
Thanks for the classy, courteous service'
Many p assen gers who were stranded dur­

ing th e  snow storm s on th e East Coast in  
Janu£iry wrote to praise P iedm ont em ploy­
ees. Following are exerp ts from ju s t  a few of 
th e se  le tters.

T he staff. . .at Syracuse (and  W ashington Na- 
tionalj w as ou tstanding  under very difficult cir­
cum stances. I w as treated very courteously and  
exped ien tly  as possible. . .Your s ta f f  remained  
polite and  ca lm  in the fa c e  o f  so m e  o f  the m ost  
disrespectful language a nd  behavior possible.

*  *  *

T h a n ks  fo r  the classy, courteous service (at 
BOS) in arranging hotel accom m odations and  
rearranging our fl ig h t  schedu le  during the 
snow storm . . .You ga ined  so m e  fans!

** *

I arrived a t m y  house a t  1 a.m . rather than  
the es tim a ted  tim e o f 6 p.m . A s fru s tra ting  an  
experience as  it was, I can sa y  tha t the s ta f f  (at 
ROC), w i thou t exception, w as very informative, 
sy m p a th e tic  and  p leasant.

♦ «  «

W hen I arrived (at M SY) m y  fl ig h t  had  been  
cancelled. I w a s  rebooked on another flight, but  
(it w a s  also cancelled). Peggy Bourgeois a p ­
proached m a n y  ticket counters w ith  m e  trying  
to ge t m e  to m y  des tina tion  o f M assachusetts. 
Finally, w ith  J u s t  m in u te s  to go. I boarded a n ­
other airline. . .Lewis B urns assured  m e  that 
while I called m y  fa m i ly  he  w ould  g e t  m y  lug­
gage a n d  check m e  through. (These people) 
m a d e  m e  fe e l  very m u ch  a t ease.

*  *  *

T he  personnel a t  your  W est Palm Beach of­
fice, working no doub t w ith  your M iami office, 
m anaged  to return m e  to Baltim ore right after  
the sn o w  h ad  stopped  fa lling  a n d  BWI reopened  
and  a t  no sm a ll expense  to P iedmont. All o f  the  
people involved couldn 't have  been m ore polite  
or helpful. T h ey  are to be c o m m en d e d  fo r  their 
courtesy a n d  efficiency. . .You h ave  convinced  
m e  o f  your concern fo r  the f iy in g  businessm an ,  
and  I will be sure  to recom m end  P iedm on t to 
m y  traveling colleagues in the fu tu re .

* * *

May I express m y  sincere thanks. . .for the ef­
fo r t p u t  fo r th  (at BWIj in helping m e  a n d  m y  
staff. . .during the sh u td o w n  o f  the airport.

♦ ♦ *

You had  two f l ig h t  a tten d a n ts  fSylvia Vaug­
han, CLT, a n d  Ju d y  M eiklejohn, DCAj who  
were off duty , headed  hom e.  As soon as the  
delay becam e apparent. . .they m a d e  coffee, 
served drinks, p a sse d  o u t p illow s a nd  blankets, 
a nd  did w h a t  they could to m a ke  the best o f  a 
poor situation. T h ey  so m eh o w  rounded up a n ­
other un iform ed f l ig h t  a ttendant.  Jen n ifer  Bur­
n e tt  (CLT). . .so tha t the f l ig h t  could continue  
. . .This type o f  dedication is w h y  I f l y  P iedmont 
w henever  I can a n d  w h y  I recom m end  it to m y  

fr ien d s  a n d  business  associates.

It w as a lot easier to be a p a tien t and  under­
stand ing  passenger w hen  the airline em ployees  
were the sa m e  way. . .Charles Barron (ORF) 
w as exceptionally helpful and  cheerful. The  
w om an  assigned to Gate I. . .is the o ther S h e  
sp e n t hours patien tly  answ ering  questions and  
being as helpful as possible.

« « «

Piedm ont receives over 5 0 0  le tters  each  
m onth praising our em ployees in  every area  
of the company. Here are ju s t  a few exam ples:

I travel quite a lot. a nd  f in d  m ost airline ex ­
periences wearing if not m addening: crowds, 
lines, delays, short tempers, and  so on. B u t  
every time I f iy  Piedmont, som eth ing  nice 
seem s to happen. It's obviously not by chance  
. . .Yourfiights are usually  on time. . .the p lanes  
are clean, and  the em ployees are a lw ays nice. I 
th ink  you  should  especially value the a ttitude  
o / M ichael W illiam s (DCA-based f l ig h t  a tten ­
dant). . .If Mr. W illiams is a n y  indication, you're  
doing a  great Job o f  spreading a spirit o f  obses­
sion w ith  cus tom er service throughout Piedmont.

*  *  *

Flight a ttendan ts  Pam Randall, Jan ice Hanes, 
and  J ill Gober (all CLT-based) deserve to be 
recognized a nd  praised for  their outstanding  
performance. Their display o f interpersonal 
skills a nd  attention to detail while providing  
everyone flrst-class service w as indeed rem ark­
able to observe. If I could have recorded it on 
a VHS recorder, it would have been a perfect 
training tape.

I a m  writing to co m m en d  Frances Bowen  
custom er service—INT. . .1 w as ready to f i le  a 
com pla in t w hen  I had the good fo r tu n e  to have  
Frances answ er m y  call. S h e  im m edia te ly  
calm ed m e  down and prom ised to have m y  
problem  rectifiied. S h e  kept in touch with m e  
during the w eek  period in which she  worked on 
m y  problem  and  even tually  resolved it.

*  *  *

The service tha t  Ray Bloom (CMI) delivered  
w as outstanding. The rescheduling tha t he did  

fo r  us w as only one o f  m a n y  tha t he had to 
handle d u e  to the cancelled fiight. He d em o n ­
strated a real concern.

After eq u ip m e n t fa ilures and  w eather cancel­
lations m y  co-workers and  I have had  it with  
airlines! Well, almost. Your f i ig h t  crew. . .has  
succeeded in restoring the ‘friendliness in s k y "  
so m e  o f  your competitors sp ea k  of, b u t fa i l  to 
deliver  M arilyn Robinson and  Mary Voigts 
[DCA-based fi ig h t  attendants) were friendly, 
courteous and  particularly cheerful.

* *  *

T hanks  fo r  being m y  favorite airline. . .Your 
reservations agents are m ost polite and helpful 
w henever I call. . .Your ticket agents a t  BWI and  
ISP rem em ber m e  w henever I go to check in 
and  they a lw ays m ake  m e  feel like they w an t

n^y business. A nd  that's  a rarity a m ong  airlines  
. . .Your lines in the airport m ove  fa s te s t  o f  a n y  
airline I've used: You're a lw ays  on-tirne: and  
you 've  never lost m y luggage.

«  • *

While I believe the average Piedm ont e m ­
ployee working with  custom ers has no equal 
in the airline industry. I would like to take this 
opportunity  to specifiically com p lim en t  Debra 
Shellabarger (DAY), Mark Damron (CAK), 
L ynette Garbe (AZO), and  Robin Hubbard 
(AZO). . .who have helped m e  m a n y  tim es with  
"problem travel situations." all (he while  re­
m ain ing  courteous a nd  friendly. T hese  fo u r  
Piedm ont em ployees are a major reason I 
choose Piedm ont w henever  possible. . ./ am  
very happy  Piedm ont has been able to bring  
"Southern  H ospitality" to the Midwest.

A t every destination, m y  daughter w as m et  
and escorted a nd  cordially but f i rm ly  reminded  
to s tay  p u t until a P iedm ont agent or fi igh t a t­
tendant could assist her to the nex t point. . .
All w en t well until a return leg w as cancelled. 
Agents (at CUT) escorted her to another airline  
. . .In the m ids t o f  all this the agent called  
m e long d istance to m a ke  sure I kn e w  o f the 
changes and  even p u t  m y  daughter  on the  
phone for  a quick "hello" to m ake sure  I knew  
she  was alright!

Cherry Arnold-Lowery (SFO agent) per­
sonally called the car rental agency, contacted  
the driver o f  their p ick-up  bus and  literally ran 
through the San  Francisco Airport outside to 
retrieve the lost ticket. As an independent busi­
nessm an. I realize the in^portance o f personal 
service and am  encouraged by Piedmon I Airlines' 
em ployees  continually  transcending high levels 
o f service.

These people (the executive desk. INTROj are 
super. T hey are quick, ex trem ely  efficient, help­
ful. patient, and  a lw ays in the best o f  h u m o r

Rafael Nino, Ftokker representative a s ­
signed  to P iedm ont sin ce m id -1984, 
transferred back to Holland in January. 
He sen t th e  following note to all P ied­
m ont em ployees:

A m on th  has p a ssed  since I left Winston- 
Sa lem  with  w arm  m em ories and  m ixed  

feelings. I a m  sorry I did not have the  
chance to sa y  good by to each one of 
you, as I would have liked it. T h a n k  you  
all very m uch  fo r  your fr iendsh ip  and  
cooperation.

Why are th e se  agen ts sm iling?  
They are exc ited  about our new  
P resid en tia l Suite, th e  12th  on 
our system , w hich opened at LGA 
in  February. The proud agen ts in ­
clude (seated) Linda F ields and  
Joanne Shortw ell, and (standing,
1 to r) Dan Skerl, S cott Sm ith ,
PEim  W illiam s, Craig Denby (su­
pervisor), J a n et Brooks, and J e ff  
Neel.

A new P resid en tia l Suite, w hich  
has been  delayed due to con stru c­
tion  problem s, is  ten ta tiv e ly  
schedu led  to open at EWR in  
April. We also  have S u ites  at ATL, 
BOS, BWI, CLT, DAY, DFW, DCA, 
GSO, LAX, £ind RDU. A second  
S uite w ill be ready at CLT late  
th is  year, and early  n ex t year. 
S u ites  w ill open  at MIA, SYR, and  
TPA.
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