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What's your customer service quotient? 
All of us have customers. For some 

5, customers are maintenance 
at utility plants. While for 

s, 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 

of service you provide. Here's 
a scale you can use 1o measure your 
OWI Customer service quotient. 

ig 1—The Vending 

There's no customer 
ce here. A customer simply 

insens 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 

L 
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 fill the order, 

LEVEL 5—The Suggester: You 
make some effort o show customers 
whal their options are. 
LEVEL 6—The Advisor: You 

solve problems and advise customers 
who are able to clearly identify their 
own needs. 

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

LEVEL 8—The Creator: You 
team up with customers to mutually 
identify 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. It really 
catches your attention. 

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, 
Product Specialist: 
1 believe that every 

WRY| customer's question 
is important and 
that they are 

W cnritied to the best 
(S| answer they can 

get. It doesn’t matter how insignificant 
the question may appear to be—it's im- 
portant to the customer. 

lta R el LV ITo Nia is your auitude toward helping customers? 

Jayee Figg, 
General Clerk- 
Product Service: 
When I help 
customers I like to 
put myself in their 

Tl sition and ask 
bh] myself how I would 

feel if I were out there with a product | 
bought and needed help with it. I like to 
give them the best possible service. 

Joyce Figg's (right) job is to 

determine what the customer's 
needs are and to put him in 

contact with the right people 
tof here 

Joyce caretully logs in 
sach call to ensure an appro- 
priate response 10 the cus 
tomer's particular need. 

action... 
Ben Jones (I 

or "tre 
le who are ha 

is specific job respon 
ies. He gets questions that range 

pplications of a particular 
*t fo whare to find repair shops 

in the customer's a 
if Ba n't answer the questions 

he'll put the customer in contact with 

person or find the answer 

f and call back, 

a 



D
I
G
I
T
A
L
 M
O
B
I
 

te
st

ed
 b
y
 E
ri
cs
so
n.
 

mm
un
ic
at
io
 

the
 w

or
ld
's
 f
ir
st

 h
igh

-ca
pac

ity
 

ial
 M
ob
il
e 

dig
ita

l 
cellular

 
sy

st
em

 w
it
h 

fr
eq
ue
nc
y 

wo
rk
s 

in 
jon

 m
ul

ti
pl

e 
ac

ce
ss

 w
as
 d
em
on
- 

d 
by
 E
ri
cs
so
n 

in 
198

4, 
Na
rr
ow
- 

¢ d
iv

is
io

n 
Mu
li
ip
le
 A
cc

es
s 

Eu
ro
pe
 i

s i
n t

he
 p
r
o
c
e
s
s
 

of
 de

ve
lo
p 

el
op

me
nt

 o
f t

he
 

wh
er

e 
th
e 
op
er
a-
 

TD
MA
 s
ys

te
m 

rd
 i

n 
th

e 
15 
TO

W 

ex
hi
bi
ti
ng
 

e 
wi
th
 d

ig
it
al
 

ar
Co
m,
 M
ob
il
ex
 a

nd
 

Li
nk
s,
 

5. 
Du
e 

(0
 a
ut
om
at
ic
 f

re
- 

Th
e p

or
ta
bl

e 
St
ar
Co
m 
ra
di
o 

is 
ex
tr
em
el
y 

~~ 
Ue
Nc
y 

ho
py
 

ea
sy
 10

 u
se
 t
ha
nk
s 

to
 a
dv
an
ce
d 

au
to
ma
ti
c:
 

con
tro

ts.
 

ra
di
o 
ja
mm
ed
 s

it
ua
ti
on
s.
 U

lt
im

at
e 

E
r
i
c
s
s
o
n
’
s
 c
o
m
p
r
e
h
e
n
s
i
v
e
 e
x
p
e
r
i
e
n
c
e
 w
it

h 

al 
in 

hi
s c

ab
, 

th
e 
dr
iv
er
 ca

n 
co 

o-
da

te
 i

nf
or
ma
ti
on
 o
n 
ha
nd
. 

Mo
bi
te
x 

Er
ic
ss
on
's
 M
ob
il
 

PS
TN
, 

pa
ck
et
 s

wi
tc

he
d 

da
ta
 n
et
wo
rk
s,
 

te
le
x 

n 
dat

a 
traf

fic 
co

mm
un

ic
at

io
ns

, 
cn
ab
li
ng
 

gr
ou
ps
 o
f 
mo
bi
le
s 
wh
er
 

mo
bi
le
 t
el
ep
ho
ne
 n
et
wo
rk
s 
do
 n
ot
 

su
pp

or
t 

thi
s f

eat
ure

. 
Th

e 
mo
st
 i
mp
or
- 

dif
fer

enc
e 

is 
th

e f
ar

 m
or
e 

ef 
us

e 
that 
Mo
bi
te
x 

make
s o

f 
avai

 
ra

di
o 
sp

ec
tr

a,
 b
ec
au
se
 o

f 
pac

ket
 

sw
it

ch
in

g 
an

d 
tr
an
sm
is
si
on
 e
c 

ex 
i$ 
O
L
 a 

co
mp
et
it
or
 f

or 
s s

ys
te
ms
 

nc
e 
on
 

00
0 

Th
e 
Pe
op
le
 W
ho
 M
ad

e 
a 
Di
ff
er
en
ce
 

Er
ic

ss
on

 pe
rs
on
ne
l 

ha
ve
 be

e 
su

bs
ia

 
" 

tr
ac
k 

of 
obi

le 
de

ve
lo
pm

en
t.

 
e 
pe

op
le

 h
av
e 
re
ex
am
in
ed
 t

rad
i- 

ha
ve
 m
ad
e 

hi
gh

ly
 n
ot
ew
or
th
y 

co
nt
ri
- 

bu
ti
on
s 

Fo
r 

th
e 

bet
ter

 p
art

 o
f a

 d
ec
ad
e,
 

Su
en
 O
lo
v 
Oh
rv
ik
 P
hD
.,
 h
ea
de
d 

ics
son

 R
ad
io
's
 r
es

ea
rc

h 
de
pa
rt
me
nt
 

He
 b
eg

an
 d
ev
el
op
in
g 

dig
ita

l c
 

b
a
c
k
 

in 
19
76
. 

H
i
s
 
w
o
r
k
 w
i
t
h
 c
h
a
n
n
e
l
 

sp
ea
rh
ea
de
d 
cu
rr
en
t 
mo
t 

L
E
 

ki
sa

 Ah
i 
i
 a
tt

he
 

Un
iv

er
si

ty
 

H
e
 
is
 a

ls
o 

th
e 

Di
re
ct
 

n
s
t
i
t
u
t
e
 

o
f
 

El
ec
tr
ic
 
a
n
d
 

co
ri
ng
) 

SM
. 

He
 p

ar
ti
ci
pa
te
d 

Eu
ro
pe
an
 st

an
d 

le 
po
ck
et
 

A
T
 

Pr
es
en
il
y,
 

Dr.
 

Ud
de
nf
el
d i

s 
the 

Di
re
ct
or
 

Re
se
ar
ch
 a
nd
 D
ev
el
op
me
n 

Er
ic
ss
on
 Ra

dio 
Sy
st
em
s.
 

Ja
n-
Er
ik
 S

tj
er
nv
al
l 
Ph
D.
, 

is 
cu
r 

re
nt
ly
 

the
 p
ro
je
t 
ma
na
ge
r 

re
sp
 

re
se

ar
ch

 a
nd
 h
e 

10
0 h

as
 m
ad

e 
§ 

ca
nt
 c
on
tr
ib
ut
io
ns
 to

 G
SM
 s

ta
nd
ar
ds
, 

B
e
t
w
e
e
n
 
19
82
-8
7,
 
h
e
 w
o
r
k
e
d
 w
i
t
h
 D

r.
 

Ud
de
nf
el
dt
 to

 d
ev
el
op
 di

git
al 

mo
bi
le
 

te
ch
no
lo
gy
 i
nt

en
de

d 
for

 t
he

 G
SM

 
co
nc
e 

(
A
d
a
p
t
e
d
 f
ro
m 
O
M
N
I
C
O
M
 J
ou

rn
al

, 
a
n
 

Er
ic

ss
on

 m
ag
az
in
e 
wh

ic
h f

oc
us

es
 o
n 

mo
bi
le
 c
om
mu
ni
ca
ti
on
s n

et
wo

rk
in

g,
 



Red Cross 
Bloodmobile 

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

ry MVR Auditorium 

Let the Season of Giving begin with our own Gift of Life that may help someone in a dire | 
emergency, 

| 
Your Gift may be someone else's reason for Thanksgiving 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 vith r of these dates. 

“Motorola plans to pre— 

Th NE ws workforce by 2500 to meet Bodywise Fitness Challenge 

5 i iti "Potluck" Luncheon changing market conditions | homie 

MVR Auditorium 
Published by Employee Communi 
Rm. 1566, Lynchburg, VA, 245( 
exclusive use of the employees and 

families of GEMC, 
Lynchburg, VA, and Florence, SC. 

Shaumburg, Ill.—Motorola, Inc., a 
maker of electronic equipment and Bring your favorite "healthy" dish 
semiconductor chips and a competitor | » Prizes & gifts awarded 
of several busin * Open to all GEMC employees EDITOR GEMC, plans to reduc |+ Contact GE NEWS office, ext 
by about 2500 people as part of its 7710, for more details 
clfort to reduce its operating costs. 

George Fisher, Motorola president, | Sponsored by GE Bodywise Fitness Progras 

John Peniche 
Communications Specialist 

Jack Radgowski said this action would bring some of 
Manager-Communications the company’s busi 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 employees worldwide. 


