
 



We're excited to partner with the rental industry to

offer the award-winning Dell™ Dimension™ PC.

America's favorite value-line consumer PC-along with its award-winning
features-is now available to the rental industry. Dell is offering select
consumer desktop pes with the following enhancements:

• 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

• Store training and promotion of Dell products

Satisfied rental customers. Easy as Ml.L"
Call 1-888-781-3355 ext. 69571 or call your dedicated Dell sales representative 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.
.



 



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 old ones.

Now available:

Management of the Rent-to-Own Account

Control your
own destiny!

_Join a winning
team!

RENT·TO· OWN™

£,,�
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

Cilli Our Frilnchising Depilrtment:
(BOO) 411-TYME or (97i!) 60B-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

<:reletrack:>Reduce Losses From Skips. Structure More Profitable Deals.
For more information visit www.teletrack.corn, or email.webinfo@teletrack.com A Rrst American Company

©2002 Teletrack, Inc., 155 Technology Parkway, Suite 800, Norcross, GA, 30092



 



COMPILED BY

JULIE SHERRIER
(-SPAN covers recent
RTO House debate

After
a four-hour debate on September

18, the U.S. House of Representatives
passed the Consumer Rental-Purchase

Act (HR l701) by a vote of 215-201.

Forty-six Democrats voted in favor of the bill, while 43

Republicans voted against it.

"This is a landmark
occasion when a majority
of the House has learned
enough about the indus­

try and the transaction to

adopt federal legislation
that is similar to legisla­
tion that currently exists
in 47 states;' says Gary
Romine, APRO president.

The debate was tele­
vised nationwide by
C-SPAN. During the first
40 minutes, the House
debated on the rules of
debate of the actual leg­
islation. Subsequently,
two amendments by
John LaFalce (D-New
York) and Maxine Waters

(D-Calif.), which dealt
with cash price limita­
tions and product liabili­

ty, were defeated. Waters
then attempted to send
HR 1701 back to the

Financial Services Com­

mittee, which also failed.
Vocal proponents of

HR 1701 included

Spencer Bachus (AL),
Walter Jones (NC), Max
Sandlin (TX), Sue Kelly
(NY) and James Maloney
(CT). Vocal opponents to

the industry included
Waters, LaFalce, James
Sensenbrenner (WI),
Stephanie Tubbs Jones
(OH) and Barbara Lee

(CA). To get a complete
list of votes, visit http://
clerkweb. house.gov/
cgi-bin/vote. exe?year=
2002&rollnumber=395
on the Internet.

U.S. Senator Mary
Landrieu, (D-La.), intro­
duced the Senate version
of HR 1701 along with
seven other co-sponsors
on September 18. The
Senate version of the bill
is S2947. The bill has
been referred to the Sen­
ate Banking Committee.
APRO is encouraging all
APRO members to con­

tact their U.S. senator to

co-sponsor S2947. To do
so, just visit the APRO

grassroots Web site at

www.capitolconnect.com/
APRO!.

APRO's online
training offers
special prices

The APRO Rental

Training Online Program
continues to exceed all

expectations. Since its

inception last October,
more than 1,000 courses

have been taken. It has
been such a success that
APRO-in conjunction

SEPTEMBER-OCTOBER 2002 5



with 360Training-will
be instituting some

improvements to the
APRO Virtual University.
Due to the program's
high demand, APRO has
had problems issuing
Certificates of Comple­
tion in a timely manner.

Soon students will be
able to print their own

certificates upon comple­
tion of a course and use

them for verification
with their employers.
They will also have the

option of requesting
their certificate from
APRO, if they have no

means to print at their
location.

In addition, APRO is

working to make Rental

Training Online even

better by making a new

corporate report
available to compa­
nies that have an

account set up with
APRO. This report '

will be issued

monthly, before any
charges are made to

the company credit
card, allowing com­

panies to make cor­

rections in advance
and therefore mini­

mizing any errors. in

charges.
During these

upgrades to the sys­
tem, APRO is offering a

special $9.95 price to any­
one who takes courses

between now and
December 15,2002. At
that time, a new pricing
structure will be put in

place. A flat fee per course

APRO'S 2002-03 BOard of Directors

The following members wer.e elected at the convention

to serve the APRO membership during the next year:

EXECUTIVE COMMITTEE

• President: Gary Romine,
Farmington, MO

• First Vice President:

Mamie Salazar-Harper,
ElPaso,TX

• Second Vice President:

"TIger" john Cleek,
Columbia, MO

• Secretary: Lyn Leach,
Malcolm, NE

• Treasurer: Robert Briley,
Abilene,TX

• Immediate Past President:

Gary McDougal, Hixson, TN

BOARD OF DIRECTORS

• 'Larry Carrico, Mt. Vernon, IL
• David P. David,

Bloomington, IN

,

• Gary Hughes,
Clarkston, WA

• Chris Korst, Plano, TX
• jeff Lebakken, Chippewa

falls, WI
, • Mark Peterson, Yakima, WA

• john Rogers, Wichita, KS
• Kelly Sayre, Denton, TX
• james Strong, Delhi, LA
• Shannon Strunk,

I'

Pascagoula, MS
• Michael Viveiros,

I. Canfield, OH
• Amy Zeller-Fankhauser,

Defiance, OH
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will be charged for all
courses and sponsors of
the program will be cred­
ited the appropriate
amount based on their
level of sponsorship.
These credits will be
issued prior to the

charges being put
through to eliminate

overcharges. With this

simplified pricing struc­

ture, we hope to make the

accounting side of the
online training program
easier and more accurate.

Be sure to watch for
the latest course. The tar­

get date for "Customer
Satisfaction in Rent To
Own" is December 15. If

you have any questions;
contact Shelley Martinek,
APRO education direc­
tor, at 800/204-2776 or

smartinek@apro-rto.com.

"Name that
Convention"
winner

The winner of the
"Name that Convention"
contest for the 2003

APRO Convention and
Trade Show, scheduled
for August 12-15 in
Reno, NV, is Kelly
Sayre of Ioni Inc.
dba Alliance
Rental Center in
Denton, TX. The
theme Sayre .���
came up with

'

_Jj
is "Ridin' High in Ct �

Reno." Sayre will r

be issued a full

Aaron Rents
to purchase
Oklahoma retail
chain

With the pending
purchase of home fur­

nishings retailer Sight'n
Sound Appliance Center,
based in Oklahoma City,
Atlanta-based Aaron
Rents is setting the stage
to "open up much larger
opportunities for the

company's future expan­
sion;' says Gilbert
Danielson, Aaron Rents
chief financial officer.



APRO creates online community
at www.APROVision.org

ust having a Web site today is not

enough to accomplish what's needed

on the Internet," writes John Rogers,
director of sales for High Touch Inc.,

in his article on page 22 on "What the

Internet Can Do for You." There's a new

concept emerging known as "community of

interest."

would become a common gathering point
for rental dealers," says Rogers. "Every PC

connected to the Internet has a default Web

page. We thought, why not have the PC's

browser point to the APRO Web site?" The

idea behind the new site was to create a

"community of interest" for those in the

industry.
To meet the growing needs of the

APRO membership, the Association, in

conjunction with High Touch Inc.,
unveiled a new online community for

rent-to-own professionals at

www.APROVision.org/. The new site

went live in October and includes not

only all the elements of the previous
APRO Web site, but also a wealth of

links and news that considerably broad­

ens the scope of the old site. High Touch

is a company that develops of point-of­
sale and accounting software for the

rent-to-own industry.
Based on a television format,

www.APROVision.org currently has 14 chan­

nels, including the Rental News Network,
APRO Sports News Network (ASPN), Rbay (a
dealer-to-dealer product and service

exchange), the legal Channel, an Entertain­

ment Channel, a Travel Channel, Pay Per

View (a member's-only section), Rental

Shopping Network, the Weather Center, the

learning Channel (including APRO's Rental

Training Online), the State Network (for
state associations), the Rental History
Channel, a Resource Center and the Virtual

Trade Show.

"We wanted to create a Web site that

Football Centers
Wh.th.rlt"prof.lfloru,lorcoll."'., ..neth.rlt'.th.HomJo'th....Jtk, ...... yov'tIb. lurato#fnd .11�o"n••d
"ltt>lnourHFlo,HCAAFo,;tlu,nC."blfJ, W.'".lnc!ud.dUnk••nd",oul"CII.th.twlllb.,u"tok••pyou
""'''''nto .... llth.t'.h·pp·"iI>olnfootb.u,

Basketball Centers
W.'ve ...rdl.d th.lnu,,,.tto find the ,UOUl'ctU th., proVide you .. ,thJu�t .bout .nrythlnfjlyou'!I " ••d to

n kno•• boutbuk.tb.U. ltdo••"'tm.thrlf�o"follo,,,th.(01I.9.9.m.Qrth.H&AorW"8A...,ou'tlh.v••U

th.n.",and,,,,.l"!UJf,,,ht;l\'10ur#lnQ,rtlpl.

Major League Baseball Center
OurnaUon"plltlm,hlln.vtl,b••n •• ,I.,tofollow, OwMIljMIA.gU.a...b,.Jlc.nt.,h.. b••nd..... lopl
,p.cfli�U., for tho•• fan, dut un't filet ,,,,ou;h. wh.th., 'Iou'... lookl ...g for Ittts. �.m ,olJtl,.. 0' p.rt,.PI
purd'l .. lng .. p .. lrr:f9 .. m.ti<k.t,0",1I".'Vol,I',..u,.to�",d"Y.rythl"'9withl,. ou.c..,qr.

"Community of interest" is the founda­

tion of many new or redesigned Web sites,

says Rogers. The new Web site will feature

links to industry news, dates, times and cal­

endars of events, links to national news ser­

vices, travel and discount airfare/car
rentals, links to industry educational oppor­

tunities, business advisors, surplus mer­

chandise availability, sports scores, search

engines and many other useful resources.

"We hope that with APROVision.org,
rental dealers everywhere will find all they
need and more and will consider the APRO

site an Internet 'home,'" says APRO Execu­

tive Director Bill Keese.

SEPTEMBER-OCTOBER 2002 7



"Our plan is to operate
these stores as a separate
unit of the company;' says
Danielson. According to

the company, the Sight'n
Sound employees and

corporate offices will
remain once the transac­

tion is processed. One of
the changes that will be
made will include adding
a leasing option for cus­

tomers of Sight'n Sound
merchandise, a move that
could capture more of
the business that previ­
ously might have been
turned away.

"If you look at the

people who look for

financing [at Sight'n

Sound], 40 percent to 50

percent would be turned
down;' says Danielson.
"We want to take those
who are turned down for
credit and turn that busi­
ness into revenue."

Company manage­
ment says that if the pur­
chase of Sight'n Sound
and the implementation
of the new leasing alter­
native prove successful,
the deal in Oklahoma

might serve as a model
for additional growth
through acquisitions for
Aaron Rents.

Sight'n Sound oper­
ates 26 stores in Okla­
homa and Kansas and

Rent One raises $]0,000
for local Habitat chapter
For

the eighth consecutive year, Rent One in Mt. Ver­

non, IL, held its Vendor Appreciation Golf Outing at

the end of June. To date, this annual event has

raised more than $40,000 for the Jefferson

County Chapter of Habitat for Humanity.
This year, the participants raised

approximately $10,000.
In addition to the tournament spon­

sorships, vendor donations of more

than $2,500 in merchandise was raf­

fled away, including a 42-inch big­
screen television provided by BOI

Laguna. Though the $1,000 grand prize
went t� Zenith representative Mike Wood,
the real winner was Habitat for Humanity as

Wood donated half of his winnings to the charity.
Tournament winners took home or also

donated their winnings to Habitat for Humani-

ty. The winners were Bob Scott, Starr Payne,
!Sharon Carrico and Bob Thomason.

8 PROGRESSIVE RENTALS

Sr. made the Atlanta
Business Chronicle's

"Superstars worth $100
million to $199 million"
list in August. Louder­
milk ranked No. 19 with
$119.2 million. According
to the article and the

company's proxy state­

ment, "Loudermilk
received $771,241 in

salary, bonus and other

compensation in 2001.
He also owned 2,381,612
shares of the company's
Class A stock, valued at

$62,517,315 on May 31

and approximately
2,234,306 shares of its
common stock, valued
at $56,639,657."

Loudermilk has
served as chair­

man/CEO of
Aaron Rents
since the compa­

ny began in 1962.

has current annual sales
volume of about $60
million. Aaron Rents has
more than 650 company­
operated and franchised
stores nationwide and in
Puerto Rico and reported
revenues of $546.7 mil­

lion last year.
"We consider

this a test as to

whether we can

acquire a tradi­
tional retailer and

expand its busi­
ness through

offering
to cus-

ership options;'
says Danielson.

In other Aaron
Rents news, Chair­
man and CEO R.
Charles Loudermilk



BOI-Laguna Corporation
we've got what your

customers are looking for!

COMPAQ
PRESARIOpavilion

HP Pavilion Desktop Compaq Presario Desktop

We've got it! 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

your CE and Computer products can ride together, saving you time and money. Ordering is

simple, Call us at 800.241.5641 or visit our new B2B web site.

COMPAQ
invent

www.bdiloguno.com/rto
800.241 .5641

3655 Atlanta Industrial Drive Atlanta, GA 30331

Eti-MUm
Your convergence experts!

APR:) Associate Member since 1997



offers
bers

ed); and arbitration, which'

Alternative dispute resolution offers a quick, confi

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

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

to court litigation. The truce system is a benefit to both employee and empl 'fer
and provides a more stable employment environment.

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

harassment, performance evaluation, wage and compensation, constttuticncl­
statutory-common Jaw claims, benefits and failure to hire. DSL, pr-6'VTC1es all the

necessary tools to implement and carry out the program, such as, forms, updates,
training, implementation assistance and continuing sup_p.or..:lr,as" well as the supplying

�

of qualified mediators and the admini�t_r_aj:i-G'rrt)f all proceedings. If the dispute
-�----'- ,- .

"
. ./

d2es not.settle In mediation, lJSI 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

I 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 additional.

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



RentWay
subsidiary
DPI Teleconnect
signs celebrity
spokesman

DPI Teleconnect, a

subsidiary of RentWay
Inc., and one of the
nation's largest providers
of pre-paid home tele­

phone service, entered
into an exclusive relation­

ship with sports legend
Herschel Walker. Walker
will become DPI's nation­
al spokesperson in con­

nection with a new

marketing campaign for
the company.

DPI Teleconnect's

strategy for new cus­

tomer acquisition is
based on a significant,
consistent television

presence. Hundreds of

agent locations have
been added throughout
several store chains,
including Cash America

International, Winn­

Dixie, EZ Pawn and
Flash Markets.

Kraemer
assumes new

post at Bestway
Former Rent-A-Center

executive vice president

ter/Renters Choice since
1995. As executive vice

president, he was respon­
sible for the operation of
more than 1,000 stores.

Bestway's Teresa A.
Sheffield has left the

Information

Systems, Inc.
838 Jeanette Ave,

Magnolia, AR 71753
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Meanwhile, inOhio, members of the Ohio Rental Dealers
Association met in September to celebrate ORDA's 15th
anniversary. Above: ORDA President Ernie Lewallen awards
Greatest Soldier honors to RTO advocate Sam Choate. Also
honored at the meeting was first ORDA President Pete
Bush. Right: APRO PAC co-chairman Lyn Leach speaks to

the group on how to love a career in rent-to-own.

David A. Kraemer was

appointed to president
and CEO of Bestway Inc.
in July. Kraemer has 19

years experience in the
rent-to-own industry. He
was with Rent-A-Cen-

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

APR:) Associate Member since 1987



Making Your Money Work
In today's business world, it's
pretty hard to make your pur­
chasing dollars work for you.
That's why we at TruB

Group go out of om way to

help om members make the
most of every single dollar.
We are America's largest
rental industry buying group,
and since 1983, we've gotten
pretty good at taming the wild
dollar. And now, ladies and

gentlemen, kindly direct your
attention to the center ring!

With lots of great volume
discoun ts, as well as

exclusive vendor
l' e bat e programs, we're
able to get you the same

product that you're already
purchasing - for less

money! In fact, you'll be
amazed at how much we

can simplify some of your
company's business, which
we know can seem like a

three-ring circus.

• Come one, rome all,
10 the grealest savings on earth!

•

IN CONTINUOUS SERVICE TO THE RENTAL INDUSTRY SINCE 1983
VISIT OUR WEBSITE: www.tribgroup.com

APR:)
An Associate
Member since

1983

3180 Presidential Drive Suite F Atlanta, Georgia 30340

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

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

OR LEASE FOR $75 A MONTH

RTO PRO INCLUDES:

Complete inventory, including depreciation
Retail sales i;r Complete rental

Collection and overdue reports and on-screen account

Management i;r Billing i;r Airtime accounts

Contract printing i;r 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!

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

INFORMATION AND TO DOWNLOAD THE DEMO.

FREE DEMO AVAILABLE.

FUTUREWARE ENTERPRISES INC.
5026 Gall Blvd., Zephyrhills, Florida 33541
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company and R. Brooks
Reid will remain as

chairman of the board.

Bestway owns and op­
erates 69 stores in Alaba­
rna, Arkansas, Georgia,
Mississippi, North Car­

olina, South Carolina and
Tennessee.

BOI-Laguna adds
HP to RTO line

Consumer technology
supplier BDI-Laguna will
be adding Hewlett­
Packard PCs and printers
to its product line in the
near future. The compa­
ny announced on Sep­
tember18 that it would
be HP's distribution arm

supplying PCs, printers
and notebooks to the

growing rent - to-own

market. Previously, BDI­

Laguna was Compaq's
exclusive distributor for
the RTO channel.

Now that HP and

Compaq have merged,
"BDI-Laguna is very
excited about its new

relationship with HP;'
says Joel Blank, executive
vice president of BDI­

Laguna. "I am confident
HP and Compaq brands
will become the leading
lines of personal com­

puters within RTO."
HP plans to market

both the Compaq Pre­
sario and HP Pavilion
brands to RTO. "By part­
nering with BDI - Laguna,
HP expects to capture
significant market share
within the RTO channel,
providing incremental
revenue opportunities

,



for the HP Pavilion

product line," says Leslie
Hertford, district sales

manager of HP's Imag­
ing and Printing Group.

honors in the 2002
.

WebAward competition
(www.webaward.org).
APRO's recently com­

pleted site was named as

one of the nation's out­

standing Web sites.
Kudos to Faye

Rougeau, APRO's Web

designer, and Julie Sherri­
er, AFRO's Web content

editor, for striving to cre­

ate an award-winning site.

They are also working
with the

I High
r Touch team

7 toward the

upcomingweb awa ds APROVi-

APRO Web site
wins award

. While APRO is cur­

rently 'working in con­

junction with High
Touch to create a "com­

munity of interest" Web
site for the Association

(see related story on

page 7), the current

APRO site at

www.apro-rto.com
recently received top

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
SEPTEMBER-OCTOBER 2002 13



Educate, then legislate

t is with great excitement that I am writ­

ing these words. After eight years of

traveling to Washington, D.C., to push
forward federal legislation for the

rental-purchase industry, we are finally
seeing some light at the end of the tun­

nel. On September 18, we witnessed a very suc­

cessful vote on the industry-supported bill (HR
1701), passing it out of the House of Representa­
tives. This truly has been an orchestrated effort by
many individuals to accomplish this success.

I remember one of my first appointments with

Congressman Dick Gephardt's office, the majority
leader at the time. What an awesome experience

that was. I was very nervous at first, but after a few
minutes of visiting with the staff responsible for
House Banking Services at that time, I realized the
desire they had to understand the needs and con­

cerns of their constituents.
The subsequent meetings were easier, except

one. This individual was rude and felt that our

industry should be ashamed of itself. I eventually
got the message across that our transaction
involved a lot of services to our customers. That
office did a 180-degree turn and voted for our

bill. As people understand what we do, it becomes

easy for them to accept and support our industry.
I had a hard time understanding how anyone
could be so against our industry. Diligent educa­
tion and time has changed that.

As the years have gone by and the
education process has taken place, I
realize more than ever that persistence
and consistency most certainly make an

impact for a legitimate cause. The rent­

to-own industry is an important and

integral part of our economic market

By GARY ROMINE place.
APRO's President There have been too many people in­
............................................ volved to name them all individually,

but I do want to say thank you to all those who
have played a critical part in making this legisla­
tion happen. I am referring to our lobbyists, the

attorneys from the large companies, the APRO
staff and the numerous dealers (that grassroots
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"We have to

educate first on

the importance
and value of theeffort) across America

who have made this

happen. You guys are

a one of kind.
As of this writing,

we are launching our

Senate effort with Sen­
ate Bill 2947. Sen.

Mary Landrieu has in­
troduced the Senate
bill with a strong bipartisan support from five De­
mocratic senators and three Republicans. We now

face the daunting task of getting a hearing from
Sen. Paul Sarbanes and his Banking Committee.

Sarbanes' resistance to our legislative
efforts has been ongoing for years. Even
with the eloquent representation from
our Maryland rental dealer, Tracey Mor­

gan, we always seem to fight an old image
with Sarbanes' office. These legislative

obstacles remind me that the industry's story is as

important, if not more important, than the

industry's legislation. My point being that as in
the congressman's office I mentioned earlier, we

had to educate him first on the importance and
value of the industry and our transaction before
we could then gain his legislative approval and

support.
Sarbanes is only one senator, however, and we

have many allies. Now that our legislative days are

numbered, we turn to our House victory and our

Senate allies to provide us with other legislative
opportunities to include our bill in a legislative
compromise that routinely happens at the end of
the session.

I cannot stress enough the importance of our

House victory. The significance of such a victory
is historic. Less than 1 percent of all bills ever pass
one house of the Congress. Without the passage
of the House bill, we would not be able to have
the credibility or leverage to include our bill in a

potential conference-type bill. More important,
watching the entire U.S. House pass a favorable

judgment on our industry has justified our fight.
I am proud of this industry and its hard work.
Let's go finish what we started.•

industry and our

transaction before

we can then gain

legislative
support."

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



GIVE PEOPLE The life of a rental appliance is a

rough one. Often having to with­

stand several owners in a single year,

they each need to be built to last.

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 customer can appreciate. But

not as much as you'll appreciate our

extremely low service incidence

rates. To learn even more about how

s OME T H I N G

SPECIAL

AND THEY WILL

'Whirlpool Corporation can help

your business, contact us today.

APPRECIATE IT.

888.567.7368

insideadvantage.net

APR:) Associate Member since 1981



recently tuned in to a rerun of Ken
Burns' famous documentary on the
Civil War. There is a Southern writer by
the name of Shelby Foote who provides
the commentary throughout the film.
There is one sequence where he says the

people referred to the United States as "are"
before the Civil war. After the war, the people
referred to the United States as "is." In other

words, before the Civil War, the American people
referred to the United States as a collection of

independent states and after the war the people
viewed the states as a country with sovereignty.
This was a major change in perspective and set

the stage for our country
to become the greatest in
the world.

''All for one and one

for all!"All for one...

I hope everyone read­

ing this is familiar with the famous line attributed
to Alexandre Dumas' characters in The Three
Musketeers. If any motto holds true for our indus­

try, it is my belief that this is it. Our attitude about
ourselves is the reason we, as an industry, have
been so successful over the years.

There are new rental dealers and new associ­
ates who may not have had the opportunity to

experience this camaraderie. They may realize
that there are state laws that regulate the rent-to­

own transaction as a lease and not a sale. They
may not know, however, the extraordinary efforts
rental dealers put forth over the years and around
the country that helped make these laws a reality.

Those new to the business may take for grant-
ed that the tax status on their businesses is classi­

fied as a lease and not a sale with the
Internal Revenue Service. What they
may not know is that in the early 1990s,
the IRS tried to change the manner in
which the transaction was treated for
tax purposes. Had the industry not

banded together in a unified manner,

By BILL KEESE the rent-to-own transaction and rental

APRO's Executive Director companies would look much different
........................... today.

I suspect also that there may be rental dealers

today who take for granted the very nature of the
rent - to-own transaction and the fact that there are

so many rental dealers in the business. The found­

ing fathers, particularly Chuck Sims, Bud Holla-
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"I hope we never

slide back to the

point where rental

day and Barry Gambi­

ni, made a point to

teach interested peo­
ple about the industry.
They had the revolu­

tionary idea that to

grow their business, it
would be best to grow
the industry.

This year APRO is

celebrating its 22-year
anniversary as the
"national" association of rent - to-own dealers. As
our name implies, a national organization pro­
motes and protects the best interests of everyone
in the industry, not just part of the industry or

part of the country.
Our industry has prospered and grown

because, at many points in the past, rental dealers

began perceiving this as an industry made up of

many independent companies and that what was

in their best interests was in the best interest for
all. The rent - to-own industry "is" strong today. We
have accomplished feats that few fledgling indus­
tries can boast of in such a short amount of time.

For the growth and prosperity of all rent - to­

own companies, I hope we never slide back to the

point where rental dealers perceive the industry
to be just a collection of independent companies
who just happen to make up an industry.

As long as we have the commonality of "is" and
not "are," rental companies, owners and employ­
ees will prosper.

All for one and one for all, that is our motto.•

dealers perceive
the industry to be

just a collection

of independent
companies who

just happen to make

up an industry."

Bill Keese's e-mail addressisbkeese@apro-rto.com.
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A concept to retain customers

ere is a radical, potentially
industry-shaking marketing
idea that I have just learned of
from a rental dealer who tells
me that he does not mind

sharing it. It is an extension of
a customer's reinstatement rights beyond all pre­
vious bounds. It is an effort not to disappoint
customer expectations and, further, by not disap­
pointing customers, the program aims to keep
them as customers far longer than would other­
wise be the case.

Here is how it works: all rental payments made
in the store count toward ownership of rental

property-always. So far, it sounds like lifetime
reinstatement. The extension is that the customer

can apply the rental payments made to any item
in the store-always. For example, if a customer

rents a television for $100 per month for six
months and has to return the item, that customer

now has six months worth of rental payment his­

tory in the store. That payment history can be
used toward ownership of that television, of
course, but can also be applied toward the pur­
chase of anything else in the store. Talk about

building customer loyalty and repeat business!
Let us suppose that the customer gave back the

TV because he ran out of money. He may not be
able to rent anything again for a while. But it does
not matter. The payment history does not go

away. When and if the customer wants

to rent something again, be it the TV or

something else, he has $600 in the store

system toward ownership.
The program that I looked at had a

few limits, but only a few. The customer

cannot come back in and grab some­

By ED WINN III thing off the shelf that costs $600. He

APRO's General Counsel must rent something with a remaining
.............................................................

term of at least six months, although he
does not have to rent another $100 per month
item. He can choose something with a higher or

lower rental rate, depending on his circumstances
and desires and needs at the moment. If he rents

a $50 item this time for two months and returns
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it, now he's got $700
in the system that he
can use the next time
he comes in.

What does such a

program do to opera­
tions? For one thing, it
increases deliveries.

"In the program

that I reviewed, more

than 70 percent of

deliveries were to

repeat customers.

And talk about

customer

satisfaction!"

Former customers who have returned merchan­
dise come back regularly to take advantage of the

payments that they have in the system. The store

has a higher mix of used idle inventory than in

ordinary rental stores. Some customers become
fickle with this program and there is some

"churning" of prod­
uct by customers.

They try a sofa for a

few weeks and then
return it and choose
another color, be­

cause they can. The store, while increasing deliv­
eries, is also increasing pick-ups. There is more

store activity, in general, and more interaction
with customers because of the increased choices
in the program; store employees are busier, al­
most all of the time. Product goes in and out of
the store more with more wear and tear on vehi­
cles and products. There are increased refurbish­

ing costs.

But, oh, the customer loyalty! In the program
that I reviewed, more than 70 percent of deliver­
ies were to repeat customers. And talk about cus­

tomer satisfaction! If we accept customer survey
information about intent at the onset of the
transaction, up to 90 percent of customers intend
to rent long enough to own. If keep rates hover at

30 percent or less, then a lot of rental customers

leave rental stores with their hopes dashed. They
may have no one but themselves or bad luck to

blame, but they are still disappointed. Many will
return to rental stores anyway, determined to

manage their money better the next time or per­
haps hoping that their luck will change, but with
a few hundred dollars in their store rental
account, they will be eager to return and there is
no reason to be disappointed anymore.

The dealer I spoke with has been doing this

successfully for seven years. It may be an idea
worth pondering by other dealers.•

Ed Winn's e-mail addressisedwinn@e-bylaw.com.
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Let's teach them a lesson

here is a procedure at my com­

pany where store managers are

required to contact our corpo­
rate offices to receive authoriza­
tion before initiating any type of

legal action against a customer.

The primary reason for this is to have an unbi­
ased set of eyes look at the information submitted
to see if "going legal" is a good business decision.

We do this because sometimes it is easy for
store managers to let emotions cloud clear think­

ing, because sometimes there is a powerful feeling
to "teach them a lesson" and to try to punish
those customers who try to "rip us off."

Every business owner would love to have a

group of managers who treat inventory as their
own, who make every effort to protect the assets

of the company, who passionately try to run the
business as though their own name was on the

sign out front. Problems arise, however, when a

manager takes it too personally. This is when bad
decisions are made. This is when we find some­

one willing to pay $350 to file a Replevin action to

recover an item with a book value of $275.
We should fight the urge to try to punish cus­

tomers who steal from us. After 21 years in the
rent - to-own business, I believe I have evolved to a

higher level. Hopefully, it won't take you as long.
As an account manager and also as a manager, I
wanted to incarcerate every skip, stolen and bad

account.

Today, I feel sorry for people whose
lives have reached a point where they
now will not even be able to rent some­

thing.
There is also a corollary to "teaching

them a lesson." It is called "sending a

By MICHAEL J. VIVEIROS message." This is when the manager
............................................................................ wants to "send a message" to the com-

munity or neighborhood that "they just can't rip
us off and get away with it." There is a flaw with
this argument as well. Most rental customers

know they can keep the merchandise without

paying for it and it is very unlikely that anything
will happen to them. This knowledge does not
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"There is a corollary
to 'teaching them a

lesson.' It is called

'sending a message.'
"-

This is when the
motivate customers to

steal any more than
the knowledge that

you can shoplift a

candy bar from the

drugstore with little
risk of getting caught.

Few customers steal
from a store because

they can. If someone

told you there is a store

a few blocks away that
never closes the rear

door and you can walk
in and take as many groceries as

you could carry, would you do it?
You would if you were a thief. The

very few who do steal do so be­
cause they are dishonest in the first

place. There is no "message" that
we can send them to change their behavior.

The decision to "go legal" is not always com­

pletely cut and dry, but offers a starting point to

look at the numbers and see if they make sense.

The same $350 invested to try to recover a com­

puter and a projection set from a house may
make more sense than the original example
above.

Also, if you find yourself evaluating this deci­
sion more than a few times each month, then you
should look at the order taking and verification

process in your store. A bad decision may have
been made even before the delivery was made and
the manager may be looking to the courts to bail
him out.

Most of the time my advice is to write it off
and spend the time and energy saved servicing
the overwhelming majority of good, hardworking
and honest customers who choose to do business
with you. Say a prayer for the poor soul who kept
the television without paying and move forward.
That is the lesson I have learned. •

·

manager wants to

'send a message' to

the community that

'they just can't rip us

off and get away with

it.' There is a flaw

with this argument."

Michael]. Viveiros is president ofRainbow Rentals
in Canfield, OR, and is an APRO board member.
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Whatever your personal style, Zenith is changing the way the world watches television.
From the epic proportions of the 42" Plasma Enhanced Definition Monitor to the plug and

view Integrated HDTV to the cutting edge design of the 20.1" LCD Enhanced Definition Monitor
to the classic 27" Direct View Console, Zenith is leading the way in video technology.

One look and it's incredibly clear that Zenith is the high-definition authority.
For 0% financing on select Plasma HDTVs or $100 off Direct View HDTVs,

. check out the special offers section at Zenith.com.
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he strength of the Internet is its ability to share large amounts of

information efficiently and economically. This article attempts to

show how the Internet can improve productivity and profitabili-
ty between two key audiences: the customer and the store

employee. Customer marketing, company communications,
database management and hardware solutions are four key areas

discussed below in which the Internet has a great effect. It's

important to state that the Internet will not change the fundamentals of your

business. You rent and you collect. However, the Internet can improve the way

you rent and collect, allowing you to operate more efficiently and economical-

ly and take more revenue to the bottom line.

What a great electronic sales­

person! All the more so because
it sells to the customer at his or

her leisure, not just when he or

she happens to be in the store. E­
mails give you an in-home sales­

person working 24 hours a day,
seven days a week.

Direct mail and print media
will always have their place­
there's still something about hav­

ing a piece of paper-but e-mails
can increase the revenue from
customer marketing because they
are inexpensive to send, they
allow your customers to act on

impulse and include easy access

to your entire product line.

Bringing supply to the point of demand-that's the

emerging power of the Internet. Just ask eBay.CUSTOMER MARKETING

e-mail promotions

more than 60 percent of the rent - to-own demographic
today has e-mail access, according to statistics pub­

lished by the Employment Policy Foundation in

Washington, D.C. Also, the Employment Policy Foundation
forecasts that by the end of next year, 95 percent of all u.s.
households having a computer, regardless of income level,
will have some type of Internet access.

The strength of e-mail marketing is the immediate abil­

ity it gives the customer to act. With more traditional forms
of advertising, such as fliers or mailers, the customer is
unable to act immediately on the demand you create. The
customer must either call or visit the store. With an e-mail,
it's possible to link to a convenient order form. And for

existing customers, most of the rental agreement data is

already complete.
In addition, an e-mail can link to your Web site, which

allows the customer to browse your entire product catalog.
Unlike a flier with a few products, an e-mail allows you to

promote all of your products. Ifyour e-mail doesn't include
a product that the customer needs, they can quickly see all
the other products you have for rent with just a click.

And with all the free e-mail services today (e.g., Yahoo,
Hotmail, NetZero), more and more customers are going
online each day. The advantage of free e-mail service is that
customer e-mail addresses remain the same, regardless of
how many times they move. This allows you to continue

marketing to former customers for years to come, even if

they move several times.
The low time and cost of e-mail communications is the

key. A marketing e-mail can be formatted in just a few min­
utes and distributed to hundreds of customers at the touch
of a button.

Marketing e-rnails can be also targeted to specific cus­

tomers-for example, an e-mail promoting an upcoming
sale on DVD players to customers who are already renting
a television.
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payment reminders

.p ayment reminders are another good use of e-mail com-

munications. Friendly reminders of upcoming pay­
ments provide an easy and fast communication not only for
the payment reminder, but also as a vehicle for special
offers, company updates and other items of interest.

past due notices

Past due notices as well, where permitted by law, can be

easily formatted and e-rnailed out. Different e-mails
and text messages can be sent based on the days past due
from your store's integrated point-of-sale software system.
And for dealers who accept credit/debit cards, what a great
convenience to offer this option for paying the past due.

price tags

new price tags can be quickly and easily printed at the
store from inventory data stored either at the store or

the home office. Imagine no more illegible printing on the

price tag or concerns about employees writing incorrect

pricing information. An Internet-based price card system
can reduce the time required to price your floor and create

a professional and consistent appearance in your stores.

sales

Customers in your store who don't find what they're
looking for on the showroom floor can be assisted via

the Internet to view other available products. Instead of

having customers look at outdated product catalogs filed
under the front counter, customers can be taken online to

see your entire product catalog. This system eliminates hav­

ing to send product catalog updates to each store. Your

product catalog is always accurate and complete.

customer communications
•

Just having a Web site today is not enough to accomplish
what's needed on the Internet. There's a new concept



emerging known as "community of interest." This has to do
with your Web site becoming a common gathering point
for the folks who have something to do with your business.
Every PC connected to the Internet has a default Web page.
Why not have the PC's browser point to your Web site?

Why would your customers want to begin their day on

your Web site or have your Web site pre-set on the PC's
rented from your store? That's where the "community of
interest" comes in. Your customers do so because they want

to. The idea is that anything the customer could need or

want to do is available at or through your Web site.

"Community of interest" is the foundation of many new

or redesigned Web sites. APRO is currently creating a Web
site that will serve as the "Internet home of rent - to-own"
for dealers across the country. APROVision.org will feature
links to industry news, dates, times and calendars of events,
links to national news services, travel and discount
airfare/car rentals, links to industry educational opportuni­
ties, business advisors, surplus merchandise availability,
sports scores, search engines and many other useful
resources.

The idea is that your customer may not know exactly
what they want or what they're looking for, but whether for
home furnishings or general things of life, your Web site can

be the place to begin. Just having a Web site is not enough.
It must become a gathering point for all those currently or

potentially interested in being associated with you.
And, of course, a special "preferred customer" section on

your Web site is another great way to communicate with

your customer.

It's 'important to state that
the Internet Will not change
the fu n dam e I1t 0'1 s of yo IJ r

.busine ss. YoUrent and you
c olte ct. However,the ,

�nt e rn et, can imp rove the
-

way you rent and co'llect,
ollowinq you to operate
m o:,'re e'ffi(i�,F);tly,� n d
€I con 0 m i ccllv a n d·: t a k e

more revenue to the
bottom line:

em pi oym e nt 0 pport unit ie s

more and more potential employees are job hunting
on the Internet. Whether on Hotlobs.com or

Monster.com, people are using the Internet to find their
next job. Your Web site can become an efficient tool for

posting, updating and archiving all aspects of the hiring
process. An additional advantage is that you can post as

much information as you want about the job, store loca­
tion, company history and employment benefits. Unlike

newspaper advertisements, you are not limited by space
and, also, you can advertise the job until the job's filled for
no additional cost.

Applications for open jobs are also more easily stored
and managed electronically.

«<.»>

very one of these Internet-based marketing
tools is available today. They don't change the
fact that you rent and collect, but they change
for the better the way you conduct your busi­
ness by making you and your employees more

productive.
Think of the time that your employees spend perform­

ing current marketing activities. Targeted e-mail promo­
tions, payment reminders, past due notices, price tags, sales,
customer communications and job postings can today be
done in a fraction of that time.

What would your stores do with 2-3 extra hours per day?
Would the stores look better? Would your employees sell
more? Would they be better trained?
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COMPANY COMMUNICATIONS

training
� peaking of training, it easy today for you and for your
.:J' employees to take advantage of training products such
as APRO's on-line training program. Do you also have your
own training programs? Are they on pieces of paper or

myriad notebooks scattered throughout your stores?
What if you could have one, concise, well organized, eas­

ily accessible, training program? What if that program's
materials were easily kept up-to-date? What if employees
accessing this training material always accessed the latest
version available?

Consistency of training, consistency of training materi­
als' consistency of scoring and grading, consistency of
archiving-all of these are benefits of on-line training.

And employee skills testing is right in line with these
benefits. Tests can be easily administered on-line and
scored, graded and/or posted on -line as well.

p e rs 0 nne I doc u m e nt s

let's take a look at today's employee handbooks. They're
not likely up-to-date and where's the master copy? Is hav­

ing a poorly managed and accessible handbook advisable in

today's culture?
How much employee time is spent maintaining and pro­

cessing insurance enrollment forms? Do the stores have
current copies?

Are the new employee enrollment forms in the same

condition?
What about forms in general? Petty cash forms, vacation

request forms, personal leave forms. Who maintains and
processes these forms?

There are numerous advantages to posting documents
online, but the primary advantage is that employees will
always have access to the correct document or form. They
will never be out of a document and will never use an out­
dated version.

From a maintenance standpoint, posting documents
online also allows you never to have to print and distribute
documents again. Simply post the document online and it's
available to all employees. The use of login IDs and pass­
words allow you to control who has access to which docu­
ments, both by store and position.

mai nt encn c e rem inde rs

maintenance of fixed assets is a problem area mentioned
by so many owners. Oil changes in delivery trucks are

continually forgotten. Computer system updates are con­

tinually overlooked.
With e-mail reminders, these important notices can be

delivered automatically to the store manager, with return

receipt e-mails to document the notice's opening. What is
the cost of just one truck's diminished useful life due to poor
maintenance? And how much time is currently expended
ensuring the completion of fleet maintenance schedules?
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product orders

do your employees still submit product orders to your
home office by fax? An online ordering process will

reduce the time required to order and eliminate unreadable
faxes because the information is submitted via e-mail. You
will never have to call a store to distinguish between an '8'
or a "B." Online ordering is clean, quick, effective and

cheap.

daily business data

hOw much time do you spend currently on long distance

phone calls gathering daily business data from your
stores? Today this information can all be gathered via an

Internet - based intranet.
Connection to the intranet at the store level can be via

any of the emerging wireless technologies. Today, store

employees can send/receive e-mails or check the company
Web site via several models of handheld devices.

In time these devices will be used to document customer

payments taken in the field, with receipts given at the point
of payment.

database management

there are several advantages in the gathering and storing
of data in a company-wide database for rental dealers

across the country. For example:

skip/stolen data

With a company-wide database, skip/stolen data is
more readily accessible for inquiry by a dealer's stores.

So many dealers have said that a competitor's skips/stolens
are not so much a concern as the skips/stolens from their
own stores. Customers know that turnover in the store is

high and if they return to the same store 18 to 24 months
later, they'll likely be waited on by someone having no idea
of their account history.

Having skip/stolen data automatically posted to an

internal company database can save thousands of dollars in
rental risk and even alert to the recovery of stolen items.

Alerts can be returned to a dealer's inquiring store

immediately after a "hit" on a particular Social Security
number. Not only the notice, but the customer's name, last
known address/phone number, item listed as skip/stolen
and monetary value of the merchandise can all be immedi­

ately replied to the inquiring store employee.
Alerts can also be posted based on the number of

inquiries on a particular Social Security number.
And along with skip/stolen data, customer pay histories

can be immediately shared between stores during the cre­

ation of a rental agreement. Fast lookup can be made to see

if this customer is or was a customer at any other dealer's
store and, if so, whether he or she should be rented to again.

i die i nve nt 0 ry look u P

Preventing the over-ordering of merchandise is a time­

consuming process. The ability to quickly search the
inventory availability in each of a dealer's stores from a sin-



gle on-line site increases not only the productivity of the
store employee, but also prevents needless merchandise

expense.

customer payments anywhere

With a company-wide, online database, customer pay­
ments can be taken in any store and properly credited

regardless of which store the customer's agreement is with.

h a rdwa re sol ut ion s (i nt ra n et s)

good intranets can be installed today for about $100 per
month per store, including hardware, software, virus

protection, content filtering and monthly service. Here are

the key emerging benefits to these highly secure Internet­
based connections:

n 0 - c a II list s

this new feature-resulting from several recent state leg­
islative decisions-will present enormous tasks for

store/home office employees. How will quarterly updates
be received? How will existing databases be updated and
maintained? Thousands of names will be on these lists.
There will have to be an efficient method of incorporating
the information into the store's daily tasks.

A central, online database hosting this information can

be easily accessed from each store, without the store having
to update/maintain this information on its own.

Twenty-four/seven access can be fast and convenient via
the intranet, based as it should be on high-speed Internet

circuits, e.g., DSL, from the phone company or via cable
modem from the area cable TV provider.

voi ce- ov» r-i p

-I n the very near future, the capability to place voice calls
over the Internet will be both easily installed and afford­

able. This will result in significant long-distance savings.

he rent-to-own dealer enjoys a unique relation­

ship with the customer, a relationship unlike a

Sears or a Wal-Mart relationship. The rent-to­

own dealer retains ownership of the products
their customers take home and there is weekly or

monthly contact between customer and dealer
for as long as the rental agreement remains active.

The Internet gives store employees new ways to leverage
increased productivity and higher frequency and lower cost

customer contacts to add value and build customer loyalty.
And that means increased profitability.

Renting and collecting-what a great business! And how
much easier it can be today with the power of online tools
over the Internet.

John Rogers is director of sales for High Touch Inc., a devel­

oper ofpoint-of-sale and accounting software for the rent-to­

own industry.



 



or the moment, at

least, rental dealers are regulated as rental deal­

ers at the state level. They are not regulated as re­

tail operators or as anything other than rental

dealers. The degree of regulation varies consid-

erably from state to state. While there are fun­

damental similarities among state rental-pur­
chase statutes, it can be fairly said that there

is truly a patchwork of laws across the coun­

try. In some states, rental dealers must

have at least periodic contact with regula­
tory bodies. In others, the only time a

rental dealer will come into contact with

the government over the business is if

something has gone badly wrong. It is

worth examining the nature and state

of those enduring relationships in the

states where they exist, because

they are much better in some states

than in others.

�EDWINNIII



Licensing states

Two
states, Oklahoma and

Wyoming, actually require
that rental dealers be
licensed to do business

there, much as pawnbrokers, barbers,
funeral home directors, attorneys, doc­
tors and other professions are licensed
in most states. A state with the power to

grant or withhold licenses has enor­

mous power over the people who do
business there. In Oklahoma, the

Department of Consumer Affairs is in

charge of licensing. In Wyoming, it is
the Commissioner of Banking. In

Oklahoma, the licensing authority

negotiated changes to the rental-pur­
chase statute twice and have passed
amendments through the Legislature to

which both sides have agreed. One

important change concerned damage
waiver fees, which, for a while, were

prohibited in the state.

More recently, Oklahoma rental
dealers beat back a proposed amend­
ment that would have made the licens­

ing requirements more onerous. This
amendment included a requirement
that all rental-purchase license appli­
cants be fingerprinted as part of the

application process and an additional

requirement that the Administrator

state's close oversight of the industry.
Importantly, while innately cumber­

some and intrusive to a degree, the re­

quirement to get a license in these two

states does not seem to have affected ei­
ther the level of competition or the fun­
damental economics of the transaction
in these states.

Registration states

Astep
down from the li­

censing states are those
states that require rental
dealers to register with

the state before doing business. These
states do not have the power to deny reg­
istration, but with the requirement in the
statute, these states can keep a close
record of everyone in the state who is in
the rental-purchase business. The regis­
tration states are all "UCCC" states.

These states have all adopted the Uni­
form Consumer Credit Code, a uniform
act that regulates consumer credit trans­

actions. Of the 10 or so DCCC states,

only three require rental-purchase deal­
ers to register: Colorado, Indiana and
South Carolina.

Rental dealers must register with the

government entity charged with en­

forcement of the rental-purchase statute.

In Colorado, it is the attorney general's
office. In Indiana, it is the Department
of Financial Institutions; in
South Carolina, it is the

Department of Con­
sumer Affairs.

In Indiana, re-

Rental dealers do not relish such
superYision, but relations bet-w-een the

licensing bodies and rental dealers have
been businesslike and even cordial.

Oklrut.om.a rental dealers have rem.ained
-w-ell organi2led, in PMt because of the
state's close oversight of the industry.

allows the Administrator to collect
information about the proposed busi­
ness and rental dealer including the

legal entity, address of the location,
address of the registered agent and
"such other relevant information as the
Administrator may desire ...

"

An Oklahoma applicant must dis­
close where the applicant has lived dur­

ing the past 1 0 years and all other busi­
nesses in which the applicant has been

engaged during the same period. The

application also inquires into any
license refusals or revocations in any
business anywhere, the bankruptcy his­

tory of the applicant and any felony or

misdemeanor convictions. Once the

application has been sworn to and filed,
the Administrator has the right to con­

duct an investigation. Much of the same

process exists in Wyoming.
Relations with the licensing authori­

ties in both states, so far, have been

good. APRO is unaware of any license

applications that have been turned
down or revoked in either state.

In Oklahoma, rental dealers and the

Department of Consumer Affairs have
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conduct a national criminal history
check on all applicants.

In both states, the licensing authori­

ty has the power to and does regularly
conduct audits of rental stores to meas­

ure compliance with the rental-pur­
chase statute. Investigators armed with
checklists and calculators visit stores

and check rental agreements, payment
histories and other company records.
Rental dealers get reports showing
alleged violations, which often include a

requirement to make refunds to current

and former customers. This can be

especially painful when a dealer has to

make a refund to a customer who
returned merchandise with an account

badly overdue.
Rental dealers do not relish

supervision over their business
affairs, but relations between
the licensing bodies and rental
dealers have been busi­
nesslike and even cor­

dial. Oklahoma rental
dealers have remained
well organized, in

part because of the



lations between rental dealers and the

Department of Financial Institutions
have generally been good. Department
representatives are regularly invited to

state association meetings; contact be­
tween the Department and the state

rental dealer association is ongoing. The
Indiana rental-purchase statute has been
amended seven times since its enact­

ment in 1987. In every case, the Depart­
ment and rental dealers have been in

agreement with the changes enacted.
This is not to suggest that enforce­

ment of the rental-purchase statute in
Indiana has been lax. In fact, the audit

process in Indiana-in which someone

from the Department of Financial In­
stitutions visits every rental store every
year-is easily the most comprehensive
in the country.

This contrasts sharply with the situa­
tion in South Carolina, where the rental­

purchase statute has never been amend­
ed and a rental company and the

Department of Consumer Affairs have
been locked in a litigious struggle over

damage waiver fees since 1991.
There has been a lot of finger pointing

in South Carolina about the low level of

cooperation between the Department of
Consumer Affairs and rental dealers. The

Department claims that the rental com­

pany with which it is litigating has been

intransigent and uncompromising. The

industry claims that the head of the De­

partment dislikes the industry and loses
no opportunity to criticize and attack it.

One clear difference between relations
in Indiana and South Carolina is the ex­

istence of a strong, well-organized state

association in the one and the absence of

any such organization in the other.
South Carolina rental dealers have

not been especially well organized,
even when they were working to

get their rental-purchase statute

enacted in 1985. For a while,
South Carolina rental dealers had

joint meetings with Georgia
rental dealers, but they never

managed to forge a strong dealer
network in the state.

The result has meant often hostile
with the Department of

Consumer Affairs, an

amendment to the
criminal statutes deleting

rental-purchase transac-

tions from coverage under the theft of
rental services statute and, finally, a series
of adverse bankruptcy rulings, including
a decision on appeal to the federal district
court holding that rental-purchase trans­

actions are secured transactions, not leas­
es, for bankruptcy purposes in the state.

South Carolina dealers did coalesce

briefly in the late 1990s to fend off a

potential attack against the industry from
a state senate subcommittee on con­

sumer affairs that was holding hearings
across the state on the rental-purchase
industry, car title loan companies, pawn­
shops and check-cashing companies.

The subject matter of the dispute
that is currently at play in South Caroli­
na is less important than the fact that
the two sides find themselves in court

over such a long period of time instead
of being able to work out their differ­
ences. In nearly every other state with a

rental-purchase statute, this has not

been the case. The Department has
been sporadic in its audits of rental

stores, which it has the authority to do
under the statute. From time to time,
South Carolina rental dealers have been

subject to audits like those conducted in
Indiana and Oklahoma. At other times,
with no explanation, rental dealers have

gone for years with no audits.
In all states where audits are con­

ducted' rental dealers have the privilege
of paying for the government to come

in and look around-usually $100 to

$200 per store.

Other oversight

At
a lower level still, sev­

eral state rental-pur­
chase statutes imbue
different government

entities with the power to enforce the
statute, this authority in addition to the

right of an aggrieved customer to sue

for violations.
In Michigan and Ohio, the attorney

general has the authority to enforce the
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rental-purchase statute. The authority
is spelled out in detail in Michigan, but
less so in Ohio. In Delaware, the
Division of Consumer Affairs enforces
the rental-purchase statute. In Iowa, it is
the Administrator of the UCCC; in
Nebraska it is the Director of Banking
and Finance.

In Vermont, the Legislature, after

defining the rental-purchase transac­

tion, abdicated its law-making respon­
sibilities and gave them to the attorney
general, who drafted onerous regula­
tions giving that office enforcement

authority. Vermont rental dealers

thought that the attorney general over­

stepped his bounds in the regulations
he promulgated and even sued to chal­

lenge the propriety of the regulations.
The industry lost the argument in a

state trial court. Relations with the

attorney general in Vermont remain
cool, at best.

In California and West Virginia, the

attorney's general offices have the spe­
cific authority to monitor how rental
dealers derive cash prices. The process
of setting cash prices and the amounts

are controlled by the statute. Rental
dealers have certain record-keeping
obligations concerning how cash prices
are set and those records can be audit­
ed. To date there has been no rigorous
enforcement in either state.

Not all states have a government en­

tity specifically empowered to oversee

the rental-purchase industry. Rental
dealers in states without such supervi­
sion can be grateful that they have less

government intrusion into their affairs.
Dealers in states with such oversight,
with the notable exceptions of South
Carolina and Vermont, have learned to

live more or less comfortably with the

regulators. They have developed busi­
ness practices that conform to the regu­
lators' demands. There is no empirical
evidence to suggest that such a strategy
is costing the industry money in those
states. Rather, one might argue that it is

only good business and will cost less

money in the long run to make every
reasonable accommodation possible
with state governments, which is what
rental dealers have done and are doing.•

Ed Winn III is APRO's general counsel. His
e-mail addressisedwinn@e-bylaw.com.

Where finding the right product is just the beginning.

We are proud to announce our new partnership with Dell
to bring the best products available to Rent to Own.

1-888-615-5228
Call and place your order today!

ACT is an authorized reseller of Hewlett Packard, Compaq, and Dell brands.

APR:) Associate Member since 1994
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"
he most important thing I

have learned is how to hire,
train, motivate and retain

good people," says Hughes.
"People are everything. We pay more

than most, but the most important
thing is letting people know that you
care for them, appreciate them and
want what is right for them."

Hughes relates how some years back his

accounting department confessed that it
was too difficult to turn in their statements

by the l Oth of the month; they needed
until the 15th to get the job done. Hughes
turned the department's obstacle into a

personally profitable challenge: Get those
statements in by the 10th and I'll give the

accounting department a $2,500 bonus
each time.

"Never again did I receive statements

later than the IOth," Hughes says, noting
that some staffers have even driven over to

his house on the weekends or

late at night just to make sure

the paperwork is submitted on

time.
"The other big lesson is

'what gets measured gets
done;" he says. "We attempt to

measure performance on a

weekly to monthly basis for

everyone in the company and

publish the results for every­
one to see where they stand.

"People have a right to

know how well they are doing and where

they stand in the overall operation."
Secret shoppers regularly test the vari­

ous services within Hughes' stores. From

telephone sales to delivery drivers to in­
store clerks and banking services, AAA

Rent to Own employees are evaluat­
ed for their performances. Em­

ployees with stellar scores are

rewarded with bonuses and

other fun incentives, such as

gift certificates and getaways.
Hughes also uses the secret shop-

pers' findings to determine whether
or not company policies need to be
amended or updated.

Yet keeping close tabs on personnel
issues within a 24-store operation can be

taxing, so Hughes also has a full-time
human resources person to help his store

managers stay on top of their game.
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"Personnel policies and employee reviews are things that you know

you should do, but don't always get done," he says, "but I think it's

extremely important in today's environment to follow through on

these things."

Spreadj� e UJord

UJ
hile Hughes focuses much of his attention on the inner

workings of his company, the flipside of that coin is that he
also makes strides to reach out to potential customers. Two

years ago, Hughes decided that AAA Rent to Own needed its own ad

agency to design and distribute direct-mail pieces and handle other

print advertising projects. Yet Hughes quite possibly has made his

company most visible through television.
"Over the years I've made some rather outlandish TV commer­

cials," he says, citing instances in which he's imitated Clint Eastwood, a

NASCAR driver and a WWF announcer. "Colortyme used my com­

mercials nationally in 1999 and 2000."

Promoting the rent - to-own industry as a whole is also important to

Hughes. He says he thinks that the industry is not properly under­
stood by the general public or by lawmakers. After serving only one

year as a board member for APRO, Hughes recruited more than 20

Colortyme franchisees to join the

organization and speak out on be­
half of the industry.

"I believe in APRO because we

really need a political watchdog,"
Hughes says. "For me, serving on

the board is like being a member
of Rotary or the .Chamber of
Commerce; you're giving back to
your community and the industry
as you go."

Community spirit is what drew

Hughes to Clarkston, WA, in the
first place, which is where he first ventured into the rent-to-own

industry at age 51. Prior to establishing AAA Rent to Own with the
assistance of then Colortyme field trainer Mark Childers (now AAXs
vice president of operations), Hughes pursued a diverse array of occu­

pations. He calculated mathematical probabilities as a statistician for

Boeing; worked in the tax preparation business managing 20-plus
store locations and established a manufactured home sales business
that eventually expanded to 89 locations in 12 states and turned more

than $100 million in sales.
"I sold the [manufactured home sales] business and became semi-

retired in 1988, moving to a small town to enjoy living and being part
of a small community," he says. But two years into semi-retirement,
Hughes wanted back in on the action, if on a smaller scale. "I wanted
to do something where I could be part of the community and not trav­

el much," he says. "But, as it turns out, I've ended up traveling about
200 days out of the year."

A percentage of his traveling, however, has nothing to do with AAA
Rent to Own and everything to do with his goal of visiting 100 coun­

tries by 2003. Accompanied by his wife (and often his wife's sister and

husband), Hughes has explored the far corners of the Earth, twice and
back-and he's still going strong.



Hughes
has witnessed many memorable sights on his explo­

rations, but he lists South Africa, Turkey and a train ride
from Beijing, China, to Moscow, Russia, as some of the most

remarkable trips to date.

Hughes' visit to Russia via train in the summer of 2001 wasn't his
first experience in that part of the country. He had been there in 1986
when it was called the Soviet Union.

"Moscow is an exciting and vibrant city, not at all what the media
had made it out to be," he says. "The Kremlin was absolutely beautiful,
with colorful onion-domed churches everywhere. When we had visit­
ed during the Soviet Union era, everything was gray, including the

people's faces. There were no consumer goods, no shops other than

the government store and very little that you could do without your
official (guide.'

«Now the city is open, free and rich with color," Hughes says.
«There are well-dressed people, a wonderful, efficient subway system,
fabulous designer shops, great restaurants and hotels, a circus and so

much more. It was wonderful."
He says the landscapes in Siberia also surprised him. «It was nothing

like I expected. It was beautiful, with rolling green hills, birch and pine
forests, crystal clear streams and lakes and friendly people;' he says.

Driving 2,000 miles through Africa in a rented Land Rover ranks at

the top of Hughes' list as well. The trip was arranged through a travel

agent in Windhoek, Namibia.

«My wife and I, with her sister and hus­
band, took a four-week drive around
South Central Africa, visiting Namibia,
Botswana, Zambia, Zimbabwe and South
Africa," he says, adding that most of the
drive followed well-marked roads.

The group stayed in game camps, bed
and breakfasts and hotels along the way.

«The animals were plentiful and we

were able to get very close to them," Hugh­
es says, then adds, «but one angry mother

elephant let us know we were too close."

According to Hughes, their group was

impressed with how easy their traveling
was and that most people understood Eng­
lish. «The facilities, the food and the people
were wonderful," he says. "Victoria Falls is
one of the most impressive sights I have
ever seen. Today some of the areas are hav­

ing some political problems, but I feel that
Botswana and Namibia are safe to visit."

On his trip to Turkey, Hughes found
Istanbul to be «as mysterious as it is beauti-
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ful." He explored bazaars, relaxed
at a Turkish bath and was enter­

tained by belly dancers. He said the city,
which lies on two continents, is a true mix
of cultures.

"Where else can you see a man from
Iran with his eight wives, covered from
head to foot, sitting next to the pool and
then have two topless German girls sitting
at the next table?" he muses. Following
their jaunt through Istanbul, they spent a

week on a chartered, 56-foot sailboat,
which they boarded at Marmarus on the
southern coast.

"The water was so clear that you could

FROM LEFT TO RIGHT: JUTTA AND GARY AT VICTORIA FALLS, AFRICA, CAMEL RIDING AT THE PYRAMIDS

IN EGYPT AND WITH SON GREG AT THE GREAT WALL OF CHINA.
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see the bottom [of the ocean] at 30 feet," he says, "and ancient ruins
were all around to explore."

After completing the Caribbean Island tour this November, Hughes
and his wife won't rest long before setting out again-this time for

Delhi, India. From there, they will travel by train through Iaipur,
Iaisalmer, Jodhpur, Swai Madhopur, Udaipur, Agara and Varanase,
where they will catch a plane to Khajuraho and stay a few days.

Eventually they will come full circle, back to Delhi, for the return

flight to Clarkston, where Hughes knows-quite well now-that AAA
Rent to Own and everything else will still be there, awaiting his return .•

Katie Garza is a free-lance writer.

I I I

APR:) Associate Member since 1986

APPLIANCES' ELECTRONICS • CHEMICALS t FURNITURE

www.resacc.com



..", Ideal Products

RenttoO�n �
Retail Furmture \..J
Check Cashing
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Pawn
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Help & support

Frequently Asked
Questions & Answers

Q' Can TlRM secure my

st�re from employee theft?

A:) TIRM owners have

complete control t<: allow

01" restrict over 98 different

employee-specific
functions
(Coming soon: September issue)

24 Hr. Tech Support
FAQ's
Onsite Installation

Training Classes

Q: Can switching to TlRM
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 Ideal Representative.

Call today: 1-800-964-3325, ext. 153.

:}to Important
Rent to Own
FAQ's ...

0: Can The Ideal Rental Manag­
er secure my stores against
ililteqnal theft?

jJ:) Over 650 Rent-To-Own
dealers, and valued employees,
appreciate Ideal's tight
securitY controls ... minimizing
/055 and ensuring peace of
mind! ,-J
The result of 17 years of RTO

experience, "The Ideal Rental Manager"
is loaded with extensive password
protection and security features ...

proven to close exploitable loop-holes in

management systems.
Parameter settings give storeowners
maximum control to allow or restrict
individual employee's access to over

98 different functions:
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Employee: John Doe Emp. 10: JD Password: JDOEXX
"Allow inventory and agreement charge off" <ALLOWED>

"Allow edit of term and rates" <NOT ALLOWED>

"Edit Due Date" <NOT ALLOWED>

"Adjust Payment Amount Due" <NOT ALLOWED>

Daily transaction-history reports also

analyze employee performance and

provide accountability detail such as:

rate changes made, due dates changed,
any rent deferred, and the amount of
Bonus Bucks, Free Days, or Free Money
given to whom, by whom, and the rea­

son why. Owners gain
priceless information on account

"exceptions," and valued employees
appreciate the full-disclosure
environment that raises them above any
management suspicion.
Feel Confident. With The Ideal Home
Office System, employees have the

necessary functionality to do their jobs
efficiently ... while even absent owners

have the management tools to carefully
monitor operations company-wide,
dramatically decrease losses, and
SAFEGUARD PROFITS!

Te/BOO 964-3325
www.idea/ss.com

Software Systems, Ine.

APR:) Associate Member since 1998



A LOOK BACK AT APIO'S 2002
CONVENTION AND TRADE SHOWAT

MANDALA3 BA3 IN LAS VEGAS

42 PROGRESSIVE RENTALS



 



44 PROGRESSIVE RENTALS



APRO's 2002 Rental-Purchase Employee
and Rental-Purchase Customer of the 3ear

nee again, this year's winners
of the 2002 Rental-Purchase

Employee and Rental­
Purchase Customer of the
Year are people who are

exemplary. They give back to

the communities in which they live and
serve as examples for their peers, friends
and families. They each deserve this spe­
cial recognition for not only what they
contribute to this industry, but also for
their humanitarian deeds that have noth­

ing to do with rent-to-own. These indi­
viduals truly characterize the many differ­
ent types of people who work within the

industry and the wide variety of compas­
sionate customers we serve.

Ronnie D. Williams and Norma

Burgenger have been named the 2002

Rental-Purchase Employee and
Rental-Purchase Customer of the
Year, respectively. Store managers,
owners and supervisors submitted
nominations for both categories
either online or by mail. The final­
ists were chosen for the exemplary
contributions to the industry and to

society at large.
The 2002 Rental-Purchase

Employee of the Year, Williams has
been an account manager for the

Harrisburg, IL, RentWay store for
more than three years. He was nom­

inated by Jason Casteel, his store

manager, for not only maintaining
an exemplary card close, but also for

being reliable, dedicated and work­

ing well with all of his customers.

What stands Williams apart from the
rest is that he is also very involved in fill­

ing the needs of his community. A father
of six, Williams is the son of a preacher
and manages the Harvest Deliverance
Center and spends a lot of his time assist­

ing there. The center is a homeless shelter
and provides food and clothing for the

needy. Every holiday, Williams and his
father prepare and serve meals for the
men and women who are unfortunate

enough to find themselves without a

home or family with whom to spend the

holidays.
"Ronnie also organizes food drives:'

says Casteel. "With his caring attitude and

outstanding professional performance, I
think Ronnie deserves the recognition as

the 2002 Rental-Purchase Employee of
the Year."

The 2002 Rental-Purchase Customer
of the Year is Norma Burgenger of

Vinita, OK. Burgenger was nominated by
Bobby Pierce of Stanley's Rent To Own,
also ofVinita, situated in the far north­
east corner of Oklahoma,

Burgenger has turned to Stanley's
Rent To Own to assist her as she opens
her home to strangers in need through a

local center for the needy.
"Norma is a non-biased person who

takes in boarders in times of need:' says
Pierce. "Even though she lives on a fixed
income, she takes in people who need a

temporary place to stay regardless of
their background or current situation.
We think she is extraordinary because

she is on a fixed income, but manages to

help others get them on their feet again."
To accommodate her boarders,

Burgenger turns to Stanley's for items

ranging from a dishwasher, extra televi­
sions and furniture. "Norma is a very
caring person who does whatever it takes
to help someone out. Without us, how­

ever, she might not be able to assist these
folks in the manner she would like to:'
says Pierce.

Both Williams and Burgenger exem­

plify the wonderful individuals associat­
ed with this industry. With employees
and customers like them, the industry
has more than enough reason to cele­
brate and honor those who bring just
that little bit of extra care and concern to

those in need in their communities.
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State Association
of the 3ear: Indiana
Rental-Purchase
Dealers Association

The
State Association

of the Year award
was presented to the

Indiana Rental-Purchase
Dealers Association. The
criteria for this award
includes the following: the
state association has a

well-defined leadership
structure, including peri­
odic election of officers; a

continuity of organiza­
tional structure with

Under the guidance
and leadership of RPDA
President David P. David
of Full-O-Pep Appliances
in Bloomington, IN, this
state association has seen

a tremendous success with
its annual Mid West
RPDA Trade Expo. The
sold-out 72-booth show
attracts dealers from
Indiana, Illinois, Ohio,
Kentucky, Michigan and
Wisconsin.

Also this year, with the
assistance of software ven­

dor High Touch, RPDA
kicked off a new Web site
at www.rpda.org/. The site

"nGeI''' JOHN CleeK, riGHt, preseNtS tHe state ASSOCiatiON OP tHe year awaro to
INDiaNa repreSeNtatiVes CHriStY KOONTZ, DaViD P. DaViD aND TaMMY GreGory.

annual or regularly sched­
uled meetings; and, most

importantly, the State
Association of the Year
must have sustained

membership support over

time and demonstrated

strong legislative and edu­
cational performance.

is not only informative,
but also is a cut above the
rest. RPDA also boasts a

very active and loyal
membership. As for chari­
table activities, the state

association raised more

than $15,000 for the
Children's Miracle

Network in 2002.
In 1991, RPDA

was honored with
this award. To recog­
nize its growth and
increased level of

activity, RPDA was

bestowed again with
the 2002 State
Association of the
Year.

BiLL KeeSe. seCOND prOM lePt. aND "TiGer" JOHN CleeK. riGHt. preseNt tHe
MOst-iMProveD state associatiON awarD to caLiPorNia's paUL aND MAY DaVis.

Firefighter of
the 3ear: Wisconsin
Rental Dealers
Association

Most-llJlproved
State Association of
the 3ear: California
Association of
Progressive Rental
Organizations

California
rental deal­

ers Paul and May
Davis took the initia­

tive to reorganize and
reactive CAL-APRO, which
had been a non-function­

ing state association for
several years. They
designed a Web site, print­
ed a new membership kit,
culled through member­

ship lists and held the state

association's first meeting

Wisconsin
rental

dealers have had
to put out several

fires in the past year with
the state attorney general's
incessant litigation against
rental dealers, the gover­
nor's last-minute veto of
RTO legislation last sum­

mer and a continuing bar­

rage of anti-industry press
in Milwaukee and else­
where in the state.

Several rental compa­
nies have pulled up stakes
and quit doing business in

the state altogether. Those
who remain, however, are

united and tireless in their
determination to validate
the industry's rights.

JePP leBaKKeN, leFt. receiVes tHe "FirePiGHter" awarD ON BeHalP OP tHe WiSCONSiN
reNtal Dealers aSSOCiatiON prOM BiLL Keese. ceNter. aND 'liGer" JOHN CleeK, riGHt.

this year. With this award,
APRO recognized their
efforts for assuming lead­

ership of this large state

network of rental dealers.



C5•.fIJ1____....���- � Contact Mick Walts
mick@computerspectrum.com
Telephone: (502) 585-8866
Fax: (502) 585-8869

Let our "True Help Desk" and network of
coast-to-coast service technicians keep you from making

the "HARD DRIVE" to your customer·s home to swap out a PC!

Custom PCs

Custom Service

Featuring
.....

preniio
brand PCs

APR:) Associate Member since 2002

RPRO
mEmBERS

APRO nEEDS MOUR E-mAIL

ADDRESS FOR I� FILES.

PLEASE SEnD MOUR

UP-�O-DA�E E-mAIL ADDRESS �O

LHILL®APRO-R�o.com

Act Now To Save Money - Call Toll-Free: 1.866.209.3467.

(Note: If you're on a centralized purchasing plan, let your Corporate office know of your interest in Rug Doctor).

Easy-to-use cleaning system extends RTO furniture life.
Join the hundreds of other rental centers that already use the Rug Doctor Pro® upholstery cleaning system at the end
of leasing contracts to rejuvenate furniture and boost profits. Rug Doctor Pro offers the easiest, most affordable way
to keep furniture in top condition and increase customer satisfaction. A small investment in our highly affordable

cleaning system delivers outstanding payback by reducing repair and replacement expenses.
Here's what one major rental industry user says about the Rug Doctor system:

The Rug Doctor Pro upholstery cleaning advantages:
• Easy-to-use extraction system provides professional quality results with virtually no training.
• Low-maintenance Rug Doctor Pro equipment provides years and years of dependable service.
• Leaves no residue so furniture stays cleaner, longer.
• Handles carpet cleaning needs, too.

INTRODUCTORY OFFER: Save $280 - Limited Time Only
For only $834.80 - get one machine with upholstery tool - plus two cases of Upholstery Cleaner.

You save $220 off standard machine price.
You get the 2nd case of cleaner at No Charge ($60 value).

www.rugdoctorpro.com
APR:) Associate Member since 2002



THe
APRO "BUDDY" awarDS are preSeNteD every year to tHOSe OutStaNDiNG

iNDiViDualS aND OrGaNiZatiONS tHat Have raiseD tHe level OF WHat caN Be DONe to

Better tHe iNDUStry For eVerYONe. At tHe aNNual APRO awarDS BaNQUet, HelD

JULY 25 at tHe MaNDalay Bay ReSOrt iN las veGas DUriNG tHe 2002 APRO CONVeNtiON aND

TraDe SHOW, tHe reCiPieNtS OF tHe liFetiMe ACHieveMeNt AwarD, tHe preSiDeNt'S AwarD OF

EHceLLeNce, tHe ReNtal Dealer OF tHe year. tHe NorM SMitH veNDor OF tHe year aND tHe

state ASSOCiatiON OF tHe year were NaMeD. Here are tHiS year's WiNNers:

APRO Lifetime
Achievement Award:

Wa!Jland J. Russell.,
Rainbow Rentals

manager" within his com­

pany. He is still in great
demand as a speaker at

Rainbow training semi­
nars. In fact, the Rainbow
Rental Account

Management Program,
based on the concept of

"respect and dignity" for
the customer, was devel­

oped by Russell and is the
cornerstone of Rainbow
Rentals operations.

Russell has spent 26

years in the industry. He
started out his career in
RTO under the tutelage of
Chuck Sims as a Remco
store manager in

Houston, TX, in 1977.

From there, he went

to RAC as operations
manager in 1980. He
then opened his own

rental store in
Cleveland, OH, with
his father and wife.
He sold that store a

few years later to Bob
White at Crown

Leasing and went to

work for that compa­
ny where he rose

through the ranks

becoming vice presi­
dent of personnel and

operations before leaving
to start his own company.

Rainbow Rentals start­

ed with one store in 1986
and went public in 1998.

Today, the company is the
fourth largest RTO chain

Not many rental deal­
ers have gone from

riding a Harley­
Davidson in a biker gang
to Wall Street mogul, but
this year's recipient of the
APRO Lifetime
Achievement Award,
Wayland Russell, has.

Today, Russell is the
CEO and chairman of the
board of Rainbow Rentals
Inc., one of the five pub-

licly traded RTO compa­
nies in the country. As
leader of Rainbow, Russell
has not removed himself
at all from the fray. He
still prides himself as

being a "great account
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with 113 stores and is the
market leader in annual
revenue per store.

Rainbow Rentals is also
the industry leader in

computer rentals. In 1999
and again in 2000, the

company was named in
Forbes magazine's list as

one of the 200 Best Small

Companies.
Russell also finds the

time to serve on the

regional board in Ohio for
the Fellowship of
Christian Athletes and is
on the missions commit­
tee at his local church,
Highway Tabernacle. He is
on the board of directors
of Hope for Youngstown
and an honorary chair­
man for the American
Cancer Society. Both
Russell and his company
are actively involved with
Heartreach Ministries, a

ministry for inner-city
youths, and with Grace
Place, an inner-city hospi­
tal in Youngstown.

For more than two

decades, Russell has been
a force for good and a

champion of integrity for
this industry. He exerts

that same influence in his

company, his family, his
church and his communi­

ty. His quiet walk along
the paths of righteousness
makes Wayland Russell a

rare, special and valuable

member of the communi­

ty of rental dealers.

President's
Award 01 Excellence:
Larry Carrico.,
Rent One

One
of the highest

honors an APRO
member can achieve

is the President's Award of
Excellence. This is pre­
sented to the person who

exemplifies the best of the

industry through store

operations, involvement
and support of industry
goals. This award can go

to anyone who represents
what the industry strives
to be as a whole. Larry
Carrico, owner/operator
of Rent One stores, based
in Mt. Vernon, IL, was

presented with the 2002
President's Award of
Excellence.

An APRO member
since 1990, a current

APRO board member and
chairman of the APRO
Education Committee,
Carrico was instrumental
in getting the Rental

Training Online interac­
tive education program off
the ground. Today, rental­

purchase employees have

completed more than
1,000 sessions of the three
courses currently offered.



Carrico has served as

president and treasurer of
the Illinois Rental Dealers
Association. His company,
Rent One, is a frequent
and generous contributor
to United Way and
Habitat for Humanity.
Rent One has stores locat­
ed in Alabama, Arkansas,
Illinois, Missouri and
Tennessee.

Carrico has been in the
business for 21 years.
After four years as a rental

employee, he became an

owner in 1985. Before his
career in RTO, he grew up
with a blue-collar back­

ground, which has given
him empathy and under­

standing in dealing with
his rental customers and
has contributed signifi­
cantly to the success of his
business.

He values education
and before taking on the
APRO Rental Training
Online program, he devel­

oped a volunteer tutoring
program in the public
schools where he lives.
This program has become
very successful and well
established.

As a recipient of the
Association's president's
award, Carrico is the only
rental dealer to have
received the "Rental
Dealer of the Year" dis­
tinction as well. Carrico
was named "Rental Dealer
of the Year" in 1998.

Rental Dealer
of the 3ear:
Gary Hughes"
AAA Rent To Own

The
2002 APRO

Rental Dealer of the
Year was awarded to

Gary Hughes of AAA Rent
To Own dba ColorTyme
in Clarkston, WA.

Hughes has served on

the AFRO board of direc-

tors during the past year.
He has focused his efforts
toward APRO in the
advancement of the rent­

to-own industry. Since his
election to the AFRO
board, Hughes has single­
handedly recruited more

than 20 ColorTyme (a
national rental-purchase
chain of stores) franchisees
to join AFRO, tripling the
number of ColorTyme
AFRO members.

Currently, Hughes op­
erates 24 ColorTyme loca­
tions in seven states:

Washington, Idaho, Mon­
tana' Utah, Oregon, Neva­
da and Hawaii. He opened
his first ColorTyme store

in 1990. In 1995 and 2001,
Hughes was honored with

Color'Iyme's "Franchisee
of the Year" award. He has
been elected to the Col­

orTyme Franchise Adviso­

ry Council for five consec­

utive two-year terms and
has been elected council
chairman twice. Hughes
also has been awarded a

Top Ten Franchise Award
for the past nine consecu­

tive years.
As the 2002 Rental

Dealer of the Year, Hughes
joins an elite group of
rent-to-own owners/oper­
ators who exemplify the
dedication to furthering
the interests of the indus­

try, superior customer

relations and ethical
business practices.

Vendor
of the 3ear:
John Rogers"
High Touch

The
Norm Smith

Vendor of the Year
award is given to

an outstanding associate
member who has sup­
ported the Association
and its activities. This

year, John Rogers, director
of sales for High Touch
Inc., received this award.

Rogers has been an active
member of APRO since

joining in 1984 and has
served on the APRO Ven­
dor Advisory Committee
since 1997. Rogers is cur­

rently the committee's
vice chairman and an

APRO board member.

High Touch Inc. is one

of the premier point-of­
sale, accounting and
Internet software compa­
nies servicing the rent-to­

own industry. Due to

Rogers' involvement, High
Touch has provided
invaluable services to sev­

eral state associations and
APRO in designing and

maintaining their Web
sites. In addition, Rogers
has worked to improve
the promotion of new

vendor membership in
the industry. He has been
successful in getting more

vendors involved in

important industry initia­
tives, such as the federal

legislative efforts in

Washington, D.C.
Not one to sit idle,

Rogers has attended many
state association meetings,
conventions and trade
shows and has actively ven­

dors' marketing efforts to

the industry. Today, High
Touch Inc. serves more

than 3,000 rental-purchase
stores across the country.

Rogers and High Touch

always seems willing to go
that extra mile for whatev­
er RTO industry group or

cause that needs them. For
that, he was honored with
the 2002 Vendor of the
Year award.
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THe AwarDS BaNquet eNtertaiNMeNt iNCLUDeD
SOMe FaMOUS (alBiet FaUll) veGas leGeNDS:
Bette MiDler, MaDONNa, MarilYN MONroe,
TiNa TurNer aND fraNK SiNatra.

Treasure Hunt winners
EVery year DUriNG tHe APRO CONVeNtiON aND traDe SHOW, a treasure HUNt is CONDucteD iN tHe

eHHiBit HaLL por atteNDees. prizes raNGe prOM caSH to electroNiCS. Here are tHiS year's WiNNers:

Cash prizes were donated by Alliance Computing Technologies, American On Hold, Jerry Bogo Co., Central File, The

Crosley Corp., Essex Street Products, High Touch, Innova, Klaussner Furniture, Mirror Dynamics and Royal Sleep Products.
The cash prize winners were Brian Knight of Central Rent To Own ($75), Bob White of Babers ($185) and Suzy Rainey of

Central Rent To Own ($500).

prize

Optical mouse (two) for computers
HP digital camera

Leather reclining rocking chair

1.3 cf microwave oven

Butcher block knife set

Butcher block knife set

1,000 collection door hangers
1,000 collection door hangers
l l-piece Classicor cookware set

Taylor graphite driver

Silk floral arrangement
Three-piece pillow pack
Diamond pendant
Two "Freedom Pad" utility blankets
Ladies diamond and amethyst ring
Personal CD player
DVDIVCRlMP3 Zenith combo deck

Portable television entertainment center

RAC 20" Tru Flat stereo TV/DVD combo
Choice of picture from show samples
"Rock 'N Fold" video chair
Career direction assessment

Three applicant assessments

Potential manager assessment

Potential manager assessment

Diamond pendant
Progressive scan five-disc DVD player
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DONateD BY:

Fleet Lease Disposal
Alliance Computing Technologies
Klaussner Furniture

GE Appliances
Ultra Shield

Ultra Shield
Inform Business Services
Inform Business Services

Innova

Central File

Botanical Silk Accents

Royal Sleep Products
Continental Diamond
United Distributors

Jerry Bogo Co.

RES Marketing
Zenith Electronics Corp.
Coventry Furniture

Thomson multimedia

Mirror Dynamics
The Step2 Co.
Achievement Tec
Achievement Tec
Achievement Tec
Achievement Tec

ABS Jewelry
Toshiba

WiNNer

Jeff Sebors, Gizmo's Lease Purchase
Trent Agin, Rent One

Richard VanCleave, Rent It Right
Ien Mitchell, Majik RTO

Ben Moore, Central Rent To Own
Terri Chapman, Chappy's RTO

Robert Wilson, Mustang Enterprises
Vince Nelson, Show-Me, Rent - To-Own

Noel Salazar, Central Rent To Own

Bev Baechler, Show-Me Rent-To-Own

Cynthia Baber-Strunk, Babers
Paul Hasty, Show-Me Rent - To-Own

Cindy Evans, Hometown Brand Center

Steve Puryear, Transcendant Holdings
Jim Percival, [imani LC
Shannon Strunk, Babers

Joey Sisson, Rent One

Rodger Poteet, Economy Rentals

Bryan Yakel, Lebakkens

Cindy Nelson, Show-Me Rent-To-Own
Mike Little, Quality Rentals
Tom Mitchell, Rent Rite

Courtney Chapman, Chappy's RTO

Carrie Peterson, H&H Furniture

Diane Marsh, Customer's Choice
Mike Howerter, Howerter Appliance
Pat McGee, Partners Rental



-------------------.

Computers
The following list of computer suppliers cater to the rental-purchase industry.

All are either APRO associate members (*), advertisers in APRO publications (+), APRO

convention exhibitors (") or APRO-endorsed member benefit program providers (-).

COMPUTER HARDWARE COMPUTER SOFTWARE

Alliance Computing
Technologies Inc. *+"

Contact: John P. Foster
3105 W. Waters Ave., Ste. 215

Tampa, FL 33614

813/936-0165, ext. 312;
fax 813/209-0184
jfoster@actsmart.com
www.actsmart.com

BOI-Laguna *+1\

Contact: Jay Nardone
3655 AtLanta IndustriaL Dr., Ste. 100

AtLanta, GA 30331

404/696-9996, ext. 137;
fax 404/696-4870
jnardone@esend.com
www.bdilaquna.corn/rto

Computer Spectrum Inc. *+1\

Contact: Mick WaLts
908 S. 8th St., Ste. 100

LouisviLLe, KY 40203

502/585-8866; fax 502/585-8869
mick@computerspectrum.com
www.computerspectrum.com

Dell Computer Corp. *+

Contact: Rex Herron
One DeLL Way
Round Rock, TX 78682

512/728-5401; fax 512/283-2117
rex_herron@deLL.com
www.deLL.com

RTO Systems Inc.j
iO Entertainment Center *

Contact: Barry Gambini
145 S. D St.

Exeter, CA 93221

866/594-4964
www.iQinternetcomputer.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

High Touch Inc. *+1\

Contact: John Rogers
2020 N. Amidon St.

Wichita, KS 67203

316/832-1611; fax 316/831-5555
johnr@hightouchinc.com
www.hightouchinc.com

Ideal Software Systems Inc. *+1\

Contact: Steve Lenhart
905 22nd Ave., P.O. Box 110

Meridian, MS 39302

601/693-1673, ext. 156;
fax 601/693-2302
www.ideaLss.com

Rental & Sales Software Systems *+1\

Contact: Ellison Crider
457 Robert Dr.

Corpus Christi, TX 78412-2454

361/993-1790, ext. 4;
fax 361/993-1731
eLLison@rsss.com
www.rsss.com

Rental Information Systems Inc. *+1\

Contact: Larry Burns
P.O. Box 1165, 834 Jeanette

MagnoLia, AR 71754-1165

800/863-7394; fax 870/234-3797
saLes@rentinfo.com
www.rentinfo.com

RTO Plus for Windows * +

Contact: Bob Yarbrough
1240 Maxwell St.

SaLisbury, NC 28144

704/636-2528; fax 704/642-0901
rtopLus@rtopLus.com
www.rtopLus.com

RTO PRO Software *+1\

Contact: Ron Ganus
5026 GaLL BLvd.

Zephyrhills, FL 33541

813/782-6299; fax 813/788-1711
saLes@rtopro.com
www.rtopro.com

Alliance Computing
Technologies 3 5

BDI-Laguna 9

ColorTyme 2

Computer Spectrum .47

Consumer Electronics Show 19

Crosley 21

Dell Computers .IFC
Fouts Brothers 13

FutureWare 12

G.E. Appliances IBC

High Touch 17

Ideal Software .41

McNamara Isuzu 34

Rental Information Systems 11

RES Accessories .40

RSSS 4

Rug Doctor 47

Tele-Track 3

Thomson/RCA 26-27

TRIB Group 12

Truce/Dispute Systems 1 0

Whirlpool. lS

Zenith BC

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 old ones.

Now available:

Management of the
Rent-to-O Account

�-----------------------------�\
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By Julie Sh�rrier

Indiana l\ental-��haSe
Dealer's AsSOclatl0n

5109 N. Highway 37

. IN 47404
Bloormngton, 527

812/333-7496;
fax 812/331-5

www.rpda.org

The Indiana Rental-Purchase Dealers Asso­

ciation is one of only three state rental dealer

associations that has been recognized twice

as the State Association of the Year. Present­

ed with the award in 1991 and again this

year, RPDA members-an active and loyal

group-serve as a model for other state associ­

ations to emulate.

Indiana rental dealers formed their state

association in 1987, with the help of Sam

Choate and Laura Neff. Harry Krause served

as the first president, says David P. David of

Full-O-Pep Appliances and current president

of the association. "Laura Neff put the associ­

ation's charter together and filed all the

paperwork," says David. "Once we went

through our legislative hearing on the Indiana

rental-purchase laws and the law was passed,

I was asked if I had any ideas to keep inter­

est going."
After the first year, Harry Krause dropped

out and David was elected president. Terry

Mullins and Bill Kelly each served a term as

RPDA president. During his first of eight

terms as president, David decided the rental

industry needed training and educational

seminars. For the past 14 years, RPDA has

held a trade show called the Mid-West RPDA

Trade Expo. "Our. first show had 20 vendors.

This year, the show was sold-out with 75 ven­

dors. We are still growing," says David. "With

the expert help of RPDA members Tammy

Gregory and Christy Koontz, we've had as

many as 300 attendees from Indiana, Illinois,

Michigan, Kentucky and Ohio. We have about

80-100 attendees for our seminars, which

address the needs of floor-level personnel as

well as owner-operators."

In March 2003, David is planning a legisla-

tive conference at the Indiana State House to

get rental-purchase dealers together to edu­

cate their elected representatives.· "Currently,

Indiana hasn't any issues before the Legisla­

ture, but we want our representatives to

know who we are in case something does

come up," says David.

One of the most rewarding projects of

RPDA is its involvement in the Children's Mir­

acle Network charity. With money raised in a

variety of ways-from donating $1 for each

delivery to selling paper balloons, candy bars

and holding an annual golf tournament at the

Mid West RPDA Trade Expo-rental dealers in

Indiana have donated anywhere from $10,000

to $20,000 a year for Riley Hospital (a local

children's hospital). "Our efforts to raise

money for Children's Miracle Network benefits

everyone. It benefits the children of our cus­

tomers and our employees," says David.

"With a spring meeting, a summer trade

show and a fall meeting, we're constantly

looking for ways to keep our network of deal­

ers educated and connected," says David. To

help with that effort, RPDA kicked off a new

Web site and design this past summer at

www.rpda.org/. With the help of software

vendor High Touch, RPDA members can now

look forward to keeping in touch a little bet­

ter with the advent of technology through its

Web site, which has a member's only section

as well as general information about upcom­

ing events and the association as a whole.

"We are lucky in that we have been graced

with a very active, loyal and involved mem­

bership," says David. "That's what keeps us

going."
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, 12 Clothes Care Cycles - 3 SPeeds
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EXTRAHEAVV HEAVY

MEDIUM
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GENTLE/SLOWWASH SPIN
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EASY CARE

GENTLEI FAST
WASH SPIN START

STOP/PAUSE

GE knows today's consumers are

busier than ever and they certainly
don't want to spend time guessing
when their laundry will finish.

Introducing Cycle Countdown

Lights on GE's Super 3.2 cu. ft.

Capacity Plus Washers to the Rental­

Purchase Industry. The Cycle
Countdown lets your customers

know how much time is left in the

wash cycle, taking all the guess work

out of when the laundry will finish.

GE is also trying to make your life

easier. Our strict requirements of

Six Sigma processes lead to 90%
of our parts and components to be

redesigned or improved. The result

is GE's most reliable washer.

And our bright ideas didn't stop
there, we even upgraded our Super
7.0 cu. ft. Capacity Dryer' with an

interior light. As if, 5 drying cycles,
4 heat selections and Reverse-A­

Door flexibility were enough.

For more information on our

complete product line, programs
and distribution systems call either:

Rich Zutterman

Paula Allison
Paul Eichberger
GEAppliances.com

877.657.5636
800.782.8093
800.782.8097

•
We bring good things to life.

APR:) Associate Member since 1992 © 2002, GE Appliances
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Widen your expectations.
lL�

DIG I T I Z E THE EX PER lEN C E. '"

------- - -- - - -

zenith;1':/,
Call Don Julson at 847-941-8734 or visit www.zenith.com

50" HOlV Monitor Projection TV
R50V26

DVDjVCR Combination
XBV243 APR:) Associate Member since 1981


