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When someone asks you what PLDT does, do you
accomplishments, or (b) declare that it serves the

(a) enumerate corporate financial and technological
no? When someone asks you what you do in

p
PLDT, do you (a) state your position title and technical mandate, o (b) describe how you contribute to

ing the Filipino?

The JetBlue Blues

Just this February, American airine company,
JetBlue, once the most popular and heavily
patronized, became a showcase for passenger
abuse in corporate America.

In & matter of days, JetBlue flights were cancelled one
after the other, with the cornpany unprepared to handle
the disgruntled passengers. With each step they took to
address the problem, the more the company coliapsed
under the weight of operational policies that are only
inclined towards the bottorn line and not at how
customers are treated

JetBlue's selling pitch is its low fares. But it also
translated this pitch into lower operational costs, such as
cutting down employee size, investing in outdated
communication system, and employing younger
personnel with minimal beneft requirements. Even as
the company took offto the skies figures-wise, the cut-
cost policies remained at ground level. Then came
Valentines Day this year combined with bad weather in
the US. Oh JetBlue had enough planes, but there were
not enough staffto fly them o it could not get to the
other staffwho could. Making matters worse, the
company did not have a customer compensation policy
in cases of service default._JetBlue’s CEO had to admit
his "huriliation” publicly. To this day, the cormpany is
still working on regaining customers' trust

Surf the Net and you’ll find thatin
the US alone, there are more than
100 corporate hate web sites.

These are sites built by peeved customers. In 2005,
Forbes magazine even came up with the top 10
comorate hate websites in terms of hostilty level,
frequency of postings, and entertainment level

There is no "PLDTsucks" website yet, but gongling
that yields worrisome results. One blog points out
(B)eing the largest telecom network in the country,
PLDT must have been sitting on its laurels and
thinking custorner service isn't a pririty.

Robert Bacal, an expert and author on customer
senice said: “If you look at companies lauded for
their superior customer service, you almost always
find that those compariies create a culture that
supports excellence in custormer service. What they
do'is ensure that customer service is interwoven into
everything the company does. Custormer service
excellence simply becomes the way things are done
around here”

Customer service is not the task of the customer care
units only. It is the responsibilty of everyone in the
Cormpany. Remember to treat custormers the way
you would like to be treated yourself

Itis simple. If you claim to care, then care. In many
people’s eyes, you are the Company.

Somebody did a goiden deed; Somebody proved a friend in need;
Somebody sang a beautiful song; S omebody smiled the whole day fong;

Somebody thought, 'Tis sweet to ive;

Somebody said, im glad o give;

Somebody fought a valiant ight; Somebody fived to shield the right;

Was that somebody you?

- Unknown





