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Great Customer Service Insights
- Attitude is Everything

Now that we are one month into 2012, let’s review a few basic principles to
set ourselves in motion for another year of outstanding service delivery to
customers, co-workers and business partners.

e Give the first smile (this is #1 on positive body language list)

e Welcome the person and ask how you may assist

e Be respectful and give the customer your full attention

e Listen to what the person is saying and respond to their request
e Be knowledgeable; be professional

e Deliver what you promise in a timely and effective manner

These positive verbal and non-verbal actions truly affect how a person-to-
person exchange can go, resulting in the “great” over “good” customer service
experiences often highlighted in this newsletter.

Outstanding Customer Service (0CS) Awards

Jeremy Teubner, TSA

Mr. Teubner is being recognized for aiding a mobility-
challenged passenger who needed help to reach the men’s
restroom near a Delta gate. After locating a wheelchair and
aiding as requested, Jeremy arranged for a Huntleigh special
assistance employee to help the passenger board the aircraft.
Jeremy further exceeded the customer’s expectation by brief-
ing the airline about the man’s needs once he reached his

TSA Helpline Caters to Fliers’ Medical Needs

The Transportation Security Administration
(TSA) recently launched its TSA Cares
helpline to assist travelers with disabilities
and medical conditions before they

head to the airport. Passengers can call 1-855-787-2227 prior to traveling to ask
questions about screening policies, procedures and about what to expect at security
checkpoints. A TSA representative will provide assistance, either with information
about screening that is relevant to the passenger’s specific disability or medical
condition or a referral to disability experts at TSA. The agency recommends

fliers call 72 hours prior to travel so that it has the opportunity to coordinate
checkpoint support with a TSA Customer Service Manager located at the airport
when necessary. For more information about how the program works, visit the link
provided above.
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CMH Seasonal Cancun Service Returns in 2012!

We are pleased to announce the return of seasonal service to Cancun, Mexico, a
popular vacation destination for the Central Ohio community. Flights are available
every weekend with service offered by Delta Air Lines on Saturdays beginning Feb.
18 and running through April 7, and by Apple Vacations (operated by AirTran) on
Sundays beginning Feb. 19 through April 15. For more information or to book your
travel visit Delta.com, Applevacations.com or contact your local travel agent.

The Arnold Sports Festival

Columbus welcomes back former Mr.
Universe and his “festival of athletic
competitions” March 1-4. Event organizers
will be stationed at the Group Welcome
Center on baggage claim to accommodate
the many star athletes arriving from more
than 80 participating countries. 2012
marks the 24th year of this festival, which
caters to more than 175,000 attendees and
offers approximately 35 venues from bodybuilding to art to educational seminars.
Additional Airport Ambassadors will be available to assist the many foreign visitors
as they arrive into Columbus. This is an excellent opportunity for us to practice our
great customer service actions and thereby help create a positive impression of our
airport and our city.

New Artwork on Display

Paintings by Ohio artist Ashley Shellhause are now on display in the Port Columbus
Gateway to The Arts. Shellhause received her Bachelor of Arts from Otterbein
University in 2008, followed by her Master of Fine Arts degree from Miami
University in 2010.

“My work explores the complexity of both natural and synthetic systems,” explained
Shellhause. “The paintings and drawings on display illustrate the depth possible
within one system and the range of possibilities when two or more systems come
into contact with each other. Some of my pieces show a peaceful cohabitation,
others a struggle to determine dominance. The natural systems used in my work
stem from my interest in biology. | picked up most of the synthetic systems from
my travels around the U.S. as well as a recent trip to Spain.”

Shellhause is a member of the Ohio Art League, the German Village Art League,
Emerging Young Artists and was recently awarded a grant from the Joan Mitchell
Foundation. To learn more about Shellhause and her work, visit Ashleyshellhause.com.

Designated Smoking Areas - Employees

The Airport Authority is again asking employees at

the airport who use the designated smoking areas
provided on the north and south ends of baggage
claim to stay within the boundaries of those designated
areas. Smoking on the sidewalk between the smoking
area and the two loading docks is not permitted.
Additionally, the north stairway exit door that leads to
our airline courier parking area and the south loading
dock exit door are not designated smoking locations;
however, we receive complaints about employees smoking and leaving trash in
these areas.

Another issue related to smoking that has been brought to our attention is the
extinguishing of cigarettes on fire alarm pull stations inside the building, C
Concourse, ramp level. This is unacceptable, especially since smoking inside the
terminal is strictly prohibited. We ask everyone to please act responsibly and set
an example by using the designated smoking areas land and air side, properly
disposing of cigarettes in the receptacles provided. Thank you.

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

Communications at bvarga@columbusairports.com, or 239-4006.
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