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Call for News! 
 
The next edition of the Campus Connection, 
CSNE’s Newsletter, will be going to print in 
the fall.  Please submit your professional or 
personal news, job openings, photos, articles 
and/or advertisements to office@csne.net by 
October 1st. 

More Great Programs from 
CSNE Will Be Coming Your 
Way! 

CSNE will once again be offering a very affordable 
and very compelling fall one-day program.  It is 
being chaired by Robin Dziczek, Assistant 
Director/Textbooks, Assumption College 
Bookstore. All members will receive more 
information including registration and sponsorship 
info, later this summer. 
 
CSNE and CSA-NYS will be offering a Joint 
Meeting & Trade Show in April 2010.  Details will 
be shared with the membership soon. 
 

administrations in keeping institutional and independent bookstores.  At the same time, our vendor 
members are huge partners in our association and our overall success in the stores.  We need to 
make sure they equate the value for all the investments they put into membership, sponsoring 
events, advertising and having a booth at one of our trade shows.   

 
CSNE:  What changes have you noticed in CSNE since you have been involved in the association?   
Fecho: I have been very pleased to see our Prep Schools become a bigger and more active part of our 

association and our Board.  Now we have the position of Prep School Director and of course we 
changed our name to Campus Stores of New England a few years ago to reflect this growing 
segment of our association.  We actually have 2 Board members who are from Prep Schools, our 
Director of Prep Schools, Jo Lee from Brooks School and Louisa Jones from Pomfret School is our 
Membership Chair.  We also have annual Prep School Get Together Meetings now.   

 
CSNE:  What is the one thing you want to do in life before you die that you haven't done already?    
Fecho: We love to travel, so visit the 7 continents.  Only have 2 down so far. 
 
CSNE:  If you weren't working as Professional/Regional Campus Stores Division Manager, what other 

career could you see yourself doing?  
Fecho: Well I always dreamed of being a professional baseball player, so I guess I’d be in my front office 

or coaching role at this point since I’m in the twilight years for a baseball player now…:-)  My 
current dream is still to find a job where I can work from a hammock on the beach in Hawaii from 
my laptop.  Any offers out there? 

(Continued from page 11) 
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Not long ago, I found myself at the Four Seasons in Scottsdale , AZ. I was meeting a friend for a cigar, he had called 
ahead to confirm their “cigar bar” advertisement about having an indoor location for smoking. When I arrived, I found 
my friend sitting outside and just a bit agitated. It turned out that the hotel employee he talked to had given him the 
wrong information, as was their advertisement incorrect. 
 
An Opportunity Arose, What to Do? 
During our first five minutes together, two hotel managers (separately) visited us to apologize for the oversight. The 
second offered to cover our first round for the inconvenience both of us experienced in driving 20 minutes out of our 
way to visit the Four Seasons indoor cigar bar, which did not exist. 
 
The conversation we had while enjoying our complementary drinks was that at least they, the management at the 
Four Seasons, made an effort to do something to make us fans rather than enemies. Perhaps not raging fans, but 
we were at the least, satisfied with the outcome. However, we did not select to stay at the hotel for dinner but rather 
selected a local chop house. The situation was neutralized, but for the Four Seasons, they lost our dinner business. 
 
Fast forward two weeks to my American Airlines flight from New Orleans back to Los Angeles (LAX). An opportunity 
arose for American Airlines, what did they do? Here is the email response from the American Airlines customer 
relations representative: 
 
Dear Mr. Rigsbee: 
 
I'm sorry you didn't receive your baggage as expected when you traveled with us April 30. We know how frustrating it is for our customers to be 
without their belongings and we continually look for ways to improve and refine our baggage handling procedures to minimize such experiences. 
 
I know, too, it was disappointing to discover that your belongings were damaged. While we work very hard to avoid these mishaps, unfortunately, 
they do sometimes occur. When this kind of difficulty happens, every effort is made to make amends in a reasonable manner. However, as 
previously explained, our conditions of liability exclude any damage claim not initially reported in person within 24 hours after the receipt of your 
checked items. 
 
Mr. Rigsbee, I know my response will disappoint you. Nevertheless, we do have very specific policies and procedures concerning baggage 
liability, and we are unwilling to make an exception in your case. We hope in time you will understand our position and again choose American for 
your travel. 
 
Sincerely,  
 
Tania L. Duggan 
Customer Relations 
American Airlines   
 
This is an "outgoing only" email address. If you 'reply' to this message by simply selecting the reply button, we will not receive your additional 
comments. Please assist us in providing you with a timely response to any feedback you have for us by always sending us your email messages 
via AA.com.”  
 
Wow! American Airlines had a Chance and They Squandered it! 
Let’s explore the situation. They fail to get my bag to LAX when it is supposed to be there. They then deliver it to my 
home in damaged condition. I’m out of town and my wife calls American’s baggage information telephone number 
and they refuse to handle the situation, tell her to call American Airlines at LAX. She does so and gets only a 
recording stating that the damaged bag will have to be brought back to the airport within 24 hours (one-plus hours 
drive each direction). She gives up, believing that my brand spanking new, $150 bag, is just not worth that kind of 
hassle. What would you do? 
 
I return home a couple days later, call the same baggage information number and talk to a nice lady by the name of 
Jane Middleton. I asked for a supervisor and Jane told me that she was one. However, Jane had no power to make 
a decision and repeatedly told me about their “guidelines.” Funny thing is that she never asked me this simple but 
powerful question, “What would you like us to do for you?” I told Jane that her boss’ boss could handle the situation.  

(Continued on page 14) 
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She told me that “she” probably could but “she” doesn’t take phone calls. 
 
I then sent several emails to American Airlines and you saw above the only response—basically a nice “take a hike” 
letter. And did you notice that American Airlines does not even allow me to reply to their note? If I want to 
communicate with them I have to go to their web site and go through the entire process again. They are truly hiding 
behind the internet. 
 
What Could Have American Airlines Done? 
The simplest solution would have been for American Airlines to offer me some of their “funny money,” their travel 
vouchers. The reality is that many people never use the flight voucher credits or if they do, it is to buy a more 
expensive ticket. The real cost to American Airlines for that kind of solution would be approximately zero dollars. But, 
Jane never asked what I wanted; she just kept on telling me about the guidelines. Guidelines and not policy? 
Hmmmm! 
 
Will I ever fly with American Airlines again? Sure I will. Some day, a time will that they are the only game in getting 
me to a particular location I need to visit. However from this point on, they will be my LAST choice. 
 
The Rest of the Story 
I was flying on American Airlines instead of my favorite airlines, United, because I meet an American Airlines 
meetings department salesperson at an event a couple months earlier. She was pushing me to sign up with 
American to make them the preferred airline for a meeting that I’m organizing for the end of the year. So, I gave 
American a chance. I’ll tell you this much, since I am the one that makes the decision, American Airlines will NOT be 
the airline partner for my coming meeting. 
 
American Airlines choice to snub me is a legal one. However along with being immoral and unethical; it was also 
financially stupid! Because they hosed me on taking care of a $150 bag that they neglectfully handled and damaged 
(shattered the back support)—I, the consumer vote with my dollars and they will not get the meeting deal, or any 
other future meeting deals, or much of my personal business in the future. What’s that going to cost American 
Airlines? 
 
How Does this Apply to You? 
You are most likely either fuming because you had a similar experience with American Airlines or another carrier. Or, 
perhaps you are thinking that your company would never be so penny wise and dollar foolish? Here is the rub; are 
ALL of your employees trained and empowered to make intelligent customer service decisions? I would bet against 
that being the case in most situations. 
 
At the Four Seasons in Scottsdale , the “supervisor” had the authority and decided to use that authority to keep 
patrons happy, or at least satisfied. Let’s face it, how much is their real cost for a couple of drinks? In contrast at 
American Airlines, the “supervisor” either had no authority or just simply hid behind company guidelines. And what 
would have been the real cost for American Airlines to do the right thing? Their “funny money” costs them nothing. 
 
I encourage you to have sporadic private meetings with your employees and lay out an easily anticipated scenario. 
Ask them how they think you would want them to handle the situation. If their answer is the correct one, 
acknowledge them for knowledge in your organization. If it is the wrong answer, take it as a training opportunity 
rather than to rebuff them. Help your employees to understand the value of seeing the big picture in business. 
  
Copyright © 2009 Ed Rigsbee 
 
Ed Rigsbee, Certified Speaking Professional, travels internationally to deliver keynote presentations and workshops on effective and profitable 
alliance relationships. In addition to serving as the president of Rigsbee Research Consulting Group, Ed also serves as the CEO and Executive 
Director of a (501 c 3) public, non-profit charity. Ed has authored three books and over 1,500 articles to help organizations to take full advantage 
of their potential. While Ed has been fumbling, bumbling, and stumbling his way through the organizational mazes of for-profits and non-profits for 
over four decades, he has been an observer, researcher, and teacher; helping organizations of all sizes to build successful internal and external 
collaborative relationships. Contact Ed, get additional (no charge) resources, sign up for his complimentary weekly Effective Executive eLetter, or 
to view Ed’s videos, please visit www.Rigsbee.com  
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Thank You for Making the 2009 Super Regional a Super Event!!! 
 

 

Bronze Sponsors: 
Cengage Learning 

Douglas Stewart Company 
Storm Duds 

 
 
In-Kind Donors: 

 

Balfour 
Bolducs Apparel 

Boxercraft 
Camp David 

Campus Customs 
Champion  

Rick Schwartz of Charles River Apparel 
Envirotote 

Framing Success 
Gear for Sports 

MCM 
MV Sport 

Neil Enterprises 
Roaring Springs 
Spirit Products 

Platinum Sponsors: 
 
 
 
 
 
 
 
 
 
 
Gold Sponsor: 
 
 
 
 
Silver Sponsors: 

Thank you 2009 Super Regional Committee—Chaired by Peg Mead, Balfour and Sarah Potter, Bates College Store 



2009 Super Regional Photos 
Courtesy of Robin Dziczek, Assumption College Bookstore and Marie Forbes, Forbes Photographics 
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 Catch the Super Gong Show Performances on YouTube! 
 http://www.youtube.com/watch?v=kvDzNJNu9vA 
 http://www.youtube.com/watch?v=X-3PXhff-fg 


