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About the Excellence in Customer Service 
(EICS) Program

In 1995, the Better Business Bureau of Southern Colorado 
created the EICS program. The simple premise was to help 
make southern Colorado a better place to work and live. 
The program was designed to help businesses improve their 
service practices, increase customer satisfaction and build 
profitable relationships to keep customers coming back. 
Companies that apply complete the EICS application, which 
consists of in-depth essay questions based on the National 
Malcolm Baldrige Quality Award criteria. While completing 
the application, the company takes a thorough look at their 
programs and documents the extent (approach), quality 
(deployment) and effectiveness (results) of their customer 
service practices.

Former recipients of the award have stated:

“EICS brought a complete re-focus on both our external 
customers and internal customers. I would highly recommend 
the program to any and all businesses in our community.”

Tire World Inc.

“The EICS award program is an excellent way for any 
company to gauge customer service practices. We felt we 
were doing a pretty good job, but we only had ourselves 
to ask. The application makes you take a hard look at your 
practices and policies and the site review brought in people 
from outside, that are not in the same line of business, and 
gave us an unbiased review of what we are doing well and 
what areas need some improvement.”

American Medical Response

“I think EICS is great! It is also great for businesses!”

Winning Ways Management Inc.

“We appreciate and value the Better Business Bureau’s 
commitment to a thorough and fair evaluation process. 
It makes the recognition an even greater source of pride 
knowing that it was only after an exhaustive review that a 
selection was made.”

T-Mobile Colorado Springs

“The reward for US Bank is not just getting this award, but in 
completing the process of the application.”

US Bank Colorado Springs

“The BBB EICS process helped us go from a passive customer 
satisfaction process to an active one. During the EICS process 
we developed a live customer satisfaction tracking system 
showing trends and concerns which we display on a large TV 
monitor and update three times a day for all employees to 
see.”

The Wirenut
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2011 Better Business Bureau® 
of Southern Colorado 

Board of Directors

Chair
Camille Blakely – Blakely + Company

Past Chair
Glenn Strebe – Air Academy Federal Credit Union

Vice Chair/Treasurer
Randy Geving – Six & Geving Insurance

Secretary
Chris Washko – Photographer’s Edge

Officers at Large
Matt Colligan – Champion Windows of Colorado Springs
Lynn Koldenhoven - Checks Unlimited
Paul Masar – BKD, Inc.

Board Members
Shelby Austin - Austin Insurance Agency Inc.
Matt Barrett – Graham Advertising
Susan Bell-Smith - Penrad Imaging
Beth Braaten – Colorado Technical University
Jennifer Butcher – HRPro Consulting
Vince Colarelli - Colarelli Construction
Brenda Heinicke - Brenda K Heinicke LLC
Bill Johannsen - C&C Sand and Stone Company
James D. Lucas - Stop Smoking Center of Southern
                          Colorado
Susan L. Miller - US Bank
James L. (Jim) Nunn Jr. – Freedom Financial Services
Bob Penkhus - Bob Penkhus Volvo Mazda
David Sarton - Sperry & Mock The Floor Store

2011 Better Business Bureau® 
of Southern Colorado 

Foundation Board of Trustees

Chair
Mark A. Wild – Security Service Federal Credit Union

Past Chair
Gary Peacock - WalMart

Vice Chair/Treasurer  
Susan Presti – Colorado Springs Utilities

Secretary
Ted Sayer – American Medical Response

Trustees
Julie Armstrong - Jenny Craig
Patsy Buchwald – Colorado Balloon Classic
McDonald (Mac) Kemp – MWR, Ft. Carson
Ray Nunn - Nunn Construction
Michael Pennica – Pennica Financial Group Inc.
Kelly Shaffer – ADD Staff

68

Better Business Bureau® of Southern Colorado		
  Foundation, Inc.
25 N. Wahsatch Avenue, Colorado Springs, CO 80903

Phone: 719.636.5076
Toll free: 866.206.1094
Fax: 719.636.5078
e-mail: info@bbbsc.org
Web: www.bbb.org

THANK YOU
FOR

CELEBRATING
THIS

EVENING
WITH US!

Celebrate
Excellence

Floral centerpieces donated by
John Lendenmann of

Burghard Floral

Silent Auction Music provided by BBB
staff member Ryan Luecke

Watch for details about next year’s
event in September, 2012.

The Better Business Bureau of Southern Colorado Foundation, Inc. 
is a 501 (c)(3) non-profit organization. A portion of your partnership 
purchase will count as a charitable/educational deduction on your 
income tax return.

5 p.m.	 Cash bar and Silent Auction opens

5 - 7 p.m.	 Silent auction
	 Proceeds go to military, business, senior 
		  and teen programs

6 p.m.	 Welcome
	 Jon Karroll, KRDO NewsChannel 13
	 All Services Color Guard
	 National Anthem: Corbin George
	 Invocation: Matt Barrett, Business
		  Manager, Graham Advertising

6:10 p.m.	 Dinner served

7:10 p.m.	 Remarks and recognition
	 Carol Odell, CEO, BBB of SC
	 Camille Blakely, President, Blakely +
		  Company

	 Scholarship presentation
	 Mark A. Wild, Security Service Federal 
		  Credit Union

7:20 p.m.	 Keynote address with Peter Lemon
		  The Hero Within
		
7:45 p.m.	 Award presentation
	 Emcee, Jon Karroll, KRDO NewsChannel 13
	 Steve Andrilla, EICS Program Lead
	 George Harris, GE Johnson Construction

8:30 p.m.	 Closing remarks

Peter C. Lemon

The Hero Within

Mr. Lemon received the Medal of Honor for action April 1, 1970 
while serving with his unit Company E (RECON) 2/8, 1st Cavalry 
Division.  He dedicates his award and pays 
tribute to all those who served in his unit and 
most importantly the three comrades he lost 
in the battle for which he received the award: 
Casey Waller, Nathan Mann and Brent Street. 
Presented by the President of the United 
States in the Name of the Congress, it is the 
highest honor that can be bestowed upon 
any American.  The criteria for this award are 
stringent with the person having voluntarily 
performed the deed at the risk of life.  The 
action must also be one that outstandingly displays conspicuous 
gallantry and intrepidity, above and beyond the call of duty, 
typically to save someone else’s life.

Mr. Lemon is the author of the inspirational book Beyond the Medal,  
A Journey from Their Hearts to Yours, written in response to his 
children’s questions about the recipients of the Congressional 
Medal of Honor.

In Beyond the Medal, the recipients tell in their own words about 
the people and incidents that have shaped their lives. Although 
they have gone where we may not, you will discover these 
exemplary individuals are similar to you and me. They are farmers, 
businessmen, politicians; sons from all walks of life. This book will 
make you feel proud to be one of them - an American.

Tonight Mr. Lemon will encourage us to answer our deepest and 
most intimate questions with regard to our own personal courage 
while we strive to achieve excellence in our professional life.  
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2011 Excellence in Customer Service
Dinner & Award Gala

“The All American Dream”
Honoring the best customer service systems in
southern Colorado, Friday, September 23, 2011
Cheyenne Mountain Resort, Colorado Springs

Please use the card provided at your
table for your donation tonight.
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2011 Better Business Bureau® 
Pueblo Advisory Council

Howard Absetz – Mobile Record Shredders
Shelby Austin – Austin Insurance Agency Inc.
Jeff Cole – Helping Hands Home Services
Marty Guerra – Frontier Business Products
Brian Lucas – Elk Valley Construction
Shelly McPherson – American Wiping Rags
Caroline Parra – Small Business Development Center
Maria Puttre – Almighty Exteriors
Erin Somes – Grand Signs
Laura Stankiewicz – LOA Ladies Fitness

Lead Evaluator
Steve Andrilla

Evaluators
Clara Akins	 Lori Nolen
Katie Borremans	 Teresa Oswandel
Rebecca Bumgarner	 Carrie-Anne Oyloe
Ken Gibson	 Sammy Payne 
Steve Glaeser	 Jane Peck
Lauren Hennessy	 Joanne Peterson
Melissa Kerr	 Miranda Price
Colleen Knapp	 Dave Richards
Mark Laborde	 Val Schoenherr
John Mayher 	 Dave Sisson
Tom McCormick	 Tim Spelman
Mike Miller	 Meri Villane

Applications are reviewed and assessed by a team of 
volunteer evaluators who are recruited, screened and 

trained to adhere to a very strict code of ethics. 

 Thank you for your dedication and support!
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Celebrate Excellence

2011 Excellence in Customer Service Evaluators

	 	 	 	 	
Event Partners

American Furniture Warehouse
Checks Unlimited

Colorado Technical University
NewsChannel 13 KRDO
Pinnacol Assurance

The Gazette

Speaker Partners

Air Academy Federal Credit Union
Thayer Productions

Contributing Partners

American Medical Response
Blakely + Company
Burghard Floral

Cheyenne Mountain Resort
Security Service Federal Credit Union

US Bank
Wal-Mart

Scholarship Partners

Photographer’s Edge
Security Service Federal Credit Union

Woodford Manufacturing

Corporate Tables

AspenPointe Inc
BiggsKofford/Photographer’s Edge

Colorado Springs Utilities
Comcast

Ent Federal Credit Union
Luisa Graff Jewelers/Six & Geving Insurance
Moody Ins./Principal Financial/Payroll City
Oral Surgery Associates of Colorado Springs

Penrad Imaging
Strategic Financial Partners

Trax Construction

Ethics Award Partner

GE Johnson Construction

We regret the omission of any partners that came in after the printing 
of this program. 

4

2011 Partners
2011 Excellence in Customer

Service Applicants

AspenPointe Inc.
AspenPointe empowers clients, enriches lives and embraces 
purpose through individual and family services in mental 
health, substance abuse, career development, education, 
housing, jail diversion/reintegration, telephonic wellness, 
and managed care.  

Champion Windows of Colorado Springs
A premier window and door manufacturer offering energy 
efficient and low maintenance home improvement products 
including windows, vinyl siding, patio rooms and doors.

Japanese Connection
Since 1979 Japanese Connection Inc. has been proud of 
our reputation for top quality maintenance and repair of 
Japanese and domestic vehicles. Using premium quality 
parts, certified expert technicians, and being responsive to 
the needs and wants of our customers is what separates us 
from the rest!

Learning Rx
LearningRx offers one-on-one, personal brain training to 
students and adults who want to improve their attention, 
memory, reading and math skills.  With unmatched results 
and personalized training, LearningRx is known for high 
customer service ratings.

Old World Roofing
Old World Roofing is a family owned company serving 
Colorado since 1977. We are roofing specialists also 
providing gutters and insulation. A+ rated with the BBB, 
we are an Owens Corning Platinum Preferred Contractor. 
We had the pleasure of receiving the EICS Award in 2007. 

Oral Surgery Associates of Colorado
OSA is a dedicated team of professionals who strive to 
provide the best oral and maxillofacial surgical care to our 
community. We understand how important it is to feel safe, 
comfortable and confident while in the care of our office 
team.

Pioneer Services – A Division of MidCountry Bank
Pioneer Services has provided financial services and 
education to members of the Armed Forces for 25 years.  
We are a leader in military lending, offering traditional 
loans, VA loans, certificates of deposit, savings accounts 
and award-winning financial education through a network 
of offices and on the Internet.  

UCCS in partnership with the Better Business Bureau of 
Southern Colorado recognizes the following applicants for 
the GE Johnson Award for Marketplace Ethics:

Berwick Electric Co.
Pioneer Services
Webster University

Each applicant is required to have exemplary management 
practices, high standards in customer relations, honesty, 
integrity in marketing and advertising, and a positive 
reputation in the community. The winner will be announced 
during the awards presentation.

Also presented tonight are two $2500 scholarships, one 
to Rebecca Higgs, and one to Nathan Oden. Rebecca 
graduated from Pueblo South High School, and plans to 
study journalism at the University of Colorado at Boulder. 
Nathan graduated from Coronado High School and is 
attending CSU Fort Collins to major in psychology and 
minor in music - he plays trombone, piano, euphonium, 
marimba and flute.   
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YOU CAN BE
A WINNER!

Interested in participating
in the 2012

Excellence in Customer Service
(EICS) program?

Excellence
in Customer Service

2012

Each year the Better Business Bureau of Southern 
Colorado Foundation, Inc., along with the EICS program 
leaders and evaluators conduct an introduction and an 
application writing workshop for those who want more 
details about this program.

The introductory workshop gives an overview of how the 
EICS program started, its purpose, and why a company 
would want to be involved.  There is also an opportunity 
to ask questions of a panel of applicants from past EICS 
programs. The 2012 orientation is in October. Visit www.
southerncolorado.bbb.org for the complete schedule.

The writing workshop goes into detail about how to 
actually prepare the application so it accurately reflects 
a company’s customer service practices.  Completing 
the application is much like compiling a resume.  The 
purpose is to earn a “site visit” where evaluators come 
to the location and conduct an “interview” with the 
applicant. The 2012 application writing workshop is in 
November. Visit www.southerncolorado.bbb.org for more 
information.

Please contact your Better Business Bureau for more 
details at 719-636-5076 ext. 100, 866-206-1094 ext. 
100, or eics@bbbsc.org. 

Get ready to make a difference with your 
community and your customers!

Be a participant in the EICS program.

“Shaping your community 
one customer at a time.”




