
24th AnnuAl MIChIGAn PuBlIC SERVICE InStItutE  
Delivering Service Excellence ~ April 3-8, 2016 or Sept. 18-23, 2016 
at the Comfort Inn & Suites Conference Center in Mt. Pleasant, Michigan 

SUNDAY
April 3 or Sept. 18 

MONDAY
April 4 or Sept. 19

TUESDAY
April 5 or Sept. 20

WEDNESDAY
April 6 or Sept. 21

THURSDAY
April 7 or Sept. 22

FRIDAY
April 8 or Sept. 23

Note: If the Comfort 
Inn is full the night 
before, it is unlikely 
that your room will 
be available before 
4:00 PM.

3:30 – 5:00 PM 
REGIStRAtIOn
Stadium Room – Comfort 
Inn Lobby

5:00 – 8:00 PM
ORIEntAtIOn 
DInneR anD OpenIng 
SeSSIOn

COnflICtInG 
DEMAnDS On 
PuBlIC SERVICE

(2  hours of instruction)

Facilitated by  
Lewis Bender
Education is at the 
heart of the mission 
for MPSI.  Lew is 
great at encouraging 
the participants to 
think, share and 
learn from each 
other throughout the 
week.  He is also the 
instructor for several 
sessions.

8:00 AM – Noon
DElIVERInG 
SERVICE 
ExCEllEnCE
InDICatORS Of 
exCeLLenCe
A facilitated scenario based 
panel discussion.

Members of the advisory 
Committee and  
Lewis Bender, ph.D.,  
professor emeritus 
SIU edwardsville 

(3 ¾  hours of instruction)

Noon – 1:00 PM
lunCh

1:00 – 4:30 PM
CREAtInG 
A CultuRE 
Of SERVICE 
ExCEllEnCE

Sue McCormick
great Lakes Water authority
 (3 ¼ hours of instruction)

5:00 – 8:30 PM
SuRVIVInG AnD 
thRIVInG
Addressing stress in the work 
place.

Lewis Bender, ph.D.,  
professor emeritus 
SIU edwardsville 

 (3 ¼ hours of instruction)

Hearty break snack 
- on your own for 
dinner

8:00 AM – Noon
lEGAl uPDAtE

Your rights their •	
rights
sociAl MediA•	
use of cell Phones•	
MArijuAnA use•	
cdl chAnges•	

Steve Schultz, 
fahey Schultz Burzych 
Rhodes pLC

(3 ¾  hours of instruction)

Noon – 1:00 PM
lunCh
 
1:00 – 4:30 PM 
unDERStAnDInG 
thE BuDGEtInG 
PROCESS
this session will cover the basic 
elements of budgeting and 
how the budget impacts all 
aspects of an organization.
tBa

 (3 ¼ hours of instruction)

5:30 PM
PICnIC

8:00 AM – Noon
MAnAGInG 
PROBlEM 
EMPlOyEES:  
A Different 
Perspective

the gAMes theY PlAY, •	
And whY theY PlAY 
theM
whY You often lose•	
strengthen Your •	
teAM in sPite of the 
influences of ProbleM 
eMPloYees
effective And PrActicAl •	
Methods for Ad-
dressing ProbleM 
eMPloYees

Lewis Bender, ph.D., 
professor emeritus 
SIU edwardsville
(3 ¾  hours of instruction)

fREE AftERnOOn 
AnD EVEnInG 
this session is set aside for 
networking. it makes up for 
the evening session on Monday 
and participants are strongly 
encouraged not to return to 
work on wednesday afternoon.
 

8:00 AM – Noon
hOw tO 
SuCCESSfully 
MAnAGE 
ChAnGE
You will learn how to view 
change as a good and 
necessary thing and to walk 
through it in the most efficient 
and productive way with the 
help of this training workshop. 

Doug Cartland
(3 ¾  hours of instruction)

Noon – 1:00 PM
lunCh

1:00 – 4:30 PM
MAStERInG  
CuStOMER 
SERVICE
customers are our bread 
and butter. in this training 
workshop learn how to keep 
them happy and coming back 
for more. learn to see customer 
relationships as long term and 
mutually beneficial.

Doug Cartland

 (3 ¼ hours of instruction)

AwARDS 
BAnquEt
5:00 – 6:00 PM
SOCIaL - CaSh BaR

6:00 – 8:00 PM
DInneR anD aWaRDS  
tO the CLaSS Of 2016

8:00 AM – Noon
COMMunICAtIOn 
AnD SERVICE 
ExCEllEnCE
this closing session will be 
particularly useful to you 
as you conduct interviews, 
supervise people, or deal with 
conflicts.

EuREkA 
tO ACtIOn
creation of an action plan 
for addressing issues and 
accomplishing goals.

Lewis Bender, ph.D.,  
professor emeritus 
SIU edwardsville

(3 ¾  hours of instruction)

Note: Participants 
are expected to 
attend all sessions, 
including the evening 
functions that include 
classes, group meals 
and other activities.

InStItutE SChEDulE

www.mipsi.org


