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 � � �  i s         
published monthly by the 
New Castle-Henry County 
Chamber of  Commerce. 
 

Elizabeth Heintz, Editor 
 

Forward your comments or 
information about your 
business to the Chamber: 
 

100 South Main Street  
Suite 108 

New Castle IN  47362 
 

(765) 529-5210 phone 
(765) 521-7408 fax 

 

www.nchcchamber.com 
info@nchcchamber.com  
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Sometimes, customer service that is        
perceived as rude is not intentional and 
often is the result of absent-mindedness 
or carelessness. If your company’s    
managers and front-line employees are 
guilty of any of the following, it’s time for 
some action. You may have an image 
problem that could sabotage your sales 
efforts and  affect your bottom line: 
 

¨ Your team members are having a bad 
day and their foul mood carriers over in     
conversations with customers. 

 

¨ Your team members hang up on or walk 
away from customers. 

 

¨ Phone calls or voice mail messages 
aren’t returned. 

 

¨ Callers are put on hold or on speaker-
phone  without asking first, as a courtesy. 

 

¨ Team members eat, drink or chew gum 
while talking with customers on the 
phone or face-to-face. 

 

¨ There is call waiting on the business 
phone plan and team members fre-
quently interrupt existing calls to take 
new calls. 

 

¨ Team members forget  or refuse to use 
the words “please”, “thank you” or 
“you’re welcome”. 

 

¨ Team members hold side conversa-
tions with friends or each other while 
talking to customers. 

 

¨ Personal calls are made on cell phones 
during business hours and even while 
waiting on customers. 

 

¨ Team members seem incapable of    
offering more than one-word answers 
which come across as rude, uncaring or 
un-knowledgeable about the product.  

 

¨ If team members provide more than 
one-word answers, often company or 
industry jargon is used that customers 
don’t understand. 

Congratulations to Henry County Hospital 
President and CEO Blake Dye on his election 
as secretary-treasurer of the Indiana Hospital 
Association for 2008. This election will       
ultimately lead to Blake assuming the role of 
chairman of the state organization for 2010. 
 

These are voluntary positions he is assuming in 
addition to his continuing role as hospital   
president and CEO. “I think it is important for 
smaller county hospitals like ours to be        
represented at the state level so that our voice is 
heard along with the large metropolitan health 
systems,” Blake related as he explained how his 
participation benefits Henry County Hospital. 
 

The Indiana Hospital Association (IHA) is the 
professional trade association for 169 Hoosier 
hospitals and health systems. It provides     
leadership, representation, and services in the 
common best interests of its members as they 
promote the improvement of community health. 
Blake has been active in the IHA for several 
years including serving as chairman of the 
Friends of Indiana Campaign for two years and 
as the IHA Eastern District Chairman. 

¨  Customers are requested to call 
back when employees aren’t so 
busy. Never tell customers to call 
back: find the time or request the 
customers’ number and return the 
call promptly. 

 
¨ Team members rush customers,   
forcing them off the phone or out the 
door at the earliest opportunity. 

 
¨ Team members frequently admit to 
customers that they hate their jobs.  

 
Customer service life is often not 
fair. Jobs can often be thankless, 
with little motivation or incentive to 
do the job right. 
 
Customers can be rude 
and get  away with it; 
team members cannot, 
especially if the company 
wants to succeed 
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A key aspect of your company’s           
efficiency, both with customer       
service and production,  depends on 
your employee’s level of satisfaction 
 

Know what they’re Thinking 
Survey work sat isfact ion and            
environment. What is the impact of  
current business and personal issues?  
 

Communicate 
Keep this a two way street. Be sure you 
have clearly explained your company’s 
goals, policies and procedures.  
 

Focus on the Good 
Employees wear down when they only 
hear criticism. When you only see  
problems, the problems tend to increase 
 

Recognize and Reward 
Rewards need to be shaped to the    in-
dividual. Some might like a bonus;   
others time off . A simple “thank you” 
can go a long way—take the time. 

Train 
Employees are much happier when 
they are trained to do their job well 
and know what is  expected. Try a 
mentoring system. 
 

Get out of their Way 
Micromanaging never makes for a 
positive work environment. Let 
them do the job they are trained to 
do: This allows more individual 
creativity which improves morale. 
 

Empower 
For happy employees and satisfied 
customers, your employees must 
have authority to do the right thing.  
 

Make Work Fun! 
Even the most difficult work   
situation needs to be a fun place to 
work. Find creative ways to loosen 
t h i n gs  u p — i n c l u d e  yo u r            
customers, too!  
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1. What is your level of pride and 
commitment to this organization? 
 

2.  What are the top three strengths of 
this organization?  
 
3.  What are the top three areas need-
ing improvement within the organiza-
tion?  
 

4.  How do you feel you can better 
contribute to the overall growth, prof-
itability and customer satisfaction lev-
els of the organization? 
 

5.  If you could give one message to 
senior management, what would it be? 
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Secretary-Treasurer  
of Indiana  
Hospital  

Association  
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100 S 19th Street 
 

Hours:  
Tuesday and Thursday 
beginning at  4:30 PM 
Friday 8:30AM - 3 PM 
Saturday 9 AM - 4 PM 
 
Call for Appointment: 
529-7985 
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Do you know a person or business that “goes that extra mile?” 
 

Since 1942, a “Citizen of the Year” has been named. The recipient is chosen by the past five    
winners from nominations made by people throughout Henry County. The 2007 Citizen of the 
Year should be a resident of Henry County who has made an outstanding contribution to our area. 
While this could be in his or her field of work, extra volunteer activities are very important. The 
current selection committee consists of Herb Bunch, Noel Blevins, Wil Ruback, Rev. John and 
Marjorie Fonzer and Francis Frazier. 
 

Nominations are also needed for the 2007 Business of the Year. Criteria include longevity,       
financial responsibility, commitment to employees and customer, community involvement and 
company image. Presented since 1999, past recipients include Ameriana Bank, Henry County 
Sports Medicine, Citizens State Bank, Goodwin Dodge, Chrysler, Jeep, Cardinal Healthcare   
Pharmacy, Hinsey Brown Funeral Service, Myers Furniture and Appliance and Walnut Ridge 
Family RV Sales. 
 

Nominations for both awards should be sent to the NC-HC Chamber of Commerce, 
100 S. Main Street, Suite 108, New Castle IN 47362, fax 765-521-7408 or emailed 
to info@nchcchamber.com.  All nominations need to be received by March 7. 
These awards will be presented at the Chamber Annual Meeting March 25: we hope 
to see you there!! 
 

Questions on these awards may be directed to the Chamber office: 529-5210. 

Owned and operated by Tammy Wyatt,      
Alli-Bellas Salon has recently moved to this 
downtown location just south of Broad Street. 
With 12 years in the hair styling business, a 
variety of services are offered including men’s 
and women’s hair cuts, hair color, foil high-
lights and waxing. Tammy also specializes in  
children’s haircuts.  The name of the salon is a 
combination of the names of her two     
daughters Alli and Faith Isabella.   


