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Customer Service beyond Compare
By Jim Armstrong

Owr last dinner meeting focus was
on customer service. Joining usin
the discussions were Foss Meredith,
General Manager of the Sheraton
Eau Claire Suites and Gerry Doerk-
sen, President of Client Insights.

them™. When vou think about it, the
sam e holds true for emplovees. Incen-
tives will draw them to your company,
but it is recognition (among other
things) that will keep them.

Other keys to cus-
tomer service in-
clude:

Both speakers

presented ma-
terials on cus-

. » Hire the right peo-

tomer service

' ple
from different

tives- ® Go over the meas-
ﬁt‘ﬁp&c 1;{EE= ures with vour staff

oss spoke .
from tl?e per * Engage the associ-
i ates

spective of

® Show numbers
that are relative to
the emplovee

® Hire for attitude,
train for skills

* For a quick hit as-
sessment of vour customer perform a
fast and short survey.

how to moti-
vate the staff of
a hotel to pro-
vide excep-
tional customer
service; Gerry from a perspective of
the mechanics involved in creating
customer service in the construction/
renovation industry.

Ross Meredith (gft) and Gerry Doglzen

Owverall it was a great evening hearing
about custom er service from two re-
spected individuals. Cur thanks to both
Poss and Gerry for an interesting and
informative session.

One of the more memorable quotes
made during the presentation was
“Fewards drive the customer to the
building; recognition will keep

Wanted: Speakers for Discussion Groups and Meetings

We are always looking for presenters for our weeld v discussion groups and luncheons and din-
ner meetings. Are you or someone you know applving concepts, methodologies, processes or
ideas related to quality that vou would be willing to share with our membership. For addiional
info or to bounce som e ideas around please contact the Section Chair. All ideas welcome.
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Quality Discussion Group—Free to All
We support those engaged in Qualily achivifies and facilifate the further
development of Quality Professionals The Section is currentlylooking

for people interested in volutnteer-
[ - 1
Come to our FREE CQMgr/CQEng! ing for the following positions:

Volunteers Wanted

Location: DeVry Institute of Technology (2700 — 3 Ave SE) * VieeChar
Room 103 ¢ Dlembership
Timing: 6:30 — 8:30pm + Section Liason
Contacts: Qualitv Discussion Group Leader: Steven Best : ngd:lri‘;r;;? nguns dor
Quality Discussion Group Coordinator: Anura Seneviratne . .
¢+ DMNewsletter Committee
Dats Topic Speaker ¢« Program Committee
31-Jan-07 |The "Beer Game" Catherine Todd Contact Anthony Ebsworth or any
of the Executive for more info.
28-Feb-07 |FRACS & FLOSS Dale Scott

14-Mar-07 | TBA

28-Mar-07 |TBA

11-Apr-07 | Pattern Mapping in Organizational Culture | Karen Ruggles
25-Apr-07 | Year End Wrap-Up Session Steve Best

Software Discussion Groups—Free to All
We support those engaged in Quality activiies and facilitate the further

development of Qualily Professionals
Come to our FREE IEEE/ASQ) Software Dismussion Group! 5 @

Location: WE. Castell Public Library 616 Madeod Tral 8 E.
Mesting Room #2 (Except for 13 Sep in Meeting Room #1)
Timin g: 6:30 — 8:30pm.

Contacts: Software Discussion Group Leader: Kim Kelln
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Date Topic Spealer
24 Jan 07| From Modelto Reality S Heinze & J Kohl

T Feb 07| Software Estimation .
21 Feb 07| Eamed Value and Agile Alternatives | Mike Griffiths prmtcor

T Mar 07 | Practical Requirements Doug Tindall
FrzF
21 Mar 07| The Public Petroleum Data Model Trudy Curtis rﬁmr?;
(PPDMY: it's all about quality! Bindery
Froject Falillment
4 Apr 07 | Maximizing IT Value through Opera- Roger Couvillon Direct Hail fervice
tional Excellence
18 Ppr 07} TOA RS e
EMayﬂ? TBA wHw, prinkcar.

16 May 07| TBA
30 May 07| Annual Planning Session Kim Kelin







