
Lawhead found Kaufman, who lives 
in Singapore, in an online search for 
customer service experts. He sent him 
a two-page letter in August asking 
him to help San Bernardino.

“I’d only heard about it in terms of a 
city with great difficulties, so when 
the message came in from Lt. Richard 
Lawhead, it was most welcome 
that some individual was taking 
the initiative,” Kaufman said in an 
interview before the first of the talks.

Kaufman agreed to come to the 
city, and he waived his fee, which 
Lawhead said was $40,000.

Donations covered costs of the facility, 
and the talks cost nothing to San 
Bernardino, Lawhead said.

“As it turns out, the city has come up 
with some honorarium that my wife 
and I are ... going to be putting in the 

SAN BERNARDINO – A happier 
work environment can help San 
Bernardino rise from its financial 
troubles, customer service expert 
Ron Kaufman said Tuesday.

Kaufman is the author of the New 
York Times best-seller “Uplifting 
Service” and founder of a business 
called UP! Your Service. His clients 
include Singapore Airlines, Xerox, 
Nokia Siemens Networks and Wipro, 
according to his website.

He gave two 90-minute talks to San 
Bernardino employees Tuesday in the 
Valencia Ballrooms of the National 
Orange Show Events Center.

Kaufman’s visit to the Inland area was 
prompted by Lt. Richard Lawhead 
of the San Bernardino Police 
Department, who said he felt that 
employees had been dragged down by 
the city’s struggles with bankruptcy.

SAN BERNARDINO 
Customer service expert presents 
vision of success to employees  
Fielding Buck I staff writer

Right: Author Ron Kaufman explains 
levels of customer service to San 
Bernardino employees on Tuesday 
at the National Orange Show Events 
Center.

Left botton: Lt. Richard Lawhead 
of the San Bernardino Police 
Department tells how he invited 
motivational speaker Ron Kaufman 
to train city employees in customer 
service.
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police association for your fund of 
taking care of orphans and widows, 
and that’s where it belongs,” Kaufman 
told his morning audience.

Kaufman said that San Bernardino 
employees provide residents with four 

“categories of value”: primary product, 
or what jobs exist to provide; delivery 
system (“if it’s convenient, you create 
value”); attitude, “the eye contact, 
the body language, the tone of 
voice, the friendliness”; and ongoing 
relationship.

“Are you dealing with somebody like 
it’s just about this momentary thing 
you’re dealing with,” he asked, “or 
are you talking to them ... about what 
we’re creating in the city over time 
and how we can work together to 
make that better.”

Throughout his talks, Kaufman 
engaged his audiences in exercises 
designed to show that providing 
extraordinary service “human to 
human” is as rewarding an experience 
for employees as for customers.

Author Ron Kaufman shares key aspects of customer service with San 
Bernardino employees.
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“A lot of times people think that their 
job is about doing their job, when 
in fact the purpose of a job is to do 
something that creates some benefit 
and value for somebody else,”  
Kaufman said in the interview. “Sometimes you can lose sight of that.”


