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“Outstanding companies are the
exception, not the norm. Thisis

wrong.”
Hal Becker
“ At Your Service’

Calendar 1999

Your Motivation, Attitude, & Integrity L etter from Success Performance Solutions

Wor st Customer
Service Experience?
Tell ustoday!

Ever have areal bad experience and
wish you could tell everyone? Here's
your chance. Join our search for the
Worst Customer Service
Experience and win afree tuition
voucher valued at $995 for our
Mastering Extreme Satisfaction
Program.

What 99% Really
M eans

The American Customer Satisfac-
tion Index (ACSI) reports a plum-
meting consumer satisfaction with
service in nearly every industry

since 1994 - coincidentally the

same time period of the increasing
employment rate. As aresult, cus-
tomer retention is suffering, which
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email: iwolfe@success.net
http:// www.super-solutions.com

Each issue will include motivationa
quotes from top business leaders, im-
portant trends in performance improve-
ment and the latest resources for moti-
vationa training and selecting people
with integrity.

Address

O Please remove my name

from your fax list.




Meetings
and
Keynotes
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July 9, 1999

Attack the Attitude Virus

Small Business Network

Y ork Chamber of Commerce
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July 24, 1999

Hirefor Higher Performance
Creating Relationships That Last
Rid Your Practice of Demotivation
Academy of General Dentistry
Annual Meeting

Salt Lake City, Utah
khkkhkkkkkhkhkkkkhkkkhkhkkkhkhkkkhkkkk,kkx*%
August 10, 1999

New Milestones In Mativation
Lancaster County

Chamber of Commerce

Toregister, cal (717) 397-3531

Select-In™

A standardized employee
testing program that
measures behavioral-values-
and-motivationl
compatibility and ability

before you hire or
promote. From pre-
screenings to interviewing
techniques for all levels

Call today — (717) 656-4632

What 99% Really

(Continued from page 1)
for 15 minutes each day

M Go without electricity, water and
heat (or air conditioning) for 15
minutes each day.

M Have your heart fail to beat 32,000
times each year.

On anationa level, 99% quality means
that:

M Every hour 16,000 pieces of mail
arelost

M Every day two planes make unsafe
landings at Chicago O’ Hare airport

M Every week 500 surgical operations
are incorrectly performed

M Every day 20,000 drug prescriptions
are incorrectly filled

M Every year doctors drop 19,000
newborn babies

$0.....you are committed to 100 % cus-
tomer satisfaction. How well do you
think you are doing? More important,
how well do your customers think you
are doing?

If you are not 100% (here we go again
with that 100% thing) focused on creat-
ing alasting value for your customers,
customer switching will drain your bot-
tom line.

Statistics: Hall Becker, At Your Service

Employee Testing:
The Way to Go

What can testing do for you?

The sole purpose of evaluating job candidates
isto forecast how well they will perform
befor e they are added to your payroll.

Hiring today requires more than awell written
resume, a casual interview, and intuition. The
costs for each mis-hire ranges from $2000 for
entry-level fast food positionsto 24 times (!!!)
annual salary for management positions. A
standardized testing program provides meas-
urements of compatibility and ability better
than any other form of information.

Why not just interview?

Itisrelatively easy to verify experience and
quality of past performance. But how do you
interview for enthusiasm, persistence or rejec-
tion tolerance?

The problem with the interview, the most
widely used hiring tool, isit is an ineffective
and inaccurate predictor of how well an appli-
cant will perform on the job in the future. In-
terviews have a .14 validity; assessments and
testing: .38 to .53.

(.00 validity means aroll of the dice would be
an equally accurate method to choose an em-
ployee, 1.00 indicating the highest predictabil-
ity.)

Arethey legal?

Yes, if they are job relevant, reliable, show no
adverse impact and are used consistently.
Note: Persond interviews are considered
tools, just like tests, according to the Uniform
Guidelines on Employee Selection of 1978.
Are your interviews meeting EEOC guide-
lines?
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