
COMMUNICATE AND SERVE WITH EXCELLENCE:

Standards, resources, and tools to equip and unif y
Finance & Administration divisions to serve the
mission of the University of Georgia.
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A LETTER FROM RYAN NESBIT + AVP

WHY “ELEVATE THE G”
Finance & Administration has the privilege of serving the UGA community on a variety of levels: we provide a safe and 
secure working and learning environment; we provide students, faculty, staff, and visitors with food services and we 
facilitate their parking and transit needs; we groom the grounds and plan, design, build, operate, and maintain facilities 
on this beautiful, historic campus; we work with departments on personnel matters and provide benefits programs to 
faculty and staff; we work with students and families as they navigate bills and financial aid; and we partner with 
suppliers and governmental agencies to ensure UGA’s business needs are met. With your commitment to excellence, 
together we can provide the support structure that allows UGA to fulfill its instruction, research, and public service and 
outreach missions.  

F&A exists to provide exceptional service and stewardship of the University of Georgia’s financial, human, and physical 
resources. To complete this work, we rely on our core values:

•  Integrity - Personal and Professional
•  Teamwork through mutual respect and fairness
•  Excellence in Service and Innovation, and
•  A Student-Centric Approach

In 2015, we invested in bringing the UGA and F&A missions to life. This resulted in one missional directive: “You + Me = 
We Elevate the G.” 

We see you “Elevate the G” on a regular basis. There are countless examples of our “Elevate the G” culture across F&A, 
and we are excited to continue building upon this great work. 

This “toolkit” provides F&A-wide guidelines for continuous emphasis on service and communication with all of our UGA 
community partners as we work together toward one goal: to provide exceptional service and stewardship of the 
University of Georgia’s financial, human, and physical resources.

You are empowered to make a difference for F&A and for UGA. What you do individually and what we do together 
matters. This is what it means to be a part of our team. We are here to support you in amplifying the impact of your 
department, so that in turn, we can amplify the impact of UGA. We are excited to have you working with us to “Elevate 
UGA.”

Ryan Nesbit, Vice President for Finance and Administration  Chad Cleveland, Finance Division
Krista Coleman-Silvers, Space Management     Juan Jarrett, Human Resources
Steve Harris, Office of Emergency Preparedness     Brett Jackson, Auxiliary Services
Gwynne Darden, University Architects for Facilities Planning  Roswell Lawrence, Chief of Staff
Ralph Johnson, Facilities Management Division    Eric Orbock, Real Estate
John McCollum, Environmental Safety Division    Dan Silk, University Police
James Shore, Sr. Associate Vice President for Finance & Administration Jimmy Williamson, Executive Assistant
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FINANCE & ADMINISTRATION

OUR MISSION & VISION

The Finance & Administration Mission
Our Mission
STEWARDSHIP AND SERVICE
Finance & Administration exists to deliver exceptional 
service to the University of Georgia’s students, faculty, 
staff,  and broader community and to provide exceptional 
stewardship of the University’s financial, human, and 
physical resources.

Our Vision
TRUSTED ADVISORS
Finance & Administration supports and enables the University to achieve the excellence it aspires to 
through its instruction, research, public service, and student life missions. In everything we do, we 
must closely collaborate with our partners from across the institution and relentlessly strive to be 
the University’s trusted advisors.
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The Finance & Administration Mission and Vision
The University of Georgia, a land-grant and sea-grant university with global and statewide 
commitments and responsibilities, is the state’s oldest, most comprehensive, and most diversified 
institution of higher education. Its motto,

        TO TEACH, TO SERVE AND TO INQUIRE INTO THE NATURE OF THINGS,

reflects the University’s integral and unique role in the conservation and enhancement of the state’s 
and nation’s intellectual, cultural, and environmental heritage.



FINANCE & ADMINISTRATION

OUR CORE VALUES
Integrity - Personal and Professional
Employees of Finance & Administration commit to maintaining the highest degree of 
ethical and legal standards. We emphasize honesty, reliability, cooperation, collaboration, open 
communication, and participative decision-making. We commit to productive and 
conscientious performance of our responsibilities.

Teamwork Through Mutual Respect and Fairness
Finance & Administration’s greatest strength is its people, and we realize that our team is 
strengthened through the diversity of the members who comprise it. We accept and value the 
differences of individuals and treat everyone with fairness and respect. We extend this same 
treatment to all colleagues and partners inside and outside the University.

Excellence in Service and Innovation
Employees of Finance & Administration provide superior quality service. We constantly seek 
opportunities to enhance services and processes through a commitment to innovation and 
continuous improvement in order to exceed customer expectations and make the best use of 
University resources. We understand that creating an environment of excellence in service and
innovation requires a commitment to the ongoing professional development of all Finance & 
Administration employees.

Student-Centric Approach
We commit to positively impacting the overall student experience. We commit to providing services, 
support, and resources that enhance the overall student experience and this focus is key to each and every 
decision we make.  

By demonstrating these characteristics throughout our personal and professional activities, we, the 
Finance & Administration team represent the best of what makes the University of Georgia a superior 
higher education institution. 
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SERVICE STANDARDS



SERVICE STANDARDS OUTLINE

SERVICE
STANDARDS 

1

2

3

4

5

TREAT YOUR UGA AND F&A FAMILY WITH CARE 

BUILD RELATIONSHIPS 

BE SOLUTIONS - ORIENTED

TAKE PRIDE IN REPRESENTING UGA

GO THE EXTRA MILE TO “ELEVATE THE G!”
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Our roles may be as varied and diverse as the 
people who fill them, yet we are one family, and 
we treat our family with care. We embrace and 
celebrate the personal, cultural, and intellectual 
diversity of our F&A and extended UGA work 
family and are committed to upholding a 
welcoming climate of respect, equity, and 
inclusiveness. Our diversity  makes us stronger. 
We communicate care in our willingness to help 
solve problems,  our generosity of time and 
resources, our thoughtful responses to inquiries 
and requests, our investment in understanding 
one another, and our tendency to assume
the best intentions from colleagues and 
team members.

TREAT YOUR UGA AND 

F&A FAMILY WITH CARE 

8

The F&A family is united under a single goal: to exceptionally serve and 
steward the University of Georgia’s financial, human, and physical 
resources. Despite our different roles, responsibilities, and office 
locations, this shared goal unites us in a commitment to serve our UGA 
family of students, staff, faculty, alumni, and community.

The UGA and F&A Family

Office of Finance & Administration

•  Respond to requests for project 
support or brainstorming ideas for 
solutions when colleagues are 
struggling to find the next right step.

•  Send progress reports on  
   deliverables before a deadline, 

providing your recipient with 
helpful context.

•  Determine your “why” at work and 
allowing it to fuel your interactions 
with others - see page 29 for 
examples.

THAT COMMITMENT INCLUDES SERVICE TO ONE ANOTHER. 

THIS LOOKS LIKE:

SERVICE STANDARD #1



Finance & Administration supports and enables 
the University to achieve the excellence 
it aspires to through its instruction, research, public 
service, and student life missions. Everything we do must 
be done in close collaboration with our
partners from across the institution and by
relentlessly striving to become the University’s
trusted advisors. In order to do this most effectively, 
we must intentionally build relationships with 
those we interact with, not only for the efficiency 
and efficacy of projects or tasks, but also for the
purpose of fostering a healthy workplace
culture. Understanding the function of divisions 
within Finance & Administration and other UGA units 
helps clarify confusion of ownership and plays a critical 
role in building bridges across teams. This paves the 
way for the development of cross-functional team 
relationships and a culture of trust, accountability and 
respect.

SERVICE STANDARD #2

BUILD
RELATIONSHIPS 

9

Relationships Matter

Office of Finance & Administration

Expand your network in and outside of your department. There are no 
siloes — every action we take influences someone or something down 
the line. Get to know the people at the other end of your process and 
understand how you can work together.

THIS LOOKS LIKE:
•  Take a moment to provide context on 

any forwarded emails or requests and 
asking if there is anything else you can 
provide, rather than simply forwarding 
alone.

•  Actively work to understand the   
structure and function of other 
departments and identify ways        
to communicate and serve one    
another well based on how each 
department operates.

•  Get to know colleagues and partners on 
a personal level, beyond their role and 
responsibilities.



Good organizations earn recognition 
for their products or services; great 
organizations earn recognition for the 
way they deliver those things. Once we 
understand why we exist as a department and 
how each of us makes it possible for 
the University to accomplish its mission, 
we can each go the extra mile, communicate 
effectively, and collaborate to reach 
the best possible outcome.

Know Your “Why”

SERVICE STANDARD #3

BE SOLUTIONS-ORIENTED 
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THIS LOOKS LIKE:

•   Anticipate the customer or  
    client’s needs and expectations.
•   Over-deliver on promises 
    and timelines.
•   Be approachable, reachable 
    and teachable.
•   Help customers or clients take   
    an actionable next step toward 
    finding a resolution.

Do whatever you can with the resources at your disposal to solve problems 
in front of you. We have all heard the phrase “Put yourself
in another’s shoes.” We believe embracing that perspective is what 
enables individuals to provide great service and deliver impactful 
solutions to any challenge.

ELIMINATE “THAT’S NOT MY JOB” 
FROM THE WORKPLACE VERNACULAR. 



Part of Something Bigger
You are a reflection of the University of 
Georgia, whether your customer is a 
student, faculty/staff member, parent, 
alumni, or community member. You were 
uniquely selected for your position due to 
your skills, qualifications, and ability to 
represent the University well. Understand 
that your words, actions, and attitude are 
a reflection of this historic institution, 
and do not shrink from this responsibility; 
instead, steward it with pride, integrity 
and enthusiasm knowing you are a
valued part of the University and that your 
actions have tremendous impact.

SERVICE STANDARD #4

TAKE PRIDE IN 
REPRESENTING UGA 
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The University of Georgia is the state’s oldest, most comprehensive, 
and most diversified institution of higher education. As such, its legacy 
is that of conserving and enhancing both the state and the nation’s 
intellectual, cultural, and environmental heritage. 

Office of Finance & Administration

THIS LOOKS LIKE:
•  Always serve students, visitors, faculty, 

staff, and community members with a   
   smile and positive attitude. 
•  Take pride in your personal 
   appearance, wearing UGA-branded  

apparel if possible.

You were uniquely selected 
for your position due to your 
skills, qualifications and ability 
to represent the University well. 



SERVICE STANDARD #5

GO THE EXTRA MILE
TO “ELEVATE THE G!” 
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Make yourself available for your teammates. The more open-handed 
you are with your time, the greater the return. As you offer your time and 
talents to others, they’ll offer theirs to you. Lend a hand, make a 
connection, and serve to the best of your ability.

Each member of F&A plays an important role 
in serving and supporting the mission of UGA.  
We are a collaborative, diverse, committed, 
and talented group of individuals, joined by 
the honor and privilege to serve the 
University and surrounding community. 
The level of effort and care we put into the 
details of our jobs can make a critical 
difference in the UGA experience for 
individuals we may never even meet. 

Office of Finance & Administration

• Take Personal Interest: Connect and 
engage with the people you serve in a 
genuine, authentic way. Put yourself 
into your customers’ shoes.

•  Demonstrate Gratitude: The students 
and communities we serve create the 
jobs we fill. Show your appreciation and 
respect

•  Surprise and Delight: Even the tiniest of 
gestures can create a strong and 
lasting impression, even more so when 
they are unexpected. 

THIS LOOKS LIKE:
Know your Role

 BE REMARKABLE. YOU CAN TURN A REGULAR ENCOUNTER 
INTO AN EXTRAORDINARY EXPERIENCE WITH 

ENTHUSIASM, ANTICIPATED NEEDS, OR NEXT-LEVEL SERVICE.



COMMUNICATION STANDARDS



COMMUNICATION STANDARDS OUTLINE

Communication 
Standards

1

2

3

4

5

6
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Practice intentional onboarding.

Huddle regularly as a team.

Respond quickly and kindly.

Create value in your communication.

Know how and when to say “no.”

Set goals and re-assess regularly.



COMMUNICATION STANDARD #1

Practice intentional
onboarding.

15

Be intentional and welcoming, taking care to provide newcomers with everything they need for a 
smooth transition. 
 
You never get a second chance to make a first impression. New team member onboarding is an 
opportunity to make an impression that lasts far beyond the first 30, 60, or 90 days. 

It’s crucial to approach a new hire’s first days in an organized and thoughtful manner. Introduce them to 
the bigger picture and make connections that will be key to their success. Prepare them for a seamless 
transition onto the team or department they are joining. Establish the “why” behind their role and make 
them comfortable in their new surroundings to ensure they are well-oriented and have the foundation 
they need to be productive as they transition into the particulars of their role and responsibilities. 

Office of Finance & Administration

SAMPLE SCHEDULE 

Prior to Arrival
Obtain paperwork, grant access to buildings and technology, communicate first-day 
details like parking and location.
Day One
Orientation to team and building, provide important campus info. 
Day Two
Introductions to key collaborators. Discuss policies, workflow, performance standards.
Day Three
Share department and division org charts and help connect through mission of the department 
and division.
Day Four
Cover specific roles and responsibilities for employee. Introductions to leadership.
Day Five
Annual performance review process and goal setting for first 3, 6, and 12 months. 

See page 22 for full schedule



An agenda for team huddles should be sent ahead of time, allowing participants to prepare and 
anticipate items for discussion.

COMMUNICATION STANDARD #2

Huddle regularly 
as a team.

16

Huddling builds camaraderie, fosters trust and offers accountability. 

In-person or virtual team huddles should take place on a regular basis to allow the 
opportunity to cast vision, share team or unit-wide updates, address questions, and build culture. 
Touch base with your team to allow for critical face time and to create a space for accountability, 
camaraderie, and collaboration. Keep huddles efficient and meaningful in order to honor your team’s time 
and ensure the huddles are creating value; however, don’t forget to allow space for greetings, conversation, 
and questions so huddles can also build morale.

EXAMPLE 

•  Welcome and set the stage
     -  Remind team of the “why” and mission   

of F&A to encourage buy-in
     -  Review F&A Strategic Plan to 
         create alignment
     -  Review 1 Service Standard and share 

  an example to create accountability

•  Provide team and unit-wide updates 
    to policy to model transparency 

•  Discuss project updates (round-robin) 
to reinforce collaborative spirit

•  Example Format
     -  Last week/month’s notable 
          accomplishments or focuses
     -  This week/month’s upcoming priorities
     -  Address challenges/hurdles/needs 
          for support 

•  Housekeeping Items – provides a roadmap
     -   Upcoming team schedules 
     -   Any staffing changes/updates
     -   Things to stay aware of 

•  Open Q&A

Office of Finance & Administration



COMMUNICATION STANDARD #3

Respond quickly
and kindly.

17

Communication varies by department, but a quick response always goes a long way 
to let customers know they are a priority. Even if a speedy resolution is not possible, 
a note of acknowledgement and proactive follow-up are key to excellent service.  

Establishing a standard turnaround time for resolving issues is not a one-size-fits-all scenario. 
Departments that work through an automated ticketing system might set a very different 
expectation for response time than their counterparts who field requests via email and phone calls. Groups 
set up with a call center may have a dedicated resource to respond quickly to inquiries and systematic 
processes for addressing them. 

Finance & Administration’s minimum standard is to acknowledge receipt of email, phone calls, or texts within 
24 hours or 1 business day. Resolving inquiries may require additional time; however, letting our customer 
know they have been heard within 24 hours or 1 business day is essential. In your team’s culture, what will be 
the approach to acknowledging customer inquiries within this standard? Do your team members know what 
situations call for immediate responses and what can wait? If not, clarify the expectations in typical 
situations and commit to setting some gold standards for your team. (Each F&A unit to determine an 
approach to align with a 24 hour/1 business day initial response time.)

Email is quick, easy, straightforward, and transactional. A phone call takes thought and energy but builds 
camaraderie and allows for discussion, explanation and opportunity to create solutions through 
collaboration, empathy and compassion. Here’s how to decide whether to pick up the phone, send an email, 
or visit a partner virtually or in person:

•    Put yourself in your customer’s position
•    Think: How will this best be received?
•    Can I go the extra mile to create a win relationally?
•    Will one medium of communication provide more clarity?
•    How does my contact prefer to be reached?

Office of Finance & Administration



For most of us, email is our primary mode of communication. Even with such a large focus on 
technology and efficiency in the office, these touchpoints can be more than just a transfer of
 information. Communicate in complete sentences. Address your recipient warmly, 
whether a colleague or customer. Open with the task/issue at hand, clarify any areas of confusion, 
and reiterate the request to confirm understanding, communicate next steps or actions taken ,
and close with a generous send-off.

We use the following guiding principles to create relationships, support team  members, and gain the most 
use out of electronic communication. Additional tips and guidelines can be found on page 23.

PROFESSIONAL EMAILS CAN STILL SOUND PERSONAL.
When addressing someone, simply saying “Hi” or “Hello” before their name will automatically make your email feel 
more relaxed. Ask how their Monday is going or if they’re excited for an upcoming event. Including personal 
touches will help you get to know colleagues better and make emails more enjoyable to receive.
 
TONE IS EVERYTHING.
Even in our fast-paced, task-oriented roles, the way you respond to and write emails sets the tone for your 
transaction. Complete sentences rather than one-word responses can soften a message or response that you 
might not realize comes across harsh. A simple “Looking forward to talking with you,” or “Can’t wait to hear more 
about this project!” can give a final, positive touch to an email communication.
  DON’T BE AFRAID TO CC.
Include a fellow team member or advisor on emails involved in projects to save time or keep people in the loop. We 
don’t want to bog down each other’s inboxes, but keep them in the chain if it adds clarity and collaboration. This 
also can prevent back-and-forth communication for a middle-man.
 
ANSWER EMAILS PROMPTLY.
You might not know the answer to someone’s question immediately. However, a quick response to let them know 
you’re working on their request lets your contact feel supported and connected. Let them know their email has 
been received to provide reassurance while you are in the process of fulfilling their request.

INCLUDE A SPECIFIC SUBJECT LINE
Include the topic of the email and a call to action in the subject line. Need someone to review a document? Add “For 
Review: (Document Name).” Need someone to fill in information? Try “Action Requested: (Document Name).” 
When starting a new topic with a contact, even if you’ve been in conversation previously, start a new chain with a 
new subject line. This helps you organize and search for the email down the road.

COMMUNICATION STANDARD #4

Create value in
your communication.
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COMMUNICATION STANDARD #5

Know how and 
when to say “no.”

19

If “yes” is not possible, offer a helpful suggestion or direction. Engage in the quest for a solution and work 
alongside the customer you are guiding. Follow up in a timely manner and close the loop on items that need 
to be transferred to other departments.

We work on a wide array of projects, budgets, and developments as well as with people in every department 
across campus. Each relationship a team member makes represents our entire team. We value those 
relationships, but we are also held to processes, standards, and codes that prevent us from 
granting every request. Though we cannot say “yes” to every request, we can approach every request with a 
desire to find the most favorable outcome possible for every party involved. We are on the same team with 
researchers, faculty, students, parents, and business partners as we seek to serve the mission of the 
University.

Follow these steps before declining or rejecting a request, transaction, budget, or order. These 
simple steps can save hours of work, back-tracking, conversation and, most importantly, valuable 
relationships. Before saying “no,” be sure to consider the following: 

1.

2.

3.

Is the change simple? Ask the person who 
submitted the order for approval to make minor 
changes that will push the request through without 
starting over.

Ask a teammate or supervisor for input. We have an 
incredible team filled with experience and 
knowledge. A coworker may know more about 
your document and can  help provide a solution.

Give your contact a call! The partner who 
submitted the request is your best resource. Work 
together to see if you can come up with an 
alternative, explore new ideas, or find a mistake that is 
preventing the order from going through.

HOW TO SAY “NO.”
•  Explain the why

•  Think outside the box

•  Offer an alternative  solution

•  Consider tone and method  
    of delivery

•  Offer to help in the future    
   and request feedback

•  Remember your tone and 
attitude represent  our 
entire team

Office of Finance & Administration



Determine your “why” as a team and revisit it often. Repetition and modeling of the cultural and service 
expectations of F&A is key to helping everyone adopt them as part of their daily operations.  Regularly align 
each employee’s role with the overall mission and values of UGA and set clear goals and 
performance expectations that can be measured and evaluated periodically. Then, set aside intentional 
time to review these goals and expectations in depth on a quarterly, bi-annual, and annual basis.

Set goals 
and check in.

COMMUNICATION STANDARD #6

20

E�ective ongoing professional development should include the following: 
 
Discussion
Be approachable. Allow for two-way communication, invite candid feedback, and identify evolving needs. Be open to 
new ideas and celebrate achievements to boost employee engagement and encourage long-term retention and 
performance. Items discussed in a review should not be a surprise. Keep the lines of communication open and give 
feedback often, so that the review process is simply a venue for in-depth discussion about a foundation that has already 
been laid. 
 

Reflection
Performance reviews are an opportunity for reflection. Take advantage of this opportunity to instill habitual 
self-assessment and improvement. Just as you will give thoughtful, actionable feedback, invite the same honest and 
open discussion in return. Use this time to assess employee satisfaction and learn about their individual impressions or 
career goals. 
 

Coaching / Performance Reviews
The best performance evaluations require ongoing conversation and coaching as opposed to judging. 
Employees need managers to work alongside them, encouraging them in new endeavors, helping overcome 
challenges, and holding them accountable for agreed-upon goals.  Strive to understand what is affecting each 
employee's performance and help make positive changes. You are all on the same team, after all.
 

Follow-up
Take copious notes, include your thoughts and reactions and share them after each review. Let employees know they’ve 
been heard and that you are aligned on takeaways and next steps. Allow the employee the opportunity to make 
adjustments and come away with a clear understanding of their goals and how they will be held accountable. 

Resources and templates for formal performance reviews are available through Human Resources.

Office of Finance & Administration
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ONBOARDING SCHEDULE

22

PRIOR TO ARRIVAL:
•   Obtain any necessary pre-start paperwork  
•    Request the new employee’s MyID  
•    Announce the new employee’s hire and start 
      date  
•    Communicate helpful information about UGA   
     and Athens 
•   Obtain appropriate levels of access to facilities   
     and systems  
•   Prepare the employee’s work environment
•    Prepare a schedule for the employee’s first 
     days/weeks  
•    Communicate first-day information,
      including  parking location, building access   
      details, etc.
 

DAY ONE: 
•    Deliver personalized welcome notes  
•    Facilitate a tour of the workplace  
•    Review building emergency action plans
•    Spend time connecting personally over 
     coffee or lunch, if time allows  
•    Provide helpful campus information and 
      instructions  
•    Discuss work particulars  
•     Debrief the day and prepare for day two

DAY TWO:
• Review policies of particular relevance to the 
    department and/or position  
•   Discuss workflow functionality  
•  Discuss the supervisory relationship and mutual  
    expectations

DAY THREE:
•  Share a brief history of the department and its 
     philosophical foundations  
•   Review the department and UGA F&A (unique  
    division) organizational charts  
•   Share department/area norms

DAY FOUR: 
•  Help the new employee connect their role to the  
     missions of the department and the division  
•   Establish a list of people for the new employee to 
    meet and facilitate the connection with those 
    people

DAY FIVE: 
•  Share the annual performance review process
•   Clarify expectations and set professional goals
•   Set milestones for feedback after 3, 6 and 12 
     months
•   Debrief the week and invite questions or concerns

Office of Finance & Administration
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CALL, EMAIL OR MEET

CALL EMAIL MEET

Resolve Conflict

Prevent return/
rejection of a request 
of account

Explain technical language, or 
clarify expectations when an 
email chain gets too long

Welcome a new partner, 
team member, or vendor

Campus Announcements

Provide documentation or a 
paper trail of your  
communication

Answer questions that can be 
completed in a single and 
immediate response

Quarterly “field trips” 
to experience a new 
department on campus

Follow-up a phone call  
to clarify expectations,
explanations, or next steps

Build rapport with a person 
or team with whom you 
work frequently

Training on new systems,
in-depth processes, for new 
direct contact

Collaboration among groups 
who don’t normally work 
together–In-person 
interaction helps build trust 
and encourages creativity

Office of Finance & Administration
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TIPS FOR CHOOSING THE BEST MEDIUM



ADDITIONAL RESOURCES
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TIPS FOR GREAT SERVICE ON THE PHONE

In most professional offices, including our department, phone calls are a part of our daily  routine. 
From customer service concerns to trouble-shooting conversations, there are some  messages 
that electronic communication will never be able to replace. Phone calls are an  excellent 
opportunity to build relationships and make everyone’s job easier in the long run.

If a phone call is pre-planned, send an 
email to the invited parties with a 
time, calling details, and brief agenda 
or subjects to be discussed. An agenda 
not only helps prepare everyone for 
the content of the call but helps keep 
your call on topic and on time.

Calling is a great way to get an answer 
quickly. If there’s a question about 
paperwork, a quick phone call will 
mean a lot less hassle and a lot better 
working relationship with those 
involved.

If you don’t know the answer to a 
question while on the phone, write it 
down, and let the person know you will 
ask a colleague. The note will help you 
remember to ask, and it will help 
ensure you pass along the more 
accurate information.

Send a follow-up email after your call. 
A quick email with some notes on the 
conversation will help everyone be 
sure they are on the same page. It’s a 
great way to keep your 
communications efficient, avoid extra 
work, and provide the documentation 
many of our transactions require.

Most importantly, enjoy the 
conversation! Enthusiasm, 
attentiveness, and a personal touch to 
each phone call will lead to even better 
relationships with your contacts. Ever 
consider smiling while you talk on the 
phone? It improves your tone, 
demeanor, and perception.

2.

1.

3.

4.

5.

Office of Finance & Administration
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To: Partner/Employee outside F&A  
From: Direct Contact
Subject: Thank you for submitting a request

Hi [UGA employee],

Thank you for submitting your request. Our 
department understands that this is critical  to 
your work. We promise to provide our highest 
level of service as we efficiently process  your 
order. I am looking forward to serving as the 
point person for your request.

If you have any additional questions, feel free 
to email or call me at the number below at any 
time. I will be in touch with an update as soon 
as possible.

Serving the mission of UGA,

[NAME]
[Title] • [Department]  
[Address]
[Phone] • [Email]

To: Partner/Employee outside F&A  
From: Direct Contact
Subject: Your Order is Complete

We’ve ordered your supplies and you should 
receive them any day now.

Jane

WHAT TO DO

ADDITIONAL RESOURCES

EMAIL COMMUNICATION: DO’S & DON’T’S

WHAT NOT TO DO
Email Signature: For use by all team members on all outgoing email communications

Serving the mission of UGA,

[NAME]

[Title] • [Department]
[Address]
[Phone] • [Email]

Love, Bob

Sent from my iPhone

25Office of Finance & Administration

EMAIL TIPS

Responding to Requests: Communicate that you’ve received a request, your timeline for 
completing it and an invitation for questions.



ADDITIONAL RESOURCES
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TIPS: A CHECKLIST BEFORE YOU GO

When you take a vacation day or plan to be out of the office, be sure to 
prepare colleagues and communicate effectively to partners. Here’s a 
checklist to use each time you leave the office:

Have you taken care of any priority documents? If there is a project 
that needs to be processed or an assignment to be completed, 
communicate needs to colleagues ahead of time 
and let all interested parties know the status before you leave.

Send an email three to four days in advance to contacts who might 
need you for collaborative projects or assignments to be attentive to 
their time and needs. If there is a quick task to be 
completed, four days will give you the appropriate amount of time to 
complete it and allow them time to rearrange expectations.

Email direct teammates at least one or two days before you leave. 
Just a quick email to remind them of your absence will be helpful when 
schedules are busy. This is a great time to let the team know who will 
be the point person for any projects in your absence.

Set up your out of office response on your email and voicemail. Let 
people know how long you’ll be gone and whom to contact in the 
meantime. 

Don’t forget to reset your voicemail and turn off your autoresponse email 
when you return to work!

How to Best Say You’re Away
•  Your email and voicemail autoresponse should be a friendly update that 

you are not in the office. 

•  Include the dates you will be unavailable and when senders can expect a 
response. 

•  Also include the email and phone number of any coworkers who will    
   answer questions in your absence. This is a great reminder to your    
   contacts that you care about  their interests. (Alert the  contact  you are 
   directing  people to as well.)

Office of Finance & Administration

OUT OF OFFICE TIPS

Hi,

Thank you for contacting me. I am out 
of the office  [length of time] and will 
have limited access to  email. I will 
respond to your request as soon as I  am 
able. If your question or request is 
pressing,  please contact [colleague, 
manager, assistant first  name and 
email].

Thank you for your understanding and I 
look  forward to working with you when 
I return!

Serving the mission of UGA,

[NAME]
[Title] • [Department]  
[Address]
[Phone] • [Email]

Hi,

I’m sorry you missed me. I am out of 
the office for  my best friend’s 
daughter’s graduation from scuba  
diving certifcation in Key West. I’ll 
respond to your  email as soon as I 
can when I get back.

Have a great day!  
Sally

PHONE AND EMAIL 
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STEVE HARRIS
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SR. ASSOCIATE VICE PRESIDENT
JAMES N. SHORE

EXECUTIVE ASSISTANT
JIMMY WILLIAMSON

VICE PRESIDENT FOR FINANCE & ADMINISTRATION
RYAN NESBIT

DIRECTOR OF REAL ESTATE
ERIC ORBOCK

ASSISTANT VICE PRESIDENT/
DIRECTOR OF SPACE MANAGEMENT

KRISTA COLEMAN-SILVERS

ASSISTANT VICE PRESIDENT/ 
CHIEF OF STAFF

ROSWELL LAWRENCE, JR.

ASSISTANT VICE PRESIDENT/
CFO UGA FOUNDATION

BRETT JACKSON

INTERIM ASSOCIATE V.P.
FINANCE DIVISION
CHAD CLEVELAND

ASSOCIATE V.P.
HUMAN RESOURCES 

JUAN JARRETT
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AUXILIARY SERVICES

BRETT JACKSON
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RALPH F. JOHNSON
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ENVIRONMENTAL SAFETY

DIVISION
JOHN C. McCOLLUM

ASSOCIATE V.P.
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BUDGET AND FINANCIAL 
PLANNING:
•   Operating Budget
•   Analysis & Forecasting
•   Capital Budget

ACCOUNTING SERVICES:
•   Accounting
•   Assett Management
•   Commitment Management
•   Payroll
•   Post Award Accounting

BURSAR AND TREASURY 
SERVICES:
•   Accounts Receivable 
•   Bursar & Treasury Service
•   Student Account Services

BUSINESS SERVICES:
•   Accounts Payable & Travel
•   Procurement
•   Administrative Services

SUPPORT SERVICES:
•   Service Desk
•   Programs
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•   OneSource
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EMPLOYMENT, 
COMPENSATION, & 
RECORDS
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DEVELOPMENT CENTER

UGA SEARCH GROUP

AUXILARY SERVICES

BULLDOG BUCKS

DINING SERVICES
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PARKING SERVICES

UNIVERSITY BOOKSTORE

UNIVERSITY GOLF COURSE

VENDING SERVICES

BUSINESS MANAGEMENT

CONSTRUCTION

ENERGY SERVICES

ENGINEERING

GROUNDS

OPERATIONS  & 
MAINTENANCE

SERVICES

SUSTAINABILITY

HAZARDOUS MATERIAL

FIRE SAFTEY

INDUSTRIAL HYGIENE & 
OCCUPATIONAL SAFETY

ENVIRONMENTAL AFFAIRS

ARCHITECTUAL DESIGN

CAMPUS MASTER 
PLANNING

CONSTRUCTION 
MANAGEMENT

ENGINEERING SERVICES

GEOGRAPHIC 
INFORMATION SYSTEMS

HISTORIC 
PRESERVATION

INTERIOR DESIGN



Auxilary Services: Seven retail and service departments 
including Bulldog Bucks, UGA Bookstore, Campus Transit, UGA 
Dining Services, UGA Golf Course, Parking Services, and Vending 
Services fulfill the needs of students, faculty, staff, and visitors of 
the University of Georgia.
 
Emergency Preparedness: The Office of Emergency 
Preparedness provides a comprehensive homeland security and 
management program for the University of Georgia to save lives, 
protect property, promote continuity of operations, and reduce 
the overall effects of large-scale disasters.

Environmental Health & Safety: The Environmental 
Safety Division cooperatively and collaboratively supports the 
many diverse departments and organizations within the 
University to maintain a safe and healthful environment for 
students, researchers, faculty, staff, and visitors.

Facilities Management Division: The Facilities 
Management Division manages, operates and maintains campus 
landscapes, buildings, and infrastructure to promote the 
long-term sustainability of the University of Georgia and enhance 
the learning, research, and service environment.

Finance Division: The Finance Division serves the University 
by providing the central accounting, business, and administrative 
functions in a professional, responsive, and innovative manner so 
that schools, colleges, and units can find and use effective 
solutions to their business needs.

Human Resources: From the initial hiring to employee 
orientation, or employee benefits to career development and 
even retirement, Human Resources is available to assist the 
faculty and staff of the University of Georgia with any and all of 
their employment related needs.
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Insurance & Claims Management: Our knowledge 
and understanding of Insurance and Claims enables us to 
service our internal and external customers with speed, 
efficiency, and accuracy on resolving issues that relate to 
insurance.

Police Department: The University of Georgia Police 
Department provides law enforcement services and is 
committed to protecting the University community and 
ensuring a safe and harmonious environment for learning, 
research, and service through professional and dedicated 
public service.

Real Estate: Real Estate Transactions are handled on behalf 
of the University of Georgia through the Office of the Vice 
President for Finance & Administration to include: leases of real 
property, management of real property assets, build to suit 
arrangements, and capital leases and lease-to-buy 
arrangements.

Space Management: Physical space at the University of 
Georgia is a valuable institutional resource that must be 
managed prudently and used efficiently. Space management 
helps to coordinate space allocations with the Office of the 
Senior Vice President for Academic Affairs and Provost.

University Architects for Facilities Planning: 
The Office of University Architects for Facilities Planning 
guides campus planning consistent with the campus master 
plan and assists the campus with design and construction 
requirements for new buildings and renovations.

Office of Finance & Administration

F&A DIVISIONS
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ORGANIZATIONAL ROLES

I provide EXCELLENT CUSTOMER SERVICE, 

honest and helpful answers to all of our 
customers so that I know I’ve done my part in 
making UGA a successful institution that all 
others strive to compare.

I try to put myself in the customer’s place and actually LISTEN to their 
issues so that I can show them that we at the University of Georgia really do 

CARE ABOUT THEM AS A PERSON.

I WORK WITH OTHER DEPARTMENTS and units on campus 
so that we can help ensure the faculty and students at the 
University of Georgia HAVE THE RESOURCES they require to 
ENHACE THE FUTURE. 

I use my strong sense of BELIEF AND EMPATHY when working with other employees, other 
departments, parents or with students. This enables me to treat others the way I would like to be treated 
and ensures that each one is TREATED WITH EQUAL IMPORTANCE and that they FEEL VALUED by our 
department as well as the University of Georgia as a whole.

I work for the 
University of Georgia 
so that STUDENTS 
CAN FULFILL THEIR 
DREAMS of 
graduating from the 
University of Georgia!

I assist faculty with 
Petty Cash SO THAT 
UGA can continue to 
o�er students a 
WELL-ROUNDED, 
MULTICULTURAL, 
education experience.

I am driven and guided 
by my values and 
beliefs.

I believe in treating 
everyone with the same 
respect that I myself 
deserve.

I AM HERE TO PROTECT 
UGA’S BLIND SIDE AND TO 
HAVE THE BACKS OF EVERY 
DEPARTMENT, EMPLOYEE, 
STUDENT, AND CUSTOMER 
OF THIS INSTITUTION.

MY ROLE EXISTS SO THAT
Understanding the “why” behind our work.
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THANK YOU

The work you do on a daily basis is crucial to the operation of the University of Georgia. 


