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Agenda 
 Introduction 
 About Client Services 
 The Role of the Talent Management Coordinator 
 WSU Talent Management Model 
 Customer Service Success for the HR Professional 
 What’s Staffing Got to Do With It? 
 Wrap Up and Personal Development Plan 
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Session Objectives 
As a result of this module, Talent Management Coordinators will be able to: 
 
 Define WSU Client Service’s mission and how their role 

fits  
 Identify the knowledge, skills and abilities needed to 

contribute to the success of this position 
 Appreciate the unique strengths we each bring to create 

value for our S/C/D partners 
 Describe WSU’s Talent Management model and activities 

that could be conducted to bring each component to life 
 Demonstrate effective customer service and client 

partnership behaviors 
 Assess personal development goals and strengths  
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About Client Services 

Lila Asante-Appiah 
Director,  Organization & Development 
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Where We’re Headed  
& How We’ll Know We Got There 

One 
HR 

Organization & Employee Development   •   Total Compensation & Wellness    •    Business Solutions   



Where We’re Headed  
& How We’ll Know We Got There 
 Better alignment and integration with field and central HR 

(Creates ONE HR) 
 Improve Wayne State University’s ability to recruit and manage 

employees more effectively 
 Greater concentration of HR services to be focused on 

consultative and strategic efforts (ER/LR, talent management 
etc.) 

 Reduction of unnecessary redundancies and creates greater 
consistency of service across WSU 

 Leverage technology, best practices & processes to better serve 
our WSU clients 

 Effectively and efficiently utilize HR resources across the 
university 

 Better measure the efficiency and effectiveness of HR programs, 
services and policies which will help with making improvements 
(data driven decisions) 
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Defining Talent Management Coordinator Success 
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The Successful Talent Management Coordinator 

 Technically skilled 
 Organizational knowledge 
 Understands the needs of the business 
 Builds/maintains effective relationships 
 Effective Listener 
 Facilitator 
 Responsive 
 Follows through 
 Innovative problem solver (Gets to “yes”) 
 Partner (with clients and internal team members) 
 Collaborative 
 Proactive 
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Trusted 
Advisor 



Division of Labor 
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Staying in Touch 
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http://www.wayne.edu/hr/transformation/


Getting to Know Each Other 

Dawn Aziz 
Organization & Employee Development 
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Group Resume  

 In small groups, create a group resume including 
such things as: 

 
 
 
 
 
 
 
 
 

 Identify a volunteer to report out 
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□  Total Years of HR Experience  
□ Education & Certifications 
□ Skills 
□ Positions Held 
□ Outside Interests 
 



Continuing to Get to Know Each Other 
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Talent Management at WSU 

Dawn Aziz 
Organization & Employee Development 
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What’s Talent Management? 
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What’s the Connection? 
 

 
 
 

What words come to mind when you hear the word 

 
Integration? 
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Integrated Talent Management 
Overarching Themes 
 
 Talent Strategy – approach to identifying talent, 

referred to as a talent model 
 University Alignment – strategic goals of the 

university and alignment of stated goals 
 Recruitment/Retention – methods used to 

attract/retain good talent 
 Competencies – having individuals with strong 

knowledge/skills/abilities 
 Engagement – creating a work environment where 

individuals are enthusiastic about their work that in 
turn advances the organization’s interests 
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Talent Management at WSU 
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Bringing the Talent Management Model to Life 
What are at Least Three Best Practices for 
Sourcing and Aligning Talent at WSU? 
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What are S/C/D Partners’ Needs? 
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Customer Service  Success for the HR 
Professional 
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Dawn Aziz 
Organization & Employee Development 



What does it mean to you? 
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Put Your Personal Signature  
on Your Job 

 
 

 



Self Assessment 
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Self Assessment Scoring 
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What is Your Personal 
Best Customer Service 

Experience? 
 



Best Experiences Activity 

In Small Groups: 
 Describe 

Experiences 
 Identify 

Commonalities 
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Creating a Partnership with Your Client 
 

 Research from Roffey Park Institute has shown a 
massive 40% of non-HR Managers think HR is out of 
‘touch’ with their needs. 

 This deterioration in the relationship between HR and 
the client is set to continue with over a third of all 
clients feeling like HR adds little value to their 
business.   
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Creating a Partnership with Your Client 
Group A 
 What can HR do to  enhance partnerships with 

clients?  
 

Group B 
 

 What initiatives can HR drive to ensure they are 
working in partnership? 
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HR Initiatives that Drive Meaningful Change  

 
 
 

 Talent 
 Performance 
 Change 
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What is most important? 
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Wrap Up and 
Personal Development Plans 
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Dawn Aziz 
Organization & Employee Development 



What’s Next? 
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WSU Applications 
(Week of 7/8) 

Labor Relations/ 
Academic 

Personnel (7/10) 

Labor Law & 
Employment 

Relations 
Foundations  

TCW 

Staffing 
Management 
(Starts 7/15) 



Creating a Personal Development Plan 
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Summary 
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Today we: 
 
 Defined WSU Client Service’s mission and how this role 

fits  
 Identified the knowledge, skills and abilities needed to 

contribute to the success of this position 
 Appreciated the unique strengths we each bring to create 

value for our S/C/D partners 
 Described WSU’s Talent Management model and 

activities that could be conducted to bring each component 
to life 

 Explored how to demonstrate effective customer service 
and client partnership behaviors 

 Assessed personal development goals and strengths  
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