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Professionalism in Action

A 2015 Angie’s List member 
survey showed that when 
customers expressed 
dissatisfaction, 80 percent of 
the time, their complaint was a 
lack of professionalism. 

More than a decade aft er we made 
the Code of Excellence a priority, it is 
being used in every branch and every 
district of the IBEW. 

Th e Code is a declaration of the 
core values—safety, professional-
ism, accountability, relationships and 
quality—that have driven our union 
for more than 125 years and will build 
our future in the 21st century. 

Our members do a variety of jobs, 
from linemen to aerospace engineers 
to lawyers to custodians. It would be 
easy to focus on getting the job done 
“correctly” and think that speaks for 
itself.

But we’re the IBEW. Competence in 
our work is the minimum to get on 
the fi eld; excellence is how we win the 
game. 

One of the diff erence makers is 
the second value: professionalism. 

Professionalism is independent of the 
job title or the individual assignment. 
It is how we show up on the job: our 
attitude, our dress and the language 
we use. 

Implementing the Code doesn’t 
mean labor will always agree with 
management, but our professional 
attitude paves the way for a solu-
tions-driven outcome.

What it does mean is that we can 
identify and solve problems in a 
timely and professional manner. 

Th ere is plenty of evidence that 
valuing cooperation, customer ser-
vice and eff ective communication pay 
off . In Las Vegas at NV Energy, the 
professionalism of the utility workers 
at Local 396 is leading to work for the 
construction members at Local 357.

Local 396 President Shannon 
Skinner has worked for the company 
for nearly 25 years. She’s noticed a 
change for the better since the Code 
of Excellence was implemented.

“I think it’s mutual respect,” she 
said. “We work together and we have a 
common goal, to serve our customers 
here in Nevada in a productive man-
ner. We’re professionals, they’re pro-
fessionals. When we work together, it 

just doesn’t get any better.”
What we’re doing with the Code 

isn’t just about making this workplace 
or that workplace better. 

We’re proving in practice that we 
can build a diff erent kind of economy 
that says employers and unions are 
partners in prosperity. 

“Th e Code of Excellence is a re-
minder the IBEW has the best work-
force anywhere, and we back that up,” 
International President Lonnie R. 
Stephenson said. “To see an industry 
leader like NV Energy wholeheart-
edly embrace it is extremely gratify-
ing, and we hope it convinces other 
utility companies to do the same.” 

Employers hire the IBEW because 
they know every one of us is compe-
tent to get the job done; they hire us 
again and again when they see that we 
get it done with professionalism. 

What does professionalism do for 
your branch? Turn the page 
to fi nd out.
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Customer Service is Top Priority
Some IBEW members remember when few telecommuni-
cations companies existed in the communities they served. 
Consumers had limited, if any, choices. Not anymore.

Technological advances in the industry are taking place 
at a startling rate, meaning customers have more and 
more choices on who provides their phone, cable and 
video service. 

Th at’s why professionalism is more important than ever. 
It is what sets our work apart and allows us to build re-
lationships with our telecommunications partners. When 
it comes to customer service, we demonstrate our profes-
sionalism every day.  Whether it is using our problem- 
solving skills to help resolve an issue or our vast knowl-
edge to explain our services, our actions help keep existing 
customers and allow us to attract new customers.  

Simply put, our livelihood depends on our 
professionalism.  

We all want professionalism and knowledge from the 
companies we interact with. Customers are no diff erent. 
Th at’s why IBEW workers are on time when we arrive at 
a home or business, dress professionally and are prepared 
to answer customers’ questions. Th ey have a choice where 
they spend their money, and we want them to spend it 

with our employer.
By committing to IBEW’s Code of Excellence, we will 

continue to thrive due to our professionalism and com-
mitment to our customers.

It’s the smart way to work. 

Excellence sticker to its products. The program is a partnership with 
Local 3, which has 45 members working at the Hicksville facility. Positive changes brought by the Code of 

Excellence led to System Council U-4 and Florida 

Power & Light winning a national award for its 

service reliability, which exceeded 99.98 percent. 


