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-4PRO Associate Member since 1994

REPLENISHMENT
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In stock program for Rental Industry
IB* Top selling frames

Minimum order requirements
l!l* Ability to combine stationary, motion, and recliner

orders in one shipment —

Casual Living

P. 0. Box 86 * Highway 15 North
Blue Mountain, MS 38610

601.685.4711 (tel) • 601.685.4784 (fax)
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16 I RTO PERSPECTIVE

When it comes to getting
the job done, APRO
members can and will
work together, reflects
APRO Executive Director
Bill Keese.

18 I THINKING RTO

APRO General Counsel
Ed Winn III ponders the

complexities of late fees.

55 I WHO'S WHO

IN AUDIO/VISUAL

An annual listing of

companies that supply
audio/video products
and services to the RTO

industry.

56 I VIEWPOINT

How do you handle
customers’ late fees?

RTO done Rite:
An APROfile of Ed Stanko

COVER ILLUSTRATION

BY I. DON TANO

Meet Rent Rite’s Ed Stanko, who has a

plan to turn his 17-store Florida rental-purchase chain into a big
industry contender in the next few years. Free-lance writer Markus

Beeby talked to Stanko to find out just how he plans to take Rent

Rite to the next level and why Rent Rite is going to stand out from
the crowd.

APRO’s past presidents: Now and then

Writer Allison Hunt caught up with seven of APRO’s past presidents to see what

they’re up to these days. While some have gracefully crossed the retirement river,
most have kept their hands in the industry by either starting new stores, continuing
in the same business or investing in sideline interests. One thing is definite — each

has a past to be proud of and is busy planning for the future.

Rental revelations:
What our customers think

Conducting polls may not be the best way to run the

country, but it is still the best way to run a business, says
APRO General Counsel Ed Winn III. The second APRO

rental-purchase customer survey results were released
earlier this year. Find out just how happy or unhappy
your customers are and just how well they understand
the rental-purchase transaction.

marine□□□□ □□□□□ A

’99: Mining your business

has lined up a spectacular adventure in

Reno for its 1999 convention and trade show,
August 9-12. Out-of-the-ordinary parties, seminars

and special events will keep you entertained from
dawn to dusk. Check out what’s in store for 1999

convention-goers in Reno, “the biggest little city in

the world,” this summer.

5 I NEWS BREAK

Recap of the 1999 APRO

Legislative Conference;
RentWay introduces new

RTO program; FTC survey
complete; Standard

acquires Frisco; PR Watch.

14 I PRESIDENT'S VIEW

1998-99 APRO
President Ernie Lewallen

acknowledges the
contributions of parting
APRO board members.



WE LOOK FORWARD TO
SEEING OUR APRO FRIENDS
IN RENO, BOOTH 510/512.

LOOK FOR US IN THE
APRO SHOW GUIDE.

The Alternative
is Quality...

...the Alternative
is i &

Pre-Paid Internet Access

■ No Credit Card Required
■ Quick & Easy Installation
■ Improved Computer Rental Keep Rate

■ New & Continuous Income Source

The Alternative is Available
...the Alternative is Here

(888 ) 615-5228
/ y

ACT/ VV_ I Inc. CALL NOW toll-free (888) 615-5228, or visit our website at www.actsmart.com
Alliance Computing Technologies ■ 3105 W. Waters Ave., Suite 215 ■ Tampa, FL 33614

APR3 Associate Member since 1994
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Big Screen Home Theater Furniture
AS never been built better, Priced better

or looked this good

• Wall Units starting at $399
• Carts as low as $99

%•

• New Price Points
• QuickShip Program
• JVC Electronic Packages

AUDIOFILE
HOME THEATER

14430 Monte Vista Ave. Chino, CA 91710 • Ph: 909'606'1656 • Fx: 909'606-6946 • l-800'833-6252

Member: APRO & TRIB Group



After 85 years of laundering,
we know a little something

about helping you make money

Making money for your rental business is easier when you carry

Whirlpool' products. Not only is Whirlpool one of the most

recognized brand names, but our appliances are among the most respected.
In fact, when discussing our laundry products, a leading

consumer magazine said no one has fewer repairs. To learn how to put

our money-making operation to work for you, call 1-800-253-1301

or access www.whirlpoolappliances.com

WhirlpoolNOME Z APPLIANCESHOME Z APPLIANCES

trademark/rMTradernark of Whirlpool, U.S.A. ©1997 Whirlpool

World Leadero

Whirlpool to the world,

leading manufacturer
of laundry products.

Full Line Of
Major Applianceo

We aloo provide a wide array

of cooking products,
■efrigeratoro and diohwaohero.

Qua/ih/ Service

-1 dedicated coalition team

there to aooitre nationwide
cuotonier ocnice.

Unmatched Delivery
•

very own Quality Expo
driven promptly deliver

yourproduct with care.

Member oinee J981,
longer than any other

appliance manufacturer,

WJ~\x

WWdpoolj
Quality EXPRESS]



COMPILED BY

JULIE SHERRIER,

LINDA HSIEH AND

RICHARD MAY

Legislative Conference
reaps sponsors

attended by not only the

visiting rental-purchase
dealers, but more than a

dozen staffers and con-

gressmen.
Overall, the 1999 Dave

Egan Legislative Confer-
ence was a success in

attracting new bill co-

sponsors, raising new

APRO political action
committee funds as well
as introducing first-time

industry dealers to the
in’s and out’s of the

political process.

M
ore than a

dozen new co-

sponsors to the

rental-purchase indus-

try’s federal legislative
initiative, H.R. 1634,
signed on due to the

overwhelming participa-
tion in this year’s annual
Dave Egan Legislative
Conference, held in

Washington, D.C., May
4-6, at the Doyle Wash-

ington Hotel.
More than 75 rental-

purchase dealers from
across the country made
their voices heard in
more than 160 meetings

with congres-
sional offices.
Not only did
the usual
crowd of

politically
involved
rental dealers
show up for
the three-day
event, but
also the

largest gath-
ering of first-
time
Conference

participants

signaled new strength
for the industry’s fed-
eral legislative effort.

On Wednesday
evening, conference
attendees were treated
to a tour and dinner
at Mt. Vernon, George
Washington’s estate.

Rep. Walter Jones,
sponsor of H.R. 1634,
and his legislative aide,
Glenn Downs, were in
attendance for the night’s
festivities.

A congressional lun-
cheon, held on Thursday
at the Cannon Building
on Capitol Hill, was well-

Left top: Rep. Jones’ Chief of Staff

Glen Downs, APRO President Ernie

Lewallen and Rep. Walter Jones [R-
N.C.] Left below: Participants Mamie

Harper, Joe Arnette, Kim Slatton and

Tiger Cleek. Top: Mamie Harper and

Rep. Jones. Above: Participants Rich

Bartel, Saundra Blackwell, Dan Weiss,
Kim Slatton, Terry Beville, Mark Wind-

sor and Jeff Lebakken.

MAY-JUNE 1999 5
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L. DOWCll AmettC, former chief operating officer for Rent-A-Center, was pro-

moted to the additional post of president. Arnette has more than 26 years of

experience in the rental-purchase industry. Before joining RAC in 1993, he was

executive vice president of DEF Investments, which was acquired by the com-

pany that year.

IWOPK Spi'l'SC resigned from the position of president of the company, but

will continue as a director and significant shareholder. “Mark Speese has been

with the company virtually from inception and has contributed mightily to our

success,” says J. Ernest Talley, chairman and CEO.

Rent-A-Center also announced that 1J8I18 F. UODIC, a senior vice president
with the company, was appointed executive vice president of operations, the

position held by Arnette prior to his recent promotion. Goble also hails from

DEF Investments, which was acquired by RAC in 1993.

CBttiy Deis has achieved great success since she accepted a position with

Used Appliance Warehouse as rental manager a year ago in Pittsburgh, PA.

Utilizing her 12 years of experience in the rental industry, Geis and her assis-

tant, Bill Knauff, established affordable bi-weekly and monthly payments,
improved customer service and made customers feel at home with Used Appli-
ance Warehouse. Their efforts have expanded the rental department to more

than 500 agreements, with continuing growth every month and a delinquency
rate of around 10 percent.

Total Package Marketing Inc., a printing, direct mail and sales promotion
management firm based in New jersey, has announced two staff promotions
and additions. F8t MBFlill has been appointed direct mail coordinator. jOSOptl
McMaSter joins TPM’s sales and marketing department as a sales and market-

ing coordinator.

Rent-A-Center
succeeds with
unique SKU
rationalization

The stock price of
Rent-A-Center, formerly
known as Renters

Choice, suddenly shot up
by almost $4 on April 13
after reporting that the
$30 million in synergies

that it projected for the

acquisition of Thorn Pic.
in 1999 are moving
ahead of schedule.

A key element of
Rent-A-Center’s strategy
has been its stock keep-
ing unit (SKU) “rational-
ization.” By eliminating
lower-priced rental mer-

chandise like pagers and
mobile phones and shift-
ing toward branded elec-

tronics, furniture and

appliances, Rent-A-Cen-
ter has been able to

increase both the num-

her of units on rent as

well as the average price
per unit in stores.

More important, the
SKU rationalization
entails the wholesale

dumping of non-core

items. When RCII

acquired Rent-A-Center

and then took its name,
it lowered the SKU count

from 1,000 to about 150.
This promptly reduced

delinquencies to roughly
6 percent. Eliminating
discount promotions
that led to big volume
and even bigger collec-
tion headaches was key
to Rent-A-Center’s cur-

rent success.

In the future, look for
Rent-A-Center’s changes
to the incentive structure

for store managers, mar-

ket managers and senior

management—aligning
compensation with
unit level operating
performance.

RentWay
introduces
revolutionary
program

After climbing to the
No. 2 slot in the rental-

purchase industry, Rent-

Way will now attempt to

further increase its mar-

ket share this month
with the television debut
of two new spots and a

revolutionary new rental

program.
The spots tout Rent-

Way’s new Lifetime Rein-
statement program,
which lets customers

return items anytime, for

any reason, and then re-

rent them without losing
their investment. Accord-

ing to RentWay’s Direc-
tor of Advertising
Michele Brooks, this is
an industry first.

“Lifetime Reinstate-
ment will change the way
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CALENDAR OF EVENTS

people look at renting,”
Brooks says. “At most

places, if a customer has
to bring something back
and then wants to rent it

again later, he has to start

over. But with Lifetime
Reinstatement, he simply
picks up where he left
off. That puts him one

step closer to owning it.”
It should also put

RentWay one step closer
to dominating the esti-
mated $4.4 billion

rental-purchase industry.
The Erie-based company
has already captured
more than 10 percent of
the nation’s rent-to-own

business. It recorded its
20th consecutive quar-
terly increase in earnings
and more than $177 mil-
lion in revenue for the
last fiscal year.

With the Lifetime
Reinstatement program,
RentWay hopes to build
an unprecedented level
of customer loyalty in an

industry that has come

under fire from con-

sumer groups for repos-
sessing merchandise
when customers miss

payments near the time

they would acquire own-

ership. This program
ensures that no customer

who wants to own mer-

chandise will be deprived
of that opportunity.

“Everyone goes
through some kind of
financial constraint at

one time or another,”
Brooks says. “But if we

can help a customer

through those times,
we’re likely to keep that
customer. And in an

industry where cus-

tomers bounce from

company to company,
that could have a huge
impact in building brand

loyalty.”
RentWay’s multi-mil-

lion dollar national tele-
vision campaign began in

April with two humorous

spots using problem/

solution scenarios to

show the advantages of
Lifetime Reinstatement.
The campaign will also

incorporate telemarket-
ing and direct mail to

spread the word, as well
as special point-of-sale
kits for each store.

JUNE

9-13
TRIB Group Annual Meeting,
Holiday Inn Central, Tucson, AZ,
770/A51-4302

26-29
Dallas Furniture Market

800/325-6587

FTC survey complete JULY

7-16
Atlanta Gift and Home

0&%#2“ \ps.%n:
<=4456+4

. *22.100;

456+4
2 . 100 .

T
he Federal Trade
Commission sur-

vey that was pub-
licly requested last year
on rental-purchase cus-

tomers has been com-

pleted. Results will be
released sometime in the
summer, according to

Ron Waters, APRO gov-
ernment affairs director.

During APRO’s meet-

ings and communication
with the FTC, officials

,!++% 5=4456^k-;
: 00&%#22.100&5Y

. 11#®$$$+%% #<
56++% $=4456++3.
!00&%#22.TOGpt*

claimed the purpose of
the survey was to gather
information in case of
potential legislative activ-

ity. A recent draft of a

White House proposal
regarding a consumer

privacy protection act,
however, mentioned
rent-to-own in one of its

provisions but reserved
action prior to the release
of the FTC survey.

APRO will continue to

Furnishings Market,
404/220-3000

13-15
Midwest Rental-Purchase
Dealers Association Trade Expo,
Indianapolis, IN, 812/333-7496

23-27
San Francisco Furniture Market,
415/552-2311

AUGUST

9-12
APRO’s Annual Convention and
Trade Show, Reno, NV,
800/204-2776

13-17
NARDA Summer Institute,
Leesburg, VA, 800/621-0298

19-22
Tupelo Furniture Market

601/844-1473

SEPTEMBER

TBA

APRO Fall Board Meeting,
800/204-2776

OCTOBER

14-22

High Point Furniture Market,
High Point, NC, 910/888-3700
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The same old story...
A

ttorneys general throughout the

nation are releasing news articles

that are appearing in newspapers
across the country. The headlines

range from “Rent-to-own: know the costs,” “Rent-

to-own may not be a good deal” to “[Attorney Gen-

eral] Doyle warns against rent-to-own scams.”

“These type of articles are nearly a decade old,”
says Ron Waters, APRO

director of government
affairs. “And it’s always
the same old story.”

Recently, a number of

these articles have

appeared in newspapers
in Wisconsin, an unregu-
lated rent-to-own state,

by the state Attorney Gen-

eral James Doyle. Other

articles have appeared in

papers in Iowa, Texas and Minnesota. They are in

sharp contrast to articles seen in the Philadelphia
Inquirer and, recently, in the Sioux Falls (SD) Argus
Leader.

The Sioux Falls paper ran a story in January
1999, entitled “Attraction grows for renting technol-

ogy.” The story featured the flexibility of the rental-

purchase transaction touting, “if you’re dazzled by
the latest technology, but dazed by the price tag,
take heart. Instead of buying consumer goods,
many people are opting to rent or lease.”

The story featured APRO member, Elmen Rent

All, quoting marketing director John Anderson.

Along with the Sioux Falls article, other positive
articles are popping up throughout the nation. An

APRO-sponsored initiative has seen placement of a

newspaper article titled, “Rent-to-own products:

Solution to staying out of debt,” in New York, Chica-

go and Butte, MT.

This just-released article is being distributed

through a media placement company called the

North American Precis Syndicate, or NAPS, which

provides articles for newspapers throughout the

nation. APRO plans to release four articles by the

end of the year. The second article will be released

at the end of May.
“It is unfortunate that

the Wisconsin attorney
general also has a simi-

lar media campaign
except with a negative
message,” says Gary
Romine, APRO Public

Relations Chairman.

“Especially in light of

the recent Council of Bet-

ter Business Bureaus

Annual Inquiry and Complaints report.”
The CBBB report shows rent-to-own with only

171 complaints in one year, ranking No. 227 among
other businesses, which represents a drop of 18

percent from five years ago. Rent-to-own falls well

below the retail industry and computer dealers.

Computer dealers ranked No. 5 with 6,662 com-

plaints. Not only have consumer complaints about

rent-to-own dropped, but satisfaction levels with

rental-purchase customers is 10 percent to 15 per-
cent greater than retail counterparts, according to

the latest rent-to-own customer survey by America’s

Research Group.
While attorneys general churn out the same old

story, maybe they should take a new look at rent-

to-own because rental-purchase is not the same old

industry.
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AFFORDABLE SOLUTIONS

monitor the progress of
the survey and would like
to remind everyone that
this may cause future

public debate and legisla-
tive activity regarding
rental-purchase — good
or bad.

Shoppers’ View
introduces
customer card

Shoppers’ View is

offering the rental-pur-
chase industry its latest
customer comment card

program, which can be
used to compliment its
other services, including
the Customer Care Pro-

gram, on-site evaluation
services and telephone
mystery shopping.

The new program will

give a short, postage-free
card to every customer

who has merchandise
delivered. The customer

will then rate the rental
store on several key areas

and provide other valu-
able feedback for rental
dealers. Shoppers’ View
will send a monthly
recap report to the com-

pany, breaking down
overall results along with
a recap by each store.

This program will
offer rental dealers an

easy way to monitor cus-

tomer satisfaction. It will
also alert a company to

customer concerns so

actions can be taken

promptly. Interested

companies should con-

tact Blair Bundt or Steve
Leach at Shoppers’ View
at 616/356-2588.

COMPLETE POINT-OF-SALE SOFTWARE
FOR RENTAL AND RETAIL STORES ONLY

$899.00
RTO PRO INCLUDES:

Complete inventory, including depreciation
Retail sales ^ Complete rental

Collection and overdue reports and on-screen account

Management & Billing ^ Airtime accounts

Contract printing And much more

DATA CONVERSIONS FROM OTHER SOFTWARE AVAILABLE

Windows 95, 98, NT and network versions available!

FREE DEMO AVAILABLE. CALL [800] 351-6299,
OR VISIT OUR WEB SITE AT WWW.RTOPRO.COM FOR MORE

INFORMATION AND TO DOWNLOAD THE DEMO.

FUTUREWARE ENTERPRISES INC.

5026 Gall Blvd., Zephyrhills, Florida 33541

EXHIBIT AT THE APRO ’99 TRADE SHOW, AUGUST 9-12, RENO

-> XT'S !T,J©© TOl <r

Reach more than 1,000 rental dealers from across the country
Get year-round exposure via the APRO Virtual Trade Show

Receive mailing labels for all APRO home offices

Receive a complete list of show attendees
‘"r Attend educational seminars

Network with rental dealers at all social events

CONTACT CINDY FERGUSON OR CAROLYN MAY AT 800/204-2776
FOR MORE INFORMATION.
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LJ Koch of Koch
Originals dies

Koch Originals Presi-
dent, Louis J. Koch, died
on February 25, 1999. He
was 74.

Koch was involved in

many major projects at

George Koch Son Inc.
before spinning its metal
craft division into Koch

Originals, a high-end
manufacturer of furni-
ture, wedding candelabra
and related accessories.

Koch’s sons will con-

tinue to run the family
business. Albert Koch
will succeed his father as

president of the Koch

Originals; George and
Kim Koch will serve as

vice presidents.

Bell Furniture,
International
Bedding team up

Bell Furniture Indus-
tries Inc. and Internation-
al Bedding Corp. have
teamed up to create Bell

Sleep Products, a new line
of high-quality bedding
products. Bell Sleep Prod-
ucts will be manufactured

in IBC factories and

strategically located

throughout the country.
“This exciting new

product line is being
developed with the guid-
ance of Bell Furniture
Industries’ major
accounts, utilizing IBC’s
exclusive designs and

proprietary spring tech-

nologies,” says Tom

Holmes, president of Bell
Furniture. “Furthermore,
this new venture will
allow our extensive Bell
dealer base to enjoy the
same great merchandise,
technology and profit
that only the very largest
mattress retailers in the
United States could

experience.”
The premiere showing

of Bell Sleep Products
was unveiled at the High
Point Market in April.

Standard
acquires Frisco

Standard Furniture
has acquired the factory,
equipment and product
line of Frisco Manufac-
turer., a former competi-
tor in promotional

Correction
D anny Bozof is the new national accounts

manager of rent-to-own for River Oaks

Upholstery Company, not Gentry Upholstery, as

was reported in the previous issue of Progres-
sive Rentals. Bozof will be working with River

Oaks CEO Tom Deitrich, former vice president of

Ashley Furniture.

HELl-O■
my name >s

wwRatf,

Same staff, new names

Y
ou might see some new APRO staff names in this

magazine or on the APRO Web site and think that

there’s been a big turnover at the office in Austin.

To the contrary, the APRO staff has not changed personnel
since 1986. What has changed, however, are the names of

several staff members.

APRO Membership Director Carolyn Fitzsimmons is now

Carolyn May; Marketing Director Cindy Ganther is now Cindy
Ferguson; Communications Director Julie Sherrier will soon

be Julie Stephen; and Administrative Assistant Amber

Roberts is now Amber Watts. Just for the record, Carolyn
May is APRO Public Affairs Director Richard May’s sister and

Cindy Ferguson is not related to Art Director Neil Ferguson.
Rumors that Executive Director Bill Keese may change his

name to The Boss Formerly Known as Keese are unfounded.

bedroom and dining
room suites. The

200,000-square-foot
Frisco plant in Frisco

City, AL, started produc-
tion on April 5 after a

one-month shutdown.
Furniture began shipping
in early May.

Frisco filed for Chap-
ter 11 bankruptcy pro-
tection in February after
Michels & Co. withdrew
its offer to buy the com-

pany. The acquisition by
Standard ends Frisco’s 52

years in business. Stan-
dard did not disclose the
terms of the deal.

Standard will be

blending some of Frisco’s

best-selling suites into its
own product line. The
transition is expected to

be smooth due to the
estimated 70 percent
overlap in the two cus-

tomer bases, says Don

Mecke, vice president of

sales and marketing for
Standard. The acquisi-
tion will provide both a

wider merchandise
assortment and some

needed manufacturing
capacity for Standard,
bringing its total produc-
tion space to 1.8 million

square feet.

Positive press/
negative press

► Attitudes toward
the RTO industry may be

changing in New Jersey.
The Today’s Sunbeam

spotlighted South Jersey
Latinos and Friends, two

local New Jersey organi-
zations that are support-
ing legislation that will
educate consumers about
rent-to-own options.
Efrain Feliciano, chair-
man of South Jersey
Latinos, is confident that



the legislation will bene-
fit Latino consumers.

“Basically, what I was

really concerned about
was the issue of full dis-
closure to the consumer

and that if the consumer

does not speak English,
they be provided with
translated information,”
says Feliciano.

Michael Turner,
spokesperson for
Alliance for Consumer
Rental Options, stressed
that the legislation will

require a detailed disclo-
sure, including the
amount of monthly pay-
ments, the total it would
cost to purchase the

product from the rent-

to-own dealer, the rental
rate and the current

price of the product if
the consumer were to

purchase it from a retail
store.

► Atlanta-based
Aarons Rental Purchase

recently named its Bak-
ersfield, CA, location
Store of the Year for
1998. Surpassing the rev-

enues of all 136 Aaron’s
Rental Purchase fran-
chise stores across the

country, the Bakersfield
location is the first of 24
Southern California
stores to be opened with-
in the next two years,
reported the Bakersfield
News Observer.

Franchisee Randy Sul-
tan, president of Sultan
Financial Services,
opened the Bakersfield
store in December 1997,
and his second store,
located in Fontana, CA,
opened in October 1998.
Sultan plans to open four
more.

“We’re always on the
lookout for the next

growth market and
Southern California is at

the top of our list,” says
Todd Evans, Aaron’s vice

president of franchise

development.
► The rental-purchase

option is making sense to

all types of movers.

Tony and Chona Tor-

res made the
move to the
United States and
into an apartment
last year from the

Philippines. Fur-
niture was some

thing they left
behind because furni
ture shipped from
the Phillipines to the
United States was likely
to be damaged. The
Aurora, IL, couple didn’t
have the money to

replace it, so they rented
it all, according to Copley
News Service.

“It makes it easier for

you to get settled right
away. You’ve got a bed to

sleep in, a couch to

GREEd/VE Rental Solutions
FURNfTURE

rience

nOGTESIVE
FURNfTURE

2588 Heart Drive
P.O. Box 729

Claremont, NC 28610

For more information about Progressive Furniture and why we're the industry's
fastest growing rental resource, contact our sales office at 1 - 828 - 459- 0114 .

>1PRO Associate Member

Excitinq desiqns in promotional
laminate bedrooms that are

proven winners!

Magellan fully integrated "Plug And
Play" Entertainment packaqes

featuring major brand electronics.
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PUBLICLY TRADED

RTO STOCKS

7 . 14.98 10 . 5.98 11 . 25.98 2 . 3.99 3 . 30.99 5 . 27.99

entertain people on and
a dinette you can eat on,”
says Tony Torres.

Considering the con-

venience of renting and
the door it opens for

today’s mobile society,
it’s no surprise the rental

industry is booming.
“The main reason for

the industry’s success is
that we’re such a mobile

society and there’s a lot
of uncertainty. Rental-

purchase is for anybody
who needs to have the

flexibility to change their
mind,” says Christa Land-

graf, vice president of
sales for Brook Furniture
Rental in Elk Grove, IL.

Corporations as well
as individuals are enjoy-
ing the freedom of rent-

to-own. Referred to as

third-party companies,
corporate housing ser-

vices are finding tempo-
rary housing for relocated
executives and filling the
homes with rental furni-
ture. The executive’s com-

pany pays up front for the
furniture rental: the per-
son on temporary stay is

responsible for paying
one bill to their company
upon leaving, according
to Copley.

► The RTO industry
was recently highlighted
in the 1999 Minnesota

Legislative Working
Family Agenda. The
Union Advocate reports

that the agenda, based on

the labor federation’s

Working Family Agenda,

Are you ready
for the next

MILLENNIUM?
POS SOFTWARE SYSTEMS

• Complete Customer Tracking
• Complete Inventory Tracking
• Purchase Orders

DOS / Windows 95 / Windows 98 / NT

• Company Depreciation
• Integrated Home Office 24 HOUR TOLL-FREE SUPPORT!
• Single or Multi-User

Providing Quality Automation Since J 985

Rental Information Syste
834 Jeanette Ave,

Magnolia, AR 71753
800-863-7394 • www.rentinfo.com • sales

, Inz*

(ZJiunlinfy.zuiu
mm
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proposes three priorities
for the current session of
the Legislature and
describes Minnesota
AFL-CIO positions on

several key issues.
While legislators will

be supporting measures

to increase funding for

public schools, colleges
and universities and to

restrict ATM user fees,
they announced their

opposition to allowing
businesses to charge
exorbitant “interest” in
rent-to-own purchases.

Surf the Web
for bankruptcy
filings

Interested in checking
up on bankruptcy filings?
Banko Inc. provides
national bankruptcy
information through its
Web site for dealers who
either want to take part in
a bankruptcy proceeding
or file a proof of claim or

to assure that their collec-
tion efforts conform to

bankruptcy law.
Banko can also pro-

vide this information

electronically by a batch
transfer matching your
account base to its
national bankruptcy
database. Payment for
the search is only due
when the inquiry match-
es the database. New fil-

ings are added daily. The
database goes back to

January 1992. Check
out the Web site at

www.banko.com or call
Banko at 800/533-8897.

.apro-rto.com

industry news

association news

financial news

BROWSE OUR WAY TODAY

Ford F700-24' Vans with Cummins Diesels
• Class 6, 23,900 GVW (Under CDL)
• No commercial license required
• Low mileage—avg. 125K
• Ford 1060 engine 5.9L Turbo Diesel

made by Cummins & made to last!
• Allison AT545 4-sp. automatic trans.
• 3.73 rear end ratio • Air conditioned
• Walk-up ramps-lift gate optional

*1993
Low

profile
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I
n recent weeks I have learned that the
APRO board is losing some real stars.

Longtime members Darrell Tissot, Dick
Eichlin and Sandi Blackwell are taking a

well-deserved retirement. Since none of
them will ever tell you themselves and

since I have witnessed their board careers, I feel
someone needs to celebrate what they have meant

to you and to the Association. This trio has had
tremendous influence in the decision-making
process that has shaped your futures. Each has rep-
resented something quite unique to the board.

Dick supported the small dealer. Often with

quiet reserve, Dick would wait for the moment to

“No team can lose

the likes of these

people and not have

to work very hard to

find suitable

replacements. They
are truly my friends

as well as yours.”

Parting is such sweet sorrow

By ERNIE LEWALLEN

APRO’s President

strike when he believed that something might neg-
atively impact the small dealer members. Dick kept
the board in check. He was a board member who

operated with calm reason. He could sway group
decisions just by speaking out on an issue. I know
he was never aware of those skills. He has such a

sense of honest decency that he would never take
credit. From Dick, I have learned a much stronger
sense of maturity. He has spent nearly 20 years try-
ing to teach me.

Darrell is our champion. He is a master of the

bylaws. Every group has to have a guy like Darrell.
He actually replaced Roger Sharp as our resident
historian. I know few who are more driven by a

sense of fair play than Darrell. Few in this industry
really know how hard Darrell worked to apply the

glue that kept this Association together. If
he witnessed proposed changes for APRO
that hadn’t been well thought out, he
would stop it in its tracks. Darrell kept the
board straight with his leadership. He was

a great president. I will never forget his
level of commitment to me and this
board.

Sandi Blackwell is our flame. She can

and will argue through as issue with more

fervor and tenacity than anyone serving during my
six years on the board. She speaks and speaks often
in support of issues that would strengthen the le-
gitimacy of our efforts. Sandi’s sense of morality
has guided decisions we have made over the years.

Her work and commit-
ment to this Associa-
tion are to be admired.
I think she may have
served on practically
every APRO commit-
tee. She defined right
and wrong more times
than I can count. She is leaving me with her beliefs.
I won’t lose them.

These three people have more than 25 years of
collective APRO board experience. No team can

lose the likes of these people and not have to work

very hard to find suitable replacements. I will miss
the hundreds of
hours and thou-
sand of miles we

have journeyed
together to fight
for our causes and

to keep APRO the kind of association it is. They are

truly my friends as well as yours. I love them all and
will greatly miss their camaraderie.

Change is upon us. Now that these three are

leaving us, David David, Rich Bartel and I become
the longest-serving board members. Dick, Darrell
and Sandi are unique in personality, but alike in
their belief that they would never ask for thanks for
a job well done. They would ask you to pick up the
ball. They have more than paid their dues. They
would hope their commitment to this Association
would inspire people like you to become the next

generation ofAPRO leaders. This group will be dif-
ficult to replace. Our retiring fellow members gave
of themselves because it was the right thing to do. If

you truly want to thank them or honor them, aspire
to replace them. Select member(s) from your com-

pany to ensure that their legacy can live on. Repre-
sent yourself as these three did years before by
running for board election. ■

Ernie Lewallen is president of United Household
Rentals in Cincinnati, OH.
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Row 48 seat 12 is a triple skip.

While putting the pedal to the metal and generating new

business is what it's all about,Tele-Track waves the yellow
flag at the appropriate time to help you avoid known skips.

Row I 14 seat 22 is using the social security
number of a person who died in 1965.

A person using a deceased or invalid social security num-

ber to get a rental application approved requires the black

flag. It's a fact: Over 95% of people using an invalid or

deceased person's social security number will skip with your
merchandise.

Row 17 seat 3 rented three big screen TVs from

three different stores last week.

Tele-Track is like having a spotter high in the stands so that

when the smoke clears, you're still in the race. We alert

you to potential fraud when we detect behavior typical of

professional skips.

Tele-Track completes application verification with timely
information that is not available from any other source.

Our high risk consumer information reduces losses and

increases recoveries of skip accounts. Tele-Track has been

providing risk assessment, fraud alert and skip trac-

ing services to merchants who cater to high risk consum-

ers since 1989.

Call 1-800-729-6981
for complete information.

TeleTfack ♦

Tele-Track, Inc. • 155 Technology Pkwy., Ste. 800 • Norcross, GA 30092 • www.teletrack.com
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T
he Rev. Jesse Jackson was holding
court with the Capitol Press

Corps in front of the Cannon
Caucus Room. His concern was

America’s response to the atroci-
ties of Slobodan Milosevic to-

ward the ethnic Albanians. The rhetorical ques-
tion he posed was the wisdom of bombing for

peace. Nearly 30 rental dealers listened to every
question and every response.

When the Rev. Jackson abruptly ended the

press conference, the way was clear for APRO leg-
islative conference attendees to enter the Cannon
Caucus Room where, in just 15 minutes, they

were successful in

solving our IRS tax

problem. This 15-
minute drill would
have made all of you
proud.

One dealer turned
to me and said,
“When you are in the
rental business, you
are not afraid of
work.” To which I

added, “When you are

in the rental business,
you all need

“One dealer turned

to me and said,
‘When you are

in the rental

business, you are

not afraid of

work.” To which I

added, “When you

are in the rental

business, you all

need to work

together.”
to work together.”

Teamwork really works

By BILL KEESE

APRO’s Executive Director

were scheduled to sit down to lunch in the com-

pany of congressmen and Capitol Hill staffers.
The room was set up for 200 in the classical class-
room setting: the buffet had not yet been set up
and the Cannon Caucus Room personnel, who
were to set the room up for 150, were nowhere to

be seen.

Without a single cry for help, all the rental
dealers and APRO staff present rushed into the
Caucus Room, moved 200 chairs, found 15 round
tables in a back storage room, organized into
work teams and, in less than 15 minutes, had the
room set to feed 150 people. Tablecloths were in

place, salt and pepper shakers were set and dessert
was placed at every setting. While we were mak-

ing the room ready, the Doyle Washington Hotel
staff, hired to cater the event, laid out a

great luncheon buffet for the expectant
crowd.

When the first Congressman and
staffers arrived, all was ready for the
feast.

I point out this small, but significant,
event for an obvious reason. Teamwork
and group cooperation can accomplish
great things. We had big rental dealers

and small ones, owners and employees, working
together to put forward the best possible image
for the industry for national decision-makers.

Quite frankly, I haven’t seen the industry work

together like this since the days when we tried and

Now that the merger mania
seems to have subsided, we all
need to reflect on the axiom some

of us seem to have forgotten. Team
work!

The history of our industry illustrates what

cooperation and teamwork can do for the entire

industry. Our more recent history is too full of

suspicion of each other and questions of who is

buying and who is selling. We have an industry
that has changed and has a different look and feel
about it. New faces have appeared and many of
our old friends who fought so hard for all of us in
the industry are now gone. Many, me included,
were fearful we lost that spirit that has made us

what we are.

I witnessed firsthand a rekindling of this spirit
last month at the annual APRO legislative confer-
ence. I hope we can nurture this spirit and once

again show everyone how strong and innovative
this industry is when we all belong and all work

together.
There are many challenges ahead. We need to

protect our accomplishments in state legislatures
around the country. We need to continue to pur-
sue and obtain federal legislation. We need to

improve our relationships with our customers.

We need to pursue perfection in ethical behavior.
We should all work together for the common

goals facing the industry. We should focus those
efforts through APRO. We should each get a

rental dealer this year to join APRO.

Just think what a grand room we could set up
if we did this?«

Bill Keese’s e-mail address is bkeese@apro-rto.com.
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Your One-Stop Rental Source!

31” (diagonal) Stereo

Monitor Receiver

19” (diagonal) XS®
Stereo Table Television

19” (diagonal) Table

Television

4-Head VCR

35” (diagonal) Stereo

Monitor Receiver

Projection Television

13” (diagonal) Portable

Television 13” (diagonal) TV/VCR

27” (diagonal) XS® Stereo

Table Television

Table Television

19” (diagonal) TV/VCR
Combination

4-Head Hi-Fi Stereo VCR

Combination

Thomson has been a longtime supplier of GE Consumer Electronics to the Rental

Purchase Industry. We offer exceptional service, fast and reliable distribution and a full-

line of GE Electronics products including: VCRs, Televisions, TV/VCR Combos, Audio and

Communications as well as a complete line of Bush 1 Furniture for electronics. Making us,

Your One-Stop Rental Source. Our experienced Rental Specialists make ordering easy and

are ready to answer any questions you may have. Best of all, a 6-piece electronics order will

be delivered to your store freight prepaid. For more information contact: Tim Shannon

Manager-Rental at 800.217.3935, by fax at 800.688.1115 or by email at shannont@tce.com.

^ THOMSON CONSUMER ELECTRONICS

Consumer Electronics
We bring good things to life.

'Bush is a registered trademark of Bush Industries, Inc.

Simulated pictures.



□□□□□□□□ □□□

ver the years, the rental industry
has run the gamut with late fees,
trying no charge at all, daily
assessments, fixed amounts with
and without grace periods, per-
centage amounts with and with-

out grace periods, minimum fees, maximum fees
and variations on all these themes.

Late fees serve much the same function in the
rental industry as they serve the mortgage, retail
and other industries. Late fees work as an incen-
tive to get consumers to do something timely or

else pay a penalty. In most cases, the incentive is to

pay on time. In the rental industry, the incentive is
to make the decision to renew or not, and then

The late-fee condundrum
make a renewal payment or return the merchan-
dise timely. Failure to return the property in a

timely manner incurs the same penalty as not

renewing on time, although how diligently com-

panies attempt to collect such amounts varies

considerably.
The questions of how much to charge and

when to accrue late fees have been answered by
rental-purchase statutes in at least 24 states. These
statutes set the exact amount of the fee; 22 states

offer consumers grace periods after the renewal
date before late charges accrue. States that regulate
the amount of late charges peg the amount to the
rental rate or the rental period or just set a maxi-
mum amount. It usually costs more to be late on

a monthly account than it does on a

weekly account.

And that is how the conundrum aris-
es. Most dealers offer customers the
choice of selecting the next rental term

at every renewal without having to write
a new agreement. For example, monthly
customers can start making weekly pay-
ments anytime they choose and vice
versa. It is not unusual for a customer to

“These questions
hover in the air over

the rental industry,
arising to float about

in real life from time

to time and are

finally unanswerable

in any absolute

sense.”

By ED WINN III

APRO’s General Counsel

change back and forth from monthly to weekly
and then from weekly to monthly several times
over the course of an agreement.

The puzzle is what late charge and what grace
period to apply when the customer is late and is

also switching rental

periods. Say a cus-

tomer started a

monthly agreement,
made two timely
monthly renewal pay-
ments and then came

in four days late with a

weekly renewal pay-
ment. Suppose further
that state law gives monthly customers a five-day
grace period and weekly customers a three-day
grace period. Does the customer owe a late fee at

all? If so, how much? Assume late fees are $5 on

monthly accounts and are $3 on weekly accounts.

No statute that sets out the

grace periods and the limits on

fees answers these questions.
Instead, these questions hover
in the air over the rental indus-

try, arising to float about in real
life from time to time and are finally unanswer-

able in any absolute sense.

Rental dealers are practical people for the most

part and have little time to ponder conundrums in
the business. One practical solution is to look at

the initial payment, which is how the account was

set up initially and, depending on the company
and the computer system, may dictate the grace
period and late fee disclosed in the agreement. If
the initial payment was monthly, the customer is a

monthly customer and gets monthly grace peri-
ods and pays monthly late fees during the agree-
ment regardless of how the customer may elect to

pay after the first payment. Using this solution in
the example above, the customer isn’t late, yet, and
owes no late fee.

Another practical solution is to look at the last

payment made. A customer is defined by how he
last paid. If the last payment was monthly, he gets
a monthly grace period and gets tagged a month-

ly late fee, even if the next payment is weekly. In
the example, the monthly grace period hasn’t
expired, yet, and, no late fee is due.

Additional solutions become increasingly less

practical. Another possibility might be to count

the number of rental payments made or rental
dollars collected to date. If the customer has made
more monthly payments or paid more money in

monthly payments, then he is a monthly cus-

tomer, but this is a cumbersome calculation and

18 PROGRESSIVE RENTALS
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does not seem any more preferable than the sim-

pier solutions offered above.
An ideologically attractive, but finally imprac-

tical, solution is to declare the policy of always giv-
ing the customer the benefit of whichever
calculation is most advantageous to the customer

at any time. This sounds noble, but there are no

computer programs that can make that calcula-
tion and store personnel on a busy Friday after-
noon will not get it right every time. And make no

mistake, even this solution would not placate crit-
ics who will harp that you shouldn’t be charging
late fees in the first place, that the fees you charge
are too high and the grace periods too stingy.

The only other possibility is to adopt a policy of

guaranteeing the most revenue possible to the

company in any situation. There may be rental
dealers who have this policy, but it is unlikely that

they are readers of this magazine. This solution is

tacky and will not work long-term because cus-

tomers figure out a sharp dealer, finally, and go
elsewhere.

The best advice for dealers is to examine the
issue, figure out a practical solution that will work
in their own stores and, most importantly, apply it

consistently. Not having a policy at all is a bad
idea, as is allowing employees discretion to play
favorites among customers.

It is in some measure remarkable that no state,

among the many to have regulated late fees with
some precision (and a few states have revisited the
late fee/grace period issue several times), has
addressed this issue. That’s what makes it a conun-

drum, after all, “a problem admitting of no satis-

factory solution.”
We aren’t giving prizes at APRO for this, but if

any enterprising rental dealers out there have bet-
ter solutions than those offered here, we’ll print
them and give you credit. ■

Ed Winns e-mail address is edwinn@ibm.net.

SUPPORT APRO’S MEMBER SERVICES.
THEY’RE HERE FOR YOU.

APRO's General Counsel

Edward L. Winn III, Overstreet, Winn & Edwards
512/474-6436

Mediation/Arbitration Services

Larry K. Montgomery, J.D.
Richard Faulkner J.D., LL.M., F.C.I. Arb
National Association for Dispute Resolution Inc.
800/685-0999

Wage and Hour Consultation

Harry Weisbrod, Harry Weisbrod Assoc. Inc.
214/890-8562

Brian Farrington, Harry Weisbrod Assoc. Inc.
214/373-0435

Group Health Insurance

Edwin J. Sterczek, ChFC, CLU, RFP,
Mass Marketing Insurance Consultants
800/349-1039

Property and Liability Insurance/Eastern states

Craig Sparks, Blue Ridge Burke Insurance
800/466-0488

Property and Liability Insurance/Western states

RTO Systems Inc./Walter Clark & Associates,
Barry L. Gambini or Jeannette Willingham, CPIW
559/781-3466

Airborne Express/Freight Services

Bruce Collett, Unishippers Association of San Francisco
800/962-0782

Club Insurance Program
Alan Stein, Nationwide Club Administrators Inc.
954/753-5849

Rental Agreements
Chet Pensak, Inform Business Services
888/786-3676

Training
Larry Randolph, Triad Learning Systems Inc.
800/235-5045



Listen To What Rental & Sales Software

Terry Mullins
Executive Vice President

Rarick’s Rentals

Increased My Profitability!
“Since going on the RSSS System in 1997, we have realized

an increase of 60% on the collection of late fees. The RSSS

System tracks all transactions and if any late fees are waived,
the system automatically prints us an exception report, thus

giving our management team the tools they need to increase

our fee revenue. The RSSS reporting functions allow us to

get any kind of specific information. Some of the many re-

ports that have helped us increase our control and gross mar-

gins are the Inventory Pricing Report and the Turn Report.
Both of these reports have allowed us to realize a higher profit
level on our new and pre-rented merchandise.”

David David

General Manager
Full-O-Pep

Inventory Control Is Second To
None!

“The inventory control and home office system in Rental &

Sales Software System are second to none. Using RSSS for

the past fifteen years, we know where our merchandise is

and what we have in stock at all times. Each day we have

combined information from all stores at the home office and

can run any type of inventory or customer analysis that we

need. The buyer’s reports and merchandise analysis reports
tell us exactly what we need to order through the integrated
purchase order system. Thus we eliminate overstocks and

keep the most profitable inventory balance in our stores.”

457 Robert Dr.

Corpus Christi, Texas 78412 fax: 361.993.1731
800.334.5224

Rental & Sales
Software Systems

www.rsss.com



Systems’ Clients Are Saying About Us!

Clyde & Beca DeLoach
Owners

Rent City

Service & Support Above

Everything Else!

“Rental & Sales Software Systems is a company that stands

behind its software.We should know because we have been

on the system for over fifteen years. We are confident that
if any software problems arise, we can count on RSSS to

correct the situation. The personnel at RSSS are friendly,
courteous, knowledgable and most of all they keep their

promises. We are proud to say that we are RSSS clients.

We are working with a software company that supports a

powerful system with great, experienced people. Of all
the companies we have dealt with over the past fifteen years,
RSSS is one of the best!”

America’s Most Complete Software Solution!

Interfaced Software Modules Include:

o Rental Purchase
o Bar Coding
o Depreciation Tracking
o On-Screen Collections

o Time & Attendance

o Home Office & Warehouse
o Installation & Training

o Retail Point of Sale

o Inventory Control
o Interfaced Accounting
o Installment Sales
o Accounts Payable
o Electronic Mail / Calendar

o Data Mart / Data Warehousing

o Rent-To-Rent

o Intergrated Purchase Order
o Revolving Charge
o Inventory Analysis
o Telemarketing
o Service Department
o Flex Pricing

457 Robert Dr.

fax: 361.993.1731 Corpus Christi, Texas 78412
www.rsss.com 800.334.5224

Us At
APRO Booth
m #529-53lP



FLORIDA STATE GAMES
2050 NW 55TH AVENUE . MARGATE, FL 33063

PH (954) 973-9100 ■ PH (800) 343-4263 ■ FAX (954) 973-9102

E-mail FLSTGAME@aol.com

FLORIDA STATE GAMES
The Preferred Name In Video

Games Serving The
Rent-to-Own Industry

Service ■ Reliability ■ Satisfaction

Sony - Nintendo - Direct
15 Years In The Video Game Category
Serving The RTO Industry For More Than 5 Years
Video Game Programs To Fit Your Needs
Direct-to-Store Shipping
Orders Processed In 24-48 Hours

Guaranteed Fulfillment
All Orders Shipped By UPS Ground
Point-of-Purchase Material Available

Replacement Parts

Let Us Help You Be Part Of The
ffik-Billion-Dollar-A-Year Video Games Business



ASSOCIATION OF PROGRESSIVE

RENTAL ORGANIZATIONS’

RENTAL-PURCHASE
CONVENTION AND TRADE SHOW
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JOHN ASCUAGA’S NUGGET

-a RENO, NEVADA^
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apro*s
RENTAL-PURCHASE
CONVENTION AND

AUGUST 9-12, 1999

JOHN ASCUAGA’S
irrGGBT
RENO, NEVADA

CALL 800/204-2776
WWWAraO-RTO.COM

da mountains, the Nugget will give you everything from 24-hour gaming to a 16-foot Jacuzzi to

restaurants serving Mediterranean and Polynesian cuisine.

Step outside
the Nugget

and you’ll
also find a

wealth of
adventures
for the

whole family.
Lake Tahoe, the

Jewel of the
Sierra, is just
45 minutes

away.
Reputed
nationwide

for its beauty,
this exquisite

lake’s shores offer

every imaginable
activity you can

think of: golfing,
sleigh riding, hot-air

ballooning, hang glid-

ing, skiing, sailing, snow-

shoeing, wind surfing,
horseback riding — you
name it. You may even want

to plan for a few extra days
before or after the conven-

tion to fully enjoy all avail-
able recreations.

In the heart of

Sparks, Reno’s sister

city to the south,
you’ll find Victorian Square,
an eight-block area with
bandstands, gazebos, foun-
tains and an amphitheater
seating more than 450 peo-
pie. A $6.5 million redevel-

opment project also brought
a newly-built 14-screen,
3,200-seat multiplex theater
to the area.

APRO has also lined up a

spectacular three-day adven-

ture for your convention

trip. For example, you’ll get
to spend an evening at the
Ponderosa Ranch, where
Bonanza, the longest-run-
ning Western in television

history, was filmed for more

than a decade. If golf is your

passion, you’ll want to join
the Tom Kitchens/Joe Eason
Golf Tournament, to be held
at the Red Hawk Golf Club,
one of the finest courses in
the West. For car lovers,
APRO will hold a cocktail

reception at the National
Automobile Museum, the
house of more than 200

cars, trucks and motorcy-
cles, including the 1912

BY LINDA HSIEH



Rambler used in the open-
ing scenes of the movie
Titanic.

If you’re looking for a

trip with variety, APRO ’99
at Reno is the one. Recre-

ation, sports, history, cul-
ture, scenery...combine all
that with the non-stop casi-
no entertainment and the

opportunity to network
with top leaders in the

rental-purchase industry,
and APRO ’99 promises to

be your most pleasurable
business trip of the year.

fit and dance in the streets

of the past as you visit the
different eras of the auto-

mobile in America. The
museum will be open to

APRO exclusively. Hors
d’oeuvres and complimen-
tary cocktails will be served,
Casual attire or 1940s-style
garb.

Welcome cocktail

reception:
“Swingin’ Through
the Century”
6-8 P.M., MONDAY, AUGUST 9

NATIONAL AUTOMOBILE MUSEUM
CO-SPONSORED BY ENGLAND-

CORSAIR, MAYTAG, THER-A-PEDIC
INTERNATIONAL AND MIDWEST

TROPICAL

Swing dancing and vintage
automobiles.. .what better

way to begin the 1999
APRO convention and trade
show? Put on your ’40s out-

SUNDAY, AUGUST 8

2-6 p.m. Early registration
4-5 p.m. APRO Executive Committee meeting
5-6 p.m. APRO Government Relations Committee meeting

MONDAY, AUGUST 9

6:30 a.m. Buses depart for golf tournament

8 a.m. Golf tournament, Red Hawk Golf Club [Sponsored by Whirlpool]
9 a.m.-5 p.m. Registration
9 a.m.-io p.m. Exhibitor set-up
3-4 p.m. State Presidents workshop
4-5 p.m. State Presidents/Congressional Leadership reception

[Sponsored by Nationwide Club Administrators]
5:30 p.m. Buses depart for National Auto Museum

6-8 p.m. Welcome reception: “Swingin’ Through the Century”
[Sponsored by England-Corsair, Maytag,Ther-a-pedic International and

Midwest Tropical]

TUESDAY, AUGUST IO

8 a.m.~4 p.m. Registration
8-10 a.m. Exhibitor breakfast/training session

8-9 a.m. Pick up ballots for board election

9-11 a.m. General Session and Business Meeting
[Keynote speaker sponsored by G.E. Appliances]

11 p.m. Exhibit hall ribbon-cutting ceremony/champagne welcome

[Sponsored by RSSS]
11-4 p.m. Exhibit hall open

Complimentary ice cream break [Sponsored by Ashley Furniture]
2-4 p.m. Spouse/guest seminar

5 p.m. Buses depart for Ponderosa Ranch

6-9:30 p.m. Gala cocktail reception: “Party at the Ponderosa” [Sponsored by Foresight]

WEDNESDAY, AUGUST 11

8 a.m-5 p.m. Registration
8 a.m.-i2 p.m. Educational seminars [Breaks sponsored by Igloo Products Corp.]
11 a.m-4 p.m. Spouse/guest outing, Virginia City Victorian Fashion Show

and Luncheon
12-5 p.m. Exhibit hall open

Complimentary ice cream break [Sponsored by Finova Capital]
8-9:30 p.m. APRO president’s hospitality/PAC reception

THURSDAY, AUGUST 12

8-9 a.m. APRO Vendor Relations Committee meeting
9-10 a.m. APRO full board meeting/election of officers

9 a.m.-5 p.m. Registration
9 a.m.-i p.m. Exhibit hall open
1-5 p.m. Educational seminars [Break sponsored by Igloo Products Corp.]
1-6 p.m. Exhibitor tear-down
6-7 p.m. Awards reception [Sponsored by Thomson Consumer Electronics]
7-10 p.m. Awards banquet: “This Magic Moment” [Banquet sponsored by

High Touch; entertainment sponsored by Audiofile]

FRIDAY, AUGUST 13

8 a.m.-2 p.m. Exhibitor tear-down

ADDITIONAL SPONSORS

Sears: Convention Daily and badge neck straps; TRIB Group: Relaxation Station

in the exhibit hall; Nationwide Club Administrators and Inform Saf-Write: tote bags;
Alliance Computing Technologies: registration computers
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John Ascuaga’s
Nugget

Wednesday, August 11
8-9:15 a.m.

Southern Pacific A/B/G
[third floor]

Southern Pacific C/D
[third floor]

Southern Pacific E/F
[third floor]

John Ascuaga’s
Nugget

Mining For Market

Leadership
Jeff Lebakken,
Lebakken’s Inc.

Prospecting for Space...
Negotiating Store Leases

Panel

Prospecting for Space...
Negotiating Store Leases

Panel

Southern Pacific A/B/G
[third floor]

1999 Rental-Purchase

Industry Statistical

Survey Results
Thomas J. Noon,
Industry Insights

The Rush is On:

Computer Rentals in RTO

Dealer Panel

Rental Round-Table
Sessions
1-2 stores

Stake Your Claim:
Who is your customer?

1999 RTO Customer Research
Britt Beemer,

America’s Research Group

Stake Your Claim:
Who is your customer?

1999 RTO Customer Research
Britt Beemer

America’s Research Group

Below the Surface:
Hot Issues in Human

Resource Management
Kent Sutherland

Kent Sutherland and Associates

Southern Pacific C/D
[third floor]

There’s Gold in
Them Thar Hills:

Your Investing Map
Michael Allen,

Allen Advisory Service

There’s Gold in
Them Thar Hills:

Your Investing Map
Michael Allen,

Allen Advisory Service

Rental Round-Table
Sessions

3-12 stores

Below the Surface:
Hot Issues in Human

Resource Management
Kent Sutherland

Kent Sutherland and Associa'

Down the Shaft:
Successful Collection

Techniques
Dun & Bradstreet

Business Education Service

Down the Shaft:
Successful Collection

Techniques
Dun & Bradstreet

Business Education Service

Southern Pacific E/F
[third floor]

“Dynamite” Performance
Reviews and Agreements 1

Gary Ferriman,
Showplace Inc.

“Dynamite” Performance
Reviews and Agreements

Gary Ferriman,
Showplace Inc.

Rental Round-Table
Sessions

12-plus stores

AFRO EDUCATIONAL SEMINARS^

August 11
sum.

Wednesday, August 11
10:40 sum.-12 p.m.

Thursday, August 12
1-2:15 p.m.

Thursday, August 12
2:20-3:35 p.m.

Thursday, August 12
3:45-5:30 p.m.

Gala Cocktail

Reception: “Party at

the Ponderosa”
6-9:30 P.M., TUESDAY, AUGUST 10

PONDEROSA RANCH
SPONSORED BY FORESIGHT

Kick up your heels at the

legendary home of the

Cartwrights of television’s
Bonanza. Enjoy touring the
Ponderosa Ranch House and
see Hop Sing’s kitchen, Ben

Cartwright’s library, the
barns and the collections of

antique farm equipment.
Stop in for a drink and some

country-western dancing at j Western barbecue and open
the Silver Dollar Saloon. ! bar. Western or casual attire.

Annual Awards

Reception and

Banquet: “This Magic
Moment”

THURSDAY, AUGUST 12,
RECEPTION 6-7 P.M.
SPONSORED BY THOMSON
CONSUMER ELECTRONICS

BANQUET 7-10 P.M.
NUGGET CELEBRITY SHOWROOM
SPONSORED BY HIGH TOUCH
ENTERTAINMENT SPONSORED
BY AUDIOFILE

A delicious private dinner
will be served in the beauti-
ful Celebrity Showroom at

the Nugget. Awards will be
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presented during the dinner,
followed by a performance
by two of the most influen-
tial music groups of the
1950s—the Drifters and the
Coasters. Take a trip down

memory lane with such hits
as “Save the Last Dance for
Me,” “Up On the Roof,”
“Under the Boardwalk” and
“This Magic Moment” from
the Drifters and “Yakety
Yak,” “Charlie Brown” and
“Poison Ivy” from the
Coasters. Complimentary
cocktails during reception.
Cash bar during dinner.
Semi-formal attire.

1999 General Session
and Business Meeting
TUESDAY, AUGUST 10

PICK UP BALLOTS FOR APRO BOARD

ELECTION 8-9 A.M.

9-11 A.M., NUGGET CELEBRITY
SHOWROOM
KEYNOTE SPEAKER SPONSORED BY

G.E. APPLIANCES

An overview of association
activities and election of
board members will begin
the 1999 business meeting.
This year’s keynote speaker
is Dr. Jackie Freiberg, co-

author of the USA Today
and Business Week bestseller,
“Nuts! Southwest Airlines’

Crazy Recipe for Business

Central Pacific

[third floor]
Genoa

[second floor]

It’s Not the Pony Express:
You’ve Got MaiL.Now What?

Jeanette S. Cates, Ph.D.

»

Strike it Rich!
How to Get Yourself To Do

What You Need To Do

Lawrence C. Helms, Ph.D.

Y2K: Ready or Not!

Jeanette S. Cates, Ph.D.
Strike It Rich!

How to Get Yourself To Do

What You Need To Do

Lawrence C. Helms, Ph.D.

Y2K: Ready or Not!

Jeanette S. Cates, Ph.D.

*

Mining For Market

Leadership
Jeff Lebakken,
Lebakken’s Inc.

Central Pacific

[third floor]
Genoa

[second floor]

1 Silver Lining: Scratching the Surface:
BrtO Financial Statements Wage and Hour Update
I Terry Beville, Harry Weisbrod,
1 Bi-Rite Co. Harry Weisbrod Associates

1 1999 Legal and Scratching the Surface:

1 Accounting Update Wage and Hour Update
| Ed Winn III, APRO, and Harry Weisbrod,

Terry Beville, Bi-Rite Co. Harry Weisbrod Associates

Seminar breaks sponsored by Igloo Products Corp.

and Personal Success.” This

award-winning book has
sold more than 100,000
copies and provides an

inside look at the leadership
principles and practices that
have created the greatest
success story in the history
of commercial aviation.

Freiberg will present ways to

help you and your team find
new ways to make your
organization more competi-
tive, more profitable and a

more enjoyable place to

work.

Following the keynote
address, John
Ascuaga him-
self, owner of
our host
hotel, will

help APRO

open the
1999 Trade Show.

APRO’s Trade Show
TUESDAY-THURSDAY, AUGUST 10-12

JOHN ASCUAGA’S NUGGET
EXHIBIT HALL

The APRO exhibit hall is the

only national trade show
dedicated specifically to the

rental-purchase industry.
Attendees will be able to

view hundreds of booths

displaying products targeted
for our industry: appliances,
electronics, furniture, jewel-
ry, special services and
more. Admission to the
trade show is complimenta-
ry for those involved in the

rental-purchase industry.
Proper business identifica-
tion is required to receive an

entrance badge.

Rental Advertising
Excellence Awards

Winning entries from the

prestigious RAE awards will
be on display in the exhibit
hall during the APRO con-

vention. Categories for entry
into this annual presentation
include print materials,
direct marketing, newspaper,
magazine, radio, television,
billboard/outdoor and more.

1999 APRO
Tom Kitchens/
Joe Eason Golf
Tournament
8 A.M., MONDAY, AUGUST 9

RED HAWK GOLF CLUB, RENO
SPONSORED BY WHIRLPOOL CORP.

The 1999 APRO Golf Tour-
nament will be held at one
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RCA 4-Head Hi-Fi Stereo VCR

RCA 25” Diagonal TV/VCR Combo RCA 20” Diagonal ColorTrak® TV RCA 19” Diagonal TV/VCR Combo RCA 200-Watt 1 Doll

Full-Size VHS
Camcorder

GE 4-Head Hi-Fi

...with the Rental
Thomson Consumer Electronics offers the Rental Purchase Industry two of the most recognized brand name

RCA and GE, from one source. Call your Thomson Consumer Electronics Representative for these two grc
brands. It’s that simple. '

The Thomson Consumer Electronics distribution network assures you fast and reliable delivery to each sto

location. With a 6-piece purchase, your order is shipped freight prepaid. Our nationwide independent servi

network stands behind every RCA and GE brand product.
»
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RCA 56” Diagonal Home Theatre™ Projection
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Brands.

artnership...
RCA 46” Diagonal Home Theatre™

Projection Stereo Monitor-Receiver

RCA 27” Diagonal ColorTrak Plus™
Stereo Monitor-Receiver

GE 19” Diagonal Stereo TV

l
50 watts/channel, both channels driven into 8 ohms at

frequencies from 40Hz to 20 kHz with no more than 0.9%
Total Harmonic Distortion (THD). “Dolby and the double-

D symbol are registered trademarks of Dolby Laboratories

Licensing Corporation. DSS is a registered trademark of

DIRECTV, Inc., a unit of Hughes Electronics Corporadon.
Bush is a registered trademark of Bush Industries, Inc.

GUIDE Plus+ GOLD is a trademark of Gemstar Develop-
ment Corporation. VCR or second video source required
for Color P-I-R Specificadons are subject to change with-

out notice. Simulated pictures.

©1998 Thomson Consumer Electronics, Inc

Trademark(s) ® Registered Marca(s) Registrada(s)

GE 25” Diagonal XS® Stereo TV

ogic Surround Receiver with 5-Speaker Package

RCA 36” Diagonal Home Theatre™ Stereo
Monitor-Receiver

RCA Digital Video Disc Player

We bring good things to life.
Visit our websites...
www.rca.com

www.ge-eIectronics.coni

Centers

urchase Industry.
Our electronics product line includes: TV’s, TV/VCR Combinations, VCR’s, all three Camcorder formats,

VD Players, DSS3 Systems, Home Entertainment Audio Systems with up to 200 Watts 1 featuring CD and

olby2 Pro Logic Surround System. Choose from a selection of Bush4 TV stands and Home Entertainment

s, to complement your electronic order.

Thomson Consumer Electronics is a long-time partner to the Rental Purchase Industry, offering exceptional
service and a single source for two great brands. Call Tim Shannon at I-800-2I7-3935 for all your
consumer electronics products.

Bush4 Universal Television Bases
Accommodate 27”-36” televisions.

For more information write:

Thomson Consumer Electronics
Rental Division
PO Box 24459

Louisville, KY 40224-0459
or Fax us at (502) 425-3441

isociate Member



of the finest courses in the
West—the Red Hawk Golf
Club. Red Hawk has been

carefully designed to inte-

grate awe-inspiring scenery
with a top-notch course

designed by Robert Trent

Jones Jr. and Hale Irwin.
The course consists of 18

meticulously manicured
holes playing 7,127 yards
from the tips and featuring
two distinctive nine-hole
courses.

The tenth annual APRO
Golf Tournament will follow
tradition with a shotgun
start at 8 a.m. This tourna-

ment is always an early sell

out, so be sure to register
right away as space is avail-
able on a first-come, first-
served, basis. Your space in

the tournament

cannot be reserved
until payment has
been received by
APRO. The regis-
tration deadline is

July 15, or when all
tournament slots
are filled, whichev-
er comes first. The

cost is $85 per person.

Spouse/Guest
Seminar: Birth Order
Lawrence C. Helms
2-4 P.M., TUESDAY, AUGUST 10

NUGGET POOLSIDE TERRACE

What are the characteristics
that differentiate a first-born
from the last-born in a fam-

ily? Why does a gap of three

years between children
make a difference and what
is the rebound effect with
same-sex children? Atten

APRO CONVENTION
RA

THREE EASY STEPS:
1. HOTEL RESERVATIONS. Deadline is July 1 to guarantee the

special APRO rate of $90 single/double at John Ascuaga’s Nugget. Call

800/648-1177 and ask for the APRO convention room rate.

2. AIRLINE/CAR RENTAL RESERVATIONS. APRO is offering
discounted travel rates through Conventions in America. Call 800/
929-4242 and mention APRO [group 680]. By making your airline

reservations through Conventions in America, you will be entered in a

“free airfare” drawing. Take advantage of lower airfares by making your
reservations early.

3. APRO CONVENTION REGISTRATION. Send in your
APRO registration form by July 1 for discounted registration rates.

Pre-registration deadline is July 15. Registration will be taken on-site.
Call 800/204-2776 for additional registration forms. Or visit the APRO

web site at www.apro-rto.com/.

dees will learn the answers

to these questions and more

during an informative pres-
entation. Learn why birth
order does indeed make a

difference in a persons life
and explore the ramifica-
tions in your life of both

birth order by age
and also by gender.

Spouse/Guest
Outing:
Virginia City
Victorian
Fashion Show
and Luncheon
WEDNESDAY, AUGUST 11,
11 A.M.-4P.M.

This tour will take

place in the former

mining town of Vir-

ginia City. Be trans-

ported back to the
19th century and be
entertained and edu-
cated with a presen-
tation on Victorian

clothing while you
dine in your own

private parlor of the
Delta Saloon.

After lunch,
explore the many

shops and attractions along
the main street of a city that
once concealed treasures of

great wealth and held the
attention of the world for
half a century, pouring
more than $400 million in
silver and gold into the

economy of an expanding
nation.

IMPORTANT! You must be

pre-registered for the

Spouse/Guest events to

attend. There are no excep-
tions! The cost of this event

is included in Spouse/Guest
registration fee. If you
would like to purchase indi-
vidual tickets for this tour,
the cost is $40 per person.
See registration form to

reserve your spot and check
the appropriate boxes. Space
is limited and assigned on a

first-come, first-served basis.

Hotel reservations

The APRO rate at John
Ascuaga’s Nugget is $90 sin-

gle/double and can be made

by calling 800/648-1177 and

mentioning the APRO

meeting before the deadline
of July 1. The hotel offers a
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HIGH TOUCH SOFTWARE SYSTEMS

deFinition:
customizable, continual upgrades
and enhancements :syn. High Touch

Flexible

If you're spending too much time with your

current software, call HIGH TOUCH

for integrated Store to Home Office software

systems, including:

fully integrated accounting

automatic data collection

company-wide consolidated reporting

custom report writing

database marketing

1 . 800 . 326.6059
www.hightouchinc.com
4PRD associate member since 1984

FOR THE FUTURE OF RENT TO OWN
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ABS Artistic Jewelry Inc.
APA Marketing
Addison Industries
Alan Schreck & Associates
Aleco Furniture Manufacturing
Alliance Computing

Technologies Inc.

Ashley Furniture
Industries Inc.

Audiofile Home Theater
BDI Distributors

Bagwell Agency
Bell Furniture Industries
Benchcraft Inc.

Berkline Furniture Corp.
Bernards Inc.

Jerry Bogo Co.
Bonnie The Flyer Specialist
Central File Inc.

Classic Brass Collection Inc.

Coaster Co. of America

Colby Furniture

ColorTyme Inc.
Comfort Furniture
Comm South Companies
Compaq Computer Corp.
Continental Jewelry Express
DAC Sales
DMC Inc.

Daystrom Furniture Inc.

Douglas Furniture of
California Inc.

Dover Furniture
Manufacturers Inc.

England Schuster

Designer Art Inc.

England-Corsair
FLX-Industries Inc.

Fashion Craft Jewelry
Foresight Inc.

Fraenkel Co. Inc.
G&G Graphics and Promotions
GE Appliances
GE Thomson Consumer

Electronics
H&H Furniture

Manufactuers Inc.
Hi-Tech Metal Furniture

Manufacturing Inc.

High Touch Inc.
Home Line Industries
ISG Computerland
Ideal Software Systems Inc.

Igloo Products Corp.
Imagery Marketing

Consultants

Images Furniture

Manufacturing Ltd.

Inform Business Services

JVC Corp.
Klaussner Furniture

Maytag Appliances
McNamara Isuzu Trucks
Meadowbrook Furniture
Midwest Tropical Inc.
Mirror Dynamics Ltd. Inc.

NatCom Systems Inc.
Nationwide Club

Administrators/
Voyager Insurance Co.

New Directions Inc.
Next Dimension/Laurel Arts

Oro International
Owen-Benton Furniture

Industries Inc.

Philips/Magnavox
Phones for All
Pilliod Furniture Inc.

Progressive Furniture
Promobiz.com
RCA Thomson Consumer

Electronics
RENTEK

RES Marketing Inc.

RTO Plus for Windows
RTO Pro Software
Rental & Sales Software

Systems
Rental Information

Systems Inc.

Results Direct Marketing
River Oaks Furniture

Sealy Inc.

Sears Contract Sales

Shoppers View
Sold on Hold

' Southern Rings
Standard Furniture
Steve Silver Co.

Stoneville Furniture Co. Inc.

Stratolounger/
Simmons Upholstery

TRIB Group
Tele-Track Inc.

Tempo Industries
The Relax-R Corp.
Ther.A.Pedic International
Union City Mirror & Table Co./

Union City Imports
United Distributors

Washington Furniture Mfg. Co.

Welton/Techwood
Whirlpool Corp.
Zenith Electronics Corp.

free shuttle to and from the

airport, 6 a.m.-lO p.m.

Travel reservations

Book early—discount fares
are limited! Call APRO’s
official travel agency, Con-
ventions in America, at

800/929-4242 to receive the
lowest available fares on any
airline, free flight insurance
and discounted auto rates.

You automatically will be
entered in Conventions in
America’s monthly drawing
and may win complimenta-
ry airline tickets. Be sure to

mention the APRO conven-

tion [Group 680] when

you call.

Convention

registration
Save money by signing up
for full registration and take

advantage of early registra
tion for additional

savings. Fees must

accompany com-

pleted registration
form. Credit card

registrations will be

accepted by phone
or fax until July 15.
No phone or fax
reservations will be

accepted after July
15. If mailing your
registration, please
allow time for it to

be received in the
APRO office in Austin,
Texas, by July 15. Registra-
tions will be taken on-site.

Non-family members of the
same firm must complete a

separate registration form.
This form may be photo-
copied.

Convention badges
Only individuals registered
with an APRO convention

badge may attend. Your

name and company will

appear on your badge exact-

ly as you indicate on this
form. Please print clearly.

Cancellations

All cancellations or changes
must be received in writing
in the APRO office in
Austin, Texas, postmarked
by July 15. A processing fee
of 20 percent of the total

registration will be charged
for all cancellations. After

July 15, no fees will be
refunded.

Solicitation

No soliciting will be allowed
at any APRO social function
or on the trade show floor

by non-exhibiting compa-
nies. For information on

exhibiting, contact Cindy
Ferguson [cferguson@apro
rto.com] or Carolyn May

[cmay@apro-rto.com] at

APRO at 800/204-2776 or

512/794-0095.

For more information

Call Shelley Martinek

[smartinek@apro-rto.com]
at 800/204-2776 or 512/794-
0095. Fax registration to

512/794-0097. Or register
on-line at www.apro-
rto.com/.
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Association ofProgressive
Rental Organizations’
1999 Convention and Trade Show

August 9-12 Reno, Nevada

Please print or type, one form per registrant and spouse/guest. [Personal guest is defined as “significant other” or immediate family member.] A written confir-
mation will be sent to you from the APRO office one week prior to the convention. If your registration is received in our office after July 15, it will be treated as an

on-site registration and no confirmation will be sent.

Exhibitors should not use this form as they will receive a special badge form with exhibitor information.

Last name First name [for badge]

Company name

Company mailing address

City State Zip code

Business phone [ ] Fax [ ]

Any special needs?

Is this the first APRO Convention you will have attended? □ Yes □ No

Attendee type: □ Rental dealer □ Non-exhibiting vendor □ Other

Job title: DOwner □ Executive officer □ District manager □ Store manager □ Account manager □ Other

What is the size of your company? □ 1 to 2 stores □ 3 to 12 stores □ 13 to 25 stores □ 26 to 100 stores □ 101 + stores

Spouse/guest last name First name [for badge]

Child [12 and under] last name First name [for badge]

FULL REGISTRATION

Includes:
► Welcome Reception [8/9]
► Gala Cocktail Reception [8/10]
► Awards Reception and Banquet [8/12]
► All Educational Seminars [8/11 and 8/12]
► General Session [8/10]
► Entrance to Exhibit Flail
► Golf Tournament is not included
► Spouse/Guest programs included in

Spouse/Guest registration only

SPECIAL SAVINGS
CONVENTION ATTENDEE

FULL
REGISTRATION
[AFTER JULY l]

DISCOUNT RATE
FOR REGISTERING

BEFORE JULY 1

discounts for multiple □ First through third APRO member from same company $385 $350
attendees from the same

company. To qualify for □ Fourth APRO member and over from same company $360 $325
discounts, multiple registra-
tions must be sent together,

□ Non-member $485 $450
along with full payment. If □ Spouse/guest. Includes spouse guest programs, $275 $225
registrations are not sent

together, they will be

charged at the higher rate.

August 10 and n. Space is limited. You must indicate in advance if you plan to

attend spouse/guest programs: □ Will attend □ Will not attend

Please, NO EXCEPTIONS!
□ Child [12 and under] $85 $65

A LA CARTE [for those who do not purchase full registration]

A la carte prices allow en trance only tojndividual functions as listed: APRO member Non-member
□ Exhibit hall only [will not allow entrance to seminars or social functions] FREE FREE
□ Seminars, Wednesday, August 11 $150 $200
□ Seminars, Thursday, August 12 $150 $200
□ Welcome Reception: “Swingin’Through the Century,” Monday, August 9 $45 $45
□ Gala Cocktail Reception: “Party at the Ponderosa,” Tuesday, August 10 $65 $65
□ Reception and Annual Awards Banquet: “This Magic Moment,” Thursday, August 12 $85 $85
□ Spouse/Guest Program: Virginia City Victorian Fashion Show and Luncheon, Wednesday, August 11 $40 $40

GOLF TOURNAMENT

Important! Golf registration deadline is July 15. Space is limited and assigned on a first come, first served basis—so get your payment in early.
□ 1999 APRO Tom Kitchens/Joe Eason Golf Tournament, Red Flawk, 8 a.m., August 9; $85 per person

Name of player Flandicap or average score [required]

Requested team pairing [if possible]_

ADD ALL FEES DUE AND ENTER TOTAL HERE

□ My check is enclosed and made payable to APRO. □ Charge my credit card: □ American Express □ MasterCard □ Visa

Credit card number Expiration date

Signature Name as it appears on card

PLEASE MAIL THIS FORM, WITH PAYMENT, TO:

4PRO
P.O. Box 2483
Houston, Texas 77210
800/204-2776; 512/794-0095
fax 512/794-0097; www.apro-rto.com

FOR OFFICE USE ONLY

ID no. Date received Date entered

Check no. Amount paid □ Pre-reg. □ On-site
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An update on seme c$ APRO’s

former leaders by Allison Hunt.

What they do now, what they did then

and what they think cjj the state of

the industry they helped to shape.
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PRC has seen its share of great leaders over the past two

decades. Spotlighted here are seven termer APRO presidents

whose contributions to the RTC industry and the

Association helped build the momentum that has led to

the rental industry’s continued success. Some are

enjoying the fruits of retirement, while others are

busy expanding their horizons professionally and within their commu-

nities. One thing is for sure—each man has a past to be proud of and a

future to lock forward to.

BARRY GAMBINI

Barry Gambini is a family man. He
and his wife, Susan, are parents of 11

children, three being natural born and

eight adopted. It’s no surprise he
describes Susan as one of the most

important people in his life.
“When I think I can walk on water,

she explains to me, very elo-
% quently, that no, there was only

* one person who could walk on

. | water. She keeps me from get-
|W 1 ting too big for my britches,”
^3^9# says Gambini.

Gambini thinks big. At 56,
he is racing BMW cars, working

in the insurance business, mentoring
to troubled youth and raising four
children at home in California.
Gambini is busy planning for the
future but took time to remember his
1982-84 APRO presidency, which won

him the 1984 APRO President’s Award
of Excellence.

“I will never forget negotiating set-

tlements, perhaps at APRO board

meetings, with Bud Holladay, Chuck
Sims, Tom Devlin and Ed Winn. There
were a lot of egos in that group; you
had to be pretty good to be heard,” says
Gambini.

APRO made Gambini proud.
“APRO came together as a non-

profit trade organization to support
Big Brothers and Big Sisters of
America. That was very unusual for a

non-profit organization to make fman-
cial contributions to another non-prof-
it organization. APRO learned to think
outside the APRO community and
reach out,” says Gambini.

Renting 20 turquoise-colored wash-

ing machines to a community of

migrant California farm workers in
1968 was Gambini’s first endeavor in
RTO. He was working for Maytag, sup-
plying washers and dryers to laundro-
mats when he accepted 20 used

turquoise, coin-operated washers in
trade for some Maytags he had sold.
Clueless about what to do with them,
the idea finally hit him to rent the
washers out cheaply to families.

Gambini left Maytag and went on

to control RTO Inc., which owned 33

rental stores throughout California

until he sold the company in 1984 and
retired.

Gambini and his wife have spent
the majority of their life together
reaching out to others, particularly
adolescent boys in trouble. Currently,
the Gambinis financially support a

ranch operation established to help
young men who have drug and alcohol

problems. Their goal over the next

decade is to build a residential treat-

ment center for California’s young
men at risk. Gambini also had some

advice for young RTO dealers on set-

ting goals.
“Don’t lose sight of the reason you’re

in business: to make a profit while serv-

ing a specific pocket of clients.
Remember, too, not to be swayed by the

opinions of others,” says Gambini.

Business after RTO is treating
Gambini well. “My insurance business
has grown nicely, but not any more

than I want it to,” says Gambini.

GLEN DAVIS

A veteran of the RTO industry,
Davis began selling rental merchandise
to dealers in 1975. He has been a carri-
er for Sharp, Technics, JVC, River Oaks
Furniture, Paramount Home Theaters
and Comfort Furniture, just to name a

few. Davis started his own company,
RTO, in 1986 with eight stores in the
Fort Worth, TX, area and seven in
New York, all of which he sold
in 1990. Currently, Davis is
a distributor for Johnson
Comfort Furniture, Steve

Silvers, O’Roark and IBM.
“The best things on the

market in 1975 were 19-inch
televisions and 8-track stereo

systems. Our market has grown
100 percent since the ’70s. Computers
and big-screen televisions are what’s
hot now,” says Davis.

Davis has played a big role in RTO

growth over the years. Serving as the

1985 APRO president, he helped
recruit much of APRO’s membership.
Experience has taught Davis a lot
about the RTO industry and shapes his

goals for the future.
“I advise rental dealers today to

open one to two stores and get prof-
itable before expanding. Select a spe-
cialized market, too. As for me, I am

aiming to start a full-service company
that delivers RTO merchandise from
warehouse to store within the next

year. The company will be similar to

Ashley furniture, ensuring quality
from packaging to delivery,” says
Davis.

Davis’s highlight as president was at

the 1985 APRO convention in Fas

Vegas. “I dressed up as Caesar and

played a part in a parade through the

"My advice to dealers starting up is

don't get overextended. By this, I mean

be cautious about taking on new stores

beyond what you can pay for.
”
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casino — complete with lions, tigers
and zebras. It was a lot of fun,” says
Davis.

Davis credits much of his success in
life to his wife, Betty.

“She has encouraged me since I was

in college to take every opportunity
that comes my way. She has stood by
me through thick and thin,” says Davis.

In his eyes, Davis’s greatest personal
accomplishment is his daughter Jessica
and her success at Southern Methodist

University. Jessica has a father to be

proud of, too.

DICK GRAUEL

APRO’s 1988 president Dick Grauel
and his wife, Shirley, are on the move.

The couple resides in Estes Park, CO,
but at any moment, chances are the
Grauels are traveling the states via
their motor home.

“Shirley is the most important per-
son in my life. She stood by me

through the long IRS audit that threat-
ened to destroy RTO and much, much
more,” says Grauel.

Grauel is a veteran of the RTO

industry with Grauel Enterprises hav-

ing its 20th anniversary this year. Prior
to running his own company, some of
Grauel’s former employers include

Wabash railroad, Anheuser-
Busch and General Foods
research and development
department.

“I’ve done a lot of inter-

esting things in this life,” says
Grauel.

Restructuring the APRO
office by hiring Bill Keese as the

executive director is one of Grauel’s

positive memories as APRO president.
On a personal level, watching his

employees of Grauel Enterprises devel-

op has become a source of Grauel’s

pride.
“I enjoy watching my employees

become successful enough to buy new

homes and live well,” says Grauel.
Grauel is hoping to sell his company

to one or a group of his employees
sometime in the next decade. With 35
stores scattered across Colorado,
Indiana, Nebraska and Wyoming,
ownership of the company will be a

rewarding challenge to new dealers.

“My advice to dealers starting up is
don’t get overextended. By this, I mean

.4PRO Associate Member since 1994

be cautious about taking on new stores

beyond what you can pay for. The RTO

industry is growing more professional
each day; it is a prosperous industry,”
says Grauel.

TED WILSON
At age 53, Ted Wilson is living the

good life. His daily priorities are play-
ing golf and spending time with his

family. Enjoying retirement in New

Albany, NY, Wilson served as APRO

president 1989-90. As the recipient of
the 1989 APRO President’s Award of
Excellence, Wilson has memories to

share as well as visions for the indus-

try’s future.
“The annual conventions are what I

miss most about the RTO industry. My
fondest memory of my term as APRO

president was the 1990 convention in
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in

Orlando. The rental association was

straggling; we were in the process of a

massive rebuild. It was the culmina-
tion of APRO as we know it. On top of
that, it was APRO’s 10th anniversary.

The crowd enjoyed a champagne
toast and birthday cake. It was a

wonderful time,” says Wilson.
Wilson’s involvement

g| taking Alrenco, his former
K employer, public was the high-
f light of his professional life

since his presidency. An active
follower of the rental-purchase

field today, Wilson feels the industry is

taking a positive turn.

“We’re seeing a more sophisticated
environment. The management is pro-
fessional, financially astute; they are

real businessmen and women. As for

industry growth, there is a lot of con-

solidation going on, opening the door
for smaller dealers. My advice to new

dealers is pay attention to the customer

and details, business will take care of
itself,” says Wilson.

If you’re looking for Wilson these

days, try the Coeur d’Alene Golf
Course in northern Idaho, his favorite

spot to work on lowering his handicap
to a 12.

“Retiring early has always been a

dream of mine. My wife, lane, made it
a reality. She encouraged me to relax
and enjoy life. That’s exactly what I

plan on doing,” says Wilson.

WAYNE CHAMBERS
There’s “no place like home” for

Wayne Chambers these days.
Chambers, working full time on his
ranch east of Wichita, KS, while

spending quality time with his

family, is enjoying a time when
his current financial position is

finally allowing him to slow
down.

“I don’t know where I’ll be in
the next decade. That is a decision

my family and I will make together,”
says Chambers.

The RTO industry has kept
Chambers busy for a long time. He
started out in December 1976 in the

accounting department at Remco and,
along with a few partners, became a

franchisee. The group later disenfran-
chised, changing their store names to

Dial Rent-to-Own. Upon selling the

business in March 1995, Chambers
became involved with Home Choice.

“It was a lot of fun getting involved
with a public company. We went

through some difficult times, but
worked to resolve our issues and to

grow,” says Chambers.
Chairman of the APRO tax and

accounting committee for 10 years,
Chambers was recognized by APRO

ning seasons, took both of his daugh-
ters’ fast-pitch softball teams to the
Series two consecutive years. His

daughters Courtney, 17, and Casee, 16,
probably each voted him coach of the

year.
Quinn has enjoyed success off the

field as well. Voted 1992 Rental Dealer
of the Year, he has been contributing to

the RTO industry for more than 17

”f predict that somebody will be coming
up with a financial alternative to RTO
in the future. There will be a change."

for making strides with the deprecia-
tion and sale/lease issues. He served as

APRO president in 1991 and 1992 and
received the 1989 APRO President’s
Award of Excellence. In 1995,
Chambers was honored with the
APRO Lifetime Achievement Award.

Ranching may be his current pro-
fession, but Chambers still has an eye
on RTO.

“We’re seeing major consolidation
within the industry and will continue
to see it, I believe, for another one to

two years. New small dealers are begin-
ning to grow in numbers as well. I pre-
diet that somebody will be coming up
with a financial alternative to RTO in
the future. There will be a change,” says
Chambers.

“New dealers should make a point
to become members of both their state

trade organizations and APRO. They
will get exposure to vendors, impor-
tant information and learn which mis-

takes they can avoid making,” says
Chambers.

Chamber’s youngest daugh-
ter, Shayna, will be a freshman
at Kansas State in the fall. Her

college experience will surely
prove exciting and faster-paced

than life on the farm, but for

Wayne Chambers, that slower pace is

just fine.

KEVIN QUINN
Kevin Quinn left the APRO team in

1994 following his term as president
and moved on to something bigger:
the girls’ fast-pitch softball World
Series. Coach Quinn, following win

years. Purchasing his first rental-pur-
chase store in 1982, Quinn was the first
franchisee of Prime Time Rentals.

Upon Prime Time’s sale to Rent-A-
Center in 1988, Quinn
formed a franchise compa-
ny with five associates
under the name Quality
Rentals of which he is

president. Quinn current-

ly owns eight of 24 Quali-
ty Rental stores, all located
in Washington.

“I’ve seen my company’s, KLQ
Enterprises, customer base income
level expand three-fold and the RTO
business become acceptable among
financial institutions and people out-

side of the industry,” says Quinn.
Quinn served as a leader of the RTO

industry during his 1993-94 presiden-
cy. One of the highlights of his term

was getting the Rev-Proc ruling from
the Internal Revenue Service stating
that the rental-purchase agreement
was a lease, not a sale. Quinn has had
some professional highlights since his
APRO presidency, too.

“At KLQ we’ve seen constant rev-

enue growth over the years and contin-
ue to drop our debt load. In the next

millennium, I hope to achieve steady
growth within the company and to

develop someone or a group of people
within KLQ to take me out of owner-

ship,” says Quinn.
Rental dealers starting out could

benefit from Quinn’s advice.
“RTO is a great, fun business that

can be as profitable as you want it to be
if you’ll stick to the basic elements
such as home furnishings and elec-
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tronics. I envision an influx of new,

young dealers replacing some of the

larger companies,” says Quinn.
So how will Quinn spend his time

in the 21st century if he does retire
from KLQ enterprises? He’ll be near

water fishing and waterfowl hunting
and hopefully staying out of the water

on the golf course. He’ll also be with
his wife, Angela.

“We’ll be married 20 years in

September. She has been the driving
force behind my business, constantly
pushing me to expand. I could not

have served as APRO president with-
out her,” says Quinn.

BILL WHITE

Straight from the slopes of
Colorado, Bill White took five minutes
out of his family ski trip to share a

glimpse of his past and future. White,
1995-96 APRO president and Lifetime
Achievement Award winner, is focus

ing on family these days.
“My greatest pleasure is traveling

with my wife, children and grandchil-
dren. Lilly, my wife, is the most impor-
tant person in my life. They say behind

every good man is a good woman. She
stands behind me in all endeavors and
her support and influence have

brought me the joy I know today,” says
White.

White’s joy can also be found in
his success with the RTO industry.

White opened his first Action

TV, Stereo and Appliances store in

1975, which he built to a 102-store
chain by 1996, when he sold it to

what is now Home Choice Inc. and
served as CEO until his retirement last

July. During his presidency, White was

involved with the passage of the

Taxpayer Relief Act of 1997, an act that
defined a typical rental-purchase
transaction as a lease for tax purposes
for the first time. White left the RTO

industry in 1998 to start up an invest

ment company.
“Setting up another company from

ground zero stands out in my mind as

my greatest professional accomplish-
ment,” says White.

While White misses the cama-

raderie of the RTO industry, he is still
in touch with the latest RTO trends

and where they will take the

industry in the 21st century.
“We’re seeing a lot of

merging and acquisitions
taking place within the in-

dustry. Over time, I see two

or three national companies
evolving and small regional

mom-and-pop stores handling
small-town economies. Success comes

from running a straightforward, hon-
est business and taking care of the cus-

tomer. That will never change,” says
White, m

Allison Hunt is a journalism student at

The University of Texas at Austin.
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ONDUCTING POLLS MAY NOT BE the

best way to run the country, but it is

still the best way to run a business —

find out what your customers want

and then provide it. APRO now has

the results of its second national rental-purchase
consumer survey. The first was commissioned in

1994 and sampled current and former rental cus-

tomers about their rental experiences. The 1999 sur-

vey asked many of the same questions to measure

how much consumer opinions have changed about

the industry over the past few years. APRO conducts

these surveys to learn how to improve the industry’s
public image as a whole. APRO makes the informa-

tion available to members so they can shape business

practices to meet consumer demand better.
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HE SURVEY RESULTS
were presented to attendees

at the APRO Mid-Year Con-
ference in San Diego in March

by Britt Beemer of Americas
Research Group, who conducted

both polls. Beemer s organization
conducts 80 percent of consumer

surveys in the furniture rental indus-

try and 40 percent of consumer sur-

veys in the consumer electronics

industry. As a result of this experience,
Beemer was able to offer rental dealers valu-
able insights into the different perceptions
held by rental customers and retail customers

about the respective industries.
Both rental surveys were conducted by ran-

dom telephone dialing, causing some dealers

“Rental orphans’!. • The spate
of consolidations in the rental industry over

the past several years has left a significant
number of rental customers without a rental
“home.” According to Beemer, 5 percent to 7
percent of the rental customer base feels like
“orphans.” That translates to between 150,000
and 210,0000 customers. That is a lot of
potential BOR!

Rental orphans
An interesting finding from the 1999 survey concerned “rental

orphans.” The spate of consolidations in the rental industry over the

past several years has left a significant number of rental customers

without a rental “home.” These are customers who had, over time,
developed a certain rapport with the independent neighborhood
rental store. They knew the products and the personnel in the store,
were used to how the store ran the business and were comfortable

doing business there. They felt at home. Then, when the store was

taken over by a large chain, the name and personality of the store

changed. Some customers could no longer relate to the new store

personnel or practices and so they returned units and quit doing
business there. The result: rental orphans — would-be rental cus-

tomers looking for a new home. According to Beemer, 5 percent to 7

percent of the rental customer base feels this way. That translates to

between 150,000 and 210,0000 customers. That is a lot of potential
BOR!

Beemer concluded that the finding was good news for independ-
ent dealers in markets where the big chains had made acquisitions
and suggested that the big chains need to do a better job of prepar-
ing the customer base of the acquired stores for the changeover.

Who rents more than once?
A surprising 54 percent of those surveyed had rented only once

from a rental company. That statistic surprised a number of dealers
at the conference, since the common wisdom suggests that many
rental customers rent for a while from one store, get behind, give the

product back, do without for a while and then go rent something
from another store. The Beemer survey suggests that rental cus-

tomers are not jumping from store to store, at least not as much as

the industry thought. Among those who
had rented only once, 33 percent said
that they were unhappy with the experi-
ence. This is a 25 percent increase from
the 1994 survey, which rise Beemer
attributes in part to the rental orphans.
Beemer suggested that the ideal percent-
age here would be 10 percent.

to wonder if the results might be skewed
because of the number of rental customers

without telephones. Beemer explained that
the survey results were valid because his firm
also does in-person consumer interviews and
those polls have consistently shown that there
is no statistical difference between the opin-
ions of consumers with phones and those
without for the kinds of information the
Association was seeking. Indeed, had the issue
been significant, Beemer would have recom-

mended a different kind of survey.

Understanding
rental-purchase

According to the survey, 9 percent of
customers did not understand the terms

and conditions of the rental-purchase agreement. The good news is
that 90 percent of rental-purchase customers say they did under-
stand the transaction, but that still leaves 270,000 rental customers

who did not fully understand the deal they were getting into.
Confused customers most often result in unhappy customers.

These customers also thought that the transaction was unfair. They
didn’t understand the no-obligation feature of the transaction. They
didn’t think the store had a good reputation and didn’t think the
store employees were honest. They felt they were treated with disre-
spect in the store. When they got behind in their payments, they
thought the store personnel were too tough on them.

The survey brings home the uniqueness of the rental-purchase
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transaction. It is significantly different
from any other transaction into which
most consumers have ever entered. Cer-

tainly that is the case for the 1.6 million
customers last year who were doing rental-
purchase for the first and only time. Most consumers have only
bought things during their lives. Their only experience with renting is
tapes at the video store. The closest kind of transaction to rental-pur-
chase for most consumers will have been a credit purchase.

Nearly half of the survey respondents who got behind in their
payments (40 percent of those surveyed)
thought that the store was too tough on

them during the collection process. This

percentage is fully twice as high as in retail
for customers who fall behind in pay-
ments on credit sales. In raw numbers, 1.2
million rental customers got behind in
their payments and nearly 600,000
thought the store was too tough on them
when they did get behind. That is a lot of

unhappy customers. Too many. Beemer

suggests that part of the reason this num-

ber is so high is because of the significant
numbers of customers who did not fully
understand the deal in the first place.

them by getting into a “bad deal.” The answer

for the rental customer in this situation is to

explain that rental-purchase is different from
buying and comes with more and valuable
services. The rental industry needs to show
rental customers those services as early in the
transaction as possible. If the customer does-
n’t want to terminate the deal and walk away
the first week and the product was properly
installed and doesn’t need any service, at least

Explaining rental-purchase
Beemer suggests that because of the

uniqueness of the transaction, the agree-
ment may need more than one explana-
tion. He suggests that rental stores

commit to a second explanation of all ele-
ments of the transaction within 48 to 72
hours after the product has been delivered
in the customer’s home. This second

explanation could be done on the phone
by someone trained to do this job of

explaining. While several companies at the
Mid-Year Conference had policies to fol-
low up with customers after delivery, only
one customer in three in the survey could
remember any store contact post-delivery
to inquire about satisfaction with the

product. Too often in this industry, the
second contact a customer has with the
rental store is when he or she has missed a

payment.
The goal of the industry must be to

reduce the percentage of customers who
don’t understand the transaction to zero.

Beemer suggests a hand-written thank-
you note to every rental customer—this
in addition to the telephone call to re-

explain the rental agreement.
Often rental customers want to justify

renting to family and friends who criticize
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the rental store can touch the customer, thank him for the business
and let him know that he is important and valued by the rental store.

The rental industry needs to do better than retail here, because the
transaction, in the eyes of many, costs more than retail.

Making these kinds of multiple contacts with customers after
delivery takes effort and costs money, which is why it doesn’t happen
in most companies. But if the industry is serious about improving
customer relations and its reputation, generally, these kinds of things
must start to happen.

Rental pressure

Rental store personnel got high marks for not pressuring poten-
tial rental customers in the store or on the phone. Only 12 percent of

respondents felt pressure,
which is lower than the 16

percent to 19 percent of retail
customers who feel pres-
sured. If the goal of the

industry is to have 100 per-
cent of rental customers hav-

ing nothing less than a

wonderful experience with a

rental store, then, obviously,
feeling little or no pressure
on the front end will help.

‘Costs a little more”. • Price
remains the only objection to address; therefore,
the industry needs to raise service levels much
higher. This will ultimately make price less
objectionable, because most Americans don’t mind
paying a little extra if they get great service.

percentage of customers who are, in fact,
renting long enough to own. The phrase has

panache and appears to be here to stay. That
makes Beemer’s observation about adding
value and explaining it better a valid one.

Then and now

Remember Clorets?

“It costs a little more, but it does so much more.” That was the
marketing theme for Clorets chewing gum for decades. Curtis-Math-
es did the same thing when it touted, “the most expensive TV set in
America and darn well worth it.” Here’s what Beemer said, “Price
remains the only objection to address; therefore, the industry needs
to raise service levels much higher. This will ultimately make price
less objectionable, because most Americans don’t mind paying a lit-
tie extra if they get great service.”

There is, of course, another way to go, but not as long as owner-

ship remains cemented as the focal point of industry marketing.
That is to focus on the rental aspects of the transaction including the
rental rate. Rental-purchase stores generally have the cheapest rental
rates in town. VCRs at Blockbuster or baby beds at the Rental Yard,
for example, are far more expensive to rent than the electronic and
furniture products carried in rental-purchase stores.

One problem, however, is that rental-purchase stores are often
market makers and there may be no other place in town to rent the
items carried in them. And, finally, rental dealers have shown them-
selves loathe to abandon the ownership hook in marketing. No mat-

ter that “rent-to-own” is really a misnomer given the relatively small

Overall, the industry got high marks from
consumers in both surveys. In both surveys,
more than 90 percent of respondents report-
ed that both product quality and selection
was good in rental stores. More than 90 per-
cent reported that the delivery time was good.
Eighty-eight percent of respondents in 1994
and 90 percent of respondents in 1999

reported that they felt appreciated and were

helped in the store when renting. The per-
centage of respondents answering that the
rental company’s reputations was good fell

slightly from 93 percent in 1994 to 88 percent
in 1999. In both surveys, 85 percent of cus-

tomers reported that the rental company had
honest people working in the store. In both

surveys, only 11 percent of those surveyed
reported being treated disrespectfully by any-

one in the rental store.

In both the 1994 and 1999 surveys,
more than 90 percent of respondents
were satisfied with the product and 88

percent were satisfied with the store;
85 percent were satisfied with the peo-
pie working in the rental store. When
asked if rental stores should be closed
because they charge too much, a

steady 10 percent answered yes.
The industry wants to know how con-

feel about doing business in rental
stores. Company by company, rental dealers
want the rental experience to be a positive one.

Beemer notes that while the in-

dustry got a good report card,
generally, from its customers,
there is room for improvement.
Beemer thinks there is ground to

be gained by emphasizing the
“no-hassle” aspects of the trans-

action — no pressure on the
front end — no credit check,
friendly and welcoming store environment,
free set-up and delivery, frequent customer

contact and follow-up, no hassle in the mid-
die — free repairs, use of a loaner, and minimal

pressure on the back-end. With hard work in
all three areas, the industry can show even bet-
ter numbers in future surveys. ■

Ed Winn III is APRO’s general counsel.

sumers



Rent Rite’s

Ed Stanko sets his
sites on the top
By Markus Beeby
Photographs
by Jerry MacFarland
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S
tarting a rental-purchase store isn’t brain

surgery. You hire a staff, you get the mer-

chandise and, after the first few months
of tweaking details, things settle down. Starting
a few more stores to go with the first one gets
a little more complicated. Suddenly you’re deal-

ing with inter-store communications, getting
everyone to follow similar marketing strategies
and trying to stay on top of everything and

everybody at once. Still not brain surgery, but
more of a battle than you’d thought. Well, imag-
ine planning to start, from scratch, a chain that

will quickly number in the hundreds and begin to

vie for the crown of King of all Rental Chains. No

need to get the scalpel ready, Doc: Rent Rite’s Ed

Stanko is poised and ready to slice his way to the

top of the rental-purchase big boys. And, accord-

ing to him, it’s not exactly brain surgery either.
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or Ed Stanko, the
world of rent-to-

own has been
more like the
world of ready-
to-merge. In that

respect, his re-

sume reads much
like an oft-traded
relief pitcher.
Leaving multi-
unit responsibili-
ties at Comcoa

after its sale to Rent-A-Center, Stanko
was hired at Rental King as vice pres-
ident of operations. Leaving Rental

King after its sale to RentWay, he took
the same job at Alrenco.

On the third pass, Stanko felt it
was time for something different.
Before Alrenco was sold to Home

Choice, he left the company and
decided that it was time for him to

start out on his own.

“In the days of everybody buying
everybody, I wanted to be at least par-
tially in control of the decision of
whether or not to sell the company,”
says Stanko.

“Now I am and what we want to

do is grow this company. We’re not in
this for the short haul — to grow 50
or 70 or 100 stores and then sell.
We’re in this for the long haul, to

make this a company that can com

pete with the major companies in the
nation.”

With 17 stores currently open or

under construction in Llorida, he

plans to have about 28 stores in the
state by the end of the year and 100
stores throughout the nation in the
next several years.

His plans, however, don’t include

anything revolutionary. Just starting a

sound business and being prepared
for the big time.

Keeping it simple

A/e’ve tried to keep it simple;
VV we’re not going to get fancy

and we’re not going to reinvent the
wheel,” says Stanko.

Opening Rent Rite in May, 1998,
Stanko incorporated the lessons he
learned from both his years in the

industry and his 20 years spent in the
foodservice industry as a multi-unit

supervisor.
“Service is key,” he says. “Right at

the beginning, employees need to

know that the customer comes first.

They need to be respected even

though their means might not be
what they want them to be. They
need to be served with a product that

they can be proud of.”
With his years of experience with

Lriendly’s Restaurants, Stanko feels

that he understands what will make
his chain work.

“I’ve spent 20 years in the food

industry and have noticed that the

biggest problem that large chains
have is that you lose the entrepre-
neurial feel in the single units,” he

says. “Any company that wants to

grow and keep that feel has to be
decentralized. You’ve got to have deci-
sion making as close to the customer

as possible.”
Stanko feels that making decisions

on a store-by-store basis will keep his

company from falling into typical big
company problems.

“Big chains start thinking that the

people in the home office know better
than the people in the field,” he says.

“When a company gets to the

point where it doesn’t listen to its
store managers or its district man-

agers, it’s going to start running into
some problems. I’d like to think that
Rent Rite will be able to have our

people think with an ownership men-

tality and do the right thing for our

customers and employees. If we do
that, I think that we’ll be a successful

company.”

Being prepared

R eturning to Llorida to open up
Rent Rite’s corporate office last

year, Stanko stumbled upon some of
the talent that was available because
of the constant merging in the indus-

try. With strong ties to the area from
his years there with Comcoa, he
found that recruiting was easier than
he had expected.

“We’ve been fortunate, with all of
the consolidation, that some quality
people have become available to us,”
he says. “We don’t have to deal with
the learning curve that starting com-

panies have. We’re not going to make
the same mistakes that someone just
starting in this industry may make.”

And that is just the beginning of
the advantages that Stanko says his
chain will have over the competition.
With a number of multi-unit men on

board, he feels that Rent Rite is ready
to expand safely.

“You need to have proper training
and proper supervision and have
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We're not in this for the short haul — to grow 50 or 70 or

100 stores and then sell. We’re in this for the long haul,
to make this a company that can compete with the

major companies in the nation.”
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your multi-unit guys in place from
the very beginning,” he says. “Multi-
unit supervisors need to be trained
well. Many times they get promoted,
‘Congratulations, you’re a multi-unit

guy. You just left single store manage-
ment, now go out and run a district.’
And then they say, ‘OK, what do I do?’
It’s not the same position. They need
to be trained better.”

Stanko feels that stressing the

importance of quality training avoids
some of the pitfalls of opening up too

fast and not staffing properly at the
multi-unit level.

“I’ve seen a couple of companies

that have come and gone that tried to

open without the infrastructure in

place,” he says. “When you’re in the
infant stage you can’t think like a five-
store company. You have to think like
a 40-store company.”

Thinking like a 40-store company
has had sizable up-front costs for
Rent Rite. Implementing a real-time
on-line system that allows up-to-the-
minute inventory and agreement
updates, investing in higher quality
furniture and operating an involved

training program have been expen-
sive options. But for the job to be
done the “Rite” way, Stanko feels that

this is the only way.
“We could have gone with less

experienced people, a cheaper com-

puter system and without a training
department,” he says. “Though it does
cost more up front, our investor

group understands that for us to

become a larger chain, we need to

operate like a larger chain.”

The basics

I f there is anything that Ed Stanko
has learned before opening up

Rent Rite, it’s that service is the name

of the game. While he has great plans
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Complete Direct Mail Marketing

POSITION: ACCOUNT EXECUTIVE

A recognized leader in direct mail marketing within the rental-pur-
chase industry is looking for a proven salesperson to join our

growing team! This position requires the following skills:

Above-average communication and organizational skills

Networking
Telephone sales

Ability to interact with decision-making personnel
A professional closer

Compensation is based on commission/draw basis with a six-figure
earning potential. We offer an excellent benefits package, including
401k. If you’re looking for an opportunity to grow with an award-win-

ning team, please contact:

Tom Weirich, Sales Manager
Central File Inc.

5277 W. Beaver Creek Parkway
Brown Deer, Wl 53223

[800] 749-6245
E-mail: centralfile@nconnect.net

If you’re a

results-driven manager,
read this ad.

R re you lost in the corporate mergers? Then let’s talk! We are seeking only
the best who want to grow with us, have a proven track record and—most

important of all — have an ability to lead people. Our franchise is five stores

strong and we’re looking for the individual who can help us get to 10 stores.

We offer

Five-day work week

Holidays and Sundays off

Health, dental and vision insurance

Two weeks paid vacation per year
40lk plan
Relocation allowance

Income package includes top salary, monthly, quarterly and annual bonuses.
If you want to be part of this growing franchise, forward your resume, with

salary history, to Coloriyme, attention Mr. Bird, 17 Corinth St., Roslindale,
MA 02131; or fax to [617] 469-5364.

ALL INQUIRIES CONFIDENTIAL. EOE.

for his chain, his philosophy for sue-

cess is unburdened by complications.
“If I could come up with a unique,

great product that would increase our

sales tremendously, I would. But I

can’t,” he says.
“I think one of the things that we

try to do is look for that magic bullet
that will drive our company. But the

reality is that our customers need

refrigerators, TVs, washers... the
basics of life. “

Working in an industry that has
suffered its fair share of public rela-
tions nightmares, Stanko knows that

servicing the customer is still the key
to success.

“We have to look at our customers

as being the kind of people who want

the same things that we want,” he

says. “We want nice products in our

homes and they want nice products
in their homes and, as an industry,
we’re capable of providing that for
them. I had a woman in the Bronx
tell me that she wanted her kids to

have the same computers that the
children in better-off areas were get-
ting. We need to help our customers

get the things they need and not be
afraid to say that this is what we do
for a living.”

Ed Stanko makes the industry
sound almost too simple, but who
could argue with the points he
makes? He thinks that customers and

employees should be treated the
“Rite” way. That better quality and

big planning will lead to a Rent Rite

empire. But even with his confidence
firmly intact, he knows that now is

put-up time.
“Even though I know the pitfalls, I

can’t say that when we get to that size

someday we won’t start making the
same darn mistakes,” he says. “But I’d
like to think that, with a little hind-

sight, we won’t.”
On June 16, after the company’s

board of directors meeting, Rent
Rite announced its first national

expansions. Stanko hopes things will

go the distance. After all, it isn’t
brain surgery. ■

Markus Beehy is a free-lance writer

living in Austin, TX.



THANK YOU!
The Association of Progressive Rental Organizations would like to thank the following

companies for their generous sponsorships at APRO ’99, August 9-12, Reno.

CONVENTION SPONSORS

Tom Kitchens/Joe Eason Golf Tournament

8 a.m., Monday, August 9

Nationwide Club Administrators, Inc.
State President’s/Congressional Leadership Reception
4-5:30 p.m., Monday, August 9

MAYTAG m
Enjgkmd/coaSAiR' Midwest Tropical Inc. ther-a-pedic

INTERNATlOf'

Welcome Reception: “Swingin’ Through the Century”
6-8 p.m., Monday, August 9

Appliances
General Session and Business Meeting
10 a.m.-12 p.m., Tuesday, August 10

,
ASHLEY

Z r \ FURNITURE INDUSTRIES INC.

Complimentary Ice Cream in Exhibit Hall

12-5 p.m., Tuesday, August 10

Exhibit Hall Champagne Welcome

11 a.m., Tuesday, August 10

ve

Gala Cocktail Reception: “Party at the Ponderosa”

6:30-10 p.m., Tuesday, August 10

FI NOVA' Complimentary Ice Cream in Exhibit Hall

12-5 p.m., Wednesday, August 11

^ THOMSON CONSUMER ELECTRONICS
Pre-Cocktail Reception
6-7 p.m., Thursday, August 12

A Awards Banquet Dinner: “This Magic Moment’

7-10 p.m. Thursday, August 12

AUOIOFILE
HOME THEATER

Awards Banquet Entertainment

QROUP Complimentary Massage Station

APRO Convention Daily Newsletters and Badge Neck Straps
CONTRACT SALES

Alliance Computing Technologies, Inc. APRO Registration Computers

by
Seminar Refreshment Breaks



$999 Retail %mmh

APIECE SUITE Retail

CURIO $799 Retail

IS IT POSSIBLE

TO
BE THIS

PASSIONATE

ABOUT
FURNITURE?

Phone:1-800.827.7866 - Fax:1-800.827.7868
P.O. Drawer 1089 Bay Minette, AL 36507

Tupelo Space 902, 1.800.827.7866
San Francisco, Showroom Mart II, Space 701, IHFC High Point M.
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WHO'S WHO IN

Audio/Video
The following list of audio/video suppliers cater to the rental-purchase industry. All are either

APRO Associate Members (*), advertisers (+) in APRO publications or APRO convention exhibitors (A ).

Audiofile Home Theater * + A

Contact: Cabot Benavidez
14430 Monte Vista Ave.
Chino, CA 91710
909/606-4157; fax 909/606-6946

Capitol Sales Co. *

Contact: Stephen Konsor Sr.

3110 Neil Armstrong Blvd.

Eagan, MN 55121-2234
800/467-8255, ext. 116;
fax 800/440-4077

Florida State Games * + A

Contact: Denis Rosen

2050 N.W. 55th Ave.

Margate, FL 33063
954/973-9ioo; fax 954/973-9102

Hitachi Home Electronics Inc. *

Contact: Matthew Hauck

3890 Steve Reynolds Blvd.
Norcross, GA 30093-3012
770/279-5600, ext. 5614;
fax 770/279-5699

JVC Corp. * A

Contact: Tom Blodgett
405 Malabar
Austin, TX 78734
512/261-9920; fax 512/261-9921

Leading Edge Distributors * A

Contact: joe Hanson
2211 Newmarket Pkwy., Ste. 102

Marietta, GA 30067
770/514-2700; 770/514-2728

PRS Products Inc. *

Contact: Jason Cohen

5600 N.W. 12th Ave., Ste. 306
Ft. Lauderdale, FL 33309
954/958-9370; fax 954/491-8596

Philips Consumer Electronics * A

Contact: Ken Gay
64 Perimeter Center E.
Atlanta, GA 30346-640
770/821-2871; fax 770/821-3121

RES Marketing Inc. * + A

Contact: Michael E. Gerwe

4909 Nassau St.

Tampa, FL 33607
800/444-7304, ext. 210;
fax 800/444-7312

RTI
Contact: John Chamberlain
13533 I Circle
Omaha, NE 68137-1147
800/383-3257, ext. 156;
fax 800/807-2700

Sanyo Fisher Co. * +

Contact: Paul D’Arcy
21605 Plummer St.

Chatsworth, CA 91311-4254
818/998-7322, ext. 551;
fax 818/998-3533

Thomson Consumer Electronics RCA/GE * +

Contact: Tim Shannon
7225 Winton Dr.

Indianapolis, IN 46268
317/415-2183; fax 800/688-1115

Toshiba America Inc. * A

Contact: Bart Bartolozzi
82 Totowa Rd.

Wayne, NJ 07470-3114
973/628-8000, ext. 3280;
fax 973/628-0672

Unitec Corp. *

Contact: Rick Gattuso
P.O. Box 6420
Canton, OH 44706-0420
800/782-3296

Video by Cycling +

Contact: David Canelstein
10610 Metric Dr., Ste. 179
Dallas, TX 75243-5518
214/340-4466, ext. 102;
fax 214/349-9984

Webb Electronics *

Contact: Steve J. Webb

9555 Alden
Lenexa, KS 66215
913/492-6772; fax 913/492-5869

Welton Sound Systems USA * A

Contact: Steve Sherman

11625 Columbia Center Dr., Ste. 100

Dallas, TX 75229
972/243-5602; fax 972/243-5958

Woodson & Bozeman Inc. *

Contact: John W. Cowart
P.O. Box 18450
Memphis, TN 38181
901/362-1500; fax 901/362-1509

Zenith Electronics Corp. * + A

Contact: Don Julson
1000 Milwaukee Ave.

Glenview, IL 60025-2423
847/391-8044; fax 847/391-7604

ADVERTISER INDEX

Alliance Computing
Technologies 2,37

APRO Member Services 19
APRO Convention Sponsors 54
Arrow Truck Sales 13
Audiofile 3
Benchcraft IFC
Central File 39, 52
ColorTyme 45, 52
Florida State Games 22

FutureWare 9
G.E. Appliances IBC
G.E. Electronics 17
High Touch 31
Progressive Furniture 11

Rental Information Systems 12

RentWise 41
RES Accessories 40
RSSS 20-21

TeleTrack 15
Ther-A-Pedic 2

Thomson/RCA 28-29
TRIB Group 46
Whirlpool 4
Zenith BC
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How do you handle
tomers' late fees?

COMPILED BY

LINDA HSIEH

\\

\W
Rich Anderson
VALLEY RENTALS SUPERST'

GLENVIEW, IL

I think late fees are just part of
less. We try to use our

T>est judgment in each case and

try not overly to aggravate any-
one so they’d want to sue us. My
philosophy is just to keep* a low

profile when, it comes to

tion.
I’ve owned rental stores in

other states, and in Indiana, the
state law allowed us to charge $ 1

or $2 for each day they were late.
That money adds up; the cus-

tomers are generally more anx-

ious to make payments and
renew on time. In Ohio, where

you’re charged a flat amount of
$5 for being late, no matter how
late you are, customers don’t
seem to mind being late as much.
Of course, the first way works
better for the dealers because
customers tend to make more

timely payments, but it can also

aggravate some customers.

I would say that we collect the

money about 95 percent of the
time, but sometimes the cus-

tomers just don’t have the

money. My policy is to try not to

lose any friendly customers over

the late fee.

method where we charge a flat
fee of $5 per month. That’s
because of a change in the state

law, but I really don’t think it’s

going to work better. I prefer the
rethod we’re using now, but
.re’ll do it to comply with state

iws.

//
/Don Elbert

FURNITURE LEASING INC.

BROWNSVILLE, TX

We charge according to Texas
state laws, $2 or $5 per rental

period depending on the con-

tract. We enforce this very consis-

tently and have never had any
problems. This method works

very well and we won’t be chang-
ing it unless the state of Texas

says we can raise the fee. If the

fee. We do try to enforce this

consistently, but we’ll take into
consideration things like how

long the customer’s been with us

or how many items he has rented
or how well he’s paid in the past.
We’re not to the grindstone
about this. I mean, if the cus-

tomer is paying $150 in rent

every month, a little $5 fee really
isn’t worth fighting about.

Al King
RENTQUIK
TULSA, OK

We know that each case is
individual and, if there is a prob-
lem, we’ll look at it. The cus-

tomers know that if they’re going
to be late, they’ll have to pay for
that, just like any bank or finan-

Jeff Lebakken
LEBAKKEN’S

CHIPPEWA FALLS, WI

Right now our method is

charging $1 per day the customer

is late, but we’re going to be

changing that soon to a new

customer doesn’t have the

money, we’ll wait.

John Zouse
PRUITT’S TV & APPLIANCES

CUMMING, GA

If the customer is late three

days or more, we charge a $5 late

cial company would do. Of
course, if a customer has four or

five accounts with us and falls
behind, we’ll work with them to

get them back on track. ■

Linda Hsieh is a journalism student
at the University of Texas at Austin.



GE offers one of the

largest capacity baskets
in the Industry—saving
your customer up to 75
loads per year!

The GentlePower™

Agitator is two agitators
in one—specifically
designed to get clothes
33% cleaner.

Reverse-A-Door dryers
will adapt to either

right or left-hand swing.

An extra-wide opening
provides easy access to

our 5 or 6 cu. ft. of
total dryer space.

GE Quality Brings Good Things To
The Rental Purchase Industry!

The Auto Balance

Suspension System
allows for operation on

wood floors or concrete.

PermaTuf II™ Basket
resists peeling, rusting
or flaking for long-
term durability

DuraDrum™ interiors

provide long lasting
dependability and

easy clean Up-Front
Lint Filters.

EASY TO RENT
• Most recognized brand name

• Super Capacity washers
• Contemporary appearance
• Large and Extra Large

Capacity Dryers

STRONG WARRANTIES
• 1 full year on parts & labor
• 5 years on Auto Balance

Suspension System
•10 years on outer tub parts
• 20 years on PermaTufll™ Tub

QUALITY COMPONENTS
• Steel-drive transmission
• 6 sided galvanized steel cabinet
• Non-slip Belt and Clutch
• Self-cleaning filter
• Heavy-Duty 1/2 hp motors
• ArmorGuard Cover and Lid
• Quiet-By-Design™ Insulation

EASY TO DELIVER
• QuickSet Installation
• Easily Adjustable Leveling Legs
• 46 lbs. Lighter than previous models

100% FRONT SERVICEABLE
• Easy access to: pump, motor

transmission, clutch, belt, water

inlet, valves and timer controls.
• Designed with 40% fewer parts

For more information on our

complete product lines, programs
and distribution system contact:

Paula Allision at 800.782.8093 or

Carolyn Halvarson at 800.782.8097.

GE Appliances
We bring good things to life.

© 1999, GE Appliances innn
*1997 HFN consumer survey >11 ■ iD AsSOCiat© M©mb©r sine© 1992



Entertainment. Just like they like it.

This is home entertainment just like your customers like it. From

our powerhouse Home Theater systems with amazing picture and

huge sound to our everyday workhorse Home Basics, Zenith has

it all. Projection TVs with built-in screen protectors - 50" and 56".

Surprisingly loaded Tabletop TVs - 1 3" to 36". Optional custom

stands. VCRs with exclusive SpeakEZ™ voice-directed operating

system and lighted icon buttons. Plus contemporary consoles -

25" to 36".

When You Rent, Rent the Best.

www. zen ith . com

1 847 391 8044 Contact Don Julson, Zenith Electronics Corporation, 1000 Milwaukee Avenue, Glenview, IL 60025

R9810-6 © 1998 Zenith Electronics Corporation
APRO Associate Member since 1981
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