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Mak_ing A Difference In A Changing World

THE CUSTOMER DESERVES NOTHING LESS THAN YOUR BEST

By HAVEN COCKERHAM, Vice President, Human Resources. Detroit Edison

Delivered 1o the Career Awareness Program at North Caroling A& T State Universiry in Greensboro, North Carolina
September 12, 1995

ing me feel so welcome. Detroit Edison sppreciaies the

opportunity 10 participate in North Carolina A& T's 215t
Annual Career Program and | congratulate Chancellor Fort,
Leon Warren and Aquarius Moore for making it such s sue.
cess.

I am delighted to be here and 1o see your beautiful campus
and the excellent academic raining it provides. | was born and
raised in Winston-Salem, North Carolina, and Greensboro still
feels like home. It is hard for me 10 believe that it has been
more than & quarter of & century since | was bere, studying
business and economics. | was a student during a nurbulent
time, a decade that brought us the Vietmam War, the sasassing-
tions of John. and Robert Kennedy, Manin Luther King and
Malcolm X — and possibly the beginning of the most rapid
and uncersing period of change in America. | would hope that
my comments tonight will leave a message for students! as well
a3 business and government leaders who must shoulder the re-
sponsibility of managing change well imo the future.

I graduated from A&T State University in 1969, the yvesr
the United States first landed on the moon. Of course, as |
prepared for final exams, | couldn’t belp wondering what oo
eanh | would do in the coming yesrs. -was | ready for the re-
sponsibilities that Lie ahead? Would 1 get & good job? Get mar-
ned? Raise a family?

To the studems in the audience: you probably ask yourselves
some of the same questions. | know that your careers are just
a3 important 1o You as mine is 1o me. ['m here 10 tell you that
your fimere will excead your grestest expectations if you put
your beart and mind into any job you are given. Use all your
talents. You will succeed if you have confidence in your abili-
ties and remember that you were given your own special 1al-
ents 1o benefit others as well as yourselves.

| want 1o share & story sbout someone who was born on this
day (Sept. 12)in 1913, Although he died i 1980, Jesse Owens
is someone worth remembering. As & student sthlete from Ohio
State, Jease Owens represented the United States during the
1936 Olympics. Ilmagine the discrimination thm lesae faced
that year in Berlin. Adolf Hitler had publicly vilified him and
the nine other black xthietes on the American team. Hitler called
them “inferior™ bul, of course, they were not. That year the
United States wok 12 firm-place-awards, more than all the other
52 nations put wgetber.

Jesse Owens ran pn the winning 400-meter relay team snd
won the nmning broad jump. He ran the [00-meter dash ina

D r. Welbome, thank you for that introduction and mak

record 10.2 seconds and also set a new record for the 200meter
race. The crowd roared when Jesse Owens crossed the finish
line in 20.7 seconds. Millions of people worldwide recognized
that be had excelied. Jesse Owens won four gold medals in
field and track_ and he heiped the American team set new world
records. His team was the stronger because of it diversiry,
and because he gyercame prejudice and gave his personal best
Jesse Owens and the rest of the American oack and field ream
showed they had what it takes to be “world class™

U.S. companies today are also siriving 1o be world class.
Business must overcome many new. hurdles. -In 1oday’s glo-
bal economy being “world class™ is, what it takes to remain
competitive and to prosper. That's the only way U.S. business
can continue providing good jobs and a high standard of lin-

I worked in the automobile industry for 20 years of my ca-
reer. So | speak with first-hand knowledge when I wlk about
global competition. The people who came into my auto
dealership in Newberry, South Carolina, wanted to buy the best
car for their money. [t was up to me and to the other people
working for me and for General Motors 10 make sure that our
customers decided that the “best™ vehicle was a Chevrolet or
an Dldsmobile.

Since we are all consumers ourselves it is easy 1o under-
stand why people want to get “a lot for the money.™ we all
wan! the most for our money and, more importantly, we want
to provide the best possible lifestyles for our families, We shop
for the best value in all our purchases.

Whether we are in business for ourselves or work for some-
ooe eise, we should never forgot that — like us — our custom-
e expect the most for their hard-earned dollars. That's wha
I mean when I said that we must put our hearts into our work.

Each of us must give our best if our companies are 1o suc-
ceed. If we arc not willing o give our best, there is someone
else out there who will. 1f not someone else in our company,
then someone elsewhere in the country or the world.

A French suthor recently gave this analogy: Executives are
like joggers because they never stop nmning

1 can't tell you from personal experience that is trv=. Be-
fore joining Detroit Edison, 1 climbed the corporate ladder ai
General Motors and owned land operated an automobile
dealership and my own management consulting firm 1've given
my best, and ['ve never slopped nmning. In business, the tar-
gt we call the “best is™ constntly moving.

We all want better products and services, and we all mus!
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strive o look for better ways 1o do things, to continually im- °

prove and 1o achieve more than has been achieved in the pasi—
just like Jesse Owens set those world records .

This century has brought technological change that people
could not even imagine in 1969 when I was an undergraduate
student. IBM didn't invent the computer floppy disk until the
following year. Today computers allow us to work &t amazing
Internet, or World Wide Web, to share
information with people around the world in less time than it
ook Jesse Owens to run the 100 meter dash.

Here is an example of just how fast the pace of change is in
today's society. Research has shown that fast food customers
will become restless standing in line at MeDonald's for 30 sec-
onds. Just think. That's not much longer than it took Jesse
Owens in 1936 to win a gold medal for the 200-meter dash.

Similarly, electricity consumers expect more today than ever
before. Ifa storm knocks down a power line and people lose
electricity, they want to quickly find out how soon the power
will be restored. Business customers putting in new service of
upgnding existing service demand immediate attention.

My company, Detroit Edison has developed state-of-the-art
computeT SYStems 10 gel in ion from and to our custom-
ers more quickly. Our systems also allow us to provide better
quality information and to offer new services to belp our cus-
tomers become more efficient 30 they can compete more effec-
tively in & global marketplace.

For instance, we're heiping to bring Lon Works computer
chips to commercial use. These, chips can be placed into our
customers' existing electrical wiring to allow them to automati-
cally control their appliances and equipment at their homes and
businesses. New technology means better service for Detroit
Edison customers. Our company and its subsidisries also are
selling this rechnology 10 other businesses throughout the coun-

iﬂﬂuﬁwmmuuwﬁﬂlm&mpmy
employees. For example, the employees working in our com-
puter group all are doing different jobs today than they were
Jjust-four years ago

Similar changes sre under way in all sress of Detroit Edison.
Employees are reinventing their jobs as the company re-engi-
neers itselfl to provide better service to all our customers. We
can’t afford w stand sill. Competition is coming to the elec-
tric mility inchustry just s it did a few years ago to the telecom-
munications industry.

To succeed in our new snvironment, our employees and lead-
etz must have seven qualities. These seven characteristics are
st the heart of any successful team.

These same seven qualities also are essential for career suc-
cess 50 | want to help you 1o remeember them  Close your eyes
for a moment. Picmure yourself tasting a shiny red apple that is
30 good that your mouth waters snd you want to est the fruitto
the core. Now picture & FTD delivery truck pulling in front of
your home and delivering a dozen long-stemmed red roses. |

wanl you to use thess mental pictires as a mmemonic device to
recall the words CORE and FTD. It will be easy 1o remember
the seven anributes of 2 successful team if you spell out these
wo words.

First, the C in Core reminds us of our customers and that
they have choices as to bow to spend their money. How do we
show that we care sbout our customens? Do we demonstrats
that we are concerned about satisfying all their needs? Do we
listen carefully to better understand what they really want?

We all have customers. 'We all have (o sell something We
all sell ourselves. So being customer driven can help you right
now. For insance, if you are looking for a job, you must con-
vince recruiters that you have the skills the company needs.
How do you do that? By researching companies and finding
ones that match your abilities. Talk to people. Learn more
sbout the company that you want to work for so that you can
put your focus on how you might belp it. Show your initiative.
Find new ways to convince managers that you are the best per-
son for the job. Afier all, in this example, the company is the
customer that you want to buy your service.

Remember, the C in Core stands for Customer driven, an
mpmwnyutmmmsﬁnmudmymumhl

Thkmﬂmﬂ:mmmﬂnnnﬂshrnpnmm Ne
matter how bleak the situstion, we must never give up hope.

That message comes out clearly in the book, The Diary of s
Young Girl. Anne Frank was a teenager whose family went
imo hiding in Holland because of the oppression that Jews suf-
fered during Hitler's reign. This teenager’s diary had a huge
effect on our world. Even today, five decades after her death
in a German concentration camp, Anne Frank is remembered
for ber overwhelming optimism.

prhrenuﬂnukmhﬂppenpluhq:mpdymm-
umph. Candy Lichtner founded Mothers Against Dnunk Driv-
ing in 1980 after ber teenager deughter died in a traffic scci-
#mmdum;ldrukm Lichmer also, organized Stu-

dents Against Drunk Driving. These two national organira-
tions have changed the way people think about drinking and
mm!hluuwdmmﬂml:im.

Successful people think in terms of opporumities, The cel-
ghrate their successes. They also recognize and reward fellow
team members for their contributions.

The letter R in Core reminds us there is no reward. withowt
some risks. Successful people take responsible risks. They
mecognize certain failures are pecesaary 1n iearning and growth..

Perhaps no one understood this better than Ronald McMair,
a former student of North Carolina A&T. A crew member of
the Challenger. McMNair was one of my beroes even before he
died in 1986. Two ywars before that fital Hight, he was the
second black man in space and &3 8 scientist-astronaut belped
launch a commumications sateilite. Like any champion, McNair
knew that “True courage comes in enduring persevering, prepa-
ration and believing in oneself
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Penseverance. Preparation. Confidence. Those same quali-
ties can help each of you conquer the unknown

The letter E reminds us that success comes from being effi-
cient. successful people value results, not activity for its own
sake. They have a pever-ending desire to improve. Like Jesse
Orwens, winners form teams that are fast and efficient.

Mow I'd like you to remember your mental picture of those
besutiful roses that the FTD florist delivered 1o your home.

F— T— D. The letter F stands for Flexibility. A successful
texm can quickly change the way it thinks about its environ-
ment. H can olerate ambiguity, team members can navigale
and ravel multiple paths using a compass if they don't have a
map. m*uwmmmmumwwmmr
alternate approaches 1o reach their destination.

The lener T in the acronym F—T—D reminds us that suc-
cessful people are Team focused. They work together for a
commeon goal. They share information and decision making.
They know the business not just their jobs. Members are self-
direcied; leaders can come from anywhere on the team

The letter D reminds us that successful teams — like the
1936 American Olympic team — are diverse. UFIihAdulf
Hitlnﬁmuﬁmﬂmm}mm‘muh
Olympics, successful people willingly admit when they are
mistaken. The ultimate winners in life admit when they are

. Succesaful teams respect the indi-
vidual, j ideas on their own meris. They reward
Mkf::lﬂ}']m . Successful people earn trust through
integrity. They allow constructive dissent to add value, build-
iqmﬁmﬂeﬂbﬁﬁﬂnhﬂﬂqm.m“

Tummwmmmgm
was found on the 1936 Olympic team . Although Detroit Edison
has more than 10 billion dollars in sxsets, »= don't own our

e wmunt
deve our systems, we can't continue 10 suce
mh:s,hpflimpiwm are willing to put their besrts and minds
into each day's work. -- ;

wmkth:kﬂthﬁ“ﬂ.mhﬁlxﬂdﬁw
of men and women. Tﬂﬂdwmm.l
believe American businesses will continue to excel just as surely
a5 our courttry won the race to put a man on the moon.

Alfirmative Action bepefits everyooe. Young snd old. Men
mmmw,mmw::nmh.rﬁpm
or national origin. We all peed each other. The unique talents
that people offer us are much more important to us than their
differences. We must never limit ourselves, or our society, by
excluding smyone. We must cultivate all of our talents.

Who knows who will discover a cure for diseases like can-
cer and AIDS? Jonas Salk was anly so sverage student in high

school who was generally ignored by his clazsmates, but he
went on to discover the polio vaccine. o .

When Ben Carson was growing up in Detroit, I"m sore that
most people pever realired that this young blsck man would
grow up to be a talented At one point Ben wms
doing so poorly in school that his math teacher said she was
encouraged when be finally turned in 8 “D™ aszsignment When
be was 14, Ben fougin a friend with a Imife and nearty killed
him. It was then that he decided to turn his life around.

Ben set out 1o fulfill his dream of becoming a doctor and
saving people. He improved his grades, graduating third in his
high 3chool class and receiving scholarships 1o Yale and the
University of Michigan Medical School by the time he was 33,
director of pediarric neurosurgery at Johns Hopkins Hospitwl
In 1987, Dr. Ben Carson did what other surgeons thought was
impossible. He sepsrated Siamese twins joined at the bhead.
Patrick and Benjamin Binder wouldn’t have had a chance if
Ben Carson hadn't pursued his dream 10 be a doctor.
~ Much of the strength, the creative genius and the soul of
American society comes from is diversity. Our potential is
greater than ever. U.S. business will prosper as it recognizes
the value of & diverse work force and uses all of its resources.
Diversity will kelp companies keep moving in the right direc-
tion As the pace picks up in our increasingly comnected multi-
cultural world.

In conclusion, ] offer some advice o oday's students. Rec-
ognize the differences between yourselves and others but never
let those differences stop you in your tracks or in your career.

Keep caring. . )

Remember the tasty apple, the beamniful flowers and think
of the seven qualities in the word CORE and the acronym F.T.D.

Don't be afrid to bite deep into the fruit of life.
Show your Care and Concem

Take Responsible Risks

Be Efficient and keep your eye on Results

And I hope you will still smell the roses no maner how fast
you sre moving. Join groups that are:

Flexible

Team Oriented

and that value diversity

But most of all, remember the customer deserves nothing
Jexs, than your best. And, | am confident that you'll create
career opportunities for yourselves that exceed your highest
expecurions today. Of course, you may pot think so ut the
time because the wimners in life — like Jesse Owens — are
always looking for ways they can go faster or jump higher.
They realize that is what it take to be world class.

Thank you for your anemion and | wish you the very best.




