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Seeking service
Some years ago, in order to attract more

business, most airlines adopted frequent
flyer programs — programs that reward
road warriors with free trips commensurate
with the number of miles traveled on that
particular carrier.

Having said that, my wife, Judy, and I
were excited about attending the reunion of
the Boones Creek High School Class of 1958
in May. This event was of particular
importance to us, as at the 30th reunion we
became reacquainted after years of pursuing
other endeavors. As we were planning this
trip, sandwiched between an American
Angus Association staff meeting and the Beef
Improvement Federation (BIF) annual
meeting, we decided to capitalize on
frequent flyer mileage that resulted from our
purchase of an American Airlines’ Citibank

MasterCard, which is jointly in our
possession.

“It’s no problem,” I related.“I’ll just call
them up and make the arrangements.”

And I did just that.
The “1-800-fast service” number I called

rang four times before a recording welcomed
me to the airlines’ awards program. I am sure
you can guess the rest of the story — the
recording told me to press 1 for arrival and
departure information, press 2 for
reservations and so on. Finally, the recording
said to press 4 for award redemption. I
pressed 4.

Another recording aired, telling me to go
to a specific Web site for redemption and I
would be rewarded with 1,000 additional
points, or press 1 for a living, breathing
human. I pressed 1.

Another recording informed me that due

to the extremely high volume of calls, my call
would be answered in the order in which it
was received. I was treated to music, lots of
music, whilst I patiently waited … for 35
minutes.

Finally, a very nice lady came on the line. I
informed her of our desire to travel from
Kansas City, Mo., to Johnson City, Tenn., on
a specified date, along with my desire to
return three days later and Judy’s desire to
return six days later. This was not the right
thing to request. It is better to travel together
on the same days, but perhaps it could be
worked out.

I was informed that with my particular
rewards program, only one seat was available
during our requested time of travel, but
should I be able to travel at a later date, the
airline could accommodate my request; the
problem was I would miss the event.
However, there was another program
wherein we could leave some time after
midnight, and three stops and several hours
later we’d arrive at our destination. We may
as well have driven, but that would have
taken four days, so back to the drawing
board.

“There is another program for domestic
flights,” she said,“that requires the
expenditure of 100,000 points called
‘Anytime Travel.’ ” To make a long story
short, we were able to arrange our travel
with only two stops between departure and
destination; however, it still required nine
hours to fly 600 miles.

What is my point? … Service — or a lack
thereof.

Service should be No. 1
In the course of my brief existence upon this planet and as a result of my involvement

with the American Angus Association, I have been afforded the opportunity to travel. The
anticipation of seeing new and exciting places and meeting people with different lifestyles
has always been appealing. And, of course, travel by air has made possible travel to
faraway places that were heretofore inaccessible.
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Members come first
I never cease to be appalled at the

complete disregard that businesses have for
providing service to their customers. Airlines
are no different from the American Angus
Association. We are service organizations,
airlines providing a means of transportation
from point A to point B, and our breed
association providing services to its
membership.

Through the entire hassle of obtaining
transportation, I remembered just how

important our members are. The only reason
we, as a breed association, exist is to provide
unencumbered, courteous and prompt
service to our membership. If there is a
mistake on your registration certificates,
transfers or performance information, it is
our desire to correct it … our fault, your
fault, anyone’s fault or no one’s fault; we want
to correct it. If you call and receive a
recording, it simply means the person with
whom you wish to confer is not available
because he or she is assisting another

member. Please leave a message. We will
return your call — at Association expense.

It is our aim to provide the very best
service possible at a low cost. Your Board of
Directors and staff are committed to this
pledge. If you have recommendations that
enable us to improve our programs and
service, please let us know your thoughts.
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