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Dr. ].B. McCormick
“Whittling” His Way Into History

Dir. MeCormick is President and Chied Execu-
tive Cificer of Swedish Covenant Hospital, a 325-hed
community hospital on Chicapgo's norhwest side. He
is also chairman of Pelam, Inc., a Chicagn company
serving Industry throagh computersaed health
evaluation systems

He earmesd his B 5;
dogres al the University o
Motre Dame and his M.,
degree al the University o
ineis College of Med:-
cing. He served his interm-
shiip and residency in
pathology at Augestang
Hospital in Chicago, D,
MeCormiick is @ hisard-
certified pathologist and
o cartified member of
the American College of
Fhysician Execulives, :

A recognized expert in health evaluations,
[aboratory techmobogy. and computer applicilions
in medicine, De MeCormick has combined many
Interests during his professional years, As long-time
director of the Department of Laboraiory Medicine
it Swedish Covenant Hespital, he has implemented
practical Innovations and improved methods i s
own faciliey and to labortories throughout the world

D MeCormick serves as a research consal-
fant for Miles Laboratories, lnc. and as a consultant
in seience and labortory design. Hospital San
Raffnele, Milan, Baly, He is also a member of the
seienee Advisory Council at the Liniversity of Motre
[ame,

A distinguished humanitanan, Dr McCormick
has served since 1968 as a vice president o the
Paul Carlson Medical Program, which provides rural
health and nutntion progmms in northeastern airme
{(Africal, The program was initiated by Poul Carlson,
i martyred missionary, D MeCarmick has traveled

1o e mission feld to work and provide shor-lerm
assistance.

D MoCormick's scientific and professional
sochely memberships include the Amencan Associa-
tiain For Medical Svstems Informatics, the American
Academy of Medical Direclors, the Amencan College
of Haspital Administrmtors, the American Sociely of
Clindcal Pathologists, the College of Amencan
Pathologists, the International Healih Evaluation
Associntion. and the American and Hinois State
Medical Associations

B McCormick Bves wath hss wile, Suzanne.
and their children, Jeremy, 8, and Amanda, 8, in
Lincolnwond, [linois The family also maintains a
hame in northern aly

It is appropriate that one of the maost
prestigious awards in the histotechnology profession
is named for a man who has contributed more to the
prodession than perhaps any other, To fully appreci-
ate the signibcance of winning the LB McCormick,



M.[n Award is 1o know and understand the man who
lends it his name,

The contributions made by Dr James B
MeCormick go well beyvond medical sclence, Firsl
and foremost, D McCormick is a plysician and a
farmily man, He i also aninvenior, an entreprenear, 4
philanthropist, a historian, an execulive, an educator,
an administrator, an author, and much mors, His
professional life is as diverse as the world itsell.

One of his 40 patents is for an
ingenious device that makes it
easier to light a candle ina
pumpkin without being burned.

In all his complexity, however, he is devited
to one simple goal - to improve the quality of life by
sifnplifying the tasks that must be performed in life.
Dr. MeCormick is a storehowse of solutions, and he
thrives on problems, "Every problem is an oppor-
tunity o apply an orderly thought process (o solve
the problem,” he explained. When someane tells him
they are having dilficulty making a slide in the labo-
ratory, he immediately seis his mind towork finding
o sodution. [t doesnt matter whether the problem is
universal, or unigue to that individual And it doesn
miatter whether or not the solution is marketable
and profitable. D MeCormick is motivated simply
by the facl hat a need exisis.

Mast of his Inventiveness has been focused
on pithology or histotechnology, bul he is more than
willing 1o tackle problems in any area. For sxample
his inventions include & patrol boyv's belt with a
pulsating light. And one of his 40 patents is for an
ingenious device that makes it easier for a child, or
anvone else, to light 8 candle in a pumpkin withou
heing burned,

“Inventing is a state of mind.” he said. “The
though! process s critical " Dr. MeCormick calls o
“whittling” "Whitlling is the manipulation of mate-

riaks 1o convert an abstract thought inlo a real object”

he explained. In fact, wherever he travels in the
wiorld, Dr. McCormick carries a pen knife, a roll of
nylon filament tape, and 4 tube of epaxy glue. When
he has an idea, he finds some structhural matleral,
such as a plastic or styrens cup, and begins
“whittling"

“leallows me to fulfill my need o visuglize
three-dimensionally, (hie sclution fo a problem,”
he explained. "Some of my best ideas have been
skelciied on the paper place mat in a hotel dining
roonm.”

“Il you can convert an abstract o ght to
reality by whittling” he contineed, “vou can then
ilemaonstrate it to someone else and prove a point.”

"Whittling" is what has made Dr, McCormick
the father of histolechnology instrumentation and
s pplies, A< a promed student at the Linfversity of
Notre Dame, he took a course i animal micrology,
*It seemed 10 fit a niche in my inner being,” e said,
While faking the course he saw a need for prepared
educational shides, so he founded the Histoslide
Company in 1947, 11 gave me a tremendous educa-
tion in all of the fields in which | was brash enough
towant o be a provider” he explamed.

By, McCormick then became interested in
anatomical madels, and onoe again, he saw o need
for improvement. Analomical models were too easily
diamaged becanse thoy were construciad of papler-
maché or plaster. By researching alternative mate-
riils, Dr. McCormick discovered that the doll-making
industry used befter matenials in making dolls than
the educational supply industry used in making
anatomical models. 3o he began studving how to
mitke dolls, After visiting factories and consuliing
with design engineers, he decided thil the best way
1o make anatomical models was to mold therm ot
ol polyvinyl-chloride,

But the problem wasnt solved vel, The tooling
tor the doll-making industry was very complex and
epensive. It was fine for high valume doll prodec-
tion, but simply wosn'l practical for a product that
wils nol miass prodoced. Although still in medical
school, D, McCormick studied evenings and week:
nds in an aluminum foundry to learn how o cast
aluminum forms that he could use to mold the
podyvinyl-chloride figures. With the knowledge he
gained, Dr. McCormick developed a new method of
Iooling that Gt the cost efficiency requirements of
smatler quantities. His Arst patent was issued for his
design of an anatomical mannequin with inlenchange-
able reproductive organs. The manneguin was
nicknamed “Christine.”

Wherever he travels in the
world, he carries a pen knife, a
roll of nylon filament tape, and a
tube of epoxy glue.

Eventually. the company’s product line
expanded toinclude frogs, flowers, moot tips and a
hosl of other models used for leaching holagy. All
were made from polyvinyl-chlonde and virtually
indestructible

O, MeCormiek's inventiveness and problem
solving ability were only beginning to show their full
potential. As he advanced into medical science and
pathology, he encountered all the prohlems tha
histatechnologists had preparing slides {or



pathological specimen examination. He aaw endless
possibilities o improve the preparation of slides.

Lir. ¥MeCormick began researching materiala
and methods, pounng over more than a cenbury of
technigque and science, It soon became obwvious that
the hasic methods used to pregane shides had not
changed in more than 125 vears. While the methods
were appropriate for the b century, increasing
volume and escalating labor costs made them very
inefficient for the 20th

The inspiration for his first line
of Lab-Tek supplies came from a
set of plastic building blocks at
Woolworth's,

Cipce agatn he started by searching for the
right material, and once again the solition was plas.
ties, The inspiration for bis first line of Lab-Tek sup-
plies came while he was shopping al 8 Woolwortl's
store, There, he saw a sel ol toy building blocks made
of plastic. De McCormick began "whiltling” and
discovered that these vanous sized plastic building
biocks eould be used to mald paraffing He nealized
that for a fow pennies each he could manufacture
plastic maolds that were disposable

D MoCormick actually used the toy building
blocks to manufacture the protobype that woold
demonstmte bis concepl of an embedding nng. Soon
he added a comphete line of plastic molds and
embedding rings 10 his Histoslide Company prodact

line.
Realizing that sehools which taught biology

were nol interested in stotechnology products, he
sold the successial Histoslide Company in 1957, and
founded & niew company called Lab-Tek, This new
company concentrated on histetechnology product
lines

By this time, Dr. McCormick was in residency
at Augustans Hespital in Chicago. Alttough his
company, and its line of products, was expanding
rapldly, he managed o balance the demands of
both his profession and his business,

Mexl, he designid disposable petrie dishes
and developed the ethyvlene nxide gas slerilization
process for them. By 1962, his company was.
honming. He added eviology products is well as
other prodoct lines, and was granted patents on
many of them.

Then Or. McCormick saw a need to expand
intoeanother major ares of histotechnology -
instrumentation. He began designing and perfecting
micromes, crvoslals, slide stalners, embedding
cenlers and other instruments used in histology

Today, many of his designs are still an integral part
of the present TISSLE-TEK® instrument line

Dir. MeCormick has a special drive and talent
tor acguiring the informalion necessary (o solve
a problem, When he was searching lor albernative
refrigeration methods for the TISSUE-TEK® Cryosfat,
there was nothing available i the package size he
wanted. *| wanted a compact and portable refrigeri-
tin source = something aboul two inches square”
he gaid. “The only thing | could find was an lce cube,”

Hia determination teok him 1o Canada
where he studied cold junctions thal generate cold
electrically from a thermocou pled juncton. With this
knowledge, he designed a miniature vefrigeration
svstem thal was used in an early TISSUE-TEK?
Cryustal.

Geographically, Dr. McCormick has no
bounds. He 15 known for going wherever is necessary
tox create the knowledge resoioes he needs Lo solve
a problem. Usually his quest takes him to & university
where basic research is belng conducted in his
specific area of inderest. He then spends as long as
necessary siudying and learning the technology so
b can apply it ko his specific problem,

I 1965, Dr. McCormick sold Lab-Tek
Company to Miles Leboratories, Inc. However, he
continues o provide valuable mput and ideas as a
research consultant for Miles. He is eurrently working
wilhi Arnes on the development of new generations
ol technalogy within the discipline of histology. He
wis recently issucd three patents representing a
potentially new generation of TESSUE-TEE® instru-
merds. His innovative contributions to the warlds
histology community remain unsurpassed,

Dir. McCormick’s unique approach io pmblem
sofving In histology will surely lead to products you
will enjoy using in future years. In part bwo of the
article, we will learn more aboul his wiork as an
author, historian and educator.

National Society for
Histotechnology Convention

October 11-16, 1987
Seattle. Washinglon

For tnlirand oty eall:

MSH Office
5900 Prncess Garden Py, #5805
Lanham, MO 20706
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"Time
is Money

-
j K VLP
Tissue-Tek VLP
reliability saves you money
When a lissue processor 15 Yo Ames offers o el Yo
clowm, eosls run up., Service warranty with the VLE i
delays, wiiling for praris wiiiclh s wnsurrssed
and after-boar breakodowns within the fndustey. .. i
cam mean ruined speci- five vesrs from the dile —
mens and longer paticn of Installaticn,
:!I::tlt': i'l-i|I'il"::iTiLI.':I:I.; 'Il:'E[II:L:-. I'LI1||||| Uptime of 39,9946 and
BN i - :
b S P et a fivesyeir warranty, ., can
Histology |l_r partment. il’s your present system match
lime to conglder the this record 20 i oy
!.i\'ﬁl[l".ll'k 1I-E E; 1% rl oo { il | :U.H.l I
it looking at other systems
The Tissue-Tek VLI, ask nbout their relability,
it keeps on running Then, consider the VLE
WY 9946 of the time., .. (AT e RS LR
that's the average uptime
record per venr for over
H00 Tissue-Tek V.LE Tissue
Processors in uss over the
past three years!
For more infermation, contact vour Ames reprisenbatl
or Ames [avision, Mies Laborabories, Ine., FAR B it
Ebkitard, Incdiznn 46515 -,
LR mﬂ
b3k i [ryrptem
Ames...the tradition continues s
239020

C aEY Wies Laboewinnne, Ino
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The NHS Symposium/Convention:
How to Relax and Enjoy It

atriking the proper halance bebwesn husiness
and pleasure at a professional syrposiom is not an
eazy task, Uf course the primary reason we go loa
svEnposium 18 to enhance our skills and knowledge,
and fnd out what is new in our profession. But svm-
posiums are tvpacally held in cities that ofier plenty of
activities and attractions — both day and night. 5o the
templations are great. The Symposium/Convention
ol the National Sociely for Hislolechnology to be
held Chotober =06 10 Seattle 15 no exception

Like anvthing else, the key 1o & benebeal and
enjovable symposium is to plan ahead. The first step
is to stucky the svmposium program thoroughly 1o
deeide whicl workshops you should attend. The
program includes a bried description of each of the
Al warkshops. Remember that some workshops limil
the number of padicipants, 55 it 18 imporant o make
vl decisbon and get vour reservations in as sarky
a5 possibie

Full- and hall-day workshops will be hald
during the frst three days of the symposiom/
convention. CEL credit wall be given for &ll the
waorkshops, which cover everyvthing from the basics
of histalogy, to specific techniques, to laboratory
managoment topics, The workshops are structured
for three different levels of experience. Keep in
mind that the advanced workshops are designed for
those who already have extensive backgrounds in
the topic to be coverad

Sctentific and veterinary sessions will be
hield Wednesday through Friday coverng a number
of current topics. Thiese sessions use a lechure [ormist
and are gpen to evervone atlending the symposiam

Thers are plealy of activities planned for the
evenings of the convention s well. Scientific exhibis
will open Tuesday evening and continue for the re-
mainder of the convention. These exhibits are -
sored by manufacturing companies who display the
latest in laboratory equipment and supplies, Special
hospitalidy functions are also scheduled sach eve-
ning In addition, N3H committes mestings are held
throughoul the week and are also apen to everyone,

The annuwal awards banquet is schedulsd
for the evening of Cetober 15 A number of awards
will be presented, including the prestigious
I.B. McCormick M_D. Award, the Histotechnologist
OF The Yenr Award, the Golden Foroeps Award,
and the new Diamond Cover Sward

Be sire b leave vourself some time fo relpg
and see Seattle. You know the old saying, “all work
and no plas.” [ vou can get o Seattle a day or v
brefore the symposium begins, or say a day or fwo
ilber it closes, there is plenty 1o see and do. The local
M5H chapter is spongoring a tour of the city on the
alernoon of Chetober 10, Reservations mst be made
in advance, See the latest issue of N3H fn Action Tor
reservition nformation.

Because most of vou will have sery limied
time fo see the sights, gel o know Seatile and what it
has 1o odfer before you go, H you have never been 1o
Seattle, you might want 1o talk 1o friends wio have.
Find oael which attractions are really worthowhile and
which are overrated

You may have heard it rains a lot
in Seattle, But actually, it ranks
44th among major LS. cities in

amount of annual rainfall, behind
Atlanta, Houston, Boston, New

York and Washington, D.C.

Most people would be surprised to learn it
Seattle was chosen by Rand McNally as the number
one vacation destination in the nbed States
Perhiaps Sealtle’s besl-known attraction is the Space
Mesdle, built for the very successiul Seaitle World's
Fair in 1962, Another popular altraction is an under-
ground tour of ofd Seattle, Museoms aboind in
Seattle, including the Kiondike Gold Rush Museom,




the Museum of Sea & Ships, the Museum of Flight,
Museum of History and Industry, the Mordic
Heritage Museum, and several arl museums.

IEyou're into mourdain scenery and have
i full day to explore, take a deive throagh the
magnificent mountain ranges surrounding the ciy.
Mu. Rainjer National Park is about three hours
From Seattle, and well worth the drive. Even il your
tirme b8 Hiosited, a 30 minute deive will put you ina
wilderness of mountain peaks and everigreens.

There is samething for everyonein Seattle,
and whatever you chaose fo do, you pobably won't
he disappointed. For more informalion about what
to do in Seattle wrile 1o the Seattle-King County
Convention & Visitors Burean at G66 S1owart 5
Seattle, WA SRI0L

More than eight hundred are expected to
attend this years symposium/convention. You do
nat have 1o be an N5H member to attend. The theme
will be “Histolechnology Evergrowang” This theme,
combined with a logo which is a graphic represen-
tation of evergreens and moatitaing, symbolizes the
continued growth of the NSH. as well as the state
of Washington and the city of Scattle,

Fosr more information about the NSH
Symposium/ Convention see the March issue of the
Jdogerrel of Hilstedecnolegy, You can also write NSH
Headquarters, 380 Princess Garden Parkway,
Suite 805, Lanham, Maryiand 20706,

O call (3013 577-45H07,

> 10

NSH Telephone
Conference Schedule

NSH Office
SMM) Princess Garden Plwy, @805
Lanmham, MD 20706
[300) ST7-407
Seplember 18

Labomtery Math lor the
Histalogie Technician

Teleconference
Network of Texas

The Universaly ol Texas Heallly Scence Ueiiler
il San Anbomio
TT0 Floyd Ciarl Drive
Sian-Antonkn, TX TRIEL-THTH
(512 GH-T249]

July 10
Theory and Practioe of
Imminocytochemistry, Fart 1
August 7
Theory and Practice of
Immunacyiochemistry, Part 2

Questions and Answers

Drr wou have guestions aboul Aimes histology
products? Perhaps you'll find the answers in this cal-
urni, O & A will bea regular fEature in promoticnsl
issues, and the topics covered represent those ques-
tions frequently asked of the Ames customer senvice
representatives. We invite you bo read 0) & A regu-
bty You might find the answer boa question that's
been on your mind.

How can | prevent sectioning
problems with mv ACCU-EDGE
Disposable Blade Holders?

I Keep the Blade holder free of debris
and rust. Debris or rust batween the
bladke fxing plate and the blade holder
may cause the knife to become looss or
vibrate dunng seclionng

2, Depending on the type of knife holder,

do ned excessively tighten the blade ixing

knob or blade fixing screws, Keep the
blade fixing knob or screws snug but da

nod oovertighten. Excessive tightening may

canse damage that can lead (o diffculty
in sectioning,

3. Maintain the blade holder as recom-
mended in the product insert, Froper

miaintenance will protect the Blade holder

and will help reduce the wear on the
internal components. For ACCU-EDGE®
Blade Svstem, Product Code 4687, use
the ACCL-EDGE® Maintenance Kit,
Product Code 4673,

4. Use care when handbing the blde
helder hady, Rough handling may cause
misalignment or damage 1o the inksh. A
nick or dent in the blade holder body
coaild cause vibration o loosemess of the
blade. This may produce serious section-
inig prishlems,

. I the blade holder will nod be wsed for
an extended period of time, coat i lightly
with cil and place it in the siomge hox,

Following the above suggestions miay reduce fulure
sectining problems. I vou experience ather
ditficulties wath your ACCU-EDGE® Blade Holders,
contact Ames Cellular Diagnostics Customer Service

al 1-BN-3 236063,

-
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New Immunohistolo
Primary Antibodies
from Ames

Since the mailing of our new TIASUE-TEK®
Immunchistology Product and Ordering Guide
in March, Ames has released seven new primary
antisera and bwo improved Desmin antibodies

The new Desmin monoclonal and polyelonal
antibodies exhibil strong staining on routine formalio
fioged, paraffin embedding tissue. Both prodicts
exhibit excellent speciiceiy with no detectable cross
repclivity 1o other intermediale laments

All ather new TISSUE-TEK® antibodies miy
e sed on formalin fixed fissue except for the
melanoma monockonal. This antibody is recorm-
meanded for use an fresh frozen Hessue sections o
tresh unbsed cell smears

Al antibodies are tlered and tosted for thei
ability to detect he target antigen in heman Hssue
Sprecies cross reactivity is nol checked, Al antibod|es
are ready-to-use and supplisd in six ml quantities in
a dropper bodile

Ames has also introduced an improved DAB
substrate Pack (80027, 1t fenbures DAB in a conve-
nient easy-to-use tablet form. The Pack containg 10
1= milligram tableds, Each tablet will vield 20 mi,
of working solulion. The Pack also contains buffer
concentrate and hydrogen peroxide

Ames Am&P | kst
Antibandy _ Form® Caded  Code Prce
M HE4T aTHIZ=d4  §12A.00
Ll Sulistinie LHER, 3152 12,10
Pack
Desspmuii K HES STOI2.45 S]]
[hesnvin F Badd 22 185 IH
Factoe VIl W HH12 3181213 REL]
lgii W HHI STH2.22 it
Hitpalitis B Surnct 1 e il TEI2T (LR
i e
A aireal B &l HHEH STI 300 i ITHNH]
P H5T3 F7HCRA SHALI
F H5H ST Hl0TE S E AL

&I TISSLIE-TEE® jin
roam Amee i Se

AN pivilucs ans Bor pesiie b or investigation e il

New Accu-Edge”
products in
anatomical pathology

The Autapsy Kiife Serfes includes a ome
pigce aulnoclivable handle that secures thros
separate blades = 100mm, 1T0mm and brain
blades - that are interchanged oF replaced intwo
Quick sleps. The Timming Knfe Yeres offers
simaoth fissue grossing withoul deformation
The sturdy wooden handle s aailable in lone
and short lengths, left-hand and r Igil-fnand grips,
Precishon blades simply screw on and ane sup
plied in comvenient S-pack quantities of 10 indi
viduislly wrapped blades, The durabile Disse cring
Knife Serieg (s thicker than conventional dissec
tion Dilddes [or better perdformianoe. Poinled and
curved-edge blades are corrosinon-resistanl
stainless stewl, Packed sterle, (he blades snap
into the one-piece plastic handle for easy
replacemerl

ape your Ames representative for furiher
details

e |




o-Tek
makes cell
preparation
better.

® Prograrmened rpm and minuies stay stoned
stirt-4ips steps
® [gital displays bed wser know program staties

LESS AEROSOL

B Forred abrflow rermmes acmisol o prodect user
® Safety design ellminsies nesd lor roler cover

LESS REPEATS

B 1 oo disposable plastic chumber pops off ..
nax interfering hin o ciikse slide damagge

®iiceand 12 oo ale il chambers unclamp
withoud risk i

® | e chsposable chamber's inclined fluid path prevents
prewedting of filber

For more information, contact v seqntalive
Jof Ariies Division, Miles Laboratoric
Elkhart, Indiana 46513
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Ames Customer Service
and Communications Department:

Help When You Need It

When & histotechnologist in a south-
castéern hospital kept getting an error code on his
TISSUE-TER*®* V.LE"™ Tissue Processor, he tried every-
thing he could te sobve the problem. He began feeling
uneasy when nothing seemed (o work. He reread the
operating manual and studied the tropble-shooting
guide, but his anxiely grew when he still couldn’t find
a solution. Work was piling up and a critical instru-
mient was out of commission. “Whal now?” he thought.

The answer was jusi a phong call away, He
dialed the toll free number lor Ames Customer
Service and Commiunications Department, and began
to feel relieved immediately when Max Abernathy, a
customer services supervisor, answered the call, The
histotechnedogist's probdem wasml a simple one, but
as an experienced problem solver Abernathy
kmew exactly whers o begin, He asked a few ques-
tions and talked the caller through a series of steps.
The phope conversation lasted eleven minutes and
when the histotechnologist hung up, Bds VL™ was
operaling again

[t happens foall ol us at one lime or anobber
We run into a question or problem that we just can't
seem bo resolve, And as ganvone who subsenbes o
Murphy's Law knows, the probabality that a problem
will peour increases directly with the amount of work
0 be done, That's why the Anes Customer Service
and Communications Departmenl exists

The department has histology
products and instruments on
hand so they can work through
problems with the caller.

This was i typical problem for Max Abernathy
ind the other customer service reps at Ames, The
variety of questions and problems they can handle
attests io the vast knowledge and expenence shared
by the depariment. “We're here (o help the customer
in any way we can,” explains Ed Snoke, Manages of
Customer Services and one of the histology
specialists.

The department, located in Mishawalka,
Indiana, includes six peaple who specialize in the

mare than 300 histology products marketed by Ammes,
They come [rom diverse backgrounds in biology,
histology, and electronics. Buf as a team, there ane
few questions Lthey can'L answer, “We complemenl
cach other very wall ™ said Snoke,

Most questions can be answered immediately
by the service reps. The department is well equipped
with books, manuals, diagrams and other reference
material. They also have histology produwcts and
instruments on hand so they can work through
probiems with the caller,

Some people call in to exchange
ideas. “We get a lot of good tips
from customers,” said Jeff
Jamison, a customer service rep.

The depariment encourages customers tn use
thie 300 number when they have i problem they can't
solve, a guestion they can’l answer, or are simply
curious about something. No question is oo simple,
of lon complicated for the department to handle.
“Foremiost in our minds is that the customen’s tme
ts very valuable” Snoke said “And when he has a
problem, we have o help him solve it fast”

Mosl questions can be answerad by the
custoamer service reps imimediately, If not, they have
plenty of resources throughout the company to get an
answer quickly. If & rep needs 1o call you back, they
can usually do it belome the end of the dav. If the
problem turns out to be an equigment malfunction
that cannol be salved over the telephone, vou may be
asked 1o send the equipment (o the Ames [nstrument
Service Center, If that ksn'l practical, an [nstrument
Service Engineer may be sent 1o make Lhe necessary
mepirs,

"Every day is dilferent” Snoke said, nderring
lo the bypes ol calls that come in, “Maost of our calls
come from hislotechnologizis. Bul we also get calls
Irom pathologists, biomedital engineers or echni-
cians, and Ames and Amencan Scientilic Products
sales reps. We even get calls from other depanments
here &l Ames,”




The guestions and problems alse vary, soime
callers simply need to know parl numbers for order-
ing. Still others have inSirument programeming or
operation prohlems they can'l solve, Some even call
with questions ahout sales promotions in the Market-
ing Department. And some just want o exchange
ideas, “We et a ol of good tips from customers who
call in said Jelf Jamison, another customer service
ref,

When new developments oecur in histology
products or lechniques, questions in that anca will
always incrense as customers [earn o use the new
instruments or lechniques, Recent new develop
rmenls in tesue staining procedures, for example,
have brought a mumber ol calls from Jmimimno
tiistalogy labs.

Customer service reps are scheduled accord-
irig Lo the number of incoming calls at any given
time. [f no one s avatlable when a call comes in. the
caller may be put on held., "I there are no reps
available within five minutes, an operator will come
back on the line to take a message, The first available
rep will then return the call,” said Snoke

Customer service reps must have appropriate
bachkgrounds belore they [oin the department, and
they are thoroughly trained before they are allowed
(o handle calls. In addition to texthook study, they
underge product training from the Ames Service and
Repair Department, and the technical support en-
gineers who prepare technical manuals for histology
instrumenis. They also spend time geiting hands-on
experience in a lab, and enroll in the Ames ¥ [LPE™
yehonl — first as a particzpant, then again as a pre-
senter. Special classes ane held to develop listening
and communications skills, and finally, trainees
spend several days moniloring calls received by
olher customer service reps befare they can accepl
calls themselves

Training is an ongoing activity far the
Custamer Service and Communications Depariment,
Regular meetings are heli 1o discuss new prmducts,
current issues or problems.

To make the department readily available
during the Hme calls are most likely o come in from
actoss the eountry, the histology phone lines are
open from 8 a.m, 1o 5 p.m. Eastorn time, If you ever
hiwve o problem, question, or suggeslion. doa't
hesitate to call Ames Customer Service and
Communications Department at 1:800-323-6064,

A call to the histology section of Customer
Service and Communications Department will put
youd in touch with one of these people
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JEFF JAMISON has been
a histotechnologst for
imoge than 18 years. He
began his career with the
Corporale Research De-
partment al Miles and has
“shiyed with the company
ever since. When a tough
question comes in aboul a
technigue, he usually has
e answear. " 've been
there and | know whist kind
ol problems they run inlo”
Jamilson sald, "l also know what it's like fed to be able
to get answers. Bul Ames customers do have an
opportinity 1o get answers through this depariment.”

MICHELE ZWICKL has
been in the customer serv-
e department al Ames
for almost four vears. She
hilds & degree in biology
from Indiana University
Her lascination with biol-
ogy led to an inferest in
histaloy, and Ames,
Actording to her colleagues,
shi has a remarkable tal-
ent for putling customers
at ease and solving their
problems, 1 like the customer interaction,” she sabt]
“And | particularly enjoy being abie o help the
customer.

LARRY DODD has &
sirong background in both
electronics and biology, He
spent eight vears working
in electronics = ingluding a
atint i the armod seraces
— bedore earning a degree
fromm Western Michigan
Liniversily. He has been
with Miles for about 10
years. The combination of
Bokogy and electronics
made him an jdeal candi-
dnfe for customer service, His understanding of
instrumesntation gives him an edge in helping
customers solve problerms




STEVE SALLEE can prob-
ably take aparl any Ames
hastology instrument and
reassemble it blindiolded.
Bedore coming to cusiomer
service, he was an instru-
menlk service engineer with
Ames for seven yeirs. He
holds a degres in enginesr-
ing technology from the
University of Hartford, and
worked in the computer in-
dustry before coming 1o
Ames. Enllee said he gels “a tremendous feeling of ac-
complishment when he helps a customer identify and
resolve @ problem

MAX ABERNATHY worked
in a clinical laboratory for 12
years belore coming to Ames
s a sales representative in
1968, In 1972, he became a
research scientist in Ames
Technical Services Degart-
ment, He has also worked
irt the Ciroowth and
Development, Technical
Training, International
Technical Services, and
Corporate Fu ¢ Redations Departments st Amnes.

He has a medical labomtory technology degree from
Gradwoh! School of Medical Laboratory Technigue.
His diverse background has enabled him to see
customer problems from many different perspeclives,

ED SNOKE heads the
customer service leam for
histelogy products. He
has bean with Ames lor 15
vears and has worked in
the Research and Devolop-
ment, Technical S3ervices,
and Markeling Depart-
ments. He has bachelor's
and master's degreds in
chemistry from Clarkson
University, and an MEA
from [ndiana University.
dnoke spends most of his time managing {he team,
but he still handles an oecasional call, “I'm proud 1o
say [hat niobody in this department considers their
job 1o be routine,” he said. *| really believe they all
have a genuine concern for the customer”
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