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Don’t Be The Victim Of 
A Hiring Mistake 

very employer makes both good 
and bad hiring decisions. Both 
are unavoidable. Even the worst 

hiring system will produce some 
very good employees on occasion, 
and the best selection systems will 
occasionally produce mis-hires, or 
employees that don’t fit the job they 
are hired for.  

No selection process can guarantee 
that every newly hired employee is the best or 
even a good match for the job. A good selection 
process is designed to reduce the probability of 
hiring the wrong person, regardless of what the 
person that designed the process says it will do.  

The problem is not that employers occasionally 
hire a bad employee. The problem is that once the 
bad employee is on the job and gives indicators of 
being a poor performer, the employer avoids 
terminating the worker promptly.  

A supervisor once said to me that his reason for 
not immediately firing a mis-hire was that “there 
is a 90-day probationary period and he has only 
been here for 30 days.” 
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Delivering Great 
Customer Service 
he goals for delivering great 
customer service starts with 
delivering a service-oriented 

attitude that is genuine. You want to 
exceed the client’s expectations and 
apply the service standards. It is also 
important to measure your 
effectiveness in delivering great 
customer service. 

There are three service standards to 
keep in mind when dealing with a client or 
customer. These include using and giving personal 
attention to the customer, teamwork, and taking 
personal responsibility. There are a couple of 
ways you can give personal attention to your 
customers. First, you can anticipate their needs by 
recommending services or ideas that would benefit 
them, as well as noticing the clients' wants and 
needs before they have to ask. Another way is to 
treat every client as a “Very Important Person”. 
This can be accomplished by treating each client 
as a unique individual, using their name whenever 
possible, and by making the clients feel as if they 
are your top priority.  

There are a number of ways to take responsibility. 
Be sure to follow through (be timely and 
responsive, keep promises, see a project through 
until the end) with a client. You should check 
customer satisfaction, offer alternatives, and show 
appreciation as well. These service standards will 
help you to exceed your client’s expectations, 
show your positive attitude, and measure the level 
of service you are delivering to your client. 

Clients are worth more than a one-time 
interaction. 

Continued on page two – Customer Service 
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Continued from page one – Hiring Mistake 

The experience then becomes one that lasts far too 
long. 
While the employer is wrestling with determining 
the “right” decision, the better employees in the 
organization have already made their decision. 
They begin to either distance themselves from the 
poor performer, complain, or they start doing the 
extra work that is now required to assure that their 
performance is not hurt by the new employee’s 
poor performance. After the first mis-hire, good 
employees may wonder what went wrong with the 
selection process. 
After additional mis-
hires, they will begin 
to wonder how much 
longer they will be 
able to put up with 
carrying the load for 
the employee that can’t carry their fair share. 
The result is that towards the conclusion of the 90-
day probationary period the mis-hired employee is 
terminated. Unfortunately, bad employees do not 
always leave by themselves. They often 
(unintentionally) convince more valued employees 
that there may be a better place to work.  
Employers and their most valued employees are 
better served when time is invested in terminating 
the mis-hire rather than trying to make him or her 
into the next good employee. When newly hired 
employees are determined to be “mistakes,” their 
employment should be terminated, regardless of 
how much time remains in the probationary 
period.  
The chances of hiring a person that is not a good 
fit for the job decreases when an employer invests 
quality time in selecting employees, adheres to a 
policy of not settling for the “best of the bunch,” 
and terminating mis-hires when it is determined 
that they are not the right person for the job.  
─ Reprint permission granted by Lonnie Harvey, Jr., 
president of The JESCLON Group, Inc. He can be reached 
at jesclon@worldnet.att.net or visit www.jesclongroup.com 

Success in business requires training and 
discipline and hard work. But if you're not 

frightened by these things, the opportunities 
are just as great today as they ever were. 

─ David Rockefeller, US banker 

Continued from page one – Customer Service 

You should take several things into consideration 
when dealing with a customer, such as revenue 
from a single sale, the average number of sales per 
year, and the average number of sales with a client 
over his/her lifetime. And by providing genuine 
service, you are giving your clients what they 
expect, as well as setting yourself apart from all 
other organizations. If you can go beyond what the 
client expects and do more for the client than other 
competing companies, this will lead to 100% 
client satisfaction. Donald A. Adams said – 

"To give real service, you must add 
something which cannot be bought or 

measured with money, and that is sincerity 
and integrity." 

Another important aspect to delivering great 
customer service is to develop a consulting 
partnership with your clients. It is important to be 
the one to make the opening move and take the 
initiative. If you approach each interaction with a 
positive, caring attitude and view it as an 
opportunity to exceed their expectations, you will 
be well on your way to developing a valuable and 
lasting partnership. 
Three guidelines for 
creating a truly 
memorable impression 
include smiling and 
warmth with every 
interaction; presenting an "I'm here for you" 
attitude (by seeming ready, eager, attentive and 
caring); and finally by personalizing every 
interaction. 

Satisfying the client can be a tricky endeavor 
when you are faced with multiple complaints and 
angry clients. When faced with complaints, it is 
necessary to listen to the client, apologize, 
sympathize, and most importantly, to take action. 
Angry clients are probably the biggest challenge 
opportunity you can face. Make sure to remain 
calm and not to take it personally. Kill ‘em with 
kindness, and they won’t be able to resist you! It is 
a good idea to remember the client’s names (and 
use them) as well as referring to details about the 
clients.  

Continued on page three – Customer Service 
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This little bit of personal attention may be all that is needed to win them 
over. Goethe once said, "When we treat a man as he is, we make him 
worse than he is. When we treat him as if he already were what he 
potentially could be, we make him what he should be." 

There are many reasons customers quit returning to a place of 
business.   

  4% of them move away (you can't do anything about them).   

  5% change their habits (meaning they want to try 
something new for a while, the novelty factor).   

  9% of them quit because they're attracted to your 
competition.  

  14% of your customers leave because they're unhappy 
with your service.  

  68% of your customers will leave you because they 
encounter an attitude of 
indifference.  

Certainly there are precautionary 
measures you can take to prevent some 
of your customers from leaving if you 
are aware of factors like these. 
Delivering great customer service will 
not happen over night, but with a few well thought-out strategies, you 
can achieve 100% client satisfaction. If you are looking for a quick 
reference to great customer service, here are the “Six Secrets of 
Service”. 

1. If you don’t like people, you have no business being in the 
people business.  

2. Serve them well, you keep them. Service them poorly, you loose 
them.  

3. Give the client, not what he wants, but what he really needs.   
4. Make your clients feel good about spending their money.  
5. If you can’t get out of it, get into it!  
6. When you give great service, EVERYBODY WINS!!! 

For further information on delivering exceptional customer service, 
please feel free to contact us.  Best of luck in WOW Service! 
─ Copyright permission granted by Jennifer Selland, Well-Run Concepts. 
www.well-run.com  Success@well-run.com   

 

Companies are starting to measure how effective their 
customer service is and trying to understand what they 

can do to improve the customer service process.  
─ Sanjay Kumar 

Former Chairman & CEO of Computer Associates 

CCeellll  PPhhoonnee  ––    
DDoo  NNoott  CCaallll  LLiisstt  

Just a reminder that cell phone 
numbers not registered on the 
'Do Not Call' list are susceptible 
to telemarketing companies and 
you may already be receiving 
sales calls. In most instances, 
YOU WILL BE CHARGED FOR 
THESE CALLS... To prevent this, 
call 1-888-382-1222 or visit 
www.donotcall.gov and register 
your cell phone number on the 
National ‘DO NOT CALL’ list. It 
will only take a minute of your 
time and it blocks (registers) 
your number for five (5) years. 

Not sure if you're already 
registered – visit the web site 
and find out. 
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IIlllliinnooiiss  UUnneemmppllooyymmeenntt  RRaattee  FFaallllss  ttoo  44..55%%,,  DDrrooppss  BBeellooww  tthhee  NNaattiioonnaall  RRaattee  
ffoorr  tthhee  FFiirrsstt  TTiimmee  iinn  77  YYeeaarrss  

Number of Unemployed Workers Falls to Lowest Level since 2000 
CHICAGO – The seasonally adjusted June unemployment rate declined -0.1 point from 4.6% in May to 4.5%, its lowest level 
since October 2000, according to the Illinois Department of Employment Security (IDES).  In June, the Illinois unemployment 
rate at 4.5% was -0.1 point lower than the U.S. rate of 4.6%, the first time the Illinois rate was below the national rate since March 
1999.  In addition, the number of unemployed workers fell to its lowest level (294,300) since October 2000.    

IIlllliinnooiiss  JJoobbss  HHiigghhlliigghhttss  
“For the first time in seven years, Illinois’ unemployment rate was below the national unemployment rate,” IDES Director Brenda 
A. Russell said.  “This is solid evidence that the state’s economic development tools and programs and training for job-seekers are 
successfully creating jobs and putting more people to work.”  Over the year (June 2006 compared to 2005), Illinois added 67,200 
new jobs, the highest since September 2000.  Professional and Business Services (+3,600 new jobs) and Financial Activities 
(+1,500 new jobs) posted solid results in June 2006.  In addition, during 2006 the job growth experience has been broad-based and 
inclusive of many sectors, including Construction, Trade and Transportation, Financial Activities, Professional and Business 
Services, and Leisure and Hospitality.   

Seasonally Adjusted Unemployment Rates 
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 June 06  May 06  June 05  
Illinois  4.5%  4.6%  5.9%*  

U.S.  4.6%  4.6%  5.0%*  
* Revised  

Source: Illinois 
Department of 
Employment Security 
33 S. State St.  
Chicago, IL 60603 
20 July 2006 


