
Viedmonf commiffecl to excellence'
An air lin e “com m itted  to exce llen ce ,” th a t ’s  

how memy o f our p a ssen g ers  v iew  P iedm ont. 
Follow ing are ju s t  a few  o f th e  m any le tte r s  
rece ived  re ce n tly  by our cu stom er re la tion s  
d ep a rtm en t p raising  P iedm ont em ployees:

On my re tu rn  to LaGuardia, I was assisted a t 
the ticket coun ter  by D en ise  FSuniglietta. I 
knew I was a  bit early for my flight w hich was 
heading  for Charlotte around  4 p.m. w ith a  stop 
in Richm ond. Denise informed m e tha t I could 
m ake the  3 p.m. flight down the hall abou t 200 
yards w hich was a nonstop flight. I was con 
cerned abou t the close tim ing of the  departure 
(only 10 m in u tes  away) because I was checking 
m y luggage (which carried new products for my 
business). Denise assured  me th a t  the luggage 
would m ake it onboard  OK. M om ents later, while 
I was boarding a t the  gate, I saw Denise com ing 
down the ram p carry ing  my heavy, product- 
bearing  luggage. She proceeded to h and  it to 
som eone on the outside of the  jetway and  had  
them  load it specially onto the plane. 1 inquired 
w hy she had  bothered to carry it down to the 
plane. She replied th a t the conveyor belt for the 
luggage had  m alfunctioned and  th a t she wanted 
to be sure th a t it got loaded, having com m itted 
to m e th a t  it would be on the plane OK. I am  not 
easily im pressed. I was very im pressed with this 
co m m itm en t to excellence!

“I w as very im pressed  
with this com m itm ent 
to excellence!”

I am  a  seasoned world traveler w ith tens of 
tho u san d s  of miles in the  air. I can  honestly  tell 
you th a t I was never so im pressed w ith  a flight 
a t te n d a n t’s efforts to m ake a flight an enjoyable, 
relcixing experience. Miss A m anda Cote Grauer 
(BWI), Piedm ont flight attendan t, was Just great!! 
Her positive, en thusiastic  approach  to her p as 
sengers was an  experience in itself. It was a joy 
to watch her orchestrate  an  atm osphere  of relax
ation and  fun!. . .She even brought hom em ade 
brownies and  served them  to her passengers. 1 
talked to Miss G rauer abou t her approach  to her 
job. Her response was so rare I felt I had  to share 
it w ith you. She spoke to m e abou t her love for 
h e r  job  and  Piedm ont Airlines. Yes, h er  love for 
P iedm ont Airlines. She considered it an  honor to 
represen t Piedm ont.

*  *  *

O ur three-year-old son seem ed to have an  a l
lergic reaction to the  straw berries served as  the 
breakfast snack. . .F light A tten d a n t W indy  
W ilson  (CLT) answ ered our call button. Because 
of h er  wonderful help, along w ith C harlotte  
ground p erson n el su p erv isor  Ron Ives, we 
avoided a m ajor m edical emergency. . .Windy im 
m ediately  radioed ahead  to ground param edic 
personnel in Charlotte, and  ushered  our entire 
family off the aircraft. . .Our luggage contained 
the necessary  m edication  for our child, an d  Ron

people pieasers
E m ployees  f r o m  the  reservations dep a r t

m e n t  m a d e  a  strong  favorab le  im pression  
upon  our cus tom ers  d uring  the  m o n th  o f  
J u n e  resulting in a  n u m b e r  o f  those e m 
p loyees  receiving m u ltip le  com plim en ts .  
P a t B ea rd  (re se rv a tio n s  support-IN T), 
w a s  our n u m b e r  one peop le  p le a ser  w ith  
e igh t com p lim en ts .

M ark E llis  (BNARO), D eb b ie  F oster, 
a n d  D eb b ie  H u tch en s  (bo th  r e s e r v a tio n s  
su pport-IN TR O ) each  received f w e  co m 
p lim en ts .  Receiving fo u r  c o m p lim e n ts  
each  were B e t t y  W h ita cre  (BNARO), G ail 
P i t t s  (INTRO), Carol C lem m o n s a n d  
N orm a H a m b y  (bo th  r e s e r v a tio n s  
su pport-IN T).

Ives retrieved it a lm ost instantly. W ith the  m ed i
cal s ituation u nder control, we had  bu t 10 m in 
u tes to m eet our connecting flight a t a  different 
concourse. Ron had  a  mobile un it ready to w hisk 
u s  to our gate. . .We travel extensively. . .Never 
have we encountered  such  p leasan tness  and  
eagerness to help.

*  *  *

I was a ttem p ting  to change, a t  the  last m inute, 
travel p lans from I>ondon/Gatwick to BWI. As I 
w andered th rough  G atw ick , 1 spotted  the friend
ly faces a t P iedm ont and  rem em bered  you serv
iced BWI. A lthough the  flights did not coincide 
w ith a  previously-purchased ticket, the la d ie s  a t  
th e  t ick e t  cou n ter th a t  m orn ing  were extrem ely 
helpful and  courteous.

*  *  *

I am  73 years old, deaf and  have a hea rt  condi
tion and  have had  m y very first flight to visit my 
son and  daughter-in-law  in North Carolina and  
found it a wonderful experience. Your staff (at 
both LGW and CLT) was wonderful.

*  *  *

Due to a disability, 1 had  to walk with a cane. 
No one could have been more royally treated 
than  I; even to having a flight a t ten d a n t carry  my 
bag to the  escalator. . .Thank you. (MIA and  
MCO)

*  *  *

As a  result of unexpected  turbulence, a  child 
had  been scalded by hot coffee and  required 
m edical attention. . .We landed in Charlotte at 
the  nearest airport an d  the  child and  his family 
were taken off for th a t attention. . .Additionally a 
w om an passenger seated behind  m e suffered a 
bleeding nose th rough  m ost of the  flight, and  my 
seat mate, a young unin itia ted  flyer of college 
age, was panicked by the  turbulence. . .The 
cab in  sta ff, the  p ilot, and  the  agen t w ho cam e 
aboard  for the  young m a n  were very professional. 
T he passengers were kept informed of the details 
of the  m edical em ergency landing  and  why. . . 
and  th rough all of those preparations the crew 
(First O fficer P ascal Houcke, BWI, Captedn 
D en n is M usselm an, BWI, and  flig h t a t te n 
d an ts  L isa  S tep h en son , Mae S im m on s, Patri
c ia  Lape, and  A lex  Glover, all based  a t BWI) 
were able to also focus on these (and other) p as 
sengers. . .They are to be com m ended.

“We travel extensively 
. . .never have w e en
countered such. . .eager
ness to help.”

I was recently traveling from New Orleans to 
Fayetteville, Arkansas, and  was m istakenly  tick
eted to Fayetteville, North Carolina. I realized the 
error during the flight on Piedm ont from New 
O rleans to Charlotte and  notified one of your 
flight a ttendants. Tbm G erm ain (CLT agent) 
m e t me a t the plane in Charlotte and  proceeded 
to m ake connections for m e to Fayetteville, Ar
kansas. . .My firm prides itself on giving excellent 
“custom er service.” This time I was on the re 
ceiving end.

* * *

I want to com plim ent S teve Parker (ALB). . .1 
left m y briefcase in a phone booth a t the Albany 
airport. Mr. Parker found it and  went ou t of his 
way to re tu rn  it to me. He found a copy of my air 
line schedule in my case an d  contacted  the o ther 
airline for information. They gave him  m y hom e 
phone n u m b e r  in Detroit. He could not reach m e 
in Detroit because I moved and  my phone had 
been disconnected. Mr. Parker did no t give up. He 
noticed I had rented a  ca r  from National. He 
checked with National and  they inform ed him 
(where I w as staying an d  he contacted  me).

♦ *  *

On behalf of the United Cerebral Palsy Associa
tion of W.N.Y., Inc., I would like to th a n k  you for 
all your assistance and  the  special consideration 
you gave to our group. Because of your efforts, 11 
disabled a th le tes had  the opportun ity  to fly to 
New York City to com pete in the Cerebral Palsy

Regional Track & Field Com petition. . .We would 
like to express ou r apprecia tion  for both  the 
P iedm ont and USAir s ta ff  (Buffalo sa le s  of
f ice, BUF p ersonnel). They were all ou ts tand ing  
in their assistance to the  group.

“My firm  prides itself on 
giving excellent ‘cus
tomer service.’ This time 
I w as on the receiving 
end.”

I had  a  particularly  com plicated transac tion  in 
volving frequent flyer tickets to London along 
w ith onward E uropean  travel. . .1 was in your of
fice (CLT-CTO) for a lm ost one and  a half hours 
sorting  the whole th ing  out. . .On several occa
sions, I am  sure  it would have been easy  (for 
J a n e Howard) to have inform ed m e th a t w ha t I 
h ad  in m ind  could not be offered by Piedm ont, 
and  to force m e to take som eth ing  less com pli
cated. Instead, she battled  on, and  a t  one time, 
was w aiting patien tly  "p h o n e -to -e a r” for alm ost 
20 m inu tes  for answ ers from your in ternational 
departm en t. She also saved m e a  b u n c h  of 
money!

* * *

1 am  a  million-miler. Between work and vaca
tions, I have visited 55 countries of the  world. 
Congratulations! P iedm ont was e ither on tim e  or 
ahead  of time. The cab in  crew  are well-trained 
people who seem  to enjoy being w ith people and  
serving them . I’m  glad th a t  I chose Piedm ont.

* * *

I am  writing tonight for three reasons. First, to 
th a n k  you for refun din g  som e airline tickets I 
p u rchased  th ree  m o n th s  prior to m y departu re  
from H ouston to W ashington, DC. I asked for a 
refund because of my b ro ther 's  death. . .Sec
ondly, I would like to m en tion  the  patience, cou r
tesy, and  assistance given m e w hen  m akin g th e  
reservations. . .Thirdly, the  assistance and  u n 
derstand ing  given to m e by Mr. W ayne B u tler  
(lAH) a t the ticket counter. . .The window was 
closed and  he was getting  ready to go hom e for 
the  night. In a  very polite m a n n e r  he sta ted  th a t 
he m aybe could help me, b u t I would have to 
com e back  tom orrow because of his closing out 
and  locking up  the  money. After p resen ting  the 
dea th  certificate and  o ther docum ents , he im 
m ediately  said th a t  because  of the  c ircum 
stances. I had  been th rough  enough  already, and  
he would cu t me a check. Mr. Butler really d idn’t 
know the  tra u m a  I w ent th rough  b u t because of 
his k indness  an d  cooperation, he m ade  the  h u r t  
a little lighter.
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