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The life of a rental appliance is a

rough one. Often having to with­

stand several owners in a ingle year,

they each need to be built to last.

And at Whirlpool Corporation they

are. With full one-year warranties to

back them up, our appliances are also

designed for easy cleanup. Plus they

look great, with colors and styles

your cu comers can appreciate. But

not as much a you'll appreciate our

extremely low service incidence

rates. To learn even more about how

GIVE PEOPLE

N

SPECIAL

APPRECIATE IT.

AND THEY WILL

Whirlpool Corporation can help

your business, contact us today.

888.567.7368

insideadvantage.net

APR:) Associate Member since 1981
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Control your
own destiny!

_Join a winning
team!

RENT-TO - OWN™

£.�

mInIs

ColorTyme, Inc. is looking for qualified multi-unit operators, store

managers, and conversion candidates to expand its franchise presence
in the United States, Puerto Rico, Austrailia, South America, and
Guam. This expansion will be fueled through five primary franchising
avenues:

1) High net worth investors partnered with an experienced multi­
unit rent to own operator. Multi-unit operator must have a

minimum of five (5) years total rent to own experience, two (2)
of which must be multi-unit management experience.

2) Store managers financially qualified to open one store, with
minimum of three (3) years current store management
experience.

3) Independent rent-to-own store owners, converting their store to

a ColorTyme Rent-To-Own franchise.

4) International growth via master franchising.
5) Continued expansion by our existing franchisees of which 70%

are multi-unit operated.

Why ColorTyme?

ColorTyme is the oldest and largest Rent-To-Own franchisor in the
United States with 325 locations. ColorTyme's parent company is Rent­

A-Center, Inc. (Nasdaq: RCI!) with approximately 2300 stores, giving
ColorTyme the purchasing power of 2600+ stores. ColorTyme also has
award winning operations and management development training
programs, as well as inventory and capital financing through financing
partners (with approved credit), and award-Winning marketing support.
Site selection and lease negotiation support availalble.

Financial Qualifications

Total Investment: $293,125 to $517,167
Net Worth: $100,000 to $350,000
Cash Liquidity: $60,000 to $180,000

Call Our Franchi!iing Department
(BOO) 411-TYME or (97i!) 6oB-5376

Email: pat:@colortyme.com

ColorTyme, Inc. ranked in Success Magazine's top 200 Gold Franchises in America in 2000 and is a

subsidiary of Rent-A-Center, Inc (Nasdaq: RCII). Check out our website at www.colortyme.com.
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Take a closer look
at your customers.

Some may have an eye on your profits.
The individual across the counter might look fine to you. closely at your customers. Protect your rental purchase
They may have even rented from you before. But how do business with Teletrack's risk analysis information. Call
you know what they've been up to outside your store? Teletrack and start reducing your losses and increasing
Teletrack can tell you. We can tell you if they have your net profits today!
skipped at other rental purchase stores, or if they are

using a fraudulent Social Security number. We can also
C 111 800 729 6981 t 3tell you if they have rented similar merchandise recently a.. . ex •

from other stores. Teletrack can help you look more

<:Teletrack
_'"

Reduce Losses From Skips. Structure More Profitable Deals.
For more information visit www.telctrack.corn, or email.webinfo@teletrack.com

PfI:) Associate Member since 1991 ©2002 Teletrack, Inc., 155 Technology Parkway, Suite 800, Norcross, GA, 30092

A Rrst American Cornperty



The award-winning Dell™ Dimension™ PC is the gift they
won't return this holiday season.

• Consumer PC with full-featured hardware and software configurations

• Newly designed Clean Restore functionality that brings the

hard drive back to factory settings
• "On the box" Dell troubleshooting support application
• Exceptional price and performance

America's favorite value-line consumer PC-with its award-winning
features-is available now for the holiday rental season. So give us a jingle
for select consumer desktop pes with the following enhancements:

Satisfied holiday rental customers. Easy as MLL"
For Rent-A-Center, ColorTyme and Rainbow Rentals please call your dedicated Dell sales representative

at 1-888-781-3355 ext. 69571. All other companies please call ACT at 1-866-RENT-DEll to order.

Dell, Dimension and the Dell logo are trademarks of Dell Computer Corporation. The Intel Inside logo is a registered trademark of Intel Corporation. All other trademarks are the property of their

respective owners. Copyright 2002 Dell Computer Corporation. All rights reserved. Dell cannot be responsible for errors in typography or photography.
Reproduction in any manner whatsoever without the express written permission of Dell Computer Corporation is strictly forbidden.
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JULIE SHERRIER
High Touch diversifies
with RSSS acquisition

High
Touch Inc., the leading software

provider in the rent-to-own industry,
announced on December 3 the acquisi­
tion of Rental & Sales Software Systems,

a competitor in the rent-to-own software market. High
Touch and RSSS will work closely with each other to

serve more markets and offer tailored retail and rent­

to-own software solutions to their customers.

Founded by Les and
Rosie Feldser in 1982,
RSSS has corporate
headquarters in Corpus
Christi, TX, and remote

offices in Detroit, MI,
Continental and Lima,
OH, Las Vegas, NV and
Houston, TX. RSSS oper­
ates nationwide, servic­
ing industries that
include rent-to-own

stores, music and instru­
ment stores, tire and
wheel stores, furniture
retailers and container
rentals.

''As we approached
retirement, we began
looking into ways to

strengthen our company
and ensure the level of
excellent service and

quality software our cus­

tomers have come to

expect;' says Les Feldser,
who was awarded the
APRO Vendor of the Year
award in 1988.

"We are pleased to be

acquired by High Touch
and are confident this
will be a win-win situa­
tion for our customers,
our employees and the
industries we serve."

Ellison Crider, previ­
ously vice president of
marketing for RSSS, will
assume the duties of gen­
eral manager. Crider
says: "RSSS's executive

management team, as

well as the current staff
members, will continue
to work as usual in Cor­

pus Christi and our

other remote offices and

operate as a competitor
in the rent-to-own

industry."
"We look forward to

continuing and enhanc­
ing our great client rela­
tionships as we work in
concert with High Touch
to give rent-to-own deal­
ers the choice of the best
of both worlds in com­

puter software to control
their businesses. This is

truly an exciting devel­

opment for the industry."
Currently, RSSS has

22 employees supporting
and servicing 664 stores
in the rent-to-own

industry and music retail
markets.

"We have a great deal
of respect for RSSS as a

competitor in the rent-to­
own industry. They have
quality products and ded­
icated people;' says Lyle

NOVEMBER-DECEMBER 2002 5



Jones, president of High
Touch. "This is a positive
move because it allows

High Touch to serve new

markets while increasing
both company's purchas­
ing power for computers
and peripherals. It also
creates a combined syner­
gy as the two companies
join forces to better serve

our customers."

Based in Wichita, KS,
High Touch is a rent-to­

own industry leader in
software and hardware
solutions. From its cor­

porate offices, High
Touch actively develops
new products and ser­

vices to more than 3,100
rent - to-own stores

nationwide. In addition
to this sector, High

Touch has developed
PRO/STAR, a K-12 stu­

dent management soft­
ware product that is

providing streamlined
solutions to more than
300 schools in the Mid­
west. This year High
Touch also launched a

cutting-edge software

package for the deferred­

deposit industry.

APRO debuts Rental Viewpoint newsletter

On
November 14, the first issue of

Rental Viewpoint-APRO's new

online newsletter-hit the

inboxes of the rental-purchase industry
audience. Rental Viewpoint will be pub­
lished every other week and, after January,
will replace APRO's bimonthly print
newsletter, View.

"The first issue of Rental Viewpoint was

met with rave reviews," says APRO Execu­

tive Director Bill Keese. "Each issue will be

chock full of pertinent information to

rental dealers, employees and others affili­

ated with the industry. There will be links

to highlight corresponding information on

APRO's Web site, www.APROVision.org.as
well as a news summary section and a poll
question."

The online newsletter was developed to

deliver news to the industry on a timelier

basis than traditional print publications. It

was also the second installment of a two­

pronged effort to improve communications

with the APRO membership, with the first

part being the redesign of the APRO Web

site, which went live last month.

"We are tryi'ng very hard to create a

community of interest," says Keese. "We

want to better serve our members' needs

in a more efficient and technologically
advanced format. It is our hope that this

online newsletter will generate more inter­

action among rental dealers far and wide."

To receive a free subscription to Rental

Viewpoint, send your e-mail address­

along with your name, company (if applic­
able) address and telephone company-to

Faye Rougeau at frougeau@apro-rto.com or

call her at APRO at 800/204-2776.

VI
Welcome to APRO's
new online newsletterl
We hope everyone had a great Thanksgiving weekend!
Welcome to APRO's second Issue of Rental Viewpoint,
filled with the latest industry news and RTO happenings.
For those of you who did not receive the first issue,
Rentaf Viewpoint will be published every other Thursday .

We're excited to include you and welcome your
feedback news items and input. ! at ys know what YO"

think andlor sQ@ your news printed beret

Top of th� .n�s
High Touch acquires RSSS

High Touch inc, the leading software provider in the
rent-tc-cwn industry, announced on December 3 the

acquisition of Rental &. Sales Software Systems, a

competitor in the rent-to-own software market. High
Touch and RSSS will wor1: closely with each other to

serve more markets and offer tailored retail and
rent-to-own software solutions to their customers.

Founded by Les and Rosie Feldser In 1992, RSSS has

corporate headquarters in Corpus Christi, TX. and

remote offices in Detroit, Continental and ume, OH, Las

Vegas and Houston. RSSS operates nationwide,
servicing industries that include rent-to-own stores,
music and instrument stores, tire and wheel stores,
furniture retailers and container rentals,

"As we approached retirement, we began looldng into

�-------------------'-----l ways to strengthen our company and ensure the level

.....-------------------II1II ��::cce���tt�e:�:c�:ds��=I�sS�:'s�� ��oc���omers
awarded the APRO Vendor of the Year Award in 1988.

"We are pleased to be acquired by High Touch and are

confident this will be a win-win situation for our

� _I customers, our employees and the Industries we serve."
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Industry veteran Dan Quinn dies
Daniel wayne Quinn of Quality RP-ntals passed away

suddenly of a heart attack in Palm Desert, CA, on

November 21 at t�e age o� 55. �e was the brother of

----
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00 you think that AI Gore

should run for president

Wisconsin
Rent-A-Centers

go retail
On October I, Rent­

A-Center's 23 Wisconsin
stores were converted to

retail and renamed Get It

Now, offering in-house
financial arrangements
to customers wanting to

purchase the store's elec­

tronics, durable goods
and furniture.

This move is a first for
the largest RTO chain in
the nation and was

brought about after a

lawsuit was filed by the
state's attorney general
against Rent-A-Center
and ColorTyme, a fran­
chise subsidiary. A pro­
posed settlement was

announced on Novem­
ber 12 between the Wis­
consin attorney general
and Rent-A-Center

resolving the attorney
general's claims alleging
that the company's rent­

to-rent transaction in

Wisconsin, coupled with
the opportunity afforded
the company's customers

to purchase the rented
merchandise under what
the company believes is a

separate transaction, vio­
lates the Wisconsin Con­
sumer Act.

Rent-A-Center,
together with its sub­

sidiary ColorTyme, also
entered into an injunc­
tion requiring each of
them to comply with the
Wisconsin Consumer Act
in any transaction in
which a Wisconsin con­

sumer can become the
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Election enhances federal
RIO legislative prospects

H
ovember's general election strengthened the

prospects of the federal rental-purchase legisla­
tion during the next session of Congress, thanks to

Republican gains in both their House majority victory and by
their retaking control of the U.S. Senate starting next year.

Even though the industry lost a couple of good legislative
supporters - namely Connecticut Democratic Congressman
and H.R. 1701 co-author james Maloney and Senate bill spon­
sor and Georgia Democrat Max Cleland-the industry-sup­
ported bill should fare even better in the next Congress
should that become necessary.

A quick assessment of next year's legislative scenario

reveals an even better prospect for passage. The industry
expects its prospects to improve in the next Senate with then

Republican Majority Leader Trent Lott-friendly to the indus­

try issues-and Alabama Senator Richard Shelby, who is

expected to chair the Senate Banking Committee. All the rest

of H.R. 1701 co-sponsors, including Walter jones of North Car­

olina and House Sub-Committee Chairman Spencer Bachus of

Alabama, will return and the industry has some new friends in

the Senate: james Talent of Missouri, Norm Coleman of Min­

nesota and john Cornyn of Texas.

owner of merchandise
other than through a sin­

gle lump sum payment.
As a result, Rent-A-Cen­
ter then revised its busi­
nesses practices in
Wisconsin to offer credit

sale transactions subject
to regulation under the
Wisconsin Consumer Act

through its wholly
owned subsidiary, Get It
Now, LLe.

"We are pleased to

resolve this matter and
look forward to putting
it behind us;' says Mark
E. Speese, Rent-A-Cen­
ter's chairman and CEd.
«We believe our revised
business model in Wis­
consin complies with the
Wisconsin Consumer Act
and we look forward to

serving the Wisconsin
market under this new

approach."
According to Furni­

ture Today, Speese says
the company "has no

plans to use the retail
approach anywhere else,
although it will track the
Get It Now stores to see

if they're profitable." Also
in the article, Fadel says
the "Wisconsin stores are

charging interest at

29.9 percent, a rate high
enough to allow the

company to sell to peo­
ple who might be turned
down by other credit
sources-the same clien­
tele the RTO operation
was designed to serve."

2003 Mid-Year
Conference to
heat up Miami
in March

Uncrinkle your linen
shirts, dust off your
straw hat, pack your
favorite pastel shorts and
huaraches and head to
South Beach-the
hottest of

hotspots in
Miami­
this March
for the
2003 APRO



Mid-Year Confer­
ence. Your destina-
tion: the

Fontainebleau
Hilton Resort
Miami's most

. , renowned land:"
mark hotel situated

.

in 20 acres of lush tropi­
cal foliage. Every U.S..
president since Eisen­
.hower has caned the

Fontainebleau their
home' when vi�iting
Miami. Located just two

miles down the seaside
boardwalk is the famed

p-------------------------------------------------------�
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Mid-Year Conference Registration

Name __

Company __

Address _

Ciry ___

State Zip code
_

Business telephone [___ __

__

Business fax [ _

E-mail address _

Registration fee is $375 for members, $525 for non-members for the entire

conference; or $150 for members, $195 for non-members per individual session.

Please indicate appropriate registration below:

D MARCH 25: How to Use the Internet for Profit in Your Company,
1-5 p.m. [$150/$195]

D MARCH 26: Legal and Accounting Updates, 9 a.m.-12 p.m. [$150/$195]
D MARCH 27: The State of the Industry and Networking Session,

9 a.m.-12 p.m. [$150/$195]
D All sessions [$375/$525]

Are you an APRO member? DYes D No

D Check enclosed

Charge to: D American Express D MasterCard D Visa

Credit card number __

Expiration date __

Authorized signature _

� Photocopy this form for additional registrants.

� Hotel registration is separate and must be made by calling the Fontainebleau Hilton

at 800/548-8886 or 305/538-2000. Rooms at the special APRO rate of $169

single/double are limited and reservations will be taken on a first-come, first-served

basis. The deadline for hotel reservations is February 25 or when the APRO block has

sold out, whichever comes first.

� Mail this form, with payment, to APRO, 1504 Robin Hood Trail, Austin, TX

78703. Preregistration for conference will be accepted until March 10. On-site

conference registration will be available, but we recommend that you reserve your
accommodations now.

[YOU CAN ALSO REGISTER ONLINE ATWWW.APROVISION.ORG]

RegistraUon in three't.iiS�Jteps
STEP 1: CONFERENCE REGISTRATION. Mail or fax the form at

left, with payment, to APRO, 1504 Robin Hood Trail, Austin,

TX 78703, by Ma ch 10. Cancellations may be made with

refund, less $25 cancelta ion fee, if postmarked by March

10. After that date, no refunas will be issued. You can also

reglster online at www.APROVisio :-org.

STEP 2: HotEL RESERVATIONS. Hotel registration is

separate and must be made by calling the Fontainebleau

Hilton at 800/548-8886 or 305/538-2000. Rooms at the

special APRO rate of $169 single/double are limited and

reservations will be taken on a first-come, first-served basis.

The deadline for hotel resewatlons is February 25 or when

the APRO block has sold out, whichever comes first.

SlEP 3: TRAVEL RESERVATIONS. Visit www.APROVision.org

to get the best deals on flights to the Conference. Follow

these tinks: Travel Channel> Travel Center> Reservations>

Airlines.

Art Deco district of
South Beach.

The resort setting is

magnificent, beginning
with a half-acre lagoon
style rock grotto pool
with cascading waterfalls
surrounded by
lush tropical
greenery.

TheAPRO
Mid-Year Confer­
ence is an annual

gathering for both
APRO members
and non-mem­

bers who want to

learn more about
the latest issues

facing the indus­

try. A different

workshop will be held
each day of the confer­
ence. On March 25, find
out how to make the
Internet generate revenue

from two of the indus­

try's most techno-savvy
members. On March 26,
the annual RTO legal and

accounting update will be

presented by APRO

attorney Ed Winn III. On

the last day of the confer­
ence is the state of the

industry presentation,
which highlights legisla­
tive efforts and other

8 PROGRESSIVE RENTALS



Legislative
Conference
dates set

The 2003 APRO Leg­
islative Conference) an

annual gathering of rental
dealers who are interested
in meeting and lobbying
their elected representa­
tives on behalf of the

subjects of interest that
impact the industry as a

whole.

Register today by com­

pleting the registration
form on this page. Online
registration will be avail­
able in early January.

rental-purchase industry)
is scheduled for May
20-22 in Washington)
D.C. at Iurys Washington
Hotel in Washington)
D.C. Hotel information is
available at 202/483-6000.
The room rate is $165
single/$180 double (ask
for APRO rate).

The Conference agen­
da on May 20 includes a

Vendor Advisory Com­
mittee meeting (8:30-
10 a.m.) anAPRO board

meeting (10 a.m.-

12 p.m.) a first-time
attendee seminar
(2-4 p.m.) a general ses­

sion (4-5 p.m.) and a

cocktail reception

I
L::�;1;:��r�
-(5-6 p.�:r-

The May 21 agenda
inlcudes meetings on

Capitol Hill (8 a.m.-

4:30 p.m.) and an APRO
PAC social event

(5:30-10 p.m).
On May 22) there will

be a buffet breakfast
(8:30-9:30 a.m.) more

meetings on Capitol Hill
(10 a.m.-4 p.m.) and a

debriefing cocktail recep­
tion (5-6 p.m.)

Conference and regis­
tration information will
be mailed in January. For
more information) con­

tact Laurie Hill at APRO
at 800/204-2776) ext.

103) or via e-mail at

lhill@apro-rto.com.

RSSS's Crider
assumes vendor
post on APRO
committee

Ellison Crider) general
manager of High Touch

Welcome to
the future of

learning
APRO's Rental Training Online

courses offer specific rent-to-own
training in a convenient,
flexible, affordable way­

over the Internet. Visit APRO's
Virtual University at

www.apro-rto.com and
learn new skills or brush

up on or

AFRO needs your e-mail address for its files. please send your

up-to-date e-mail address-along with your name, company name,

address and telephone number-to lhill@apro-rto.com. That way;

AFRO will be able to provide you with up-to-date information via its

new Rental Viewpoint online newsletter, published every other week.

WE nEED HOUR E-mAil ADDRESS

NOVEMBER-DECEMBER 2002 9



[after a December acqui­
sition of RSSS by High
Touch; see related story
at the beginning of this
"News Break"] recently
was elected to the APRO

Vendor Advisory Com­
mittee. He replaces the

post vacated by Steve
Lee of Iohn Lee Compa­
nies, who resigned in
November.

The APRO Advisory
Committee serves a criti­
cal function in address­

ing APRO's supplier
needs and issues. The
committee sets the direc­
tion and helps with

many of the specifics of
the convention and trade

show, while providing an

important link between
vendors and dealers.

Crider has been a tire­
less advocate of APRO
and RTO for many years.
High Touch-and its
recent acquisition,
RSSS-exhibit at all the
national APRO trade
shows. Crider is also
involved as the compa­

ny's representative at

many other industry
functions, including
the annual Legislative
Conference in Washing­
ton, D.C.

The vendor committee
meets three times a

year-once at the conclu-

sion of the annual con­

vention, in the fall and

again in the spring. The

spring meeting will be
held at the 2003 Legisla­
tive Conference in Wash­

ington' D.C., on May 29.

APRO Rental
Training Online
implements new

billing system
Due to the immense

popularity of Rental

Training Online, APRO,
in conjunction with its
online company,
360Training, has imple-

mented a new adminis­
trative billing system.
With the new system,
each corporate account

will be sent a monthly
invoice listing all stu­

dents and classes taken
for that month. This will

10 PROGRESSIVE RENTALS
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allow each company to

reconcile the invoice
with its own records and
make any corrections
before payment is sent.

Courses will no longer be
automatically charged to

a corporate credit card.
Individuals without a

corporate account can

still take courses and
charge them to an indi­
vidual credit card online.

During the changeover
of administrative systems,
APRO is offering dis­
counted courses at $9.95
each. This incredibly low

price will be in effect
until December 31, 2002,
so make sure you take

advantage of this great
bargain. Beginning in

January, a new price
structure will be in place
with discounts tied to

corporate codes, so that
your company will be
charged the correct price
based on your member­
ships in APRO, TRIB

Group or your state

rental dealer's association.
Another advantage to

the new system is that
students will be able to

print their own certifi­
cates when they com­

plete the course. They
can also print the final

page for an official
record of their score on

the course. If they don't
have access to a printer,
they will be able to
request a certificate from
APRO. It is important
that students list all
information properly
when registering, as the

self-printed certificate
will list the name exactly

AFl?�� SOLUTIONSj
COMPLETE POINT-Of-SALE SOFTWARE

fOR RENTAL AND RETAIL STORES ONLY

�_ 'ct'O ��--=-lK>�
.

OR LEASE FOR $75 A MONTH

RTO PRO INCLUDES:

Complete inventory, including depreciation
Retail sales fj' Complete rental

Collection and overdue reports and on-screen account

Management fj' Billing fj' Airtime accounts

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

For Windows 95, 98, ME, NT, 2000 and XP-single and network versions

HOME OFFICE NOW AVAILABLE!

'iMj·'%('J.\fl.1IIflUj CALL [800] 351-6299,
OR VISIT OUR WEB SITE AT WWW.RTOPRO.COM FOR MORE

INFORMATION AND TO DOWNLOAD THE DEMO.

FUTUREWARE ENTERPRISES INC.
5026 Gall Blvd., Zephyrhills, Florida 33541

APR:) Associate Member since 2000

Its all about vision
The main difference betvveen businesses

that succeed and businesses that don't is an

ability to see what you need before you
need it. That ability to look down the road
and anticipate the changes in our industry

have kept TRIB Group in continuous service
to the rental-purchase industry for 1 7 years.

We help our members stay current in an

ever-changing workplace and look for ways
to save them even more money in the

future. Thats the reason we're Americas

largest rental industry buying group.
We invite you to see for yourself.

89 MEMBER COMPANIES

Visit our Website: www.tribgroup.com
MORE THAN 1,300 STORE LOCATIONS

GJRIBGROUP APR:)
3180 Presidential D� Suite F • Atlanta, Georgia 30340

Phone 770-451-4302 24-hour fax line 770-451-4312

Associate Member

since 1983
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resources for the creation
of new courses.

Rental Training Online
is accomplishing what
our industry has set out

to do: offer convenient,
accessible, affordable and

specialized training for
the rent-to-own industry.
Thanks to all the users

who have been patient
during the first year of
the program. We look
forward to new courses

for both store-level

employees and manage­
ment level employees. If

you have comments or

questions concerning
APRO's Rental Training
Online program, call

Shelley Martinek at the
AFRO office at 800/204-
APRO or via e-mail at

smartinek@apro-rto.com.

Areyou·going toeES?

All
rental-purchase dealers

attending the Consumer

Electronics Show in Las Vegas,

January 9-12, are urged to join fellow

dealers for complimentary drinks and hors

d'oeuvres-generously sponsored by BOI­

Laguna-from 6 to 7:39 p.m., Friday, Januarf
10, Mandalay Bay Resort, Las Vegas. See J/
your APRO representative at booth L-l1 in "If
the las Vegas Convention Center lobby for

more information; or call BOO/204-2776. For

more information an CES, call,703/907-76oo
or visit www.cesweb.org.

Winter markets
dates set

APRO extends its
invitation to all partici­
pating rental dealers to

get together during the
Consumer Electronics
Show in Las Vegas, Ianu-

12 PROGRESSIVE RENTALS

How to ma�e APROVision your home page

ary 9-12. BDI-Laguna
will sponsor a rental
dealers' hospitality suite
6-7:30 p.m., January 10,
at Mandalay Bay. The
APRO booth, which is

always a popular gather­
ing place for those affili­
ated with the rental­

purchase industry, will
be located in the lobby of
the Las Vegas Conven­
tion Center, booth L-11.
For more information on

the Winter CES Show,
caU 703/907-7600 or visit
the CES Web site at

www.cesweb.org.
Other markets of

interest to rent-to-own

dealers include the San
Francisco Furniture

Mart, held January
17-20. APRO will not be

attending this market
this year, but for more

information, call
514/552-2311 or visit
www.sfmart.com.

APRO will again be

participating in the 2003

Tupelo Furniture Mar­

ket, held February 20-23.
The APRO booth will be
in its usual location in
the lobby of Hall B of the

as they type it in when

they sign up for courses.

Many students are

anxiously awaiting the
release of the next Rental

Training Online course,
"Customer Satisfaction in
Rent to Own." The course

is currently under devel­

opment and it should be
online in January 2003.
The tremendous demand
for the online program
has been much higher
than anticipated, there­
fore causing a lot more

administrative work than
APRO had expected.
With the new adminis­
trative billing system and

self-printed certificates of

completion, we hope to

reduce the administrative
load to a manageable
level, leaving more

For
those of you who haven't had the opportunity to check out the new APRO Web site

and all its myriad offerings, now's the time. With links to industry news, sports, travel,

weather, shopping and all the information you need to help you run your rental-pur­
chase business, you'll want to make APROVision your first stop when surfing the Internet. It's

simple and fast and you should find everything you need at APROVision.org! Here's the quick

steps you need to make APROVision

your home page:

1. Click on your Internet access button f

2. Click on the "Tools" button on your

toolbar

3. Click on "Internet Options"
4. Go to the "General" page where you

will see "Home page"
5. In the "Address" field, enter

www.aprovision.org
6. Click "OK"

7. Close your "Internet Options" box

B. Close your browser, open it back up and your home page should be APROVision



Mississippi Market Com-
. plex. There will be two
APRO hospitality func­
tions during the Tupelo
market. Hors d'oeuvres

and drinks will be served
to rental dealers Febru­
ary 20, in Tupelo Build­
ing #4 (sponsored by
Ashley Furniture) and
dinner and drinks
will be served along with
some great entertain­
ment on February 21 at

the Benchcraft show­
room. Both events will
be held 5-7 p.m. More
information on this
market is available by
calling 662/844-1473
or by visiting

www.tupelomarket.com.
The last market that

APRO will visit will be in
the spring at the High
Point Furniture Market,
held April 3-9. Progres­
sive Furniture will host
the APRO Hospitality for
Rental Dealers 5-7 p.m.,
April 4, in the company's
showroom at Furniture
Plaza, fourth floor. The
number for information
on High Point is 336/888-
2700 and the market's
Web site is www.ihfc.com.

We hope to see you at

one or all of the upcom­
ing markets! Check out

other upcoming events at

www.APROVision.org.

The Ultimate Extraction Cleaning System
With Stain-Removing Upholstery Cleaner.
Extend furniture life. Lower maintenance costs. Increase profits.
Most fabric manufacturers recommend a deep extraction cleaning once a year to improve appearance and increase
service life. In your business, furniture needs cleaning even more often - usually at the end of every rental contract.
The Rug Doctor Pro extraction system is the easiest, most reliable and most effective way to clean furniture.

SAVE $280!
For a Limited Time • Save $220 on the machine.
FREE OFFER .•• Plus, get one case of upholstery cleaner Free
($60 value) when you purchase one case.

The Rug Doctor system saves money for your Rental Center.
Call Toll-Free: 1.868.209.3467

WWWINote: ;;�c��r����cffir����kl�ed PfUrCha?ing plan,
R D Rug���q®et your orporate 0 Ice now 0 your Interest In ug octor.
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was country when country wasn't cool."
This Barbara Mandrell song defined my
life when I was younger. As an adult, the

song's meaning took a new twist to

become "I was rent - to-own when rent­

to-own wasn't cool." My song today is
one made popular in our rank and file by a Flori-
da RTO operator and self-proclaimed "reverend
of RTO" Larry Sutton in his very original compo­
sitions entitled Oh, IAm Proud to be Rent-to-Own
and his follow-up, It's Still Rent-to-Own to Me.

I was first introduced to the rental business in
the mid-1970s while attending Central Missouri
State University. A company out of Oklahoma

Ta�ing pride in RTO
was looking for someone to manage the rental of

refrigerators to college students. I got the chance
to introduce this program to CMSU and quickly
had 500 units on rent.

My degree was in marketing and distributive
education-a functional major that emphasized
marketing and education with a minimum of lib­
eral arts classes. With a strong affinity for educa­

tion, I made a commitment to teach high school
for five years. I lasted four.

My success and enjoyment in business, howev­

er, kept calling. My brother-in-law was getting
ready to open a residential security business; I
was looking for an opportunity to use my mar­

keting skills. After a year of working with my
brother-in-law, an opportunity opened for me in

what I considered a new frontier-the
rent-to-own industry.

I already was aware of the conve­

nience and benefits of the rental trans­

action, but to add an option of owner­

ship made me realize that this was going
to be the next growth industry. That was

By GARY ROMINE in 1983. I have been proud to be a part
APRO's President of this service industry ever since. It has
............................................ been good for my customers and it has

been good to me.

There has been one thing that has bothered me,

however, during the past 29 years in this business.
That is the negative image this industry has been
burdened with across the country. When the Uni-
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"For all of those

who are a part of

rent-to-own, but

have yet to takeversity of Massachu­
setts professors offered
to do a study of our

transaction, I was all
for it. I thought that
this would be a good
step to legitimize a

great industry and if
the study revealed any
flaws, this would be a

great opportunity to identify and fix them.
I felt the same way about the FTC report, which

was an independent, government-sanctioned
analysis of what we do. What an opportunity.

These reports have been invaluable in assisting
us to redefine our image. In my previous column,
I wrote about the need to educate people about
our industry. We have a great story to tell. As with

any industry, we have our bad eggs, but as an As­

sociation we have the opportunity to say, "that's
not how we sanction this transaction."

We are an industry that provides a service that
meets a market need. As Keith Carrico, an indus­

try human resource consultant, has said, our

industry provides a "win/win/win" deal that com­

bines customer satisfaction, employee satisfaction
and company satisfaction. All three benefit when
the rent-to-own transaction is rendered properly.

For all of those who are a part of rent-to-own,
but have yet to take pride in a cool industry, open
your eyes and see the great future ahead. Shake off
the misconceptions of the past and take part in

promoting this great industry. I like APRO Exec­

utive Director's Bill Keese's comment about the

singular strength of our industry in the Septem­
ber-October issue of Progressive Rentals: "We have
the strength of unity." Some day we will look back
and say, "I was rent-to-own when rent-to-own

wasn't cool." •

pride in a cool

industry, open

your eyes and see

the great future

ahead."

Gary Romine is owner ofShow-Me Rent-to-Own
in Farmington, MO.



BOI-Laguna Corporation
we've got what your

customers are looking for!
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HP Pavilion Desktop

COMPAQ
PRESARIO

Compaq Presario Desktop

We1ve got itl The new HP, including HP Pavilion and Compaq Presario. Now all of your
computer needs can be met by a single source, BOI-Laguna. We even have three strategi­
cally located warehouses to help ensure we reach any store within two to three days. Plus
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PRO has launched a new Web
site. I hope you have already
had a chance to explore its con­

tents. Actually, www.APROVi­

sion.org is more than a Web

site, it is a plethora of informa­

tion designed to aid everyone in the rent-to-own

community.
What is an online rental community and why

did we create APROVision?
APROVision offers a wealth of resources for

everyone in the industry-from store personnel
to CEOs of multi-store chains. Product manuals
can be downloaded directly from the manufactur-

A vision of the future
er; state laws and quick reference charts are avail­

able by state for your use; the latest industry
information is posted daily on Rental News Net­

work; and a unique dealer-to-dealer sales program
is now available only on APROVision. The very
best in online training is on the Learning Channel
on APROVision. Accept no substitutions. There is

nothing comparable to APRO's online training.
But APROVision extends well beyond the

rent-to-own industry. Being a truly comprehen­
sive community, APROVision includes resources

for your life. We have more than 7,500 links to

business journals, news networks, international

weather conditions and traveling for business or

pleasure. You can keep up with your favorite

sports, find the latest in entertainment in your
neighborhood or nationally and book
vacations anywhere in the world.

We shouldn't limit ourselves to pro­

viding the best information about the

industry. You should expect more than
that. Every community needs to look
outside its borders, to find its place in

By BILL KEESE the universe. APROVision does just that.

APRO's Executive Director Why, you ask? Gary Hamel, author of
..................................................................

Competing for the Future, writes that 80

percent of what you need to know to make your
business successful in the 21st century is outside

your industry or your profession. He isn't alone
in this assessment. You can't pick up a manage­
ment book today without finding similar state-
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"We shouldn't limit

ourselves to

providing the best

ments. It is therefore

imperative that a

thoughtful and reflec­
tive online communi­

ty provide rental deal­
ers and employees a

portal to the world­
the world of explo­
ration and enlighten­
ment. Single-purpose
sites are as endan­

gered as that single-
purposed amoeba that perished ions ago because

it wasn't able to adapt to a new order.
We know there is more to success than

information about

the industry. Every

community needs to

look outside its

borders, to find its

place in the

universe."

conducting business as usual. You are a

progressive business person and looking to

improve yourself. We know you demand

the most of your time. That's what APRO-

Vision is about.
Our promise to you goes far beyond profitabil­

ity. After all, APRO is a non-profit entity. And, we

invest every thing we receive back into rent-to­

own. We live rent - to-own. We fought all the bat­
tles to make this a better and safer industry. We

have a greater stake in the health and success of
the industry than anyone else.

We will always provide you with information
about our industry in a responsible manner. You

will never be subjected to silly and sometimes

inflammatory tabloid-type headlines that cause

the industry more harm than they are entertain­

ing. You can trust the content and the execution

in APROVision. It is created by a staff with l33

collective years working for rent-to-own and gov­
erned by a board of directors with hundreds of

years of collective experience with the industry.
Clearly, we are no "Johnny-come-lately."

We have also replaced the View with a new,

electronic newsletter, Rental Viewpoint, in order
to provide you with more timely information
than print material will allow. You will be receiv­

ing Rental Viewpoint every two weeks. This elec­
tronic newsletter will deliver to you the latest
news about rent-to-own. With special features, I

know you will find it both informative and enter­

taining. But remember, you can go to APROVi­

sion and select RNN, the Rental News Network,
and get news daily.•

Bill Keese's e-mail addressisbkeese@apro-rto.com.
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The power trip goes nowhere

e grew up in the business.
There was no grand career

design. He needed a job and
the neighborhood RTO store

was hiring. He made a good
first impression and started

out on a truck. He rose through the ranks and,
after a few years, was named store manager after

the last one got fired. Today, he is the master of his

RTO kingdom. It has been a long, hard road, if

you ask him, but he has finally arrived. Owners

have come and gone over the years, but he knows

how to deliver the numbers and the home office

pretty much leaves him alone.

Delinquencies up? Look at the list and make a

few pick-ups. Deliveries down? Offer a few man­

ager specials, make a few calls and get a few new

agreements. It is not easy and it is not always fun,
but he knows how to get results. There may be

bigger stores in the system, more profitable stores,
stores where employee morale is higher, but he

does not care. In this store, he is the boss and

being the boss feels really, really good.
Scratch a little deeper, however, and you will

find either a staff constantly turning over or a

mediocre staff stuck with little hope or promise
of anything better. He is not going to hire anyone
who might challenge his authority. He is not

going to put up with anyone wanting to know
where he goes when he is MIA during the week.

He wants a crew that is beholden to him
and in awe of his management talent
and abilities. And if not in awe, fear will
do.

He has been around the business too

long to listen to new ideas. It is an old
business with a simple premise: rent

By ED WINN III and collect. There is no need to do it any
APRO's General Counsel way but his way and woe be to anyone

who thinks otherwise. And so they
either go along or they quit.

Customers are no different. They tow the line
or are not customers for long. He knows the street

and is in tune with how customers act. He's been
around long enough to know how to fix most
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customer problems.
He's learned when to

push and when to

back off and he is best
at pushing and it usu­

ally works.
He has found his

"What Woody Allen

once said of sharks

and love affairs is

also true of rental

stores: 'If they aren't

moving forward,

they die.'"

niche in the world and walks tall in it. He is in con­

trol of his store and life. He has no ambition to

move up. Regional managers have to travel too

much and, besides, running this store is what he is

really good at. Leave him alone and he will deliver
month in and month out. He will win the compa­

ny contests and generally keep his store off every­
one's worry list.

For some owners,

he may be the perfect
employee. The prob­
lem is that under­
neath the patina of

success, there is not a real sense of teamwork.
There is, instead, a sense of intimidation.

This store manager says that he is happy and

fulfilled, but he is really stuck. He cannot share his

power with his employees because he might lose
control. He cannot cut customers any slack for
the same reason. He has to be the tough guy
because that is how life is in the rental business.

It is not a bad thing to have a store that performs
consistently. But what Woody Allen once said of
sharks and love affairs is also true of rental stores:

"If they aren't moving forward, they die." It can be
a slow, almost imperceptible process in a rental

store, but it is happening out there every day.•

Ed Winn's e-mail addressisedwinn@e-bylaw.com.
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ot only is it important to use a cleaning program that provides
good results, it also makes sense to select a process that fits

staffing and budget resources. It's of little value to use cleaning
methods that are labor-intensive, do not provide reliable service

or cost too much. There are three basic options for cleaning and

maintaining rental furniture: Hiring contract services, using spot
remover products and maintaining on-site equipment. Let's take

a look at these processes and review the advantages and disadvantages of each.

OUTSIDE SERVICE CONTRACTORS
Overview: Some RTO businesses use

outside service professionals for clean­

ing and spot removal. Factoring in the

expense of outsourcing cleaning jobs
against the benefit of saving internal
resources is an economic decision that
each business needs to evaluate for its

specific circumstances.
"Because it's so expensive, we try

our best to get furniture clean with our

own system before calling in the pros;'
says Larry Randolph of Customer's
Choice in east Texas. "But, it's worth it
to spend $100 or more if a piece of fur-

available for an appointment when you
need them the most. If soiled furniture
sits idle waiting to be cleaned, it's not

generating any revenue. Plus, it takes up
valuable storage space either in the store

or the warehouse:'

SPRAY-ON SPOTTERS
Overview: Some rental companies

invest very little in furniture cleaning
and rely on mass-market spot
removers for emergency upholstery
cleaning. "While these over-the-counter

products usually cost only a few dollars

ucts are also designed to use on small­
er spots, so larger areas require exten­

sive time and labor. In addition, it may
take multiple cans or bottles to clean
one piece of furniture, so cost-per-use
can be relatively high.

ON-SITE EQUIPMENT
Overview: For most RTO businesses,

investing in on-site equipment saves

money and can provide added flexibil­

ity in getting furniture back into serv­

ice fast. Depending on the size of the
rental operation and how much space
is devoted to home furnishings, clean­

ing may take place at the store level or

in a central warehouse. "When deciding
to purchase or upgrade equipment,
there are several different types of

equipment to consider, many of which
are described below.

DRY EXTRACTION SYSTEMS
Overview: Dry cleaning systems gen­

erally use low-moisture foam or gel
compounds that bond to dirt and dry
quickly to a powdery substance.

"Because it's so expensi"e, we try our best to get furniture deanwith our

own systembefore calling in the pros. But, itsworth it to spend $100

or more ifapiece of furniture canbe sal"aged andrented again."

niture can be salvaged and rented

again."
Advantages: The most direct benefit

of using an outside service company is
that it requires no labor from on -site
staff. Some people also believe that
service contractors have a degree of

training and equipment technology
that allows them to achieve better

cleaning results than RTO staff.
Disadvantages: The expense of out­

sourcing may be hard to justify, espe­
cially in a tight economy. Plus, to reduce

billing expenses, there may be a tenden­

cy to let moderately dirty furniture go
back into service without the benefits of

cleaning. In addition, contractors may
not be scheduled for a service call or be

a can and are readily available from

just about any supermarket or janitor­
ial supply house, they usually are not

very efficient for the RTO market.

Advantages: Small package
are ready-to-use and require
little storage space. Most

products spray on and blot
off, which requires no equip­
ment or training.

Disadvantages:
Household spot re­

movers usually have

problems taking out

the tougher stains and
are known to leave
residues that promote
resoiling. These prod-
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Advantages: Because there is very lit­
tle water used, the biggest benefit of

dry extraction systems is fast drying.
Disadvantages: Dry compounds

tend to sit on the surface and provide
little penetration. They also require a

thorough extraction vacuuming to

remove the dried powder.

HOME SHAMPOO UNITS
Overview: Much of this home care

equipment is designed for use on car­

pet and upholstery and is available in
an almost endless array of choices.
Decision points include price, power,
capacity and performance. While these
units may be inexpensive to purchase,
they may not always provide satisfac­
tory results.

Ed Spuzello of Furniture Source in
Des Moines, lA, reports only moderate
success with a home unit. "We use a

small home machine. With that
machine, the stains basically lighten,
but they don't really come out. If

they're too bad, we have to rent the
furniture as is or sell it off," he says.

Advantages: Equipment designed
for the home market is relatively inex­

pensive, lightweight and easy to use.

Disadvantages: These units provide
little cleaning power and marginal deep
cleaning ability. Most use a high-suds
shampoo, which creates a foam mess

and leaves a residue that promotes re­

soiling. Some units have a rotary brush
that can flatten and mat fabric.

STEAM CLEANERS
Overview: Steam equipment has been

used for a variety of cleaning applica­
tions for decades. While vapor steam

cleaning-with temperatures above 200

degrees F-is still used for some carpet
and upholstery jobs, this process is

largely being phased out and replaced
by hot water extraction processes.

Advantages: Steam effectively emul­
sifies and suspends a wide range of

deep-down oily and non-oily dirt.
Disadvantages: Steam creates exces­

sive moisture and heat that can damage
fabric, dull color and strip off stain­
resistance compounds. Plus, as a safety
concern, steam vapor can burn skin.

[CONTINUED ON PAGE 26]



 



 



Contract services, spot removing products and on-site equipment are

the three primary ways to clean rental furniture between leasing
contracts. There are several factors to balance when choosing which

process will provide the most benefits.

Contract services Requires no staff labor. Costly.
May have expertise to May not be available

remove tough stains. when you need them.

Spot-removing Readily available. Labor-intensive

products Small packaging. for larger areas.

Limited cleaning power.

Professional quality Figuring out which

On-site cleaning results. cleaning system to buy.
equipment Can clean furniture Some machines require

anytime. training to operate.

[FURNITURE CLEANING FROM PAGE 23]

CLEANING METHOD ADVANTAGES DISADVANTAGES

impressive deep-cleaning results. In

addition, portable extractors are easy to

transport and can provide commercial­
size tank capacities (more than 2 gal­
Ions) that minimize refill frequency.

Disadvantages: Some systems can be

complex and awkward to operate, which

leaners that foam provide man benefits for upholstery cleaning. Foam not

only suspends and removes dirt, it also makes the cleaning process drier by
reducing the amount of moisture that penetrates into fabric and padding. In

addition, foam provides excellent vertical surface cling, which is a big help
when cleaning sofa and chair backs. When using foaming upholstery clean­

ers with an extraction machine, it's a good idea to use a bit of anti-foam additive in

the recovery tank to control suds build-up.
Other products used for fabric cleaning include compounds that dry to a pow­

der and cleaners with petroleum ingredients. While powders can effectively sus­

pend and clean away many types of surface soil, they usually do not penetrate

deeply into fabric and require an additional step to vacuum away the residue. The

benefit of petroleum-based products is that they work well to break down greases

and oils, but they usually leave a sticky film that quickly attracts more dirt.

may require staff training. If improperly
used, extractors can also deliver too

much water for some types of uphol­
stery. It's wise to select a system where
flow rate can be easily controlled and
use compounds such as foaming clean­
ers that minimize water absorption.

While there are many ways to

clean and restore RTO furni­

ture' good maintenance pro­
cedures extend furniture life,

increase customer satisfaction and
boost revenues. Choosing the best
method not only increases profitability,
it can also minimize the time and effort

spent on operating the equipment. •

HOT WATER EXTRACTION
EQUIPMENT

Overview: To extend service life and

brighten appearance, most fabric man­

ufacturers recommend an annual deep
cleaning with hot-water-extraction

equipment. There are many hot-water­
extraction systems on the market and
it's important to get one that is durable
and easy for employees to use.

"We use an extraction system now

that has solved all of the service and

training issues of other equipment we

used in the past;' says Bill Sebastian, field
communications manager at Aaron

Rents. "We're delighted with the per­
formance. It's easy for our staff to use:'

Some extractors can also clean large
carpeted areas so they can be used to

maintain the store showroom.
"We used to rent extractors at the

grocery store, but we decided to buy the

equipment so we can clean and turn

inventory more often;' says Les Pearsey,
of Pearsey Rentals in Bakersfield, CA.

"One other benefit to the extractor

machine we use is that it also cleans our

store carpet."
Advantages: If the right extraction

system is chosen, the equipment
should provide outstanding cleaning
performance with little need for main­
tenance or staff training. Extraction

equipment is also known for delivering
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Greg Yearsley is the commercial

marketing manager for Rug Doctor

Pro (www.rugdoctorpro.com). The

company specializes in portable
commercial cleaning systems, including
an extraction process for brightening
and restoring upholstered furniture that
has been successful in RTO centers

nationwide. Yearsley can be reached at

972/673-1466.
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PART I: TIPS FOR COACHES
I. BE A GOOD ROLE MODEL

Your own behavior must demonstrate the style of leader­

ship you expect from newly promoted individuals. For

starters, you need to treat your staff fairly. "If they have been
mistreated by their own managers, new supervisors will

commonly do the same with their subordinates," warns Ian

Jacobsen, president of Jacobsen Consulting Group,
Sunnyvale, CA. "Just as a child from an abused home is

more likely to be an abuser, new supervisors who have not

had good role models will behave in dysfunctional ways."
Second, you need to play by the company rules. ''A lot of

people think they can start slacking off once they are promot­
ed," says Peggy Morrow, a Houston-based consultant. "Show
them this is not your way by being a strong role model."

2. INVOLVE YOUR STAFF IN THE PROMOTION

What characteristics will make a successful candidate for

the available position? Ask your staff. People will more

likely accept a decision in which they have invested their

own ideas. "Have the people who are going to be supervised
participate in the development of criteria for selection," says
Jacobsen. "Hold a meeting to discuss how the job may have

changed in recent months and what the company now

needs to look for in a new leader."
The criteria may be as varied as technical competence,

communications ability and talent in solving problems.
"Brainstorming these criteria not only gives people some

input into decision making, but also helps them better under­
stand more of what the job entails;' says Jacobsen. ''All of this
will make it easier for the new person coming in as long as the

criteria have been adhered to when the selection is made."

3. TRAIN THE PERSON

Good leadership is learned. You need to groom the person
for the job. "Too often today, new supervisors are not

given a sense of what to expect from their positions," says

Judy Foritano, president of Somerset Consulting Group,
Titusville, NJ. "They need to be trained so they know how to

deal with relationship issues."
Consider having a current supervisor mentor the

prospective manager, suggests Fred Martels, president of

People Solution Strategies, Chesterfield, MO. This mentor

may develop a plan for success and put it into motion. "The
mentor can serve as a coach, answering questions such as

'what will your first day as a supervisor be like?'" suggests
Martels. The mentor may also outline the expectations the

company holds for new supervisors and impress upon the

prospect the need to meet them.
One approach is to give prospective supervisors tempo­

rary work assignments which will hone the skills required to

do similar work full time. "Try having the prospective man­

ager develop the skills of a buddy;' suggests Mel Kleiman,
President of Humetrics, Houston. "Then see how the person
deals with problems that arise."

Skills need not all be gained on the job. "Maybe someone

is president of the PTA or other civic organization," says
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Kleiman. "Encourage individuals to get active in such

groups because it is a non-threatening way for them to gain
skills that can be effective on the job."

4. ANNOUNCE THE PROMOTION APPROPRIATELY

The formal transition to supervisor must be announced in

an unambiguous way so the staff realizes the new super­
visor has the backing of the organization. The process will

vary by size of group. "In a small group, I would hold a short

meeting to inform the group of decision;' says Martels.

"Then let the new supervisor take the reins." The new super­
visor needs to not only express his or her vision, but also

must let people know she is behind each of them. "People
always want to know 'What's going to happen to me?'" says
Martels. "If the new supervisor expresses a desire to move

each of them forward, then everything will be okay."
In large work group, says Martels, communicate the pro­

motion through a letter from the person who made the
decision. "Inform people of the decision and ask for their

support. Invite anyone with questions to come and see the

person who wrote the letter."

5. FOLLOW THROUGH AFTER THE PROMOTION

HOW's everything going? That's the question to answer

after a person is promoted. Jacobsen suggests finding out

on an informal basis. "As you walk around the workplace,
ask people how the new manager is working out. You are not

being a snoop, but you are getting the feedback you need as

you go about your task of coaching the new manager."
Informal discussions are likely to be more fruitful than

passing out a questionnaire, says Jacobsen. "People feel
much more at ease talking about this on an informal basis."



6. TACKLE PROBLEMS

Suppose the new manager just can't seem to get the
respect of subordinates, who start carrying out their

duties in a perfunctory manner or let things slide. The way
to tackle this issue is to ask questions, either of the supervi­
sor or of the subordinates. "Be sure to cite the specific
behaviors," says Jacobsen. "And then state that this is not
what you expected when you made the promotion."

If you are approaching one of the new supervisor's subor­
dinates, ask: "I've really been surprised that [ ... ] doesn't get
the respect from you that I thought he would. This is what I
see going on [cite the specific behavior issues]. How come?"

PART II: TIPS FOR NEW SUPERVISORS
7. PARTICIPATE IN THE FORMAL ANNOUNCEMENT

Your supervisor will announce your promotion in a staff
meeting, then invite you to says a few words. Consultant

Jacobsen suggests you express how happy you are to be in

your new role and discuss how you want to retain your
friendship with each of them, while understanding that in

your new position you will have new expectations as to how
you will interact with them.

"State that you have a vision as to what the group can

accomplish and describe what this vision is," says Jacobsen.
Add that you want to include them in the process of devel­
oping shared goals and that you will be talking with each of
them on an individual basis to obtain their ideas before
making your decisions. Finally, let them know you want to

help each of them achieve their personal goals.
8. BECOME A SKILLED LISTENER

.'Listeningis a key skill for a leader;' says Martels. Most

workplace consultants agree. Listening is a vital and
perhaps determining factor in the ability to understand and
motivate people. "When someone talks with you, pause
whatever you are doing and give your full attention. Make
good eye contact. Be genuinely interested in what people
have to say and learn to have real empathy for them."

Says Morrow: "Ask questions. Talk with your people.
Come back and get their ideas for improvement. What can

be changed? What can be made better?"

9. LEARN HOW TO OPEN PEOPLE UP

Part of being a good listener is encouraging people to

speak up in the first place. "Get skilled in stimulating
people to advance their ideas and opinions;' says Martels.

report you didn't get it in on time. Tell me a little bit

about why that happened." Avoid making value judge.
-

mel'lt� such a� "you_ are-not supporting my autt'lority!' or-
. his 'career growth." � -t: _

Then' emphasize tnat you want to caltivate,a
positive working relationship. "State that you look

forward to Working with Sam as someone who is



And when people advance ideas, don't shoot them down.

''Avoid idea-killer phrases such as 'I can't sell it to manage­
ment' or 'We've tried that before.' Instead say, 'Tell me more

about that' or 'How does that work?' and 'How does the

group feel about that?' These approaches encourage people
to bring more of themselves to the table." •

Every group has an informal leader, a person who is not

officially in management, but seems to perform as a pivot
for the group's ideas. "You will be smart to identify and work

with your informal leader," says Morrow. "If they support
your initiatives, everyone else in the group will. Get their

'buy-in' by asking their opinions, listening to them and

working extra hard to get their input."

10. AVOID PRECIPITOUS ACTIONS

Many new supervisors want to make their mark quickly
with dramatic initiatives. Avoid this. "Don't make

major changes in the early days," says Morrow. "Your

authority has not yet been established." Instead, get that
valuable feedback from your staff so they will feel invested

in the decisions you will make.

II. SOCIALIZE WITH YOUR STAFF

so now you're the boss. Can you still have beers with your

peers? "There used to be a rule that you had to stop being
buddies when you were promoted to management;' says
Morrow. "Today you can still be friends and maintain

authority." Indeed, maintaining social relationships pays
rich dividends. Today's supervisor gets work done through
subordinates. And if you're going to get work done through
others, they have to be on your side.

Furthermore, in social settings your staff is more likely to

provide you with valuable new ideas and advance warnings
of brewing problems. "People will tell you things over a beer
that they won't tell you otherwise;' says Jacobsen. "That's the

value of maintaining relationships and communications."

Socializing also helps develop trust among the members

of your staff. And that can help smooth the way when it

comes time to say "no," as a supervisor often needs to do.

People must understand that you are saying no because you
have the organization's larger goals in mind, not because

you have become "too good for them."
Even so, your relationships with co-workers will change

in subtle ways. For example, there may be some resentment

from people who remember you as one of the gang and now

see you as taking "management's side" in discussions. And

how about the jokes about management that always seem to

crop up after hours? Should the new supervisor chuckle in

harmony? "You can laugh along;' says Jacobsen, "but you
have to know where to say something like this: 'O.K., that's

enough joking. I know Bill and he's not such a bad dude
after all, and the things you are criticizing him for, he does­
n't have much control over.'" Walking the fine line between
humor and disparagement calls for sensitivity as to what is
considered a joke and what is considered serious. "The posi­
tion you are in makes people read things into your messages
that they may not have thought of otherwise," says Jacobsen.

To maintain friendship with your employees while mak-
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ing the difficult decisions that you need to make, do lots of

listening. "Keep soliciting feedback from people on how

things can be made better and you will get a reputation as a

person who wants to make a difference;' says Morrow. "Do
what you can to make each person's job better than before

you become a supervisor. The people you used to be just a

buddy with will sense that."

12. CONTROL YOUR FEELINGS OF SELF-DOUBT

It's natural for any new manager to have second thoughts
or to worry that things are not going as well as they

should. "Remember that you have been put in a bigger pot
so you have room to grow," says Morrow. "If you knew how
to do everything you would have been put there a lot soon­

er. Talk to yourself with statements such as, 'This is a new

job requiring new skills. People are giving me trouble now

but I can handle this.'"
Self-talk can also relieve the doubt and anguish that arise

when new supervisors have to make decisions, such as ter­

mination, that harm other people. "Keep reminding yourself
of the criteria you use to make decisions;' says Foritano.

"The better grip you have about why you make decisions the
more confidence you will feel over time."

Your superiors promoted you because they have faith in

your capabilities. You should remind yourself of that from
time to time. "Remember why you were chosen for the posi­
tion;' says Foritano. "If they didn't tell you the reasons why
they judged you would be a good supervisors-and some­

times companies forget to do that-ask them. Remind your­
self of your strong points. A personal pat on the back once

in a while is perfectly acceptable."
Another way to bolster yourself is to get constant feed­

back from your staff, says Jacobsen. "The new boss should
ask people, 'How's it going? What am I doing that is making
life easier for you? Am I doing anything inadvertently that is

making life harder for you?'"
For most new supervisors, the transition from buddy to

boss is fraught with stress. These tips should help most new

managers make a transition that will minimize team disrup­
tion and lead to greater profits and success.•

Phillip M. Perry is a free-lance business writer based in

New York City.



T Idea' Products

Rent to o� 1\-'1"1)
Retail FurnIture�
Check Cashing
Family Entertainment
Pawn

24 Hr. Tech Support
FAQ's
Onsite Installation

Training Classes

Inc.
The 'dea'(�r;::lManager
Help & support
Frequently Asked
Questions & Answers

Q' Can TIRM secure my

st�re from employee theft?

A:) TIRM owners have

complete control t<? allow

or restrict over 98 different

employee-specific
functions
(Coming soon: September issue)

Q: Can switching to TIRM
be painless?
A:) We'll hold your hand
through the entire hassle­
free process! Certified
installers and qualified
trainers are available.
Conversions from most
other RTO software
programs are a snap!
(Coming SOon: November issue)

Answers :) to more ofyour important questions
are available from an Ldeal Representative.

Call today: 1-800-964-3325, ext. f53.

:) to Important
Rent to Own
FAQ's •••

r 0: RIO is a very specialized[1 0
industry. Can I use The Ideal

-Rental Manager to crea e custom
reports specific to my store?

A:) roo IdeC1l Rental Manager's J
r

(TIRM) long list of detailed,
Dpre-programmed reports

_contributets �o its r�pyta�io? 0as one of tbe RTO mdustry's

r
most comprehenslve software

0_packages-both all tile store
and corporate office levels,
There are, of course, situations rJ
when the standard reports may not
meet your specitie needs ... no mat- ]
ter how you filter them. At Ideal we

understand this ... that's why, unlike lJ
many other software packages,
The Ideal Rental Manager is 100%
OOBe compatible! TIRM uses

industry standard file types, which
can be easily manipulated to create

your own custom reports. Simply
export the data to any number of
inexpensive, off-the-shelf reporting
programs such as Microsoft Excel®,
Microsoft Access" or Crystal
Heports" Do it yourself ... or have
Ideal's industry-savvy development
staff design it for you quickly and

inexpensively!
Also now available is a new inter­
face to QuickBooks® ... to efficiently
handle all your accounting needs!

($395/10cation • $795/corporate
office license)
Feel Confident. The Ideal Rental
Manager is carefully designed by
industry professionals to meet both
your store's specific needs, and the
ever-changing needs of the Rent­
To-Own industry.

Tel 800 964-3325
www.idealss.com

Software Systems, 'nc.
APR:) Associate Member since 1998



34 PROGRESSIVE RENTALS

ental dealers probably are not ready

to start renting units to customers

over the Internet using "paperless"

transactions, just yet. Given the frequent

face-to-face contact between rental

customers and store personnel, consumer

e-commerce may come later to the rental

industry in contrast to other industries that

focus more on the product than the

relationship. •

..

I-DOCUMENTS AND
E-RENTAL-PURCHASE TRANSACTION
BY ED WINN III
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owever, despite how much cus- .. developed, but the legal business and technological worlds are work-
•

tomer contact and familiarity • ing together to craft a safe, secure, predictable way to carryon e-com-

is involved in the rental-pur- : merce on both a large and a small scale.
chase process, there may be a: In 2000, the president signed into law the Electronic Signatures in

customer segment out there : Global and National Commerce Act (E-Sign) (15 USC sec. 7001). In

today that cannot or will not : essence, this federal law grants the same legal status to electronic sig­
visit rental showrooms for : natures, contracts and records as was historically afforded to those
whatever reason. These cus- .. items in written form.

•

tomers may already buy books· In addition, a majority of states have enacted some version of the

and CDs on the Internet and • Uniform Electronic Transactions Act (UETA). These statutes do not
•

might be interested in the .. tell merchants or consumers how to do business over the Internet.
..

goods and services offered by rental companies. '" They are, instead, scrupulously "technologically neutral;' not prefer-
Rental companies, in turn, are beginning to : ring one protocol over another. They were written to allow the mar­

carry specific product offerings on their Web : ketplace to make such determinations and to allow the process to

pages. And so, while e-rental-purchase transac- : develop further.
tions may never replace paper agreements, in: Alongside these laws, several recommended safeguards for e-trans­

time they may begin to playa significant role in : actions have arisen. The World Wide Web Consortium (W3C), the
the operations of at least some rental companies. •

National Institute of Standards and Technology, the American Bar

What will happen sooner and is already occur- : Association, and the United Nations Commission on International

ring in a number of rental companies is business .. Trade Law (UNCITRAL) have all issued technical guidelines for creat-
•

with vendors via the Internet. • ing and safeguarding digital signatures. A number of private compa-
..

There are some issues that arise for rental • nies have been started to implement these systems of digital signatures
dealers contemplating the development of e- : into user-friendly formats for commercial use on the Internet.

commerce both with vendors and with con-: Not surprisingly, a lot of legislative concern has been on con­

sumers that focus on how the law and technolo- : sumers. Literally thousands of consumer protection statutes and reg­

gy are dealing with electronic documentation .. ulations require a written document, often with written disclosures
and signatures. : beforehand and written notices afterwards. E-Sign and UETA have

For contracts with vendors, the statute of : dealt with this issue by doing away with these requirements in e-com­

fraud in the Uniform Commercial Code in every : merce. Here is the E-Sign language:
state requires a signed writing for the sale of Notwithstanding any statute, regulation, or other rule of law ... (1)

•

goods for a price over $500 and signed by the .. a signature, contract, or other record ... may not be deriied legal effect,
..

party against whom enforcement is sought • validity, or enforceability solely because it is in electronic form; and

(UCC sec. 2-201). For rental customers, nearly : (2) a contract ... may not be denied legal effect, validity, or enforce-
..

flew� tJie,�0ua01'hU
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..

every state rental-purchase statute requires that • ability solely because an electronic signature or electronic record was

certain disclosures be made "in writing in a form : used in its formation.
that the consumer may keep." A number of state: Interestingly, the law has never required that a signature always be
statutes also require that the written agreement • the inked handwritten designation of the name of the person signing.
be signed by the parties. : The UCC defines "signed" as being "any symbol" as long as it is "exe-

If the whole of contract law is based upon the : cuted or adopted by a party with the present intention to authenticate
intent of the parties, it historically has been by : a writing." In certain cases, an "X;' a company's letterhead, a typed
means of a written document duly executed by : name, a name on a telegram and a name on a fax have all been held to

the parties that has been used to determine that be signatures under traditional law.
'"

intent. How then do you, as a rental dealer, pre-.. The reasons for requiring a signature on a document in the first
•

serve the vast body of contract law laboriously • place are practical ones: (1) as evidence that the signer is identified
evolved to ensure the predictability, integrity : with the document; (2) for the ceremonial purpose of calling the sign­
and authenticity of written documentation into .. er's attention to the legal significance of the transaction; (3) to signify
the cyber world of electronically transmitted O's : that the signer both consents to and understands the contents of the
and l's? : document signed; and (3) to impart a sense of finality and authentic-

The answer to this question is still being : ity to a transaction so that there is less need to look into facts and cir-
..
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tomer ensure that the agreement she reads on her computer screen

and signs electronically does not get altered over time either inad­
vertently or maliciously?

At least for consumers, the federal and state statutes speak effec­
tively to this issue. First, any e-transaction must have the consumer's
consent. Before the consumer can give consent, the consumer

must be given a statement of the following:
• Any right or option to get a copy of the contract in non­

electronic form;
• The right to withdraw consent and the method and conse­

quences of doing so;
• What transaction(s) the consent applies to;
• The procedures for updating the information needed to con­

tact the consumer electronically;
• How, after consenting to an electronic transaction, the consumer

can get a paper copy and the fee for such, if any.

dealer
and that will enhance oper­

ations overall. It is almost certain that e-rental­
purchase is not as far- fetched or a far off as some

dealers think. •

•

cumstances beyond those set forth in the document. • In addition, the consumer must be given the
•The new e-commerce statutes have attempted to achieve these same • hardware and software requirements for access

goals. The e-commerce world recognizes two kinds of signatures: elec- : to and retention of electronic records. And, per­
tronic signatures and digital signatures. The first is the more general : haps most important, consumers must confirm
term and refers to any method by which one "signs" an electronic doc- : their consent electronically. This must be done
ument or record. It includes a name typed at the end of an e-mail, a : "in a manner that reasonably demonstrates that
mouse-click, the header in an e-mail addresa. a digitized image of a : the consumer can access information in the elec­
handwritten signature, a PIN or other code number unique to the : tronic form that will be used to provide the
signer; a password; a fingerprint, a retinal scan or a digital signature. : information that is the subject of the consent."

A digital signature is a technology-specific type of electronic signa-: This means that the merchant must verify
ture. It uses public key cryptography and is probably the most widely that the consumer can open and read any docu-

•

used type of electronic signature today. (For the technology minded, • ments, notices, agreements and the like that the
•

public key cryptography uses an algorithm with two different but merchant sends to the consumer concerning a
•

mathematically related cryptographic keys. One key takes a digital sig- • given transaction.
nature or other data and translates it into an unintelligible form for. Finally, E-Sign requires that any electronic
transmission; the other key verifies the signature or other data by : document must be "capable of being retained
returning the information to its original form.) : and accurately reproduced for later reference by

While digital signature technology exists, as well as other technolo- • all parties ...who are entitled to retain the con­

gies, to secure the authenticity and identity of an electronic signer, the : tract or other record." This language is intended
law has been reluctant to dictate a particular technology over another. : to prevent either party from being able to alter a

The California e-signature statute, for example, provides that an elec- : document that has been agreed to.
tronic signature is valid only if: (1) it is unique to the person using it;: While the world of e-commerce is a brave
(2) is capable of verification; (3) is under the sole control of the per- new one, thoughtful people are working hard to
son using it; and (4) is linked to the data in such a manner that if the • make e-transactions safe, reliable and pre-•

data is changed, the signature is invalidated. The Federal Reserve • dictable. As much as the Internet is chang-
Board has proposed regulations for e-loans and other transactions • ing how Americans live in a number of
covered by Truth-in-Lending, which would provide similar protec-

•

ways, it may also change how rental
tions. The law is silent as to the best means of achieving these goals, : dealers do business with their cus-

which means it will almost certainly change over time. : tomers and vendors, if not imme-
Another issue raised bye-commerce is the integrity and authentic- : diately and completely, perhaps

ity of the document itself. How can the rental dealer be sure that the • to some extent, over time.
order he sent to his supplier via e-mail is the same order that the ven- : Rental dealers interested in
dor receives on his computer and then fills? How can the rental cus- : staying at the forefront of their

industry will pay close at-
• tention to evolving trends
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Copies of the statutes
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avid Kraemer is a thinker. He likes to

reflect upon where he's going and

how he's going to get there-and he

sometimes does it from the seat of

his 2000 Harley Davidson Fat Boy,
for which he admittedly spent a

"sick" amount ofmoney. __ "I like to

ride out in the country, just to get away to where

it's peaceful;' says Kraemer, who lives in

Rowlett, TX, a city on the outskirts ofDallas.
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et Kraemer deserves any down
time he can find-whether it is an

afternoon of cruising or spending
quality time with his two sons,

Justin and Ryan. These days he regu-
larly clocks seven-day work weeks as

president and CEO of Bestway Rent to

Own, a publicly traded company with
69 stores in Alabama, North Carolina,
South Carolina, Georgia, Tennessee,
Mississippi and Arkansas. Even with
those long hours, you won't find him

complaining.
"I'm so charged up with this company," he

says. In July 2002, the 41-year-old business­
man left his post as executive vice president of
Rent-A-Center, where he was in charge of
more than 1,000 stores, to take the helm at

Bestway Rent to Own.
"I bring a real sales approach to whatever

stores I'm overseeing;' he says. "My strength
has been growing stores and growing rev­

enues. That's what Bestway asked me to do
for them.

"The company was flat lining; it wasn't los­

ing, but it wasn't growing;' Kraemer says.
"They'd done an excellent job on their cost

containments and things of that nature, but

they just hadn't grown the company."
With 19 years' experience in the rent-to­

own industry and a knack for turning stag­
nant businesses into profit-generating cen­

ters, Kraemer's know-how appealed to

Bestway executives. After a few meetings,
Bestway made him an offer he couldn't
refuse.

Only a handful of months after his initia­
tion into the company, Kraemer says his co­

workers have done an excellent job of

embracing his proactive programs to increase

sales, upgrade product lines and provide top­
rate customer service. "Coming into Bestway,
my approach was seek first to understand,
then be understood;' he says, a philosophy
Kraemer has adopted after being involved in
more than a few acquisitions over the past
two decades.

Starting out as an account manager for
Lease Town in Waco, TX, Kraemer quickly
rose to leadership positions as the companies
he worked for seemed to change ownership
year after year. His knack for knowing what
business practices help or hinder a company's
success was fine tuned as he oversaw repos­
sessions and foreclosures of unproductive
rent-to-own companies for TransAmerica

(dba Magic Rent to Own) from 1988 to 1994.

40 PROGRESSIVE RENTALS

"I TRY TO ELIMINATE
THOSE EXTRA FORMS
AND REPORTS THAT
ARE FILLED OUT AND
SENT TO A DISTRICT
MANAGER OR A
CORPORATE OFFICE,
BECAUSE THAT ISN'T
HELPING THE STORE
MANAGER OPERATE
AT A BETTER LEVEL.
I DON'T WANT MY
STORES WORKING
FOR THE DISTRICT
MANAGER; I WANT MY
STORES WORKING FOR
THE CUSTOMERS."

"In the '70s and '80s, a lot of people got
into this business initially to make some fast

cash," Kraemer says. "Early on, there wasn't
much competition, so people got away with a

lot more. And the customers weren't as

knowledgeable. So some of the people who
didn't necessarily have good business ethics
did well even in spite of the way they ran their

companies. When the competition increased,
those guys weren't able to compete because

they didn't have the platform of a well-run

company."
A year later, in 1995, Magic Rent to Own

underwent its own transition when Renters'

Choice, then owned by industry veteran

Ernie Tally, bought the company. Kraemer

experienced firsthand what growing a com­

pany entails as Renters' Choice expanded
from 300 to 500 stores before buying out

Rent-A-Center, a significant acquisition that

grew the business to more than 2,000 stores.

D�a. �HUnl.eL

Ashe navigated the road map of company
takeovers and makeovers alongside
industry heavyweights such as Tally and



Rent-A-Center CEO Mark Speese, Kraemer

says he developed a "best practice" approach
to the rent-to-own business. It's an approach
that-on the surface-sounds too simple to

be true, but it has proven successful time and
time again. The goal, says Kraemer, is to

attract good employees, apply the business
model with consistency and return to the
basics of renting and collecting.

"I believe in making things very simple;'
Kraemer says. "I try to take away from the
monotonous tasks that stores have to do, so

they can focus on the things that drive the
business, like the sales programs, taking care

of customers ... and making sure that our

product offerings are what the customers
want.

"I try to eliminate those extra forms and
reports that are filled out and sent to a district
manager or a corporate office," he says,

"because that isn't helping the store manager
operate at a better level. What it's doing is sav­

ing the district manager the time of compil­
ing his own report. I don't want my stores

working for the district manager; I want my
stores working for the customers."

Another of Kraemer's objectives at

Bestway has been to revamp the product
offerings in every store to better reflect cus­

tomer demands. Unprofitable items have
been dropped and new, top-of-the-line prod­
ucts have been added.

"I believe our customers want the same

high-quality goods that you and I want, yet
they can't afford them;' he says. "The rent-to­
own industry is an avenue for them to acquire
ownership of some higher-end products. I
don't believe in being all things to all people.
I want to carry the higher-end items that will
encourage pride in ownership. When they

BESTWAY'S EXECUTIVE TEAM:

DAVID KRAEMER, GERRI RANKIN, ROGER

ESTEp, BETH DURRETT, STEVE KRUSE,
PAM LOWERS AND BENNY CHEEK



bring it into their houses and their families
and friends come over, they're going to be
wowed."

Plac.i.H.g_ p.DuIcJL

Additionally,
under Kraemer's leadership,

the store managers now play an integral
role in selecting what their stores carry. "I

give them perimeters on what they're allowed
to select, but the managers make the final
decisions;' he says, adding that store man­

agers' input is critical selecting the right prod­
ucts because only they know what merchan­
dise moves in their stores and which products
are more resistant to wear and tear. The man­

agers also have firsthand knowledge of how
vendors conduct business.

"Our managers vote on which products
are the best by how they buy;' Kraemer says.
"The vendors either get or lose business based
on how they perform as a vendor. It's not

about them coming in and telling me what a

great vendor they are. It really comes down to

the store managers knowing which products
perform the best for them."

Kraemer also believes advertising deci­
sions must be made with input from the store

level if the company's message is going to

reach the right people. "We dug into our

advertising right away," he says. "Our stores

are all in the Southeast; we don't have any in
Texas. I don't believe that I can have advertis­

ing people sitting in Dallas and making well­
informed decisions on what type or where

"I GIVE THEM
PERIMETERS ON WHAT
THEy'RE ALLOWED
TO SELECT, BUT THE
MANAGERS MAKE THE
FINAL DECISIONS. OUR
MANAGERS VOTE ON
WHICH PRODUCTS ARE
THE BEST BY HOW THEY
BUY. IT REALLY COMES
DOWN TO THE STORE
MANAGERS KNOWING
WHICH PRODUCTS
PERFORM THE BEST
FOR THEM."

our advertising should go. I want to empow­
er my store people and make sure that they're
involved in these decisions."

Kraemer hired a new ad agency, another
Dallas-based outfit, yet this time he closely
supervised the proposed direct-mail initia­
tives and asked the store managers and

employees for their input.
"We sent the proposals out into the field

and let the stores be the final decision makers
on where they wanted their mailers to go," he

says. According to Kraemer, the store employ­
ees are the ones who are most familiar with
the demographics of the neighborhoods sur­

rounding their businesses. They know where
the customers can be found and how to reach
them. "They're going to know that if you have
fixed income in an apartment complex down
the street, you don't mail them in the middle
of the month," he says.

P'r.au.c.tl.vc..
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Knowing your customers is important,
but earning their trust is equally vital to

success in the rent - to-own business, says
Kraemer, who favors a more proactive than
reactive approach in handling customers,

particularly those with delinquent accounts.

The crux of being proactive hinges on laying
the groundwork up front on what the rent­

to-own agreement requires of the customer

and then following through with attentive
account management.

"We find that it aggravates cus­

tomers to receive calls and that they
get frustrated when their account isn't
taken care of the way they expect;' he

says. "We try to communicate with
them on the front end and give them
full disclosure on how a rent - to-own

agreement works. Then we follow up
and make sure that their products
were delivered and installed properly.
We reiterate that that was a conven­

ient day for them to make their pay­
ment and the importance of it.

"If a customer does come in and
his account is delinquent, we get that
customer off to the side and speak to

him specifically about when he gets
paid and how often he gets paid;'

KRAEMER. RIGHT. WITH MEMBERS OF THE BESTWAY TEAM

BENNY CHEEK AND ROGER ESTEP
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Kraemer says. "And then, on the opposite side
of that, we go over the benefits of paying on

time. For instance, if they make their on-time

renewals, they'll never have any late payments
and will be able to open new accounts with us

if they need additional items. And although
we can't serve as a credit reference, if they
need a reference, we can show that they've
been timely with their payments."

Last, but certainly not least, Kraemer says
that customers in good standing deserve spe­
cial treatment as well. "If you compliment
people for doing something good, they have a

tendency to repeat it. As they come into the

store, you always compliment them for mak­

ing their payments on time."

��=
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Y
et gearing up a company to be more

proactive in its approach to rentals, cus­

tomers and collections does not happen

44 PROGRESSIVE RENTALS

"BESTWAY HAS AN
EXCELLENT CULTURE.
IT'S BEEN RUN AS A
VERY TIGHTLY KNIT
GROUP. PROBABLY THE
THING THAT I HAVE
BEEN MOST IMPRESSED
WITH IS THE TENURE OF
A LOT OF OUR STORE
MANAGERS AND
EMPLOYEES. IT'S A LOT
HIGHER THAN WHAT
YOU'D SEE IN THE
INDUSTRY."

without dedicated employees to back the

plan. Fortunately, Kraemer says Bestway Rent
to Own possesses a strong infrastructure of

people who have stood by the company for

years.
"Bestway has an excellent culture," he says.

"It's been run as a very tightly knit group.
Probably the thing that I have been most

impressed with is the tenure of a lot of our

store managers and employees. It's a lot high­
er than what you'd see in the industry. And
there's no question that customers want to

see a familiar face when they come in the
store.

"We have a lot of good people who are real

enthusiastic;' he says. "A good business model

certainly starts with people. I have to put peo­
ple close to me who believe in what I believe
in and that is: you'll never have happy, satis­
fied customers until you have happy, satisfied

employees. That's critical."
How does one keep employees happy?
"Celebrate the small victories," says

Kraemer. "We put new programs out there
and give these folks in the stores new chal­

lenges and things to aspire toward and the
smallest improvements have to be celebrated.
You've got to pat people on the back and let
them know that you appreciate what they do
for the company."

Kraemer offers the example of how one

additional delivery a day can make a signifi­
cant difference in a store's long-term success.

"It doesn't have to be a monumental pro­
gram that brings in 100 more deliveries," he

says. "We basically say we don't have to go out

and hit home runs; we'll settle for a lot of base
hits. If we consistently go out there and earn

the respect and gain one more customer than
what we traditionally have every day, then we

feel like we're making great ground to getting
where we want to be."

According to Kraemer, who sometimes

ponders these simple truths as his Harley rolls

along country back roads, "getting there" is
one of the most satisfying and enjoyable parts
of the journey in the rent-to-own business.

«I can't say honestly, in over the past 10

years, that I've ever gotten up and hated com­

ing to work. I love what I do;' he says. «There's

probably nothing that gives me more satisfac­
tion than working with people who have

goals and dreams and desires, giving them the

training and direction and support they need
and then watching them become successful." •

Katie Garza is a free-lance writer.



The RAM System Adygntage'
• Feature Rich
• User-Friendly
• Integrated Home Office Tools
• Unparalleled Technical Support
• Affordable Price

APR:) Associate Member since 1987

Information

Systems, Inc.
838 Jeanette Ave.
Magnolia, AR 71753

FOUTS BROS. TRUCK SALES
SPECIALIZING IN THE RTO INDUSTRY

• ONE-STOP SHOPPING

• DECALED AND DELIVERED
TO YOUR STORE LOCATION

• COMPLETE FINANCE PACKAGES

• NATIONAL BODY MANUFACTURERS
SUCH AS FLEX, SUPREME AND
GRUMMAN-OLSON

• SALESMEN WITH OVER 20 YEARS
OF TRUCK EXPERIENCE

• PROVIDING YOUR BUSINESS
WITH A NEW IMAGE

FOR DETAILS, PLEASE CALL JOHN NACE
(800) 948-5044 ext. 209 or (678) 300-8492

APR:) Associate Member since 1995
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truce I a concept of ute Systems I nc. I offers

dispute resolution ser
·

es to APRO m bers

e Association of Progressive Rental Org
Systems, Inc. CDS!) to provide its t all members at deep-discounted
prices. The truce system is Igned to resolve sputes, including employment
disp.utes, out of c . t includes efforts to c olve controversies in-house. If

a resolve is obtained, two processes eo used for settling disputes: mediation,
which is' ormal, confidential, a on-binding (4Jnless a voluntary settlement is

ed); and arbitration, which
.

Alternative dispute resolution offers a quick, confi cost-effective manner

to resolve employer-employee disputes. Most cases settle in me I .. Those that

do not are disposed of through arbitration - a process which is a fair alt

to court litigation. The truce system is a benefit to both employee and empl yer

and provides a more stable employment environment.

The truce service package will cover all disputes, including termination, sexual

harassment I performance evaluation, wage and compensation, constitutional­

statutory-common law claims, benefits and failure to hire. DSI>pr6vides all the

necessary tools to impJement and carry out the program, such as forms, updates,
training, implementation assistance and continuing suppoct-cs well as the supplying
of qualified mediators and the administration 6f all proceedings. If the dispute
d�es [lot se tiel" mediation, DSI notifies the National Arbitration Forum to end

the dispute with binding arbitration.

APRO Members only:
For a special negotiated price,
you can virtually eliminate unnecessary
attorneys' fees, long delays, unwanted
publicity, and other costly uncertainties of
court litigation. Annual rates are from as little
as $250 per year, based on number of employees.
Neutrals and nominal filing fees are additiona"l.

For more information, call APRO's

Carolyn May at 512.794.0095
or contact DSI directly:

Larry K. Montgomery, CEO, DSI
P.O. Box 50208, Austin, TX 78763-0208

Tel. 512.454.5388: Fax. 512.454.5422

trucedsi@aol.com, www.truceonline.com
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Appliances
The foLLowing list of appliance suppliers cater to the rental-purchase industry.

ALL are either APRO associate members (*), advertisers in APRO publications (+), APRO
convention exhibitors (II) or APRO-endorsed member benefit program providers (-).

Almo Corp.*"
Contact: Warren Chaiken
2709 Commerce Way
Philadelphia, PA 19154

215/698-4071; fax 215/698-4095
wchaiken@almo.com

Capitol Sales Co. *

Contact: Stephen Konsor Sr.
3110 Neil Armstrong Blvd.

Eagan, MN 55121-2234

800/467-8255, ext. 116;
fax 800/440-4077
skonsor@capitolsales.com

The Crosley Corp. Inc. * "+

Contact: Bert Miley
675 N. Main St., P.O. Box 2111

Winston Salem, NC 27102-2111

336/761-1212; fax 336/721-0685
crosley-sales@crosley.com

GE AppLiances* "+

Contact: Paul Eichberger
307 N. Hurstbourne Pkwy.
Louisville, KY 40222

800/782-8097; fax 800/772-6704
Paul. Eichberger@appl.ge.com

Maytag Appliances*"+
Contact: Missy Hodges
403 W. 4th St. N.

Newton, IA 50208

641/787-8481; fax 641/787-8779
mhodge@maytag.com

RES Marketing Inc. *" +

Contact: Michael E. Gerwe Jr.
4909 Nassau St.

Tampa, FL 33607

800/444-7304, ext. 210;
fax 800/444-7312
mgerwejr@resacc.com

Sears Commercial Solutions*"
Contact: Nikki Kozlowski
3333 Beverly Rd., E5-150B
Hoffman Estates, IL 60179

847/286-6618; fax 847/286-6790
nkozlow@sears.com

Sears Contract Sales*"
Contact: Kevin Wade
9416 S. Sand Hill Pl.

Highlands Ranch, CO 80126

303/471-5734
kwade3@sears.com

Tritronics Inc. *

Contact: Kim Wagner V.P.
1306 Continental Dr.

Abingdon, MD 21009

800/638-3328, ext. 1211;
fax 800/888-3293
kwagner@tritronicsinc.com

Vance Baldwin Inc. *

Contact: Robert Coolidge
7060 State Rd. 84, #12
Davie, FL 33317

954/723-9191, ext. 131;
fax 800/552-1431
robertc@vancebaldwin.com

Whirlpool Corp. *"+
Contact: Craig Moon
2000 M 63, Mail Drop 3302
Benton Harbor, MI 49022

616/923-3243; fax 616/923-5483
craig_r_moon@whirlpool.com

�-----------------------------.
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Alliance Computing
Technologies .4

BDI-Laguna 15

ColorTyme 2

Consumer Electronics Show .43

Crosley 19

Dell Computers .4

Fouts Brothers .45

FutureWare 11

G .E. Appliances IBC

High Touch 17

Ideal Software 33

Rental Information Systems .45

Rent Rite 47

RES Accessories 10

RSSS 27

Rug Doctor 13

Tele-Track 3

Thomson/RCA 24-25

TRIB Group 11

Truce/Dispute Systems .46

Whirlpool .IFC

Zenith BC

LOOKING
TO SELL?
�

LET RENT RITE
BE YOUR SOLUTION
Rent Rite is interested

in acquiring your

rental-purchase stores.

Our primary goal is

to acquire stores in the
eastern United States.

Contact Ed Stanko
at 561-995-8832.
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By Julie Sherrier

al Dealer's Association
FloridaRent

6608 Adamo Dr.

FL 33619-3416
Tampa,

813/623-5461

Fax
813/626-8195

On August 11, 1987, Florida rent-to-own

dealers were asked to attend a meeting about

forming a state association. Twenty-six deal­

ers attended, representing approximately 150

stores. An executive committee was elected
:

and legal representation was hired to draft

state RTO legislation.

Some of the original FRDA members includ­

ed Norman Slatton Sr. of Bi-Rite Co. Inc.,

Harold Hutchins of American Rent to Own,

attorney Sam Choate, William F. Donahue of

RentWay, Dan Gaffney of Companion TV

Rental and Paul Upchurch and Margo Tillot­

son of Champion Tv.

At the time, a Florida rental dealer was

faced with a lawsuit that sought to put the

entire industry in the state out of business.

Needless to say, that didn't happen. The

industry quickly banded together and passed

favorable RTO legislation by September 1988.

.

Champion TV "championed" the initial lead­

ership roll with Margo Tillotson at the helm.

She saw FRDA's efforts rewarded when it was

crowned AFRO's State Association of the Year

in 1993. Shortly after that, merger mania

took off in RTO and Champion TV was no

more and FRDA became inactive for several

years. During this time, legislation was intro­

duced and passed exempting RTO dealers

from being able to file criminal charges

against those who stole our property.

In the summer of 1998, Bi-Rite Co., dba

Buddy's Home Furnishings, accepted the task

of re-organizing rental dealers in Florida and

a meeting was held. Terry Beville was elected

president and Kim Slatton secretary and

treasurer.

In 1999, FRDA was notified of unfavorable

pawn shop legislation and, wanting to change

the unfavorable exclusion of rental dealers in

criminal prosecution, association members

traveled to the state capitol to meet with legis­

lators and senators and hired a lobbyist. An

active board of directors was in place: Jan

Arnett, Michael Bennett, Kirk Kaye, Mike Rut­

ledge, Ed Stanko, Larry Sutton and Ron

Thomas. In early 2000, FRDA became the first

state RTO association to hold a state legisla­

tive conference. Two sponsors were secured

and in 2001, the association successfully

passed into law revised wording to the statute

eliminating rental dealers in Florida from

being excluded from filing criminal charges.

This past June, FRDA held its most success­

ful annual meeting in Orlando, with 54 golfers,

150 meeting attendees and 26 vendors.

Last year, Buddy's Home Furnishings in

Tampa won a major victory for all RTO deal­

ers in Florida with an out-of-court settlement

with Cash America Pawn in four lawsuits.

Basically, the settlement consisted of the

pawnshops agreeing to return any pawned

merchandise upon presentation of proof of

ownership at no cost to the appropriate

rental store.

FRDA also has plans to create the FloRiDA

newsletter and an FRDA Web site, to pursue

the creation of a statewide rental dealer

stolen property database and putting the final

plans together to honor one of Florida's truly

great RTO heroes at its 2003 annual meeting

by hosting the first annual Norman "Slatts"

Slatton Sr. Golf Tournament and an evening

of old friends and memories during a "Post

Roast" emceed by the one and only "Rev­

erend of RTO" Larry Sutton.
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Call Don Julson at 847-941-8734 or visit www.zenith.com
DVDjVCR Combination
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