	
	Beta Corporation


Memo

To:
Carl Hughes, Senior Sales Representative

From:
Chris Hudson, Sales Trainee Assistant

CC:


Date:
March 01, 2002

Re:
Faulty copier leased by Premium Products Inc.

As you well know, part of my duties as assistant sales representative is to perform the customer satisfaction calls. The purpose of these visits are to discover any problems or complaints our clients might have with the copy machines or their servicing to ensure customer loyalty at lease renewal time.

On my most recent visit to Premium Products I was greeted by an irate key operator named Nina Boynton. Nina told me that she was “definatly not satisfied” with the operations of the photocopier Premium Products Inc. is currently leasing from Beta Corporation. This copy machine has a problem with over-accumulation of toner dust, which Nina claims she has brought to the attention of our service department repeatedly. She stated that the “dust builds up so fast that almost right after the optics are cleaned, dust is all over the place, messing up the copies”.

I assured Nina that the problem would be corrected as soon as possible and that the marketing rep will be out to see her right away, but she irately exclaimed she was out of patience. Nina mentioned that she had talked to her management and they had reached the decision to not renew the lease agreement if the machine was not fixed immediately.

Since the copy machine is broken, and Premium Products has said we will loose their account if we do not fix the copy machine immediately, then we have to fix the problem with their copy machine as soon as possible. 

The reason I have brought this particular customer satisfaction visit to your attention in a memorandum, instead of putting it in the summary reports, is that immediate action is required to satisfy Premium Products. If we do not fix the copy machine we will loose a valuable customer. Premium Products is one of our very high volume customers, currently leasing 65,000 Beta Corporation copy machines. Loosing the Premium Products Inc. account would be as detrimental to Beta Corporation as loosing Michael Jordan was to the Chicago Bulls. My suggestion is that we have our service personnel fix the problem with Premium’s copiers immediately, and have the sales representative make a personal visit. 

As I previously stated, Beta Corporation should immediately send service personnel out to Premium Products and have the sales representative make a personal visit to handle any additional complaints.
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