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February 23, 2001

Dear Jeff:
This letter may be somewhat late but the comments are still very relevant.

Thank you very much for speaking at our Customer Service Conventions last
October in both Edmonton and Calgary. Our audiences appreciated your style
and sense of humor and found tremendous value in your use of examples to drive
home a point. Over the years it is easy to fall into routines when dealing with
common situations — your seminars reminded us all that while the situation may
be common to us, to the customer it is unique and deserves to be treated as if
- ~ we’ve never heard it or seen it before. One of the participants suggested to us that
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Your suggestions were practical and could be put to use immediately. There is a
great deal of value in taking new ideas back to the office and being energized to
implement them right away.

Thank you again, we will be on the lookout for more opportunities to work
together in the future.
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