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By Dave Worster

The United States spent $1.9
TRILLION on healthcare last
year. Despite this enormous

amount of money, American health-
care achieves poorer outcomes than
any healthcare system in the indus-
trialized world, especially among
minorities and the economically dis-
advantaged.

One explanation may lie in the
fact that while most industrialized
nations provide health insurance to
their citizens, nearly 45 million
Americans are not insured.
However, this is not the only reason.

The aging American workforce is
another major factor driving health-
care costs. Aging employees require
more care, and many are reaching
retirement age. This translates into
employees who are significantly
more expensive to insure. General
Motors’ recent decision to drop
retirees’ healthcare benefits — with
an annual savings of nearly $6.5 bil-
lion — has put an exclamation point
on this trend. 

According to the Kaiser Family
Foundation and the Health Research
and Educational Trust, premiums for
employee-sponsored health insur-
ance have been rising five times
faster than workers’ earnings. Since
2001, employees’ share of health
insurance costs has soared 63% for

single coverage and 58% for family
coverage. 

Prescription Drug &
Insurance Factors

The skyrocketing cost of pre-
scription medications also con-
tributes to healthcare increases. The
cost of prescription drugs has been
increasing faster than any other sin-
gle health-related expense. In addi-
tion, co-payment increases have
resulted in a 10% to 12% REDUC-
TION in the use of medications for
chronic diseases such as diabetes
and hypertension. This leads to
worsening conditions and potentially
expensive hospitalizations. 

Insurance companies’ double-
digit profits have added to the prob-
lem. Increased government
regulation of insurance prices and
services — even creating a single-
payer system similar to other indus-
trialized countries — has been
discussed as one option to control
costs, but it is not politically popular
and has gained little support.

Impact of Rising Costs
According to the Coalition on

Healthcare, nearly 50% of
Americans say they are very con-
cerned about paying more for
healthcare. Nearly one-quarter
(23%) of the uninsured significantly
changed their lifestyles in order to
pay medical bills. 

In addition, lack of health and
dental insurance frequently causes
people to go without preventive
care. This means that the uninsured
wait until they are so sick that they
need to use emergency rooms — but
this is the most expensive form of
healthcare and drives up costs across
the board!

Mental health is an overlooked
aspect of healthcare. It is estimated
that 60% of all medical appoint-
ments are related to mental health. If
you include emergency room visits,
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this figure jumps to 80%. But ade-
quate resources to treat mental
health concerns, especially among
the uninsured, generally do not exist.
Psychiatric medications are also
among the most expensive. The situ-
ation is further complicated when
physicians who prescribe medica-
tions are not familiar with the “best
practice” standards outlined by the
National Institute of Mental Health
and therefore merely treat symp-
toms, not root causes. Consequently,
workplace depression and anxiety is
a growing concern for most EAPs.  

Moreover, healthcare is increas-
ingly regulated by “managed care”
or, more accurately, the “managed
cost” strategies of insurance compa-
nies and the government. This has
proven to be a two-edged sword;
patients come home “quicker and
sicker,” receiving care in a less
expensive setting, but leaving them
more vulnerable to a host of other
medical problems. Many communi-
ty-based care programs are under-
funded, if they exist at all. While
designed to promote a “system” of
care, many analysts believe this
strategy has run its course. 

An unintended outcome of man-
aged care has been the erosion of
physician-patient relationships.
Managed care has demanded that
physicians see more patients per day
to maintain their level of income,
resulting in less time spent with each
patient. Medicine has become group
and specialty oriented, with patients
routinely seeing multiple providers.

Malpractice suits have increased
exponentially, since patients are more
likely to sue doctors with whom they
have little or no personal relationship,
even when the doctor’s care is appro-
priate. While Congress has discussed
limiting lawsuits and damages, stud-
ies have shown that positive patient-
physician relationships decrease the
likelihood of lawsuits. 

The Business Response
Political, medical, and business

leaders have warned that healthcare
costs will gradually overwhelm the
economy. Employers have struggled
to remain competitive while dealing
with the skyrocketing cost of provid-
ing health insurance. Employers
have traditionally tried to limit out-
of-pocket expense for employees,
but they have paid a heavy price,
given the sharp increases in health
insurance premiums.  

Consequently, many employers
have increased employees’ out-of-
pocket expense, a strategy designed
to control costs and increase interest
in overall wellness. A growing num-
ber of employers offer flexible
spending plans or health reimburse-
ment accounts. Other cost-cutting
strategies include raising deductibles
and increasing drug co-pays. Some
companies have dropped health
insurance benefits, but many states
are considering so-called “Wal-
Mart” laws that would require com-
panies that do not provide health
insurance to pay a tax, which would
be used by the state to fund an insur-
ance pool for the uninsured. 

The EAP Response
It seems obvious that EAPs

should advocate for access to care
for employees and their families.
Sadly, EAPs may find themselves
caught between advocating for an
employee’s right to obtain needed
services, with the organization’s
need to manage cost. It is important
to remember that the company is
your client, too. However, organiza-
tions often find that increasing
employee costs or reducing benefits
has a negative impact on morale
since such measures are understand-
ably viewed as “take-aways.” 

Here again, the EAP can help.
Employees may react more favor-
ably to an increase in out-of-pocket
expense if they are given the reasons
for the decision. EAPs may encour-

age company clients to hold regular
meetings in which HR or other man-
agers explain the cost of health
insurance and other benefits. Since
benefits often add 20% to an
employee’s salary, providing infor-
mation about “total compensation”
can help employees put necessary
changes into a more realistic per-
spective. 

At the hospital where I work, our
EAP partners with nursing, HR, and
senior management to sponsor a
“Quality of Work Life” group to get
ideas to improve the work environ-
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tivity and hence its bottom line.
Absenteeism also affects those who
fill in for the absent worker.
Employees forced to take on addi-
tional assignments or work overtime
may become fatigued and thus more
susceptible to illness. EAPs can
work with managers to identify job-
performance problems related to
absenteeism and refer employees to
appropriate resources. 

Summary
Continued increases in health-

care spending and premiums will
severely impact employer bottom
lines and consumer pocketbooks.
Most economists agree the problem
isn’t the amount of money spent on
healthcare; it’s the need to spend
more effectively. EAPs must
increase awareness of these issues
and play an active role in influenc-
ing legislative and business leaders
to make better healthcare policy
decisions.

Dave Worster, LICSW, CEAP, is the director
of EAP services for Concord Hospital in
Concord, N.H., and a longtime contributor
to EAR.

ment, as well as to solicit creative
suggestions to help hold down
costs. Providing information about
the dollar value of benefits has
made a significant difference in
staff retention in the face of compe-
tition from other organizations
offering larger salaries.  

EAPs can also help company
clients address costs by helping
influence lifestyle changes. Many
health advocates believe that health-
ier lifestyles translate into lower
healthcare costs, since healthier
employees do not require as much
medical care. Partnering with
employers to start wellness-oriented
programs — exercise, healthy eat-
ing, sensible substance use, stress
management, and so forth — can
have a substantial positive impact
on the organizational culture and
the bottom line.

EAPs are also in a position to
remind companies that absenteeism,
whether due to the illness of the
employee or a family member, is a
huge drain on a company’s produc-

Healthcare continued from Page 2

Why is it in your clients’
best interests that its
employees are fully

informed about healthcare choices?
Because informed employees save
money and boost productivity!

• Informed employees make
healthcare decisions that not
only provide better care, but
actually cost less. These
employees stay healthier, take
less time off work, and use
fewer healthcare resources —
thus lowering premiums.

• Informed employees are far
less likely to be among the
79,000 Americans who die
preventable deaths from poor
healthcare each year.

• As the financial burden of
healthcare continues to shift
toward the employee,
informed employees who
have cut their healthcare
costs, and who see their
employer as a partner in their
care, will be more loyal, pro-
ductive, and willing to remain
with the company — thus,
slashing hiring and training
costs!

Source: Pamela Armstrong, author of
“Surviving Healthcare: How to Take
Charge and Get the Best from Your Doctor,
Your Hospital, and Your Health
Insurance,” $19.95, Chestnut Ridge Books.

According to a new study,
supervisors engage in more
abusive behavior when they

perceive that unfair decisions are
being made by their organization.

The study, “Procedural Injustice,
Victim Precipitation, and Abusive
Supervision,” was conducted at
Georgia State University and
appeared in a recent issue of
Personnel Psychology, an academic
journal.

If a company doesn’t seem neu-
tral or respectful when distributing

benefits and other attractive incen-
tives, supervisors tend to become
rude, assign blame, or publicly
ridicule workers that report to them.
Perceived company injustices can
also lead a supervisor into depres-
sion, which can translate into abuse.

“Organizations seeking to reduce
hostility and aggression in the
workplace may need to begin with
the fair treatment of supervisors,”
the authors note.

Source: “Procedural Injustice, Victim
Precipitation, and Abuse Supervision.”
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By Dan Stockdale

Corporate giants and smaller
companies merge every
day, but rarely do those dri-

ving the process stop to think
about the employees that actually
make it run. Even human
resources usually look at employ-
ees in terms of budgets and not as
individuals.

Even when executives think the
merger is going fine, employees
often have an entirely different
take on the situation. They gener-
ally have three main questions:
“Will I have a job?” “How much
will I be paid?” and “What bene-
fits will I have?”

How executives choose to deal
with employees can have a drasti-
cally negative or generally positive
effect on employee productivity,
morale, customer relationships,
and ultimately the company’s bot-
tom line. To ensure that your
merger or acquisition goes
smoothly for everyone in the orga-
nization, consider these tips.

1. Choose the right transition
team.

The transition team needs to
have excellent people skills. Make
sure the team is appropriate for the
area or department they talk to and
can easily relate to people in vari-
ous employee groups. For exam-
ple, you probably wouldn’t want a
team of “suits” involved in a hos-
pitality merger to talk to a group
of housekeepers and maintenance
people. Choose a trusted employee
from among their ranks and you’re
much more likely to see good
communication as a result.

2. Be in constant, honest com-
munication with employees.

All employees want to know
the truth, even if it’s difficult.
Whether the news is good or bad,
your employees want to hear it, so
always be totally open and honest.
If your employees feel out of the
loop, they’ll assume the worst, and
you can expect a negative effect
on productivity.

3. Provide resources for those
who will be displaced.

Allow employees who won’t be
retained to exit gracefully. Offer
career counseling, résumé ser-
vices, contacts with outplacement
firms, and anything else you can
provide to meet individual needs.
The most important resource you
can provide is a severance package
of some sort. For lower-level
employees, two to four weeks pay
may be sufficient; for middle and
senior management, six to 12
months pay may be more appro-
priate. The severance package
should carry the employee the
approximate amount of time you
would anticipate it will take him
or her to find a new position.
Many times those coordinating a
merger or acquisition wrongly
assume that unemployment bene-
fits will carry the departing
employee through their transition;

however, rarely are those benefits
enough to sustain people at their
current financial level. By taking
these extra steps, your departing
employees are
less likely to talk negatively about
the company to others, and the
people remaining on staff will feel
that the company truly cares about
all employees — even those leav-
ing.

4. Give assurance about change.
Once the deal is done, retained

employees will still experience
fallout, and morale and productivi-
ty can take months or even years
to return to “pre-deal” levels. If
there’s been perceived untruthful-
ness, management has to establish
a long history of standing by what
they say they’re going to do. Even
if you have a smooth acquisition,
you’ll still have to assure employ-
ees since change brings apprehen-
sion. Help your remaining
employees to deal with change,
even if that change seems minor to
you. 

When you follow these four
tips, the benefits to employees and
management will include greater
productivity, higher employee
morale, and better relationships
between employees and customers.
As a result, profits may soar, both
before, during, and after the deal!

Dan Stockdale is a speaker, author, con-
sultant, and president of Adventures In
Leadership, Inc., an educational firm that
specializes in applying the principles of
positive reinforcement to organizations. To
find out more, visit www.danstockdale.com
or call (800) 640-TIGER.  
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On the Job

“If your employees feel
out of the loop, they’ll
assume the worst, and you
can expect a negative
effect on productivity.”

Help Employees Learn to Love
a ‘New’ Company



Hiring a new employee is
like developing a personal
relationship, there’s the

wining and dining, the phone calls,
and the nervousness. But all too
often, the effort focuses on bring-
ing new people on board, but once
they’re part of the organization,
the honeymoon is too quickly
over.

But there are some quick and
easy steps that can be be taken to
ensure a smooth transition into the
corporate culture. The following
tips will help both new hires and
veteran employees bond together:

• Send a welcome packet prior
to their first day;

• Prepare the new employee’s
workstation;

• Schedule training sessions
with other department heads;

and
• Assign a carefully chosen

mentor.

Giving a good impression goes
beyond the hiring process. By wel-
coming the new employee proper-
ly, the employer can reduce
turnover and prevent the hassle of
going through the hiring process
again.

Source: Bill Lee, author of “30 Ways
Managers Shoot Themselves in the Foot,”
and “Gross Margin: 26 Factors Affecting
Your Bottom.” He is also president of Lee
Resources, a consulting and training firm
that works with owners and general man-
agers who want to enhance productivity.

...And Keep
Employees
Learning,

Too!
Education shouldn’t stop once

employees get the job of their
dreams. No matter what position
they’re in, from intern to presi-

dent, education should improve
and enrich one’s experience on the
job. In fact, continuing education
on the job can help an organiza-
tion attain peak performance by
encouraging creativity and produc-
tivity.

But all too often, managers
concern themselves with hiring
people with a good education,
without looking at other character-
istics, such as logical thinking or
flexibility.

It’s also true that, once they are
hired, employees forget about
the importance of continuing the
learning process — however, it is
the responsibility of the employer
to provide opportunities for educa-
tion. Consequently, some tips for
the employer include:

• Consider not just the educa-
tion of each hire, but other
attributes such as logical
thinking and problem-solving
skills;

• Create a hiring process that
measures other skills in an
essay format or cognitive
tests;

• Offer on-the-job training to
improve efficiency and profi-
ciency; and

• Ask the right questions to
help employees advance in
weaker areas and learn new
skills.

Education goes beyond just
opening the right doors. If employ-
ees continue to learn on the job,
the company will benefit as well.

Source: Winston Scott, a consultant and
retired astronaut, Winston now shares his
knowledge of teamwork, leadership, and
motivation with many businesses and
organizations. He is author of the new
book, “Reflections from Earth Orbit.” For
more information on his speaking or
consulting, visit www.winstonescott.com.
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By Bob Garrow

Imagine people not knowing
what business they are in! Sadly,
that is not unusual. Some staff

members lose their focus over time.
In addition, markets change little by
little and day by day which can,
over time, mean that an organiza-
tion is no longer focused on the
right customers or customer needs.

Ask yourself, “What business
am I really in and why?” This ques-
tion is important because your orga-
nization’s key strategic decisions
are the result of your collective
view of what business you are
really in. Any confusion will show
up in day-to-day decisions, day after
day, week after week until it is
resolved. 

The following are some leader-
ship principles to capitalize on what
business you are really in:
1) Get On Board
Success requires a shared buy-in as
to a common purpose, goals, and
strategy. Lead key staff through the
following planning process:

• I dentify your strengths, weak-
nesses, opportunities, and
threats.

• Clearly identify your core
skills. (What you do best and
do on a daily basis that is of
benefit to your customers.)

• Identify and describe what
markets you currently serve,
including how you serve each
market, as well as your com-
petitive advantages and disad-
vantages in each market.
Examine yourself and your
competitors through your cus-
tomers’ eyes. Explore markets

where you might use your core
skills to serve customers.

• Define your purpose as an
organization and develop a
mission statement.

• Set several bold, long-term
objectives that you want to
achieve. Be prepared to set
specific, annual goals.

2) Stay the Course
• Articulate your purpose, goals,

and strategy at every opportu-
nity.

• Ensure everyone’s ongoing
commitment. Review progress
and fine-tune when necessary.
Insufficient effort will mean
that people may revert back to
their old ways of doing things.

3) Share the Treasures
It takes more than money to ener-
gize people. Be creative in develop-
ing fun ways to recognize and
reward successful implementation
of your new business plan. A word
to the wise, nothing beats recogni-
tion and praise and the feeling of
being a member of a team.

The result of following these
principles should include

• A clearer and more widely
understood basis for your suc-
cess;

• A clear plan to best capitalize
on what business you are real-
ly in;

• A more focused management
team; and

• A more profitable future.

Bob Garrow is a leadership and business
consultant that works with leaders
to generate organizational missions, objec-
tives, and strategies (game plans).
He can be reached at info@pirateleader-
ship.com.

continued on Page 7

I have a few quick
thoughts this month
about two different
issues: healthcare and
mass layoffs. (See the
Dan Stockdale article
that appears in this issue of EAR.)

Holding down healthcare costs is
a complex issue, but research reiter-
ates that since healthier employees
lead to a healthier bottom line, well-
ness programs work. As a result,
expect the number of work-related
wellness programs to continue to
grow. We hope we’ve given you
some ideas to help corporate clients
implement healthy lifestyle changes.

Secondly, I recently read about
how companies may “squeeze their
existing workforce harder” following
mass layoffs. The statement came on
the heels of paper giant Kimberly-
Clark announcing that it was laying
off nearly 700 of its 5,000 employees
in Appleton, WI. In other words, if
you ARE fortunate enough to still
have a job, expect us to turn the
thumbscrews even harder! I have
news for someone who thinks that
way, a mindset like that will
LOWER morale and productivity!

While there doesn’t seem to be
anything that ordinary people can do
about the mass layoffs occurring
nationwide — employee assistance
professionals, and others, CAN coach
managers and supervisors, about
HOW to lay someone off properly;
treating those losing their jobs, and
the workers remaining, with the
respect and dignity that is their due
as human beings. Layoffs are never
easy, but management needn’t make
them worse.

We will cover dealing with
change, and outsourcing, in greater
detail in future newsletters. Until
next month.

Mike Jacquart, Editor
(715) 258-2448
mikej@impact-publications.com

Editor’s NotebookMarketing Matters

Do You Know What
Business You’re In?
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Total Workday Control Using
Microsoft® Outlook: The Eight
Best Practices of Task and E-Mail
Management, by Michael
Linenberger, $21.95, New
Academy Publishers, ISBN: 13:
978-0-9749304-1-1; and ISBN-10:
0-9749304-1-5. The author offers
insights into better managing
email, and coping with the endless
deluge of information that floods
the cubicle of the average 21st cen-
tury employee.

Masi Research Consultants
offers an online institute for
employee assistance professionals.
Each course carries 16 PDHs and
16 CEUs for social work. For more
information, call (617) 373-2400,
or visit www.ace.neu.edu/profes-
sional/daytime/eap.

Surviving Healthcare: How to
Take Charge and Get the Best
from Your Doctor, Your Hospital,
and Your Health Insurance, by
Pamela Armstrong, $19.95,
Chestnut Ridge Books, ISBN: 0-
9754560-59. The author leads
readers through the healthcare
“minefield,” to be a more effective
health advocate, to learn the pros

and cons of healthcare models, and
more.

The Cutter Incident: How
America’s First Polio Vaccine Led
to the Growing Vaccine Crisis, by
Paul Offit, $27.50, Yale University
Press, ISBN: 0-300-10864-8. The
author builds a compelling case for
national “drug courts” as a way to
stem the growing costs of lawsuits,
which he says are discouraging
innovations that could save lives.

After the Storm: Healing after
Trauma, Tragedy and Terror, by
Kendall Johnson, $14.95, Hunter
House Publishers, www.hunter
house.com, ISBN: 0-89793-474-1.
The first part of this book is a
guide for immediate help in the
aftermath of violence, sudden loss,
an accident or a natural disaster.
The second part of this book
explains why crises and emergen-
cies leave lasting scars, and what
you can do about it to feel better. 

The Complete Idiot’s Guide to
the Perfect Résumé, Fourth
Edition, by Susan Ireland, ISBN:
1-59257-463-7; and the Pocket

Idiot’s Guide to Performance
Appraisal Phrases, by Peter Gray
and John Carroll, ISBN: 1-59257-
460-2. The job market requires

Days off for Sandwich
Generation caregivers –
those who care for both

children and elders – decreased by
23% this year, but hours spent on
care by the same group increased
by almost 9%. It is the fourth year
in a row for such an increase.

The total number of hours that
employees who care for both chil-
dren and elders spend on caregiv-
ing per week increased from 40 in

Employee Assistance Report is published monthly. For subscription information contact: Employee Assistance Report, 1439 Churchill Street, Unit 302, Crystal Plaza, P.O. Box 322,Waupaca,
WI 54981. This publication is designed to provide accurate and authoritative information in regard to the subject matter covered. It is sold with the understanding that the publisher is not
engaged in rendering legal, accounting, or other professional services. If legal advice or other expert assistance is required, the services of a competent professional should be sought. (From
a Declaration of Principles jointly adopted by a committee of the American Bar Association and a Committee of Publishers.) Employee Assistance Report does not necessarily endorse any
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.

attention to detail when applying
for a much sought-after position.
But an equally challenging task
for managers is acquiring the
skills necessary to communicate
with employees. These new titles
can assist in both of these situa-
tions.

Hardwiring Excellence:
Purpose, Worthwhile Work,
Making a Difference, by Quint
Studer, $28, Fire Starter
Publishing, ISBN: 0-9749986-0-5.
The author offers advice on how
management and employees can
better work together, and not as
adversaries.

Getting Past Lip Service to
Passionate Action, by Jeanne
Bliss, $27.95, Jossey-Bass/A
Wiley Imprint, ISBN: 0-7879-
8094-3. The author shows how to
make customers LOVE you, not
just like you or respect you.

Shades of Truth, by Charlie
Hudson, $12.95, Outskirts Press,
www.outskirtspress.com, ISBN: 1-
59800-093-4. What do Gulf War
veterans do when they return to
the States? Following a 22-year
military career, Hudson started a
new career as an independent
author. 

Workplace Survey

Caregiving Trend Continues
2005 to 43.5 in 2006. In addition,
the days off per year to deal with
personal and caretaking issues
decreased from 21.3 in 2005 to
16.4 in 2006.

However, it should also be
noted that the hours spent per
week on childcare barely
increased (29.0 in 2005 to 29.1%
in 2006), while the hours spent
per week on elder care increased
nearly 31% over the same period

(11 in 2005 to 14.4 in 2006).
“These caregivers are logging

more hours in the evenings and on
weekends to avoid missing work,”
said Dr. Richard A. Chaifetz,
chairman and CEO of ComPsych,
conductor of the study. “It is more
important than ever for employers
to support this population with
elder and child care services to
lessen their burden.” 

Source: Personal Time Index SM by ComPsych
Corporation (www.compsych.com) Editor’s
note: The so-called “Sandwich Generation”
will be covered in greater detail in a future
newsletter.



8 EA Report Visit EA Report’s website at www.impact-publications.com June 2006

By Craig Cochran

Customers today have infi-
nite choices. Any product
or service they could ever

desire is just within their reach,
usually only a mouse-click away.
In our global economy, hundreds
of competitors may rise and fall
practically overnight. What’s
more, today’s customer is savvy
and well educated. With so many
brands and organizations, someone
can choose any company. You
have to give the prospect a good
reason to choose yours. 

The customer is the sole reason
organizations exist. The moment
an organization stops focusing on
the customer, it will start to fall
apart. A successful organization
always puts the customer’s best
interests first.

The following are some ideas
on how to do just that.

• Play “follow the leader.”
Good leadership drives cus-
tomer focus. Leaders set the
tone for everything, good or
bad, that takes place within
the company. The leader must
keep his/her focus on the cus-
tomer, rather than internal
politics, ego gratification, and
other distractions. 

• Remind employees of their
mission within the organi-
zation. Leadership must sin-
cerely and regularly remind
workers of the reason they
have jobs. A quick, daily
meeting can establish the
tone of the workday and be a
source of inspiration.
Employees have many dis-
tractions in the workplace
and a constant conversational

reminder will ground them in
their primary cause within the
company. 

• Shine a spotlight on
employees. One of the best
ways to improve customer
service is to give employees
the attention they deserve.
After all, they are the ones
who actually interact with
customers. If the workers are
consistently well trained,
motivated, mentored, and
equipped with the proper
tools to serve the clientèle,
they will do their jobs well. 

• Recognize outstanding ser-
vice. Honor individuals who
go beyond their job descrip-
tions and truly delight their
customers. Leaders will set
the pace for employees’ peers
to follow. 

• Realize that smart organi-
zations learn from their
mistakes. Be honest and
open with both customers and
employees about mistakes.
Mistakes are actually impor-
tant because they lead to
innovation. Management
must also take steps to allevi-
ate the problem. 

• Consider using a focus
group. A carefully selected

group of people can explore
perceptions about a certain
idea, service, policy, or prod-
uct. Exploring the many
facets of the possible innova-
tion, translates into well
thought-out decisions. 

• Keep customers informed of
improvements. When an
organization makes a much-
needed innovation to their
services, it must be communi-
cated to the customers. They
are the ones, after all, who
demanded the change. If cus-
tomers don’t realize that
there’s been an improvement,
there’s actually been no
improvement.

A successful organization
ensures that customers’ needs are
met with promptness, gratitude,
and courtesy. Problems must be
documented and addressed imme-
diately. Management also needs to
research all possible modes of
innovation to continue bringing
the customer superior service.

Craig Cochran is the author of
“Becoming a Customer-Focused
Organization,” Paton Press, $24.95,
ISBN: 1-932828-05-2; and “The
Continual Improvement Process: From
Strategy to the Bottom Line” and
“Customer Satisfaction: Tools,
Techniques, and Formulas for Success.”
Craig is a certified quality manager, engi-
neer, and auditor. 

• Telecommuting
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• Hurricane Katrina Aftermath
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