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A second c ity  ticket office 
(CTO) opened in Raleigh recently  
in the Fayetteville S treet Mall. 
Jane TVacy (seated) is an agent 
at the office. With her are 
Janice Fbushee, supervisor of 
CTO operations for the two 
offices in Raleigh and one in 
Durham, and Ed Albertson,

RDU’s city  sa les manager.
Piedm ont now has 4 0  CTOs, 

33 city  sa les offices, 13 district 
sales offices, and 13 cargo sales  
offices. Two CTOs opened in Or
lando in January, and a CTO is 
scheduled to open in Jackson
ville, FL, in late spring.

Check station to open at ROA; 
Pilots, F/As to phase out bases

E xpanded  m ain tenance  activities will begin at ROA Marcli 1. adding 
55 employees to the cu rren t m a in tenance  s ta ll  at the airport and  roiiting 
two types of aircraft into the base for com prehensive m aintenance.

Mechanics at the line station will perform extensive line m ain tenance 
on 737-300S and  the earlier generation 737-200s. including electrical, 
s tructura l and  interior work p lus som e avionics and  sheet metal m a in 
tenance. P iedm ont curren tly  has 53 m ain tenance  employees in ROA 
w ho perform aircraft cleaning, unschedu led  an d  special scheduled 
m aintenance.

■Roanoke will be a key location in o u r  new phase  check program. '
Tbm Sclfick, vice p residen t-m ain tenance  and  engineering, said. "Roanoke, 
along with GSO, will be the initial s ta tions handling  the overnight check."

"We chose Roanoke for the phase  operation bccausc we can easily 
route aircraft th rough  the area  and  because  we already have a hangar 
there we can use for m aintenance. This  location is part of a larger Pied
m ont program  to stream line our operations by perform ing as m uch  'on 
line' m ain tenance as  feasible," Schick added.

As part of our efforts to provide m ore efficient operations, we are also 
transferring our pilot and  flight a t tendan t crew bases from Roanoke to 
o ther crew domiciles. The 149 flight a t ten d an ts  and  49 F28 pilots s ta 
tioned in Roanoke will be transferred to o ther crew bases in I he syslcm. 
with their respective bases determ ined  by which domiciles they choose. 
Piedmont has six crew bases for our 2,200 pilots: GSO, CLT, 15W1, SYR. 
MIA. and ORF. Ovir 2,400 flight a t tendan ts  are based at GSO, CLT, DCA, 
SYR, MIA, and  ORF. On May 15, flight a t ten d an ts  at the DCA base will 
be transferred to BWl.

"T he transfer of bases is needed for more elTicient utilization ol crews 
and  aircraft routing," Leonard Martin, senior vice p residen t-passenger 
services, said. "We're striving for fewer, but larger, crew bases lhan  what 
we have operated in the past."

Passengers write: PI people make the difference
Each month, Piedm ont receives over 5 0 0  letters praising Piedmont people. Following are a few exam ples of why 

the people who work for Piedm ont have made our airline the best in the industry.

A passenger, traveling th rough  
CLT on C hris tm as  day, left his bag, 
jacket an d  cap on a  v acan t sea t in 
the  board ing  area  while he w ent to 
the restroom. W hen he returned , 
all item s were missing. Tom G er
m ain. a  supervisor, cam e  to his 
assistance. T he passenge r  wrote:

Mr. G erm ain  is a p er fec t e x a m 
p le  o f  the  courtesy , care a n d  co n 
cern I h a ve  exper ienced  f r o m  all 
P ie d m o n t em p loyees . . .1 k n o w  he  
m u s t  h a v e  been a n x io u s  to g e t  
h o m e  w ith  h is  fa m i l y  b u t  h e  never  
g a ve  up  (looking). T h e  p la n e  w a s  
loaded a n d  the  door ready  to be  
closed w h e n  I w a s  p a g e d  to com e  
to the  fron t.  T here  h e  w a s  w ith  all 
m y  belongings h e  h a d  fo u n d  in 
a n o th er  boarding  area. Your e m 
p loyees m a k e  P ie d m o n t great, a n d  
M r G erm ain  is one  o f  the  greatest.

*  *  *

A passenger, connecting  on Pied
m o n t at DTW to DFW via DAY, sent 
h is th anks  for the way we handled  
his lost baggage:

As I p repared  to board in Detroit, 
I w a s  in fo rm ed  th a t  m y  two su i t 
cases  h a d  n o t a rrived  (another  
airline). . .W hen I a rrived  in 
Dallas, the  P ie d m o n t  a g en t in 
fo r m e d  m e  th a t  m y  luggage  
(would soon  arrive) on  ano ther  
carrier . .(W hen  I p ic ke d  up  m y  
luggage) I no ted  on th e  RUSH bag 
gage  tags th a t  the  e x p e n s e  o f  
se n d in g  on the  a irline w a s  
charged  to P iedm ont. S in ce  this 
w a s  n o t P ie d m o n t’s  fa u l t ,  I be
lieve it o n ly  fa i r  i f  I p a y  the  bill. 
W ould y o u  p le a se  in form  m e  how  
m u c h  I owe.

*  *  *

A w om an who had  purchased  a 
3 0 -day advance ticket for her 
d au g h te r  w ho was traveling hom e 
for the holidays was upse t because 
she could no t change the  ticket at 
the last m inute. Joyce Rotenizer, 
INTRO, tu rn ed  a  difficult situation 
to P iedm ont's  advantage:

S h e  w a s  m o s t  k ind  a n d  helpful, 
a n d  ex p la in ed  to m e  W HY I could

no t use  on ly  the  re turn  h a l f  o f  
m y  d a u g h te r ’s  ticket. I now  fu l ly  
understand . . .1 J u s t  w a n t  to ex 
p ress  real apprecia tion  to your air
line fo r  being understand ing . . .

*  *  *

How do you handle a passenger 
ang ry  abou t penalties with respect 
to a supersaver fare? Je ff  Cranford, 
INTRO, did it this way:

He took probab ly  20  m in u te s  to 
ca lm ly  exp la in  the  c o n ip a n y ’s  po l
icies. I w a s  im pressed  w ith  his  
desire to n o t let m e  leave the  con 
versation upset. He c a m e  up  w ith  
a couple o f  creative ideas a n d  did  
a  p re tty  fa i r  Job o f  negotiation.

*  *  *

D uring the holidays, a flight 
bound  for STL was diverted to CMl 
due to fog. W hen the flight arrived, 
only Marc-Greg Locher and  a part- 
time employee were there to handle 
109 passengers who had  to be 
bused  to STL. Paul Ortman, BOS,

who was traveling through CMI, 
cam e to the rescue. Locher wrote:

Paul im m ed ia te ly  sh o w ed  his 
co m p a n y  ID a n d  asked  if he  could  
be o f  a n y  help to us. . .Without his  
help  w e  w ou ld  h a ve  been  a lot 
longer w ith  these  pa ssen g ers  lhan  
w e  were. . .Working w ith  people  
like Paul m a k e s  w orking  fo r  Pied
m o n t  p leasurable.

*  *  *

The following special note prais 
ing employees at CMI. DAY, and 
FNT, was recently sent to Piedmont:

On Christn-ias E ve m y  husband ,  
h is  wheelchair, an d  I f l e w  fro m  
C ham pa ign  to Flint via P iedmont, 
re turn ing  D ecem ber 28. T he cour
tesy, fr ien d lin ess  a n d  cheer fu lness  
o f  all the P iedm ont personnel, an d  
w e h a d  contact w ith  15 or 20  o f  
them , w a s  greatly  appreciated. We 
h a ve  used  m a n y  carriers in the 
p a s t  20  years, b u t never  h ave  we  
encountered  the exce llen t service  
sh o w n  by your em ployees, all o f

w h o m  were being pressured by  
the crowds.

*  *  *

A  passenger, flying from ORD to 
CRW on December 24, wrote in 
praise of the Piedmont crew on his 
flight:

/ don't k n o w  i f  I can express  
strongly enough  the  favorab le  
im pression the  cabin crew m a d e  
on tha t fl igh t. T hey  were abso 
lutely fa n ta s t ic  in every respect. 
T hey  were fr iend ly , courteous, 
helpful, cheerful, an d  w en t out o f  
their w a y  to ensure  tha l I enjoyed  
the  flight. . .My checked  bags  
did not arrive w ith  m e  at CRW. 
(Lost by ano ther  airline.) T h e  Pied
m o n t personnel were every  bit as  
delightful a s  the  cabin crew. . .and  
were a great help.

*  *  *

A nother passenger  wrote in 
praise of IXiA Agent J e a n n e  Den- 
nehy and  Kevin Tice, ROA-MM:

As / stood w a tch ing  the crowds  
verbally a b u se  Piedm ont. I 
b eca m e im m ed ia te ly  aw are  o f 
(Jeanne  D ennehy). Not on ly  did  
s h e  pro fessionally  h a n d le  these  
crowds, bu t s h e  did  so in the  m ost  
polite  a n d  gen tee l m anner. S h e  
never b ec a m e  fr e sh  or a b u s iv e  to 
a n y o n e  present: m a n y  o f  w h o m  
d eserved  it. A n d  sh e  tried so hard  
to a cc o m m o d a te  qu es tio n s  a nd  

f l ig h t  p la n s  in the m o s t  ex p ed i
tious m anner. . .1 got o ff  the p la n e  
(in R ichm ond) a n d  w a s  at the toll 
booth w h e n  I realized th a t not 
on ly  w a s  m y  voucher m iss in g  but 
m y  cash. A s s u m in g  tha t all w a s  
lost. . .1 dejec ted ly w en t to m y  
office. . .The n ex t m orning, the  
p h o n e  rang. Kevin Tice called to 
tell m e  tha t h e  w a s  c lean ing  m y  
se a t  a n d  fo u n d  m y  voucher a n d  
m y  cash. . .He w o u ld n ’t even  lake  
a reward! W ha t a group o f  e m 
p loyees P iedm ont h a s  a ssem b led .  
My h a t  is o ff  to you.

Monger TOPS in service
CHO Station Agent Kim Mon

ger received the TOPS (Tbtal 
O utstanding Passenger Services) 
Award for December for helping 
two people delayed by a  flight.

Because of w eather-related 
problem s and  a flight delay on 
ano ther  airline, the paren ts  of 
two children, who were hom e 
with a  sitter, were delayed. Mon
ger drove to the passengers ' 
hom e and stayed with the chil
dren until the paren ts  arrived by 
car a t  3:30 a.m. Following are 
excerpts from a  letter sen t to 
Piedmont:

"Because of the fog in C har
lottesville, the plane was unable 
to land and  had  to return  to Bal
timore. W hen we arrived back in 
Baltimore (approximately m id 

night), we were quite concerned 
with our children’s well being 
since the sitter had  to re turn  
home. . .Ms. Monger is to be 
com m ended  for her  willingness 
. . .to sit w ith  our children until 
we arrived home, . .Our d au g h 
ter, being 14 and  m ature, likely 
would have handled  her  younger 
brother satisfactorily, bu t our 
peace of m ind  and  hers as well 
was greatly enhanced  through  
the presence, k indness  and 
em pathy  displayed by Ms. Mon
ger. This activity certainly goes 
way beyond w hat anyone can or 
should  expect from an airline. . . 
T h a n k  you and  expect ou r loy
a lty  in the future."


