools and private organizations. Blackboard Inc. is the leading firm for customer service training winning top J.D. Power and Associates awards for the past three years. 
Suggested questions to answer in the background section. 
· Who is the vendor/company? (Provide the history and track record on their product/service)
· Has RUSD worked with them before?
· What credibility do they have? 
· What services do they offer? 
· What product/service is going to be provided? 
· Will you need to share student information?

Reasoning:	Blackboard Inc. will provide three 2-hour training sessions to all McKinley staff and volunteers in the areas of proper greetings, phone etiquette, empathy, understanding customer needs, dealing with difficult customers, taking messages, follow-up, and the difference between good and great service. Customer service training is needed to further enhance the high level of experience our McKinley community expects. Effectiveness of the training will be monitored trough surveys and assessments of training participants and the McKinley community. The term of the agreement will be from October 1, 2022 through October 31, 2022 at a cost not-to-exceed $5,000. 

Suggested questions to answer in the reasoning section. 

· What services or product(s) are being provided and how many? 
· Who is the service/product provided for? (grade level(s), student population, department(s), teacher(s), staff, etc.)
· How often? (weekly, monthly, etc.)
· What quantitative and qualitative data supports a purchase/renewal for services/products provided? 
· What data will be collected to determine impact of service/product?
· How does this service/product support strategic plan, school plan, and brand goals/actions?	

Recommendation:	Authorize an agreement with Blackboard Inc. to provide customer service training at McKinley Elementary from October 1, 2022, through October 31, 2022 at a cost not-to-exceed $5,000.    

Fiscal Impact:	$5,000 – General Fund 


Submitted: Mary Lambert
Reviewed by: Angel Medina
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