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H a ro ld  B a f f in  
( left)  a n d  h is  
w ife  Caro lyn  
a n d  Roy 
C a ldw e l l ,  w i th  
his  w i fe  Bil l ie,  
read  the ir  
programs  
w h i le  w a i l in g  
fo r  the banq i ie t  
to begin. Both  
men are  from  
ou r  LEX  
station. B a ff in  
has 20  years  
a n d  C a ld w e l l  

Jast retired  
a fte r  36  years  
anth Piedmont.

A n n ie  Meadows, f l ig h t  a t tendan t  
instructor. INT. m odels  the f i rs t  
fe m a le  f l ig h t  a t te n d a n t  un i fo rm  worn  
in  1962. Meadows, a lo n g  w ith J ive  
others f rom  in f l ig h t  services, wore  
Piedm ont u n i fo rm s f ro m  years past  
a t  the reception.

k
President B i l l  H o w a rd  ( l ^ t )  greets M ary  
W agner a n d  he r  h u s b a n d  J im . M ary

.r ^  m.

Wagner, a d a ta  en try  operator. INT. has  
15 years w i th  the Company.

M a rv in  Co l l ins  
(left) a n d  h is  
w ife  Louise  
a n d  lYacy  
M a b e a n d  
he r  fa th e r  
R a ym on d  
E d n e y  were  
a m ong  those  
a t te n d in g  the  
b a n q u e t  
C o ll ins  a n d  
Edney. INT- 
MM, each have  
25 years  at 
P ie d m o n t  
M a b e fo l lo w e d  
In he r fa the r 's  
footsteps a n d  
w o rk s fo r  
Piedm ont in  
the  Revenue  
Accounting  
D e p a rtm e n t

Showing 'We Care' 
Makes the difference

When the concourses, especially 
at our hubs, are crowded with peo
ple, it’s easy to lose tha t personal 
touch, to forget to let our pas
sengers know "We Care’. These 
complimentary letters from pas 
sengers highlight ju s t a few instan  
ces in which our employees at our 
hubs received praise for their cus 
tomer service.

BWI
"The f l ig h t  im s  d e la y e d  in  Battik 

more fo r  a  couple o f  hours because o f  
w e a th e r  cond it ions  in Boston. I w a n t  
to com p lim en t a l l  the P iedmont Per 
sonnel tha t  I cam e in contact w i th  
d u r in g  the en t ire  f l igh t .  Everyone  
w as  cooperative. T h e / l ig h t  a t te nd  
an ts  w h o  started on the f l ig h t  were  
requ ired to s tay  la te  a n d  board  the  
new  set o f  passengers. No one com 
p la ined .  Everyone w as  po l i te  a n d  
help fu l.  The g round  personne l in  
B a lt im o re  were extren^ely attentive.  
They were concerned abou t  the p a s 
sengers be ing d e la y e d  a n d  were  
responsive to o u r  questions a n d  
requests u n d e r  d i f f ic u l t  a n d  t i r in g  
condit ions. The n e w  c rew  w a s  po l i te  
a n d  h e lp fu l . .. Because o f  the  excep 
t io n a l  service tha t  P iedmont person 
ne l prov ided. I w i l l  go out o f  m y w a y  
in  the fu tu re  to choose P ie d m o n t fo r  
business travel,  a n d  to recom m end  
tha t  m y  s ta f f  do  the  same. It's th is  
k in d  o f  service th a t  d is t ingu ishes  
one a ir l ine ,  o r  fo r t h a t  matter, one  
c o m p a n y f ro m  an o th e r  a n d  bu i ld s  
customer loya l ty ."

"Yourpeop le  a n d  ove ra l l  operat ion  
at BW I h as  t im e  a n d  t im e  a g a in  
exceeded m y expectations. You 
sho u ld  be p ro u d  o f  th is  o rgan iza t ion .
1 a m  a m em ber o f  y o u r  P res ident ia l  
S uite  a n d  1 w is h  to express spec ia l  
th a nks  to y o u r  s ta f f  a t  BWI, pa rt icu  
la r ly  to Ms. J a c k ie  D ow  w ho  has  
helped  me a  n u m b e r  o f  t imes w ith  
d if fe rent trave l p lans .  I hope you  
open more su ites  in  o ther  cities."

CUT
"I w as  a t  Charlo t te  w a i t in g  fo r  a 

connecting f l igh t.  It w a s  a m a d  
house o f  people  a n x io u s  to get to 
the ir  d e s t ina t ion  a n d  loved ones.
The tension w a s  h ig h .. .As  you  can  
im agine, a la rge percentage o f  the  
people  were be ing un reasonab le  
w ith  yo u r  employees. It w as  noticed  
tha t  two o f  y o u r  employees. Brent  
D avis  a n d  D edr ia  Coley, went  
beyond the ca l l  o f 'be ing courteous.  
They were very pro fess iona l a n d  a  
rea l p leasure  to see!"

" W h i le f ly in g  on y o u r  a i r l in e  
recently  I w as  un a b le  to m ake  a  
sa tis fac tory  connection because the  
p la n e  developed eng ine  trouble. But  
th is  is not w h a t  l a m  w r i t in g  to you  
a b o u t  but w r i t in g  concern ing y o u r  
employee. La n i  T a m a n a h a  (CLTj. 
iM n i  has to be one o f  the most cour
teous a n d  he lp fu l a i r l in e  employees  
th a t  I have  ever h a d  the oppor tun ity  
to d e a l  w ith . I feel she w a s  more th a n  
he lp fu l  in t ry ing  to reroute me a n d  
t ry ing  to get me to m y  e nd  des t ina  
l ion  as  close to m y  des igna ted  l im e  
as possible. W ith employees such as  
Ixxni i t  is not d i f f ic u l t  to unders tand  
w h y  y o u r  a i r l in e  con tinues to be 
successfu/."

DAY
"The p ro fess iona lism  o f  y o u r  p a s 

senger service specia l is ts  a t  the D ay  
ton A irport is superior, a n d  is typ ica l  
o f  m y  in i t ia l  impressions o f  y o u r  a i r  
line. H a v in g  g row n  up In the Nor
theast, I h a d  not been exposed to 
Piedmont. However, a f te r  three  

f l i g h t s  I  a m  so ld  on y o u r  service. A fte r  
be ing  s tuck  on the interstate. I 
a rr iv e d  a t  the a irport w i th  o n ly  f i v e  
m inu tes  to f l ig h t  time, no t ic k e t  a n d

an  e ig h tm o n th  o ld  sort. Three o f  yo u r  
passenger service spec ia l is ts  a l l  
p itched  in. I h a d  m y  t icket prom ptly ,  
they  he lped  ca rry  the luggage a n d  
the boy to the gate. I m a d e  the l l igh t.  
th a n k s  to th e i r  p ro fess iona l ism , iv i l  
lingness. a n d  ex tend ing  themselves  
beyond  iv h a t  is n o rm a l ly  requ ired."

"I have  never been as  fa v o ra b ly  
impressed by an  a i r l in e  as  1 ivas at  
Dayton  recently. H a v in g  been 
d e la y e d  on m y  iv a y  to the a i r p o r t . . .  1 
k n e w  I h a d  l i t t le  hope q fm a k i i t g  the  
plane. However, a w o m a n  a t  the  
Piedmont c o u n te r . .. m ad e  t ivo  qu ick  
calls, g rabbed m y  suitcase, ivh ich  
w as  la rge a n d  Iteavy. to ld  m e to fo l
lo w  her. a n d  took o f f  r u n n in g . . .  I 
m ade the f l ight, a n d  the p la n e  
depar ted  r ight on schedule. I f  th is  
u ’oman 's  a t t i tu d e  to w a rd  excellent  
service w a s  a  re /lection q f t h e a t t i  
tude  o f  y o u r  a i r l in e  as  a whole, you  
h ave  a lot to be p roud  o f  I can assure  
you I ' l l j l y  P iedm ont w heneve r  
possib le."

What do passengers most often 
complain about when they write 
Piedmont? Little or no com m uni
cation. Here are some examples: 

cancelled flight
"We ca l led  the a irpo r t  f r o m  w o rk  

a n d  received the in fo rm a t ion  from  
y o u r  agent tha t  the f l ig h t  w o u ld  
a rr iv e  on l i m e . .. When w e  a r r iv e d  at 
the  a irpo r t  w e  checked the  P iedm ont  
com pute r  t e rn i in a ls fo r f l ig h t  in fo r 
m ation . Tw o  o f  t h e m .. .  reported the  
f l ig h t  on l i m e . . .  A f te r  an  h o u r  w a it .  I 
checked a g a in  a n d  it w a s  then tha t  I 
w as  to ld  tha t  the  f l ig h t  h a d  been  
c a n c e l le d . . .  It is abso lu te ly  inexcu  
sab le  tha t  yo u r  te rm in a ls  w o u ld  s t i l l  
s h o w  the f l ig h t  a r r iv in g  on t im e  ( 15 
m in u te s  before its sch e d u le d  a r r iv a l )  
w hen  i n f  act t h e j l ig h t  has  been  
cance lled."

delays
"Your s ta f f  m ad e  a  most un for tu  

na te  dec is ion  yes te rday  In n o t f u l l y  
in fo rm m g  the passengers as  to the  
s ta tus  o f  o u r  f l igh t.  Th is  resu lted  in  
unnecessary  d e la y  a n d  confus ion . . .
I  h ave  no p rob lem  w i th  d e a l in g  w i th  
m e ch a n ica l  o r  w e a th e r  re la ted  
delays. I do  h ave  a p rob lem  w i th  the  
a i r l in e  not keep ing  me reasonab ly  
in fo rm ed  as to the s ta tus  o f  the  
de lay. Im po r tan t  meetings, connec  
l ions or people  m eeting  me m ight  
require some ac t ion  on m y  pa r t  . . .  In 
m y business, w h ich  as  yours  pro  
vides a service, I h a v e fo u n d  tha t  the  
better the c o m m u n ica t io ns  a n d  the  
f lo w  o f  in fo rm at ion ,  the s m a l l le r  the  
prob lem s a n d  confus ion."

flight information
"We u n d e rs ta n d  tha t  there a re  

u n a v o id a b le  d e la y s  in  a i r l in e  opera 
lions, a n d  I a m  sure  a i r l in e  pe rson 
nel must d e a l  w i th  m a n y  a n g ry  cus  
tomers because o f  these de lays. My  
h u s b a n d  a n d  I were un d e rs ta n d in g  
a n d  po l i te  abou t  o u r  inconveniences,  
however, the P iedm ont personnel 
were not. They  d id  not o ffer f l ig h t  
change in fo rm a t ion ,  ap o log ie s fo r  
o u r  d e la ys  a n d  Inconven iences or 
ass is tance  o f  a n y  k in d  con tac t ing  
people w a i t in g fo r  us a t  ou r  des t ina  
l ion. W efee l very s trong ly  tha t  we  
were treated r u d e ly . . .  T h e f in a n c ia l  
sav ings  w i th  P iedm ont Is not sub  
s ta n t la l  e n o u g h fo r  us to to lerate  
rudeness o r  a n  a t t i tu d e  o f  in d i f fe r 
ence from  service personnel.  We are  
very d isappo in ted ."


