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challenges. How you handle those challenges is what really counts.  How you listen, analyze and respond is what “delights the customer,” even if what you tell them isn’t always what they want to hear. 


Additional rules to live by include:


Accept these challenges as opportunities 


Respond with urgency, bringing objective solutions to the table 


Remember to keep the emotion out and stick to the facts


Say what you’ll do and do what you say


Under promise and over deliver


Inspect what you expect


Get really good at using feedback channels to seek out continuous improvement opportunities


Communicate, communicate, communicate – lack of, is the root to all issues


Celebrate your successes with your team and your customer


Customers expect and respect your counsel and advice. I’m certain it’s part of the reason they selected you. So don’t shy away from the great debates; they can bring fantastic solutions.


“Delighting your customer” with each and every interaction is a lofty goal, but one worth striving for.


�


Suppliers Recognized 


Kelly Services awarded four top performing suppliers with its annual Kelly Supplier Diversity Development BRIDGE Award, Building Relationships through an Investment in Diversity with the Goal of Excellence. 


Kelly’s Supplier Diversity 





MAY 2003	VOLUME 1 NO. ONE				VOLUME 1 NO. ONE








As a result, the SOP was never formally written. You can “delight your customer” with each opportunity by preparing for success and following some underlying fundamentals.


The first step in preparing for success is to document the expectations the customer holds for you and your business. This documentation process will help you stay focused on the key deliverables as you build your processes. Once complete, a team with competencies that align with the customer’s expectations needs to be assembled. Arm the team with the history of how you got to this point, a thorough understanding of your customer’s expectations, your confidence in their success and your support to ensure that success. 


The next step is to review the list of expectations and begin to design processes, procedures, tools and practices necessary to deliver. If you invest the appropriate time here, it is guaranteed to pay off dividends.  It’s also important to test your designs. Run them through multiple “what ifs” and ask the hard questions about failures and how to design them out or put in place contingencies in the event they occur. Your processes should include an escalation model that outlines who and how problems are addressed.  


As a final step, collaborate with your customer to build metrics or Service Level Agreements (SLAs) that will help you measure your performance and identify when corrective actions should be taken.


You’ve heard the old adage, the customer is always right. Well, we know that isn’t always true; but it is important and critical to recognize that there will be 
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CONTACT US:


Kelly Supplier Diversity Department


999 West Big Beaver


Troy, MI 48084


Email: SPLRDiversity@kellyservices.com





Lisa Wilson, Editor, Administrative Manager, Kelly Supplier Diversity Development





This e-newsletter is intended to provide general information, and is not intended to provide legal or tax advice.  Please contact your attorney for more information or specific questions or concerns you may have about the issues covered in this newsletter.





Special thank you to Office of the President Accounts and Global Sales departments for their contributions to this issue.
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The salespeople who impress me are the ones who have this knowledge. They research the business of their clients and they understand the potential problems and areas for improvement. They are more consultative and try to work to understand the business, instead of trying to be too general or uninformed. Those who listen well and ask good questions, are professionals. They can clearly explain what value their products or services can bring to the client to achieve better results.


We work with our salespeople and account managers so they are able to do the same things with our customers. We conduct strategy sessions with our sales force, so they clearly understand the direction of the organization and how we can best service the customer before presenting a solution. We also put a lot of emphasis on sharing successes, lessons learned, and best practices. We can learn from each other in order to better hone skills in working with customers. 


In addition, having a positive attitude, strong work ethic and the ability to do whatever it takes to support the clients' business needs





A Message From: 


Carol J. Johnson, Senior Vice President, Global Sales, Kelly Services, Inc.


Inside the Minds: �The Art of Sales


In today’s highly competitive market, it is critically important that we find ways to differentiate ourselves. The key to success is in the skills required to display credibility through knowledge and value through delivery. This is a difficult balance to achieve but one that is proven based on insight from the information provided from the following excerpt:


Habits of Effective Salespeople. An effective salesperson must be willing to do his or her homework by researching customers and prospects before approaching them.


Many times salespeople from other companies will say, "Tell me what Kelly does?" As an executive, I don't have time to teach them my business. Salespeople, who are professionals, will offer some level of understanding of our industry, what we do and how they can best make an impact on our business. 









































is critical to the consistent success of a salesperson. Salespeople who work really hard one year and kick back a bit the next year, do not deliver consistent results to their companies.


It is increasingly important that salespeople have a broad range of business skills. In today's environment, the ability to be a good communicator is critical, along with the ability to have excellent collaboration skills. Working with large Fortune 500 companies, salespeople must have the skills to communicate across the organization and be the voice for their customers and align the resources to support those customers.


�


“If you have no confidence in self you are twice defeated in the race of life. With confidence you have won even before you have started.” 


Marcus Garvey �(1887 - 1940)


�


“Delighting the Customer”


By Tim McAward, Vice President Operations, Office of the President Accounts, Kelly Services, Inc.


About 12 years ago while we were developing our Kelly Quality Management System (KQMS), I was charged with writing our department’s Standard Operating Procedure (SOP), for servicing our customers. My philosophy has always been very simple, “delight the customer” in every interaction.  While I thought about how to write that very simple process, it became clear that each interaction is unique, complicated by multiple external influences, that may be outside of our control and frankly unknown to us.
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information technology and


engineering services.


Interior Systems Contract Group (ISCG), Inc. – Certified by the National Women Business Owners Corporation and Women’s Business Enterprise National Council, ISCG is a workplace design and furnishings company based in Royal Oak, Michigan.


Supplier Diversity Calendar 


April 2007


23rd — 24th	Dallas/Fort Worth Minority Business Council�“Access 2007”�Location: Arlington Convention Center�Arlington, TX 


30th — May 2	Michigan Minority Business Development Council�“The 26th Annual Michigan Minority �Procurement Conference and Trade Fair”�Location: Cobo Conference and Exhibition Center�Detroit, MI 


May 2007


22nd 	35th Anniversary�� HYPERLINK "http://www.nmsdcus.org/events/Dinner%20Dance%202007%20a.pdf" �Minority Business�Leadership Awards�Dinner-Dance��Location: Hilton New York and Towers�New York, NY


June 2007


20th — 21st  	Northwest Minority Business Council�“Showcase 2007”�Location: Meydenbauer Center�Bellevue, WA 


25th — 28th 	WBENC's 8th Annual National Conference and Business Fair �Location: Los Angeles, CA 





July 2007


26th 	Northern California Supplier Development Council�“Minority Business Opportunity Expo”�Location: The Festival Pavilion at Fort Mason�San Francisco, CA  


�





Did You Know…?


◊ Kelly now operates in 32 countries and territories spanning the globe. 


◊ In 1964, Kelly opened a Puerto Rico office, which was the first office to open outside of North America.


◊ Kelly is number one among multi-national staffing companies in Russia.


◊ Kelly Thailand operated as a pure Executive Search company for ten years before the Commercial business was introduced in 2005.


◊ In 2007, Kelly acquires the remaining shares of Tempstaff Kelly, a joint venture originally created with Sony Corporation and Tempstaff, the second largest staffing company in Japan.


◊ Kelly recently acquired CGR/seven LLC, a creative services staffing firm, which specializes in providing a wide range of creative talent, including graphic designers, art directors, copywriters, Web developers, Flash and motion graphics artists.


◊ Kelly’s most recent acquisition, Talents Technology (which consists of Talents Polska and Talents CZ), is a permanent placement and executive search firm with operations in the Czech Republic and Poland.








Development team established the BRIDGE Award to acknowledge Kelly’s diverse suppliers for their outstanding and unparalleled excellence in service delivery and to recognize the important contributions of minority, women, and disabled veteran business enterprises.


To qualify for the award, Kelly suppliers must be a certified minority, women’s, or disabled veteran business enterprise, provide staffing support and/or procurement services to Kelly and its customers, and meet established criteria in three objective categories, which include service, responsiveness, and professionalism.  


Four overall companies were selected from more than 500 of Kelly’s diverse teaming partners to receive a BRIDGE Award, including:


ExecuPharm, Inc. – Headquartered in Philadelphia and certified by the Women’s Business Enterprise Council, ExecuPharm is a national pharmaceutical, biotechnology and CRO recruiting firm.


Synico – Certified by the Minnesota Minority Supplier Development Council, Synico is a Minnetonka, Minnesota-based staffing solutions company, specializing in the placement of administrative and information technology personnel. 


The Norland Group – Headquartered in Mountain View, California and certified by the National Minority Supplier Development Council, The Norland Group provides workforce solutions: administrative support, 
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“Supplier diversity makes good business sense and leads to positive results for all involved. Kelly’s long-standing goal is to foster growth among Minority, Women and Disabled Veteran Business Enterprises. This enables our company to access a broader pool of talent, which in turn serves the strategic needs of our customers.”





Carl Camden�President and Chief Executive Officer, �Kelly Services, Inc.
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