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“It is not good to be better than the
very worst.”
Seneca, c. 4B.C. —AD. 65

“Treat others as ends, never as
means.”

Labor Market HitsBrick Wall

The unemployment rate in March hit a
29-year low.

337,000 manufacturing jobs were eliminated
in 1998; over 3 million new service pos-
tions were created!

In the first three months of 1999, 560,000
new jobs were added.

According to a 1997 National Association of
Manufacturers, more than half their work-
force lacked basic employability skills, math
skills, reading and writing skills— making
them unable to improve productivity.

1950: 60 percent of manufacturing jobs were
unskilled; 1998: 30 percent;
2005: Lessthan 15 percent will be unskilled

The Solution:
Create A Learning Organization
Help every employee become more compe-

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

Customer Service Excellence
Certification Begins June 21

Del Ivering exceptional

customer service is more of a

challenge now than ever
before. Satisfaction isjust
not enough anymore to at-
tract and retain customers.
Excellence in customer ser-
viceisasoa crucia strat-
egy for sustained profitabil-
ity. Customers  expect the
best and insist, rightfully so,
to be treated fairly, promptly
and with respect. Successful
business people are skilled at
winning people over, fine
tuning their style to meet the
customer, and building con-
sensus and support.

The Customer Service
Excellence Certification
Program is the result of three
leading performance
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Your MAIL, anewsletter for the  cli-
ents of Success Performance Solu-
tions, will be sent to you free of charge
unless you unsubscribe.

Each issue will include motivational
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.

consulting firms — Success
Performance Solutions, Par-
gasVenuto, and LifeThrive
Performance Systems —join-
ing forces and sharing re-
sources to help managers train
their people in the personal
skills they need most and the
competenciesthe  company
needs to thrive.

Managers and employees
consider technical compe-
tence, product knowledge and
good intentions as the bench-
mark for excellent customer

Coming Up Soon!

Retaining and Motivating
Great Employees
April 27,1999
9 AM to 4 PM
$129
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June 21 —22,1999 | Customer Service Excellence

April 10, 1999 9 AM to 4:30 PM |Certification Program — Leve |
Hot Markets 2000 Level | Training for Consultants, Trainers, Managers,
Central Penn Entrepreneur and Small
Business Conference. .
Call (717) 273-3727 August, 1999 |Customer Service Excellence
Certification Program — Level 11
TBA Level | | Training for Consultants, Trainers, Managers,
July 9, 1999
Attack the Attitude Virus
Small Business Network Who's Applying At Y our
York Chamber of Commerce Business? Reasons given for not rehiring:
Personality conflicts
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Annual Meeting - 7% of job applicants had criminal records
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Mastering Customer Service

satisfaction. Customers,
however, consider

(continued on page 2)
(continued from page 1)
these factors agiven, not an
option.

When customers are asked
what services must be pro-
vided in order to satisfy
them, they value fairness,
integrity and friendly
encounters as mustsin
meeting or exceeding their
expectations.

An exceptional customer
encounter develops when a
customer perceives, amost
to the point of obsession,
you are working on their be-
half. The Customer Ser-
vices Excellence Certifica-
tion Program teaches a dy-
namic, flexible customer
service process that inte-
grates commitment,
consistency, and excellent
communication skillsinto
every customer encounter.

Mastering Extreme
Satisfaction focuses on the
competencies needed most
for excellence in customer
service, based on a system-
atic approach to measuring
competencies, and limita-
tions, and identifying what

needs to be changed or im-
proved. Successful
participants will acquire an
insatiable commitment to
master the competencies to
create an experience for
customers where extreme
satisfaction is spontaneous
and strong, and dissatisfac-
tion is unacceptable.

Certification assures the
highest level of competency
and provides the cultural
momentum for a competi-
tive edge that is not easily
matched in any market.
Mastering Extreme
Satisfaction blends training,
reinforcement, and feedback
in order that newly learned
skills become habits and
your exceptional customer
satisfaction becomes the in-
dustry standard.

IsYour Workplace Ready?

One-half of the 123 million
people in workforce are women

70% of mothers work

25% of women now earn more
than their spouse

April 27, 1999
9 AM to 4 PM

High turnover may not just
be an upper management
problem. Learn new ways
individual supervisorsand
manager s can make the dif-
ference between employees
staying....and vanishing.

Find out what motivates
each employee - and why
they leave

Understand the impor-
tance of retaining employ-
ees and the high cost of
turnover

Prove caching and disciple
to keep performance high

Determine the goals and
values that make work
worthwhile for your em-
ployees.

Find ways to meet the mo-
tivational needs of your
employees and inspire
commitment.

Register Today.
Limited Seating.
(717) 656-4632

The Safe and The Accident-Prone Employee:
A Cross-Industry Study

Hurry! For alimited time only, electronic copies of A New White Paper
published by Dr. Charles Coker, founder of LifeThrive Performance Sys-
tems, are absolutely free. Dr. Coker is one of our strategic partners. He spear-
heads our corporate safety and motivational programs. To receive your
complimentary copy or to schedule a site visit or presentation by Dr. Coker,
Cadl us at 717-656-4632 or email: iwolfe@success.net.



