
John Elrod (left), INT-reservations manager, and 
Grant Clark (right), director-reservations services, 
present Customer Service Awards to (1 to r) Shirley  
Hamlet and Ruth Ann Baity, INT reservations 
sa les  agents. The award is  in recognition of and 
gratitude for their outstanding custom er service  
during the month of March and is  part of the Opera
tion 5 Star program.

Reservations adopts 
'Operation 5 Star'

Reservations services has  m ade  custom er service 
one of its goals for 1988. To m eet th a t goal, the depart
m e n t conceived of the Operation 5 S tar program, w hich 
is patterned  after the  M o b i l  T ravel G u id e ’s them e of 
aw arding five stars to only the h ighest achievers.

T he objectives of the  program  are to m ake the res 
ervations sales agen ts  aware of the im portance of 
good custom er service, to share ideas and  sugges
tions am ong  all the  reservations personnel on how to 
achieve the h ighest s tandard  of cus tom er service, 
and  to recognize those employees who provide the 
type of service w hich would w arran t five stars.

To recognize good perform ance in the area  of cu s 
tom er service, two different award certificates were 
designed. One certificate is aw arded anytim e a  reserva
tions sales agen t is “ca u g h t in the a c t” of providing 
good cus tom er service to our callers. T he o ther award is 
p resen ted  to those agen ts  w ho have dem onstra ted  o u t
s tand ing  cus tom er service during  the entire m onth .

All of our seven reservations cen ters have been p a r 
ticipating in sim ilar activities as pa r t of the overall 
objective of the Operation 5 S tar  program . The em 
ployees a t the centers have decorated their facilities 
w ith posters and  banners, posted com plim entary  let
ters on bulletin boards, a ttended  a  cus tom er service 
video train ing class, conducted  m in i-sem inars on 
custom er service, surveyed the  reservation sales 
agen ts  on w hat is good custom er service, and  held 
special social events.

However, each cen ter has  also displayed its u n iq u e 
ness w ith its own individual projects. In one center, 
red carnations along with a  congratula tory  letter 
from the m anage r are presen ted  to People Pleasers.
In ano ther  center, the agents are greeted by a poster 
in the  elevator and  a sign on the door to the  sales 
floor w hich says, “Stage Door E ntrance to a  5-Star 
Perform ance’’ w hich encourages agen ts  to an  Oscar 
w inning  perform ance. In yet ano ther  center, the 
agen ts  in tend to publish  a m onth ly  newsletter en ti
tled T he  5 S ta r  H e ra ld  to share cus tom er service ex
periences and  o ther articles dealing with the them e 
of the  cam paign.

All of the cen ters p lan  to have additional activities 
th roughou t the rem ainder of the  year. At the center 
of the program  is the  desire to not only encourage 
good cus tom er serv ice—or as one cen ter refers to it, 
“cus tom er ca ring ’’ —b u t also to recognize it and 
show our appreciation.

(Martha Manning, supervisor-reservations services, as
sisted in compiling the material for this story.)

Selling cookbooks and raffle tickets at INTRO’s 
second annual beach party are (1 to r) Debbie Hen
derson, Pat Cleary, Denise Crapse, £ind Immogene 
Young, reservation s sa les  agents, INTRO. Ad
m inistered by the com m unity service com m ittee, 
the proceeds from the tickets benefit the Ronald 
McDonald House and Msike-A-Wish Foundation.

service awards
years years

Hill. Bob  
Sr. Sta. Agt,. ROA 
W estm oreleind, Frank  
Shift Supvr..  Dispatch. INT

years

B ritt,  Doc
Shift Supvr.. Stockroom . GSO 
S u tp h in , Don 
Sta. Mgr.. JAX

years

M cCann, l t d  
Captain. B737. BWl 

M ichael, J im  
Mgr.. Line Maint., DCA 
N ew ell, Tbm 
Lead Avion. Tech.. ORF 
W addell, Paul 
Mechanic. GSO

years

C oltrane, Max 
Sta. Supvr.. GSO 
King. B ill 
Accountant,  INT 
M arshall, W illy  
Lead Cleaner. INT 
R ichardson , J im  
Sr. Sta. Agt,. ILM 
W olfe, B ill  
Sr. Sta. Agt.. MCO

years

A n d erson . H om er  
Sr. Sta. Agt.. TPA 
B ryan t, J im m y  
Avionics Tech.. GSO 
B uckler , D aryl 
Utility Service. SDF 
D aw son . W esley  
Sta. Supvr,.  LYH 
E verhart, Les  
Lead Avion. Tech.. GSO 

H a tfie ld , Hat 
Maint. Controller. INT 

H user. R alph  
Sr. Sta, Agt.. CVG 

K iger, J a m e s  
Sta, Mgr.. ORH 
L ockm an, D avid, Jr. 
Eng- Proj- Mgr.. INT 

M atth ew s, Pat 
Sr. Sta. Agt.. CTO. CLT 

McW right, L aw rence  
Inspector. INT 
R iviere, J e a n e t te  
Sr. Sta. Agt., CLT 
S p rou se , Edgar  
Mechanic. GSO

years

A llen , Chuck  
Reg. Dir.. Sales. BWI 

Burge. A lan  
Sr. Sta. Agt,. CVG 
Cook, Dale  
Lead Mechanic. GSO 

C oughlin , Dan  
Sn Sta. Agt., RIC 
D ew eese . E vere tte  
Sr. Sta. Agt.. CLT 

F^lls, P.D.
Inspector. INT 

H all, Ed
Mgn. AC Svc. Dept.. ORF-FB 
Hill, Freddie  
Mechanic, [NT 
L aw less , H elen  
Rev. Auditor, INT 
M arion, J a ck  
Lead Mechanic. INT 
Orange, George, Jr.
Lead Cleaner. GSO
S te e lm a n , J.W., Jr.
Inspector. GSO
s to v e r , Ron
Sr. Sta. Agt- CRW
W agoner, Ph il
Crew Sched.. Pilots. AOCC. INT

W eaver, Mike
M echanic. GSO
W ells, Ron
Sta. Supvr,.  ORF

A hern , Frederic , Jr. 
Captain. F28. SYR 
A kers, R ichard  
Sr. Sta. Agt.. ORF 
Baker. R onnie  
Sr. Sta. Supvr..  CLT 
B asler , K it
Dir., Acctg- Sys. & Cost Cntrl. . INT
B eck , M allory
Sr. Sta. Agt.. TPA
B en tley , Sam m y
Sr. Sta. Agt-. ATL
Cochran, F lip
Inspector, GSO

C u titta ,  Mike
Asst. Dispatcher. INT

C utshaw , M ichael
Captain. F28. SYR
D anie l. Joe
Mechanic, MEM

D w ier, Pam
Flight A ttendant.  BWl

J o n e s .  J o n s e y
Mechanic, INT
L inville, J o e y
Stock Clerk. GSO
L ovett, K eith
Stock Clerk, INT
Share. Ron
Inspector. INT
Sicchio , D anie l
Captain, F28, SYR
S u tto n , Terri
Sr. Sta. Agt.. RDU
Warren. R obert
Lead Flight Sim. Eng.. INT

W high am . K enny
Mgr. Line Maint.. ORF

W illiam s. J im
Avionics Tech.. GSO

years

A dam s, G inny  
Flight A ttendant,  CLT 

A lbau gh , P a tti S u e  
Flight A ttendant.  BWI 
A n d erson , B rian  
Sr. Sta. Agt-. ORF 
A ndrew s, Bob 
Mgr., Line Maint.. BOS 

A n ton , J a c k ie  
Sr, Sta- Agt,. LAX 
A p o sto lu , P h il, Jr.
Sr- Sta. Agt , BWI 
Arnold , Earl  
Cleaner. ATL 
Baker. Lane 
Sta. S u p v r .  TLM 

B a rn ett ,  J e a n ic e  
S r  Sta. Agt.. GSP 
B a rn ett ,  L inda  
Flight A ttendant.  BWI 

B aucom , J u lia n  
Captain. B737. CLT 

B e n n e tt ,  Trish  
Flight A ttendant,  ORF 

B itt ick , Joh n  
Captain. B737, CLT 
B lan ton , R onnie  
S u p v r .  Catering. CLT 

B olan, S u sa n  
Flight A ttendant.  SYR 
B ourdon, Bob  
Mechanic. BOS 
B owen, Nan  
S r  Sta. Agt,, DFW 
B ow ling. B en tley  
Sta. S u p v r .  PNS 
Boyd, T im  
S r  Sta. Agt-. GSP 
B rath . J an  
Captain. F28. SYR 
Brown, W ayne  
S r  Sta- S u p v r .  CLT 
Brown, M argaret 
Acctg. Clerk. INT 

B rown, Paul 
Mgr. Reliability. INT 

B rune, Tbm 
S r  Sta. Agt., BWl 

B ryan t, K eith  
S r  Sta. Agt.. GNV 
B u ch an an , J o d y  
S r  Sta. Agt.. Catering. CLT 

Burger, V ic  
Lead Avionics Tbch.. CLT 
B urner, Darren  
Sta. S u p v r ,  BWI 

B urrus. L isa  
Flight A ttendant.  ORF 
Carraway. J u d y  
P ro g ra m m e r  INT 
Cason, B ill 
Captain. B727. CLT 
Clowney, G erry  
Mechanic, INT 
C lunan, P atti  
S r  Sta. Agt.. CLT 
C ollins, David  
S r  Sta, Agt.. MYR 
C ozart, A rt 
S r  Sta. Agt., CLT 
Cromer, D en n is  
S r  Sta. Agt.. CLT 

Dailey, Mike 
S r  Sta. Agt., Pres. Suite. MCO 

D a sh ie ll ,  D avid  
S r  Sta. Agt.. BWI 

D enny, J e n n y  
Flight A ttendant.  MIA 

D onohu e, B rid get  
S r  Sta. S u p v r .  BWI 

D unn, C huck, HI 
S r  Sta. Agt,. CLT 
E astw ood , Greg 
Flight A ttendan t .  CLT

E llin g ton , Sharon
S r  Sta. Agt-. ORF

E rick son . L ief
Captain . B737. BWI

E skey, B onnie
Flight A ttendant,  ORF

Fahs. Ph il
First OfTicer B737. CLT
F isher, R andy
Captain. B737, BWI
F lem in g . J a n e
S r  Adm n. Clerk Mktg. Svcs.. INT

Ford, J im m y
M echanic. BOS

P ostek . Frank
S r  Sta. Agt.. JAX
G aede, Terry
S r  Anal., Pilot Sched, Ping.. INT
Gardner. Harold
M echanic. MCO
G arrity, J o h n
S r  Sta. A g t.  CLT
G en o v ese  S m ith . Paula
Flight A ttendan t .  ORF
G ilillan d , Gil
Captain, B737. GSO
G on za les , R obert
S r  Sta. Agt.. LAN
G oodm an, D onna
M arketing Svcs. Analyst. INT

G r a esse l  Pafum y, S a lly
S r  Sta- Agt., BWI

G reen, Kay
S r  Sta. Agt.. CLT

Grewe, Greg
Sta. S u p v r .  DAY

G unn, Bob
Captain. B727. GSO
G uzm an , J a m e s
S r  Sta. Agt.. MIA

H am b lett,  M ichael
Captain, F28. SYR
H errick , Joh n
Captain. B737, BWl
Hill, R andy
S r  Sta. Agt.. CLT
H orne. J e f f
Sr. Sta. Agt- GSP
H orton. C harles
S r  Sta- Agt-. CLT
H u d sp eth . Doris
Flight A ttendant.  CLT
H u tch in s , M arie
S r  Sta. Agt,. GSO

Im es, Sandra
Accounting Clerk. INT

Isenhou r. S c o tt
Shift Supv- Pit. Schd.. AOCC. INT
Iverson, Dave
Captain. B727. GSO

J o n e s , J a n ice
S r  S u p v r .  Pit., S c h d -  AOCC. INT
K artrude, G us, Jr.
Captain . B737. CLT 
Kegley, J e f f  
S r  Sta, Agt.- CF-IA 
K ennedy, M arian  
Flight A ttendant.  CLT 
Kerr, W ayne  
S r  Sta. A g t.  MIA 
K lu ttz ,  J im m y  
Sta. S u p v r .  BWI 

K yle. B onnie  
Flight A ttendan t ,  CLT 
L apenna, Bob  
Pilot C heck A in n a n  B727. INT 

L indberg. P ete  
Lead M echanic. BOS 

Locke. Tbm 
Lead Mechanic. BOS 

L ockridge, Brad  
S r  Sta. Agt.. CLT 

L oveless, M itz ie  
S r  Sta. Agt,. TPA 
Luck, C indy  
S r  Sta, Agt„ PBl 
Mackay, J o h n  
Mechanic. LGA 
M anning, Lee  
Mgr, Line M aint.  EWR 
M arjanovich. J o h n  
First Officer B737. GSO 
M arkwardt, R andy  
S r  Sta, Agt.. MIA 

M arshall. Kay 
Flight A ttendant,  CLT 

M atth ew s, R ick  
Captain. B727, GSO 
Mayo, Lorrie  
Acctg- Clerk (Tt'ainee). INT 

M cK aughan, T hom as  
Captain. F28. SYR 
M iller, Craig 
Flight A ttendant.  CLT 

M illiken , Roger, Jr.
S r  Sta. Agt.. Catering. BWl 
M inarik, Craig 
S r  Sta. Agt-. FLL 
M isen h eim er, Hal. Jr.
S r  Sta. Agt-. CLT 
M izell, B ill 
Captain. B737. CLT 
M oore. J u lia n . II 
S r  Sta. Agt,. GSO 
M orgenthal, Ttom 
Sta. S u p v r .  FLL 
M oser, Karen  
S r  Teller-Credit Union, INT

N ash , Joh n , Jr.
S r  Sta. Agt,. EYW 
N ewberry, K en n e th  
Captain, F28, SYR 

N u tt.  D anny  
Stock Clerk, GSO 
O halloran, Pam  
Flight A ttendant.  CLT 

P lo tt ,  V ick y  
S r  Sta. Agt.. CLT 
Poole, T im  
S u p v r .  Catering. CLT 
P otter. S h aw n  
S r  Sta, Agt.. BWl 
P ratt . S u sa n  
J r  Sta. Agt- CTO. NYC 
Prevo, D ebbie  
C le a n e r  GSO 
P u rvis, S tep h a n ie  
Flight A ttendant.  CLT 

Raja, S h ed d y  
S r  Sta. A gt-  TLH 
Ray, Andy, Jr.
Data Base Anal.-Help Desk, INT 

R eeves ,  D arlen e  
Flight A ttendant.  ORF 

R ich, G ary  
Captain. B737, CLT 

R oaten , Doug  
S r  Sta- Agt,. CLT 

R oberts, K im  
Flight A ttendant.  CLT 
R obson. Robby  
Captain. B737. CLT 
R oddey, Darla  
S r  Sta. Agt.. CLT 
R odriguez . Eric 
S r  Sta, Agt., CLT 
R o essn er , R oss  
Captain. B737. CLT 

Rowe, B rian  
Avionics Tech.. BOS 
Ryder, C hris  
S r  Sta, A g t.  ORF 
Savop oulos, Dave  
S r  Res. Agt.. INT 
S ch ru n k , W ayne 
Captain. B737, CLT 
S ch w artz , Paul 
M echanic (Automotive), UCA 

S h an k lin , D en a  
Flight A ttendant.  BWl 

S h a tt le s .  J a y  
S r  Sta. Agt.. FLL 
S h eorn , M elody  
Flight A ttendant,  CLT 

S h err ill .  B arn ey  
Captain. B727. CLT 

Shirey, D w aine  
Sta. S u p v r .  BWl 
S h u e, M ary  
S r  Sta. Agt,. SYR 
S im ie le ,  A lv in  
Lead Cleaner. UCA 
S isk , Tom
P In n r  Spec., Maint. !, INT 
S m ith , Kenny, Jr.
Sta. Supvr.. BWI

S ock w ell. Ron
Flight A ttendant.  GSO

S p angler. T im
Anal-. System  Performance. INT

S p en cer , R enee
S r  Sta. Agt., MCO

S t. D en is . Paul
S r  Sta. Agt- lAH
S tap ler , P h y llis
Flight A ttendant,  GSO
S to k es , A n th on y
C le a n er  ATL
S tu ltz ,  R alph
Avionics Tech.. ROA
S u m ler, A nn
Accounting  Gen. Clerk, INT
Talley, David
S r  Sta. Agt-. RIC
T hom as, C onnie
Flight A ttendant.  CLT
T hornton . G ene
S r  Sta. Agt.. CLT
I \ib a u g h , Chuck
S r  Sta- Agt-. MIA
ly ie r ,  Chris
Sta. S u p v r .  BNA
Tyndall, D ebbie
S r  Sta. Agt., BWI

U pchurch, W anda
Flight A ttendan t .  CLT

U sher, S tan
S r  Sta. Agt.. CLT
Ward, C indy
Sta. S u p v r ,  BWI
Ware. S tep h e n
Sta, S u p v r ,  BW!
W elborn, David  
S r  Anal-. F/A Sched. Ping,, INT 
W ilk ins . A lm a  
Flight A ttendant.  BWI 
W illiam s, D ale  
Lead Avionics Tfech.. BOS 
W illiam s, R ayfie ld  
Sta. S u p v r .  TPA 
W illis. Mike 
Performance Mgr, BWI 
W olfington , Kim  
Flight A ttendant.  GSO
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