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In 1992, the U.S. Congress proclaimed customer service week a national event devoted to recognizing the importanc
of customer service and to honor the people who serve and support customers with the highest degree of care

and professionalism. The Columbus Regional Airport Authority (CRAA) would like to take this opportunity to thank
everyone for their continued attention to customer service. You are an important part of our airport community!

National Customer
Service Week:
Oct. 3-8

Great Customer Service Insights

Volumes of books have been written on the practice of customer service from “what ilAmerican Airlines Commemorates 80-Year CMH Partnership
is” to “how to do it” to “what is most important.” CRAA’s customer service team has

discovered a collection of books written or co-authored by Mac Anderson, who has

captured many best practices that can help us cultivate extraordinary customer service

and employee recognition. This quote from his book titled “Customer Love” is the first of

a series of inspirational customer service messages that will appear in What'’s the Buzz

in the coming months.

“A lot of people have fancy things to say about customer service, but it
just a day-in, day-out, ongoing, never-ending, unremitting, persevering

compassionate kind of activity.”

Leon A. Gorman, Chairman of the Board of L.L.

Employee Recognitions

As passengers travel through Port
Columbus they are often drawn into
one of the retail shops to purchase a

newspaper, magazine, a pack of gum
or a little memento from Columbus. It
is always nice to hear from passengers

In 1929 Port Columbus International Airport opened for business operating from
the old terminal located on Fifth Avenue. Two years later, American Airways
began serving Columbus travelers, and in 1934 the carrier changed its name from

who want to share the details of a
great shopping experience. Two such Josh Blanton Lielt Gedion
stories resulted in the nomination and e [ ParEdles e e fes
subsequent outstanding customer Shop Shop
service awards for two employees of

The Paradies Shops who went above and

beyond to serve their customers. Congratulations and thank you!

American Airways to American Airlines. “American Airlines is extremely proud to
achieve this significant milestone at Port Columbus,” said Tom Del Valle, senior vice
president of airport services for American Airlines. “

“For 80 years Port Columbus, Central Ohio travelers and our local economy have
benefited by the presence of American Airlines in our community,” said Elaine
Roberts, CRAA President & CEO. “American is the airport’s oldest airline and we
greatly appreciate their longstanding partnership and continued investment in

Air eld and Ramp Workers’ Appreciation Event Columbus.”

On Aug. 24, the CRAA'’s customer service team held an employee appreciation event

to acknowledge all those individuals who work on the airport ramps and runways Brighton Collectibles Coming to Port Columbus in 2012

each day. Armed with fresh slices of watermelon, and Jimmy Buffett’s island song8lans are under way for Brighton Collectibles to open in early 2012 in the space that
setting the festive mood, this first-ever activity offered a nice break in the day for previously housed Bath & Body Works. Known for its signature silver heart logo,
airline ramp and operations teams, Lane Aviation aircraft fuelers, CRAA airfield this retailer offers a collection of women’s accessories and leather goods including
maintenance staff and several construction crews. Two Southwest Airline pilots watches, jewelry, eyewear, handbags and luggage. The new shopping destination
even ventured over to the party tent to say hello and pick up watermelons for theiwill be developed and operated by The Paradies Shops. Brighton products are sold
flight crews as they prepared to depart for blue skies - Gotta “Luv” it! Thanks to through a network of more than 6,000 Brighton stores and authorized retailers
everyone who braves the elements each day to keep operations at Port Columbusgationwide, including airports such as Atlanta, Dallas and Phoenix, and will be a
running smoothly! valuable addition to the already diverse stores available to serve the needs of Port
Columbus business and leisure travelers.

International Gateway Landscaping

As motorists drive along International Gateway they are beginning to notice the
“Welcome Zone” improvements project that is taking shape. This landscape
development will contain beautiful planters of lush foliage and new signage to
welcome people to our airport and the Central Ohio community. This project is
scheduled for completion in December.

If you have something you would like to include in “What's the
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Buzz?” please contact Barb Varga, Business Development &

Communications at bvarga@columbusairports.com, or 239-4Q




