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Chapter 1—Solutions to Editor’s Challenge

From: \Marissa Pelham <mpelham@zyt.net>

To: Heather Martinez <hmartinez@zyt.net>
Cc:

Subject: Thanks for Considering ZyTec Software

Dear Ms. Martinez:

message
We are happy to learn from your recent massage that Brookline School is considering 4
its software
ZyTec Software Systems as #'s source for edklpcamonal software. Our seftwear, which
workplaces
1s being used successfully In many area werk-plaees and schools, 1s designed to be

especlally user friendly.

care  ensure
When we sell a software system to a school, we take great ea® to insure that we provide 12
companies

sultable training for the school staff. Some eompanys provide a short training course for

their recognize

there school staff; however, we recognise that most questions arise long after training

than superfficial
sessions are completed. Rather thern providing the “hit and run” superfitial training that
we've

has become common In the industry, weve learned that the best way to train school
in-depth two

staff 1s to provide indepth-training for two teachers from each school. After these tee

formally
teachers work with our training consultant, they are fermerly equipped to act as

our
teacher-trainers who can expertly train yyeu—teachers and staff.

hours
Unlike trainers who are avallable for only a few eurs, your teacher-trainers would be 5
whenever Furthermore
avallable to answer questions and concerns when-ever they arise. Further-more, ZyTec
always
establishes ongoing relationships with teacher-trainers so that your teachers will all-ways

software
have the seftwear support that they need.

receiving software
You will soon be reeteving a copy of ZyTec's educational seftwear training program guide 9

CDs resources
as well as a copy of one of our training ed’s. I hope you will find these reseuree helpful

Inasmuch neighboring
as you consider ZyTec’s educational software. Jn-as-mueh as a number of
find
schools are using ZyTec software, you might fine it useful to speak with a teacher-
nearby
trainer from a near-by school district. Please call or write to let me know whether such

feasible
a meeting 1s feasable:

All the best,

Marissa Pelham
Senior Marketing Manager

ZyTec Software Systems
Phana. rANAN Q21.14RaQ
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CONSOLIDATED INDUSTRIES
INTEROFFICE MEMO

Answers will vary.

DATE: January 28, 200x
TO: All Employees
FROM: Brandon James, Manager 5 (f

SUBJECT: Reducing Overnight Delivery Costs

Overnight delivery services are speedy, but [pronoun] _they are costing us too
much [noun] _money . Here at Consolidated, we have seen our use of these services
increasingly devour a [adjective] _large portion of our shipping budget. It seems
that anyone who wants to send something to a customer or a vendor automatically
[verb] _sends it by FedEx. Although we have corporate rates with FedEx, we are
still spending too much on overnight deliveries.

To avoid future restrictions imposed by the CEO, I'm [verb] __asking you to
voluntarily reduce your use of these delivery services by 50 percent in the next
two months.

Rather than face a ban on all [adjective] _overnight (or delivery) services, let’s work
together to reduce our costs. Here are some suggestions:

1. Ask yourself whether the recipient will [adverb] _actually use the information
immediately. If not, [verb] use a cheaper method.

2. Send messages [preposition] by  fax or e-mail. A long-distance fax costs
only about 35 cents, [conjunction] __and  local messages cost nothing. E-mail
messages are equally inexpensive.

3. Use the FedEx or UPS account number [preposition] _0f (orfor) the recipient
whenever possible.

4. Plan ahead so that [pronoun] __YOU  can use FedEx or UPS ground service.
These ground [noun] _Services (or shipments) take about three to five days.

Some overnight shipments, of course, [verb] are  critical. However, to retain
our budget for those essential shipments, we must [verb] cut (or reduce) our overall
use by one half before April 1. If you can think of [adjective] __ other  ways to
reduce overnight shipments, please call me at Ext. 213. I appreciate your ideas

and your [noun] _help (or cooperation) in solving this problem.
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Caroline Medcalf, J. Crew <customerservices@jcrew.com>
To: Melinda Jackson <mjackson@yahoo.com>
Ce:
Subject: Our Goof, Your Gain!

Dear J. Crew Web ShopAgr: 1

f
At J. Crew we take pride in ot}ermg fashionable clothes at affordable prices. Recently at 5
our Web site you ordered a sensational zip turtle_neck cashmere swea.tex/’\whlch was
9
offer)?e/d at the amazing price of $18.

To ensure accurate pricing, we double-check all copy material before lt:;post,ed to our Web 1
site. O%Sﬂonal]y, though, we miss a typo. In the case of this cashmere sweater, that
$18 price blew right by%ur proof:readers. Although this stunning turtle:neck should
have been llst;a.t $21 SA\ﬂecause of our error we would like to offer you this sweater for
only $118 ($130 for larger slzes/)( If you check our current Web listings, you will see
that this sweater is now correctly offem?éd ab 59%218.

$18 4
The eighteen-dollar sweater has been removed from your reoen}?rder, but you may 4
reorder 1t for $118 (or $130) at this special Web address: www jerew.special. html. Only

those J. Crew cust.omelia.ffectaed by the Web price error are being invited to purchase
a
this sweater at this reduced price. Our big goof becomes your big ba.r%nl

You can be sure we’ll rqf_ﬁtlouble our proof}}'ea.dmg efforts for all future Web catalog lten}i 8
Check out the latest must-have clotl}% for spring that include handsome seersucker,

e
eyelet inspired by an antique lace pattern, and authentic Irish linens. Now is thAtlme to

snateh the things you love as the days grow warmer. Thanks for shopping J. Crew/\
)

Where you always catch terrific barg/a\lnsl

©
Sind 5
cerAly 1

Caroline Medcalf, Manager
Customer Services

J. Crew
CMedcalf@jcrew.com

il
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April 12, 200x

Ms. Mary Lou Vasquez
Networking Voices
3540 Freeport Blvd.
Sacramento, CA 95822

s
Dear Ms. VaZquez:

p
We apreciate this opportunity to contribute to the magazine article&”hat you are writing
about Web conferencing for Networking Voices. My specialty here at Forest Communication
is conferer*ng services for North America.

Online meetings are becoming more frequengﬂnd more necessary. Many compan;e@ find
that such meetings save time and money. Participants can hold live, interactive meetings
and share documents and presentationséWithout ever ‘}ie:wing their ofﬁgé or homes. Web
and phone conferencing is simply more convengint then having to attend meetings\in
person. Nearly all Web conferencing providers offer a common set of user features that
increase productivity and collaborative sut;gss. Let me summarize a few of these features:

¢ Participant ID. This feature displays on your screen the nam;s\of all attendees and
indicates who are talking over the phone line.

* PowerPoints/Document Slmr}fng. Presenters can show Web-based visuals and
describe them by talking on the telephone.

* Polling/Surveys. A virtual “show of hands” can speed consensus and shorten a meeting,.
Because these conferencing polls are anonymous, they are less intimidating th¢n those
taken in live meetings.

* Whiteboard. Just as in physical meetings, a whiteboard is handy for jotting down key
points and recording braln:}torming ideas.

¢ Archive. If requested, all content can be archived so that participants who could not
S
join can catch up as their schedulgpermit.

Web conferencing eliminates the need for traveling to meetmgsé\yﬂnch is_especially
effective for global teams and large g'roupyg’s If you would like a list of do"{ and don’ﬂg}m
Web conferencing, please call me at (617) 830-8701.

Cordially,

Arderson /Y, &,o/ey

Anderson M. Copley
Director, Conferencing Services

Instructor’s Manual
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3254 Bedford Road
Pleasantville, NY 10750
Mazrch 4, 200x

Ms. Jessica Hancock

Customer Relations

Krispy Kreme Doughnut Corporation
P.O. Box 83

Winston-Salem, NC 27103

Dear Ms. Hancock:

) ) )
As chair of the children$ fund-raising committee at Noah$ Ark Children Center, 6
I am hoping that you can answer the questions belowe%go that my committee and

I can learn more about using KrispyKreme doughnuts to raise money.

e How do we get the dough@’nluts, and how can we make a profit selling Krispy KIeme{ 3
at a traditional doughnut Sail?
)
¢ Would we make more money selling them in a high-traffic area such as our towns 2
p
shop,{ng center?
),
e How does your company\g certificate program Work}\ 2
),
e What are partnership cards, and how do they relate to customerglpurchases? 2
¢ Do you have any examples of fund-raisers that we could study so that we will 1
know how to procefe?
Youoz;! response before March 1 will help my committee and me prepare for this 9

spring furﬁ-raising event. Please call me at (914) 747-3381 or send me literature at
the above address. We look foréward to enjoying your delicious original glazed

doughnuts at the same time we?)é raising funds for equipment and suppl)'% at our
childrer})é center. This will be our school$ principlael'fund-raisin g event for the year.

Sincerely,
Ava /a/(efaﬁa'

Ava Lansford
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MEMORANDUM

DATE: November 15, 200x

TO: Maria S. Damen, Vice President, Marketing /7/ f ﬂ
FROM: Ryan Jenkins, Exhibit Manager

SUBJECT: REDUCING A MAJOR EXPENSE AT TRADE SHOWS

As you suggested, Matthew Chavez and mysel—ﬁhave been searchmg for ways to
reduce our trade show exhlbmon costs’-’}v()ne of our compan}X major expenses at
these shows is the Vlsltor§/ gift that we present.

At last yea?)é show we gave away a nine-color, silk-screened T—shir%Which was de-
signed by a high-priced New York designer. Each shirt cost $15 to produceghowever,
I've located a Chinese supplier who can produce good-looking T—shirtsgfor the low
cost of only $4 each. Look at the savings we can make:

2,000 silk-screened T-shirts @§15  $30,000
2,000 cheaper T-shirts @$4 8,000
SAVINGS $22,000

This major saving was immediatiely apparent to Matthew andn})(;s we studied the
problem. Please examine the enclosed T-shirt sample. If you compare T-shirts, you
might expect a cheaper shirt to be disZsimilar; but as you can see, this shirt is quigt]
presentable. What's more, it advertises our name just as welrlnqes the more expensive
silk-screened T-shirts. If the decision were up to Matthew or 4, we would be happy to
wear the cheaper shirt.

With increasing travel costs and de%reasing trade show budgets, ‘gse’in marketing
must look carefully at how we speny the companies limited funds for exhibitions.
Over the last several years®we have defcreased the number of shows in which we
participategwe have also taken fewer booth staffers thgm in the passeé This is a
significant place to reduce expenses.

For our next major trade show, please authorize the purchase of 2,000 T-shirtsA
Which can save us $22,000 in exhibition costs. With rnanagemeng approval before
December 1, we can be sure to receive suppl)l"es from our Chinese manutfacturer for
the spring I_as Vegas trade show. Matthew and myseliilook forward to your quick
response. Ifs yeu& worned about this suggestion or need more details, please call me
at Ext. 480 so that we can talk about it.

Enclosure

Instructor’s Manual
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From: Lisa M. Slotsky <Islotsky@dfs.com>
To: Moesha Jenkins <mjenkins@emec.com>>
Ce:
Subject: Advice for Two People Sharing One Job

I’'m happy to hear, Moesha, that you and Sherisa Baldwin plan to ask your ma,r}ger 4
whether you may share a job. Susan Caminiti and me have had ten yearé’ experience

in sharing a job here at Deerfield Financial Services, and the arrangement has worked

quift/ well. As you requested, Ill tell you about our arrangement.

Susan and EyLe%Pgha.re an office, a desk, a computer, a phone (including an out;”\going 9
voice mail message), and even a monthly parking pass. I'm in the office Monday

and 'I‘uesday' Susan is in on Thursday and Friday. We alternate Wednesda;

Communication and organization skills are extremely important to Susan and ,I/ On

Sunday afternoon Susan delivers to my home a big manila envelope containing a

detailed list of meem.ngA projects, conferences, and phone calls that t.ook place on my

days off. At our mideeek switch, I do the same for her. We strive to ,iﬁsure that our

staff has no trouble in n#{ assignments.

Job sharing, however, can work only when you find the right partnetf\ then it requires 8
a seamless blend of work ethics, personality traits, and egos. During the first year

Susa.n and m-yself found that we were of‘ten both in the ofﬁce on Wednesdays. I think

hep and EJ-G did more for our boss/s th¢n we did for ourselfs Over the years, however,

our arrangement has worked so well that our department now has a staff of 20, and

we have earned many bonuses

Of course, ax ¢ employee who wa.nt.g/ to share a job must check with &here ma.na,ger;\ 10
before procg@mg We would adv1¢e whoﬁfever wa.nts to share a job to write a formal

proposal that details the division of responsibilit.ys, schedules, game plans for

emergency situations, and so forth. Consider a “two-headed” résumé that explains

how your strengths mesh with your partneﬁ’é.

Point out that by sha.r}'ing a demanding job, two people can work the equivalent of a 3
60 hour week—without burning out. If you want additional a,dv1¢e Jjust call Susan or
1 a,t 443-6630.

Lisa Slotsky
Investor Relations Department
Islotsky@dfs.com

==
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GRADIENT RESEARCH, INC.
INTEROFFICE MEMORANDUM

TO: Josh Hernandez, Production Manager

FROM:  Edward J. Juralski, CEO  £JJ

DATE: February 16, 200x

SUBJECT: TELECOI\&AJTING EMPLOYEES’ GUIDE 1

Because telecornmutmg is becomlfﬁng increasingly popular, 1& necﬁ:”eiary for us to 16
be more careful in plaarg for information secun% Ks well as for our employeey

health and personal saggy We wish it waspos&ble to talk to each employee individu-

ally, but that is impossible. Instead, we have prepared a “Telecommuter Employeeé’

Guid%” Which includes structured agreements that specify space, equipment,

scheduling, communications, and conditions of employment. The complete guide

should be given to whorfiever is about to begin a telecommuting assignment. We

appreciate yog(discussing the following recon;gndatjons with any of your staff

members whot are considering telecommuting.

Arranging the Home Workspace

¢ Create a space where you can expect minimal traffic and distraction. 2
* Make it comfortable but with suficient space for computer, printer, and fax.

¢ Make your workspace off-limits to family and friend’g.-

¢ Provide proper lighting and telephone service.

Ensuring Information Security

¢ Remember that yo home office is an extension of the company office. 4
e e

* Be cagful to protect information and avoid computer virus's.

#
e Besure to baclxlp and store data and other information in a safe place.

We do not recommend at-home meetings for telecommuters. By the same token, 2
a

we suggest using postal boxes rather then home addresses. We also require smoke

detector's in home work areas.

please call
To have any questions answered,my assistant or rne1‘:aﬁ—be—reaelftedE at Ext. 310. 2
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Body

=y

/ f ness
Training Massage Wellness

June 4, 200x
Mr. Allen C. Fineberg
3250 Ponciana Way
Palm Beach Gardens, FL 33410
Dear Mr. Finebﬁrg: 1
You probably chogge Body Fitness because it has becy'me one of the top-rated gyms in the 4

Palm Beach area. Making your workout enjoyable has always been our prindplegoal To
continue to provide you with the best equipment and programs, my partner mdM
need your feedback.

We have buﬂ;t‘ an outstanding program with quality equipment, excellent training 1
programs, and helpful support staff. We feel, however, that we could have a more positive

f!ffect and give more individual attention if we could extend our peak usage time. You

have probabl}!’ noticed that attendance at the gym mfrom 4 p.m. to 8 p.m. We wish it

mpossible to accommodate everyone ogliﬁer‘ige{avorite equipment during those hours.

Although we can't stretch an houg\We x;?gld like to make better use of the time between

8 p.m. and 11 p.m. With more member$” coming later, we would have less crush from 4 to

8 p.m. Exercise machines that lggz idle and strength-training equipment that sgi!ts empty

could see action.

we are considering .
To encourage you to stay later,Asecunty cameras for our parking areaase—béﬂgeeﬂﬂdaeds/ 7

-b;Lu?/ Cameras for some inside facllitys may also be added. We have gavfzgthls matter a
great deal of thought. Although Body Fitness has never had an incident that endangered a
membe}’\yfe have &g‘éto considerable trouble to learn about security cameras because we
think that you will feel alﬁogether more comfortable with them in action.

Please tell us what you t fill out the enclosed questionnaire, and drop it the ballot 7
box at the front desk during next weelgﬁ visit. We're asking for your fee{badquecause we're

devoted to serving you better. If you have any other suggestions for reducing the crush at

peak times or other ideas that ;!ffect our members, please tell us on the enclosed form.

Cordially,

Nisotas Bargpas
Nicolas Barajas, Manager
Enclosure

10500 North Military Trail  Palm Beach Gardens, FL 33410 561.799.5302 bodyfitness.pbgardens.com
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To: Tanya Smith <tsmith@realcandy.com>
Cc: Angelica Rivera <arivera@realcandy.com>

Subject: Evaluation of Godiva Web Site

Tanys.,

d al
As you requested, I have oompletg\my research on the Web site of our principle
competitor, Godiva, Chocolatier, Inc. This Web site, along with the sites of many other
chocolate entrepreneurs, age intended primarily to sell quality chocolate online. The

ie is
range of clever features and activity’s from the Godiva site aPe extensive.

is
Although selling chocolates online ape-very important, advertising and customer service
are A
is-also important at Godiva.com. Stylish graphics and a gold back ground reminiscent of
)
Godiva$ gold packaging ma.keﬂ' the site one of the most attractive I have 3‘;‘%2

Navigating the site seems easy. Clear links take visitors to different parts of the site,

allowing them to order chocolate, learn about Godiva products, or work with a customer
are

service representative. Although the 1 change frequentlyABfere 18 a few typical links:

* Shopping Online. This link enables the Web cruiser to search for and purchase Godiva,
chocolates via an online catalog. Customers may search for chocolates by price, by
type, or even by holiday. The selections they have chosgr:a.re collected in a shopping
basket and purcha.sg?vmh a, credit card.

* Recipes. A number of mouth-watering recipes featuring Godiva chocolates are posted
on this link. However, if you have evereglt;gn(}odiva, chocolates, you would wonder why
a.ny:one would ever ruin them by cooking them! '

* Business Gift Giving. One of the best links for compa.n;s describgfcorpora.te incentive
programs, custom packaging, and volume discounts.

e What’s New? A collection of new items age-fea.tuxjeq, Including Godiva biscuits, gifts,
recipes, and new products. Although prices are p&i‘sggg, Godiva’s seemﬁ’ reasonable.

Iﬁg’ Spotlight feature describes an online sweepstakes, a soap opera, Godiva kosher

),
products, and Chocolatier Magazine. I will send printouts of several of Godiva. com$ best
Web pages. Visitors® may also access the site directly at www.godiva.com.

u )
If you have beggn to think seriously about launching our compa.nﬁé Web site, I am eager
e
to help sft it up. Please write or call me at Ext. 388 to let me know how I may assist.

Peter

o 7
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Elite Tropical Cruise Lines
8567 West Broadway Phone: 305-555-5555
Suite 2398 Fax: 305-222-2222
Miami Beach, FL 3313 Website: http:/Avww.elitetropical.com

November 2, 200x

Ms. Jessica Stoudenmire

Holiday Travel Agency
520 West Third Street
New York, NY 10013
n
Dear Ms. Stoude;(njxe: 1
|
At Elite Tropical Cruise Lines, my colleagues and sayself-genuinely appreciate the loyalty of 4

Holiday Travel Agency and its continuing use of the “Voyager Ship” line for your holiday tour

packages for travelersa’(/)f all ages. As our customers know, the “Voyager Ship” is more luxurious
other most enjoyable

than any,cruise ship in the world, offering meeﬂ}eyahaf activities on the seas.

A wide range of guestshizll;zseexpmmced unforgettable cruises to unique and exotic ports of call. 7
These typgiof positive experlteglces have inspired our guests to return year after year. It is our

long—\standing policy to try and offer fun, sun, and exciting tours to these guests, including high

school and college students. Recently, however, some of our younger guests'}gngeen loud and

disruptive. Last year we raised the drinking age from 18 to 21, but this plan didn’t work very

g“é%"d, Because of unruly young people, some passengers comdnipsarely enjoy their travel aboard

our cruise ships.

As aresult, we are now instituting a new policy. Effective immediately, any passenger under the 10
age of 21 will be s;a(étepted only when accompanied by iﬁadult over 25. If this new policy will

:.ffect your student tour packages, we hope you will agree that the reasons behind g;’finstitutmg

this new policy required serious action. Elite Tropicalg/goal is to provide area}'\y;elaxing

environment for all its passengers. Promoting family packagesalge-one way in which we help

high%chool and college students join their fami.l;lgss’for vacation fun away from the stresses of

every,_day life.

Expecting carefrez\ﬁm,z\ﬁ]l:d vag{to‘d_!ie?ns, your customers will not be disfappointed by Elite Tropical. 8
We attract more guests then any, cruise linein the world, and 98 percent of our guests reportﬁ' that

they are very satisfied. If you would be willing to work with me to plan new packages for your

New York customersAMy staff and I will call you during the week of January 5.

Sincerely,

K te/éal/b Carrot?

Stephanie Carroll
Vice President, Customer Service
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HIGH TECH SOLUTIONS
INTEROFFICE MEMO

DATE: July 1, 200x

TO: All Employees

FROM: Craig Abrams, Human Resources A
SUBJECT: New E-Mail and Web Policy

Over the past few month{supervisors have provided datusr about e-mail and Web
use to top management anan]’.eBeside,S\usmg e-mail and the Web for work related
purposes, some employees are usﬁng these tools for personal busginess. This, of
course, is having serious implications for our company and its productivity.
Improper use can also le;gl to larger problems such as lawsuits. We have, therefore,
hired two attormes who'} ;&’ expert,a—t writing e-mail and Web policies to help write a

to implement
policy for our firm. We plan enimplementing the policy on September 1.

During the month of August, workshops will be given by my staff and Y to help
employees learn how to comply 1:0’ the new policy. vzo#hognno?lggrsmedule an
appointment with your immediate supervisor to talk te them about the new policy.
In addition, you can turn any comments or suggesﬁrorri‘s irﬁo me before September 1.
Finally, you can obtain a rough draft of the policy eff-of my receptionist after

July 31. She can also let you know where training sessions will be held af”~

I think we can all understand that to much personnei e-mail and Web use can nega-
tively éffect our company. Tha'?é why this policy is needed, and we are conﬁdent that
you will all mept it'$ provisions. The policy we develop will be similar w;»thpohmes
used by other companiﬁg in our industry. As we develop the policy, we will remain
sensitive 5?’ the needs of all employees to make sure that the policy is something to

which everyone can agree. If you have an mterest}\and a desire to assist us with this

important task, please contact my assistant or ,I/ at Ext. 452 before August 15.

Instructor’s Manual
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Sebastian Fox, Manager, Legal Support Services <sfox@jayco.com>
Date: May 24, 200x
To: Claudia Eckelmann, Vice President, Employee Relations <ceckelmann@jayco.com>
Ce:
Subject: CONDUCTING EMPLOYEE EVALUATIONS

Claudia,

I recently lean;e\gha.t one of our employed{ has filed a la,W:suit against the eompa.ny 1
because of comments a supervisor made during a performa.nce evaluation. This is a,\
unfortunate event that couldh,of been prevented. Here ape a list of tips that you should
share with all manage:

)

1. Before you can accurately evaluate an employeéé performa.nc%you need to establish a 7

system to measure that performance. YouAtherefore, need to develop performance stan-
to ),

dards and goals for each employee. Remember to remain sensitive of the employeéé

to share
needs. Plan on-sharing these standards and goals in writallng with the employee.

2. Monitor the ggreforma.nce of each employee throughout the year. Keep a log for each 8
worker and note memorable incidents or projects involving that worker. Although many
managers are understandably ad.‘,rerse to placing negative comments in files, such com-
ments must be included as part of the evaluation process. Any employeeﬁho does
something exoept,lona.l}' should be given immediate feed:back. If you give this feedback
ora.lly;\ma.ke a written note of the conversation for the employee\)é personneu?/ﬁle.

3. At least once a year, formally evaluate the worker by writing a performance ap- 5
praisal and by meebing with the worker. At the meeting let your employee know what

he or she well
you think they di geed-}/a.nd which areas the employee ma.;/r\be able to improve. Be sure
to
and discuss the standards and goals you set earlier. Listen carefully to your employee’s

comments and take good notes.

are
Giving evaluations can be difﬂeultA however, careful planning and preparation ig’ 3
( I
necessary to make the process go smootlky Be specific, give deadlines, be honest, and
be realistic. Following these steps is an excellent way to help the company avoid legal

problems. Please e-mail me with any questions.

Sebastian
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Briggs Mills, Inc.

440 Vine Street www.briggsmills.com
Cincinnati, OH 45202 513-579-3100

May 12, 200x

Ms. Julie Perzel

Director Human Resources

Clayton Manufacturing

10001 East Industrial Park Road
Cleveland, OH 44101

erzel
Dear Ms. Pretzel:
Mr. Martin A. Andetso%who;ﬁ/ is applying for the position of max}ager of manufacturing
support at your organizatiogyrequested that I write this confidential letter of
recf/ommendaﬁon. Mr. Anderson has worked under my supervision as a manufacturing
support supervisor for three year’s at Briggs Mﬂl;&nc.

As a supervisor of manufacturing suppmjoMr Anglerson helped to hire, evaluat%‘and
supervise a team of four machine technicians. Him and his team wasresponsible for the
preventive mam%mce ﬁoubleshoonng"and repair of machines on three production lines.
Because of his strong interpersonal skﬂl%Mr Anderson expected and obtained high
performance from his machine technicians. Each technician who;ﬁ/ was evaluated ranked
in the upper two levels of performance for the past three yeaﬂg., In add1t101»‘Mr. Andersoﬁé
own performance was evaluated at our highest level for the last two ye

)
Mr. Andersoné team developed a hithy,}éffeclive maintenance and calibration programj"
that reduced line shutdowns by 10 percent. Furthermore, in addition to his supervisory
worls&vir. Anderson initiated improvements in machine documentation.

These changes enabled support persogil to repair machines without relying on production
engineers. Although documentation changes were cumbersome for our eng*lneer;;\

Mr. Anderson b;aﬁg about needed change without a]ienating engineers or technicians.

His enthusnasurAupbeat personality has had a positive affect on the entire organization.

&1 sorry that Mr. Andersen may leave Briggs Mﬂl%but I am confident that his technical,
interpersonak\and leadership skills will serve you well in your organization. I recommend
him highlyfand would be happy to have him return to us in the future.

Since;iy,

Mk A Summers

Mark A. Summers
Vice President, Operations
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Software Unlimited

Interoffice Memo

DATE: February 3, 200x

TO: Doug Rincon

FROM: Jennifer Tejada J7

SUBJECT: RECOMMENDED FREE E-MAIL PROGRAMS

As you requestey am subrmttlng this list of three of the best free e-mail ¢1tes that 6
could find on the Web. All of the ¢1tes seems to provide basic e-mail service with
various feature% howeveAa few features are available only for a fee.

’

1. Gmail <www.gmail.com>

Gmail is quickly becoming one of the most popular free e-mail programs on the 8
Web. This program,which has no pop-ups or banner adgoffers many attractive

features. In addition,the number of features are growing everyday. The mostfpopular

features are the followmgAZ 500 megabytes of storage, spam protection, automatic

forwardm%\and virus scanning.

Messages can even be sent and read in over 40 languages, some of which areﬂ/Arablc 8
Tagalog, Latviangand Portuguese. Gmail also offers a%/ unique featur% that is, Grmnail
integrates instant messaging inYo the e-mail experience. In order to Sign up for a
alrea
Gmail accoungyou must be invited by someone whorit all—reagy has one.

2. Yahoo Mail <www.mail.yahoo.com>

Yahoo Mail is another free e-mail service tha& easy to use. In addition to e-maila 7
Yahoo Mail account includes the following free feature% spam protection, virus pro-
tection, 1 gigabyte of storagg'\and access from anywhere a user has a Web connection.
For just $§19.99 a yeajyou can geta Yahoo Mail Plus account. This premium account
offers] virus cleaning, SpamGuardPlugand 2 gigabytes of e-mail storage.
*

3. Hotmail <www.hotmail.com>

Hotma*whlch is owned by Mlcrosofk\ls a third free e-mail program. This program 8
offersTpowerfu] spam filters, virus scannm%\and virus cleaning. When a user first

enrollg\%hey recelvg\ZS megabytes of storag% however, after 30 days this amount

increases to 250 megabytes.

Gmaﬂ is the program I recommeng\ Yahoo Mail and Hotmail are not as robust. Be sure 3

aad check out these sites, and then 'let me know whether you have any quesﬂog\

Solutions to Editor’s Challenge 45



ChapterChapter16—Solutions16—SolutionstoEditorto’ sEditor’s Challenge

46

2419 Branch Lane
Austin, TX 78214
August 23, 200x

Mr. Doug Young, Manager
Tejas Grill

3210 South Congress Avenue
Austin, TX 78704

Dear Mr. YoungA

hav
Even when 1is servers has given good serv1c%some customhers don’t leave a tip. This is
ave
a serious problem for werservers at Tejas Grill. Many of us has gotten together and
decided to bring the problem—and a possxble solutxon , to your attention in this letter.

Please read our ideas ca:efullg“ then plan en—meetmg—wuh us to discuss them.

Some restaurants (such as the Coach House in New York»%xow automatically add;/

15 percent tip to the bill. Other restaurants are printing gratuity guldehne‘{/on checks. In
fanAmencan Express now provides a calculation feature on 1Fsﬂ/term1nals so that restau-
rants can chg§e the tip levels they want printed. The following tip levels are mcludec}l\
10, 15, or 20 percent. You can read about these procedures in an article ntledgﬁorcmg the

T1p?wh1ch appeared recently m}The New York Times” Nle enclosed a copy.

A mandatory tip printed on checks would work-geeé at Tej ai\don tyou thmk?We give
good service and receive many comple!ments}.\however some customers forget to tip.
By printing a suggested tip on the chec]x\we remind customers so that they won’t
forget. A printed mandatory tip also does the math for customeri\which is an

advantage for those who are not tg(\)good with figures!

Printing mandatory tips on checks not only helg\customers but also prove\to the staff
that you support them in there goal to reciéve decent wages for the hard work they do.
A few customers might complal%but these customers can always cross out the printed
tip if they wish. If you have any doubts about the pla.t%‘we could try it fora six;month
period and monitor customets| reactions.

),
We urge you to begin printing a mandatory 15 percent tip on each customes$ bill. Our

American Express terminals are already equipped to do this. Will you please let us know

your feelings about this proposal as soon as posmbleelfé a serious concern to we’ servers.

Sincerely,

Brenda Vaspuez

Brenda Vasquez
Server

Enclosure
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National Association for Retail Marketing

540 Campus Place
Oshkosh, WI 54901 (920) 233-0948 www.narm.org

January 5, 200x

Ms. Jamie Owens, President
Retail Group, Inc.

240 Pacific Avenue

Seattle, WA 98403

Dear Ms. Owe:nsA

Please consider giving a presentation at the annual meeting of the National Association Jor 5
Retai%1 Marketing in the Q'ity of Oshkosh, Wlscons'u},\on April 6. Your presentation would
Pproceed a lavishlyjcatered banquet.

t ) ) ),
In the papf?s?edyou have said “retail has to feel relevant or i€ dead.” That¥ why wefe turning 5
to you for guidance. -

Many of We retailers have little experience in attracting Generation y shoppers,and we 1"
realize that tﬁeyifgomg to represent 41 percent of the u.s. populatioﬁ' in the next Pecade. it

depressing for us to realize that only Ilss percent of thjs__g:roup shops in Pepartment Stores.

Attracting this segment of shoppers are critical to future proﬁtabilit)z\and that's why we are

turning to you for help.

You have been the driving force behind a number of retail makeovers, including blockbuster 12
video, nike, gear;}‘and starbucks. Our members were especially impressed by your gtarth'.ng

fedesign of Mega Mart, making it one of the h.ighest;gxossing sellers of consumer elecu'onig)

in szorth America. With your finger on the changing pulse of american ramNou were the

first choice of our Zommittee to be keynote speaker at our annual meeting.

Will you be available to give our keynote address on April 6}: Although our honorarium is 7
only 33,00%we can offer you the opportunity to share your expertise with ;&OO of the top

retailers in the Zountry. Many of them are strugg].ingz’ and would enthusiastically welcome

your presentation. In additiowou may find that many would become future client®.

Enclosedi;,?a brochure and pamphlets describing previous conferences. If you will call me 8
at (405) 499-39284l can provide details and answer questions. So that we may continue our

conference planning procedurei\please let me know by November 10 whether you will

become our Featured Speaker. This is yg;lui;echance to have a huge affect on future retailed.

Sincerely Nours, 1

Douplas Lanon

Douglas Eamon
Events Coordinator

Enclosure
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October 1, 200x
CERTIFIED MAIL, RETURN RECEIPT REQUESTED

Mr. Charles Smith
Customer Relations

Sony USA

One

¥ Sony Drive 1

Park Ridge, NY 07656

Dear Mr. Smith/:\ 1
i s ) )

Pictures from a once;\m;\a;hfetime trip are irreplaceable. That$ why I put my trust in Son;x 12

Cyber-shot DSC-W100 Pigital Q’amera, which I bought for a cruise I took to the french
caribb ean last Summer to celebrate my 46thb1rthday Experience, dependabilitx\and
customer service, these are the qualityﬁ&that I associate with the name “Sony.”

A
hundreds -
I took 100’ of pictures on my twem—yéay—trip Although I checked some of the early shots 13

using the led screer},é didn’t check any pictures for the last i+2-of the trip in order to

conserve my battery. When [ co‘me hom%howeveg\l learned that most of the pictures I took

lat%: in the trip did not turn out because the camera had malfunctionmneByS? the pictures

I took the last week of my trip were faded to a near Awhite color. Enclosedj—s'the camera, the

memory card I used, the printed photo%@nd my receipt for the camera.

As you must realizgythe value of these photographs ai;e far greater thg'u the cost of the 12
pn‘ntingggr the purchase price of the camera. The real loss is the complete record of a

beautiful trip. Without pictures, I will not remember how I felt and looked standing in front

of diamond rock in the $outhern part of Martinique or shopping in the town of marigot in

St. ;viartm I;vill not remember dancing with children around a firein a Guadalu;e Yillage.

?ﬁ éi{y{s of my dream vacatlonwas essentially unrecorded. This represents more than

50% of my vacation.

Replacing the film or cameraa‘;enot enough. Without picture%\l feel fiieg Inever took 7
the trip. I have suffered a tremendous emotional los%a.ud I am requesting that sony pay

me $Z§00 so that I may repeat my tri;{énd replace the pictures lost because of this faulty

camera.

I know that Sony enjoys a,\nexcellent reputation with consu.ma%thaefore, I trust that you <
will do the right thing in helping me replace my lost memorles.’ Please contact me by
October 30&9% that T may begin making plans for a §pring cruise.

Sincerely,

Danielle Davideon

Daniella Davidson

Enclosures: Sony Cyber-shot camera, memory card, printed photos, receipt
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