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Do 7he Math.
AARON'S SALES AND LEASE

OWNERSHIP AVERAGE PER STORE

Average Total Revenue

Average Pre-Tax Earnings
Average Pre-Tax Cash Flow

$1,329,198
$160,586
$153,218

The above averages are based on the actual results of
the company-operated stores from January 1, 2003 to
December 31, 2003. Of these 231 stores, 97 (42.0%) stores
had higher average total revenue, 115 (49.8%) stores had
higher average pre-tax earnings, 118 (51.1 %) had higher
average pre-tax cash flow, and 81 (35.1 %) had higher
average total revenue, average pre-tax earnings, and
average pre-tax cash flow. As a serious investor, wouldn't
you be interested in learning more?

Even though the above figures are actual results, the FTC
requires us to include the following statement. CAUTION:
"The figures are only estimates; there is no assurance that
you'll do as well. If you rely on our figures, you must accept
the risk of not doing as well."



You know the RTO industry and you know that Aaron's, with over $1 billion dollars in annual systemwide
revenue, is on an aggressive growth track awarding new franchises, converting or acquiring existing RTO

dealers and opening company stores. When we come to your market, we offer you a unique opportunity to

join the Aaron's team. Just "Do the Math" and you'll see why owning an Aaron's Sales & Lease Ownership
franchise is a smart business decision. And our proven systems, volume-purchasing discounts, financing programs,

national advertising and more, ensure your competitive advantage. We're Ar � "aIIOW-Ik
coming and opportunity is knocking. Are you ready to open the door? _ar,... �

�--------�--------��
Call Jim Thrash today at 1-800-551-6015 I SALES&LEASEOWNERSHIPFo'�§�A1o

,.he chance we won't
listen when you call.

Aaron Rents, Inc, is traded on NYSE (ANT) e2004 Aaron Rents, Inc



 



28 , READY: '�O RUN THE SHO�
As SliannpB Strunk and his wife,
Cynthia Baber-Stru�, p,repare t9
open their 49th tent-'to-'own store

� their f�ul-th state, Strunk has
taken on .a second. job as 200L.l-05
president of :APRO and, as eve!,? -r-

•

he's r<:yvecl 'Up 'and ready to go.
-

BY KR'IS'TEN CA'RD
, )

34 I CLOCK WATCHING
Ne� overtime n;l�s bring some

'clariry to what has lqng�been a

woolly-patchwork of regulaticnssi
Becausethe new regulations are'

soinewh�t clearer' about what
.

types of employees must be
.

granted'overtime, the number of '

wage-and-hour lawsuits should:
decline.

BY PHILLIP M. PERRY

38 I THREE NEW BOOKS FROM
THE POVERTY PRESS:'

'

The poverty press-authors.who
crank out studies and reports Oil
how low-income Americans live-·

should be of great i�tere'�t to �erit;JJ
dealers as they 'can glean, insighta.
into how a portion of the RTO

,

"

customer base thinks and beha'Yfs.
Another reason to read 'these
books is because the RTO business "­

is often highlighted in these _Rages<
as an example, usually among'
many others, �f how the pOd! are

made to p�y�more.�
,

'

DEPARTMENTS

7 I NEWS BREAK

20 I PRESlDENT'� VIEW
BY SHANNON STRUNK

BY ED W,INN 'II}' "",'.

44 I TAMPi:...··��E�SURE,
THE··MEMORUfs
A summary and photo album 'of"
the higN_'igilts of the 2004 APRO .

"

.

Conve'htion;;'and Buying Sh�W at'
'

the Tampa Marriott'Waterside ill
" Florida, '

BY BILL KEE,SE

24 I THINKING RTO
BY ED WINN III

52 I WHO'S WHO IN
COMPUTERS

COVER PHOTOGRAPH B¥ DAVID OMER
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fir sale A small/medium-sized Midwestern rent-to­

own store, 281 BaR. This store -located in Enid, Oklahoma­

has been in operation since June 1996. customer relations and

retention are a high priority as evidenced by this store being
awarded Enid's best rent-to-own store for 2004. The store sale

price of $175,000 includes store fixtures, equipment and

delivery vehicle. Call (405) 410-5823 for more information.

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

!iClar With
The POlNer ot= Int=orlDation
Information ... It gives wings to your
Rent-to-Own business. While it can be

a powerful tool, it can also be difficult

to manage. Fast and powerful RSSS

software manages critical information

in real time from all of your stores,
capitalizing on the latest developments
in internet and business technology.
Reliable system stability makes RSSS

the standard for the industry, giving you
the freedom to focus your attention on

your business, not your software. If you
dream of leaving system instability behind
and getting back to making money, then

RSSS Rental and Sales Software is the

ultimate solution for you.

Totals

A High Touch Company

Call us at 1.800.334.5224 or visit www.rsss.com.

APR:) Associate Member since 1986
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ou never know who's
eally a snake in the grass.

Count on sub-prime consumer information from Teletrack to keep from being bitten.

Would you rent to an individual who's skipped from other rental purchase stores? Teletrack knows who has. We can tell you if they have

skipped before, or if they are using a fraudulent Social Security number. We can also tell you if they have rented similar merchandise

recently from other stores. Teletrack can help you identify individuals most likely to skip. Avoid the snakes out there. Make decisions
based on the right information. Protect your rental-purchase business with Teletrack's risk analysis information.

For more information call today! You can also visit www.teletrack.com or email webinfo@teletrack.com.

APFI:» Associate Member since 1991

Risk Analysis - Fraud Alert - Skip-Tracing
1-800-729-6981 ext. 3 <Teletrack>

©Copyright 2003 Teletrack, Inc., Suite 800,155 Technology Parkway, Norcross, GA 30092



RENT·TO·OWN

WELCOME COCKTAIL RECEPTION
6-7:30 p.rn, Wednesday, August 4

APRO HOSPITALITY ROOM
2-5 p.m, August 4, and 9 a.m.-1 p.rn,

August 5 and 6, 9 a.m.-1 prn., August 7
--------------+--------------

18JBoRoup
TOM KITCHENS/JOE EASON GOLF TOURNAMENT
8 a.m., Wednesday, August 4

SEMINAR REFRESHMENT BREAKS
Friday, August 6 (RES) and Saturday, August 7 (Zenith)

GALA COCKTAIL RECEPTION: "SPLITSVILLE"
6-9 p.rn, Thursday, August 5

GENERAL SESSION, BUSINESS MEETING AND K'EYNOTE SPEAKER
10 a.m.-12 p.m, Thursday, August 5

EXHIBIT HALL CHAMPAGNE WELCOME
12 p.m., Thursday, August 5

COMPLIMENTARY ICE CREAM IN EXHIBIT HALL
3-4 p.m., Thursday, August 5 (Ashley) and Friday, August 6 (RentSmart)

APRO PRESIDENT'S RECEPTION
5:30-7 p.m., Friday, August 6

CONTINENTAL BREAKFAST
9-10:30 a.m., Saturday, August 7

o
THOMSON

-------=--------1--------- - ---

�i High
.ll Tou[h

AWARDS RECEPTION
7-8 p.rn., Saturday, August 7

AWARDS DINNER: "HAVANA NIGHTS"
8-10 p.m, Saturday, August 7

Benefit
m. rk. t1 n •• e t a e t e n &

--------------+----------- -

BDILaguna

COMPLIMENTARY RELAXATION STATION

CONVENTION DAILY NEWSLETTERS/BADGES AND NECK STRAPS

��-------="------------I�-.---. -.-.-. - -

�PHILIPS

! REGISTRATION COMPUTERS

I REGISTRATION ELECTRONICS

CONVENTION TOTE BAGS

POCKET SHOW GUIDE



COMPILED BY

JULIE SHERRIER RTOr

c

he annual revenue for the nation's rent-to-

own industry grew by more than $250

million-to $6.23 billion-a healthy 4 per­

cent growth-according to the 2004
/

.

Rent-al-Purchase Industry Survey. Last year, the indus-

try's revenue was approximately $5.98 billion.

Rental-purchase industry IO-year economic comparison
ANNUAL REVENUE I $ BILLION

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

$3.8 $3.9 $4.1 $4.4 $4.7 $5 $5.3 $5.6 $6 $6.2

ANNUAL CUSTOMERS I MILLION

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

2.7 2.8 2.9 2.8 3.3 3.1 3.1 2.9 2.9 2.7

ANNUAL MERCHANDISE UNITS ON RENT (B.O.R.) * I MILLION

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

5.1 5.4 5.8 6.4 7.5 6.9 7 6.4 6.5 7.7

ANNUAL AVERAGE PRICE PER UNIT (A.P.U.) **

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

$54.78 $54.99 $54.00 $54.04 $56.07 $56.75 $58.00 $66.27 $65.00 $67.61

ANNUAL VALUE OF CONTRACTS I $ BILLION

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

$3.2 $3.1 $3.1 $3.7 $3.9 $4.1 $4.5 $4.7 $4.6 $4.7

TOTAL NUMBER OF STORES

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004

7,500 7,500 7,750 7,750 8,000 8,000 8,000 8,300 8,300 8,300

*B.O.R. = balance on rent; **A.P.U. = average price per unit per month

Curiously, the number
of customers served in
the RTO industry in 2004

experienced a loss of
240,000 households
served. The number of
customers served in 2004,
according to the survey,
was 2.7 million, com­

pared to 2.94 million in

20(93, which shows that

th� RTO customer base
continues to be stagnant.

The annual survey
was r leased in August at

the ARRO Convention
and B ying Show in

Tamp, FL.
Other interesting sta­

ti tics show that the
number of total mer­

chandise units on rent

grew from 6.6 million to

more than 7.7 million
over the past year, illus­

trating yet another year
of healthy growth (6.4
million in 2002 vs.

almost 6.6 million in

2003). The annual aver­

age household expendi­
ture for RTO products
grew from $1,585 in
2003 to $1,650 in 2004,
reversing the previous
year's decline. The aver­

age rental rate per unit

per month decreased
from $65.73 in 2003 to

$64.29 in 2004, accord­

ing to the survey.
For 2004, the average

store has annual revenue

of $482,175 with 625
items on rent at anyone
time compared to

$484,299 in revenue with
613 items on rent at any
one time in 2003.

As far as product
breakdown numbers are

concerned, there is a

SEPTEMBER-OCTOBER 2004 7



substantial increase of
HDTV rentals (0.6 per­
cent in 2003 vs. 2.3 per­
cent in 2004), computers
(4.9 percent in 2003 vs.

5.5 percent in 2004) and
washers and dryers (13.6
percent in 2003 vs. 15.6

percent in 2004). Items

showing a slight decline
include TVs, VCRs, DVD

players, stereos and sofas,
loveseats and uphol-

stered chairs.

Forty-eight RTO com­

panies responded to the
2004 survey. APRO
members who participat­
ed receive the survey free
of charge. Otherwise, the
cost of the survey is $300
to both members and
non-members. To get a

copy of the survey,
contact APRO at

800/204-2776.

Northwest RTO
dealer Bartel
joins APRO
board of
directors

Regal RTO's Rich Bar­
tel of Vancouver, WA, has
joined the APRO board
of directors for a two­

year term. He was elected
to take over the position

Aaron Rents
acquires Home
Express stores

Aaron Rents
announced the acquisi­
tion of 25 rental-pur­
chase stores in a cash
transaction from Home

Express Inc., based in

Spartanburg, SC, on

August 31.
Home Express operat-

J\PRO 2005 Legislative
Conference dates set

The
2005 APRO Legislative Conference, held annually in Washington,

D.C., has been scheduled for May 17-18 at the Loews L'Enfant Plaza
Hotel. This conference draws rental dealers and other industry sup­

porters from across the country to meet and educate their elected officials on

issues facing the rent-to-own industry.
"We have high hopes that the industry will have succeeded in its mission

to have RTO federal legislation passed this fall," says APRO Executive Direc­
tor Bill Keese. "However, whether that goal is achieved or not, we must con­

tinue our efforts to promote and protect our interests among our elected
officials."

To make room reservations, call the Loews L'Enfant Plaza Hotel at

202/484-1000. Registration forms will be available next February.

8 PROGRESSIVE RENTALS

ed 21 stores in South
Carolina and four stores

in North Carolina.
Immediately subsequent
to the acquisition, the

company will sell five of
the stores to its fran­
chisees in the same mar­

kets as Home Express.
Fourteen of the Home

Express stores will be
converted to company­
operated Aaron's Sales &
Lease Ownership stores

and six of the stores will
be merged with other

company-operated
stores. Four stores will be
merged into existing
Aaron's Sales & Lease

Ownership franchised
stores and one store will
be converted to a fran­
chised store. The current
annual revenue of all the
Home Express stores
is approximately
$12 million.

"We are excited about
this acquisition as it
increases our presence in
the Carolinas, an impor­
tant and growing market
for us:' says R. Charles
Loudermilk Sr., chair­
man and chief executive
officer of Aaron Rents.



that was

vacated

recently by
RentWay's
Ron

DeMoss. Bartel previous­
ly served on the APRO
board as secretary and
has been involved with
APRO since 1983. He has
served on the board of
the Washington Rental
Dealers Association and
as president of the Ore­

gon Rental Dealers Asso­
ciation.

Strunks to open
Rent-n-Roll
stores in Florida
and Alabama

Newly elected APRO
President Shannon
Strunk and his wife,
Cynthia Baber Strunk,
recently entered into an

agreement with Tampa­
based Rent-n-Roll to

develop freestanding
stores in north Florida
and several markets in
Alabama. The first store

is scheduled to open in
Pensacola, FL, hopefully
by November.

"I am excited to pur­
sue another venture in
the family of companies
that we are developing.
We have a wonderful
team and they are

eager to begin rolling:'
says Cynthia Baber
Strunk.

In other Rent-n-Roll
news, Ernie Lewallen's
first Rent-n-Roll store,
located in Covington,
KY, broke the first month

RTO TV programming
now available

Imagery
Marketing Consultants, a company owned by

Rent One's Larry Carrico, recently launched "RTO

TV" -rent-to-own specific television programming that

can be played on televisions at rent-to-own stores. Currently
300 rent-to-own stores have paid subscriptions to the ser­

vice and Imagery is working to have RTO TV in 500 stores by
the beginning of next year.

The two-hour loop is produced on a DVD that is shipped to

the stores on a quarterly basis to offer fresh programming.
The programming is c;:ustomized to each subscriber while pro­

viding entertainment through music videos, product adver­

tisements from vendors to better promote an� explain the

products in the showroom and generic industry messaging to

better explain the rent-to-own concept and in-store specials
customized to each store.

"Before RTO TV, employees and customers were being
bombarded with a random clutter of broadcast television at

each store. Now we have a direct message to a direct audi­

ence," says RTO TV Producer Rick Linton. "We now have the

ability to educate and promote the rent-to-own industry, our

products and the rent-to-own store in a very powerful man­

ner." For more information, go to www.rto-tv.com/.

revenue record for the
entire chain. Also, Mike
Kent Jr. announced the

opening of two more

stores in the Miami mar­

ket. Last but not least,
Jeff Miller will be open­
ing a third Rent - n - Roll

SEPTEMBER-OCTOBER 2004 9



store in the Charlotte,
NC, market within the
next couple of months.

New credit
scoring system
to target RTO
customers

The national credit

scoring system, called
PICO, which determines
whether a consumer

qualifies for credit,
recently has been
revamped to assist those
who don't have any cred­
it history on file from
traditional sources such
as credit cards, student

loans and other types of

borrowing that FICO

reports usually show.
The new credit scores

will target "underserved"
consumers, including
recent immigrants,
divorcees, students, wid­
ows and others who
don't have enough of a

traditional credit history
to qualify for a standard
credit score. Fair Isaac,
the Minneapolis-based
company that compiles
the scores, developed an

"extended" score that
will pull data about con­

sumers from nontradi­
tional sources, including
payday lenders, rent-to­

own stores and deposit

accounts.

"Between 5 percent
and 15 percent of all
loan applications are just
dropped on the floor
because there is no score

available for that per­
son," says Craig Dillon,
vice president of global
scoring solutions at Fair
Isaac. "We believe we will

be able to provide scores

for about half of that

population."
The expanded scoring

system is currently not

being sold to lenders, but
will be available to

lenders if they are

approached by borrowers
who desire credit but
don't have a regular

Koda�

Home Theater Projectors
LCD HDTV Thin Displays

KODAK

Digital Cameras with Printer Docks

Boost Mobi le

Nextel Prepaid Cell Phones

FUEL

Prepaid Cell Phone Services

Where finding the right product is just the beginning 1-888-615-5228

10 PROGRESSIVE RENTALS

APR:) Associate Member since 1994
------------------------------------�

Alliance

Computing
Technologies,
Inc.



FICO score. Rental deal­
ers who want to promote
the development of a

healthy credit rating to

their customers who pay
on time should respond
if contacted by various
consumer reporting
agencies who collect and

provide consumer pay­
ment data to FICO.

Former Rent Rite
group launches
new RTO chain

"I believe there is
tremendous opportunity
for a new regional chain
now that so much con­

solidation has taken

place," says Tom
Mitchell, former chief
financial officer of Rent
Rite. "Customers want

and deserve a choice and
our plan fulfills that
need." Mitchell and a

group of former Rent
Rite executives plan to

open or acquire 25 stores

within the next 12
months called Payday
Rental Purchase and
Sales.

"When Rent-A-Center

purchased Rent Rite this
past May, I knew imme­

diately that I would

begin a new RTO
endeavor;' says Mitchell.
The new stores will offer
name-brand furniture,
appliances and electron­
ics as well as payday
advances and other non­

traditional services.
Mitchells says the com­

pany' based in the West
Palm Beach, FL, area, will
be focusing on growth in

SOMETHING
HOLDING
YOU BACK.?

",E CAN HELP!
As a ColorTyme franchisee you'll
receive support in the four areas

critical to your success:

• Purchasing (power of 2900+ stores)
• Marketing (award winning programs)
• Financing (Inventory & Capital)
• Operations (training. store set up. consulting)

Call us at 800.608.TYME
Email: franchise@colortyme.com

Check out our website at
www.colortyme.com

APR:) Associate Member since 1992
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RENTAL LAMPS
FOR THE RENTAL INDUSTRY

NOVA
LIGHTING

MEMBEROF
TRIB &APRO

WWW.NOVALAMPS.COM
800.835.6682

APR:) Associate Member since 1995

RENTAL- PURCHASE

Open Your OUlll
RTO Company

We are a licensing company
that provides startup and on­

going assistance to experienced
RTO operators. We can provide fi­
nancial assistance with startup
capital and have a program to help
new business owners obtain inven­

tory financing with SBA Guaran­
teed Loan assistance. If you have
the desire to own your RTO com­

pany, this is an opportunity you
must review. See our Web site at

www.premierrents.net for com­

plete details or call Trooper Earle
at (800) 2-Premier.

EQUITY INVESTMENT FUND AND
SBA LOAN ASSISTANCE

12 PROGRESSIVE RENTALS

Start planning for
the 2U05 winter mar�ets

Fall
is in the air and it's time for everyone to start

thinking and planning on attending the upcoming .

winter markets. APRO would again like to invite all

rental dealers to join us at the Consumer Electronics Show

in Las Vegas, January 6-9. BDI-Laguna will sponsor a rental

dealers' hospitality suite 6-7:30 p.m., January 7, at Man­

dalay Bay. The APRO booth, always a popular gathering
place for rental dealers, will be located in the lobby of the

Las Vegas Convention Center (booth #Ll1). For more informa­

tion on the Winter CES Show, call 703/907-7600 or visit the :

CES website at www.cesweb.org.
Other markets of interest to rent-to ..own dealers include

the San Francisco Furniture Mart, January 21-24. APRO will

not be attending this market, but for more information you
can call 514/552-2311 or visit www.sfmart.com.

As always, APRO will be participating in the Tupelo Furni­

ture Market, which is being held February 17-20. The APRO

booth will be in its usual location in the lobby of Hall B of

the Mississippi Market Complex. Rental dealers are invited

for complimentary hors d'oeuvres and drinks 5-7 p.m. Feb­

ruary 17, in Tupelo Building NO.4 (sponsored by Ashley Fur­

niture). For more information on the market, �62/844-1473
or visit www.tupelomarket.com.

Another market you may want to add to your calendar is

the High Point Furniture Market, scheduled for April 14-20.

Although APRO will not be present at that market, you can

get more information on High Point by calling 336/
888-2700 or by visiting the Web site at www.ihfc.com.



the Southwest and Mid­
west initially and is

already in discussion
with potential sellers.

Former Rent Rite
execs joining Mitchell are

Jim Whitney; director of

operations; Tom Simon,
director of purchasing
and marketing coordina­
tor; Joe Janik, director of

training and acquisitions
coordinator; John Jenk­
ins, controller and IT

director; John Kennedy,
director ofinternal audit;
Leslie Collins, human
resources manager;
and Paul Richards and

Andy Smith as district

managers.

Rent One
adds
online
shopping
program

A new online shop­
ping program for current

and new RTO customers

is now available through
RTOtoGO.com, devel­

oped by Imagery Mar­

keting Consultants in
Missouri. Illinois' Rent
One is the first RTO
dealer to sign up for this
innovative online shop­
ping experience, which is
available to rental-pur­
chase dealers nationwide.

With RTOtoGO, cus­

tomers can view items by
category, choose their

preferred pricing (week�

ly, monthly or cash), fill
out a secure online order
form and click. It's even

easier for returning cus­

tomers who have estab-

lished an

online account
since the site

keeps customer

information
stored and ready

for future orders.
While the site and infor­
mation sent through the
online process is secure,
customers also can shop
online and then order by
phone with their nearest
rent - to-own store. No

payments are made
until the merchandise is
delivered.

Customers can find
the nearest participating
store location through a

zip code search at RTO-

At SED, we take possibilities and turn them into real solutions. The sky is the limit whether you are looking
for computer products, consumer electronics or cellular solutions. Stop searching for the hard to reach products. See
how far our selections will take you! Call Sed International today for products from leading manufacturers like these:

r...1..11J.T.:. acer r.ilOperi C:���!I�.:::· (JiJUght infel. MqxJor' .. N ETG EAR �� :!V.!! TEAC, == XIMETA

Broaden Your Horizons. Call SED Today!
www.sedonline.com1-800-745-7700 .5[0

Atlanta, CA I Bogota, Colombia I Buenos Aires, '\rgentina I City of Industry, CA I Dallas,TX I Miami, FL I Sanjuan, Puerto Rico l'I�III���'!1I[.nr.'1
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toGO.com, which will be

promoted through
aggressive online market­

ing, print materials and
television and radio

advertising.
"RTOtoGO has been

an instant success," says
Carrico. "We rolled it out

at [the] APRO [Buying
Show] and Marty Smith

signed up three more

customers immediately.
All a customer has to do
is enter their zip code
and Imagery will route

the customer to the

appropriate client's Web
site. Learn more this lat­
est concept by visiting
RTOtoGO.com.

Segway: the
next VCR?

The increasing popu­
larity of the Segway
Human Transporter
vehicle has turned to

rent-to-own in
order to capture a

larger consumer

market share.
The two-wheeled
vehicles, featured
in numerous fea­
ture films with a

futuristic theme,
range in price from
$3,000 to $4,500 retail,
but an innovative com­

pany in the San Francis­
co Bay area is quickly

that with the growing
popularity of the Segway,
maybe a rental business
would be a good way to

get new people into it:'

profiting from renting
the low-maintenance
vehicles to the public.

«We started thinking
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RTOtoGO
This innovative online shopping experience helps customers
find your stores and makes it easy for them to order online!
The custom store front can be maintained by your staff or

ours! Don't miss out on this new sales tool that's already
proven successful!

www.rtotogo.com

RTO-TV
Tell customers and employees about the benefits of your
company and RTO - it's easy with this custom 2-hour in-store
video playing on all your televisions! Excellent production,
custom messages and the latest music videos combine for
cost effective marketi ng that works!

www.rtotv.com

APR:) Associate Member since 1998



says Darren Romar of
Slide4Less.com. Romar
and his partner, Steve

Steinberg, run a ski lift
ticket Web site and also
dabble in the electric
skateboard business and
now have entered the Seg­
way market. Slide4Less is
now an official Segway
retailer and does most of
its marketing on the
Internet.

"We rent the
machines for $20 an

hour, $99 a day or $489 a

week, with 60 percent of
the rental fee going
toward the purchase of a

new unit," says Steinberg.
"We have made much
more money renting the

Segways than by selling
them. All of our 29 units
are rented out almost

every weekend and all we

have to do is recharge
them and fill the tires
once in a while."

Steinberg says that he
and Romar waited until

they collected enough
rent from one Segway
prior to buying their
next one and are now

listed on the Segway Web
site as a retailer. "We get
anywhere from 5,000 to

6,000 hits a week on the

Segway site," he says.
"When the unit is rented
for 35 days, it has paid
for itself."

Steinberg stresses the
low-maintenance of the
units and the safety fea­
tures of the Segway as

being the primary selling
features, as well as the nov­

elty and entertainment.
To find out more, visit

the Segway Web site at

COMPLETE POINT-OF-SALE SOFTWARE
FOR RENl: LAND RETAI STORES ONLY

RTO Pro includes:
Complete inventory, including depreciation

Retail sales I Complete rental I Check cashing
Collection and overdue reports and on-screen account

Management I Billing I Airtime accounts

Contract laser printing I Cash-advance transactions
Data conversions from other software available

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

HOME OFFICE SOFTWARE AVAILABLE!

.3i�3j.j3�/!.' CALL [800] 351·6299

OR VISIT OUR WEB SITE FOR MORE INFORMATION

OR TO DOWNLOAD THE DEMO

4'h'",Wit i.!:J it·a 3·M'
FUTUREWARE ENTERPRISES INC.

2503 Gables Drive, Eustis, Florida 32726

APR:) Associate Member since 2000

"May 1 help youT is not a rhetorical Question
Does it seem to you that, somewhere

along the line, work ethics changed?
In our parents' day, weren't more

people polite? And punctual? And

didn't praise for ajob well done make

those workers swell with pride?
Time hasn't changed the way we do

business at TRIB Group. For over

twenty years, we've been serving the

needs of independent rental dealers
all over the nation, negotiating price

structures with vendors and manufacturers and giving all our members the buying
power of The Big Guys. Our goal is simple: you must be satisfied with our services. Or

we'll give you your money back. * Pretty straight-forward guarantee policy.

TRIB qroup
� 277'5 Cruse Road #2401
Lawrenceville, CjA 30044

if phone 770-451-4302
Q) TOLL FREE 866 - 800 - TR1B

� fax 770-451-4312
Q www.tribqroup.com

* ,'- after 90 days, you do not perceive significant benefits from membership. we will refundyourjoining fee in

full. You must be in good standing at the time of the refund.

APR:) Associate Member since 1983
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WHEN YOUR ACCOUNTANTS
DON'T KNOW "BaR" FROM "IRS",

THAT CAN SPELL "TROUBLE."
It's your money. How much you get to keep
depends in part on how smart your
accountants are. The people at

Kirkpatrick, Sprecker know their

business. But just as important,
they know yours, too.

From the inception of
RTO over 30 years ago,
this Wichita, Kansas,
firm has included among
its clients some of the

industry's most

prominent players.
Kirkpatrick, Sprecker

has been at the heart of the industry's
�----� efforts to standardize and improve

accounting practices. They've
represented RTO interests before

tax and regulatory agencies. They've
worked side-by-side with RTO

clients of every size, offering
informed advice on finan­
cial matters of every sort.

No CPA firm in the

country knows more

about Rent-To-Own.

Call 877-299-1532 or

e-mail jim@kscpa.com.

IL-. KIRKPATRICK, SPRECKER
1'\/ & COMPANY, LLP
311 South Hillside • Wichita, Kansas 67211-2195

Phone: 877-299-1532 • Fax: 316-685-4575 • On the Web at www.kscpa.com
Associate Member AFRO
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www.segway.com and/or
the Segway section of the
Slide4Less.com.

APROVendor
Advisory
Committee
elects new

officers
On August 6, at the

exhibitor breakfast and
election during the
APRO Convention, six
associate APRO mem­

bers were elected or re­

elected to the Vendor

Advisory Committee to

serve a two-year term.

Four of the current com­

mittee members were re­

elected. They are:

Don Julson, Zenith
Electronics; Bob Saun­
ders' Michels & Co.; Tim
Shannon, Thomson Inc.;
and John Rogers, High
Touch Inc. The two

newly elected members
are Craig Moon with
Sears Contract Sales and
Marty Smith of Imagery
Marketing Consultants.

These vendors will

join the following com­

mittee members who are

serving out the second

year of their term: Elli­
son Crider, RSSS;
Michael Gerwe Jr., RES
Accessories; John Blair,
Jerry Bogo Co.; John
Foster, Alliance Comput­
ing Technologies; Karen
Greenwald, Ther-A-Pedic
International; Rich
Anderson, Ideal Soft­
ware; and Norm Smith,
honorary member

The next Vendor Advi-



sory Committee meeting
will be held in Austin,
TX, on October 11.

Nationwide
Mattress and
Furniture
Warehouse
appoints new

management
team

Nationwide Mattress
and Furniture Ware­

house, a national retail
chain and an affiliate of
Sun Capital Partners Inc.
of Boca Raton, FL
announced the appoint-

OUR BUDDYS

IN TAMPA:

Buddy's Home Fur­

nishings welcomed

APRO members to

Floridian paradise for

the 2004 Convention

and Buying Show.

APRO Executive

Director Bill Keese

paid a visit to Buddy's
home offices during
the convention.

ment of their new senior

management team.

Steve Glucksman, has

joined Nationwide as the
new CEO and President.

Glucksman has held vari­
ous executive positions
throughout his 20-year
career. In his most recent

_

position at Brandon

Home Furnishings, he
was the President & COO.
Glucksman has also held
executive positions at

Rent Rite, Crazy George's

APPLIANCES • ELECTRONICS· CHEMICALS • FURNITURE

www.resacc.com
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(U.K.) and Rent-A-Cen­
ter. When asked about the

opportunity with Nation­
wide, Glucksman stated:
"With our management
team and experienced
employee base, we expect
to capitalize on the op­
portunities and drive
business benefiting cus­

tomers, employees and
vendors alike."

Peter Limeri has

joined Nationwide as its
chief financial officer,
and has more than 15

years of executive finan­
cial and operational
experience. Prior to join­
ing Nationwide, Limeri
was the CFO of Ander-

The APRO staff has changed e-mail addresses.
Please update your address books!

• Executive Director Bill Keese: bkeese@aprovision.org
• Office Manager Tulisha Carson: tcarson@aprovision.org
• Marketing Director Cindy Ferguson: cferguson@aprovision.org
• Art Director Neil Ferguson: nferguson@aprovision.org
• Membership Director Laurie Hill: lhill@aprovision.org
• Administrative Manager Jeannie Hutchison: jhutchison@aprovision.org
• Education Director Shelley Martinek: smartinek@aprovision.org
• Public Affairs Director Richard May: rmay@aprovision.org
• Communications Director Julie Sherrier: jsherrier@aprovision.org
• Government Relations Director Ron Waters: rwaters@aprovision.org

son Press Incorporated.
Frank Trapasso will

remain in his post as the
chief operating officer,
which he has held since
2002. Trapasso has more

than 35 years in senior
retail management posi­
tions' including mer-

chandising and retail
store organization. His

background includes
work for Fortune 500
firms throughout the.
u.s. including Circuit

City, Sears and Eye Care
Centers of America.

Nationwide Mattress

and Furniture Warehouse
specializes in affordable

bedding and furniture.
Nationwide buys mer­

chandise direct from fac­
tories, avoiding "middle
man" prices and passes
savings down the retail
chain to the end customer.

,

support & de velopment
dedicated to meeting RTO's software needs!
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Our November '03 aquisition increased our store count from 7 to 15 locations.
The new stores were operating on several other leading RTO management
systems, which we confidently converted to The Ideal Rental Manager (TIRM).
Both our corporate staff and store managers have been very pleased with our
decision to entrust our business to Ideal Software.,,Robert Briley • RENT CITY / ABILENE, TX

Ad ed tech-support staff ...99.3% of calls answered LIVE!

• Regularly scheduled training courses teach users to run stores efficiently & profitably!
• Ideal User Meetings in our new 30,000 sq ft facility provide invaluable learning

opportunities!
• New Development & added functionality of "The Ideal Rental Manager (TIRM):"

Price tag printing • Barcoding & electronic inventory audits
Quickbooks/Peachtree Accounting Interface • Expanded reports • Laser agreements

cotefttrnS, '''c.
54(1WQ� �T�-

The Idea' R,

Manager(,r,
.. Help & $IIPPOI

_ .dea, Products Frequently Asked
T Questions & Ansv

Rent to Own Jk. Q: Can TIRM seCU

Retail Fumiture\j store from employe
Check Cashing A:) TrnM owner!

Family Entertainment complete control'

Pawn
' ��l:;IS����_�;:���c'

functions
(C(!lIIfIIIrWlm)

New

APR:) Associate Member I 2004 approved TRIB Group vendor

Ideal Services

'4 Hr. Tech Support
Q: Can .\h'ltdling

Contact us today!
,"

Tel 800 964-3325 x153
www.idealss.com

Software Systems, Inc.



DEFINING TOMORROW'S TECHNOLOGY

PRODUCED BY CCfA.

Opportunity is coming to market. Featuring 130,000 potential partners,

competitors and market makers. New products from 2,400 exhibitors.

CES is the world's first look at the hottest technologies under the sun.

Make the connections that will make your year, and watch your

business grow. Register today at www.CESweb.org.

JANUARY 6-9, 2005 LAS VEGAS

grow
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Meaningful relationships

have always had the greatest respect for
our members and feel privileged to be a

part of the APRO membership. I look
forward to all of our meetings: the Mid­
Year Conference, the Legislative Confer­
ence and, of course, our conventions­

mainly because I know I will see old friends, new

friends and meet new people. These are the peo­
ple who have made a powerful impact on my life,
education and business. It is for this reason that I
felt compelled to run for the APRO board of
directors five years ago. I want to increase that cir­
cle of friends and teach other people that it is
APRO's most powerful member benefit. Yes, I

believe the opportunity to network with the
membership is our best member benefit!

I want to focus on increasing the attendance at

APRO's networking opportunities. It is from these
encounters that I made the change from concen­

trating on BOR to focusing on revenue. It is from
these encounters that I realized the bonus plans
our company had in place were no longer an

incentive for our employees to perform their best.
APRO's networking opportunities create the envi­
ronments that allow competitors to share "secrets"
with each other and improve both companies.

This year, at our convention in Tampa, I wit­
nessed first hand the beginning of many new re­

lationships at our first-time attendee welcome re­

ception. The room was packed with many
.

first-time attendees, APRO board mem-

bers and others in our industry who just
wanted to meet new people. Many of
these people will not realize that they
started some of the most meaningful re­

lationships in their business career until

they reflect on it in the years to come,

By SHANNON STRUNK just like me.

APRO's President One of the questions that I struggle
............................................ with most as APRO president is how to

educate our members and non-members of this
most meaningful benefit when it only becomes
evident a few years down the road. I also struggle
with how to educate our current members of
their obligation to introduce anyone in this in­

dustry who is not a member to the Association.
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"I believe the

opportunity to

network with the

The influx of new

people is what we are

all about. They pro­
vide the questions
that stimulate us into

thinking about why we do what we do and how
we do it; it either strengthens the reasons or pro­
vides the basis for making changes. It is vital to

the networking for all of us.

At the convention in Tampa, I was fortunate

enough to be elected president of this great Asso­
ciation. I say fortunate because now I have the

opportunity to share with more people the most

effective way to improve their business and help
continue the work of the
constant remaking of APRO.
As leaders in the Associa­
tion' it is our responsibility
to leave the APRO better

membership is our

best member

benefit!"

than we have received it. Lyn
Leach and the past board have done a great job
and have most definitely raised the bar for this

year's board.
We have great leaders this year who have

stepped up to the plate. Ernie Lewallen is the new

chairman for the public relations effort and has

exciting ideas to continue improving and build­

ing a great image. Chris Korst is the chairman for
the Government Relations Committee and will
continue our effort to get federal legislation
passed that defines our industry. Kevin Quinn, as

secretary, will be chairman of the APRO Mem­

bership Committee and will succeed in continu­

ing our membership growth. Mark Windsor has

agreed to chair the education committee and is
committed to improving the educational oppor­
tunities for our membership. John Cleek, as first
vice president, will be chairing the Nominations
Committee as well as the State Association com­

mittee. Larry Carrico, as second vice president,
will be chairing the Communications Committee
and David P. David, as treasurer, will be chairing
the Budget Committee. Robert Briley will be

chairing the ethics committee and Sidney Burton
will be co-chairing the PAC committee.

It is the very talented board of directors you
elected this year who will leave the Association bet­
ter than we received it so that the new members will
have an even better Association to build upon. _

Shannon Strunk is the president ofBaber's Inc. in

Pascagoula, MS.
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On November 2, just do it

t is fall in an even-numbered year and
those ofyou who are political junkies will
know what that means. That's right, it is
election time again. If you are lucky
enough to live in Missouri, Ohio, Michi­

gan, New Mexico and a half dozen other

battleground states, you are getting bombarded
with the most expensive presidential media buy in
the history of the Republic. You are probably hear­
ing more about the two major candidates running
for the presidency of the United States than you
ever thought you had a right to know. After all,
hundreds of millions of dollars in commercial air-

time still buy a lot of 30-second ads.
Thank goodness presidential campaigns come

along only every four years. Well, maybe that is
not right. If we had presidential races every year
where this much money was being spent, all for a

$400,OOO-a-year job, we might just generate a

booming economy again!
But every even-numbered year is election time

for members of the United States House of Repre­
sentatives and one-third of the U.S. Senate. While
these races aren't as sexy and don't draw the kind
of media attention a presidential race draws, they
are, in many ways, much more important than the
presidential race. After all, it's the Congress that
makes the laws that affect our daily lives-such
things as how much money is spent on highways
in our area or dams to build reservoirs where we

like to ski and fish and how much indi­
vidual freedoms we have.

Congress is one of the keys to the
future of rent - to-own. We have been
working for many years to get Congress
to define our industry the way 46 states,
the Internal Revenue Service and others

By BILL KEESE define us. Currently, HR 996 has 95 co­

APRO's Executive Director sponsors. That's 22 percent of the mem­
.................................................................. bers of Congress who have said that this

is such an important issue that they are willing to

put their names and reputations on the line to con­

vince others in Congress they should do likewise.
The Senate is even straighter forward about

the need to have defining RTO laws. Twenty-six
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"While Congressional
races don't draw

the kind of media

percent of the United
States Senate says its
time to define rent-to­

own. While we all
know it takes a major­
ity vote to pass legisla­
tion' the number of
co-sponsors who have

signed on to HR 996
and S 884 is far more

than most legislative
efforts.

I hope everyone of you reading this column is
a registered voter. If not, go and
register today. But if the reader­
ship of Progressive Rentals is at

all like the national demo­
graphics, only about half of you
are registered and only about 30

percent to 40 percent of you who are registered
will actually go out and vote.

If the presidential election of 2000 didn't dis­
pel the urban legend that your vote doesn't really
matter, than the high mold count in the atmos­

phere must have gotten to you. Your vote does
matter and unless you are so apathetic that you
are willing to let someone else decide your future,
you have an American duty to register and vote.

I am of a generation that was inspired to pub­
lic service by the call of John F. Kennedy when he
said, ''Ask not what your country can do for you.
Ask what you can do for your country." America
needs your educated participation in our political
process. In today's vernacular, "Just Do It!"

To bring this plea closer to home, I urge you to

get more involved with APRO. You should be ask­
ing the question, "What can I do for APRO?" just
as you should be asking the question, "What can

I do for my industry?"
In the past 15 years, I know of many who have

asked these questions-the most recent is your
new president, Shannon Strunk. Not only has he
stepped up to the presidency ofAPRO, but he con­

tinually stresses that if he does his job as president,
he will leave APRO and the rent-to-own industry,
better than he found it. I believe that is the essence

of leadership. Welcome aboard, Shannon! _

attention a

presidential race

draws, they are, in

many ways, much

more important than

the presidential
race."

Bill Keese's e-mail address is bkeese@aprovision.org.



Nothing beefs up your profits as quickly as cutting overhead costs.

feature of High Touch software products feeds your

bottom line by producing professional, up-to-date forms on your laser

printer less expensively than carbon, continuous fed paper.

Prints Rental Agreements, Waiver Forms, Delivery Check Lists,

manuals and other documents, as needed

Eliminates outside printing and shipping costs for preprinted forms

Reduces costs associated with warehousing documents

Produces timely documents automatically

Provides the ability to easily and instantly change documents

with little expense

If you're hungry for increased productivity

and higher profits, call High Touch.

APR:) Associate Member since 1984



edlining in the common par­
lance is the practice of refusing
to do business with someone

based on where he lives. The
company, most often a bank or

insurance company, decides not
to do business in a certain neighborhood because
it thinks that it can make more money lending or

insuring in other neighborhoods. Companies who
redlined literally circled with a red pen the "bad"
neighborhoods on maps on the wall in company
headquarters, thus the name, "redlining."

The practice had a disparate impact on low­
income consumers, mainly minorities, and the fed-

Redlining revisited
eral government stepped in years ago and passed
anti-redlining statutes covering financial institu­
tions and insurance companies and, later, telecom­
munication companies and cable companies.

Then, in big cities, pizza delivery drivers start­
ed getting robbed and shot and occasionally killed
out on the job and some of the national pizza
chains started redlining a few neighborhoods in
big cities, not out of racial prejudice but for
employee safety reasons. Consumer advocates, on

behalf of their pizza-deprived clients, clamored
for justice and several cities, notably San Francis­
co in 1996, passed ordinances requiring pizza
companies who advertised "city-wide delivery" to

do just that-deliver everywhere, almost no mat­
ter what. Lawsuits have been won against pizza

chains in California, Missouri, Florida
and Pennsylvania. Car rental companies,
taxi services and an online grocery deliv­
ery business have also been targeted in
related "service redlining" lawsuits.

Rental companies have been spared,
until lately. Now, in Chicago, the Cook

By ED WINN III County Commission on Human Rights
APRO's General Counsel is wondering whether a rental compa-
...........................

ny's claim that its refusal to deliver prod-
uct to a tenant in a certain housing project was

truly security-based or, instead, was nefariously
based on housing status. The particular store in

question has a high percentage of minority cus­

tomers and a substantial percentage of its cus­

tomers live in public housing. This ought to
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"The message from

Chicago is that rental

dealers may want to

demonstrate that the
refusal to deliver to

that particular project
was genuinely safety­
based, especially since

delivery employees for the company were victims
of a robbery just a few blocks away. But, a single
refusal to deliver has brought legal aid to the res­

cue, expressing unhappiness and suspicion over

the situation. The company has had to compile
crime statistics and other data to prove the bona
fides of their policy vis-a-vis the project.

The message from Chicago is that rental deal­
ers may want to review their policies about where
they will and will not deliver. They will certainly
need more evidence in the files other than "we
heard it was bad over there." Neighborhoods can

and do change over time. In Tarpon Springs, FL, a

local pizza owner who had redlined a neighbor­
hood for seven years because of a bad experience,
changed his policy in the face of threatened litiga­
tion when he drove through the neighborhood
and acknowledged that it was a nicer place than
when he first adopted his policy.

Crime statistics maps are available on the Inter­
net for many jurisdictions and rental companies
may want to collect such data when reviewing
neighborhoods deemed too unsafe to deliver
products.

The irony, of course, is that if the company
sends an employee into an unsafe neighborhood
and the employee gets hurt, he will have a cause of
action against the company for negligence-fail­
ing to provide adequate security for employees. A
restaurant in Delaware was tagged with a $600,000
judgment when a waitress was assaulted in the
parking lot on just such a claim.

Dealers occasionally wonder what to tell a cus .. \
tomer who cannot get a TV because she lives in a

neighborhood that is too dangerous. The answer I

is to tell her the truth. If the neighborhood is real­
ly unsafe, then the rental company does not have
to deliver there. However, be advised that the bur­
den of proof may be on the company to prove the
danger.

So, finally, rental dealers, first of all, have an

obligation to keep their employees safe at all costs.
But at the same time, they do not want to be turn­

ing down deliveries because of outdated or simply
bad information about where someone lives. _

review their policies
about where they will

and will not deliver."

Ed Winn's e-mail addressisedwinn@e-bylaw.com.



Sandberg Rental Express.

Great taste. Less wait.
Not only is Sandberg Furniture known for up-to-the-minute, fashionable style, they're famous for bringing

your customers the looks they want and the prices they'll love, with no waiting!
• Exclusive Ultra Gloss on most styles • Replaceable tops
• All merchandise in stock for immediate delivery • Replacement parts shipped within 48 hours
• Master Bedroom, Youth Bedroom and Entertain- of notification

ment Systems all from one source and all deliv- • Steel Mirror supports supplied with every mirror

ered on one truck

Contact: Wayne Harris or Gary Catarina

ph: 863-534-8915 fax: 863-534-3009

323.582.0711 • www.sandbergfurniture.com
APR:) Associate Member since 2003



 



APR:) Associate Charter Member

ROil15" diagonal LCD
TV/DVD Combo

Changing Entertainment. Again.
www.rca.com
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nee you've spent a few minutes talking with Shannon
Strunk, it's easy to envision him as a lO-year-old boy with

energy to burn, taking over his older brother's neighbor­
hood TV Guide route just to have something to do.
"Every Thursday I went around and had regular cus­

tomers who bought TV Guide from me," Strunk says.
"And, of course, I'd always order extra and try to make
new customers. My mom was happy I had a job as I was

probably driving her crazy."
Strunk's rapid-fire speech belies his longtime residence

in deeply Southern, moss-covered Pascagoula, MS (popula­
tion 26,000). Though this port city may be named for a peace­

ful Native American tribe-translated, the name means "bread
eaters"-and hometown to such legendary easy-goers as singer/song­

writer Jimmy Buffett, Strunk definitely doesn't fit the stereotype of the
droll and drawling gentleman of business. Strunk is less antebellum,
more ambition.

"I've always had a job; as a matter of fact, I've always had two jobs," he

says. "I've held more jobs than you can possibly imagine. I've never been

happy sitting around. Never."
Even today, as Strunk and his wife, Cynthia Baber-Strunk, prepare to

open their 49th rent - to-own store in their fourth state, Strunk has taken
on a second job as 2004-05 president of the Association of Progressive
Rental Organizations and, as ever, he's revved up and ready to go.

APRO's newpresident,
SHANNON STRUNK,
is a go-go guy with a

big, big vision

THES
L__ J APROFILE by KRISTEN CARD L

-I PHOTOGRAPHS by DAVID OMER 1
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erhaps Strunk's propensity for

perpetual motion began in his
childhood as he and his five sib­

lings were moved from home to

home as their father accepted
various military posts. Strunk
doesn't have much to say about
his youth, other than he worked

a lot-mostly jobs related to the restaurant or food

industry-and went to school.
Then, somewhere along his career continuum,

Strunk opened a restaurant with a man with whom he
ended up at odds. Strunk left and found himself-for
the first time since age lO-unemployed. He arbitrar­

ily answered a newspaper ad for an account manager
("I had no idea what it was," Strunk says) and went to

work for Baber's, then a 12-store rent-to-own appli-

opening new stores, because the key is to continue

growing existing stores while you grow new stores.

Right now, we're on-target for our external goal."
In order to stay on target, Baber's is having to

change its modus operandi. Historically a rural-based

company, more than half of its stores are located in
towns with populations averaging fewer than 10,000.
But recently, the Strunks have begun building on their
rural foundation by branching into larger, urban mar­

kets-an evolution Strunk claims was inspired by
Baber's 215 or so employees and his company's com­

mitment to them.
«When we open in bigger cities, the stores can grow

larger," Strunk says. «Our pay structure is based on the
size of the store, so we can offer good employees bet­
ter opportunities by going there. We make promises to

our employees all the time: (You do well, and I'll make

ance and electronics business.
«I worked here about a week and a half and made

plans to get out," Strunk says. «I didn't think I liked the
business.

«But about two weeks into it, I went to collect on a

washer and dryer and the customer refused to give
them to me. What she said to me was she was never

going to own the laundromat. And that was my edu­
cation in the rent-to-own business. That's when I
understood what was happening here. I stopped my
pursuit of changing careers and started working,
working hard."

Strunk moved up quickly within the ranks of this

family business, settling in the Pascagoula headquar­
ters when a plane crash took the life of the owner's
son. The son's widow, Cynthia, also worked for
Baber's. Three years later, she and Strunk married.
Then, following the death of founder James Baber in

1999, the couple bought the rest of the company from
the other half of the family.

Within the past four years, the Strunks have grown
the business from 35 stores to 48, located across Mis­

sissippi, Alabama and Louisiana. They'll extend their
reach even further in December with the opening of a

Pensacola, FL, location.
«Our goal is 100 stores by 2010:' Strunk says. «Our

first year [of sole ownership] was concentrated on

internal store growth-making sure we knew what we

were doing and we could grow internally without

things better for you. I'll create opportunities.' We
must continue honoring the promises we make."

Employeefocus

When
it comes to Baber's employees, fol­

lowing through with his commitments
is only the tip of a mammoth iceberg for

Strunk. In fact, at Baber's, the customer may be king,
but the employee is everything.

"Our business philosophy is not so much cus­

tomer-oriented as it is employee-oriented," Strunk

says. "We talk about our customers all the time; they
are our business. But the customer side doesn't matter

if the employee side isn't right. If you don't get the

employees right, nothing matters. You can see it in
store after store after store. If the employees are out of
whack, then it just doesn't matter what else is going on

as that store is just not going to perform."
Strunk says Baber's intense focus on employees is

almost as much about logistics as it is about philoso­
phy. With nearly 50 stores and more than 200 employ­
ees-as well as several other related businesses to

manage-the Strunks can't afford to delve too deeply
into the details of day-to-day.

«It's not that we don't care about the customer:'
Strunk says, «but clearly, we understand that, as big as

Baber's is, we can't concentrate directly on the cus­

tomer. All we see are employees, typically at the man-
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agement level. So all of our emphasis and concentra­

tion is on the store-manager level and above-in

developing them and helping them become better

people so that they can continue to do more and more

and, hopefully, better than they expected. Our focus as

owners is 100 percent dedicated to our employees and
their personal development."

This investment of interest in employees is
returned many times over to the company, Strunk
says, and has proven to be key to Baber's success.

"Strong, strong employee loyalty is probably our

biggest asset as a company;' he says. "What we do best
is take good people and make them better. We educate
and motivate them into doing a better job so that they
can move up.

"We have a lot of promotion within the company;'
he says. "If people don't work out, then we move them
back-but we don't lose them, which is very uncom­

mon. We have a lot of employees who have let us try
them out in a variety of positions and move them
around if it doesn't work out."

Overseeing Baber's employees and operations is
Strunk's main responsibility as company president, while
his wife oversees the company's financial dealings. The

couple is careful not to intrude upon
one another's areas of responsibility,
but Strunk says they still share every­
thing-including an office.

"Cynthia's my wife, my friend, my
business partner, she's everything to

me;' Strunk says. "We provide a

counterbalance for each other, both

professionally and personally. I'm
the one who will crawl out on the
limb; she's the one who stays close to

the trunk. She keeps me from going
way out and falling off; I get her far

enough out to enjoy it. And every­
thing we do, we do together:'

Last year, the unqualified success

of the Strunks' togetherness ap­
proach was acknowledged by the
RTO industry as a whole, when
APRO presented, its 2003 Rental
Dealer of the Year award to the two­
some as a unit, making them the
first couple to be honored this way.
The event was a high point for both
Cynthia and Shannon.

"It was an absolute surprise,"
Strunk says. "When your friends and

colleagues are watching you and say­
ing they appreciate what you're
doing and you're the best out there

doing it, it's a wonderful feeling.
Then, to be recognized with your
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soulmate at the same time ...well, it just doesn't get any
better than that."

Raising the barfor
APRO and its membershsp

Though his wife will definitely be cheering
him on from the sidelines, Shannon Strunk's
APRO presidency will be a solo act, although

he's no novice. An APRO member since 1987, Strunk
has played several leadership roles for the organiza­
tion already, including serving as chairman of the
nominations and the public relations committees and
most recently as APRO's first vice president. Addition­

ally, he helped organize and has served as president of
both the Mississippi Rental Dealers Association and
the newer Alabama-Mississippi Rental Dealers Associ­
ation.

Strunk's vision for the rental-purchase industry is
broad, as you might expect from this big-picture kind
of guy.

"I want to serve. I want to make a difference. I want

to do more;' Strunk says. "I want to continue the

remaking of APRO. I've got a basic philosophy that



year after year-not just from beginning to end, but

every year-it's our responsibility to leave the Associ­
ation better than when we took it. In taking over as

president, I have a big task ahead."
Strunk, who has participated in more than 70

APRO Legislative Conference meetings with Congres­
sional members, counts passage of the federal Con­
sumer Rental-Purchase Agreement Act among his top
priorities for the organization. But he also wants to

hone in on APRO's membership, especially how to

attract new members and satisfy current ones.

"We've got to expand the services we offer and con­

stantly monitor what members want;' Strunk says. "I

We must collect the money, put it aside and begin
providing scholarships to well-deserving people. It's
just that simple."

want to get people involved and lead by example. There
isn't a single time when I've not gotten more from the

organization than I've given, in an educational way. For

example, I had the opportunity to speak for a group and
while I was there, members of the group educated me

more after the seminar than I educated them during my
speech. They told me about new things they were doing
or new ways they were doing it or new products they
were offering. Then, when I came back and made
changes at Baber's, we all benefited from them. Every
single meeting we go to, that's what happens. This organ­
ization is a networking opportunity unlike any other:'

Also toward the top of Strunk's priority list is his
own pet project, the APRO Education Foundation,
which Strunk launched almost single-handedly last

year. His goal is to create a fund for the organization
to grant educational scholarships to RTO customers
and employees.

"I believe the Education Foundation is the most

important way for our industry to give back to the

people who have given to us and to cultivate our

future business leaders;' Strunk says. "With this, we

can educate people, send them through college and

bring them back into our industry to become our

leaders, which would be the greatest thing of all. The
rent - to-own industry is trying to show people who we

really are, not just tell them. And by offering these
scholarships, we're showing them."

Currently, APRO is working to raise the Education
Foundation's "seed" money. "We need to collect a mil­
lion dollars and just put it into the bank," Strunk says,
"so that we can have a perpetual scholarship and don't
have to continue trying to sell carnations or whatever.

Stress hreakers:foodandvacations

The fast-paced trajectory Strunk is taking
through life is necessarily streamlined. He
and Cynthia spend the bulk of their time

managing Baber's and their other businesses, which
include collection, check-advance and real-estate
businesses and managing their blended family that
includes four kids aged 14 to 27.

When one or both of these areas are giving him
trouble, Strunk releases his demons with a perhaps­
unexpected pastime, which he tackles with his usual,
um, zest.

"I love to cook," Strunk says. "I like to try new

things, go way out there. There's nothing I won't try. I
cook a big old meal to burn off bad days. I do a lot of
seafood, I'm crazy about seafood."

Occasionally, Strunk and his wife also indulge in
their favorite escape, which is escaping. The Strunks

enjoy travel-together, naturally-particularly where
saltwater sports are part of the trip. But even this
interest seems to be dictated by their real calling: their
profession.

"We like short vacations, like three- or four-day get­
aways;' Strunk says. "We want to get back to work,
because we love it. When I die, I hope I come home from
work and sit down in a recliner and just go. I don't ever

want to retire, ever. Business is a passion for me. I love it."
What fuels Strunk's passion for his business is what he

learned about the rental-purchase industry during his
first two weeks working in it and what's kept him work­

ing in it over 17 years: it's a business that helps people.
"We provide a needed service other people aren't

providing," Strunk says. ''And it's not a wanted service,
it's a needed service. We give people a choice to get
something they might not have a choice of getting
otherwise. Whether it's for a short-term need or

whether they intend to own, it doesn't matter. We give
them choices and opportunities no one else does." _

Kristen Card is an independent business writer in
Austin, TX.
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BY PHILLIP M. PERRY
a look at the
new overtime rules
and how to avoid
costly penalties for
wage-and-hour
violations

ho gets paid overtime? If you're like most employ­
ers, that question has caused more than a few sleepless nights. After all, lots
of money rides on the answer. Load up the hourly gravy train and you end

up with ?- bloated payroll that erodes your profits. Exempt the wrong peo­
ple, though, and you face a worse risk-costly litigation for back pay from

employees claiming misclassification... No wonder employers often feel

caught between red ink and a lawsuit. Is there a solution? Maybe. New over­

time regulations from the u.s. Department of Labor provide some clarity
to what has long been a woolly patchwork of regulations. .. The new

rules, which took effect August 23, seem to be a mixed blessing for employ­
ers. On one hand it looks as though more lower-income workers will be eli­

gible for overtime. That means you may well be paying out more in wages
under the revised regulations. On the other hand, the extra expense may be
more than offset by a decline in legal expenses. Because the new regulations
are somewhat clearer about what types of employees must be granted over­

time, the number of "wage-and-hour lawsuits" is expected to decrease.
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The complete regulations are long
and complex (see sidebar for more

information). You should become
aware, though, of the following three

provisions. The first two are expected
to substantially add to the rolls of

employees eligible for overtime; the
third is expected to slightly moderate
that number.

1) The new rules mandate overtime
for all workers earning less than $455
per week, which translates to $23,660
annually. This three-fold increase from
the former threshold of $155 is expected
to increase the number of non-exempt
workers by some 6.7 million.

2) Workers earning more than $455
weekly and less than $100,000 annually
are subject to protections from loss of
overtime pay, under standard "duties
tests" that are equal to-or more protec­
tive than-former tests. This provision,
then, should also increase the number of

non-exempt workers.
3) Employees who earn more than

$lOO,OOO in annual pay are subject to a

new set of "duties tests," which are less

protective than the ones for the middle
tier of workers. This provision is expect­
ed to result in some 107,000 highly
compensated employees losing overtime

protection.
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you must take action quickly to make
sure you comply with the new regu­

lations. "Most employers are looking at

jobs now and auditing their positions,"
says Joseph P. Harkins, a partner at

Washington, D.C.-basE;d Littler Mendel­
son, the nation's largest employment law
firm. "It's important to do this and make

adjustments where required."
Delay too long and you can get hit

with costly financial penalties from two

sides. First, employees may sue you for

misclassifying them as exempt from
overtime, leading to back wage settle­
ments. Second, you may be hit with gov­
ernment fines.

«If you do not comply with the new

rules, you could be penalized for any
overtime that the Department of Labor
believes you should have paid to
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employees;' says Timothy S. Bland, a

partner in the Memphis office of Ford &
Harrison. Ford & Harrison is a law firm
that defends businesses on employment­
related matters. "you can also be assessed

liquidated damages-fines totaling dou­
ble the back pay you are deemed to owe

misclassified employees."
In either case, it's clear that the longer

you wait the greater the potential finan­
cial damages. Be aware that your investi­

gation may uncover instances of what

attorneys call «task creep." This refers to

the gradual modification in the duties

performed by an employee, so that a

formerly exempt individual becomes

non-exempt or vice versa. Task creep
can occur unnoticed and can lead to

serious misclassifications.
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so how will this affect your payroll
costs? If you are like most employers,

it will mean more money spent for

wages. your own experience, though,
will depend on your location and cur­

rent wage structure.

«This law will impact employers very
differently depending on where they
live," says Robert D. Lipman, managing
partner at the employment law firm

Lipman & Plesur in Jericho, N.Y. «The

biggest impact may be felt in rural areas

where employees may earn less than
$455, but still have a fair amount of

responsibility." Smaller employers in

general may be more affected since they
may have a greater percentage of

employees who might not meet the
minimum salary test under new rules.

The effect may be mollified in some

cases by a reduction of overtime eligibil­
ity by individuals who earn a salary
higher than the legislation's «highly
compensated" upper threshold. If an

employee makes $100,000 a year and the

person's «primary duty includes per­
forming office or non-manual work;'
the employer only has to justify exemp­
tion by showing that the employee «cus­

tomarily and regularly performs any
one or more of the exempt duties" as

specified in the regulations. «This will

impact those employers who have

hourly jobs near the upper threshold;'
says Harkins.

the muddled middle
---------------------

you are most likely to come to grief
trying to classify people with earn­

ings that are more than $455 weekly but
below the amount needed to be highly
compensated.

«Most employees fall in between the
lower and upper thresholds," says
Harkins. «Employers are struggling to

figure out where these individuals fit."

Unfortunately, the new guidelines are

not much help. «While the law is slightly
different in wording, it is basically simi­
lar to the old one;' says Harkins. "You
must still deal in vague terms such as

(independent judgment' and (discretion;
and (responsibility to hire and fire!"

You and your attorney will need to

reference the complete law that defines
terms, describes details and provides
real world examples. Here, though, are

some key points that will assist you
when talking with your attorney:

The Department of Labor has stated
that you may classify as exempt from
overtime certain employees whose

workplace activities «primarily involve
executive, administrative or professional
duties." Most readers of this magazine
will be concerned with the first two cat­

egories. In addition to the salary tests

described earlier in this article, exempt
individuals in these categories must

meet the following «duties tests":
1) For an executive employee: The

«primary duty" of this individual must

be the «management of the enterprise."
Additionally, this person must be one

who «customarily and regularly directs
the work of two or more other employ­
ees." Finally, this individual must either
have the authority to hire and fire other

employees or offer suggestions and rec­

ommendations for such personnel
actions that carry «particular weight."

Retailers have typically relied on the
executive exemption for their manageri­
al personnel. So are the new rules favor­
able or not? (� lot depends on the size of

your store;' says Harkins. "An exempt
individual is required to supervise two

full-time equivalents. That's great for a

branch of a big store. But a small shop
might not meet the test."

2) For administrative employees:
This person's «primary duty" must be



"the performance of office or non-man­

ual work directly relate to the manage­
ment or general business operations of
the employer or the employer's cus­

tomers." Additionally, the primary
duties must include the "exercise of dis­
cretion and independent judgment with

respect to matters of significance!'
Retailers typically rely on the admin­

istrative exemption for personnel who
are not managers, but who are critical to

store operations. Unfortunately, the lan­

guage of the new regulations adds little
or no clarity in this area.

"We had hoped that the administra­
tive exemption would be cleared up and
made easier to apply," says Bland.
"That's not the case. This is unfortunate
for retailers."

Just how much "discretion and inde­

pendent judgment" has to exist to meet

the duties test is extremely difficult to

apply in the real world. "Some employ­
ees have very little discretion in the job
and are obviously not exempt;' says
Bland. "A few have so much discretion

they clearly are exempt. But most

employees, by far, fall into a grey area, so

it comes down to a judgment call."
Be aware that the above paragraphs

provide a sketch of the complete pic­
ture, the shading and color of which
must be filled in by you and your attor­

ney. They do, however, provide a basis
for discussion.
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The new regulations attempt to

define the key terms used in analyz­
ing personnel exemptions. For example,
the rules provide a long list of activities
that constitute the practice of "manage­
ment" and what factors constitute "par­
ticular weight" for determining the

exemption of executive employees.
For administrative exemptions, the

regulations attempt to define phrases
such as "discretion and independent
judgment" and "directly related to man­

agement."
Reiterating such definitions is

beyond the scope of this article and
must be done in conjunction with your
attorney to analyze the particular status

of your personnel. One term, though, is

particularly important because it pops
up in all of the duties analyses. That is

"primary duty."
The term primary duty has been

expanded from the time spent on

exempt work to the perceived value of

exempt work. An employer might claim
that many non-exempt tasks performed
by an employee are in support of

exempt tasks. By way of example, an

administrative assistant might be doing
a lot of clerical tasks but they are all in

support of getting vendor agreements in
order. This person might well be classi­
fied as exempt.

The new regulations have discarded
the old rule that an exempt individual
could not spend more than 20 percent
of time on nonexempt work. Indeed, it
is not even necessary that an individual

spend more than 50 percent of work
time on a duty for that activity to be
deemed "primary." Rather, the determi­
nation must be made on a case-by-case
basis, taking into account such matters

as "the relative importance of the

exempt duties" and «the employee's rel­
ative freedom from direct supervision"
and wage disparities between the indi­
vidual and nonexempt employees.

By way of illustration, the regulations
posit an assistant store manager who

spends more than 50 percent of time

«performing nonexempt work such as

running the cash register." Such an indi­
vidual may still be exempt if he or she

performs managerial work such as

supervising other employees and order­

ing merchandise. The exemption
becomes questionable, though, if the
individual is «closely supervised" and
earns «little more than nonexempt
employees."

The regulations also note that an assis­
tant store manager may perform concur­

rent nonexempt duties without losing
exempt status. For example, an exempt
employee can «simultaneously direct the
work of others and stock shelves."
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Given the number of people in the
muddled middle and the vagueness

of the applicable duties tests, it's clear

you will need to engage in serious analy­
sis to avoid non-compliance penalties.

When
_
faced with ambiguity, many

employers are taking the "better safe
than sorry" option. «I do not see a lot of
clients going out of their way to make

hourly people salaried," says Harkins.
«But I do see employers taking salaried

people and putting them into the hourly
category. So I would not be surprised if
the new legislation increases the num­

ber of people eligible for overtime to a

level even higher than what the DOL has

predicted."
Now is the time to take a new look at

your own employees and classify them

appropriately. When in doubt, remember
that the law presumes your employees are

hourly-it's up to you to show otherwise.

Says Harkins: "It's always legally safer to

pay wages and overtime." _

Phillip M. Perry is a free-lance business
writer based in New York.
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here is a publishing phenomenon in the country-authors who

crank out studies and reports on how low-income Americans live.
Some books take the large view, looking at life in general; others

focus on particular aspects of lives lived at the lower socio-eco­
nomic levels, such as schools, inner city housing, nutrition,
health care or family life. These works generally decry the plight
of their subjects and call on the powers that be to tax the rich

more, give the money to the poor and make it better. They make

this plea even though life as a poor person in this country has

more ease, comfort, safety and creature comforts than life in most

other places in the world.

A REVIEW B Y E D WIN N I I I



she does not single out industries for
attack and nowhere does she mention
RTO. Rather, her beef is with management
in the large sense, which consistently and

intentionally underpays labor to such an

extent, in her view, that workers cannot

make ends meet and that ought not be the
case in a country as wealthy, overall, as

this one.

She shows great sympathy for her co­

workers, whom she abandons without
further thought every few weeks, but she
is continually astonished that they don't
daily take up arms against the system,
which she indicates she would certainly
do if this was how she really had to live.

She reached the following conclusion
after a couple of months in the trenches:
"You don't need a degree in economics to

see that wages are too low and rents too

high." She abruptly left the "low-income"
life to write her book about her experi­
ences fully persuaded that all employers
resist wage increases with every trick at

their disposal and also persuaded that the

poor cannot make it in America, despite
the fact that they do.

Her experiences demonstrated to her
that the rich and even the middle classes

are isolated from the poor. They live in different neighbor­
hoods, they shop in different stores and they send their
children to different schools. The goal of the book is more

than merely to trigger guilt among the non-poor.
Ehrenreich wants to shame all those who she sees as living
on the backs of the poor without realizing it. She offers no

real recommendations for changing things, assuming that
the unveiling of the precarious lives led by low-income
workers will spur others into action. For rental dealers, her
reporting on her experiences with the job application
process and how applicants react may help them reexam­

ine their own application processes to make them less
intimidating, more likely to result in an upgrade to the
workforce.

he goal of these works is often to shock the middle and upper class­
es and to goad them into, presumably, more redistributive thinking.
Some books have specific messages for people or for the govern­
ment, advice on how to fix some socio-economic problem and in
the most strident tomes, a grand plan to do away with the existence
of poor people once and for all. Some books merely chronicle the
misery of a life of poverty, contrasting such a life with the lives of
the books' readers. The goal, often unspoken, is to trip guilt levers
and strengthen the charitable or activist impulse. Whatever the rea­

son for such books, there is an unending flow of them. They get bought and
read and speak to something in human souls, perhaps like Greek tragedies
used to do. They both serve to purge the emotions. They allow the reader to
exhale and mutter, "There but for the grace of God, go I."

The poverty press is, of necessity, of interest to rental dealers because
their business is often highlighted in the pages of such works as an example,
usually among many others, of how the poor are made to pay more. Dealers
may also glean insights into how a portion of the RTO customer base thinks
and behaves. Most of the output from the poverty press is either shrill and
sanctimonious or academic and unreadable.

There are, however, three new books from this nook of the publishing
world worth noting because a couple of them have been best sellers: Nickel
and Dimed: On (Not) Getting By in America, by Barbara Ehrenreich, Holt
and Co., 2001; Taming the Sharks: Towards a Cure for the High-Cost Credit
Market, by Christopher Peterson, University of Akron Press, 2004; and The
Working Poor: Invisible in America, by David Shipler, Alfred A. Knopf, 2004

Nickel andDimed:
On (Not) GettingBy inAmerica

Of
the three, the Ehrenreich book is perhaps the best

known, although it is also the least insightful and
most polemic. Ehrenreich is a best-selling author
and hers is an easy read. The book is a first-person

chronicle of the author's few months of "slumming" as it
were. She left her comfortable life as a writer of left-wing
books and articles and took a series of low-paying jobs, in­

cognito' first in Key West, then in Maine and then in Min­
nesota. She recounts her experiences, emoting what it felt
like to work in those jobs as a waitress, house cleaner, di­

etary aide in a nursing
home and Wal-Mart associ­
ate. She writes of her fellow
employees that she met

along the way and their var­

ious plights and hers, with
making ends meet at the
low end of the economic

spectrum. She has unkind
words for all of the bosses
and managers, as well as

drug tests, personality tests
and all of the other accou­

trements of the job applica­
tion process.

The good news is that
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Taming the Sharks: Towards a

Cure for the High-Cost CreditMarket

The
least readable and the most academic in approach

is the Peterson book. In contrast to Ehrenreich, this
book offers specific recommendations for making
the world a better place. This book also discusses

RTO in some detail, although it reaches back to allegations
made 10 years ago to score points against the industry.
Peterson does insist that RTO be included among his defi­
nition of "high-cost credit" and that the RTO industry be
made subject to the credit reforms that he proffers.

Peterson is a law professor and his thesis is that the high



rates of interest paid by the

working poor have a high
social cost, not only on the
borrower, but also on the
borrower's family, neigh­
borhood, community and,
finally, society as a whole.
He analogizes the preva-
1ence of high-cost credit

today to an illness in the

country and seeks solu­
tions by examining the is­
sues of informed consent

in medicine and how the

country has dealt with tobacco use, another societal illness
in his view. Contributing to the malaise are payday
lenders, pawnshops, tax refund loans, rental-purchase
companies, tote-the-note car lots, mobile home dealers
and sub-prime mortgage lenders, each of which gets ana-

1yzed and condemned in this book.
Peterson offers a worldwide historical review of how

societies have dealt with the extension of credit to con­

sumers-as opposed to commercial lending-from pre­
Biblical times, including an analysis of Babylonian, Roman
and Chinese laws relating to debt. He categorizes the dif­
ferent social attitudes that have arisen toward consumer

credit over time. The historical analysis is fairly balanced,
although Peterson does have a point of view
and it shows. His opinion is that "the American
culture has become one of reckless borrowing"
over the past 40 to 60 years and the ramifica­
tions of such behavior are deleterious and far­

reaching. During his historical review,
Peterson identifies the 1920s as the turning
point in America, "when the culture of thrift
and rugged individualism gave way to one of
consumerism and personal debt."

The author considers the advent of the
Truth in Lending Act in the 1960s to have been
a watershed event in this country. However,
Peterson determines that the effort to provide
uniform disclosures without unduly interfer­

ing with the free market was ultimately a fail­
ure, because while Truth In Lending may lay
out the truth of a transaction for all to see, the disclosures
fail to work as intended because consumers do not under­
stand them.

The economic underpinnings of free market theory are

only operative when knowledgeable buyers and sellers get
together. When the buyer fails to understand the transac­

tion, the economics are flawed, according to Peterson. He

gives anecdotal evidence that consumers either do not or

cannot understand current credit disclosures in a variety
of contexts. Peterson veers off into psychology and behav­
ioral economics when analyzing the current high-cost
credit market in the United States and why it has grown so

over the past 30 years.
Readers will have to assimilate Benthemite utilitarian

preference theory and POSItIve and negative Pigouvian
externalities when learning why it is that consumers take
out payday loans at 400 percent to 800 percent interest
when, according to Peterson, they clearly should not do so.

Peterson does attempt to remove morality from the

analysis, even though, "for millennia, human civilizations
have produced both social norms and laws construing high­
cost consumer borrowing as morally degenerate:' Peterson
notes also that" [i] n the early American consciousness, con­

sumer credit was inextricably associated with poverty,
untrustworthiness and the path to moral decay."

It does no good, he argues, to maintain that high-cost
creditors are bad, unscrupulous people or that high-cost
debtors are undisciplined or lazy. If the debate over what
to do remains on the moral plain, no progress can be
made, with each side pointing fingers at the other, crying
"foul" or "shame."

He argues that instead of moral finger pointing, the
debate and new research and policy decisions should be
about the personal financial risk of using high-cost credit.
He explains that early on there was a moral argument
against tobacco use, which ultimately failed. It was not

until empirical evidence was adduced about the health
risks of smoking that the anti-tobacco forces began to

make real progress.
Peterson acknowledges that the policies underlying

Truth In Lending were sound, but that the implementa-

tion of disclosing credit information needs updating. He
wants credit tiered by the government, so that the low-cost
credit is everything under 6 percentage points above the

yield on comparable term Treasury notes, middle-cost
credit is everything under 12 percent annual percentage
rate and high-cost credit, "including rent-to-own transac­

tions," is everything over 24 percent APR. The higher the
cost for the credit, the more disclosures and other safe­

guards for consumers. Peterson does not suggest that any
current credit offerings be banned or even curtailed.

He insists that "any borrower can borrow any loan at

any price" under his plan. He does want consumers to have
to jump through a lot of procedural hoops, however,
including passing a test to show an understanding of the
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transaction, before entering into a high-cost credit trans­

action. He wants strongly worded financial warning labels
on high-cost loans not unlike those devised for cigarette
packaging. He comes up with six concrete proposals in all,
which, if implemented, would add a level of federal over­

sight over consumer lending heretofore unknown. He
does not discuss the cost of such a bureaucratic burden,
but one can assume that Peterson deems it less that the
current social cost of high-cost credit to the country.

As an academic piece aimed at the popular market, the
book is thorough, well documented and often carefully
argued. The book ultimately fails by exaggerating the ills
of the current system and then by attempting to create

grandiose and impractical forms of government interven­
tion. It is unlikely that Congress will undertake implemen­
tation of the proposals suggested by Peterson. The Federal
Reserve Board does not want to start e-mailing and then

grading exams for every consumer who wants to borrow

money at a rate more than 24 percent.
Some of Peterson's suggestions, however, are the kinds

of initiatives that a progressive state legislature might con­

sider. Rental dealers would not want to be lumped in with
all of the consumer financial service sectors against whom
Peterson rails and, in that sense, the RTO debate will not

change based on anything in this book. If state govern­
ments or the federal government start considering radical
amendments to the credit laws in this country, some of
Peterson's ideas may have purchase with policy makers.
For this reason, it will be useful for rental dealers to be
conversant with the suggestions Peterson puts forth.

The WorkingPoor: Invisible inAmerica

The
third book, by David Shipler, is the best written of

the three. Shipler won a Pulitzer Prize for his book,
Arab and Jew, and is a gifted literary artist. Shipler's vi­
sion is the broadest as he examines every facet of life

among low-income Americans. He tackles schools, migrant
workers, medical care, childcare, welfare, taxes, parenting,

immigration, the textile in­

dustry' housing projects, child
abuse and teeth.

Teeth loom surprisingly
large in-the Shipler book. He
maintains that dental care is
an expense most often de­
ferred by low-income Ameri­
cans because it can be, which
in turn leads to tooth decay
and, finally, bad teeth. Bad
teeth lead to embarrassment
and are an impediment to a

good self-image, which in
turn leads to bad perform­
ance and self-consciousness

during job interviews. Bad
teeth, then, tend to keep low

"This �c1l;lIrly Qtk' of those :!.crni11.11 booh thai e\'C:f)' Americ:an
QI()!,11d read alld rl!ad now," -ft�tw 1M: TzmtsLW RtWu:

THE WORKING POOR
INVISIBLE IN AMERICA

DAVID K. SHIPlER
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wage earners from rising to such an extent that Shipler
postulates that bad teeth have become an indicator of a

certain low-income lifestyle.
The Shipler book is full of real people, skillfully drawn,

bad teeth and all. He recounts tales of tragedy, mostly.
There is little triumph in this book. The difficulties that
befall the people in this book are not always the fault of

employers or landlords or the government or the system as

they are in the Ehrenreich book. Many injuries among the

poor are self-inflicted and painful to read about, especial­
ly in the hands of a good writer:

"The villains are not just exploitative employers, but
also incapable employees, not just overworked teachers,
but also defeated and unruly pupils, not just bureaucrats
who cheat the poor, but also the poor who cheat them­
selves. The troubles run strongly along both macro and
micro levels, as systemic problems in the structure of

political and economic power and as individual problems
in personal and family life."

Shipler brings into sharp contrast the American myth
that anyone "from the humblest origins can climb to well­

being" and the American anti-myth, which "holds society
largely responsible for the individual's poverty." Shipler, by
telling in deft detail the stories of real people he met and
interviewed, explains how real life is neither myth nor

anti-myth, but is lived somewhere in between. "Each per­
son [in the book] is the mixed product of bad choices, bad
fortune, of roads not taken and roads cut off by the acci­
dent of birth or circumstance!' Among books published by
the poverty press, it is rare to find one so balanced, so

nuanced and so gracefully written, which is what makes
this book a standout among works in this genre.

The goal of Shipler seems more to make visible what he

thinks is invisible, how the working poor live, rather than
to offer up social policy to correct the ills that he sees. The

picture he unveils is a complex one. To make life better for
the working poor would require the will, effort and
resources of everyone: government, business and, not the
least, the poor themselves.

Middle-class Americans will be shocked when they read
this book, rental dealers perhaps less so. Rental dealers

already know a great deal about how the working poor
live. Some, even many, are rental customers. Rental dealers
hear their sad stories every day, but the Shipler book occa­

sionally cuts deeper than the idle chat in the store on

Friday afternoon or even than the lessons learned while

collecting on hard accounts. The chapter about child
abuse in families is especially poignant. Shipler's is an

accurate eye, often a piercing one. Dealers may not rent

more TVs for having read the Shipler book. They will,
however, think harder about their business and about their
customers. They might even work harder. They will almost
certainly know that they have spent time with a talented
writer and will leave with a better understanding of and

appreciation for their lot in life.•

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



800-863-7394
http://www.rentinfo.com

APR:) Associate Member since 1987

Gain a new perspective on your business!

Introducing, ....

Designed for the Windows® operating system

Powerful new software from a trusted name. I •••

Graphical Reporting Tools
Simple Data Access From Microsoft® Applications
Complete Customer Tracking

• Complete Inventory Tracking, Including Depreciation
Purchase Order System
Powerful Reporting
Easy To Train New Employees

• Laser Printed Rental Agreements

• Wireless Handheld Barcode Readers
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he biggest highlight of the 2004 AFRO Convention and Buying Show, held
August 4-7 in Tampa, PL, was the very successful transition of the annual

trade show into a buying show. With free buyer registration, show specials
offered by vendors and cash-giveaway inducements to attendees to place

orders on the buying show floor, the first annual Buying Show netted
exhibitors more than $13 million in purchase orders. "There was a feel­

ing of purpose in the air:' says Denis Rosen of Florida State Games, a regular
exhibitor at the AFRO show. "I was very pleased at the orders we received. AFRO

definitely got the word out. We are proud to be an AFRO vendor," says Rosen.
«It was apparent to me, after hearing from so many of you, that the con­

vention needed a buying show rather than a trade show:' says 2003-04 AFRO
President Lyn Leach. «I had set a modest goal in mind of achieving perhaps $8

million in sales and it blows my mind that we got as far as $l3.2 million. I expect
that next year we will even exceed that amount as this was only our first try. I am

proud of everyone who participated in the event, both buyers and sellers, for making
this such a successful show."

.

More than �,OOO attended this year's show. Here are some highlights:
� 2004-05 AFRO President Shannon strunk took over the helm from Lyn Leach, who

served as president for the 2003-04 year.
� There were 233 booths in the exhibit hall representing 118 companies. The biggest order­

takers during the show were electronics vendors, who captured more than
$8 million of business. Furniture vendors wrote more than $2.5

0million and appliance vendors did close to $1 million in business. 9nOther big sellers included truck and

advertising/promotional-'�
�

vendors. .

� The APRO Education Foundation held an auction of
some wonderful trips donated by" APRO members, which
garnered almost $25,000 that will go toward the APRO
Education Foundation. The foundation is a non-profit
arm of APRO that will award scholarships to those in the
industry once the foundation contributions hit the $1 mil-
lion mark. �

� The Ernie Talley Lifetime Achievement Award was present - �ed to Darrell Tissot of Countryside Rentals in Bainbridge, �
OH. The President's Award of Excellence was presented to ��
lim Brown of ABC Rent-To-Own in Wichita, KS. The Rental .,.

J?ODealer of the Year was awarded to Martin Auble of Appliance � .4Furniture. & RentAll in Sioux Falls, SD. The Vendor of the Year award
went to Ashley Furniture, based in Arcadia, WI, and the 2004 State
Association of the Year was presented to the ArI<ansas Rental Dealers Association.

� The 2004 Rental-Purchase Employee of the Year winner was lody Katz of Buddy's Home

Furnishing in Tampa, FL. The 2004 Rental-Purchase Customer(s) of the Year went to
Patrick and Marianna Head of Dorsey, MS, who are customers of Baber's Leasing.
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Above: 2004 Employee of the Year recipient Jody
Katz of Buddy's Home Furnishings (second left)
receives the honor from APRO Public Relations

chairman Shannon Strunk. Buddy's Jamie slatton and

Joe Gazzo also pictured. Right: customers of the Year

PatricI< and Marianna Head with strunk,

This year's Tom Kitchens/Joe Eason Golf
Tournament's first-place team: Bruce Ford,
Don smith, Jeff Lebakken and Kevin
Venner. The tournament was held at the

Tampa Tournamen� players club.
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f'd4"oM .

Social events included a bowling
party at Splitsville. Among the

great "eats" at splitsville was a

fountain of chocolate (above left).
At the Awards Banquet there was

napkin-waving (above) encouraged
by the Soul Food and salsa singing
uralters.uiho serenaded Natalie

Leach, wife of 2003-04 president

Lyn Leach (left).

• Alliance Computing
Technologies

• Ashley Furniture
• BDI Laguna
• Benefit Marketing Solutions
• ColorTyme
• DPI Teleconnect
• Florida State Games
• Foresight
• GE Appliances
• High Touch
• Imagery Marketing

Consultants
• Inform Business Services
• Klaussner Furniture

APRO's first Buying
show netted

exhibitors more

than $13.2 million
in business.

• Philips Consumer
Electronics

• Rental Information Systems
• RentSmart by Nationwide
• Rental and Sales Software

Systems
• RES Accessories
• Sears Contract Sales
• Strategic Marketing.

Associates
• Ther.APedic
• Thomson
• TRIB Group
• Whirlpool
.. Zenith
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2004 1)ooDY :l\WAR.,D WI<NNER_S
he APRO "Buddy" awards are presented every year to th()se out­

standing individuals and organizations that have raised the level of

what can be done to better the industry for everyone .:·Af the annu­

al APRO awards banquet, held Auglist 7· at the Tampa Marriott

waterside, the recipients of the Ernie Talley Lifetime Achievement A·ward, the

President's Award of Excellence, the Rental Dealer of the Year and the Norm

Smith vendor of the Year were named.
.

-.-.-.-.-.�.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.�.-:-.-.-.-.-.-.-.-.-.-,.-.-.-.-.-.-.-.-

Ernie Talley Lifetime
Achievement Award:
Darrell Tissot,
Countryside Rentals,
Bainbridge, OH

IiiI he 2004 Ernie Talley. .

.. Lifetime Achievement
Award is presented only to

those individuals in the
rent - to-own business who
have dedicated a lifetime to

the industry and who have
served the industry as a role
model for others.

This year, the award was

presented to Darrell Tissot
of Countryside Rentals. Tis-

48 PROGRESSIVE RENTALS

.sot began his RTO business
. in 1985 and today runs his
17-sto're Rent-z-Own com­

pany with his son, Mike Tis­
sot. Darrell Tissot served as

APRO president in 1997·
and helped the industry
during its battle with the
Internal Revenue Service to

define the RTO transaction
as a lease rather than a' sale.

.

The industry ultimately won

the battle, saving the indus- .

try mote than $1 billion in

potential taxes ..
Also during his tenure,

Tissot assisted the Associa­
tion and the industry as it

requests from news shows
such as 20120,Bryant Gum- .

bel and NBC Nightly News."
Tissot has also served as a

mentor not only to his son,
but to rental dealers across

the country He traveled fre­

quently to speak to rental
dealers about their business
and always was there to lend
a helping hand when asked.
In 2000, he was awarded
the President's Award of
Excellence.

He is a charter member
of the Ohio Rental Dealers
Association and served on

the board of directors for

TRIB Group and also as

TRIB .Group president.

President's Award
of Excellence:
JIM BROWN,
ABC Rent-To-Own,
�ichita, KS

� ne of the highest hen­

� ors an APRO member
can achieve is the President's
Award of Excellence. This is

presented to the person who
. exemplifies the best in the

industry through involve-
.

ment and support of indus­
try goals. This award can go
to anyone who represents
what the industry strives to

be as a whole.
Jim Brown received the

APRO President's Award for
his role as one of the pio­
neers of the rent-to-owl!

.

e
industry and founding
member. of APRO. He was

one of the first rent-to-own

employees in the nation

working for the grandfather
of the rent-to-own concept,
Ernie Talley, in Wichita in
1965. One year later, Brown

.

went to work for George



and John Parsons and, in

1972, became business part­
ners with George Parsons.
Brown and Parsons grew.
their three-store local

T' chita small.business for
He past 30 years. Parsons

recently passed away, leaving
Brown as the sole proprietor
of their business ..

. Brown was one of the

original rent - to-own busi­
nessmen to. form the
national trade association
for the rent - to-own indus-
zv. Since then, APRO has

� �urished as the voice for
the rent-to-own. industry
representing the industry
before Congress, the IRS, _

state, legislatures, the media
and the public for 25 years.

"Jim Brown is one of the
founders and pioneers of the.
rent - to-own industry and
� industry owes him a bi�.nk you. The APRO PresI­
dent's Award is just the

beginning," says APRO Exec­
utive Director Bill Keese.

Rental Dealer of the
Year: MARTIN AUBLE�.
Appl:iance E!r ·Furniture
RentAl1

.. PRO's Rental Dealer of
fa) the Year award is pre­
sented annually to one indi-

I

vidual in the industry who .

has contributed in a positive
.d.outstanding manner to

the 'industry and APRO.
This year, the Rental Dealer
of the Year was awarded to

Marin Auble of Appliance &
Furniture RentAll in Sioux
Falls, SD. Auble received the
award for his role represent­
ing the RTO industry before
the U.S. Congress.

�
! leaders in the furniture'

! .. b�sines� �nd a real friend of
! the RTO industry, Ashley
i Furniture 'Industries Inc.,
.

based in Arcadia, WI.
As one of the largest

employers in Wisconsin,
when Ashley talks, the

politicians usually listen:As

many of you know, Wiscon­
sin is one of two stales with­
out rental-purchase legisla­
tion. However, due to Ash­

'l�y's education efforts, state

legislators have been learn­

ing about.the importance
and validity of RTO in Wis­
consin. Pacing one of the

. most hostile legal and politi­
cal environments the indus-

, try has ever faced, Ashley
has come proudly forward
to explain the company's
place in the industry and the
RTO industry's place in the
American economy.

.Ashley's efforts have
_._._._._._._._._._._._._._ . ....,. already turned several note-:

worthy opponents around
on the RTO issue. As a .

result; the industry expects
good things,out of the Wis­
consin Legislature in the
near future.

Auble is responsible for

overseeing the rent - to-own

division of Elmen Enterpris-
'es, dba Appliance & Furni­
ture RentAll. As company
vice president, Auble over­

sees the company's 43 stores'

and more than 200 employ­
ees throughout the Dakotas
and five,Midwestern states.

In his spare time, Auble has
been indispensable in help­
ing garner.support from leg­
islators across the United
States forthe industry's fed­
eral bills.

In ,particular, Auble was

personally responsible for

getting S 884 co-sponsor­
ship from Senate Minority
Leader Tom Daschle (D­
SD), one of the most power­
fulleaders in Senate. "When
the Democratic Senate
leader believes in business­

supported legislation, you
know have a good and bal­
anced piece of legislation:'
says Auble;

Senate Bill 884, the Con­
sumer Rental-Purchase
Agreement Act, currently
has 27 Senate co-sponsors.
Without the involvement of

persons such as Auble, the

I industry would not have

experienced the success it
has received in. garnering
the support from so many
senators.

Norm smith
vendor of the Year:

ASHLEY FURNITURE'

U' he Norm Smith Ven­
dor, of the Year award

is given to an outstanding ..
associate member who .has

supported the Association .

and its activities, This year,
AFRO' recognized one of the

I
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The
second annual APRO Education Foundation auction netted

more than $24,000 by the close of the 2004 APRO Convention and
Buying Show. Augmented this year with an online auction followed

by a live auction during the awards banquet on August 7 (graciously per­
formed by AI Benson of Central File), the funds raised will go toward scholarships for deserving students affiliated
with the RTO industry. The hottest bidding occurred ever presidential memorabilia, donated by APRO's lobbying
team The Washington Group. The bipartisan items-sold separately by party, of course-together netted $4,950.
Other popular items included a bird 'hunting and fishing trips in Washington, a week stay on a Florida island home
and fishing trips with "Tiger" John Cleek.

APRO President Sharinon Strunk spearheaded the diverse marketing efforts of this year's auction. "I am.very pleased
with the participation-both the folks who donated to the auction and those who bidded.on the items. I want to extend
a warm 'thank you' to all who helped us build the foundation this year," says Strunk.

Prize Donated by Winner Final bid
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Bill Clinton cufflinks John Raffaelli John Miller $650
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state Association of the Year was awarded to Arkansas, with

Rentway's Alan Frazier (right) accepting from "Tiger" John Cleek.

Most Improved state Association:
Missouri-Chuck Kuluva (right)
accepts from Cleek.

state legislative Achievement
Award: Florida-Terry Beville

(right) accepts from Cleek.

Continued Excellence: Florida (Terry Beville), ohio (Ernie Lewallen),
Alabama/Mississippi (shannon strunk), california (paul and May
Davis), Indiana (David P. navid), Illinois (Jim Sobieralski), Texas

(Robert Briley), Wisconsin (Jeff Lebakken) and Oregon (not pictured).

II
very year during the APRO G.onvention,
APRO members elect eight candidates to

fill positions on the board.of directors.
The board has a total of 16 directors-plus a ven­

dor member and an immediate past president.
Board members serve staggered, two-year terms
and half of the positions become open each year
at the convention, in addition to any vacancies
that need to be filled.

APRO's 2003-04 President Lyn Leach handed
over the gavel to Shannon Strunk of Baber's Leas­

ing in Pascagoula, MS, who will serve as APRO
president for the 2004-05 term. The new execu­

tive committee is as follows:

• President: Shannon Strunk"
Baber's, Pascagoula, MS

• First Vice President: «Tiger" John Cleek,
Cleek's Rent-To-Own, Columbia, MO

• Second Vice President:'
Larry Carrico, SKC Enterprises,
Mt. Vernon, IL

.

• Secretary: Kevin Quinn,
KLQ Enterprises, Tacoma, WA

• Treasurer: David P. David,
Full-O-Pep Appliances, Bloomington, IN

• Immediate Past President: LynLeach,
Ace Furniture & TV, Lincoln, NE

The remaining 2004-05 APRO board of
directors is as follows:
• Rich Bartel, Regal RTO, Vancouver, WA
• Terry Beville, Buddy's Home Furnishings,

Tampa, FL
• Robert Briley, Rent City, Abilene, TX
• Sidney Burton, Hometown Ventures,

Sault Sainte Marie, MI

Chris Korst, Rent-A-Center, Plano, TX
• Ernie Lewallen, UHR Rents, Cincinnati, OH

John Rogers, High Touch, Wichita, KS
• Gary Romine, Show-Me Rent-To-Own,

Parmington, MO
Richard Rose, RTO Inc., Norfolk, VA

• Wayne Sutton, Rent USA, Hammond, LA
• Mike Talley, Talley Rents, Southlake, TX
• Mark Windsor, National Rent-to-Own,

Lebanon,MO
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Aaron's Sales & Lease .IFC-1
Alliance Computing

Technologies 10
APRO 2004 Convention

sponsors 6

CES 2005 19

ColorTyme 11

Foresight BC
G.E. Appliances IBC

High Touch 23

Ideal Software 18

Imagery Marketing
Consultants 14

Kirkpatrick, Sprecker & Co 16
Nova Lighting 12

Premier Rental-Purchase 12

Rental Information Systems .43

RES Accessories 17

RSSS 4

RTO Plus Software 15

Sandberg Furniture 25

SED International 13

Teletrack 5

Thomson/RCA 26-27

TRIB Group 15

Twinhead 21

Whirlpool 2

CA..
li,I"CCJ=iil:CCj

Great Values,
Lots of Varities.

Please call for catalogs.

Showrooms:
Dallas: Trade Mart, 4523

High Point: IHFC. C-428
San Francisco: Mart 1, 492

3625 E. Philadelphia Sf. Ontario, CA 91761

Tel: 800.321.6677 Fax: 800.814.4946
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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 ("').

Alliance Computing
Technologies Inc. * "+

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

Tampa, FL 33614

813/936-0165, ext. 312

Fax 813/769-2333
BDI Laguna * "+

Contact: Jay Nardone
3655 Atlanta Industrial Dr.,
Ste. 100

Atlanta, GA 30331

404/696-9996, ext. 137

Fax 404/696-4870

ByteSmith Inc. *

Contact: Paul A. Boucher
11104 CSt. S.

Tacoma, WA 98444

253/539-1099
Fax 253/539-1045

DeLL Computer Corp. *"

Contact: Linda Mosley
One Dell Way, MS 8310

Round Rock, TX 78682

877/671-3355, ext. 43382

Fax 512/283-9217

High Touch Inc. * "+

Contact: John Rogers
2020 N. Amidon St.

Wichita, KS 67203

316/832-1611
Fax 316/831-5555

Ideal Software Systems Inc. * "+

Contact: Steve Lenhart
P.O. Box 3065

Meridian, MS 39303

601/693-1673, ext. 153

Fax 601/693-2302

. .

Rental Information

Systems Inc. * "+

Contact: Larry Burns

P.O. Box 1165, 1705 E. North St.

Magnolia, AR 71754-1165

800/863-7394
Fax 870/234-3797

RSSS *"+

Contact: Ellison Crider
711 N. Carancahua St., Ste.

1500

Corpus Christi, TX 78475

361/993-1790, ext. 2119

Fax 361/993-1731

RTO PRO Software * +

Contact: Ron Ganus

2503 Gables Dr.

Eustis, FL 32726

800/351-6299
Fax 352/385-0287

Twinhead Corp. *"+

Contact: Ray Oribello
48303 Fremont Blvd.

Fremont, CA 94538

510/492-0828
Fax 510/492-0820

Vance Baldwin Inc. *"

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

954/723-9191, ext. 131

Fax 800/552-1431



Another big idea from GE .

.

in speed • 24" opening • 10 cycles • 4 water levels> Full-Size Compact Washer· bifold lid • 4 water levels ·Ioad sensing • 4 wash

• 2.7 cu. ft. extra-large capacity- digital countdown- Full-Size Compact Washer· 4 wash/rinse temperatures • unicouple connecto

The GE 24" 2.7 cu. ft. extra-large capacity washer

is proof that good things really do come in small

packages. It not only holds a full-size load in a

compact design, but offers one touch load sensing,
a high-speed spin cycle as well.as other popular
features like: a stainless steel tub, lint filter,
easy-roll rollers and 10 wash cycles.

Because each appliance is rigorously tested and

retested in our Six Sigma process, GE offers a

full one-year parts and labor warranty plus a

five-year limited warranty on the controls with

the Spacernaker" portable washer. What more

proof do you need that big things really do

come in small packages from GE Appliances?

GE Appliances
GEAppliances.com

imagination at work

_ For more information on our complete product line and services offered to the rental-purchase industry contact:

Paula Allison 800.782.8093 Ken Mushrush 877.657.5636 Paul Eichberger 800.782.8097

© 2003 GE Appliances
APR:) Associate Member since 1992



Profitfrom more than 50%* ofyour
customers with ourgreat lineup of
services that use minimal shelfspace.
Taking care ofyour customers has never

been easier than with a littleforesight..

Customers will Value
Your Foresight

Still the leader in RTO Membership Services

The Foresight Preferred Customer Club is a valuable package
of insurance and discount benefits that make it an easy purchase
decision for more than 50% of your customers. Just take a look
at what the Foresight Preferred Customer Club has to offer:

.:. Loss and Damage Coverage on Rental Purchases

.:. Accidental Death and Dismemberment Coverage

.:. Involuntary Unemployment Insurance

.:. Two-Year Extended Service Contract

.:. Automotive Services and Discounts

.:. Retail, Entertainment and Grocery Savings

.:. Tire and Wheel Protection

.:. Plus Much More!

For more information on how you can start enjoying added
monthly revenues and increase value for your customers,
visit our Web site at www.foresightc1ub.com or call

800-733-0811 to speak with a representative. ... � ...
........, .

®

* Based on average Foresight Club Sales and margins.
PREFERRED CUSTOMER CLUB


