
Employee Assistance Report 2008

Item Type Newsletter/Magazine

Publication Date 2008

Keywords Alcoholism and employment--United States--Periodicals;
Drugs and employment--United States--Periodicals; Employee
assistance programs--United States--Periodicals; Employees--
Counseling of--United States--Periodicals

Publisher Waupaca, WI: Impact Publications

Download date 19/05/2023 15:52:38

Link to Item http://hdl.handle.net/10713/7117

http://hdl.handle.net/10713/7117


By Jon Christensen

Anumber of articles on how
employers might best
serve veterans returning to

the workplace have been published
in Employee Assistance Report.
These articles, and others, outline
many of the concerns facing
returning veterans and their fami-
lies. This month’s article presents
an opportunity to consider issues
specific to employers, co-workers,
and the EAP professionals who
provide services in the work 
environment.

Lessons Learned
“Lessons Learned” is a military

term for: “Did we do it right, and
what can we do to be more effec-
tive next time?” The good news,
and there is a great deal of good

news, is that this is a more diverse
group of veterans than we have
seen in the past. The following are
some examples of this diversity.

 This is a professional and
volunteer force. These men and
women know what they signed up
for, and it wasn’t just for part-time
employment and education bene-
fits. It was to do a job, and to be
of service. As a result, their train-
ing and preparation is different. It
corresponds to the intelligence of
enlisted personnel and officers.
Both groups understand the mis-
sion, and want to be part of mak-
ing that mission successful.

 While still a young person’s
job, older veterans in the Army
National Guard and U.S. Army
Reserves are pulling their own
weight. However, older vets may
have distinct concerns and per-
spectives on deployment-related
tasks, and different responsibilities
waiting at home, than their
younger counterparts.

 U.S. soldiers serving in
Operation Enduring Freedom
(OEF) in Afghanistan, and
Operation Iraqi Freedom (OIF) are
male and female, young, and old.
They are single, married, and they
are single parents. Whatever the
case, their lives have been
changed, and those changes will
have an impact on the family and
work environments they return to.

Additional Lessons Learned
Americans have traditionally

“mingled” with the people in the
countries they visit during their
military service. There are usually
many opportunities to develop
relationships with the natives of a
particular country. However,
because of the significant differ-
ences between American and
Middle Eastern cultures, those
occasions have been curtailed and
carefully monitored. The impact of
this decision is not yet known.

As in any war, veterans return
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to the states feeling much different
about life than when they left.
Moreover, they have experienced a
radically different culture under
stressful conditions. They have
assumed responsibility, and made
decisions “beyond their years.”
Those experiences have been
added to the fabric of who they are
and how they view the world.

However, unlike other conflicts,
OEF and OIF soldiers know they
will probably have to return to a
combat theater, and that awareness
places a strain on them, their fami-
lies, and their employer. (Editor’s
note: Merriam-Webster online
defines a theater of operations as
“the part of a theater of war in
which active combat operations
are conducted.”)

Yet, this is what they signed up
for — it’s part of their military
obligation. Veterans are proud of
their mission, and their abilities. 
In fact, “The Mission” is another
military term (and it’s all about 
the mission).

OEF and OIF veterans are men
and women who are working
together, serving together, and
learning from each other. They are
resilient, intelligent, mature, and
able to lead — as well as to follow.

In summary, OEF and OIF vets
comprise an employee group that
has made a contribution to the
workforce, and is ready to make an

even greater contribution when
given the chance. Do they have
emotional baggage from their
wartime experiences? Most soldiers
experience at least some “bag-
gage.” Other veterans have a lot of
baggage. A fortunate few appear to
escape relatively unscathed.

One real plus for these return-
ing soldiers is that the military and
the Veterans Administration are
learning from past experiences.
They are doing things for these
veterans that they didn’t do for
Vietnam vets. Consequently, these
“lessons learned” are paying off as
it has led to an offering of proac-
tive services and has helped with
the soldier’s adjustment to work
and family life.

Debriefings and Counseling
Soldiers are given on-site help

in the combat theater when it is
needed. Assistance comes in the
form of debriefings and counseling
designed to help normalize experi-
ences. There is an additional
debriefing when units return home,
and follow-up debriefings are held
over the next several months to
help the veterans and their partners
and spouses adjust to the return to
civilian life.

Veterans are screened for med-
ical issues, and are encouraged to
use their medical benefits through
their local VA. Medical and men-
tal-health screenings are part of
their medical history and provide
supporting documentation should
medical or mental-health prob-
lems surface, or worsen in the
future. New VA programs are
being created, while others are
being updated, to help with the
growing physical and mental-
health needs of returning vets.

What about outside of the VA?
Communities and the families of
veterans have also organized vari-
ous resources to provide support
for the veteran and his or her fami-

2 EA Report Visit EA Report’s website at www.impact-publications.com June 2008

continued on Page 3

Returning Vet continued from Page 1

Editor - Mike Jacquart
Publisher - Jennifer Heisler
Design - Kay Christensen

COPYRIGHT © Impact Publications,
Inc. 2008. Employee Assistance Report
(ISSN 1097-6221) is published monthly
by Impact Publications, Inc., 1439
Churchill Street, Unit 302, Crystal Plaza,
Waupaca, WI 54981, Phone: 715-258-
2448, Fax: 715-258-9048, e-mail:
mikej@impact-publications.com. POST-
MASTER: Send address corrections to
Employee Assistance Report, 1439
Churchill Street, Unit 302, Crystal Plaza,
Waupaca, WI 54981. No part of this
newsletter may be reproduced in any
form or by any means without written
permission from the publisher, except for
the inclusion of brief quotations in a
review which must credit Employee
Assistance Report as the source, and
include the publisher’s phone number,
address, and subscription rate. Yearly
subscription rate is $229.00. Material
accepted for publication is subject to such
revision as is necessary in our discretion to
meet the requirements of the publication.
The information presented in EAR is from
many sources for which there can be no
warranty or responsibility as to accuracy,
originality or completeness.  The publica-
tion is sold with the understanding that the
publisher is not engaged in rendering prod-
uct endorsements or providing instructions
as a substitute for appropriate training by
qualified sources. Therefore, EAR and
Impact Publications, Inc. will not assume
responsibility for any actions arising from
any information published in EAR. We
invite constructive criticism and welcome
any report of inferior information so that
corrective action may be taken.

EMPLOYEE ASSISTANCE REPORT

“Treatment providers will
have to closely watch those

showing symptoms of PTSD
to see how stress develops
with these vets. It is hoped

that the correct tools are
being used, but there may 

be some surprises.”

ly both during and following
deployment. Employee Assistance
Programs are in a perfect position
to integrate experience and exper-
tise with these groups as a bridge
to the workplace.

Aftermath
What will be the aftermath of

these conflicts? No one has all the
answers, but it IS clear that many
veterans are experiencing terrible
physical wounds. These injuries
— traumatic amputations, face-
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and-head wounds, and Traumatic
Brain Injury (TBI) concussions
caused by explosions — will be
with the veteran and his/her fami-
ly for the rest of the soldier’s life.

Moreover, the issues of Post-
Traumatic Stress Disorder (this
group prefers to call it Post-
Combat Stress) appear to have a
slightly different look and feel
than in the past. Certainly, there
are the expected stress reactions
that have been recognized from
past trauma experiences.
However, today’s proactive edu-
cation and debriefings are also
expected to provide benefits.
Finally, the “can do” attitude of
today’s military should also be
taken into consideration.

But all is not rosy. Incidents of
warning signs such as domestic
anger, suicide, road-rage, and
high-energy workaholism suggests
that returning veterans are experi-
encing more “under the surface”

Returning Vet continued from Page 2 than is recognized by anyone,
including the veteran.

Treatment providers will have
to closely watch those showing
symptoms of PTSD to see how
stress develops with these vets. It
is hoped that the correct tools are
being used, but there may be some
surprises. Fortunately, the fact that
today’s vets are returning to a
more supportive society than did
Vietnam veterans may ease the

Many thanks to
Jon Christensen
for contributing
another article on
military issues in

the workplace. As a CEAP and
Vietnam veteran, Jon has a unique
perspective on this important
topic. I hope you’ll agree.

A few years ago, it seemed that
only social-service professionals
like Jon were aware of the issues
facing the veterans who are re-
adjusting to work and family life
after returning from Iraq or
Afghanistan.

As a result, it’s great to see the
media increasingly covering these
issues. Hopefully, increased
awareness about the difficulties
experienced by returning veterans
will lead to increased solutions.

Editor’s Notebook
This isn’t to say that anyone

has a magic wand. Dealing with
the after effects of war will
always be a time-consuming
process that requires extensive
support — support that an EAP is
well-positioned to provide.

And it’s support of veterans,
regardless of one’s opinions on
the war in Iraq, that matter most.
From the June 6 D-Day anniver-
sary being noted this month, to
Korea, Vietnam, and the present,
veterans have always secured our
freedom and way of life. When
they return to the U.S., helping
them is the least we can do.
Wouldn’t you agree? Until next
month.

Mike Jacquart, Editor
(715) 258-2448

mikej@impact-publications.com

Employee Assistance Program
Poster of the Month

Full-color Personalized
EAP Posters ONLINE!

Conveniently increase 
utilization of your EAP by ordering mix-and-match

Poster #7785

BUY 25 OF POSTER #7785,
GET 25 FREE!

Order today by visiting
www.impact-publications.com

Enter Promo Code: POTM7785
Offer expires 7/15/08

adjustment of these soldiers.
The Veterans Center program is

one VA tool that clearly helps in
this transition. Created in 1979,
Veterans Centers were able to
respond to the needs of Vietnam
vets who demanded a quicker and
less bureaucratic response to their
needs than the large VA health
care structure was able to provide. 

Today, Vet Centers continue to
provide confidential, flexible, eas-
ily obtained support for veterans
and their families as they adjust to
life after service in a combat the-
ater. They are easy to access, free,
and confidential. In many ways,
the Vet Center program is similar
to an EAP.

Jon Christensen, MS, LPC, CSAC, CRC,
CEAP, is the owner of OnBelay Workplace
Services in Racine, WI; and a Vietnam veteran
who has worked with veterans in the communi-
ty and the workplace for over 35 years. He
may be reached at (414) 530-6575 or visit 
www.onbelaycounseling.com. Editor’s note:
For more information on this topic, see this
month’s “Brown Bagger” and the March 2007
and September 2005 issues of EAR

Veterans’ Resources
American Legion:
www.legion.org

Disabled American Veterans:
www.dav.org

Operation Comfort:
www.operationcomfort.com/index.php

U.S. Dept. of Veterans Affairs:
www.va.gov



By Monica Wofford

Downsizings. Home foreclo-
sures. Everywhere you go, it
seems people are complaining
about an apparent “down” econo-
my. Sellers are fearful, buyers are
fearful, and employees are “hear-
ing it” daily from consumers.

Regardless what the truth is
about the economy, the fact is, if
you believe that things are bad,
what do you think the impact on
your organization will be?
Negativity, whether accurate or ill-
founded, breeds more negativity.

Change organizational morale
from “it’s all going down” to “we
can turn things around”. Try these
steps:

Rally the Troops
Much of what begins as

grapevine fodder is due to mis-
communication. One misunder-
stood memo can create an
avalanche of damage control and
attitude issues.

Rally the troops and openly dis-
cuss what is actually going on.
Employees that are a part of the
process and have the information
they need, are less likely to create

their own answers to keep from
feeling in the dark. 

Understanding Stress
Under stress, people will use

traits and behaviors not normally
utilized. If an employee exhibits
an attitude problem during times
of high stress and frequent change
— but not when times are good —
it’s possible that increased aware-
ness will alleviate the problem.  

Bring in an Outside Source
Parents have seen what happens

when their children ask them a
question. Somehow, what they say
lacks validity. And yet, if a neigh-
bor or stranger provides the same
answer, the unfamiliar party seems
to have real insight!

The same is true in your organi-
zation. The voices of familiar
faces lose their value over time
and when an outside source comes
in and shares similar information
in a different way, their credibility
is automatically greater. Bring in a
consultant, advisor, or a trainer
that you trust to diagnose and
deliver a solution to the problems
that you are facing during these
times. 
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Keys to Surviving Business Downturns
On the Job

Re-Motivate Middle
Management

No one seems to suffer more
than those in the middle of any
situation. Middle management,
when times are tough, gets it from
senior levels in asking for more
numbers and better results. But,
they also get it from their employ-
ees in the form of complaints and
personal issues that hinder perfor-
mance.  

Give some thought to the mid-
dle managers in your ranks who
could use a little pat on the back
for being the glue that holds
everything together. 

Summary
What you do during the

“down” times shows character and
strength and conviction of your
beliefs. It’s easy to be upbeat
when things are good, but who are
you when the chips are down? 

Making it through the tough
stuff builds character, but you have
to make it through it to see the
new character you now possess. 

Monica Wofford has more than 17 years
of experience as a business consultant,
trainer, and speaker. For more informa-
tion, visit www.monicawofford.com.

LEGAL L INES

Employee Codes of Practice are Vital
The most common method for

handling third-party ethics
and compliance issues is to

adopt and stick to a code of practice
or policies that governs the manner
in which a company’s own employ-
ees deal with third parties, accord-
ing to a report by The Conference
Board.

Ninety-five percent of the 169
companies surveyed said that while

it is important to address third-party
ethics and compliance issues
through codes of conduct for their
own employees, they are less
inclined to involve third parties
directly in these programs.

“With the exception of helplines
or whistle-blowing systems, the
direct inclusion of third parties in
companies’ ethics and compliance
programs is the exception, not the

rule,” says Ronald E. Berenbeim,
principal researcher at The
Conference Board and co-author of
the report. “Nevertheless, companies
are growing more dependent on
third-party relationships for the
achievement of business objectives.”



Third-Party Compliance 
Seventy-seven percent of respon-

dents perform background checks on
certain third parties prior to entering
into a business relationship; 74%
scrutinize agents; and about half
subject all categories of third parties
to due diligence.

The most common component
that companies extend to third par-
ties involves offering employees of
third parties an opportunity to
report ethics — or compliance-
related concerns. Virtually all of
these systems (98%) rely on the
same means used for a company’s
own employees to report suspected
misconduct, rather than a separate
system for third parties.

Ethics and compliance training
programs are a frequent step that
survey participants take in extend-
ing their own program to third par-
ties. Slightly more than one-third
(38%) of survey participants offer
but don’t insist on some kind of
training program for third parties.
Most of these programs devote at
least some discussion to the compa-
ny’s own code. In almost every
case, parties asked to adopt a com-
pany’s internal code of conduct are
offered some form of training.

Room for Improvement
“The survey suggests that compa-

nies are satisfied with current meth-
ods of seeking to extend ethics and
compliance standards or require-
ments to third parties but are willing
to search for new approaches,”
Berenbeim says. “Companies rated
all ethics and compliance efforts
within a narrow and not especially
positive range — they deemed them
somewhat effective.”

Source: “Finding the Right Balance: 
The Essentials of Third Party Ethics
Programs” research report, by The
Conference Board.

Anxiety disorders are the
most common mental ill-
nesses in America, affect-

ing as many as one in 10 people.
Unfortunately, these disorders can
be difficult to recognize, and many
people who suffer from them are
either too ashamed to seek help, or
they don’t realize they can be
treated effectively. The following
are a few of the most common
anxiety disorders:

Generalized Anxiety Disorder
Someone with Generalized

Anxiety Disorder (GAD) has
recurring fears and worries that are
difficult to control. This person
worries about almost everything.
He/she may be restless, irritable,
tense, easily tired, or have prob-
lems concentrating or sleeping.

Someone with GAD is usually
eager to please others and may be
a perfectionist, dissatisfied with
their less than perfect performance.

Panic Disorder
A person with Panic Disorder

has unexpected and repeated peri-
ods of intense fear or discomfort,
along with other symptoms such
as a racing heartbeat or feeling
short of breath. These periods are
called “panic attacks” and last
minutes or even hours.

Panic Disorder often begins
during adolescence, and it some-
times runs in families. Panic
attacks can interfere with relation-
ships, work productivity, and other
areas. Some people avoid situa-
tions where they fear a panic
attack may occur.

Post-Traumatic Stress Disorder
An individual suffering from

Post-Traumatic Stress Disorder
(PTSD) may “re-experience” the
trauma through nightmares, con-
stant thoughts about what hap-
pened, etc. Children are more
easily traumatized than adults. 
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When Anxiety isn’t Routine

Clinical Perspective
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It’s important to note that an an
event that may not be traumatic to
an adult — such as a bumpy air-
plane ride — might be traumatic
to a child.

In fact, a 2006 study conducted
through a collaborative effort led
by Casey Family Programs found
that rates of PTSD among adults
who were in foster care were
twice as high as war veterans!

Researchers examined the long-

term effects of foster care on
adults who are now between the
ages of 20-33. Although the study
participants were from Oregon
and Washington, the findings were
considered indicative of national
trends, according to researchers.

What can be Done?
It’s important to diagnose and

treat anxiety disorders as early as
possible. Effective treatments may
include some form of psychother-
apy, behavioral therapy, or med-

ications. In particular, a child who
exhibits persistent symptoms of an
anxiety disorder should be evalu-
ated by a mental-health profes-
sional who specializes in children.

But regardless if the person
suffering from an anxiety disorder
is an adult or a youth, a compre-
hensive treatment plan is usually
advised.

Sources: NAMI, National Mental Health
Association, American Academy of Child
& Adolescent Psychiatry.

Anxiety continued from Page 5

Quick Ideas

Are Your Corporate Clients
Experiencing Anxiety Overload?

Stress is at an all-time high,
and it’s no wonder. The
uncertain economy keeps

everyone, even those who work for
successful companies, slightly off-
balance. Doing more with less has
become a way of life: fewer dol-
lars, fewer employees, and what
feels like fewer hours in the day.

It all adds up to anxiety over-
load, and that can be very danger-
ous for any organization.
Certainly, some anxiety is normal,
but when it becomes excessive,
employees start operating on
“fight or flight” instinct rather than
thinking clearly and rationally.

Are any of your corporate
clients drowning in an ocean of
anxiety? Consider the following
questions:

1. Do people take sides with
other people instead of tak-
ing stands on issues? Do they
form cliques?

2. Are feuding, backstabbing,
and turf wars a way of life?

3. Do work groups come to
rapid agreement, with little
discussion or dissent?

4. Are particular individuals or
departments blamed for orga-
nizational problems?

5. Is there a problem with
employee turnover? Are peo-
ple constantly quitting due to
job stress or dissatisfaction
with the organization?

6. When conflicts and problems
arise, are people exhorted to
show more “team spirit”?

7. Does leadership send out
mixed messages? Are organi-
zational objectives contradic-
tory or unclear?

8. Do people avoid conflict by
avoiding each other altogeth-
er? 

9. Is “improved communica-
tion” considered the solution
to all problems and conflicts

rather than making decisions
based on solid principles?

10. Is high productivity empha-
sized as the key to organiza-
tional well-being? Do you
get the feeling that people
are really overworked?

If the answer to most of these
questions was an emphatic, “Yes,”
the level of anxiety is likely too
high — for employees or the
company.

(Editor’s note: While anxiety
may be a big problem for an orga-
nization, it should be noted that
only a mental-health professional
is qualified to diagnose and treat
someone with an anxiety disorder.)

Source: Excerpted from “The Anxious
Organization, 2nd Edition: Why Smart
Companies Do Dumb Things” (Facts on
Demand Press, January 2008, ISBN-13:
978-1-8891505-2-9, ISBN-10: 1-8891505-
2-5, $19.95) by Jeffrey A. Miller. 
Editor’s note: See also this month’s
Clinical Perspective article. 
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By Tamara Vaughn

For many people, having a
voluntary gap in employ-
ment is inevitable. With

more and more employees opting
to temporarily leave their job to
take care of an elderly parent, raise
children, or even pursue social or
missionary work, hiring managers
are noticing an increase in
employment gaps. 

And while those people who
took time off from the workforce
know they have done the right
thing, when it comes time for them
to re-enter the job market, they
often have hesitations and fears:
“What if the industry has changed
so much that I can’t keep up?” or
“What if no one wants to hire me
because of my gap in employment?”

Recognize that any hesitation
you may have about re-entering
the workforce is likely unfounded!
Today, employers know that many
people have to take time off, and
most employers actually expect it.  

According to AARP, more than
30 million households are current-
ly caring for a senior. That’s a
large number of people who are
potentially out of the job market!
Savvy employers realize the value
people with experience bring,
regardless of any employment
gaps. The following guidelines
will help:

1. Be upfront and honest about
the employment gap. 

If you’ve chosen to leave the
workforce to take care of a parent
or to raise your children, you are

showing a distinct level of com-
mitment that employers are seek-
ing. Many employers complain of
a lack of commitment from their
staff these days, so demonstrating
that you have commitment, even
in a non-workplace environment,
is a definite selling point.

Don’t lie by stretching the dates
of your previous employment to
make the gap appear shorter.
Honesty really is the best policy.

2. Keep up with your industry
and education. 

With the Internet, it’s easier
than ever to stay up-to-date on
industry trends. Regularly visit any
pertinent industry websites and
subscribe to relevant industry jour-
nals and magazines.

Additionally, take online cours-
es that would sharpen your skills
or advance your education. Be
sure to state on your rèsumè that
during your leave of absence you
took steps to keep your skills and
industry knowledge current, and
detail the exact measures you took. 

3. Take care of yourself.
Many people who assume a

caregiver role ignore their own
needs and push themselves to the
limit. When you’re trying to re-
enter the workforce, the last thing
you want is to appear exhausted
and frazzled. Therefore, give your-
self a few weeks to rest and get
yourself mentally and physically
ready to be employed again.

Also, if you’re going back to
work because the person you were
caring for died, remember that

you’re still dealing with the griev-
ing process. So don’t push yourself
too much. The last thing you want
is to feel overwhelmed and regret
your decision to go back to work.

4. Explore a new business. 
If you’re still uneasy about

going back to your old profession,
then maybe it’s time to look into
starting your own business or try-
ing a new industry. For example, if
you’ve been taking care of a par-
ent with Alzheimer’s disease for
the past five years, chances are
that you know a lot about the con-
dition and how to care for some-
one in that situation.

Perhaps you can go into an
Alzheimer’s related field, either
assisting patients or providing
guidance for caregivers. But take
the time to investigate options
before making any big moves. 

Confidence = Employed
When you do get hired and are

on the first few days of your new
job, be honest with co-workers
about what you’ve been doing for
the past few years. Don’t hide
your employment gap from any-
one, because there’s no need to
anymore. Chances are that a co-
worker is going to end up doing
the same thing or something simi-
lar at some point.

Tamara Vaughn is a speaker and author of
the upcoming book,”The PowerShift
Principle: Empowering Yourself through
Life’s Challenges.” She is the president of
SuccessNRG, Inc. For more information,
visit www.SuccessNRG.com. Editor’s note:
See also the February 2008 EAR.
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products or services mentioned. No part of this newsletter may be reproduced in any form or by any means without written permission from the publisher, except for the inclusion of brief
quotations in a review which must credit Employee Assistance Report as the source, and include the publisher’s phone number, address, and subscription rate.

On the Job

Bridging the Employment Gap



Due to feedback from our
readers, EAR subscribers will
now receive an email with

links to the electronic versions
instead of as an email with attach-
ments.

Upon receipt of your email
address, subscribers will receive an
email each month with links to the
following .pdfs: Employee
Assistance Report, Brown Bagger,
Payroll Stuffers, and LifestyleTIPS©. 

We advise customers to add the
following address to their address
books and to white list it as well
with their email hosts:
info@impact-publications.com. 

Also due to customer feedback,
we have added a new item — EAP
Blasts. Each month, we will place
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We Need Your Email Address!
the Payroll Stuffers insert in a full-
color Word document that you may
customize to meet your needs. You
can edit them, save them, print
them, email a blast to your clients,
or place them on company intranets.

Finally, we remind readers that
you may also customize the Payroll
Stuffers and LifestyleTIPS© insert
with company imprinting for addi-
tional convenient and professional-
looking printed documents.

We are committed to being a
great resource for EAP profession-
als, and we appreciate your input.
Please direct any questions to
Jennifer Heisler, (715) 258-2448,
ext. 223 or email jennifer@impact-
publications.com.

Get Customers to LOVE You!
Quick Ideas

By Jeanne Bliss

Do your customers love
you? Not the ho-hum,
lukewarm, check-the

“generally-satisfied” box in sur-
veys kind of “love.” No? Then
you’ve got work to do!

Customers who don’t adore
you are more detrimental to your
business than those who belong to
your competitors. The latter might
give you a chance in the future,
but the former have already tried
you and found you lacking. If you
don’t enthrall your customers —
and make them believe you
respect them — you’ll lose them.
The good news is you can make
them love you. The following are
a few ideas:

• Eliminate the obstacle
course. The problem with most

companies is that they simply
aren’t structured to act collective-
ly on behalf of customers. People
are stuck in their “silos” making
independent decisions, taking iso-
lated actions for the purpose of
achieving good numbers, and
earning a good review. Instead of
seamlessly executing a customer
interaction of, let’s say placing
their first order from start to fin-
ish, we deliver discontinuity in
the experience where organiza-
tional breaks exist.

Sales sells the product, but
Operations is not given the
specifics of what the customer
needs. Who does the customer
call? Sales? Customer service?
It’s in these hand-offs that cus-
tomer failures occur. Stop cus-
tomer hot potato! He who speaks
to the customer first should
“own” the customer. There’s

nothing that sends a signal of dis-
respect faster than trying to pass a
customer off to “someone who
can better help you with your
problem.” Yeah, right.

• Deliver what you promise.
Corporate memory loss aggra-
vates customers every day. A cus-
tomer calls in a product return
and is promised a mailing label
that never arrives. All too often,
the customer has to strong-arm
his/her way through the corporate
maze just to get basic things
accomplished. Customers are
exhausted, annoyed, and when
they get the chance, they’re going
to go somewhere else!

• When you make a mistake,
right the wrong. If you’ve got
egg on your face, for whatever
the reason, admit it. Then right
the wrong. There’s nothing more
frustrating to customers than a
company or other organization
that does something wrong, and
then is either clueless about what
they did or won’t admit that they
goofed up.

Here’s the bottom line:
Companies need to please cus-
tomers rather than forcing them to
navigate a organizational chart.
Getting customers to love you has
to start with showing them the
respect they deserve by making it
painless and a joy to do business
with you.

Excerpted from “Chief Customer Officer:
Getting Past Lip Service to Passionate
Action” by Jeanne Bliss, $27.95, ISBN:
0-7879-8094-3, Jossey-Bass/A Wiley
Imprint. For more information, visit
www.customerbliss.com.


