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And now a word from your employees
Find out the good news and the bad news from the latest

APRO-sponsored survey of rental-purchase employee
attitudes and opinions about their jobs, their employers
and their industry.
> BY ED WINN III

7 I NEWS BREAK

Industry testifies before
u.s. House Financial
Services subcommittee;
Rent One raises funds for
Habitat for Humanity;
RentWay resolves

accounting crisis; and
more.

The alchemy of RTO human resources

56 I ON ETHICS

APRO General Counsel
Ed Winn III urges
businesses to resist judging
all based on the deceptive
acts of the few.

18 I PRESIDENT'S VIEW

APRO President
Gary McDougal goes to

Washington.

Gleaning bits and parts of information from
the APRO survey of rental-purchase employees,
Progressive Rentals talked to several rental
dealers around the country about their human
resource programs, practices and approaches.
Issues such as training, wages, attitude and

hiring practices are discussed among small,
medium and the largest RTO chains.
> BY MARGARET HARRIST

20 I RTO PERSPECTIVE

APRO Executive Director
Bill Keese talks about the

intangible benefits of
APRO membership.

22 I THINKING RTO

APRO General Counsel
Ed Winn III is inspired by
the H.R. 1701 hearing.

What'd I say?

55 I WHO'S WHO
IN JEWELRY
An annual listing of

jewelry companies that

supply the rental-purchase
industry.There are fundamental differences in men's and

women's communication styles. When people
qon't communicate well, they perform poorly.
F�nd out how to cast some light into the
communications darkness at your own workplace\

bt understanding the reasons behind these
differences.
> BY PHILLIP M. PERRY

COVER ILLUSTRATION

BY BARRY FITZGERALD

48
Bank financing, root canals and appendectomies

Going to the bank for financing doesn't have to be painful.
If you are prepared, organized and have done your
homework before you even step in the door, you are well
on your way to getting the help you need.
> BY RORY ROWLAND
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ColorTyme is

your ticket to a

great future!
( Employee Training Programs)

( Site Selection and Development)ColorTyme is for everyone.
You might already be the owner of
a store, an employee looking to take
that next step toward ownership, or perhaps you are simply looking for
a new career. No matter who you are, ColorTyme is for you!

Whether you have experience opening and running your own store

or have never before considered owning your own company, ColorTyme
is ready to help you get started. We have laid the foundation for you in
the form of our proven operating system, making it exceptionally simple
to convert or open your store and get your business growing!

Call Our Franchising Department
(800) 411-TYME or (972) 608-5376

( Employment Opportunities)

Making a career move?
If you are thinking of a new career with us, please email your resume to

Steve Arendt at: steve@colortyme.com, or fax us at (972) 403-4936

ColorTyme, Inc. ranked 8th in Success Magazine's Gold 100 for 1999 and is a subsidiary
of Rent-A-Center, Inc (Nasdaq: RClI). Check out our website at www.colortyme.com.
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invent

Your customers want to connect. So hook them up with the best: a PC rent-to-own program
from HP and Alliance Computing Technologies (ACT).

Renting to own is an easy, affordable way for families to get on the 'Net-and a fast, profitable
way for you to build your business. ACT takes the hassles of renting to own off your hands

through comprehensive dealer training, end-to-end customer service and support, and an

exclusive product replacement policy. All you do is put the PC in your customer's hands.
ACT does the rest.

Your rent-to-own customers deserve the best. And there's simply no better choice than
HP PCs. With their proven technologies-including lntel" processors and fast Internet

access-HP PCs are second to none in quality, reliability, and customer satisfaction.

All this makes ACT and HP the best connection for your customers-and your growing
PC rent-to-own business. To learn more, call ACT at 1-888-615-5228.

Intel is a U.S. registered trademark of Intel Corporation. © Copyright Hewlett-Packard Company 2001

APR:) Associate Member since 1994



APRO WOULD LIKE TO THANK THE FOLLOWING COMPANIES FOR THEIR

GENEROUS SPONSORSHIPS AT THE 2001 CONVENTION AND TRADE SHOW

Tom Kitchens/Joe Eason Golf Tournament
8 a.m., Monday, August 6

�
Nationwide Club Administrators, Inc.

�
State President's/Congressional Leadership Reception
4-5:30 p.m., Monday, August 6

�
ISUZU THER·A·PEDIC

INTERNATIONAL

• Appliances

,..GIC-SIVE
FURlVfTUlC

r«:

Welcome Reception: "APRO Class Reunion"
6-8 p.m., Monday, August 6

General Session and Business Meeting
10 a.m.-12 p.m., Tuesday, August 7

C�mplimentary Ice Cream in Exhibit Hall
1-3 p.m., Tuesday, August 7

Exhibit Hall Champagne Welcome
12 p.m., Tuesday, August 7

Gala Cocktail Reception: "Hawg Wild at the Harley-Davidson Cafe"
6:30-9:30 p.m., Tuesday, August 7

® Complimentary Ice Cream in Exhibit Hall
2-4 p.m., Wednesday, August 8

Rental

Information

Systems, Inc.

Exhibit Hall Coffee and Doughnuts
9 a.m.-1 p.m., Thursday, August 9

,� THOMSON CONSUMER ELECTRONICS
Awards Reception
6-7 p.m., Thursday, August 9

Awards Banquet Dinner: "An Evening in Paris"
7-10 p.m., Thursday, August 9

TRlBGROUP Complimentary Massage Station

APRO Convention Daily Newsletters and Badge Neck Straps

APRO Registration Computers�nceCo"mputing Technologies, Inc.

Ie PHILIPS APRO Registration Electronics

�nceComputing Technologies, Inc.

INform .....
Nationwide Club Administrators, Inc.

�

Internet Cafe

APRO Convention Tote Bags



GIVE PEOPLE The life of a rental appliance is a

rough one. Often having to with-

stand several owners in a single year,

they each need to be built to last.

s
And at Whirlpool Corporation, theyOMETHING
are. With full one-year warranties to

back them up, our appliances are also

designed for easy cleanup. Plus they

SPECIAL look great, with colors and styles

your customers can appreciate. But

not as much as you II appreciate our

extremely low ervice incidence

AND THEY WILL rates. To learn even more about how

Whirlpool Corporation can help

your busines , contact us today.

APPRECIATE IT.

888.567.7368
in ideadvantage.net
A� Associate Member since 1981



THE "GOOD AS GOLDII COMPLETE
JEWELRY PROGRAM FROM FASHION CRAFT

APID Associate Member since 1991

Fine
QualitySince 1930

A\\ R\ngs
\...\iet,{Oe

Guarantee

erhe Fashion Craft Corporation
1-800-877-7907



The
u.s. House of Representatives sched­

uled a public hearing regarding the rent­

to-own industry and the industry-sup­
ported federal legislation (HR 1701) on

July 12. APRO presented testimony for the

hearing, which was held before the u.s. House Financial
Services Subcommittee on Financial Services and Credit.
APRO fully supports and has lobbied for HR 1701.

COMPILED BY

JULIE SHERRIER RTO industry testifies
before subcommittee
hearing in D.C.

The agenda for the

hearing included testi­

mony from two panels
over approximately two­

and-a - half hours. The
first panel consisted of

representatives testifying
on behalf of the Federal
Trade Commission and
the Federal Reserve
Board. The FTC reported
on its recent survey of
the rental-purchase
industry. The second

panel consisted of testi­

mony from two rental
dealers-Mamie Salazar­
Harper of Fiesta Rent­
To-Own in EI Paso, TX,
and James Byrd of Byrd's
TVs, dba Curtis Mathes,
in Florence, SC-and
then testimony from rep­
resentatives of two con­

sumer advocate group
representatives. The con­

sumer advocate testimo­

ny came from David
Gilles, a representative
from the Wisconsin

Attorney General's office
who opposes HR 1701
and Margot Saunders,
who represented several
consumer groups includ­

ing Public Interest
Research Group and the
Consumers Union.

The hearing got off to

a rough start, with
Democratic Rep. Maxine
Waters attacking the

integrity of the industry
and announcing the re­

introduction of the old

Henry B. Gonzales bill.
However, the rest of the

hearing went very
smoothly, says APRO
Executive Director Bill
Keese. "Mamie and James
did very well," says Keese.

JULY-AUGUST 2001 7
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Colburn Aker of Aker
Partners Ltd., a public
relations firm in Wash­

ington' D.C., was been
hired to assist in the

preparation of witness

testimony and to moni­
tor any media coverage.
Aker is the same public
relations firm that w. ...•,�

..

hired in 1993 by APR
during the Gonzales

hearings.
However, since this

hearing was not inves­

tigative in nature and

just routine House busi­
ness, "We don't antici­

pate a media circus like
we experienced with the
Gonzales hearings:' says
APRO Executive Director
Bill Keese.

More details on the

hearings will be pub­
lished in the next issue of

Progressive Rentals as well
as APRO's bimonthly
newsletter, View.

[CONTINUED ON PAGE 10]
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Correction
In the May-June 2001 issue

of Progressive Rentals,
BOI-Laguna was

inadvertently left off the

"Who's Who in

Electronics" list. The

listing should have read:

BOI-Laguna
Contact: Jay Nardone

3655 Atlanta Industrial Dr.,
Ste.100

Atlanta, GA 30331

404/696-9996, ext. 137

BOI-Laguna is a

Progressive Rentals

advertiser, APRO trade

show exhibitor and

associate member.

RentWay resolves
accounting crisis

For
the past eight months, RentWay has had to navi­

gate some pretty tough waters after discovering
accounting improprieties totaling $98 million,

causing some serious investor concern. On June 27, the com­

pany issued a statement releasing final figures for financial

statements for the years 1998, 1999 and 2000.

The company also announced that it has reduced bank

debt by $40 million and trade payables by nearly $10 million

since January 2001. Its fiscal 2000 revenues grew 19.9 per­

cent over the prior year. The company reiterated its confi­

dence in executing its plan to reach 14 percent to 16 percent

operating margins by March 2002.

"After several months of uncertainty and frustration, the

filing of our 10-K will be a major step toward ending the most

trying episode in our 20-year history... We have restructured

our operations to maximize cash flow and have taken

steps necessary to enhance earnings over the next several

quarters," says RentWay Chairman and CEO William E.

Morgenstern.
"We are well along a path toward solving our problems.

RentWay operates a business with a revenue run rate of $650
million annually. We have more than 5,000 loyal employees
at over 1,100 locations in 42 states, doing business with

thousands of customers."



[RENTWAY FROM PAGE 9)

According to a com -

.

pany news release, the

accounting scheme that
was going on was being
implemented by a small
number of employees
who manipulated finan -

cial results and concealed
that manipulation from
the company's senior

managers, board and
outside auditors.

William McDonnell,
vice president-finance
and CFO says, "The
scheme employed the

making of improper
entries in several separate
cost categories. It
reduced expenses and

chief accounting officer.
RentWay also hired
Shaffner, Knight, Min­

naugh and Associates to

manage and supervise its
internal audit function.
Shaffner Knight will

report independently to

the audit committee of
the board of directors.

"I would like to thank
our shareholders for
their patience. I also
would like to thank our

employees for their
steadfast commitment
and loyalty to the com­

parry. Throughout the

past eight months, we

have attempted to keep
all of the various stake-

holders informed of the
results of the ongoing
investigations. As new

information comes to

light ...we will pass it

along as quickly as we

can;' says Morgenstern.
Since October, when

the disclosed accounting
problems were discov­
ered, the company has
been making the neces­

sary changes in product
pricing, payroll and over­

all expenses to get back
on track. "Based on what
we see in our business

today, we believe that we

can accomplish this by
March 2002;' says
McDonnell.

10 PROGRESSIVE RENTALS

artificially increased
assets across the cate-

, gories. The scheme did
not affect revenues. It
masked unusual cost

increases caused by Rent­

Way's near tripling in
store count during a 15-
month period. Operating
margins were reported in
line with historical levels
and senior managers and
the board had no reason

to suspect the existence
of the scheme."

To bolster the compa­
ny's accounting function,
John Lombardi, an expe­
rienced financial etecu­
tive, was hired as vice

president, controller and



Rainbow
Rentals sells
three stores

Rainbow Rentals con­

solidated its operations
in two markets and exit­
ed a third with the sale of
three stores located in

Newport News, VA, West

Haven, CT and Indiana,
PA, to Rent-A-Center.
The company made the
announcement in late

May. Accounts and

inventory from the two

closed stores were con­

solidated into nearby
stores in Hampton, VA,
and West Haven, CT.

''After a comprehen­
sive study of all of our

stores, we identified these

opportunities to make us

more efficient;' says Way­
land J. Russell, chairman
and CEO. "We have no

other store closings or

sales planned at this
time. However, we will
continue to evaluate our

stores' performance and
move quickly to seize

opportunities," he says.
In other Rainbow

Rentals news, Robert A.

Glick, founder, chairman
and CEO of Dots Inc.,
was elected to Rainbow's
board of directors. Glick,
54, established Dots, a

retailer of off-price
women's apparel, in 1987.
The privately held com­

pany now operates more

than 260 stores in 22
states. Prior to developing
Dots, Glick established
Bobbi Gee, a chain of
women's apparel stores.

Before buying a coat

manufacturer's inventory

GOO D

Missouri's Clee� profile
touts RTo's benefits

�� Tiger"
john Cleek of Cleek's Rent To Own in Columbia, MO, recently

was profiled in the Columbia Daily Tribune's Saturday Business

Magazine. With a family photo gracing the cover, the story head­

lined with, "Cleek business, family tree keep expanding." The article combined

the story of a small-town success with a little business education mixed in.

In addition to unveiling the his­

tory behind the seven-store Cleek

chain, writer B.C. jones explored the

differences between credit sales

and rental-purchase trans­

actions. jones made the

clear differentiation -after

interviewing representa­
tives from Consumer Debt

Counseling and the Mis­

souri Attorney General's

office-that there is no debt

rental-purchase disclosure require­
ments. Cleek's is doing so well

(same store revenues increased 15

percent annually for the past five

Cleek business, family tree keep expanding
The rent-to-own finn
boasts seven locations,
new office building.

incurred in the rent-to-own

transaction as opposed to

credit sales. He also

touched on the pricing,
alternatives and the flexi­

bility of rent-to-own.

The article also focused

on Cleek's industry involve­

ment on the state legisla­
tive level as well as the

federal rental-purchase leg­
islative initiative. jones also men­

tioned the Federal Trade
years), says jones, th-at Cleek is

thinking of opening another store

soon in nearby Sedalia, MO.Commission survey, as well as

MAY-JUNE 2001 11



to establish Fashion Fac­

tory Outlet in the 1970s,
Glick was a certified pub­
lic accountant.

"Dots has enjoyed
tremendous growth and
success under Bob's lead­

ership:' says Russell. "We
look forward to capitaliz­
ing on his experience
and talent he will add to

our board."

Alliance
Computing
Technologies
celebrates fifth
anniversary

Alliance Computing
Technologies Inc. (ACT)
celebrates its fifth year of

providing the rent - to­

own indus­

try with

,computer
products,
serVIces

and sup­
port. Since

becoming
a supplier
to RTO five

years ago,
the rental­

purchase
industry

has experienced signifi­
cant revenue growth
with computers, printers
and scanners. What once

was a complicated and

frustrating product to

rent has become one of
the fastest-if not the

fastest-growing item in
most rental stores. ACT
was a pioneer in provid­
ing quality product and
hassle- free support and
service to the industry

12 PROGRESSIVE RENTALS

BY RICHARD MAY

APRO raises nearly $14,000
in scholarship money

In
order to broaden ,the industry's legislative ties in Washington, D.C.,

APRO has assisted the Congressional Black Caucus Spouses, Education
Foundation by helping to raise scholarship money for college and gradu­

ate students. For the past eight years, the Congressional Black Caucus Spous­
es organization raises scholarship funds through a series of events, including a

boat ride on the Potomac River and a golf and tennis tournament held in the

Washington, D.C., area. ,

and playing cards and golf with the

likes of u.s. Representatives Earl

Hilliard, Stephanie Tubbs jones,
Eddie Bernice johnson, as well as

hobnobbing with celebrities such

as Ben E. King.
"The event is truly a remarkable

opportunity to present our industry
in a positive and very memorable

manner. I believe the industry has

made more friends on Capitol Hill in

three short days than we could have

done through traditional meth-

ods," says Romine, APRO Pub­

lic Relations chairman.

Each year, the CBCF rais-

es approximately $500,000
in scholarship funds. The

money is divided equally
among the 43 Congres­
sional Black Caucuses

in which separate committees

decide who and how much

students receive.

The 2001 event was held june

23-25. For the fourth year in a row,

APRO members showed CBCF their

support by attending the three-day
event and donating products for a

silent auction. This year APRO mem­

bers provided 20 out. of the 29 prod­
ucts for the silent auction. After the

bidding was com­

plete, donated prod­
ucts from the RTO industry raised

more than $13,000 for CBCF. APRO

members throughout the country
donated computers, stereo sys­

tems, printers, DVD players,
camcorders and money.

APRO's involvement with

and contributions to the

CBCF raised the rent-to-own
industry's profile to Gold

Status. APRO members

Gary McDougal, Gary
Romine and james Byrd
attended, joining in the fun



Join the more than 1,400 rental locations nationwide that offer their customers added

value and security with the Foresight Preferred Customer Club. Find out how you

can put the benefits of the Club to work for you! Visit our booth (710) during the

2001 APRO Convention, contact Cliff Stoner at 1-800-733-0811 or visit our web

site at www.foresightclub.com for more informa­

tion. During the APRO convention, we hope you

will be our guest at the Gala Cocktail Reception:

"Hawg Wild at the Harley Davidson Cafe" held

Tuesday, August 7th, sponsored by Foresight.

Spontaneous reaction of dealers after

calculating monthly club revenues.

(You'd be this excited too if more than 50% of your customers

paid you an additional dollar or two a week.)'

....� ..............� ......
-- --- ----- -
• ....,... ®

r.o. Box 721738 Norman, OK 73070-83281-800-733-0811 www.foresightclub.com
Foresight, Inc., is a subsidiary of Precis, Inc. (NASDAQ: PCIS)

*Based on current client averages.
APR:) Associate Member since 1991



that five years ago was

looking for new products
to help bolster overall

growth.
Dealing with rapid

technology change and
demand for customer

service have been the
most challenging aspects
of computer rental. ACT
continues to provide the

industry with the right
technology at the appro­
priate time.

As a five-year member
of APRO, ACT's level of

activity within the orga­
nization ranges from

providing computers for

registration at each
annual APRO conven-

14 PROGRESSIVE RENTALS

tion, attending and

participating at each
Mid - Year Conference
and being an active
board member on the
Vendor Relations
Committee.

Looking to the future,
ACT intends to utilize its

relationship with
Hewlett - Packard to con­

tinue providing high­
quality computer
products and peripher­
als. As technologies
change and new prod­
ucts are released, ACT

plans to continue to look
for appropriate products
to meet the RTO cus­

tomer's needs.



New law
endorses
arbitration

APRO has long been a

pioneer in innovative,
new concepts to aid the
small business owner. In

1995, the APRO board
endorsed a system and
service for the resolution
of employment disputes
outside of the litigation
process. Despite its novel­

ty at the time, many
APRO members sub­
scribed and over the years
have reported the effec­
tiveness of the concept.

If an employment
claim of any kind arises
between employer and

employee, the parties
first attempt to settle

using mediation, which
settles around 90 percent
of the claims. A party
does not have to settle in

mediation, however, and

failing settlement,
mandatory, binding arbi­
tration is used to dispose
of the claim, without the

requirement of court

litigation.
Over the past six

years, there has been

controversy and chal­

lenges by the EEOC and
the employment plain­
tiff's bar objecting to the
use of mandatory, bind­

ing arbitration for the
resolution of statutory
employment claims. Last
March, however, the
Supreme Court of the
United States handed
down a landmark

employment law deci­
sion in Circuit City Stores
v. Adams.

COMPLETE POINT-Of-SALE SOFTWARE
fOR RENTAL AND RETAIL STORES ONLY

RTO PRO INCLUDES:

Complete inventory, including depreciation
Retail sales iJ' Complete rental

Collection and overdue reports and on-screen account

Management iJ' Billing iJ' Airtime accounts

Contract printing iJ' Cash-advance transactions
Data conversions from other software available

Windows 95, 98, NT and network versions

HOME OFFICE NOW AVAILABLE!

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

INFORMATION AND TO DOWNLOAD THE DEMO.

FREE DEMO AVAILABLE.

FUTUREWARE ENTERPRISES INC.

5026 Gall Blvd., Zephyrhills, Florida 33541

APR:) Associate Member since 2000

New ideas are growing here an the titne

Estahlished 1983

Atnerica's largest rental industry
buying group

We're oiwovs thinking of new WdYS to seve our Ihel"hbers rnonev,
1'RIB Group negotidtes volul"he discounts with the top vendors, so our

I"hel"hbers seve rnonev on pure.hoses. Our vendors olso offer rebdte
progrdl"hS, as on incentive to purchase their product lines; these rebores
ere oworded directly to the I"hel"hber ct veer's end. fRIB Group offers

purchdsing power, even to the Sl"hdl\est rentd\ purchase deeters. Whether
yOu hdve one location or one hundred, the bottom line is

profttobititv. At ledst, thdt·s OUR bottom line.

8180 Presideutisi Drive [;:] Suite F @ A tlsuta; Oeorgi« 80840
phone 770-451-4302 2:illow'!as line 770-451-4812
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ments for binding arbi­
tration while at the same

time being more "user­

friendly;' in order to

meet new human
resource considerations.
truce, founded by Larry
Montgomery (the person
who first brought dispute
resolution to APRO in
1995), is offering special
rates to APRO members,
designed to make this

very important risk man­

agement service afford­
able for all RTO owners,

regardless of size.
For more informa�

tion, drop by the mem­

ber services desk at the
AFRO convention in Las

Vegas in August or con­

tact APRO's Carolyn May
at 512/794-0095.

The law is clear that

employers may now

require employees, as a

condition of employ­
ment, to agree to manda­

tory, binding arbitration
of all federal and state

statutory employment
claims. These claims may
include discrimination of

many kinds-sexual
harassment, wrongful
termination, disabilities
and many others.

AFRO continues to

bring to the attention of
its members the best

products on the market,
which are especially
priced for APRO mem­

bers. truce, a concept of

Dispute Systems Inc., has
been carefully designed
to meet all legal require-

[RENT ONE FROM PAGE 8]

This year, however, it's
a Rent One employee
who is experiencing
Ziglar's philosophy first
hand. After helping orga-

Blizzard impedes
Peterson's Mt. Rainier climb

nize the golf outing and

working on Habitat
builds for several years,
Robin Theuvenin, an

office assistant at the

company's corporate
headquarters, is an

approved applicant for a

Habitat home in Jeffer­
son County.

.

"I've always tried to

help out with Habitat
builds and the golf out­

ing. Of course, this year
it all has a lot more

meaning to me;' says
Theuvenin. "I'm excited,

about the house and

happy to be involved
with Habitat. I'm sure

I'll keep volunteering
for a long time!"

To find out how you
.

can help Habitat for

Humanity, visit them
" online at habitatforhu­

manity.com or look in

your local phone book
for the nearest contact

office. Whether it's hitting
the greens or hitting a

nail, everyone can be a

part of Habitat for

Humanity's efforts.

As
mentioned in the May-June issue of Progressive Rentals, Mark Peterson of H&H

Furniture Inc. in Yakima, WA, and three friends were planning on �aking an APRO

flag up 14,000 feet to the, top of Mt. .. �. � � ... , .� .-. _-- =. � .. " - =. � -,. � � ,

Rainier in June. Unfortunately, Peterson's group

was met with a terrible blizzard with winds top­

ping 55 mph on the day of the climb.

"We were wading in snow up to our waist. We

left camp to go to the base camp and ended up

turning around on our way there. Ittook us

seven hours to leave and come back. We were

totally lost. Even though we had four guides,
when we came back down we were a mile off from where we should have been," says Peter­

son. "We were up against soinethingwe couldn't get by."
In the meantime, the APRO flag has been returned to the APRO offices, but Peterson says

he is going to try again in late August or early September.

16 PROGRESSIVE RENTALS



 



then, hopefully, to the
House. While it is too

early to become overly
confident that HR 1701
will pass, all of our ef­
forts are concentrated
toward this end. Your
Association has been

working very hard in
D.C. this summer. Please do what you can in your
district to keep awareness up on HR 1701. We
need to make Congress aware that we need its

support. Please contact your local congressper-

1\ noW b 1·11 on tho hor I·10n �:���:�:��!:�[:�E�:�:��
L L 1701 passed, contact RIchard

May at APRO at 800/204-2776
or 512/794-0095.

or three days in late June, I
attended the 2001 Congressional
Black Caucus Spouses Education
Foundation's annual event in

Washington, D.C., with APRO
members Gary Romine, James

Byrd, my wife Mary McDougal and APRO Public
Affairs Director Richard May. This is the fourth

year that APRO has attended this event. The
CBCF raises scholarship money for college and

graduate students
APRO members throughout the country gen­

erously donated many products for the CBCF

silent auction. Due to this rather substantial con­

tribution, APRO was recognized as the largest
contributor of products at this event. APRO
member donations raised more than $13,000.
Twenty of the 29 products auctioned off were

provided by APRO members and included com­

puters, stereo systems, printers, DVD players,
camcorders and money. As a result, APRO was

recognized as a Gold Status member, joining the
ranks of organizations such as Anheuser Busch,
Heineken, Philip Morris, Miller Brewing, UPS,
AT&T, Pepsi and Verizon.

During the CBCF event, we met with 37 con­

gressional members of the Black Caucus or their

spouses. This allowed us the opportunity to edu­
cate them about the rent - to-own industry and its
issues. We are gratefully gaining much needed

support for the industry-supported fed­
eral bill, HR 1701, from this organiza­
tion. We are confident that CBC mem­

bers will help us get it passed when the
time comes.

I want to thank the more than 30
rental dealers who donated products for

By GARY McDOUGAL this event. I salute everyone of you for
APRO's President your dedication to furthering our feder­

.................................. al cause.

With the subcommittee hearing on the indus­

try-supported federal bill HR 1701 scheduled for

July 12, we should see some positive movement

this summer with this bill. I am hoping that come

fall, HR 1701 will move through committee and
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"Please do what

you can in your

district to keep
awareness up on

H R 1701. We need

to make Congress
aware that we

need its support."

Moving ahead, APRO is pleased to announce

that its Education Committee, chaired by Larry
Carrico, has reached its fund-raising goal for the
new "Rental Training Online" education pro­
gram. Thanks to the hard work and dedication of

Larry, several state associations have come on

board as sponsors to this new and exciting educa­
tional opportunity for the rent - to-own industry.
The participating state association members will
receive access to these courses at discounted rates.

Authors are hard at work finalizing several of
these courses now, and you will be able to preview
the program at the convention. I know the indus­

try as a whole will benefit greatly from this

unique educational opportunity.
Most of you will be reading this issue at the

2001 APRO Convention and Trade Show in Las

Vegas. I want to thank you all for attending and

encourage you to not only take advantage of the
education seminars, but also make a trip through
the exhibit hall. Without the support of our

exhibitors, the APRO show wouldn't be what it is

today. Please take the time to visit the booths and
thank them for their involvement. And I hope
everyone leaves with more than what they came

with-and I'm not taking about what's in your
wallet! •

Gary McDougal is owner ofAmerican Rentals in
Hixson, TN.
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WHO STANDS BEHIND YOUR SOFTWARE?

...and your company?
Your software system is mission-critical to your business. That's why you need to know something about the

company (and its people!) that stands behind it. Reliable software is more than just a pretty face...uh, screen.

In 1983, IDEAL Software Systems was one of the leaders who wrote software specifically
for the Rent-To-Own industry. Today, with thousands of customers around the world,
IDEAL is the pacesetter of the industry. The IDEAL system is the fastest, easiest to learn,
and most secure software you can buy.

IDEAL stays with you every step of the way. Half of our 40+ employees work in

technical support and development. 99.7% of all technical support calls are answered

by a live technician, not a machine-24 hours, 7 days a week. You get a mind, not a recording ...

When you choose the software that is going to run your business, be

sure the team that stands behind

it is IDEAL.

1-800-96IDEAL (800-964-3325)
FAX (601) 693-2302 • www.idealss.com

P.O. Box 110· Meridian, MS 39302-0110



talk with rental dealers and vendors

every day from all across America. The

topics vary widely, but most conversa­

tions usually get around to asking the

question: "How's business?" Lately,
many rental dealers are telling me that

business is either "flat" or "growth is really slow­

ing down!' However, some dealers are telling me

the opposite. They report that quality customers

are out there, you just have to know how to

attract them to your store .

The same mixed responses are coming from
the vendors.

One commonality I see from dealer-to-dealer

•

So, how's business?
and vendor-to-vendor is the necessity of evaluat­

ing one's business-every aspect from business

plan, to operations and marketing-indeed, even

your vision of what you want your business to

look like.
It is, therefore, a good time for all of us-rental

dealers, vendors, APRO board members and
staff-to do the same evaluation about the

importance of belonging to and supporting both
state and national rent-to-own trade associations.

Wayne Chambers, a past APRO president,
advised me years ago that my primary role as

your executive director was to visualize the big
picture, plan accordingly and help lead the Asso­
ciation into the future.

Accordingly, I do spend time evaluating
APRO's role and the value of APRO

membership. APRO offers a wide variety
of member benefits and services that are

customary for associations. You know
what they are and if you don't, we pub­
lish a list in almost all our publications.

But what about the intangible bene­

By BILL KEESE fits of membership, which, I believe, are

APRO's Executive Director more valuable than our menu of bene­
.................................................................. fits and services? It's the power of par-

ticipation. Ask yourself, who is the better cus­

tomer? Is it the anonymous one who just pays his
or her rental payments on time or the one who
comes in every week, visits with store personnel
and brings a friend or family member along?
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"No man is an

Who is the better em­

ployee? Is it the one

who comes to training
sessions and is careful
not to be conspicuous
or the one who sits in

island, entire of

himself...every man

is a piece of the

. continent, a part of

the main." The

wisdom of the ages
the front row, asks

questions and talks to says it is foolishness

the instructor both to try to make it on

during and after the
session? your own.

It is obvious that
both the customer and the employee who partic­
ipate gain more than the non-participants do. Be­
cause they participate, not only do they learn
more, but also give more back in making the in­

dustry better.
This analogy is useful in explaining member­

ship in APRO and state associations. The more

you participate, the more you gain and, ironical­

ly, the more you advance the rent-to-own indus­

try. If you are a vendor and aren't selling as much
to this industry as you want to, ask yourself ifyou
are a fully participating partner in rent - to-own.

As the axiom goes, "the more you give, the more

you will receive!'
There are rental dealers who are what I call sin­

gle-issue participants. They either participate
because of a single issue or cause or decline mem­

bership because of a single issue or cause. Some

join or leave because they do or don't want to be
associated with a particular person or company.

If you are one of these single-issue «ginners;'
you are cutting yourself off from improving your
company by not participating. John Donne once'
said, «No man is an island, entire of himself...

every man is a piece of the continent, a part of the
main." The wisdom of the ages says it is foolish­
ness to try to make it on your own.

If you are a single-issue participant, broaden

your horizons about your level of participation.
By constricting your interests, you limit your pos­
sible gains.

APRO and state associations provide a vehicle
for individuals to participate in order to improve
the whole. By so doing, the individuals benefit.

That is the power of participation .•

Bill Keese's e-mail addressisbkeese@apro-rto.com.



 



he U.S. Congress held the
fourth-ever public hearing on

the rental-purchase industry
when the House Subcommittee
on Financial Institutions and
Consumer Credit considered

H.R. 1701, the Consumer Rental-Purchase Agree­
ment Act on July 12. The hearing and its after­
math will do much to consolidate the many
friends the industry has made in Congress over

the years and further marginalize its few persis­
tent enemies. Those who are following the feder­

allegislative effort will know that H.R. 1701 has
broad bi-partisan support. At least 20 Democrats

have signed

Hearing voices \ :���:s���1;;
subcommittee,

Rep. Bachus (R-Ala.), gave a stirring talk at the
close of the hearing about freedom in America.
He told the story of a child of his and 300 other
students at the University of Alabama who re­

cently pawned various items of personal proper­
ty to raise money to buy tickets to go hear the
Dave Matthews Band which was giving a concert

in town. He predicted that some students would
redeem their merchandise from the pawnshops
and that some would not. And that in any case,
the decision to pawn something for tickets to hear
Dave Matthews was not a decision he would have
made.

He went on to note, however, that the choice
those students had was what makes this country
great. He told the legal aid lawyer witness and the

Wisconsin assistant attorney general
witness that it was not the role of Con­

gress to make choices for people about
how they spend their money, even when
we may disagree strongly with the choic­
es that are made. It is what freedom
means, the chairman reminded the con-

By ED WINN III sumer advocates. Nor, he noted, should
APRO's General Counsel we or would Congress condescend in
.............................................................

judging other people's choices. It was

good stuff, and but for the august surroundings
and the solemnity of the proceedings, I would
have stood up and cheered. I want readers to know
that there are members of Congress who feel that

way and who are not afraid to say so.
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Not all of the hear­

ing was a stirring,
however. The ranking
Democrat on the sub-

"But for the august

surroundings and the

solemnity of the

proceedings, I would

have stood up and

cheered."
committee, Rep. Max­
ine Waters, told the committee that rental-pur­
chase transactions should be regulated as credit
sales under federal law and that toward that end
she was re-introducing Henry Gonzalez' old bill
from 1993. This was a bill that Rep. Gonzalez
could not get out of the committee he chaired be­
cause the bill would have crippled the industry,
which only a few diehard, ultra-liberal legislators
wanted to see happen. The reintroduction of an

eight-year-old bill that never went anywhere is
evidence of a lack of legislative imagination on

the part of the industry's critics.
The industry offered testimony from a one­

store dealer from South Carolina who has been a

business owner for 42 years and from a four-store
dealer in Texas and New Mexico. Theirs was pow­
erful testimony against the proposition that a fed­
eral law would only benefit the large rental

companies.
H.R. 1701 has incorporated recommendations

made by the Federal Trade Commission in its
staff report on the industry last year as well as

some recommendations from more moderate
members of Congress who often champion con­

sumer causes.

It is still difficult to get things done in Wash­

ington' D.C. It is still easier to kill proposed legis­
lation than to get it enacted. The process is
cumbersome by design and even the best ideas
with the most widespread support can get bogged
down. The industry enjoys more support that it
has ever had and Rep. Waters' comments and the
accusations of legal aid notwithstanding, the

industry, with a successful public hearing con­

cluded, is off to a good legislative start.

Each of you can help the process by following
closely what is happening and responding quick­
ly and responsibly if the Association calls you. As

voters, you can have a powerful voice in the polit­
ical process by telling your members of Congress
how you feel. Many of them will listen and try to

help.•

Ed Winn's e-mail addressisedwinn@e-bylaw.com.
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It is not unusual for customers

to ask delivery people about the
truth and honesty of the transac­

tion. "Is this really a good sofa?"
"How does this company treat its
other customers?" "Are they as

hard on other customers as they
are being with me?" The survey
indicates that a certain percentage
of delivery people, the dissatisfied

ones, might not be answering
these customer questions with the

company's best interests in mind.
More than 90 percent of store

employees indicated a good working relationship with the

home office overall. However, one-third of delivery per­
sonnel and one-fourth of the sales personnel said that

they did not have a good relationship with the home

office.
Over 95 percent of store employees feel that rental-

I purchase stores offer a valid service to customers and 90

percent feel that their store offers quality products to cus­

tomers. Also, more than 90 percent feel that the store

offers competitive pricing compared to the services

offered. These findings dispel the idea that store employ-
ees secretly harbor feelings that the business is ripping off

its customers. Almost half of rental store employees have

been rental store customers in the past.

he survey requested the employees who were interviewed to put
themselves in one of the following categories: sales (32 percent),
store manager (30 percent), account manager (14 percent),
assistant manager (10 percent), delivery (7 percent), secretary (2

percent) and other (6 percent). First the good news. Ninety-five
percent of rental-purchase employees feel appreciated at work.

That is a high percentage and a good one. If that percentage ever falls to

80 percent in a company, the business will self destruct.

Who's telling your story to the public?

Among the few who feel unappreciated, most are in

delivery and sales positions. Over half of those dissatis­
fied cited pay as the cause of their dissatisfaction. When
cross-referenced by store size, the larger the company, the
less appreciated the employee feels. The survey drew the

general conclusion that the industry is not paying enough
attention to delivery people who are the most dissatisfied

employees and also are likely to have the most unsuper­
vised contact with customers when delivering and picking
up merchandise.

How would you rate your current

employer's benefit package compared to other

companies for whom you have worked?

• The best 21.5%

o Very good 33.3%

• Good 28.6%

• Average 13.5%

• Poor 3%

What benefits would you like
to receive from your company?
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The high cost of high relationship businesses

NOw for the other news. It is an old saw by now that

rental-purchase is a relationship business, not a prod­
uct-driven business, which distinguishes it from tradi­
tional retail selling. The best location, the best products

I and the lowest rental rates in town will not grow BaR

without the right kind of people in the store. Except per­

haps for some senior citizens and their pharmacists, no

other American customers have more regular contact

with employees than do rental customers with rental
store employees. At the same time, no other industry
except for fast food has a higher turnover rate than
rental purchase.

The relationship established with customers is

entirely dependent upon the employees. Of
course, high turnover has a corrosive effect on

establishing these good relationships with
.

�

customers. /'''-;': ',(�. ..

The customer relationship begins imme- ;. -:;.... .'-;#.
diately. Somebody in the store first meets

the customer and quickly gets to know the
customer's personal references-friends,
neighbors, relatives-learning about the cus­

tomer's life in far more detail than in another store set­

ting. Somebody in the store will see where the customer

lives when the unit is delivered. If it is a successful deliv­

ery, the customer and the employee will spend time

together learning the features of the product and exactly



how it works. Then, for many customers, somebody in the
store will see them at least 4.3 times a month and will
often talk to them more often than that, discussing the
account, taking a commitment, cajoling, wheedling, leav­
ing door hangers, leaving phone messages and making a

trips to the house for a payment.
All this contact is creating a relationship, a good one or

a bad one, with the customer. It is not being written down
anywhere, this history, nothing more than the wisp of a

note from time to time in the customer's file. Instead, this
complex evolving relationship with the customer is being
carried around in the heads of one or more employees in
the store.

That history, which is the basis for the relationship that
the customer has with the store, is also the key to dealing
with the customer and with keeping that customer a

happy, paying one. That history, as it develops, informs
the store employee how to treat the customer. When the

employee leaves, the history is lost, the relationship is
ended and a new one must be created.

A new employee will not know that mama, who has
been loaning the customer some money to get caught up
on a few payments from last summer because the

boyfriend got drunk and stole all the customer's money,
had to raise bail money for another child two weeks ago.
The new employee also will not know that the customer

got a new job last week and is going to be getting paid on

Saturdays instead of Wednesdays now, so that the

paychecks and payments are now going to

run a week behind. He also does not

know that the customer's dog died over

the weekend, causing great sadness
throughout the neighborhood. This
customer, a gregarious sort, was also

responsible for bringing in four new cus­

tomers on her street during the past three
months, which are all still good, paying I

accounts. Finally, the new employee does
not realize that now is not the best time to

be pressing too hard if the store wants a

customer and not a pick-up.
The employee who left with the

story in his head knows that the
store early on took a chance and

gave this customer a break. The

payment card is spotty, but this
. customer is loyal beyond all
measure because somebody at

the rental store took the time to

listen to her story and cut her a

little slack when the going was

especially rough.
The new employee will only see

an account in arrears and a chance to

clean up a little credit and impress the
boss. Just that quick, the history, the

relationship and the account are all lost
forever and probably the other accounts in

What prevents you from recommending
your company as a place to work?

25%

20 %

15 %

10%

5%

Have you ever used rent-to-own?

If so, how would you rate the experience?

No 52.8010

D Yes/very satisfied 34.5010

• Yes/somewhat satisfied 10.9010
• Yes/not satisfied 1.9010

the neighborhood as well before too long, because that is
how the business works.

Turnover costs RTO more

Turnover costs the industry an incalculable amount. In

retail, according to Beemer, one replaced salesperson on

the floor costs an average of $18,000 in lost sales, not

counting the additional expense of training the new per­
son. Nordstrom's, a major retail chain with a reputation
for personal service, calculates the loss from turnover at

$36,000 per employee. Can it be much less in a rental
store? Might it not be even higher?

Turnover also affects morale among the employees
who stay. One-half of rental store employees surveyed rec­

ognized that turnover is high in the store. What turnover
means for the employees who are left is more work. There
is always a gap between losing an employee and finding a

replacement and then the new person must be trained.
During this time, the other employees must pick up the
slack and do the job for the missing employee and then
the new one, until he or she gets up to speed. All of this is
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often done without extra compensation or recognition.
The survey showed that two-thirds of rental store

employees have been with their current rental company
less than two years. Fewer than 18 percent have been with
the company for five years or more. The main reasons

cited for leaving rental companies were the lack of oppor­
tunity for advancement and pay and benefits. A full 25

percent of current rental store employees have some level
of job dissatisfaction. Ideally, this percentage should be 10

percent or less.

Are you paying enough?

Among store employees, store managers were the happi­
est; delivery and sales people the least satisfied. Among

dissatisfied employees, one-half cited pay as the reason for
their dissatisfaction.

How would you define your
satisfaction level at work?

• Very satisfied: 50.1%

D Completely satisfied: 27.4%

• Somewhat satisfied: 18.7%
Dissatisfied: 3.8%

What type of incentive
would most influence you?

• Cash bonus 39.1%

• Salary increase 28.6%

D Paid time off 22.7%

Trip or travel 8.6%

• All 1%

What would you rather have?
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• Higher pay 60.4%

D Promotion/new title 13.1%

• Fewer hours 12.2%

Better/more benefits 9.5%

• Recognition award 4.8%

Rental-purchase employees feel they should be paid
more than their retail counterparts. This is because they
have more contact with customers and inevitably that
means more confrontations with customers. Compared to

retail, rental-purchase store locations are often sub-par,
giving rise to personal safety and security issues. Rental­

purchase stores are also often understaffed due to the high
turnover, which means more work for the employees who
are on the job.

When asked whether they thought their opinions
could make a difference in the company, only 45 percent
answered positively. Ideally, that percentage should be
two- thirds or higher.

The Beemer employee survey drew the general conclu­
sion that the industry as a whole is not paying enough
attention to delivery people who are the most dissatisfied

employees in the industry and who are likely to have the
most unsupervised contact with customers.

Training issues

Training is an issue in rental companies. Only one-third
of employees reported definable training. One half of

employees cited "on-the-job" training, which most often
means following another employee around for a few days
watching what is done. Management experts decry on­

the-job training as not really being training at all. Real,
definable training involves classroom instruction, assign­
ments' role-playing, evaluation, testing and feedback.

Employees in the survey generally did not talk about their

company's manuals and policies when discussing
training. This absence raises the question whether
rental employees know the rules and procedures
of the organization.

The survey shows that the industry is doing
some things well in-
sofar as its employ­
ees are concerned
and there is room

for considerable

improvement in
other areas. The sur-

v�y includes an exec­

utive summary, key
marketing recommen­

dations, data analysis,
observations and a

marketing plan.
Copies of the com­

plete survey are avail­
able to APRO member

companies through the
home office.•

Ed Winn III is APRO's legal
counsel. His e-mail address
is edwinn@e-bylaw.com.



Rental & Sales Software Systems provides superior
support that is second to none in the Rental Purchase

Industry. Our technical, training, and support specialists
all come from a rentalpurchase background and use the

latest Internet technology. From the West coast to

the East coast, RSSS has a support technician in y.our
time zone. No matter where you are, RSSS hasyou
covered 24 hours a day, 7 days a week.
The RSSS Integrated Rental Purchase and Retail Sales

system accumulates each location's data at the home

office, giving you all of the valuable intormatlon you
need in one place. This guides you in making the most

profitable decisions for your business. While other

systems justpromise to deliver this information and

support, RSSS has actually been delivering quality
solutions and creating satisfied, profitable customers

since 1979.

Sometimes You Can't Help
But Toot Your Own Horn!

THAT'S SOMETHING TO TOOT YOUR HORN OVER!

Isn't it about time foryour company to become a

satisfied RSSS customer?

For More Information on how we can help your business profit, please call us at

800.334.5224 or 361.993.1790 or contact us at sales@rsss.com
or visit our website at www.rsss.com

APR:J Associate Member since 1986



 



inding the right combination of employee ben­

efits and programs for your company may seem a

bit like modern alchemy. Add in the unwelcome

catalyst of an extremely tight labor market and

many rent-to-own companies across the nation

are struggling to recruit and keep staff on board.

Is there an elustve, secret formula that can help

companies hire and retain top-notch employees?
To find out, APRO hired America9s Research

Group to conduct a telephone survey of current

rental-purchase employees. Employees were

asked 40 questions to gauge their attitudes and

opinions about their jobs9 their employers and the

rent-to-own industry.
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he survey results reflect the comments of a

wide range of employees, including sales,
store managers, account managers, assis­

tant managers, delivery personnel, secre­

taries and others. Overall, the survey
indicated that employees consider rent-to-

own a good place to work, but pointed to a number

of areas where improvements could be made.

But before tweaking components of your human
resources program, "It's important to look at the overall
human resources system you have in place;' says Keith Car­
rico, owner of Innovative Insights, a consulting firm that

specializes in providing human resources services to mid­
sized companies.

"Employee relations is truly a balancing act," he says.
"There is a chain reaction when problems take hold in
human resources; each factor affects another. It really is hard
to see the forest for the trees and when you keep running
into the same tree, it's tempting to just cut that tree down.
But the real solution is to review your company's human
resources system regularly because employee needs and
market forces change over time."

Hiring and keeping a great team

Two of the biggest issues for rent-to-own companies is

developing a compensation system that truly reflects job
responsibilities and then putting in place a system for devel­

oping employees, Carrico says.
"Pay and training go hand in hand," he says. "If you are

good at developing employees, but don't pay enough to get
the right people through the door in the first place, you
won't get the results you're after. And if you promote
employees through turnover, but don't train them ade­
quately, it shouldn't be a surprise when those employees
don't do well."

Almost half of the employees surveyed said their initial

training was on-the-job-a method that does not provide
consistent messages across a company. "Unfortunately,
training tends to get shortchanged in many instances;' Car­
nco says.

But that isn't the case at Showplace Inc., a rent-to-own
chain with 23 stores in northern Ohio. Employee develop­
ment is a key component of the company's human resources

program.
"We have about 150 employees and there is someone in

training 60 percent or 70 percent of the time either in the
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corporate office, regionally or in a store

location," says Gary Ferriman, company
president. "We're fairly entrenched in
the management theories of Franklin­

Covey and have several licensed Covey
trainers on staff. We invest a lot of time,
money and effort in training."

Like other rent-to-own companies,
Showplace struggles most with hiring
and retaining entry-level employees, says
Ferriman. "We're starting to use the

Covey philosophy in developing a com­

petency management program that
should help in this area. We're asking our

outstanding employees in each job cate­

gory to identify the important compe­
tencies involved in their work. We'll then

design our interview questions based on

that information to better gauge whether potential employees
will be successful in that position. After employees are hired,
we will periodically identify competency gaps and provide the

resources-including training, reading materials and a men­

tor-to help them to improve."
Ferriman adds that the competency management pro­

gram is just getting under way and will probably take a few

years to fully implement. «We don't have a formal career

path for employees, but that's what this program is intended
to do;' he says.

At Rent-A-Center, a chain of 2,100 stores that employs
some 12,000 people, competency tests are used at the pre­
employment stage, before promotions and to help design
the company's training programs. The company provides
new employees with training on the basics of rent-to-own

and subsequent training that uses the company's actual
financials.

"Some 99 percent of our managers started out as hourly
employees, just learning the basics," says Marty Roustio,
who joined the company as an account manager in 1990 and
is now manager of coworker relations. "I think the opportu­
nities with this company are unbelievable."

Money and advancement

Money matters ranked high on the list of surveyed employ­
ees, with 60 percent stating they'd rather have higher pay

than any other benefit. In addition, more than 40 percent
said that low payor poor benefits at their company prevents
them from recommending it as a good place to work.

Roustio says that, according to his company's research,
Rent-A-Center is one of the highest-paying rent-to-own

companies, with account managers starting at $30,000.
"Our turnover still varies according to the job level, but I
believe our high rate of pay helps get more people in the
door. We don't have a problem hiring, but that doesn't guar­
antee a good fit," he says.

KLQ Enterprises, a 17-store chain located in Washington,
has found that a holistic view of the business and its



employees is a good approach. "Our philosophy is that we

don't have drivers and salespeople; we don't put people into

pegs. Everybody is being trained to learn every part of the
store. We believe that the people making deliveries are

extensions of the sales people; if they don't understand the
sales process, they're a hindrance to us out in the field. We
educate our people on how the industry makes money and
make sure they understand how each part of the store con­

tributes to that;' says Kevin Quinn, KLQ president and for­
mer APRO president.

All but one of KLQ's 17 current managers started out

with the company as account reps and the shortest-tenure

manager has been with the company for eight years. "We feel
that if a person has come from within they understand our

thought processes and our way of doing business;' he says.
"I'm very proud of the longevity in our company."

In almost 20 years in the business, Quinn says that he has

changed his way of thinking about money and success.

«When I started out, my goal was to make $40,000. Once I
achieved that goal, I raised the amount. But then I realized
that this type of goal setting is the wrong way to go. My goal
is now to pay my employees really well because if I can do
that, this company is doing really well," he says.

Operational matters

Ina large chain such as Rent-A-Center, there
is the risk that store-level employees feel de­
tached from upper management. In the
APRO survey, one in three delivery people
and one in four sales people don't trust the

corporate office or the owners of the com-

pany.
Recognizing that risk, Rent-A-Center

designed its corporate structure to ensure a

solid connection between the stores and corpo­
rate headquarters. Each store manager reports

to a market manager, who is in charge of
six to eight stores. The market managers are

able to visit each of their stores on a regular
basis and get to know each manager and the

employees on a more personal level.
«Our market managers assist the store man­

agers in managing the business and the employ-

ees, including helping with training, recruiting and coach­

ing," Roustio says. (Although my door is always open and
the home office is accessible by all employees, the market

manager can also serve as a connection between the home
office and each store."

Mike Tissot, vice president of the Countryside Rentals
chain of stores in Ohio and Kentucky, finds that there's no

substitute for getting out in the field himself. His company
includes 12 stores; he can be found in one of them two to

three days of each week.
«I ride with my delivery people on the trucks and work in

the stores. It's absolutely invaluable because it's the only way
to find out what's really going on;' he says. "Access to leader­

ship in a company is very important. And my employees
know that I care and that I'm not just ruling from an ivory
tower."

Recognition scores high

A large number of rent-to-own companies offer employees
periodic bonuses or incentives to recognize performance.

For example, KLQ Enterprises has a number of bonus pro­
grams designed to acknowledge the accomplishments of
individual stores and employees. Quarterly bonuses are paid
to employees when their store meets certain operational
goals. The company also names a «store of the quarter" and
honors those employees and their spouses with dinner and a

cash bonus. And any manager whose store records $1 mil­
lion in revenue receives a one-time net bonus of $10,000.

KLQ also awards trips to its manager of the year (with
spouse) and, if the company as a whole meets its budget, any
manager who hits his budget also gets a trip (along
with his spouse). In September, KLQ is taking 30

people to Hawaii.

Although these big recognition programs are pop­
ular, KLQ's Quinn also makes sure that recogni­
tion happens on a daily basis-and at a very

personal level.
«When you have more than 100 employees, you

get to where you don't know who the new hires are.

So we have the names and pictures of each of our

employees in a book at the home office. We

study- that book before walking into each
store," he says.
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Countryside Rentals also recognizes top performers and

stores on a monthly, quarterly and/or annual basis, but the

company takes employee recognition a bit further. "I send

an e-mail to all of our stores every Monday recognizing the

top performer the previous week. If that e-mail doesn't go
out on time, I hear about it;' Countryside's Tissot says with
a laugh.

Employee empowerment

In the APRO survey, one in eight employees are not sure or

don't think they make a difference in their company's suc­

cess. Only 25 percent of delivery and sales people feel that

they make a difference for the company.
One of the pieces missing in many instances, says Carri­

co, is that employees don't have a full understanding of how
the company or the industry works. As a member ofAPRO's

Education Committee, he is helping to develop a variety of

e-learning programs to help in this area, including courses

on the rent-to-own industry, delivery and safety, account

management, customer communication and salesmanship.
"It's important to educate employees about the rent-to­

own industry, but then each company has to make the link
to what that means on a daily basis," he says. "E-Iearning is a

tool, but cannot in itself fix these problems."
Showplace's Ferriman noticed long ago that employees

who feel connected to the success of the store benefit the
business significantly. "We had some employees who were

really good at displaying an ownership attitude and saw that
the customers took to them very well. So we started wonder­

ing how to get employees to take ownership and feel like

they had a greater stake in the business."
First, Ferriman and his business partner (who has since

left the company) started sharing information with employ­
ees-including annual planning documents, monthly P and
L statements and corporate P and L statements. Next, they
introduced an employee incentive/bonus program for near­

ly every department in the company so employees could
share in the profits on a monthly or quarterly basis. Ten

years ago, Showplace introduced a profit-sharing retirement

program so employees had a stake in the long-term profits
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of the company. And six years ago, Showplace became an

employee-owned company.
"My partner sold his shares and I sold one percent, so the

company is now 51 percent employee-owned. I am peer­
reviewed by my staff on my performance as president and

everyone has a quarterly performance review so that we all
understand what's expected of us and how we're doing,"
he says.

Ferriman thinks the move to employee-ownership has
had very positive effects on the company. "Turnover is

almost non-existent at the manager level and has decreased

significantly company-wide since making this

change. Another benefit is that employee-own­
ers tend to speak up when they see opportunities
for improvement because they feel connected to

the business," he says.
Sharing information on the business

with employees is also the policy at Country­
side Rentals. «We practice total open-book
management with all of our employees so they
can see how the company is performing. Every employee
gets a share of the profits twice a year and that goes a long
way toward making store-level employees conscious of how
their store performs," Tissot says.

Opportunities ahead

The bottom line to any human resources program is consis­

tency, Carrico says. "When reality doesn't jibe with what
was presented in the interview, employees get frustrated

pretty quickly. A company has to be consistent in thought,
word and deed."

His best advice? Review your overall human resources

program to make sure there aren't contradictions or policies
that undermine your business goals.

And finally, Carrico encourages business owners to get
out there in the field and see what is working. A policy in

practice may not always have the effect that was intended,
he says .•

Margaret Harrist is a free-lance writer.
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ob slammed a stack of

papers down on the table.
"We don't have time!" he

exploded. "We have to get this

project done! Why do you
women always want to talk

something to death before get­
ting started?"
This team's in trouble-and so

is the employer's bottom line. The
reason? Fundamental differences in men's
and women's communication styles have cre­

ated conflict. Bob, like most men, takes a

direct approach. Linda, like most women,
wants to reach consensus before deciding on

a course of action. So Bob thinks Linda is a

time waster-and Linda thinks Bob is a boor.
Similar scenes play out far too often in

today's workplace. "We are in a virtual epi­
demic of failed communication," says
Rochelle Turoff, president of R.J. Scott &

Associates, a Roswell, GA-based consulting
company specializing in organizational
assessment and strategy. "Very few people are

skilled at communicating in the first place.
The fact that men and women have very dif­
ferent styles only makes matters worse."

When people don't communicate well they
perform poorly. And that's a bottom line
issue. "Any time there is resentment among
people you experience a delay in the time it
takes a group to complete business tasks:' says
Dr. Judith C. Tingley, director of Performance

Improvement Pros in Phoenix, AZ. "This
interferes with productivity. When the situa­
tion becomes severe, you have problems
retaining qualified people since women often

respond to the male culture by leaving for

competitors or starting their own businesses."
You can cast some light into the communi­

cations darkness at your own workplace by
understanding the reasons behind the differ­
ences in styles. Then adjust your communica­
tion habits to acknowledge those differences
and respond to them in a constructive manner.

811W1imld cause COIl/Ikt

Bmotions
lie at the root of the great com­

munications mismatch. «Men and
women have different strengths in emo­

tion," says Dr. Daniel Goleman, author of the

best-selling Working with Emotional Intelli­

gence. «Women tend to be better than men at

empathy, at reading other people's emotions.
Men are better at handling their own emo­

tions-particularly the distressing ones."
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These strengths translate into unique workplace skills. "Women

may be more attuned to the emotional currents that are running
among the staff:' says Goleman. «But they may also be more upset
by them. Men, on the other hand, will be less upset by emotional
currents but more tuned out of them." Hence the tendency of the
former to reach consensus and the latter to get tasks done fast.

Goleman offers this advice for building a bridge over troubled
waters: «Men need to make an extra effort to tune into the emo­

tional signals in a situation. And women need pay more attention
to keeping their own emotional reactions under control."

Easier said than done? Well, here's some assistance. Let's see how
top communications gurus handle some common workplace gen­
der conflicts.

Conflict 1: Bob wants the show on the road; Linda wants to talk
with the performers.

Resolution: Let's return to our opening story. To analyze what
went wrong we asked for comments from consultant Turoff. «In a

group setting like this one, men are more likely to make statements
such as choosing who will work on what projects," she says. «A
woman will more likely start a dialog to discover who wants to do
what:' Turoff says Linda has done the right thing by speaking up. In

response to Bob's outburst, Linda should emphasize that rushing
into a solution will do no good if other individuals are not on

board. Indeed, disruptive actions will only make matters worse.

Then Linda should invite other group members to join a dialog
about what should be done.

After the meeting, says Turoff, Linda should inform Bob that she
expects to be an equal partner in decision-making. She might say:
«I would prefer that we discuss alternatives first when it comes to

assigning tasks." In this case, the woman is educating the male part­
ner and showing him what to do differently. Speaking up is impor­
tant, or the man will never change.

And Turoff's advice to the man? «Rather than following your
instinct, understand that women want to have some dialog before
decisions are made."

Conflict 2: Sam and Marge are up against it: their marketing
report's due tomorrow and there's a lot left to do. Suddenly Marge
comes through with a solution that cuts through the bulk of the
remaining work. As both breathe sighs of relief, Sam says: «;Well,
you can put another notch on your belt. The boss will really appre­
ciate your brainstorm." Marge feels hurt; she had made her extra
effort not for personal aggrandizement but to help her t�am pull
through a difficult time.

Resolution: Marge expected Sam to acknowledge how her work
had helped them both achieve success. Indeed, this would most

likely be how a woman would acknowledge the eniotional feelings
that resulted from Marge's work. I

In such situations, Goleman suggests that men pause and
acknowledge the feelings of the woman. The'm1n might say, "Oh,
your work really helped us out and you must be feelIng'as gGod
about it as I do!"

«It's important to make a nod to how a person is feeling rather
than to check off a list of accomplishments, which is what guys tend
to do," says Goleman. I

'

'"
'

, ,

'

,

And the woman who has'been confronted with .a Sami'Goleman
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suggests a little self-talk like this: "I can understand that Sam is not
as tuned into the feeling level as I am and it doesn't mean he does-
n't care."

.

Conflict 3: Bart always refers to the women he works with as "girls."
The women members of the staff have been expressing resentment.

When someone suggests that the term "women" is more appropri­
ate, Bart takes offense. "Why should I defer to what is comfortable
for them?" he steams. "My comfort is as important as theirs."

Resolution: Start by understanding why Bart is resisting. "Men
are used to being the bosses of whatever it is they do, whether doing
their professional job, working around the house, driving a tractor

or launching a rocket," says Tingley. "So it's almost like asking them
to sell their souls to change their comfortable, familiar and previ­
ously successful behavior. They feel change is an affront to their
masculinity. They will ask, 'I've been calling them girls for 100 years
why should I change? Why shouldn't they change?' Men see this as a

logical position."
In suggesting how women should handle Bart, Tingley advises

against attributing bad motives fO him. Instead, say something like
this: "Bart I know you are a go�d person and a good manager and
your intentions are good. Perhaps I'm oversensitive to this but I
would prefer to be called woman than a girl."

Management needs to realize that women are becoming resentful
of not being taken seriously or seen as competent by some men in
the workplace, says Tingley. "These women are asking, 'why should I

say I am being oversensitive and Bart is a good guy when he is being
an idiot?'" Management needs to counsel their workplace Barts to
address other people the way they prefer. Outdated terms can create

conflict that affects productivity and can spark litigation.

Conflict 4: A group of supervisors have always gotten together
for lunch once a week. Sandra, the sole woman supervisor, is never



politicians you will want to bone up on poli­
tics. Likewise, if you hang out with men who
talk sports you should learn a little about

sports. But it's up to you to make sure sports
aren't the only topic discussed. Chime in
about the sports topic, then lead the conversa­

tion into an area that you find more interest­

ing. Communication is a mutual experience."

Conflict 5: "I've had it with this project," says
Florence to a male co-worker. "No one seems

to be responsible for themselves and for

meeting their deadlines without getting
nagged!" Parker rubs his chin a little,
analyzing the situation. "What you
ought to do is get people together and
insist that each step of the process is
written down with a deadline;' he says.
"Then make sure everyone checks in
with you weekly to show how they are

meeting the deadlines."
Florence is taken aback. ((I didn't

want advice; I just wanted a little sym­
pathy."

A surprised Parker thinks to himself:
((I guess Florence was insulted that I

thought she needed my help. But why
did she ask for it?"

Resolution: Parker thought Florence
was bringing her problems to him for
solution, but that was hardly the case.

"Women talk about their problems
with their peers to share their experiences
rather than to seek advice," says Tingley. "Yet
men usually feel they are expected to provide
solutions." As a result, men often provide "fix
it" statements when women are really looking
for is to be heard and to gain some sympathy.

Even when Florence told Parker she was

looking for sympathy, her male peer failed to

take the statement at face value. Parker fig­
ured Florence had been insulted. It's tough
for men to see the value of sympathy, which

they consider a waste of time since it doesn't
solve a problem.

Rather than offer solutions, Parker should
communicate with statements that reflect
and paraphrase what his companion is say­
ing. Examples: "Sounds like you are frustrat­
ed that people don't take deadlines seriously"
and "So when you're not around people just
aren't sticking to the plan."

And what if the shoe is on the other foot?

"Rarely do men take their problems to

women," says Tingley. "But when they do, it's

usually to get advice."
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Conflict 6: John, who has an abrupt method of supervising subor­

dinates, is unhappy about the job Peg has done on a marketing re­

port. He calls her into his office. "Peg, this just isn't cutting it," he

says. "Get it right!" Peg, who had worked hard on the project, is

devastated that John didn't even acknowledge how she uncovered
some critical raw data that no one else knew existed.

Resolution: Time for a reality check. "Men should become aware

that their tendency is to be terse;' says Turoff. "It's better to start

with some praise." John should start by being aware of the subordi­
nate's feelings: mention the important new data that Peg discov­
ered. Then follow up with a statement such as, ((I appreciate the
work you have done. You're making progress. Now here's what you

need to do to iron out the wrinkles."
What if the roles are exchanged, and

the woman is correcting a male subor­
dinate? "Women tend to struggle with
the sense that authority figures are typ­
ically direct and brutal and uncaring,"
says Turoff. "Women don't view them­
selves that way, so there is always some

internal conflict." Women should use

the same approach as Turoff suggested
for John, but avoid going too far and

making the common error of being
apologetic about having to correct the
subordinate. "Women have an enor­

mous tendency to self-denigrate and

apologize."
Turoff adds that in building the

bridge across the gender gap, there's
room for movement on both sides.
"Better communication is a shared re­

sponsibility;' she says. "Both sides need
to compromise and come to the mid­
dle," For their part, men need to get in
touch with their emotions and those of
their women colleagues and acknowl­

edge emotions in their conversations.
And women need to work with their

and how you are in
own sense of tentativeness. "Don't per-

terms of your sonalize everything you hear;' says Tur­
off. "Learn how to take feedback with­
out having it positioned as you like to

hear it all the time."
For both sides, the challenge is more

to increase understanding than to make
fundamental personality changes, says
Turoff. "You don't have to change who

you are, but you need to understand
who and how you are in terms of your
communications style and thereby

appreciate that others have different styles;' she says. "Our ultimate
communications goal is not what we say but what we want people to

hear. If you don't understand another's style of listening then you
can't have your message heard." •

lIyou don't have to

change who you
are, but you need

to understand who

communications

style, and thereby
appreciate that
others have

different styles."

Phillip M. Perry is a free-lance business writer based in New York City.
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INANCING,
ROOT CANALS and

...................

APPENDECTOMIES

By RORY ROWLAND

WHEN YOUR TOOTH HURTS, you reluc­

tantly go to the dentist. When you get
sharp pains in your lower abdomen, you call the
doctor. And when your business needs money,
you go to the bank. While root canals and appen­
dectomies are best left to medical professionals,
this article should be able to help you get better
and faster bank financing. � One of the first

things a banker will want to know when you sit
down and ask for a loan is, why? Why do you want

and/or need bank financing for your business?
The second thing the banker will ask is what do

you plan to do with the money?
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THESE ARE TWO OF THE MOST IMPORTANT QUESTIONS to which your banker
will want good answers. If your answer is that your business is profitable and you
want to open another shop, that is great as bankers love that kind of success. If one of

your answers is oops, things haven't gone so well this year and you need operating
money, you will probably get a sympathetic look, but not a check in your hand.

BE PREPARED: THE BUSINESS PLAN

7f1 efore you head out the door, the first thing
'WI you need to have is a solid business plan.
The easiest way to create a business plan if you
don't already have one prepared is to purchase
some business plan software. These programs
walk you through the process and allow you to

fill in the blanks.
For example, Business Plan Pro from

www.paloalto.comis a good planning tool to

help you get your business plan started. A
banker will not consider your request seriously
unless you have a complete and detailed busi-
ness plan. \

Another good Web site for business planning
is www.businessplans.org.This site gives you a

variety of resources to start the process of creat­

ing a business plan.
Business Plan Software is also a good site

because it includes free examples, free tem­

plates, outlines and sample plans and tips for
how to write a business plan. You can find these
at www.brs-inc.com and can even download the
software from the Web site.

Again, if you don't have a business plan and

plan on visiting the bank soon, you are going to

need one. You won't get very far in your business
without a business plan.

Another business plan resource is your local
Small Business Administration office. You can

find the SBA in your Yellow Pages or on the
Internet at www.sba.gov.

If you feel more comfortable formulating
your business plan with a live person who won't
cost you an arm and a leg, contact SCORE-Ser­
vice Corp. of Retired Executives. You can find
this organizations on the Internet as well at

www.score.org. A retired executive who volun­
teers to serve with SCORE may help you put
your business plan together.

To help you navigate the waters a bit more

easily, you may want to find a mentor-some­

one who has been there and done that. Mentors
can be other business owners from your area or

rent-to-own operators in other parts of the state

or region. Ask if they have obtained financing
for their businesses and if they would be willing
to help you. This can be a great way to get addi­
tional information about the financing process.

THE BANK'S BUSINESS

111\ nee you have your business plan prepared,
\!l:I your neighborhood banker will want to

know what you plan to do with «their" money.
Yes, they consider it their money. Bankers have
three concerns when they loan you their money:

I} Will they make money on the deal?

2} How will it improve their bottom line?
3 } And yes, will they get their money back?
For obvious reasons, bankers are attached to

their money. However, when you borrow

money, these items are not really your concern.

Your interests lie in how soon you can get the
banker's money and put it to good use-that
and keeping the payments as low as possible so

you can use it longer. In between lies the com­

promise between the banker and you. Here are
.

some of the questions the banker will want

answers to before you are loaned any money:
� Is your business growing and is that why you

need the money?
� Is your business cyclical? This is important

for a payment structure.
.

� What is your credit history? If your company
is new, how will it be capitalized and who is

backing the company?
� Have you been successful before in this type

of business? Bankers love success stories and

bankruptcies in your past scare them to death.
This is very important; without some success

in this business, you will not get financing.
� Has the business had credit problems?
� What is your customer base and how often

do they do business with you? What are the

tangible assets of the business and can the
bank use them as collateral?

� Bankers also will want to know about the size
of the down payment or your contribution to

the cause. They believe that the greater the
involvement on your behalf, the greater the
likelihood of getting repaid.

� How big is your payroll?
If your answers meet the satisfaction of the

banker, you are on your way to obtaining bank

financing.
Another important thing to remember is that

just because one bank doesn't loan you the

money, it does not mean anyone else won't.
Learn from the process. Harvey McKay, author



of Swim with the Sharks without Being Eaten
Alive, tells the story about how he obtained
financing for his first business. He would get
rejected, ask why and then use the information
to improve his business plan. He wrote that after
18 rejections, he had a pretty good business plan.

IT'S ALL IN THE NUMBERS

111\ nee you have your business plan together,
Wwhat other information will you need to

bring with you to the bank?
Jim Iaklevic, vice president of Brotherhood

Bank in Shawnee, KS, says he needs to see a copy
of the company's most recent financial statement.

[aklevic says that when a client has a business
plan and orderly financials, they are off to a run­

ning start. Organized information is critical.
Tax returns from the past three years are

important-both personal and business tax

returns. Bankers want to see the financial per­
formance of the individual and of the business.
Have them ready when you walk in the door.
You will also need to have a cash flow analysis of
the business.

If you provide good financial data with an

effective business plan, you are well on your way
to receiving serious consideration for a loan,
says Jaklevic.

Craig Nichols, senior vice president of First
National Bank in Overland Park, KS, says he
wants to see detailed projections on the num­

bers. "What will happen with the financing?
How will it impact the future of the business?
How will your financial statement look in two to

three years with the new financing?"
Another important item the banker will want

to see is the cash flow analysis of the business.
The cash flow analysis basically consists of total
income for the business, minus expenses, minus
debt service and then your lifestyle. The more

conservative you are, the better you will look to

the banker. Questions that might be asked
include: Do you have the resources to weather a

rough road? Can you handle a financial setback
and still repay the loan? Cash flow analysis will
help determine your financial stability.

EDUCATION IS A TWO-WAY STREET

M ichols says he also looks at whether the busi­
l;'I ness owner understands the business.
"Someone off the street with no experience is
not the type of client banks are looking for to

lend money. We are looking for business reia -

tionships that will enhance the bank and help
the client. We are experienced in lending money;
we want the business partner to be experienced
in using the money wisely;' he says.

Dan DeVasto, CEO of Wolf & Co. PC, a

Boston-based accounting firm, advises that before

approaching a bank for financing, he makes sure

he has every relevant scrap of data on his client: a

mission statement, list of products and services,
outlook for the industry and a description of the

competition. Typically, he approaches a bank with
a 15- to 25-page spiral binder detailing this infor­
mation. "The key is to have the banker thorough­
ly understand the business;' says DeVasto.

It is also just as important that you understand
a little about the lending institution you go to. Do

your homework before approaching a particular
bank. A great source of information about a bank
and how receptive it is to business loans is local

accounting firms. Bankers network furiously and
CPAs are among the people they court most

ardently because CPAs' clients are a promising
source of new business. Thus, the first step is easy:
contact your CPA or start a relationship with one.

"We absolutely actively seek out CPAs;' says Hattie
Hamlin, a vice president at Crestar Bank, a region­
al institution headquartered in Richmond, VA.

. Also, find out who makes loan decisions at

the bank. Ideally, the local loan officer who now

understands your business is the decision­
maker. That leaves latitude for personal judg­
ment. However, merger mania has grown many
banks into impersonal Goliath's. Loan decisions
that once were made by individual bankers at

the local level-people who knew their cus­

tomers well-may now be made by computers
programmed for automated credit scoring.

In other words, loans are approved or reject­
ed based on a strict formula that takes into
account factors such as a client's income and
number of years in business. In too many cases,
the loan-approval process has become formula­
ic, anonymous and committee based. You are

not going to be served well by a bank that does
not take a personal interest in you, especially if

you have a credit history that is less than stellar.

Inquire about the bank's lending formulas.
What will the bank accept as collateral? Most
banks accept a company's inventory as collateral
on a loan; some also accept real estate holdings.
Determine what percentage of the collateral's
value the bank is willing to lend against. Will it
advance 70 percent of the value of inventory or

80 percent? And what is the bank's lending limit?
If you represent a fast-growing client, a $50,000
loan ceiling may quickly become too small.

PERSONAL GUARANTEES

J7ihen there's the question of personal guaran­
W tees. Many business owners balk at backing
up loans with personal guarantees because it

puts their homes and cars at risk should the
business fail, but bankers want to see a level of
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commitment. For example, how much are you
willing to risk before they risk too much? The
banker wants to be a partner in the loan, but
not the holder of the entire loan.

ALTERNATIVES TO BANKS

7' f banks seem reluctant to meet your needs,
,.2J look to alternative sources of financing. As
mentioned earlier, you may want to contact

the Small Business Administration. The SBA's
loan regulations are immensely complicated,
so you'll need to approach a bank that has

experience in this area. To find one, go to your
state or district SBA office or visit the SBA Web
site (www.sba.gov). You might also look to

industrial finance agencies, venture capital
firms or high-risk asset lenders, among others.

Check with the state CPA society as some

states have a committee on alternative financ­

ing sources.

Another source could be "angels" or private
investors (venture capitalist firms) who back

your company right from the beginning. The
amount of control angels want varies. Some are

very hands-on, others are not. You can com­

bine venture capital contributions and bank

financing, if necessary, to get your business off
the ground. However, make sure you reveal this
source of funding to your banker.

Denver-based DataMerge Inc. provides a

number of interesting Web links through its
home page at www.datamerge.com. Data­

Merge's Financing Sources Databank is a

national database of alternative lenders and

equity investors, including profiles of their

lending policies or investment criteria. The

company also offers loan proposal software.

Again, when approaching a banker, the SBA

or a venture capitalist for financing, you need
to be organized, prepared to answer questions.
You will also need to explain what you want

the money for and how you will use it. If you
have a clear game plan and a track history to

show you know what you are doing, then you
are well on your way to obtaining the bank

financing your growing business will need.
And it shouldn't require medical assistance .•

Rory Rowland, a business consultant, will present
10 Ways to Avoid Bank Financing Pitfalls at the
APRO 2001 Convention, 1-2 p.m. and 2:15-3:15

p.m., August 9, in the Versailles 1 and 2 rooms.
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Altitudes and perceptions

ately, I've spent time with assistant

attorneys general in a couple of
different states. These are career

civil servants doing their view of
the Lord's work by stomping out

whatever consumer abuse comes

their way. As I sat across the table from these guys
as a representative of rental companies, I noticed
the world-weary glint in their eyes. Assistant attor­

neys general are used to people trying to pull fast
ones. That experience has caused them to assume

that everybody is trying to pull a fast one and they
see it as their job to pull everybody up short. They
assumed that my rental company clients were bad

guys, guilty of the charges and then some and that
I was little better for representing them.

Now, I don't pull fast ones myself, or even try. It
is how my momma raised me, I guess. Some

lawyers do; some rental dealers probably do. I

don't-and insofar as I know, my clients don't. I

knew better than to be offended by these lawyers'
attitudes toward me and my clients, but those atti­
tudes colored the discussions and got me thinking.

The job had jaundiced these assistant attorneys
generals, both of them. It had set their jaws and

given them the belief that all businesses on the
other side of the table are just plain bad and in need
of punishment which the might of the good offices
of the attorney general's office could and should
visit upon anybody who fell in the net, almost

regardless of the facts of the matter.

Rental store employees can develop
the same attitude toward customers. Lose
a few televisions and suddenly everybody
who walks in the door looks like a thief.
When this attitude is at play in a store, de­
liveries go down. You can find an excuse

By ED WINN III not to rent to just about anybody, espe­
............................................... cially a thief. At the other end, the

risk of sharp practices goes up. If
the perception is that all those
customers out there don't want

to pay and aren't going to pay un-

less you get the upper hand,
somehow, then employees
can be tempted to push too hard

56 PROGRESSIVE RENTALS

"If one customer

successfully hides

out to escape a pick

up, it can feel like

everybody who
and their conduct can

veer over into unethical
behavior or even illegal
behavior. If customers

are going to cheat you
out of your merchandise
and your money at every
turn, better to strike first and get the upper hand to

keep from being taken advantage of. That is the at­

titude that can quickly develop in a rental store.

The problem is that this perception is faulty. It is

wrong when attorneys general have it and it is

wrong when rental store employees have it. It is also
a part of the business and it is a difficult attitude to

dispel when it takes hold in a store.

I think that the assistant attorneys
general should go to some chamber
of commerce meetings to restore

some balance in their thinking about
business people. Store employees

might need to review some good accounts-the
80 percent or 90 percent of customers who play by
the rules and do exactly what they have promised
to do. Store managers need to be alert to employ­
ees who have run one too many routes and have

developed a bad attitude about their customers. It
is human nature, after all, to generalize from the

specific, and if one customer successfully hides
out to escape a pick up, it can feel like everybody
who doesn't answer the phone is running some

scam. That attitude will quickly make you not

want to go to work, and if not, the temptation will
be to start "thinking like a crook to catch a crook."

That attitude, finally, is bad for business. It
takes time. It takes energy. It goes against human
nature and it pisses off the mostly honest cus­

tomers who are doing their best to keep commit­
ments to you and everybody else with resources

that, week in and week out, are just too limited.
So, what to do? First, recognize the attitude in

yourself or in others when it creeps into your
store. Next, acknowledge the feeling and then do

something to restore some balance in your think­

ing about your fellow human beings, which

group includes most of your customers. Most
of them are, after all, doing the best they can

with what they've got. Make
sure that you are doing
no less .•

doesn't answer the

phone is running
some scam."
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GE introduced the first air-tight
refrigerator in 1911, was first to

deliver ice and water through the

door in 1969 and now GE

Appliances introduces the next

great generation of refrigerators.

Our new line offers your customers

a new fresh appearance. GE

has significantly improved the

overall look with our signature
rounded radius doors as well

as the interior visibility with

dual upfront lighting.

Flexibility has also been

improved GE offers features like
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Tilt-out freezer bins that

extend forward for convenient

access and a SmartWater
Thl

filtration system' providing
clean better-tasting water by
our unique LightTouch!
dispenser that accommodates

tall glasses and containers.

Even the performance has

been enhanced with more

exclusive features like GE's

FrostGuard™ technology that

defrosts only when needed, which

reduces freezer burn. Fresh food

and freezer compartments are

regulated by Electronic Sensors

•• •• fl ......

and the Never-Clean" condenser

is an obvious benefit.

Our refrigerators even comply
with 2001 energy standards by
using up to 40 % less energy
than before.

You wouldn't expect anything
less from GE Appliances.

For information on our complete
product line and services contact:

Paula Allison 800.782.8093 or

Paul Eichberger 800.782.8097

•
We bring good things to life.

'Available on select models. © 2001GE AppliancesAPR:) Associate Member since 1992
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Its signals will pull them in. Are you on board? The latest in Zenith digital HDTV monitors offer 0,

truly flat picture tube, 1000 lines of resolution, dual tuners with picture in picture and plenty of

other attractive features. For more information on all the new Zenith digital technology, call

Don Julson at 847-391-7734 or visit

www.zenith.com.

OV05201
5 DISC OVO Player

®

IQC50H94W 50"
PTV-HOTV Monitor

027051
27" FLAT HOTV Monitor

OV02201
OVO Play�r DIGITIZE THE EXPERIEN(E�M

2000 �li1ibrook Drive. Lincolnshire, IL 60059 © Zenith Electronics 2001
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