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Communications

Alt Individual's Knowledge
by R. H. REED 

Director — Cargo Services

I cou ldn’t  possibly single ou t 
one sub ject or phase  of air 
cargo th a t  is th e  m ost im portan t.  
H owever, it  did occur to  m e th a t  
th e re  is one e lem en t of ou r  one 
and  th ree  q u a r te r  million dollar 
air  cargo service th a t  does have 
a defin ite  bea r ing  on th e  u l t i 
m a te  goal w hich  w e a re  en 
deavoring  to attain . T his e lem ent 
can be applied no t  only to air 
cai'go b u t  to any  phase  of ou r 
operation.

F irs t ,  in defin ing ou r  goal I 
see it as follows — to produce 
an ou ts tand ing  p roduct efficient
ly  — m a rk e t  it w ise ly  — w ith  
the  end resu lt  of m ak ing  every  
cus tom er a satisfied customer. 
Not to m en tion  t h e  area  of 
economics w here in  th e  m ax i
m um  re tu rn  on each dollar in 
ves ted  is a definite considera
tion.

The Basic Problem
•Just w h a t  is th is  e lem ent th a t  

effects our  product, ou r  m a rk e t 
ing  techniques, ou r  cus tom er 
service, ou r economic w ell be
ing as well as the m otivation  of 
our  personnel? Regardless of 
how  you analyze any  of th e  
problem s t h a t  have  a d irect 
bea r in g  on the  production  of 
our  product, or no m a tte r  how  
you approach  the  solution to 
a n y  problem , w h en  th e  disguis
ing  w a te rs  of excuse have evap 
orated, th e  residue rem a in in g  is 
“com m unicaiton .”

H ow  could w e possibly oper 
ate  w ith o u t  com m unication  sys
tem s  — th e  telephone, te letypes, 
long-lines, jet-lines, radios, even 
m em oranda? W e cou ldn’t. I t  
w ould  be impossible. This,  how 
ever, is n o t  th e  type  of com 
m unication  system  to w hich  I 
am referring.

say. M aybe th e  agen t d idn ’t read  
t h e  m em o ran d u m  tho rough ly  
and m is in te rp re ted  its m eaning, 
or he overheard  the  o ther  agents 
ta lk ing  abou t the  subject and 
only got p a r t  of the  conversa 
tion.

Nevertheless, som ew here  d u r 
ing the  flow of th is  in form ation  
from  m a n ag e m en t to m e m o ran 
dum, to the  bu lle tin  board, to 
the  agen t and  u lt im ate ly  to  the  
custom er, som eth ing  caused the  
com m unication  n e tw o rk  to go 
hayw ire.

Regardless of w h a t  w e m ay 
th in k  of ourselves, each of us 
has  w ith in  us a vas t  s to re 
house of in fo rm ation  and know l
edge concern ing  o u r  p roduct 
and how  it should  be m arketed. 
The  only w a y  for the  com pany 
to benefit f rom  th is  g rea t  n a 
tu ra l  resource  is for you to  com 
m unica te  and to teach. T he  only
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W ebste r  defines com m unica 
tion as “to im part,  pass along, 
transm it ,  to  m ake  know n; and 
fu r th e r  to give or give and r e 
ceive in fo rm ation  o r  • m essages 
in any  way; as by  talk, gestures, 
w riting , etc.” Com munication, 
for m y  purpose, is m ore te ch n i
cally  defined as “a process for 
conducting  the  a t ten t ion  of an 
o ther  person  for the  p u rpose  of 
rep lica ting  m em ories” or m ore 
specifically to teach. R ecen tly  I 
read  th a t  to d ay ’s leader  of men 
recognizes th a t  com m unication  
is p robab lv  h is  m ost im p o rtan t  
responsibility . H e know s th a t  
his  leadersh ip  tak es  effect 
th ro u g h  the  process of com m un i
cation. I f  th e re  is no com m uni
cation, th e re  is no leadership, 
because th e  leader in te rac ts  
w ith  o the rs  bv  com m unica ting  
w i t h  them . Com m unication  is 
no t  an  end itself  b u t  is th e  p ro 
cess by  w h ich  ends are  accom
plished.

Customer Exam ple
A few  w eeks  ago, a cus tom er 

called m e qu ite  concerned  th a t  
w e w ere  no t c a r ry in g  cargo on 
th e  727. This, of course, w as  ob
v iously  incorrect.

T he  cus tom er  had  been  a t  the  
a irp o r t  a few  days p r io r  to  call
ing  m e and  w as  ta lk ing  to an 
ae e n t  about th e  new  je t  aircraft. 
This agen t told the  cus tom er 
abou t a m em o ran d u m  received 
from  m y  office to th e  effect th a t  
w e w ould no t accept cargo on 
th e  727. This, how ever, w as  not 
w h a t  th e  m e m orandum  said. The 
m e m orandum  said th a t  w e 
w ould  no t  solicit cargo for th e  
727 or d ive rt  cargo from  o the r  
flights  to 727 flights b u t  if cargo 
w as  available at th e  tim e th e  727 
operated , w e  w ould ce rta in ly  
w a n t  to accom m odate it  as we 
do on any  o the r  flight.

W h a t  h appened  here  w as  a 
b reakdow n  in com m unications. 
W here?  I t ’s rea lly  d ifficult to

Qualified Personnel
by BILL W O O T E N  

Station M anager — FAY

I f  asked “W h a t  is th e  n u m b e r  
one problem  of the  a irl ine  to 
day?” I w ould have to  answ er  
the  problem  of qualif ied  p e r 
sonnel.

A n y w ay  you  slice it, u n 
qualified personne l are expen 
sive. W h en  w e analyze all of 
ou r  p roblem s on an y  given day 
in th e  sta tions a v a s t  m a jo r i ty  
of th e  tim e w e come up  w ith  
th e  inev itab le  answ er: tmquali- 
fied personnel.  U nqualified  for 
w h a t  reason? N ew  personnel, 
incapable p e r s o n n e l ,  poorly 
tra ined  personnel, o r im proper  
a t t i tude  (don’t care personnel)?

TVho Is Responsible  
W ho is responsib le  fo r  keep 

ing our s ta tions s taffed  w ith  
qualified personnel? T h e  re 
sponsib ility  m u s t  be sha red  by 
both top m a n ag e m en t (from  s ta 
tion level up) and  w ith in  th e  
s ta tions (m anagers  and  su p e r 
visors). N e ith e r  one can r ig h t 
fully  po in t th e  f inger  a t  th e  
o the r  and  say “the  responsib ili ty  
is all yours .” W ith in  th e  station, 
the  m anage r  m u s t  assum e the  
responsib ility  for hiring . Too 
often w e h ire  people w ith o u t 
p roper  sc reen ing  and  low er our 
standards  ju s t  to  get someone 
on th e  payroll. Too often th e  
pressu re  is on th e  m anage r  to 
fill a vacancy  because w e are 
told th a t  if w e got by  th is  long 
w ith  th e  vacancy, we don’t  need 
to fill it  or get th e  vacancy  fill
ed or the  sta tion  com plem ent 
will be cut. I h a v e n ’t h ea rd  of 
any  s ta tion  th a t  felt th a t  they  
w ere  overstaffed  and  could af
ford a cu t in com plem ent. As a 
resu lt  the  h ir in g  s tandards  are 
low ered and the  f irs t  applicant 
for the  job is h ired  w h e th e r  he 
is qualified or not. In  m any  
cases they  have to be te rm ina ted  
a f te r  th re e  or six m on ths  or 
they  are  k ep t on th e  payro ll as 
borderline  or incapable agents 
because th e  m anage r  feels th a t  
he canno t afford to go th ro u g h  
t h e  process of crea ting  a 
vacancy, f ind ing  and  screen ing  
a new  applican t and  tra in in g  a 
new  agent.

Staffing  
The m anage r  and  his su p e r 

v isors m u s t  assum e th e  respon 
sibility  for developing and m ain 
ta in ing  an  adequate  t ra in in g  
p ro g ram  w ith in  the  station. Too 
often n ew  personnel, a f te r  a few 
days on th e  job, a re  left to  p e r 
fo rm  jobs or to m a n  positions 
w ith  no t ra in in g  or w ith  the  
ske tch iest of in s truc tions  on 
how  to do it. The day of the  
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Uniform Check-In; Central Reservations 

Suggested For ORF'S Problems
by WALLACE KERR 

Station M anager — ORF

The days are  over w h en  w e w ould  sit a t  an  ou tly ing  s ta tion  
u n ti l  th e  wee h ou rs  of the  m o rn in g  w ating  for a DC-3 to  come 
th rough  w ith  tw o or  th re e  passengers, tw o bags, tw o or th ree  
pouches of a irm ail off, one pouch on. A fte r  m any  lonesom e h ou rs
of w aiting, th e  f ligh t has  w orked  and  gone in  th re e  m inu tes
at th e  most.

T im e has changed  rap id ly  in 
th e  pas t  few  yearsj as all of you 
know, because  everyone here  
has  been a p a r t  of th is  g row th  

W e are  m oving  a t  a m uch  
g rea te r  pace th a n  in  th e  “old 
days,” how ever, w e have one 
area  th a t  is get t ing  a head  s ta r t  
on the  com pany. If w e do no t 
s ta r t  p u t t in g  fo rth  m ore efforts 
now  and  concen tra ting  on th is  
area, w e a re  ask ing  for m ore  
problem s, and least to say, few er  
custom ers. G entlemen, th e  area 
I am  speak ing  of is com plaints.
I will endeavor to b r in g  some of 
the  coraplain ts  to you  as fa r  as 
th e  Norfolk  s ta tion  in concerned.

T he  rese rva tions  system  and  
telephones, the  long  line and 
F X  lines a re  a trem en d o u s  help.
Consolidated or a cen tra l  r e se r 
vations office w ould  g ive  the  
Norfolk  s ta tion  m ore tim e  to 
give th e  serv ice  th a t  th e  pas
senger  has  bought. F o r  example, 
du r in g  th e  tim e flights a re  on 
the  ground, th e re  is usua lly  only  
one agen t available to  an sw er  
phones. M any people “shop” so 
to speak, a f te r  the  even ing  m eal 
for vacations, bus iness  tr ips , and 
to u r is t  inform ation. This is th e  
tim e th a t  ou r s ta tion  w orks  six 
flights in a period from  1730 
un ti l  1912. This includes te rm i 
nating, o r ig ina ting  and  th ro u g h  
flights.

Central RES  
W ith  rese rva tions  a t  a  cen tra l  

point, the  coun te r  agen ts  w ould  
no t have  to continually  r u n  back 
and  fo rth  to  rese rva tions  check 
ing  flights or t ry in g  to  answ er 
a r in g in g  phone w hile  th e  p as 
senger  on the  coun ter  w aits. The 
m ain  reason  I th in k  cen tra l  re s 
erva tions w ould  be beneficial to 
Norfolk  is th a t  i t  w ould  enable 
us to give the  ticke t coun te r  full 
coverage, w hich, in  tu rn ,  would 
give ou r  passengers  b e t te r  and  
m ore reliable service.

The agents  w ork ing  th e  ram p  
and operations could give th e  
fre igh t cus tom ers  b e t te r  service 
if th e y  did no t  have  to come 
into rese rva tions  as soon as they  
get a f ligh t out. Baggage ca r ts  
for th e  flights could be loaded 
w ith o u t as m uch  has te  and  th is  
w ould  enable loading to be m ore 
accurate. This w ould  elim inate 
the com plain ts  about no t a n 
sw ering  th e  phones a t  peak  pe 
riods. These  a re  a few  of th e  
m any  advan tages  cen tra l  re se r 
vations w ould  offer in  m y  s ta 
tion.

T he  ticket co u n te r  procedures

are  d if fe ren t  in  m a n y  stations; 
for example, DCA has  gate  
check-in, N orfolk  has  ticke t  
coun ter  check-in. A  passenger  
rides ou t of DCA to O R F and  
perh a p s  th is  is his f i r s t  t r ip  on 
Piedm ont. H e left DCA and  w en t  
to th e  gate to  have  his t icket 
pulled before board ing  for ORF. 
W h e n  he  re tu rn e d  to th e  a i rp o r t  
to  board  fo r  D C A , h e  d o e s n ’t 
check the  coun te r  so w e can 
pull his t icket and  give h im  a 
board ing  envelope. H e tr ie s  to 
board  th e  a i rc ra f t  and  has to  be 
sen t  back inside to  th e  counter. 
This can be qu ite  d is tress ing  and 
confusing  to the  passenger. W ith  
gate check-in or t ick e t  coun te r  
check-in, i t  is m y  opinion th a t  
we could have  a t icke t  position 
for passengers  w ith  tickets  and  
one for those w ith o u t  and  th u s  
be un ifo rm  th ro u g h o u t  th e  sys 
tem. This w ould  reduce some of 
the  confusion and  com plain ts  of 
passengers  h av ing  to s tand  in 
line w h en  th e y  pu rchased  th e ir  
t ickets  by  mail, a t  a  CTO or 
JAMTO.

MSB Problems 
MSB passengers  a re  a big item  

a t  th e  O RF sta tion . W e have one 
problem  here  th a t  is causing 
com plain ts  from  dow nline  s ta 
tions as well as in  ORF. The 
form  DD 1580 is spelled ou t in 
th e  traffic  m a n u a l to th e  le tter; 
w e all k now  w h a t  to do w ith  it. 
T h e  problem  is th e  Navy, M a
rines  and  A rm y  in O RF do no t 
have a supp ly  of these  forms. 
Since th is  form  has been in  ef
fect, I have no t handled  over 
twelve. T h ey  ju s t  do no t  have 
an  am ple supply. W e have had 
com plain ts  from  passengers  th a t  
have been  pulled  and’ from  th e ir  
d ep a r tm e n t  heads as well. The 
agents  a re  doing th e ir  bes t by 
u s ing  th e  old des iring  proce
dure, b u t  th is  does no t w o rk  as 
well as if they  have the  DD 
1580. The dow nline  s ta tions  pull 
them  a f te r  they  w ere  told in  
ORF the  f ligh t w as  filled ou t  of 
a ce rta in  station. T hen  th e re  is 
a m isu n d ers tan d in g  as to  th e  
conditions of th e  MSB proce
dures  and  th e re  is an o th er  com 
plaint.

Several com plain ts have  been 
made recen tly  by  reg u la r  pas 
sengers  as to th e  appearance  of 
'our equipm ent.  I realize th a t  in 
th e  period of th ree  or four days, 
the  sam e a irc ra f t  w ill f ly  over 
the  coal m in ing  co u n try  and will 
pick  up  m uch  d ir t  and  grime.

Planes' Appearance 
Reflects On 

Piedmont's Image
by D O N  E D M U N D S O N

District Sales M anager — ATL

I w ould like to  ta lk  w ith  you 
abou t “im age,” no t ou r  corporate  
im age as w e are  seen  b y  our 
con tem poraries  w ith  reg a rd  to 
load factors, on tim e  p e r fo rm 
ance, revenue  passenge r  miles, 
ava ilable se a t  miles, an d  so 
forth , for in  these  w e  are  ind is 
pu tab ly  a leader in  th e  various 
facets of a irl ine  operation.

The “im age” I am  re fe r r in g  to  
is one used in th e  con tex t of 
sales, m a rk e t in g  and  m e rc h a n 
dising. I t  is also re fe r re d  to  as 
“produc t packag ing” o r  ju s t  
“packaging .”

H ave  you  ever s topped  to 
th in k  abou t how  m a n y  millions 
of dollars are sp e n t  an n u a lly  on 
th is  one little  i tem  of “p roduct 
packag ing” by in d u s tr ie s  today? 
More th a n  you  and  I can  con
ceive. A nd w hy?? I t ’s simple. 
To in fluence th e  prospective  cus 
tom er  to b u y  one p roduc t over 
another. One exam ple  is a n u m 
ber  of yea rs  ago, the  F o rd  Mo
tor Com pany came out w i th  a 
p roduct they  called “Edsel.” 
T hey  tou ted  th is  car  in  th e i r  
adver tis ing  to be th e  g rea tes t  
autom obile  m arve l s ince th e  
“Model T.” I t  had, accord ing  to  
them , ev e ry th in g  anyone could 
w a n t  in  an  au tom obile  in  th a t  
price range. T h ro u g h  th e i r  ad 
vertising , and  m in d  you, th is  
w as all p r io r  to  th e  p roduc t 
being on the  show -room  floor, 
they  had  th e  consum er rea d y  to  
buy. B u t  w h a t  happened? T he  
“E d se l” d idn ’t  sell, and  had  to 
be discontinued, as a p roduc t in  
the  F o rd  line, a t a dead loss of 
millions of dollars. Mr. H e n ry  
F o rd ,  w h e n  q u e s t io n e d  as to  
w h y  the  “E d se l” d id n ’t  sell, 
an sw ered  in  part ,  “I t  did no t 
appeal to the  public in design. 
M echanically  and  s tru c tu ra l ly  It 
w as as good as an y  p roduc t 
F o rd  has ever  bu il t .”

By n ow  you  are  probab ly  a s k 
ing  yourself, w h a t  does all th is  
have  to do w ith  P iedm ont and  
our reason  for th is  genera l 

(C o n t in u e d  on P a g e  F ive)

I w as  recen tly  on a f ligh t f rom  
RM T to O R F and  d u r in g  ta k e 
off, noticed  dust reflected  by  th e  
sun  com ing  from  th e  cu rta ins . 
W hen  the  a i rc ra f t  v ibrated , d u s t  
f lew  from  all directions. Since 
we have p u t  on  th e  je t  and  227 
service, it seem s th a t  ou r  reg u 
lar passengers  a re  no ticing  m ore 
and  m ore how  d ir ty  th e  M a rt in ’s 
are.

I k now  th a t  from  p as t  expe r i 
ence it  is impossible to clean the  
outside of th e  a irc ra f t  in  th e  
w in te r  m on ths  in  a cold c lim ate 
unless they  can be 'b rough t in 
side. H owever, th e  inside of th e  
a i rc ra f t  can  be cleaned each 
night. The carpets  on m a n y  of 
th e  M artins  have  d ir t  packed 
into th em  to the  po in t th a t  they  
are bad ly  discolored. In  m any  
cases, th e  ca rpe t has  seam s ex 
posed or th e re  is black tape 
c o v p in g  th e  seams. T h is  is es
pecially dangerous fo r  ladies 
w ea ring  h igh  heels.

A passenger board ing  a f ligh t 
w here  th e  engines a re  h igh  on 
tim e or even one due in  for an  
overhau l is n o t  aw are  of an y 
th in g  b u t  the  appearance of th e  
aircraft. W ater,  soap, and p a in t  
can do w onders  to th e  outside of 
the  a i rc ra f t  b u t  if all th e  insides 
are  no t cleaned, th e n  w e have 
an o th er  complaint.

A li ttle  m ore  effort, each day, 
by  all of us in  these  areas, w ould  
reduce the  com plaints. In  o the r  
words, Gentlemen, if w e all go 
back  hom e and  clean up  ou r  
ow n back  y ard s  w e w ill have a 
a b e t te r  and  m ore progressive  
product.


