
The momentum for
, federal legislation is

building, but so are

the charges against
rent-to-omm. The

2008 Legislatille
Conference mrill gille
the industry a chance

to do some politicking
for progress.



You may have a wonderful independent RTO store that you have invested an enormous amount of sweat equity
into to make it what it is today... but you continually come up short with the necessary time and money to build
revenue and grow your business. That's where ColorTyme excels. We empower the independent operator looki
to grow, an experienced multi-unit manager ready to put that knowledge to work for themselves, or an investor

looking for a great return on investment.

Not only is ColorTyme the 3rd largest rent-to-own chain in the country, but 100% of our focus is on our franchis

community to share best business practices, and provide the right systems, marketing and training models to

help them succeed. That's why our motto is "People Helping People".

Here are just some of the ways we can help you:

� Top name brand product purchasing
power

� 100% inventory financing

� Dedicated sales associate to
centralize all product purchasing
and questions

� Payday Loan program and capital
financing

� The RTO industry's best national
product service program

� State-of-the-art training programs
for owners, store managers and
support staff

� Fully integrated advertising
promotions and marketing materials
to support all aspects of your
business

� Access to a large RTO skip database



'When I started in rent-to-own in

October of 1986, I had no prior
experience, but my family has always
been in retail furniture. I'm a fourth

generation furniture retailer so moving
into rent-to-own was a natural fit.

Because I wanted to grow the business

and include more stores, I converted

my original rent-to-own business to ColorTyme knowing that the

national recognition that the ColorTyme name held would help me

be able to do just that. Not many rent-to-own companies offer

franchising options and of the ones that do, I knew ColorTyme
was the best deal. They have the best program for franchising.
We're very conscious of customer service here, and ColorTyme is

If our customers need something, we'll find a way

- Don Hinton, Franchisee

For more information or

testimonials, please visit

franch ise.colortyme.com

or call Bob Bloom today at

(800) 608-8963.
{All calls are confidential.}
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24 I DEATH AND

(PERSONAL PROPERTY) TAXES

Personal property taxes on units in the field remain a

lively issue in the industry and, for most rental dealers,
a painful, but not unmanageable, cost of doing business.

BY ED WINN

18 I A CAPITOL INVESTMENT:
POLITICKING FOR PROGRESS

When the third most powerful senator in the United
States introduces a bill to put rent-to-own out of

business, industry leaders need to stand up, take notice

and take action-which is exactly why you should plan
on attending the 2008 APRO Legislative Conference,
February 11-13, in Washington, D.C.

BY RICHARD MAY

28 I VITAL RECORDS PROTECTION

Establishing a vital records protection program is

an essential part of business planning for the rent-to­

own industry.
BY VAN CARLISLE

34 I WHEN TOPCAT GETS PROMOTED

There is a science to picking the best candidates to

serve as store managers, district managers and regional
managers. Promoting your top-producing single-store
manager to run multiple stores in a district may not

always be the best choice.

BY BUD HOLLADAY

38 I THINKING BIG: AN APROFILE
OF NEW AVENUES· BILL KELLY

Bill Kelly channels all of his impressive drive, diligence
and determination as chief operating officer of

Georgia's New Avenues Rentals-a rent-to-own start­

up that has opened eight stores in less than two years,
including a 35,000-square.:foot tiber-facility believed to

be America's biggest RTO storefront.
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EXCLUSIVE MEMBER SERVICES

APRO G�N�RAL COUNS�L: Ed Winn III,
APRO's general counsel, provides limited free

legal advice to APRO members. Contact him

at 512/476-0750, edwinn@mwvmlaw.com.

R�NT-TO-OWN CONV�NTION AND
BUYING SHOW: APRO's annual event

brings more than 100 companies catering
to the rent-to-own industry together with
rental dealers from all over the country.
There are educational sessions presented by
respected experts in addition to networking
opportunities and social events.

PUBLIC RHATIONS: Studio-produced
television and radio advertising are available

free to members. APRO also represents
member companies when media crises

arise. The public relations campaign includes

image-building advertising materials and

coordination of the industry's commitment

to charitable causes. Contact Richard May at

800/204-2776, ext. 104, rmay@aprovision.org.

GOV�RNM�NT RHAliONS: APRO

has spearheaded the national safe-harbor

legislative effort and implemented passage
of state safe-harbor laws in 47 states. It

maintains a grassroots network of members

supporting federal and state legislative efforts
and provides direct financial support to

candidates who are advocates of our industry.
Contact Richard May at 800/207-2776,
ext. 104, rmay@aprovision.org.

R�NTAL TRAINING ONLlN�: Rental

Training Online is an online education

program designed specifically for the rent­

to-own industry. Contact Shelley Martinek at

512/225-1041, smartinek@aprovision.org.

WAG�-AND-HOUR CONSULTATION:
The law offices of Brian T. Farrington provide
limited free wage-and-hour consultation to

APRO members. Contact Brian Farrington,
817/429-8011.
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GROUP H�ALTH INSURANU: Trustmark

Affinity Markets and Integrated Insurance

provide an exclusive health insurance

program for APRO members, featuring
discounted rates, group buying power, more

than 40 networks and a claims-stabilization

fund. Contact Robert Scott, RTO Insurance,
309/686-3737, or George Michelic, Trustmark

Affinity Markets, 847/283-2041.

COMM�RCIAL INSURANU: APRO-

endorsed commercial insurance offers

property, liability, auto and workers'

compensation programs customized to fit

RTO's needs. Contact Barry L. Gambini or

Jeanette Beardsley, RTO Systems/Walter Clark

& Associates, 559/592-5777 or 559/781-3466,

jeanetteoewlcins.com.

CLUB PROGRAM: Nationwide Club

Administrators provides a package of services

and benefits for one unit price, including
leased property insurance, accidental death
and dismemberment insurance and a variety
of discounts. Contact Alan Stein, Nationwide

Club Administrators, 954/344-7900,
alans@nationwideclub.com.

CRWITIDmlT CARD PROGRAM:
Moneris Solutions provides a credit/debit card

program with premium service and exclusive
rates. Contact Amir Attaie, 847/240-7555,
amir.attaie@monerisusa.com, or Jim Van

Tighem, 425/557-4774, james.vantighem@
monerisusa. com.

INDUSTRY R�S�ARCH: APRO offers a wide

range of exclusive statistics and survey results

for RTO dealers and those on Wall Street

wishing to invest in our industry.
Contact Laurie Hill at 512/225-1045,

lhill@aprovision.org.
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JULIE SHERRIER Missouri rent-to-own

employers face second
• • •

minimum wage Increase

"will help the rent-to-own

industry as it will give
customers more dispos­
able income to rent more

products." Also, Cleek says
that the increase won't

impact his business as em-
.

ployees of Cleek's Lease or

Own are paid more than
minimum wage. "With

gasoline prices the way
they are and winter and

heating bills coming up,
the wage increase can only
help," says Cleek.

Another proponent of
the Missouri law is Brad
Stokes, president of the

Springfield Labor Council
of the Missouri AFL-CIO.
In the same article, Stokes

says that "by increasing
minimum wage, every­
body gets a boost from it,"
implying that the econo­

my benefits from workers

having more income.
The minimum wage in

Washington, for example,
which is also tied to the
state's CPI, is now the

highest in the nation-at

$7.93 an hour. However,
Washington's unemploy­
ment rate has steadily
improved each year since
the law was passed in

2001, going from 6.3 per­
cent in 2004 to 4.6 percent
this August. Missouri

currently has a 5.3 percent
unemployment rate.

Briley hosts
visit with
Congressman
Neugebauer

u.s. Congressman Ran­

dy Neugebauer (R-Texas),
a member of the House

On
January 1, 2008, the minimum wage for

Missouri employers is set to increase to

$6.65 an hour from $6.50. This is the sec­

ond time the wage has increased in as many

years. Many employers are still adjusting to the increase

of January 2007, where the minimum wage increased

from $5.15 to $6.50.
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The 2.3 percent in­
crease is directly tied to a

2.2 percent growth in the
national consumer price
index over a 12-month

period. Adjusting the
minimum wage based

on the CPI

inflator was written into

Missouri law in January
2007.

The tie-in to the CPI in­

flator has both proponents
and detractors. According
to an October 22 article
in the Springfield Business

Journal, Vice President of
Governmental Affairs for
the Missouri Chamber of
Commerce and Industry

_

Michael Grote says that
... "many Missouri busi-
_,

nesses won't be able
to afford a continually
increasing minimum

wage based on the Cl'I,"
However, Missouri

Rental Dealers Association
President John Cleek [r.,
believes that the increase
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Congressman Neuge­
bauer was interested in

learning more about leas­

ing appliances, computers,
electronics and furni­
ture. Briley explained
to Neugebauer all of the

advantages and many op­
tions offered by the rental!
lease transaction. Briley
gave an example of a

customer leasing a laptop
computer for $99 a month
for a term of 12 months.
The first option the cus­

tomer has is only commit­

ting to the initial term of
one month and returning
it if he or she decides not

to renew the agreement
without penalty. Sec­

ondly, the customer has
a 90-day-same-as-cash
option inside the agree­
ment. Third, the customer

who returns the merchan­
dise prior to fulfilling the

agreement, qualifies for
the Aaron's Lifetime Re­
instatement program. So,
if the customer leases for
five months and returns

the computer, he can rein­
state the agreement with
a similar laptop and only
pay seven more monthly
payments to acquire
ownership.

Financial
Services
Commit­
tee and the
Financial
Institu­
tionsand
Consumer
Credit
Subcommit­
tee, vis-
ited the new

Aaron's franchise location
in Abilene, Texas, owned

by Robert O. Briley on

November 10. Neugebauer
is a co-sponsor to the

industry-supported federal

legislation, H.R. 1767.

Otlahama dealers face few challenges

Twenty
members of the Oklahoma Rental Dealers Association met on Novem­

ber 13 in Tulsa to elect new officers, share information and learn from ven-
-.-

dors. ORDA President Randy Braucher of Stanley's Get It Today reports that

rental dealers in the state face few obstacles in doing business, which was verified by
ORDA Lobbyist Steve Kelly and Department of Consumer Credit Examiner Curt Daniels.

"In Oklahoma, rent-to-own stores are required to undergo an annual audit by the De­

partment of Consumer Credit-along with other industries such as pawnshops, mortgage
brokers, etc.-and Curt Daniels reported that rent-to-own stores have by far the least

number of issues or complaints than the other industries they audit," says Braucher.

ORDA Lobbyist Steve Kelly reported that there weren't any negative issues facing the

state rent-to-own industry floating around the state legislature these days, either.

"Overall, it was a great meeting," says Braucher. "What our members enjoy the

most is the open discussion time where we all share information about issues we face

in our day-to-day operations. Some of the things that came up were the audits, the new

flammability bedding law, operating issues and bed bugs."
ORDA re-elected Braucher to serve as president, Rob Lewis of Rent-A-Center as vice

president, Dale Frederick of Bargain Center as secretary and Craig Stanley of Stanley's
Get It Today as treasurer. Five vendors were on hand for brief presentations after lunch,

including High Touch, DSI, C&L Supply, Alamo EHP and Autco Distributing. RentDirect

Nationwide generously sponsored the meeting.
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Neugebauer enjoyed
his visit and was excited
about his better under­
standing of the industry.

Premier's Darden
replaces Romine
on APRO board

Premier Rental-Pur­
chase franchisee John
Darden has replaced

outgoing
APRO
board
member

Gary
Romine of
Show-Me
Rent-To­
Own.
Romine

resigned
from the

board on October 26 due
to his growing commit­
ments managing political
campaigns in his home
state of Missouri.

Darden-who ran for
a board seat during the
election held during the
2007 APRO Convention
and Buying Show in

September-had the next

highest number of votes

and was voted in unani­

mously by the board.
"While we will miss

Gary Romine's participa­
tion on the APRO board,
we fully support and

encourage his political
involvement," says APRO
Executive Director Bill
Keese. "The APRO board
is excited and grateful to

have Premier franchisee
John Darden ready to fill

Gary's vacant seat. We
look forward to John's



involvement at the board
level." Darden recently
was named the 2007
APRO Rental Dealer of
the Year.

Tire-and-wheel
rental industry
icon Savell to
oversee RimTyme·
expansion

ColorTyme announced
on November 16 tha.t
Scott Savell, a forerunner

in the
wheel-and­
tire rental

industry,
accepted an

offer to be a

part of the company's
expansion of RimTyme,
ColorTyme's custom

wheel rental division.

Beginning Decem­
ber 1, Savell, who is
based in Brown­
wood, will be a

major contributor to

Rim'Iyme's growth
strategy, including
development of

corporate-owned
stores as well as

franchise

development.
ColorIyme's

approach to expand-
ing RimTyme is three­

pronged: franchise

development, store ac­

quisitions and corporate
store development. In

fact, the first store acqui­
sition and conversion to

RimTyme will be Savell's
own American Tire

Rentals, based in Temple,
Texas. In addition to the
three RimTyme fran-

RNR opens three new stores
in three states in 30 days

R
ent-n-Roll Custom Wheels and Tires announced

the opening of three brand new stores in three dif­

ferent states in the span of 30 days.
Full-O-Pep Wheels, run by longtime APRO board member

David P. David, opened a third RNR location in Indianapolis,
Indiana, in early October. The official grand opening took

place on October 20, complete with a car show, custom

wheel display, live radio station feed and a visit from the

world champion Indianapolis Colt cheerleader squad, of

which David's daughter, Tessa, is a member.

Gulfcoast L&P, owned and operated by former APRO Presi­

dent Shannon Strunk, opened its fourth RNR location in Pensa­

cola, Florida, in late September. Plans are already in the works

for at least two additional RNR locations

to be opened in 2008.

Fairway Ventures, owned and oper­
ated by former APRO board member

Wayne Sutton, opened its second RN R

location in Baton Rouge, Louisiana, on

November 1. The company's original
store in Gulfport, Mississippi, was

awarded top performing store in the

chain for 2006.

In other RNR news, San Diego franchi­

see Bruce Foster purchased the Bakers­

field, California, location from Les Pearsey on November 1.

"We are very pleased to see these new stores come online

and look forward to watching them bring our program to these

new markets," says RNR President Larry Sutton. "We have

signed leases in several other markets throughout the United

States and anticipate at least seven additional locations will be

opened by the end of the first quarter of 2008. Our re-branding
efforts are underway and we have several new territories under

negotiation."
RNR Custom Wheels and Tire was recently recognized by

Tire Business Weekly as the zoth largest tire retail chain in

the United States.
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David P. David with his
daughter Tessa and RNR
President Larry Sutton
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chises already in opera- to take root and garner a similar philosophy on the effort and Savell was

tion, another two stores interest from other RTO capturing the lion's share the obvious choice. His
are planned to open in entities. Savell supervised of the market that will expertise in this market
December. The company more than 40 custom see major growth over is second to none and

plans to launch between wheel franchises before the next 10 years," he we're glad to have him
six and 10 corporate- co-founding Premier continued. "Being able join our RimTyme team.

"

owned stores by the end Wheel Rentals, a division to work with a company
of2008. of The Premier Compa- . that has the desire and

New York RTOSavell began his career nies, three years ago. financial backing to capi-
in rent-to-own more than "I really enjoyed my talize on this opportunity dealer collects
20 years ago. He gained time and the friendships is a dream come true.

"

280 pounds of
his status as a wheel rent- I developed over the past "We saw the extreme

al pioneer in 1994 when three years at Premier,
"

growth potential of the food for charity
he and a business partner says Savell. "When I custom wheel rental Queensbury, New
ventured into uncharted accepted the position industry and determined York, rent-to-own dealer

territory by offering with ColorTyme in early that RimTyme has a place and ColorTyme fran-
tires for rent. The model November, I saw the in the growth of this chisee Tom Glogowski
proved to be a success. opportunity to take the niche market," says Col- of Your Choice Rentals
Savell became known as wheel-arid-tire rental in- orTyme CEO Bob Bloom. coordinated a local food
an industry expert as the dustry to new levels with "We knew we would need drive in October that
tire rental concept began a company that shared to hire a big gun to lead collected 280 pounds of

,lIE{Jl1ystem
Software with Wheels

)

See why the most successful operators of
wheel and tire rental companies have

chosen The RAM System. Call us today for a

free demo!
800-863-7394

Built-In Accounting Interface

Inventory Bar Coding
Capture Digital Images of Inventory and Customers

Inventory Depreciation
Automatic Inventory Pricing

On-Screen Collections

Employee Time Keeping
Laser Printed Rental Agreements

Built-In Credit Card Processing
Powerful Reporting

S�cure and Flexible Architecture

Corporate Office Module

Microsoft-

1705 E. North Street • MagnoI/o, AR 71753 • 800-863-7394 • I!IIWW.rentinfo.com

APR:) Associate Member since 1987
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Canon is a world leader in printers
producing breakthrough innovations
that deliver exceptional design,
performance, economical operation
and convenience
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Canon
Discover how easily your needs can be met with a high-performance
product from Canon, from digital cameras and photo printers, photo
scanners and All-in-One Printers ...and everything in-between.

PowerShot
A560

. PIXMA

MP520

PowerShot
A650lS

Shoot high-quality digital photos with
Canon PowerShot digital cameras.

Canon PowerShot cameras offer the
best in digital camera technology, style
and ease of use. Canon's optics, DIGIC

processor and stunning design make
PowerShot digital cameras the best
choice for photographers at any level.
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The A560 has a 7.1 Megapixel CCD, 4x

Optical Zoom Lens, DIGIC III Image
Processor with Face Detection Technology
and many other impressive features. It's a

camera that let's you do more, more easily.

With PIXMA Photo All-in-One Printers, easily
print beautifully detailed, high-quality photos
and text, copy documents and scan photos ...

all from the same machine!
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and the speedway-we
got the word out," says
Glogowski.

Throughout the month
of October, Glogowski's
customers donated
food through the store,

directly to the Mission
or to the racetrack. In re­

turn for their donations,
Glogowski's customers

received a free four-pack
admission to the Speed­
way's annual Halloween
Havoc event on October
20. "The annual Hallow­
een Havoc is basically a

demolition derby and a

very well-attended event,"
says Glogowski.

did the standard direct
mail and radio advertis­

ing to generate business,
but he wanted to do

something more for
his community. So,
Glogowski and his local
radio station, B95.5,
partnered up with

Albany-Saratoga Speed­
way proprietor Bruce
Richards to develop a

campaign to raise food
for their local Open
Door Mission. The mis­

sion serves the needs
of the Queensbury and

Glens Falls communities.
"Between the three ofus­

the store, the radio station

food for a local mission.

Having just opened
his first rent-to-own store

Food drive organizers Bruce Richards of the

Albany-Saratoga Speedway and Tom Glogowski
of Your Choice Rentals

July 5 (with the help of
Tom and Lisa Neyhart of

ColorTyme), Glogowski

High Touch goes uptown with
new downtown headquarters

High
Touch, the Wichita, Kansas-based provider of technology solutions, fi­

nalized a lease today to move its roo-plus person staff in its Wichita corpo­

rate headquarters to a so-story building located at 110 S. Main in downtown

Wichita. High Touch CEO Wayne Chambers says preparations will begin immediately as

renovations begin and the company prepares to relocate from its current offices.

Renovations will begin in December and a spring relocation is anticipated, according to

High Touch Director of Corporate Technology and Facilities Kevin Colborn. Colborn says the

company will move from 30,000 square feet into approximately 35,000 square feet on four

floors. As the anchor tenant, High Touch will

have naming rights on the building.
"It is our expectation that downtown

Wichita will evolve dramatically over the

next several years and once again be a

great place to work, live, shop and experi­
ence the culture of our city. As a home­

grown Wichita business, we are proud
to make this commitment to downtown

growth," says Chambers.
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"I wanted everyone to

realize that people are in
need year-round, not just
during the holidays. Last

year alone, the Mission

provided 60,000 meals
and anticipates that need

growing to 80,000 meals
in 2008," says Glogowski.
The 280 pounds of food
collected will provide 880
meals.

"The food drive culmi­
nated with the Speed­
way event, but people
are still bringing me

food!" he says. Not one

to turn down a dona­
tion, Glogowski happily
accepts and makes the

delivery to the Mission.

RTOveteran
Muir opens
Premier store in
New Hampshire

Rent-to-own veteran

Jay Muir opened his first
Premier Rental-Purchase

store in

Manchester,
New

Hampshire,
in Septem­
ber. En­

couraged to strike out on

his own by a colleague
who was opening his own

store and armed with a

business plan that was

impressive to the bank,
Muir acted on his dream
to launch his own

business and enjoy the

flexibility that comes with

owning your own store.

Muir began his career

in the industry deliver­

ing for Rent-A-Center.
He moved up to service



representative, assistant

manager and, following a

buy-out, to store manager.
He managed his first store

in Somersworth, New

Hampshire, and after a

successfulyea�moved
to Concord, New Hamp­
shire, where he ran the
third most profitable store

in the county. After be­

coming a district manager,
he took over the most

profitable market and ran

it for four straight years.
According to Muir,

he considered several

options for franchising
and found that Pre­
mier allowed him the
most flexibility and the

benefits of a network that

provided such features as

health insurance, a pay­
roll department and the
Premier buying group.

With doors open and a

commitment to customer

service that has made
him a success throughout
his career, Muir looks for

every opportunity to put
his business philosophy
to work, but this time it is

being applied in his own

store. Muir's philosophy
is to be nice to people, do
what you say you'll do
and surround yourself
with really good people
who want to do their job
and move forward.

Rent'N Go

supports
"Beat the
Heat"

Rent'N Go has part­
nered with a nationwide

"Cops & Kids" program
called "Beat the Heat."

"This is one

of the finest

youth develop­
ment programs
I have seen. We
are happy to

support 'Beat the Heat'
in any way we can," says
RNG President Bob
Catino, speaking about

Visit online at

www.triberoup.col11

Television was a $reat irrvention e-> it literally chan$ed our societu,
When it was first introduced in 1926, people watched in awe at the tinu
moving ima$es and thou$ht, "There's nothing better than this." But the
inventors kept on workin$ to improve their idea, convinced that there's

alwalJs room for improvement.

At TRIB Group, we feel the same walJ: we're alwalJs lookin$ for walJs to

be even more useful for our members. And wework each and everlJ dalJ
to make that ima$e as clear as it can be.

Lar$e Enou$h to Serve. Small Enou$h to Care.

An Associate Member Since 1983 APR:)
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the company's support of
this program.

"Beat the Heat" brings
together young people
and police officers in the

fight against illegal street

racing and the practice
of drinking and driving.
It educates youngsters
about the real prob-
lems of illegal drug and
alcohol use, the horrors
of impaired driving and
it educates the general
public about the dangers
of drag racing on public
streets.

The officers use race

cars and show cars outfit­
ted to look like police
cars to help in reaching

out to the youth. "Offi­
cers have told me young­
sters would not even

think of talking with a

police person until now.

They do because of the of
the 'cool' cars driven by
the officers," says RNG

Operations Chief Jim
Taylor. RNG contributed
custom wheels and per­
formance tires to "Beat
the Heat" in support of
the program.

"Beat the Heat," part­
nering with the National
Hot Rod Association,
also offers extracurricu­

lar activity for youngsters
who do not make high
school sports teams

through handicap drag
racing. Anyone-male or

female-who can drive
can participate on an

equal basis after the drag
racing techniques are

learned. "Beat the Heat"
conducts the races work­

ing in conjunction with
local motor sports parks.

in August. It was a first
for Wood and the second
store for Krygoske, who

opened his first Premier
store with Paul Bottomley
in Knox, Indiana, in 2005.

Krygoske and Wood

began their rent-to-own

careers at the ground
level and moved up to

achieve notable success.

In their combined 23

years of RTO experience,
they worked together

Premier partners
open store in
Portage, Indiana

Seasoned RTO veter­

ans Ted Krygoske and
Jason Wood opened their
Premier Rental-Purchase
store in Portage, Indiana,

Let SED keep your shelves stocked this holiday season with leading brands like these and more!
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note worthy

Best Buy pulls
analog TVs from
shelves

On October 1, Best

Buy was the first con­

sumer electronics retailer
to instruct its stores to

stop selling analog televi­
sions and pulled all of its

remaining stock from
the shelves. The company
was quoted as saying it
made the decision "as the
end of the analog broad­
cast era draws near."

Broadcasters will stop
transmitting analog
signals on February 18,
2009. Television sets that
are not digital and that

are not attached to satel­
lite or cable or converter

boxes will no longer
work after that date. It is
estimated that 60 million
households in the United
States use antennas or

analog cable.
"We are commit-

ted to helping people
understand the digital
television transition and

exiting the analog video
business is one way we

can help avoid confusion,"
says Best Buy's Senior
Vice President of Elec­
tronics Mike Vitelli.

for six years for a major
rent-to-own firm before

Krygoske left to start his
own business.

According to Kry­
goske, they have designed
their unconventional
new store to appeal to the

Portage market. Praising
their ability to be flexible

through the Premier

program, he says their
store looks more like a

furniture store.

Open and with busi­
ness flourishing, Krygoske
and Wood are pleased to

have brought on board
two longtime employees of

Krygoske's, Leon Hudson
and Adam HalL
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There
continues to be a lot of conver­

sation in different parts of the rent­

to-own world lately about bed bugs.
The conversations have often been
alarmist and creepy in their details

as bed bugs are disgusting little beasts. Dealers
who have actually suffered infestations predict
dire consequences for rent-to-own and any num­

ber of other industries as well. Dealers who have
not encountered any bed bugs want very much to

keep it that way and fret that the bugs may soon

be on their way to them.
Rental dealers have not written any big checks,

yet, because ofbed bugs, although there are a few

The bed bug blues
lawsuits currently pending against rental compa­
nies. So far, hotels have been harder hit than rent­

al dealers. In Chicago last year, an appeal court

upheld a judgment on behalf of a brother and sis­
ter against a motel there for $382,000 on account

of bed bug bites. A Catskills resort is defending
a $20 million lawsuit brought because a cabin
was infested with bed bugs. A noted hotel in New
York City settled a bed bug claim for $150,000 in
2003. Rental dealers everywhere are concerned
with liability and that is a fair concern.

Some dealers would like to declare in their
rental agreements-or anywhere else that such a

declaration would work-that the dealer will not

be liable for any damages due to bed bugs. It is a

lovely thought, but it will not work. Restaurants
cannot do it if their food makes you sick.
Pharmaceutical companies cannot do it

if their drugs kill or maim you. Hotels
cannot do it if their rooms get infested
with bed bugs. If they could, you would

signing a bed bug waiver every time you
checked in.

By ED WINN III Rental dealers cannot escape liability
APRO's general counsel if their used mattresses harbor bed bugs.

.............................................................. It is all because of the law of products li-

ability, a topic lately covered in this magazine
(August-September 2007). This law, in summa­

ry, provides that any merchant who moves what
the law calls a defective product through the
chain of commerce is liable-along with all other

16 PROGRESSIVE RENTALS

: "Some dealers

would like to declare

in their rental
merchants who profit
or try to profit from the

product-if that prod­
uct causes any damag­
es that could have been
foreseen. A bed bug­
ridden mattress is the

very definition of a de­
fective product.

Moreover, the Uni­

form Personal Property
Leasing Act, Article 2A
of the UCC in every state, declares that any at­

tempt to limit consequential damages to a person
in a lease ofpersonal property (like a rent-to-own

agreement) is unconscionable on its face. That
means that a court would throw out any such

language without considering any other evidence
than the existence of the words in the agreement.

And so, unfortunately, there is no easy le­

gal fix to the bed bug dilemma for rental deal­
ers. However, a customer complaining of bed

bugs does not mean that a dealer needs hand over

the keys to the business. Bed bug bites are not fa­

tal, although bed bug infestations are disgusting.
Houses can be and have been successfully fumi­

gated and cleared of bed bugs for a few thousand
dollars. And just because a customer complains
of bed bugs, it does not automatically mean that
the bed bugs came from the rental dealer. It is fair
in our business to ask the question, "Who gave
the bed bugs to whom?"

Dealers who are concerned with bed bugs are

not helpless in the face of the threat. While bed

bugs can infest any kind of furniture, they are

most likely to live in mattresses-close to their
food source of warm, sleeping bodies. Dealers
can quit renting and, more importantly, re-rent­

ing used mattresses. They can get out of the bed­

ding business altogether, although that is a dra­
conian solution to the problem and a costly one.

They can choose, instead, to sell their mattress­

es and rent and re-rent everything else. That way
they will never get a used mattress back. It will
not reduce the risk of bed bugs in the store down
to zero because bed bugs can attach themselves
to headboards, sofas and other kinds of furniture.
But, that decision will reduce the likelihood of
customers getting bed bugs or the store getting
infested when used mattresses come back.

If that notion will not work, there are proce-

agreements that

the dealer will not

be liable for any

damages due to bed

bugs. It is a lovely
thought, but it will

not work."



dures that dealers can adopt and follow
to minimize the likelihood of bed bugs
coming back on products and infest­

ing the store. There are companies out

there who are beginning to specialize
in bed bug eradication. Go to www.bed

bugger.com for some creative prod­
ucts and solutions for dealing with
bed bugs. Check out www.protectabed.
com for mattress covers guaranteed to

be bed bug proof. State health depart­
ments can help with resources and sug­
gested solutions. APRO brought a na­

tionally known bed bug expert to the
2007 Convention and Buying Show
and he is available for hire as a consul­
tant to rental companies as needs arise.
You can contact Richard Cooper of

Cooper Pest Solutions via e-mail at rick

.cooper@cooperpest.com or by calling
him at 800/949-2667.

It is an unpleasant topic, to be sure,
bed bugs in rental property, but now

that it has arisen, rental dealers need to

seek solutions actively. Bed bugs have
been around longer than humans and

they have not destroyed civilization,
yet. It is unlikely that this latest surge
will do so, either. _

Ed Winn's e-mail address is edwinn@
mwvmlaw.com.

Complete Point-of-Sale Software for Rent to Own,
Retail Sales, Cash Advance and Check Cashing

• For Windows 95 through XP
• Rent to Own / Short Term Rentals
• Retail Sales / Installment Sales / Revolving

Interest Sales
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Agreements
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• On Screen Account Management
• Inventory Tracking and Depreciation
• Document Imaging for scanning drivers li-

censes, agreements, applications etc.

• Integrated Time Clock
• Integrated credit card processing available
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• Easy to use and learn
• Fully integrated Teletrack access

• Barcode inventory control 1111[11]111111111,111111"1"11111
• Print inventory labels / price tags
• Invoicing / Billing
• Supports "Preferred Customer Club"
• Supports Receipt Printers
• Prints mailing labels / form letters
• Inventory transfers for multiple stores

• Deposit and petty cash tracking
• Toll Free Support
• Network Version available
• Home Office available
• Data conversion from other software

available
• Over 550 locations using RTO Pro

or Lease for $75.00 per month!

Free Demo!
Call 800-351-6299 or visit www.RTOPro.com
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800-351-6299
RTOPro.com

Affordable Solutions
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hen the third most powerful United States senator in the

land introduces a bill to put an industry out of commission,
business leaders need to stand up, take notice and take action.

That is exactly what the rent-to-own industry did this year
and will need to do again in February at the upcoming APRO

Dave Egan Legislative Conference in Washington, D.C., Febru-

ary 11-13. Two hundred rent-to-own professionals descended on

Capitol Hill earlier this year. Another strong attendance from the

rent-to-own industry is necessary in 2008. With the Democratic shift

of power in both houses on Congress, the congressional focus on sub­

prime issues and Senator Charles Schumer's (D-New York) extraordi­

narily powerful position in the U.S. Senate, the industry's involvement

is imperative. * With the legislative climate being so potentially dan­

gerous for the rent-to-own industry and for the industry's continued

evolution, a federal definition bill would answer that vacuum of federal

code recognition. * If you have never been to an APRO Legislative
Conference, then you need to make plans now to attend. APRO lead­

ers make sure you are comfortable visiting with your representatives
by either attending your meetings with you and/or

making sure you are fully prepared. Every attendee
in the past has walked away with a new sense of

empowerment or has become an APRO Legislative
Conference regular and attends every year. APRO

also recognizes those brave and hardy individuals
who best represent the rent - to-own industry before

the U.S. Congress with American flags, pins, rings,
statutes and bookends.
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......-. he focus of this year's Legisla- cratic senators get re-elected. Therefore,
tive Conference will be on Schumer's success as a party leader hinges
the passage of the Consumer on helping re-elect Landrieu.
Rental Purchase Agreement It is hoped that both senators' staffs will
Act. Because the dynamics of work together for fair and balanced rent-to-

the new Congress and own legislation. The Landrieu bill
the focus on consumer issues puts The current Congress is similar to Schumer's bill, without
rent-to-own on the radar, it is now and the legislative the price controls. Perhaps a win-win

up to us to make sure the industry's climate bring a
situation can be created with this dy-

legislation (H.R. 1767 and S. 1012) namic. Passage of the Landrieu bill
is what is being considered regard- unique and powerful would help both consumers and busi-

ing rent-to-own regulations. The opportunity to actually nesses in Louisiana. Another six-year
lead House sponsor of H.R. 1767, pass federal legislation term for Landrieu will help Schumer

Representative William Lacy Clay that would finally maintain Democratic control of the

(D-Missouri), is already trying to U.S. Senate. APRO President Larry
leverage movement in the House Fi- take the rent-to-own Carrico always uses the following
nancial Institutions and Consumer industry to the next quote from Zig Ziglar: "You can

Credit Subcommittee of the House level. However, to fully achieve your goals by helping enough
Financial Services Committee. The , people achieve their goals."understand today s
subcommittee is where H.R. 1767 Yes, it will be cold in February in

has been referred. Clay is a member legislative climate, you D.C. and the cherry blossom buds
of the subcommittee and is trying will have to join with will still be frozen in the branches,
to convince Subcommittee Chair your peers and stand but February is a calculated date for

Carolyn Maloney and Committee
on Capitol Hill. political strategy. During the begin-

Chair Barney Frank to hold a hear- ning of 200S, members of Congress
ing and to vote on the legislation.

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

-,-
- - - - - - - - - - - - - - - - - will be trying to pass legislation so

Clay and his office are working with members of they will have a story to tell and a reason for constitu-

the committee to move RTO legislation forward. He ents to re-elect them. February will also come before
has already approached committee members who presidential politicking, which really clouds the air.

have been longtime opponents of our industry to ask When each party gets serious about aligning itselfwith
them to take another look at his legislation. The RTO the right candidate so that its candidate gets elected,
legislation is balanced in that it protects consumer very little legislation gets passed.
rights and allows rent-to-own dealers to do business
as regulated in 47 states. Therefore, this balanced ap­
proach is a win-win situation if Clay and the RTO in­

dustry can generate enough support.
During the 200S Legislative Conference, the grass­

roots targets will be lobbying those subcommittee
and committee members as well as generating addi­
tional co-sponsors. As of press time, H.R. 1767 has
61 House sponsors and S. 1021 has 21 Senate spon­
sors. While those numbers are very impressive, there
is no magic number for movement or passage when
it comes to co-sponsorship. It just helps to show sup-

'

port to actually get something moving and the chance
for passage. A personal visit to your Congressperson
in his or her office in Washington, D.C. is extremely
powerful and effective. So, please attend the legisla­
tive conference to raise the power ofyour industry for
both industry and consumer protection.

In the Senate, the strategy is a little more difficult.
From a political party standpoint, the author of the
Senate bill (S. 1012), Senator Mary Landrieu (D-Loui­
siana), appears to be vulnerable in her re-election bid
for another six years in the Senate. Senator Charles
Schumer, as a Democratic leader in the Senate, is

charged with the responsibility of helping Demo-

:2D PiROG�.ES:SJ\Ye R€NfAI..$

hat are the chances of any­
thing happening on the in­

dustry's bills this session?
On one hand, the current

Congress and the legislative
climate is a dangerous pit

of vipers on the brink of sending a deadly bite to the
rent-to-own industry's existence. On the other hand,
the current Congress and the legislative climate bring
a unique and powerful opportunity to actually pass
federal legislation that would finally take the rent-to­

own industry to the next level. However, to personally
participate and to fully understand today's legislative
climate, you will have to join with your peers and
stand on Capitol Hill February 11-l3.

To register for the APRO's 200S Dave Egan Legis­
lative Conference, please visit the APRO Web site at

www.rtohq.org or contact APRO's Jeannie Hutchison
at jhutchison@aprovision.org or SOO/204-2776, ext.

lOS. The conference will be held at L'Enfant Plaza Ho-
tel. The deadline to reserve your room at the L'Enfant
Plaza is January 4. Call20214S4-1000 to get the APRO
room rate of $219.•



Contact YOUT Iegislators
House Committee on

Financial SeTvices

Below is a list of the members of the House Financial Services

Committee and Financial Institutions and Consumer Credit

Subcommittee, where H.R. 1767 by u.S. House of Representative
William Lacy Clay has been referred. Clay is diligently urging
the chair and the committee to schedule a hearing and mark

up and needs all the help he can get from our industry. Please

identify your congressional member and keep up the contact to

encourage him/her to co-sponsor H.R. 1767-or at least commit

to a "yes" vote on the bill. Asterisk (*) denotes members of the
Subcommittee on Financial Institutions and Consumer Credit.

Chairman: Barney Frank *

(Massachusetts, District 4)

Democratic members

Paul E. Kanjorski *

(Pennsylvania, District 11)
Maxine Waters *

(California, District 35)
Carolyn B. Maloney *

(New York, District 14)
(sub chair)

Luis V. Gutierrez *

(Illinois, District 4)
Nydia M. Velazquez

(New York, District 12)
Melvin L. Watt *

(North Carolina, District 12)
Gary L. Ackerman *

(New York, District 5)
Julia Carson *

(Indiana, District 7)
Brad Sherman *

(California, District 27)
Gregory W. Meeks

(New York, District 6)
Dennis Moore *

(Kansas, District 3)
Michael E. Capuano

(Massachusetts, District 8)
Ruben Hinojosa

*

(Texas, District 15)
William Lacy Clay *

(Missouri, District 1)
Carolyn McCarthy *

(New York, District 4)
Joe Baca *

(California, District 43)
Stephen F. Lynch

(Massachusetts, District 9)
Brad Miller *

(North Carolina, District 13)
David Scott *

(Georgia, District 13)

Al Green *

(Texas, District 9)
Emanuel Cleaver *

(Missouri, District 5)
Melissa L. Bean *

(Illinois, District 8)
Gwen Moore

(Wisconsin, District 4)
Lincoln Davis *

(Tennessee, District 4)
Albio Sires

(New Jersey, District 13)
Paul W. Hodes *

(New Hampshire, District 2)
Keith Ellison *

(Minnesota, District 5)
Ron Klein *

(Florida, District 22)
Tim Mahoney *

(Florida, District 16)
Charles Wilson *

(Ohio, District 6)
Ed Perlmutter *

(Colorado, District 7)
Christopher S. Murphy

(Connecticut, District 5)
Joe Donnelly

(Indiana, District 2)
Robert Wexler

(Florida, District 19)
Jim Marshall

(Georgia, District 8)
Dan Boren

(Oklahoma, District 2)

Republican members
---------------------

Spencer Bachus *

(Alabama, District 6)
Richard H. Baker *

(Louisiana, District 6)
Deborah Pryce

*

(Ohio, District 15)

H.R. 1767 and S. 1012 co-sponsors are in boldface type

Michael N. Castle *

(Delaware, At Large)
Peter King *

(New York, District 3)
Edward R. Royce

*

(California, District 40)
Frank D. Lucas

(Oklahoma, District 3)
Ron Paul

(Texas, District 14)
Steven C. LaTourette *

(Ohio, District 14)
Donald A. Manzullo

(Illtnois, District 16)
Walter B. Jones

*

(North Carolina, District 3)
Judy Biggert

*

(Illinois, District 13)
Christopher Shays

(Connecticut, District 4)
Gary G. Miller

(California, District 42)
Shelley Moore Capito *

(West Virginia, District 2)
Tom Feeney

*

(Florida, District 24)
[eb Hensarling *

(Texas, District 5)
Scott Garrett *

(New Jersey, District 5)

Ginny Brown-Waite *

(Florida, District 5)
J. Gresham Barrett *

(South Carolina, District 3)
Jim Gerlach *

(Pennsylvania, District 6)
Stevan Pearce *

(New Mexico, District 2)
Randy Neugebauer *

(Texas, District 19)
Tom Price *

(Georgia, District 6)
Geoff Davis *

(Kentucky, District 4)
Patrick T. McHenry

*

(North Carolina, District 10)
John Campbell *

(California, District 48)
Adam Putnam

(Florida, District 12)
Michele Bachman

(Minnesota, District 6)
Peter J. Roskam

(Illinois, District 6)
Kenny Marchant

(Texas, District 24)
Thaddeus McCotter

(Michigan, District 11)
Kevin McCarthy

(California, District 22)

Senate Banking Committee

Below is a list of the members of the Senate Banking
Committee, where S. 1530 by u.S. Senator Charles Schumer

and S. 1012 by u.S. Senator Mary l.andrieu both have been

referred. Both bills are pending hearings and mark-Ups. If you
have business(es) in the states these senators represent-and
they are not yet S. 1012 co-sponsors-please contact their offices
and ask their support and co-sponsorship for S. 1012.

_����!>_l!���_ �������
Richard Shelby (Alabama)
Robert Bennett (Utah)
Wayne Allard (Colorado)
Michael Enzi (Wyoming)
Chuck Hagel (Nebraska)
Jim Bunning (Kentucky)
Mike Crapo (Idaho)
John Sununu (New Hampshire)
Elizabeth Dole (North Carolina)
Mel Martinez (Florida)
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Chairman: Chris Dodd

(Connecticut)

Democratic members

Tim Johnson (South Dakota)
Jack Reed (Rhode Island)
Charles Schumer (New York)
Evan Bayh (Indiana)
Tom Carper (Delaware)
Robert Menendez (New Jersey)
Daniel Akaka (Hawaii)
Sherrod Brown (Ohio)
Robert Casey (Pennsylvania)
Jon Tester (Montana)



 



 



 



 



ot every state imposes a tax

on personal property, al­

though these days, most do.
Most often personal prop­
erty tax is levied on a per­
son's or a business' tangible
personal property. There is
a separate tax on real prop­

erty. Taxpayers must fill out a schedule and, as of a cer­

tain date each year (often January 1), list the value of all

personal property that the taxpayer owns on that date
that is not subject to one of the exemptions in the state

tax code. Taxpayers must then remit the tax due to the

county according to the taxing schedule-a percentage
of the declared value of the property.

States have enacted many exemptions to the personal
property tax: motor vehicles, personal effects, household

furnishings, business inventories, intangibles, etc. Some
rental dealers have paid the tax on their idle units only
and have left the value of their units out on rent off the
return. Not all county tax assessors are familiar with
the rent-to-own business and so even under audit, these
dealers have avoided paying tax on the value of their
units in the field, because the valuation offered by the
dealer corresponded roughly with the units on display
and in the back room and the auditor left, satisfied.

Other dealers have challenged the premise of having
to pay personal property tax on their units held
for rental altogether. They have made different
kinds of arguments over the years, depending
upon the specific wording of the applicable tax

provisions. Most often, rental dealers have ar­

gued that their rental units qualify for the busi­
ness inventory exemption-that they are goods
held for resale in the ordinary course of busi­
ness. These arguments have been made in Vir­

ginia, Florida, Missouri, Utah, Texas and, most

recently, in Indiana. All of these attempts at

qualifying for the exemption have failed.

�

istrative hearings with multiple rental companies join­
ing the fray and made two trips to the Kansas Supreme
Court before finally being resolved in favor of the rental

companies in 1999 with the ruling in Board of Sedgwick
County Commissioners v. Action Rent To Own Inc., 969
P2d 844 (1999).

The court specifically held that the rental company's
rent-to-own merchandise qualifies as inventory and is

statutorily exempt from taxation. Even so, in 2000, the
Kansas Department of Revenue issued a directive to all

county appraisers (No. 99-037), that concluded: "If a

county appraiser is in doubt as to whether rent-to-own

property is held primarily for sale or for rent in the or­

dinary of business, he or she should construe in favor of
taxation ... All relevant facts should be presented to the
Board to allow them to make a proper determination." It
is apparent that the Department of Revenue did not care

for the Supreme Court's reading of the tax code.
To read the briefs in the Kansas litigation is to fall

down the rabbit hole and find rental dealers arguing
that down is up and that leases are sales for the purposes
of interpreting the Kansas property tax code. Some of
these arguments were being made at the very same time
that Representative Henry B. Gonzalez was holding his
infamous hearing in the U.S. House Banking Commit­
tee in 1993, "Rent-To-Own: Providing Opportunities or

Gouging Customers?" Gonzalez did not allow the indus-

• he one state where the argument suc­

ceeded was Kansas. The Kansas chal­

lenge began in 1991 and was based

upon amendments to the tax code that were

enacted in 1989. As a result of those amendments,
the definitions of "merchant" and "inventory" in the Kan­
sas law are unique. Inventory is defined as "any tangible
personal property...which shall have been purchased
primarily for resale without modification or change ... and
without any intervening use, except that, an incidental use,

including but not limited to the rental or lease of any such

property, shall not be deemed to be an intervening use."
(The amendment added the language in italics.)

The issue of whether RTO property qualified as in­

ventory under Kansas law bounced around the courts

in several different counties, through multiple admin-
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try's doublespeak to pass unnoticed:
"A rent-to-own company is now arguing in a Kansas

appellate court that it is in the 'sales' business in order to

avoid paying state taxes on rental property... One thing
is clear. The industry cannot have it both ways. Rent-to­
own operators cannot be lessors in order to evade state

usury ceilings and federal disclosure laws, and yet be
sellers in order to escape state property taxes."

The industry held its collective breath during those

hearings and their aftermath. Having fought long and
hard and successfully to prove that rent-to-own trans-



I
actions were really leases and not disguised sales, the

industry could only watch, awestruck, as a handful of
Kansas rental dealers threatened the legal status of RTO
for the whole country to save a few thousand dollars in
local taxes.

Gonzalez was not successful in putting RTO dealers
out of business, despite his best efforts. The world did
not split in half on account of the Kansas rental deal­
ers. The rent-to-own industry continued to flourish
and rental dealers have, from time to time, continued
to argue for an exemption to paying personal property
taxes on their units in the field, although to date, only
the Kansas dealers have been successful. The latest un­

successful attempt brought by a music merchant came

in Indiana-see WH. Paige & Co. v. State Board of Tax

Commissioners, 711 N.E. 2d 552 (Ind. 1999) or view the
case online at http://www.aLorg/judiciary/opinions/pre­
vious/wpd/07190001.tgf.doc

�

•
he issue has most recently come to life in

Colorado, where a two-store dealer intends
to challenge a personal property tax audit by

making the inventory/sale argument.
The rent-to-own world is safer in the 21st century

than it was during the 1990s. It is unlikely that the
Colorado dealer's arguments will seriously affect the

legal status of RTO transac­

tions in the country or even

in Colorado. If every dealer in

the country started making
this argument, there might be

legislative repercussions, but
an isolated tax challenge here
and there should not under­
mine the RTO legal edifice
that has been so laboriously
constructed over the years.

There is, however, some­

thing to be said for consis­

tency. Rental dealers who
understand the business that

they are in and who feel that

they are paying too much in

personal property taxes every
year can challenge those taxes

without having to twist their logic and words and pre­
tend that they are retailers.

They can challenge how their property is being val­
ued and in most places, it is probably being overvalued,
which means that the dealer is paying too much in per­
sonal property taxes. The reason for this is that many
county assessors apply generic depreciation tables to the
kinds of products that rental dealers rent. Those tables
reflect how long televisions or refrigerators typically last
in a business environment when used by the business
and they might be on seven or even lO-year depreciation

..ITO dealers mau
lJe able to lower
their personal
propertu taxes if

theU are willing
to challenge the

"ustem and spend
lome time and

Doneu on the

process. But theU
are unliljelu to beat
the tax altogether.
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schedules. This means that a dealer who paid $1,000 for
a TV in 2007 might be assessed tax on a value of $900 in

2008 when, in fact, the TV will only be the property of
the dealer for 18 months or so and the real value should
be $667 or even $334, depending upon when the unit
was acquired.

Dealers have been successful arguing for more realis­
tic depreciation schedules for rent-to-own property in a

number of jurisdictions, including Florida and Califor­
nia, although not all such efforts have been successful­
see Rent-Way Inc. v. Wilkins, Tax Commissioner, Ohio
Board of Tax Appeals, No. 2004-A-331 (April 13, 2007).
The board acknowledged that the code allows a taxpayer
to show that the administrative code guidelines can be
rebutted if the taxpayer can prove a more accurate valua­
tion. Then the board rejected the rental company's proof
as inadequate.

In Texas, rental dealers have taken another ap­
proach to the too-high personal property tax is­
sue. Fresh on the heels of their successes in getting

the Legislature to increase late charges in rent-to-own

transactions and to decrease grace periods, Texas rental
dealers sought a constitutional amendment that would

exempt RTO property from personal property taxation

altogether. A few years previously, car dealers had gotten
an amendment for their industry that allowed them to

lease vehicles in Texas. Prior to this change, Texas car

dealers had to offer vehicle leases by selling cars to con­

sumers with an agreement to buy them back at the end of
the "lease." Television and appliance rental dealers were

able to go to the Legislature and argue equal protection.
The car dealers got their inventory exempted and it is

only fair for TV and appliance dealers to be treated the
same way. The argument was persuasive and Texas deal­
ers got bills passed out of both houses of the Texas Leg­
islature, but ran out of time on the legislative calendar to

get the issue on a statewide referendum for voters, which
is a requirement for a constitutional amendment in the
state. Most states would not require a constitutional
amendment to make changes to the personal property
tax code. It is a quirk in Texas law that requires this extra

step for Texas rental dealers.

Ad
valorem taxes remain a lively issue in the

industry and, for most rental dealers, a

painful, but not unmanageable cost of do­

ing business. Dealers may be able to lower their personal
property taxes if they are willing to challenge the system
and spend some time and money on the process. They
are unlikely to beat the tax altogether unless they die­
or live in Kansas. _

Ed Winn is APRO's general counsel. His e-mail address is
edwinn@mwvmlaw.com.
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IMAGINE
FOR A SECOND how you go about recovering custom­

er and store operation information if a natural disaster (think hur­
ricane, flood, earthquake, fire) destroyed your store and all of its
contents. If you find yourself breathing a sigh of relief because you
and your employees take all the proper precautionary steps to pro­

tect the store's vital records, then read no further. If, however, the words
"natural disaster" and "records retention" strike fear into your heart, then

keep reading.
Protecting your store's vital records in the event of disaster will most

certainly allow you to pick up the pieces a lot more quickly than if you
had to start from scratch. Vital records are defined as "records contain­

ing information essential to the survival of an organization in the event

of a disaster, since they document an organization's legal and financial

position and preserve the rights of employees, customers and stockhold­
ers," according to ARMA, the international association of managing re­

cords and information.

Establishing a vital records protection (VRP) program is an essential

part of business planning for the rent-to-own industry. A records and
information disaster-in other words, a situation or event that results
in the loss of vital records-is a serious threat that needs to be mitigated
against and a VRP program is one of the most effective measures to be
taken to prevent such an occurrence.
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ital records usually consist of a somewhat small

percentage of the sheer volume of recorded and
saved data created by a modern, digitally operated,

organization-normally around 5 percent. That per-
centage can vary greatly, however, depending on the

type of business. A typical rent-to-own business, for
example, will likely have a much higher proportion of docu­
ments and records categorized as "vital" since the active case

files and customer contracts are the lifeblood of the business
and are absolutely crucial to ongoing operations.

According to Robert Scott of RTO Insurance in Peoria, Il­
linois, "a proactive VRP program is really essential for work­
ing with insurance underwriters in order to provide the ap­
propriate coverages and limits for RTO businesses due to their

higher-than-average percentage ofvaluable records. The issue
of [insurance] pricing for not only the company's vital records
and money assets, but also the entire account, can be adversely
affected by the lack of a VRP program."

The fact is that underwriters look to all the practices of
a rent-to-own business to determine its pricing schedules
for an entire account. "The insurance industry views RTO
businesses that do not have a VRP program as no more dif­
ferent than not having a safety program for the company
fleet, that's how important it is," says Scott.

WHAT TO PROTECT

so, we've posited that businesses in the rent-to-own indus­
try have more vital records than most. In order to begin

development ofan adequate and formalized VRP program, it
still needs to be determined-being as specific as possible­
what constitutes a "vital record" for a rent-to-own business.

In addition to active case files, client account histories
and customer contracts, recorded data that typically fall
under the category of being vital may include:
... Contracts/agreements that prove ownership of property,

equipment, vehicles, products, etc.;
... Operational records, such as current or un­

audited accounting and tax records, current

personnel and payroll records, and shipping
delivery records;

... Current standard operating procedures;

... Produced reports and summaries;

... Software source codes to include both licensed

programs and systems and custom developed
applications and registration keys.
The above list is a basic starting point. Next,

consider that although a specific category of
records may not be deemed to be vital, it does
not automatically mean that that type of record
is not worth protecting.

Each must be analyzed and tiered to de­
termine the amount of protection you should
provide. If not vital, you may determine non­

vital-but valuable-records to be classified as:

... Important records that are not irreplaceable
but could be reproduced only at considerable
expense, time and labor;

... Useful records are records that, if lost, will cause some

inconvenience but could be readily replaced;
... Non-essential records are those records that are routine­

ly destroyed.
In order to validate the classifications, those responsible

for the vital records program should interview the manag­
ers and personnel who create records. Making for an ex­

cellent argument to justify outsourcing the development
of the business continuance/disaster recovery plan, it is

important to remember that most business managers will
consider most, if not all, of their records to be in the vital

category. Fortunately, you do not have to implement a vi­
able VRP plan in a vacuum as there is quite a bit of informa­
tion and advice on the Internet.

HOW TO PROTECT: THE AARON'S EXAMPLE

For an instructive example, consider the proactive ap­
proach used by the sales and leasing giant Aaron Rents

Inc. The Atlanta-based corporation is one of the leading
rental and rent-to-own companies in the United States, with
1,452 company-operated and franchised stores across 47
states and Canada. Each Aaron Rents location is equipped
with two UL-rated fireproof safes, as well as at least one

fireproof filing cabinet for VRP purposes.
"The most important part of our business is collecting

month after month from customers who purchase or lease
a product from us," says Bill Sebastian, Aaron's director of

purchasing for all locations. "If our customer's information
was destroyed for whatever reason, we wouldn't know who
they are or how much they owe us. To prevent this from
ever happening, customer agreements are kept secure in

top-line fireproof filing cabinets.
"All of the company-owned stores are required by policy

to have two fireproof safes and one fireproof filing cabinet,"
says Sebastian. "On the other hand, our franchised locations
are not required-but almost all of them do it anyway-to

FOR MORE INFORMATION ...

www.VitaIRecordsProtection.org A non-commercial Web
site dedicated to providing information about the protection
ofvital records from fire, disasters, theft and other dangers.

ARMA International A not-for-profit professional
association and an authority on managing paper and
electronic records and information (www.arma.org)
Underwriters Laboratories An independent, not-for-profit
product safety testing and certification organization. UL
has tested products for public safety for more than a century
(www.ul.com)

RTO Insurance LLC-a subsidiary of Integrated Insurance
& Risk Management Visit www.iirm.com; or contact Robert
Scott at 309/686-3737 or bye-mail atroberts@iirm.com
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High Touch isn't just a software company anymore. We deliver technology solutions to serve your

business. Security Services protect network data and Internet communication between stores and

home office. Video Surveillance for serious physical security.
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follow our company guidelines when it comes to using UL­
rated fireproof protection for the cash and other up-front
items, as well as the vital records in the form of customer

agreements. We have been very lucky because there have
been few disasters to put anything at serious risk, but we

are ready for the moment something bad does happen."
Shannon Strunk, president of Baber's, a family-owned

chain of 48 rent-to-own locations serving customers in

Mississippi, Alabama and Louisiana, says the decision to

store the corporation's vital records in UL-rated fireproof
filing cabinets was a "conscious decision" and that he rec­

ommends that all rent-to-own businesses invest similarly
in their VRP setup.

"It is especially important for single-store operations
who may not have the infrastructure that a chain has, such
as anything like a corporate headquarters or resources for

regular backups and/or off-site storage," says Strunk. "In
those cases, they absolutely need to

use Ul.-rated fireproof files and safes,
because they may only have a singleA typical rent-to-
copy of the rental agreement and since
in this industry that document is their

major asset right there, it needs to be

protected from a disaster to the highest
degree possible."

records categorized Unfortunately, not all rent-to-own

organizations have the foresight to pro­as "vital" since the
teet themselves from disaster. Makingactive case files and what may seem like an expensive pre-

customer contracts cautionary measure can prove to be the
are the lifeblood of most economical decision if and when

the business and are a disaster occurs. The cost of replacing
absolutely crucial to or reproducing vital company records,

leases, deeds, titles, customer agree­ongoing operations. ments, cash, merchandise, etc., will be

astronomically higher than preparing
your business in advance. Your ability

to recover from an unexpected tragedy is only as good as

your business contingency plan and the tools you deploy to

make the plan work. Making sure that your plan includes

using UL-rated fire-resistant storage solutions and contain­
ers, as evidenced by Aaron Rents, is one of the most crucial
elements.

Absolutely steer clear of equipment with manufacturers'
or non-independent ratings. Products with the Underwrit­
ers Laboratories rating, in particular, are the best as no

other testing and standards organization matches its repu­
tation. One "trick" to be wary of is a product that claims
to be "built to" a certain UL class specification claim. This
is marketing-driven wordplay, pure and simple-it falsely
leads the customer to believe he is getting a UL rating, but
in reality it's just the manufacturer's dubious claim; UL has
never tested it and how it will stand up to a real fire is any­
one's guess. Mark Fulton, a company official at Virtual In­
surance, an underwriting firm in south Florida, says his de­
cision to purchase a fireproof data safe was fully informed

by the UL logo. In fact, Fulton claims that he "doesn't buy
so much as a light bulb" unless it is UL tested.

own business will

likely have a much

higher proportion
of documents and

32 PROGRESSIVE RENTALS

OFF-SITE VS. ON-SITE

The concept of hiring a vendor to make scheduled pick­
ups of stored records (tape, disc or paper) and store

them at a specially built off-site location can be a viable op­
tion for archived records. However, for current information
such as daily backups, current client files and transaction

records, storing vital records off-site requires such a high
degree of discipline and coordination that it will become

extraordinarily expensive and time consuming. At the end
of the day, it is just not feasible to rely 100 percent on off-site

storage.
For daily backups, experts recommend keeping them on­

site in a secure, fire-protected location in a fire-resistant file
or vault. For archival records such as annual, monthly or even

weekly backups, supplement that backup with off-site storage.
At the end ofa predetermined time period, say one month, run

two copies-one for off-site and one for on-site.
In the process of doing due diligence while researching

off-site storage companies, make sure that you get a com­

plete understanding of all charges, including pick-up and

delivery charges, privacy and security, what type of care is
used in transport, what type of facility the records are kept
in and whether your computer media is stored separately.

There are also some universal factors to consider when

selecting an off-site storage facility:
... Distance. The facility should be located far enough away

from the organization to ensure that a major disaster
would not heavily impact both locations.

... Accessibility. The facility should have decent access roads,
24-hour access and be accessible within a reasonable pe­
riod of time so that the records can be obtained quickly.

... Safety. The facility should not be located in high-risk ar­

eas, such as airports, railroads, chemical plants, flood

plains, tornado belts, etc.
... Level of service. Some vendors provide courier service,

photocopying, notary services, conference rooms, tape
rotation, cleaning, maintenance and destruction.

... Security. Rural and low-traffic areas can be more secure

and easier to guard.

The take-away lesson learned from major catastrophes
such as 9/11 and Hurricane Katrina, as well as smaller

scale events such as fires or floods, are clear-proactively
developing a strategy for vital records protection, including
on-site storage in UL-rated fireproof containers and possi­
bly off-site storage, as well is the only way for your business
to survive an unexpected disaster. _

Van Carlisle is president and CEO ofNew Albany, Indiana­
based FireKing Security Group. FireKingprovides a full
line offireprooffile cabinets and safes to fit every filing
requirement, space constraint and budget. For more

information, call 8001457-2424, e-mail vanc@fireking.com
or visit www.fireking.com.

For more information on this topic, refer to "Backing Up
Your Data: What You Might Be Missing" published in the

April-May 2007 issue ofProgressive Rentals.



 



 



WHEN

GETS
PROMOTED

e've all seen it: Company A

needs a district manager, so it

promotes the organization's
top profit-producer to run six

stores scattered throughout
nearby counties. The decision

appears to be a no-brainer: Mr. Topcat has won

Store of the Year three years running, he has

added 100 new customers the past two years and

the numbers for his store always top every report.

Best of all, Topcat's staff turnover has been nearly

zero. But six months later, the six stores have

shown almost no improvement-in fact, two are

clearly worse off than ever, some managers have

quit-and the smooth operation that Mr. Topcat

left behind is in disarray, too. Profit and customer

count are declining and Topcat's successor, his

longtime assistant, suddenly seems lost. Judging

from results to date, it appears the company just

wasted its best store manager and still doesn't have

a good district manager either. What happened?
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he dilemma the company faces could have been of professional hari-kari. Upward mobility is not on their
avoided had management done a little more home- resume.
work before making its move. Eager to reward its It should not be surprising that Mr. Topcat and this

top manager for a successful run at the single-store assemblage of hardworking anybodies can turn out im-

level and fill an important slot at the same time pressive work over a long period of time. The rent-to-own

("Wepromotefrom within!"), it failed to understand business is so number-centric that once a few key ratios

that a manager's job expands both horizontally and are mastered and good customer service is a habit and not

vertically when he takes on more than a few stores. If his a goal, everything else falls into place. Of all the events

skills and abilities are not extra-dimensional, disaster awaits. that can interrupt growth and impact profit in a rent-to-

Someone should have told management that Mr. Topcat's own store, none match the prolonged or frequent absence

practice of just doing more ofwhat got him promoted would of an experienced, hard working manager. Likewise for

prevent him from being successful in that new position. the debilitating effect of a manager who works short hours
Back in his own store, he was the "Top Cat." All deci- and takes off at inopportune times. The Mr. Topcats of the

sions were made by him; his touch was on every activ- industry often get promoted because they are always on

ity. Nobody gassed up a truck without first checking with the job. But they have to be, because nobody else in the
Mr. Topcat. He was famous throughout the company for operation can make a decision or start or stop any of the

coming in early, leaving late and calling the store or drop- processes that make the store go. No onein the store is

ping in on days off and during vacations. The owner often trained upward but everyone is trained exceptionally well

spoke glowingly of his "favorite workaholic." And therein in doing the tasks required for tenure at their job level.
lies the problem. It is difficult to be a workaholic, at least So if Mr. Topcat was the wrong cat for the job, who
an effective one, in six different workplaces at once. might have been the right one? The effective multi-store

While a district manager must lead, direct, inspire manager must, above all, be good at managing managers,
and orchestrate the activities of six or more managers, a or be able to get good at it. This quality can be spotted early
store manager has only one manager to manage: himself. ifone knows what to look for. Beyond basic job knowledge
The assistant manager is rarely more than the second key and the ability to communicate effectively (Ever see some

holder and relief truck driver. He or she fills holes, handles of those memos from rookie district managers?), some

�������������������s:o:m:e�p:a:p=e:r�w�o:r:k�_.�O:th�cr�ch�ar�a=t:�=r=�ticstrumpth��like�yalt�depen�I ability, etc. Those are: inclusiveness,
sharing, patience and a tolerance for

forward-leaning errors.

Inclusiveness simply means that
the potential district manager in­

cludes everybody in the management
of his current store. Each person is

accountable for managing some part
of the operation and all are regularly
reviewed on the progress and gains
they make on their own. This is a form
of coaching that assumes everyone can

manage something, even if it is only
himself. Employees who experience it

gain confidence that fosters new com­

petencies and they usually want to go
on to bigger things.

Sharing and patience may be in

short supply among the Type-A man­

agers preferred by some companies, but

among the best of the best those at­

tributes are commonplace. A manager
at any level who has learned to share
the credit with his workers-and has

taught them to share the responsibility
for satisfying customers and managing outcomes-will

probably never lose his entire staff at one swoop or uff r

two consecutive quarters of customer 10 and r v 1 u

slippage. His people simply won't let tho thing happ 11.

They want to be part of a good thing.

and can generally answer a few ques-
tions about inventory and past dues. But all power resides
with the store manager. Topcats surround themselves with

people f unquestioned work ethic, character and loyalty.
The people they hire and keep are used to following orders.

Making decisions is, in the eyes of those people, a form
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A HIGH-PERFORMING
STORE MANAGER WHO

HAS NOT TURNED

OUT OTHER STORE

MANAGERS] WHO NEVER

LOSES AN EMPLOYEE TO

THE COMPETITION] WHO

NEVER OFFERS UP HIS

SECOND-IN-COMMAND
TO GO HELP ANOTHER

MANAGER IN TROUBLE]

WHO NEVER OFFERS

VALID OBSERVATIONS
ON THE PROBLEMS OF

OTHER STORES] IS THE

WRONG CHOICE FOR

DISTRICT OR REGIONAL

MANAGER.

Patience is critical because people
don't learn to accept their responsibili­
ties overnight in all cases, just as some

don't learn new procedures as quickly as

others. The manager who is patient, who
includes his people in running things,
who shares the credit for wins and ana­

lyzes failures evenly, will rarely be slack

enough to hire people who don't want to
t be part of those things.

Most everybody has at some time in
their life proclaimed, "There are no dumb

questions!" Of course, we all know that
is incorrect. The more accurate response
would be, "There are no dumb questions
that I will be rude enough to point out."

Forward-leaning errors are the opposite of
dumb questions. People ask dumb questions
just to hear themselves or because they truly

t are too dumb to know that their question
has already been answered. An employee
who makes a forward-leaning error has tried
to do something helpful, for the right reason,

but somehow got it wrong. The part that went

wrong can usually be attributed to lack of suf­
ficient training, knowledge or experience.

Now doing that same thing again and again with the
same result is akin to asking the dumb question. But do­

ing it once-and learning from it-is part of developing as

t an effective decision-maker and task handler. Managers
who don't allow employees such freedom fail to do so be­
cause they do not want to absorb the fallout from critical
mistakes and they are unable to create scenarios where

employees can fail without doing significant harm to the
business. So those managers become good at stifling and

just come in earlier and leave later to cover all the bases.
The skills required to effectively manage managers are

very different from those needed to manage employees or

hourly associates. All good managers are competitive by
I nature. The really good ones are high performers. Man­

aging high-performing competitors is no easy task-just
ask any NBA or NFL coach. Mr. Topcat and those like
him who have never employed or led high-performing,
ego-driven employees in their own stores miss this simple
precept. Managers don't become managers to take orders

I
from other people who know about the same or even less,
or to get lost in the tall grass with the other underachiev­
ers. Most people become managers so they can earn high
reward for personal performance.

The best managers know that personal performance
in business means leading others in organized activity.
Those who figure that out early have a good start on be­

coming effective multi-unit managers. A high - performing
store manager who has not turned out other store manag­
ers, who never loses an employee to the competition, who
never offers up his second-in-command to go help an-

• other manager in trouble, who never offers valid observa-

tions on the problems of other stores,
is the wrong choice for district or re­

gional manager. No matter how great
his numbers or how long his tenure,
that manager does not possess the

big-picture mentality required of an

effective district manager.
The big picture doesn't mean he

can take apart the company's balance
sheet. It means he has developed an

overview of the business that goes
beyond today's deliveries and this
week's closeout; he understands
what is good for the company and
realizes that might take away from
his own operation, if only tempo­
rarily. He can plot trajectories based
on skills, competencies, training
levels and actual results.

If you ask a big-picture man­

ager why he thinks Store 17 across

town hasn't gained a customer in six

months, his answers will be compel­
ling, insightful and accurate. They
will match your thinking (let's hope
yours is right). Mr. Topcat will tell

you it is the advertising or the bad neighborhood that sur­

rounds Store 17. He will probably take a shot at the manager,
too. If you ask the good manager why his store has gained
every month for a year he will cite training, the company's
customer service initiatives and support, and knowledgeable
staff. Asked the same question, Mr. Topcat will tell you it's
because he is the best salesperson in the company and gets
the most out ofhis people.

It is not easy, this science of picking managers and dis­
trict managers and regional managers. Sometimes per­
sonality and cliches play too big a role: "strong," "dynam­
ic," "winner," "team player." You've heard them all. But
the descriptive term least often used is "rounded." Being
rounded means having an even balance between develop­
ing people and driving numbers; understanding that not

all people are alike, but the people we like share many of
our same qualities. Rounded describes the manager who
can work a 50-hour week and get great results or put in 70
hours solving problems and never experience the same is­
sues later. A manager who is rounded can convince other

managers to follow him because he has everyone's interest
at heart, not just his. And that is probably the key to effec­
tive multi-unit management: understanding the "What's
in it for me?" equation. If you are a good district manager
or ready to become one, you know that you have six "me's"
and none of them are you.•

Bud Holladay is a founding member ofAPRO, was APRO's

first president and now is director of business development
for Bryce Co. headquartered in Cullman, Alabama.

Holladay lives in Frisco, Texas.
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Kelly is a study in dichotomy. He is deliberative, yet driven. An optimistic
ragmatist. And while he loves laughter, he strives for perfection. And all of these

ascinating facets of Kelly's personality were evident by the age of 11. 4� "Between
he ages of 11 and 21, I worked at a golf course," says Kelly. "I started caddying and
as carrying bags bigger than I was at five dollars a loop. By 15, I was the No.1 caddy.
pectations were high-people paying those expensive dues at the golf course wanted

hings perfect. As first caddy, I got to go out with the first group, which meant I got
to go out on more loops every day. I'd get to work at dawn and leave at dark. It

taught me the value of a good work ethic and how to get along with people. It was

also a lot more fun than mowing lawns. One year at summer solstice, we got up
and played all day long, from sun-up straight through to dark. When we counted it

up, we had played 99 holes of golf in a single day."



oday, 49-year-old Bill Kelly channels all of that impres­
sive drive, diligence and determination into his work
as chief operating officer of Georgia's New Avenues

Rentals. Under President Mike Moore's guidance and

Kelly's daily direction, the rent-to-own start-up has

opened eight stores in less than two years, including
a 35,000-square-foot tiber-facility believed to be
America's biggest rent-to-own storefront.

Just a Midwestern boy from Springboro, Ohio (popula­
tion approximately 10,000), Kelly was the only child of a

stock broker/real estate dealer father and a mother who

began her career serving as secretary to TV talk show

godfather and fellow Ohioan Phil Donahue. Kelly's grow­
ing-up years were clearly consumed

by golf as he went on to captain the

golf team at Heidelberg College, a

liberal-arts school located in Tif­

fin, Ohio. Kelly followed a pre-med
academic track, attending four years
with a dual major in biology and

English.
"It was 1979, I wasn't going to get

into med school with a 3.2 GPA, and I
didn't want to go to school anymore,"
says Kelly. "I didn't know what I was

going to do. I ended up working for
Rex TV and Appliances, selling car

stereos. From the first day, I was the
No.1 salesman in the company. I got
moved up to selling everything­
TVs, appliances, stereo equipment­
and at 21, became the company's
youngest assistant manager."

Kelly spent the next decade mov­

ing up within Rex and launching the
first few of many moves-from Day­
ton to Mobile, Alabama, to Jackson,
Mississippi. By 27, Kelly was a multi­
unit manager, running 14 stores in

five states, and traveling extensively
to help the company open up many
of its stores nationwide. His Jackson
store was photographed and used as

the model store for the stock pro­
spectus when Rex decided to go public.

Kelly wasn't moving up alone-during the same years, he
and his wife, Linda (who he met at Heidelberg), had grown
into a family. As Kelly's professional path continued to me­

ander-with seven more moves over the next 15 years-his
three young children learned to adapt to new environments

readily and make friends wherever they went.

In
1989, Kelly was contacted by rent-to-own pioneers

Mike Walts and Bud Holladay at Alrenco about

switching his career course from retail to rent-to-own,
a move that made good sense to Kelly.
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"I got out of retail because it was becoming too dog-eat­
dog," he says. "All about price, not about service, just buy­
ing and selling widgets. I've always believed in good value,
but I also believe in good customer service. The rental
business wasn't just about price points-it was one factor,
but not necessarily the most important factor."

With his new direction came a new sort of working re­

lationship for Kelly; Holladay became an invaluable men­

tor for him, the first of many surprisingly supportive­
rather than competitive-colleague comaraderies.

"I'd had a lot of finance deals at Rex, so I already knew

how to deal with customer applications," says Kelly. "I
didn't know anything about collections, but working with
Bud was priceless. He really immersed me in the collec­
tions part of the business and gave me a lot of confidence.

After about a month ofworking with Bud, I felt like I could

do it as well as anybody, with such terrific training."
Kelly stayed with Alrenco for the next nine years, help­

ing grow the company from 34 stores to 167 as

its vice president of operations. When Alrenco

merged with Home Choice in 1998, Kelly launched

and, as chiefoperating officer, ran his own start-up,
RentWise, for a few years. In 2001, Kelly decided to

leave rent-to-own and earn his insurance license­
a Series 6 & 63 broker's license-and sell insurance

and mutual funds. Not surprisingly, he was his

company's top rookie salesman.
"It was O.K.," says Kelly, "but not as lucrative for

me as rental-purchase."
By late 2005, Kelly was working for a ColorTyme

franchisee in Florida and living in the panhandle
town of Navarre, which had just gone through three
hurricanes in two years-Hurricanes Ivan (Septem­
ber 2004) and Dennis (July 2005) both hit the coastal

community directly. By the time Katrina rolled over

in August 2005, Kelly was feeling worn down.
"I had six stores severely affected by weather,"

he says. "They closed for weeks. We lost custom­

ers, employees, merchandise, store fixtures .. .it was

devastating."
In November, another rent-to-own opportunity

came knocking for Kelly, this time in the form of
Mike Moore, then vice president of a successful
chain of 300 specialty finance stores, who had de­
cided rent-to-own would be a great way to diversify
their business. Moore was searching for expertise
from an RTO veteran, and Kelly fit the bill.

New
Avenues Rentals opened the doors of its

first store about two years ago in Jonesboro,
Georgia, just south of Atlanta. Thanks in

large part to Bill Kelly's strategic and operational
know-how, the :company has opened seven more

since, all located around Atlanta.
"Atlanta is probably the most competitive mar­

ketplace in the United States," says Kelly. "We've



got Circuit City; Best Buy, BrandsMart, Fry's, H.H. Gregg,
45 Aaron's with their headquarters here, 50-plus Rent-A­
Centers and myriad other competitors. At New Avenues,
we're trying to hold our head above and be something dif­
ferent for the consumer."

Key differentiators for New Avenues are the size, look
and feel of the stores. Store size averages a spacious 14,000
square feet. Kelly says what the company aims for is an

atmosphere of grandeur and style, which when combined
with true value, packs a one-two punch.

"We like larger stores, bigger footprints, in high-visibil­
ity areas," says Kelly. "We want customers to walk in and
think they're in a retail furniture or electronics store. We
have a director of purchasing and design who keeps us at

the cutting edge with our furniture; I do the electronics,
appliances and computers. We do an exceptional job in

presentation and in price. I believe if [rent-to-own com­

panies] all made our stores look and feel more like retail

stores and less like flea markets-even if people don't use

our industry, maybe their opinion of us might improve."
And then there's that Decatur-Georgia-based enormo­

store, the 35,000-square-foot former Circuit City that, as

America's single largest rent-to-own store, is now New Av­
enues' crown jewel.

"We adapted much of [Circuit City]'s infrastructure to

meet our needs," says Kelly. "We've turned their sound
rooms into AV rooms; their clearance center is where we

accept returns and host a nice bargain area. The facility
also has quite a big warehouse with a shipping dock. It's

working out wonderfully."
Naturally, Kelly continues to hunt for more spots the

company can grow into. He says despite its pumped-up
competitiveness-especially among electronics busi­
nesses-he and Moore still see plenty of market room for
growth in and around Atlanta, but they've also got a wan­

dering eye on markets beyond.
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ou might think a man with his eyes so unwaver­

ingly on the proverbial prize may be unconcerned
about the human relations component of the busi-

ness world. But truth be told, you can't talk business
with Kelly for more than five minutes without him

mentioning someone in the rent-to-own industry who
has helped, supported or inspired him. He offers high

praise for RTO trailblazers like Chris Bolin (Bolin
Rent-To-Own), Larry Carrico (Rent One), David P. David

(American Rentals), Ron DeMoss (Rent-A-Center), James
McAlpine (Nationwide Marketing Group), Bill Milby (Home
Express), Andy Simpson (Credit Merchandise), Daryl and
Mike Tissot (Countryside Rentals) and Ed Winn (APRO).

As Kelly outlines some of the essential lessons he's
learned over the years, he frequently mentions colleagues
as teachers. He also credits many industry vendors like

John Blair (DSC) and Bob Saunders (United Furniture)
with helping him go out on his own.

"Bob has always been there for me with advice, insight
and recommendations," says Kelly. "I consider him a man

with a solid work ethic and incredible integrity. John
helped me while he was the director of the TRIB Group.
He's welcomed me into the Atlanta area and has been in­

valuable as a vendor and supplier for New Avenues.
"We're all basically trading customers in this industry,"

says Kelly. "So you've got to treat customers with respect.
Treat them the way you want to be treated; the Golden
Rule applies in rental-purchase as well as anywhere else.
And having a positive attitude is very, very important.
You've got to learn to laugh, learn to have fun.

"Working with Bud [Holladay] was as fun as it gets,"
he says. "I learned something from him every day, and
he made me laugh every day. This job can be so hard­

you can stay busy 2417; you're never done. So if you don't

laugh along the way somehow, you can get overwhelmed

really easily. Whenever I felt overwhelmed like that, Bud
made me laugh. He was always ready with a kick in the

pants to jolt me out of my complacency. I honestly try to

follow that example and use it with my people. And if you
can make customers laugh and break down those barriers,
they'll follow you anywhere."

Interestingly, Kelly credits rent-to-own industry or­

ganizations-such as the Association of Progressive
Rental Organizations and TRIB Group, both to which

he belongs-with cultivating the environment of encour­

agement he has enjoyed with his professional peers.
"I worked for a while in the payday loan industry

through Color'Iyme and found that industry much more

divided than rental-purchase," says Kelly. "I think APRO
has done such a better job of uniting its members around
a common cause and being extremely consistent. I can

name 40 people in this industry who, if I had a question
about software or product or people or advertising, would

give me some of their time and help to find the right an­

swer. I don't feel like that would happen with any other



industry-surely not in retail. We can be friendly
competitors and share successes, too."

Kelly has been involved in APRO since 1989, as

well as in state rent-to-own associations in Ken­

tucky, West Virginia and Indiana, where he served
as president of the Rental-Purchase Dealers Asso­
ciation from 1997 to 1998. Kelly doesn't see him­
self as a trade association mover and shaker, but
he does acknowledge the importance of the role he
plays for the industry.

"Whenever APRO's called upon me, I've tried to
be supportive of the organization," says Kelly. "I'm
an operator, not an owner, and the difference is,
honestly, I just don't have the time to invest in the
industry-wide big picture because I'm focused on

the daily details. I have a tremendous amount of
respect for the people who can and do make that
huge commitment-hopefully, they've got some­

one like me helping them run their business. But

you can be part of things and set an example by
doing things right and fair and leading with integ­
rity. I've always held myself and my people to the

highest standards. I think that helps our industry
as much as anything."

The way Bill Kelly speaks-slowly, carefully,
with frequent long, thoughtful pauses­
belies the "man on the move" lifestyle he's

followed for more than 25 years. But asked where
he sees himself 10 years from now, Kelly's answer

indicates his nomadic days may be numbered.
"Ten years from now? Well, hopefully New Ave­

nues will be growing along the same path it's going
right now," says Kelly. "I'd love to be doing what
I'm doing, except with a lot more stores. I'd like to
have people point to us and say, 'Wow-they re­

ally led rent-to-own in this different direction, and
they've done a wonderful job.' I just love the people
I work with-especially Mike Moore, who believes
in me and provides the best support in giving us

the right tools to go forth and conquer. We've
got an amazing team at New Avenues, from the
small home-office staff to our store managers and
customer-service associates. We all have the same

goal, which is to improve every day.
"The people who are doing business the same way we

were doing it 25 years ago are going to be left in the dust,"
he says. "Ifyou're not continuously improving, then you're
on a slow evolutionary path toward extinction. You've got
to grow every day."

At the end of every day, Kelly goes home to Linda, now

his wife of2S years, whom he calls his "partner, best friend
and biggest cheerleader. We laugh all the time," says Kelly.

"She says that's why she loves me."

Kelly still golfs some, though he claims he's had to
learn to "let go and not be as good at it anymore." He also

Above: A Kelly family vacation to Grand Teton

National Park in Wyoming-wife Linda, Bill and
children Annabelle, Tom and Caroline. Right: Linda
and Bill celebrating 25 years of marriage. Below:

Kelly at age 16 on his high school golf team.

loves to grill for family and friends
and has won several chili cook-offs.
But Kelly really gets animated talk­
ing about the memorable family va­

cations he and Linda take annually
with their kids-Tom, 21, Caroline,
17, and IS-year-old Annabelle.

"Our favorite was Moose, Wyo­
ming, at the Triangle X Ranch," says
Kelly. "It's up among the Grand

Tetons-just stunning. We rode
horses and lived in a little cabin. We
saw bears and bison and moose. It
was outstanding."

Other Kelly family vacations have
included walking Boston's Freedom
Trail, visiting the Alamo in San An­
tonio and cruising to Mexico to see

Mayan ruins.

Maybe the dichotomies that seem

to make up Bill Kelly are really just a manifestation of his
obvious desire to live life to its fullest, embracing as much
of it as he can wherever he is, with every passing moment.

"There is never a reason to be bored," says Kelly.
"There's always something fun to do. In rental-purchase,
you're running a retail store, a financial center and a ser­

vice center all-in-one. In my position, I have not only
those three balls to juggle, but I also have others, like

purchasing and advertising and site selection. But it's
a lot of fun when you're building something; you don't
mind working a lot. I could work every day, because ev­

ery day is fun. This-my work with New Avenues-is big,
big fun." _

Kristen Card is an independent business writer
in Austin, Texas.
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ADVERTISER INDEX
---------------------.

APRO's 2008 Dave Egan
Legislative Conference 13, 33

APRO Member Services .4

BDI Laguna 9

ColorTyme IFC-l

D&H Distributors 14

GE Appliances lEC

High Touch 31

LG Electronics BC

Rental Information Systems 8

RentDirect Nationwide 22-23

Appliances
The following is a list of appliance suppliers that cater to the rent-to-own

industry. ALL are either APRO associate members ("). advertisers in APRO

publications (+), APRO Buying Show exhibitors (A) or APRO-endorsed

member benefit program providers (,....).

Alliance Laundry/Speed Queen * A +

Contact: Chuck Melton
P.O. Box 990

Ripon, WI 54971-0990

920/748-4231; fax 920/748-1664
ch uck.melton@alliancels.com
www.speedqueen.com

RES Accessories * A

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

Tampa, FL 33607-3813

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

RSSS 15

RTO Disaster Relief Fund 17

RTO Pro Software 17

SED International... 12

Teletrack 2

TRlE Group 11

AMCOR Group USA * A

Contact: Jim Keenan

685A Gotham Pkwy.
Carlstadt, NJ 07072-2403

201/460-8100; fax 201/460-9481
jim@amcorgroupusa.com
www.amcorgroupusa.com

Sears Commercial * A +

Contact: Dave Bradlaw
4849 Greenville Ave., Ste. 1000

LOC-023

Dallas, TX 75206

214/365-5662; fax 214/706-5852
dbradla@searshc.com
www.commercial.sears.comElectrolux Home Products A

Contact: Randy Warner
250 Bobby Jones Expy.
Martinez, GA 30907-5375

949/699-1137
randy.warner@electrolux.com
www.frigidaire.com

Synnex A

Contact: Matthew Dyenson
39 Pelham Ridge Dr.

Greenville, SC 29615-5939

864/349-4211; fax 510/360-6752
matthewd@synnex.com
www.synnex.com

Open Your Own
RTO Company GE Consumer & Industrial * A +

Contact: Paul Eichberger
Appliance Park, Bldg. 4, Rm. 200, A18

Louisville, KY 40225-0001

800/782-8097; fax 866/238-6595
Paul. Eich berger@ge.com
www.geappliances.com

Vance Baldwin Inc. *

Contact: Robert Coolidge
7060 W. St. Rd. 84, Ste. 12

Davie, FL 33317-7365

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

We are a franchising company
that provides startup and

ongoing 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.

O'Rourke Sales Co. * A

Contact: Joe O'Rourke
1875 Waters Ridge Dr., Ste. 300

Lewisville, TX 75057-6038

972/245-0006; fax 972/245-0660
joej r@orourkesales.com
www.orourkesales.com

Whirlpool Corp. * A +

Contact: Brian Duke
2000 N. M 63, Mail Drop 3300
Benton Harbor, MI 49022

269/923-2479; fax 269/923-7231
Brian_L_Duke@whirlpool.com
www.whirlpool.com

Petra Industries * A +

Contact: Bill Stewart
2101 S. Kelly Ave.

Edmond, OK 73013-3665

405/216-2100; fax 800/997-3872
jherzberger@petra.com
www.petra.com/rto_index.php

EQUITY INVESTMENT FUND AND
SBA LOAN ASSISTANCE

�-----------------------------�
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You view your Rent To Own customers as friends and
family. GE® sees you the same way. That's why we offer
a complete family of appliances with the reputation
to satisfy the needs of all of your friends. For more

information, contact your RTO sales representatives
listed below.

Contact your Rental Sales Manager for product and pricing information

Paula Allison Paul Eichberger Fax

800.782.8093 800.782.8097 866.238.6595

•

ami

APR:) Associate Member since 1992

Applies to refrigerator,
dishwasher and washer.



DON'T JUST RENT A TELEVISION,
RENT A LIFESTYLE - LG.
LG's exclusive line of rental LCD and Plasma flat panel TVs offer top of the line features such as XD Engine™ which creates images that

spring to life and Super IPS for LCD panels allowing the industry's best viewing angle of 178°. Rich colors, infinite details and incredible

depth are some of the enhancements that set us apart. As the world's largest manufacturer of flat panels", more people feel, see and

experience more in front of a LG Plasma or LCD flat panel than any other. LG's award winning flat panels come in many different sizes

and styles.

For more information please contact Don Julson at 847.941.8734

APR:)
Associate Member Since 1981


