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What’s your customer service quotient?

All of us have customers. For some
of us, customers arec mainienance
crews at utility plants. While for
others, customers are fellow GE
people who provide support some-
where along the service delivery
chain.

But no matter who your customers
are, you need to be aware of the
quality of service you provide. Here's
4 scale you can use 1o measure your
DWI CuSlomer service guotient,

LEVEL 1—The Vending
Machine: There's no customer
service here. A customer simply
inserts coins and, hopefully, out pops
the product.

LEVEL 2—The Mini Market:
Not much service here either, Custom-
ers are on their own to find what they
wint,

LEVEL 3—The Finder: Al the
customer's request, you locate and
exhibit the product for sale, This is
minimum service.

LEVEL 4—The Order Taker:
Customers tell what they want and
you [ill the order,

LEVEL 5—The Suggester: You
make some effort 10 show customers
what their options are.

LEVEL 6—The Advisor: You
solve problems and advise customers
who are able to clearly identify their
own necds,

LEVEL 7—The Discoverer; You
help customers identify possible needs
that they may not be aware of, and
you show how your product or service
will help them meet those needs,

LEVEL 8—The Creator: You
team up with customers to mutually
identily approaches that will optimize
your contribution toward achieving
their long-term goals,

Everyday, you give and receive
service that falls somewhere on this

scale. When you're the customer, you
know what kind of impact truly
superior service can make. [t really
catches your atlention.

Think about where the level of

service you provide falls on this scale.
Let's all shoot for a seven or an eight.
It will pay dividends both personally
and in the success of our business,

Ben Jones,
Produoct Specialist:
I believe that every
]| customer' s question
iy imporiant and
that they are

. W crtitled to the best
e8| answer they can
get, 1t doesn’t matter how insignificant
the question may appear to be—it's im-
portani io the customer,

AL ROl V(0081 iiar is your attitude toward helping customers?

Joyce Figg,
General Clerk-
Product Service:
When I help
customers I like to
put myself in their
position and ask
myself how [ would
feel if 1 were out there with a product I
bought and needed help with it, I like to
give them the best possible service,

Joyee Figg's (right) job is to
determine what the customer's
needs are and to put him in
cantact with the right peaple.
Most of her calls are about
lechnical service, parls or
repairs, Joyce carefully logs in
each call to ensure an appro-
priate response (o the cus-
lomer's particular need

Customer service in
action...

Ben Jones (left) provides fechnical
assistance or "troubleshooting” for
people who are having problems with
a product

In the spirit of Irue customer service
however, Ben “does a litle of every
thing” beyand his specific job respon-
sibulities. He gels questions that range
from applications of a partfcular
product fo where to find repair shops
in the customer's area

If Ben can't answer the questions
he 'l put the customer in contact with
the right person or find the answer
himself and call back.
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Red Cross
Bloodmobile

Dec. 5,11 a.m. - 5 p.m.
Dec. 6,10 a.m. - 4 p.m.

+ MVR Auditorium +

Let the Season of Giving begin with our own Gift of Life that may help someone in a dire
emergerncy.

Your Gift may be someone else’s reason for T hanksgiving in the same way you, in your own
! good fortune, have much to be thankful for.
Please make the time in your schedule to donate blood on wh’ur of these dates.

‘Motorola plans to reduce ——— ——
The N E WS workforce by 2500 to meet o ?’1\:;?;-‘“(: ;tnch; cheacml.nbﬂ

changing market conditions | S, DR 1 e
Rin 1566, Lynchbrs. VA 2450 forin MVR Auditorium

Rm. 1566, Lynchburg, VA, 24502, lorthe G ; ; ; e
exclusive useof the employees and Shaumburg, Ill.—Motorola, Inc., a

families of GEMC. m uklrr of electronic equipment and Bring your favorite "healthy" dish
Lynchburg, VA, and Florence, SC. Hcmlcunducmr chips and a competitor || s Prizes & gifts awarded
of several GE businesses besides * Open to all GEMC employees
EDITOR GEMC, plans to reduce its workforce |e Contact GE NEWS office, ext.

by about 2500 people as part of its 7710, for more details
cllort to reduce its operating costs,
George Fisher, Motorola president, || sponsored by GE Bodywise Fitness Program

John Peniche
Communications Specialist

Jack Radgowski said this action would bring some of
Manager-Communications the company’s businesses “into tor and communications-equipment
& Relations Programs balance” with changing market Segments,
conditions. He said the job reductions Motorola currently has about

An Equal Opportunity Employer would be-centered in the semiconduc- 105,000 emplovees worldwide,




