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Hr« Spieaa , 

I t i s unfortunate t ha t I am not a wr i t e r t o , even, same humble 
degree, M t h a t I dould expresa our s incere and t r u e f e e ü n g s of/hrhat we experlance 
more and «ore from a great American I n s t i t u t i o n t h a t Kodak seems to hiddenly 
abade i t s e l f « radua l ly in many of t h e i r many proud f i e l d s . 

-" Enclosed is an a r t i c l e frcoiMr. K*n Kingston (2/29/80) about the 
f ^ M a p e n d a b i l i t y ' of Kodak processing and your peraonnel working with the Dealersi m 

the irnrnt 3¿- to 4 years we have found Kodak process ing venry muoh on the decl ine and 
vJOur percentage of BE-DO'a should prove t h a t inaneneely. 

Mind yon t h a t we are t a l k i n g of enlarganents h e r e . w<* ourse lves , 
"llJéfcd to aee the r e s u l t a • Things t ha t were never i f very soldara auch as DIRT on the 

pr lmta , o h w i c a l SP01S, wrong COLOR OONTROLt bad p r i n t c u t t i n g (black eAges), e t c 
• «.«•«on on your (£S oentl) oroppings , a t times d i r ec t i ona are not followed 

J 

Tou w i l l note (above) t h a t one of our inottos i s 
• f e are proud t o be Quali ty Kodak processors"" Y©a, many coascientioua 

SEALCBB» l ike u s , are saying the same thing... .WQ are having more and more d i s a a t i s f i e d 
eustomers thatdo ¿fá, not come back to our s to re because of i t* 

Alao, what happened to your strong caramit-tment of 7 to 10 working 
¿aya. As usua l , when i t i s not a RUSH i t a r r i v e s ahead. we, neve the less , feel t ha t wü 
can hardly t e l l our custcmers of a aura doadlino». 

i 

Enclosed i s a l a t t e r from a very f ine man and our beat and one of your 
b e s t cuetamers. Mr, F e r r a t e r averagea 300,00 to 400.00 d o l l a r s per month on Kodedc 
films and process ing . ThisVde been going on for over ÍO(TE^) y e a r s . I had a long t a lk 
with Mr, l a r l Wood and Mrs Sue Drole t te lEnclose i s a lao a i e t t e r Ju ly 13,1982, frcm 

Mr. David I . Barney, Customar Service S p e c i a l i s t , explaining what can be done a t an 
add i t i ona l $75.9G. Obviously Mr. Fe raa t e r i s not a novice and doea extremoly and 
abore work in a l l phasoa of st i l ls t16mm and super 8 sound p ro j ec t i ons . we were, my 
wife and^I.very fo r túna te to see sane of b i s fu l l l eng th productiona and they >5jí can 
be Comparad to same of our so-ca l led corómercials/TV produc t ions / i , myself was 11 years 
In TV/JTDÍ product ions and loca l TV/FIBi s t a t i o n s , including CBŜ NBCf J . t fa l te r Tbompsoí 
e t o # (see processing #5031 enclosed; $214.37) 

Tesl b i s film was fu l l of s t reaks ( s c r a t c h e s ) . a t t imes , from bad to 
wors t . I t i s i r r o n i c but not very funny to agree on eaaie top work. . .and sanething e l so 
ÍB done wrongl l tyes f l s ince re ly be l ieve t h a t Mr. F e r r a t e r should be catnpensated d i r e c t l y 
and the dealer should not be penalizeflagain.Thus, there should be some^enuftiarations, 
for eg .a box of Ektachwome £F #7242, would be a decent g e s t u r e . I take i t t ha t yo\t w i l l 
oontaot Mr. F a r r a t e r • 

In both ins t ances , t h i s i s a quest ion ofHVSEN 0F OOODWILI/ 
ráe<ia#i J.Beaulieu, partner Yours Truly, ^ A^í^o^/t*' 

• : • • i ! 

000101 

94 



Route to: 

. . - i • . . • . a 

Volume 14. No. 1 

Dependable Service from the Labs 
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a Dealers Sel! Our DependabiEity, Too... 
Ken Kingston (rlghl) is Director of Cus-
lomer Service» for Kodak's 10 processfng 
labs. In a recent Interview, Ken expressed 
hit vlews on worklng wlth dealers? 

CP NEWS: Ken you are Director of Cus-
lonier Seivices lor Kodak s 10 processing 
laos in this country What do your services 
mean to tí'** dealers who sen Kodak color 
processing? 

KEN KINGSTON: It means that dealers can 
o*rei the» customers consisten!. quaiity 
processing Our job is to see that we hve up 
TO Tnat Over the years we have built a 
•eoutation tor ojjajjty. and dependability is 
¿n essential part ot that quaíity imal 

S E R V I C E M A N A G E R S ' 

At Kodak Process ing 

Labo r ator ies 

A T L A N T A - C W W o o d 
(404)455-0123 

C H I C A G O - D . G Lynch 

(312)922-9691 

D A L L A S - J . B. Mar t in 
(2 *4 )357 -4654 

FAIR LAWN. N.J.— 

R E D ickmson 

^201) 797-0600 

c iNDLAY O H I O - T J Sp i l lman 
(419)422-7654 

" O N O L U L U - J . Y Suzuk i 

S08) 531-6565 

J 3 S A N G E L E S - D J. Maeder 

. • •3 )465-7151 

PALO A L T O - J . M. Welch 

(415)493-7200 

« O C H E S T E R - T F Spiess 

^ 1 6 ) 4 5 8 - 1 0 0 0 

ROCKVILLE, M D - J . W. Fields 
.301)948-2800 

Kodak Co-npany 1980 

CP N E W S : H o w d o y o u a s s u r e 
dependability? 

KINGSTON: First, we have always been a 
service-onented company. George East­
man, himselt. m the begmning days. per-
sonally answered customer complaints and 
comments Our tirst processing lab m-
cluded a service sectiun From the start, we 
reahzed that we deal with one of the most 
personal.¿eú protíucts ín the marketpiace 
We've emphasized service dependabil­
ity to saiis'y that market Dealers can 
sell oui dependability. too. along with our 
quahty 

CP NEWS: Service m this business covers 
many áreas. 

KINGSTON: We're talking service to the 
ultímale customer. the picture-laker Then 
there's service to the dealer. whom we also 
want lo satisly on every order we receive 

For the customer. the essential service 
ingredients íire quality and dependability. 
These are elements that the dealer can 
offer to altract busmess to the store. 

Furthermore. our concept ot service in-
cludes a fuil product dne Customers are 
aware that they can order (rom us many 

extra services that they possibly couldn't 
gel elsewhere ítems like copy negativas. 
slide and movie duplicates. SONOTRACK 

Coating. photo-announcement cards are 
standard services with us. We feel that 
these "extras" help dealers build a reputa-
tion for service to their customers and help 
t.'iem build a steady clienteie. 

CP NEWS: What about deaier-onented 
services? 

KINGSTON: That's the larger part of our 
service tunction As I said. we consider the 
dealer s needs in every order sent to our 
lab So. our service to the dealer starls with 
that dealers use ot our order-handling 
matenats It ends when his customer is 
satisfied with the pictures. 

We consider the localion of our ten labs 
as fundamental to our service policy. 
They're geographically situated for lastest 
turnaround for the vast bulk of our dealer-
customers Pickup and delivery Of orders is 
a specialized service in itself, and we are 
always considering ways and means to 
streamline that time factor. 

Fast as we are^custómers are satisfied 
with our work(6nlyJf we get the order right 
the first time around. Over the years we 
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