
New Managers Position

A Closer Look at Customer Care
While many if not most businesses are giving 

the ir  customers new or additional computers 
to talk to, P iedm ont’s idea is to give them  a 
be tte r  listener than  a machine can ever be
— a person trained to listen to the ir  problems 
and to understand those problems from  the 
custom er’s point of view as well as from the 
Company’s point of view.

“E m path izers” . For a one word description, 
th a t  h asn ’t yet made the dictionaries, this 
seems like a good choice to define P iedm ont’s 
M anagers — Customer Service. E m pathy  is 
actual identification, both intellectual and emo
tional w ith o the r  people, in th is  case Pied
m ont’s customers.

W ith a new program  conceived last sum m er 
and recently inaugura ted  by the  trafi^ic depar t
ment, the needs of the  Company’s customers 
are getting  closer a t ten tion  than  ever before. 
Formulated by Division Station Supervisor Don 
Shanks, P iedm ont’s Customer Service Train ing 
P rogram  is well underway. Two classes have 
been held and 15 new M anagers — Customer 
Service are now working in the  Company’s 
larger stations. The combined locations of 
these m anagers cover some 70 Yc of the  system 
boardings.

In organizing the  tra in ing  program  Shanks 
studied the  methods of several carrie rs  and 
drew largely on similar plans originally devised 
by United and Delta A ir Lines. Eventually  all 
agents  and sta tion  m anagers  will participate 
in the  course. The initial tra in ing  is done 
th rough  conferences, ra th e r  than  being tau g h t  
by an  instructor. This approach requires total 
involvement of all personnel and is proving 
tremendously successful. The newly trained 
managers will go back to the ir  sta tions and 
hold the  same type of classroom sessions they 
have attended under S hanks’ leadership.

In the 40 hour course the  new m anagers 
learned, and in tu rn  will help o ther  personnel 
to understand th a t  a passenger’s problem solved 
to the Company’s sa tisfaction may not be solved 
a t  all. I t  may, in fact, be fu r th e r  complicated 
in the  custom er’s eyes. Solutions m ust be 
mutually  acceptable to achieve any degree of 
success.

The customer service m anagers will work 
closely w ith the station m anagers bu t will be 
directly responsible for handling all the  cus
tom er complaints involving the ir  individual lo
cations.

Those who’ve recently been promoted to 
M anager —  Customer Service include Jeannie 
Dial — W ashington National, Pete Gray — 
Norfolk, Bill Hamilton — Tri-Cities, Tom 
Rorick —  Charlotte, Bob Johnston — A tlanta, 
John Queen — Asheville, Rodney Bowers —

Roanoke, Ron Kelly — Cincinnati, Norris  Sm ith
— Winston-Salem, Don K night — Greensboro, 
Dick Morgan — Louisville, John L asa te r  — 
Fayetteville, Maurice Booth — Raleigh-Dur- 
ham, Jim  Birthisel — Charleston, W est Virginia 
and Kent Moses — Richmond.

Among the first 
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Year End Figures Show Traffic Was Up
Airline’s traff'ic figures for 1971 showed 

gains in all categories.

The total num ber of passengers who flew 
Piedmont increased 5.50% to 2,843,019 for the 
year. The passenger load fac to r  was 47.57 % , 
an increase of 6.28% over 1970. This is among 
the h ighest load factors posted by any of the 
nation’s airlines, regional or trunk.

P iedm ont’s revenue passenger miles for 1971 
totaled 785,272,212 representing  an increase 
of 5.42% over 1970. The available seat miles 
showed an actual decrease of 0.81% meaning 
th a t  the  substantial increase in num ber of 
passengers carried was achieved w ithout an in
crease in capacity.

Mail carried by air  was up 2.12% over 1970 
to 15,900,365 pounds. Air fre igh t  increased 
2.58% to 32,992,903 pounds.

In commenting on the results. P resident 
Davis said “We are delighted with the  gains 
we’ve made in 1971 despite the  generally de
pressed economic situation in our country and 
particularly  in the  aviation business. Piedmont 
and the industry  in general is looking forw ard 
to a vastly  improved traffic and profit picture 
for 1972.”

The 1971 financial s ta tis tics  for the  Company 
will be published in mid-March in the annual 
report to stockholders.

Piedmont's Passengers 

Post N o  Complaints For 

Second Time In 10 Months
The Off'ice of Consumer Affairs of the  Civil 

A eronautics Board has, for the second time 
in the  pas t ten months, received fewei’ pas
senger complaints about Piedm ont Airlines 
than  any other carrier  in the continental 
United States.

The Office reports  monthly on the number 
of complaints per 100,000 passengers carried 
for the  twenty-six U. S. airlines. In Decembei', 
1971 the  Board received no passenger com
plaints about Piedmont. In March of last year 
Piedmont also led the industry  in happy pas 
sengers.

The December report also included s ta tis tics 
for the  first full year of operations by the 
Board’s Oflfice of Consumer Affairs. The num 
ber of P iedm ont complaints was among the 
lowest of all the  carriers fo r  the year as well.


