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Hearts of banks here tick soundly

different in the sease that mun('\' is

By Doug Funke
stall writer

In a series of articles, the Ob-
server & Eceentrie examines
banking. Today, an overvicw of
the indusiry in this area,

Banks in southeast Michigan are
among the healthiest in the nation.

That's the conclusion of Justin L.
Moran, an analyst and consultant to
the industry and a spokesman for the
Michigan Bankers Association.

“In (he industrial we're the
safest and soundest of any around
sed on earnings, ¢ ||nl posi-

lmn and not having bad laans,”
Moran said.

Depositors who had somue §76.8
billion in commercial bank:
the state as of Dec. 1 prob
would be delighted to hear that. Es-
pecially considering that 168 banks
natfonally — but nane in Michipan
— tailed last year.

their husin
“A bank es

paid on loans.

inere,
such
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Tast yes

the natio

said 1’aul Burge
First of Michigan Corp.

_ Laun portiolios have come under
sing serutiny beeanse they're
nimpartant part of the profi-
tability equation.

entially makes money
on the spread between what it's pay-
ing on deposits and what it's getting
That's core carnings,”
analyst with

GREGATE,
had the third lowest non-
performing reat estate Ioan rate in
2,18 percent, according
to Mark Burneko, spokesman for the
American Bankers
That compares ta 14.6 peccent for

Assoclation.

Michi

hanks in Arizona, 13.75 percent for
banks in Massachusetts and 12,15
pereent for banks in Texas.

“Michigan banks got beat up when
times were good for not taking

s,” Moran said. “When things

turned bad, we reaped the beaelits.
Pueople wha run banks (hece) learned
tdo it ina yclical ccanomy. They
learnied 10 be carelul of oy

“We did not have explosive growth
in the 19805 Jike ather parts of the
country,” Moran continued. “Since
we never bad the real estate boom,
we never had the real estate bust.

“BOTH CONSUMERS and busi-
.ness people have had some bad expe-
Fren d are a little quicker to
save, & little slower to borrow and a
little more conservative,” he said.

Stephen Puhir, 2 banking analyst
for Roney and Co., concurred with
many of Moran's conclustons.

“Actually fave of the 1op six banks

an banks

By David F. Slein
special writer

Sharpening pencils, Lyping letters, hrewmny cof-
{ee. Hardly the job description for today's seere-
tary, as new responsibilities and titles hive brought
new apportunities and goals

Norma McKay represents this
ministrative assistant at I"Ar
Bowles in Bloomficld Hills, McRay has been named
1991 Seerelary of the Year for the Qakland County
Chapter of Professional Secrelarics International

“The award is the culmination of 20 years in the
seeretary fiel 1d McKay, who hves in Wesl
HBloomfickl. "Being a seeretary was arjanally a job
1o make same extra money but now it is reee.”

McKay supports Norman Smith, DMBLIS dires

= 10r°0f COrPOrate MARARCMENT INfOTIMALION STrViees
With a budget of $4.9 million, the department pro
vides " computer and information  systems  for
DMB&R's U'S. and international nperations

“IUs almost like an umbilical cord. 1 knuw whe”
there, ™ Smith said. “We communicate s effective
Ly, Norman, Norma, it's almost ke we'te conbect
ed

‘new breed. An ad-
A 15 Benlon and

Top secretary grows with job

"T've never seen her lose her composure She's
dedieated professional. T ean't say how much [ en-
Joy working with her.”

MeKay's job includes budgeting. and planning for
corporate MIS with Smith; accounts payable, com-
puter purchases amd maintenance for all North
Ameriean client offiees and human resourees su-
pervisar for more than 50 employees

MeKAY'S LCTION by the Uakland Profes-
stonal Seeretaries Internatinnal ¢ r was based
an edueation, work expetience, chapler activities
and a videotaped interview with local media pm-
e, including Mary Krarmer, editor of ‘s
tront Business.

L was impressed with bee grasp of how the se
retariat [lIll{l'r\ll\n fats in with what is cur;
= ol o7in“the business wielil expecially ﬁuv.mnv
g Eramer

¥. with that winner moving on ta
bl\ mn»rn.lmmh.mum

“The avwerd iy
the culmination
of 20 years in
the secretary
Jield. Being a
sSecrelary was
originally a job
to make some
extra nmoney
hut now it is a
career.”

Norma McKay:
Secretary of the Year

TAVVE GAAY SOtmarmr A €z,

in Michigan if you look at their total
isets — NBD, Manufacturers, First
of America, Comerica and Old Kent
-~ had record years last year in
terms of nel income.” Pul
“The Midwest is quite h
continued. “The 1982 dxmnlurn Wil
difficult. Bankers havo been used to;
operating in a very cyelical environ-
ment. They have been trained to be

. very conservative

“In looking from 32 forward. we
dudn’t have a glorious recovery here
or a hoom. Our growth has been
stable and steady. That has built a
stropg ecconumy in the region,” Pubr
sind.

“AGAIN, WE have 10 Jook at
the enviranment Michigan banks are
used to upcr ting in,” Burger said
; ly are prudent in lend-
ing 4|LHV][)’ durin;, robust times.

Please turn to Page 2

New focus for '90s
IS customer service

8y R... King
special writer

HHow can businesses bolster their
bottom line?

In the 1860s marketing was the
answer. In the 1970s it was man-
agement, During the 1980s every-
one sirived for excellence. Now, in
the 19905, customer service is King,

Why customer service? Compa-
nies figure they can score big gains
in sales and profits by satisfying
customers {irst, Another reason:
'(hc Jupanese have built up eatire

dustries by accommodating

“It you could sit in on a meeting
of a company’s markeling staff to-
day, there's almest a craze amaony
planners now that clese, strong re-
lationships wilh customers is the
way to do_ busin aid Rum-
mehan Pisharedi, associate profes-
sor of marketing at Oaklapd Uni-
cersity in Rochester.

‘Companies are starting 1o rec-
ognize that once customer service
becomes second hand to clients,
other ‘opportunities open up. Per-
haps more orders are placed or
prices can be ratsed without the
client feeling they are unjustified
1Us one thing feeding off another.”

Competition, said Pisharodi, is
behind the recent service craze, os
pecially in the manufacturing sec-
tor, For the last iwo decades
American companics have watched
foreign competitors, mostly Japa-
nese, walk off with many of their
beat custamers It wasn't that
Ameticans were daing a poor job,
fe said Rather, foreign companies,
in their quest for new orders, were
duing a beller job - not ealy on
price and quality, but overal) ser
viee

STORIES ABOUND of Japanese
machine tool muakers, for instan
who, upon learning one of their ¢
tomer's  machines  has  broken
down, send oul 2 wave of engineers

‘American
companies are
noting the success
of the Japanese. . .
and then trying to
take it another step.’
- Ratart A

to fix the problem

“When the Japanese first
tered the U.S -market in the 1
they basically started at square
one, hut because they served the
customer  Oirst. offered  quabity
products, and ol competitive pr
os, they were able to maks s
m-roads inte domeslic 1y (Sh
Pisharodi sind

Further sull. aceording to o n
cent study by Deloie & Touche,
one of the Big Six accountiny
firms. Amertean  compantes
SEATLNG 10 ViCW sUperIar serviee as
a potentially powerfu) w |pun in
thesr business arsenal. Over half {
the 750 1S manufacturing execus
uves who responded 1o the study
taking their lead from the su S
of averseas competitors - cited
customer service as the new cotn-
pelitive battleground for the "y9s

IS really customer service as o
revalution: d Randal] Milter
semor manager of management
consulting at Deloitte & Touche i
Detroit “American companie:
noting the suce of thi pAmw
neorporal.ng thit tnto their wwn
operations. and then tryving to take
\Lanother step ™

As proof that customur service
warks, consider the tecenl sucress
of Ford Motor Co. To develop the
aulo maker's popular Taurus and
Sable models in the carly "80s, de-
Sign engInerrs asked more custom-
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Refinance Your Home

At No Out of Pocket
Cost to You’

And

any worthw hite purpose Hike remudeling your home, stating acolices tand

buving a can or simply investing,

thousands.of dolfars i morteage pavments. As the nation’s second Ly

sitwation and then et voudecide what's best o vou,

In Southeast Michigan:
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Al lud (1SRN Inml nterest rates, refinaacing vour hnlm mortgage N
sive vou thousands m lowered monthty payments, And refiancing v

current fined rate or adjustable e mortgaee niay getyou vash o ase tor

One call to o Retinance Center G siart Sou on s our sy o

mortzage banker, were fully qualified to help sowanaly ze v speatic

Call ourRetinance Center today torano obligation. nocostanalysis

Financing ihc Future for \mvm a's Homeowners

AN

=

e o LERDER |



