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• People-Centric Business Model
with a Consultative Approach

• 90 Years of U.S. Distribution Experience
• Account-Dedicated Sales Rep for Each

Customer, Regardless of Size

10000 BTU Air
Conditioner
HTWR10VC6

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

Heier ThinkPad R61 e Notebook
7650B4U

Wii Console
WII

email inquiriestorto@clanclh.com
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Rent-to-own's heart and soul

A
PRO's first newsletter, The APROach, was published in March 1981-and
thus began the association's primary communications tool. The newslet­
ter's mission was to educate a new breed ofbusiness men and women on

the developments of a nascent industry: rent-to-own. In January 1983,
The APROach was transformed from a newsletter into a black-and-white

magazine (with occasional spot color).
The last issue of The APROach was published in September 1984; November of

that year saw the debut of Progressive Rentals, APRO's first full-color magazine. The
mission of Progressive Rentals was to report on this dynamic, maturing industry's
determination to establish the rent-to-own concept as a recognized, regulated
and responsible business transaction. The cover story of Progressive Rentals' first
issue focused on the similarities between rent-to-own and the long-recognized
form of renting televisions known as "hire purchase." All subsequent issues of

Progressive Rentals reported on the maturation of the industry and the legislative
progress made possible by rental dealers everywhere.

'

The last issue of Progressive Rentals was published by APRO in April 2008. A

run of almost 24 years is remarkable for any magazine-and certainly is so for
a national trade publication. During its reign, Progressive Rentals won numerous

awards, including the prestigious "Best Magazine of the Year" honor from the
American Society of Association Executives.

Now, a new chapter in rent-to-own communications has begun. RTOHQ: The

Magazine will set a new standard for the rent-to-own industry's printed communica­

tions. While APRO has vigorously updated and expanded its electronic media in

recent months-a must in today's fast-moving world-RTOHQ: The Magazine will take
a different communications approach by examining the larger issues facing the indus­

try and its players-rental dealers and vendors who work every day to build the honor
and esteem of rent-to-own. RTOHQ: The Magazine will not be your primary source for
the latest industry news. For that, we encourage you to visit www.rtohq.org and check

your e-mail inbox for APRO's e-newsletter, RTO Today, which is transmitted daily.
With RTOHQ: The Magazine, we plan to uncover and highlight the heart and soul

of rent-to-own and all of the influences that shape us. This, of course, is a daunting
task, but one that we believe necessary to bolster the recognition of our industry both

internally and externally.
You have already noticed some of the physical changes in the magazine. RTOHQ:

The Magazine is a different size than Progressive Rentals; it's printed on a higher-quality
paper and has a more permanent binding. But the biggest difference isn't the maga­
zine's cosmetic redesign, it's in the words and images herein. I hope you will enjoy and

appreciate RTOHQ: The Magazine!

APRO's executive director

bkeese@Jrtohq.org

RTOHQ: The Magazine I 1
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16 : The Connectors

by Kristen Card

Taking into consideration APRO's 2008 Convention

theme, "Rent-to-Own Connections," we debut

RTOHQ: The Magazine with a series of profiles on

some of those in our industry who use their insights
about rent-to-own and their abilities of persuasion
to connect with members of Congress.
18 : Congressman William Lacy Clay
20 : Steve Kruse

22 : RSSS' Ellison Crider

24 : Missouri's Mighty Cs: Larry Carrico,
"Tiger" John Cleek and Dan Cole

26 : Lyn Leach

28: Bryce Company's Bryan Collins

30 : Tom Bernau

32 : Benefit Marketing Solutions

36 : Identity Theft in the
Rent-to-Own WoTld
by Ed Winn III

These days, businesses are being held more

accountable for the records they keep and the

safeguards they use to protect them. Should your
customers' personal and financial information fall
into the hands of thieves, you might be liable for the

damages caused.

44: APRO's 2008 Convention Education:
Your Gateway to New Ideas
The education schedule at APRO's 2008 Rent-to­

Own Convention and Buying Show in St. Louis has
been revamped to provide an entire day of great
ideas that you can take back to your stores. Check
out the complete schedule and seminar descriptions
in this issue.

RTOHQ:The Magazine I 3



NOT ENOUGH ART IN OUR
'tllERE'S SCHOOLS.

-------------�------------

NO WONDER PEOPLE THINK

LOUIS ARMSTRONG
WAS THE FIRST

WALK ON THE

MAN TO

MOON.

_ For more information about the importance of arts education, please contact �
��� www.AmericansForTheArts.org. A,Mf1}l�S

GET TOGETHER.

RTO's premier advertising agency is hosting an open house to kick off APRO
- enjoy live music, great food, and the company of your fellow APRO members.

Sunday, August 10th
4pm -7pm
10929 Page Avenue, St. Louis, MO 63132

GET informed and RSVP online

at imagerymarketinggroup.com/open
or call 314.835.0004.

APR:) Associate Member since 1998
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RTOMatters
APROto
co-locate with
AVBfor2009
show

The APRO Board of Direc­

tors ended months of

negotiation in late May and
voted in favor of co-locating
the 2009 APRO Convention

and Buying Show with the

AVB/BrandSource Conven­

tion and Buying Fair in

Las Vegas. All aspects of
APRO's 2008 Convention and

Buying Show in St. Louis

remain the same.

The APRO board's deci­
sion to co-locate the show
on a one-time trial basis
was driven by economic

concerns, too many com­

peting shows and time

What does co-location mean?

The APRO Convention and Buying Show will operate much as it always
has, but will be occurring at the same time and in the same location as

the AVB/BrandSource Convention and Buying Fair. Co-location does not

mean that there has been a merger or that APRO has relinquished its

independence in any way.

Why is APRO co-locating its convention with AVB/Bl'andSoul'ce?
To keep the show viable in the current economic downturn, boost

attendance, control show costs and offer better deals to our attendees

in a more desirable location (Las Vegas). APRO attendance numbers have
- dropped in recent years because rental dealers and vendors have been

pulled in many directions when trying to decide which shows to attend.

Will APRO still have its own exhibit hall? Yes. APRO will have an

exhibit hall separate from BrandSource retail exhibit hall and APRO's

exhibitors will be marketing specifically to the rent-to-own industry.

Will APRO attendees be able to buy from both exhibit halls? Yes.

How will the overall APRO Convention and Buving Show differ from

past veal's? The schedule will remain much the same, with APRO holding
a general session, educational seminars and an awards banquet. Events

for both retail and rental attendees will include the exhibit halls, food

functions in the exhibit halls, some educational sessions and possibly the

gala cocktail party.

How will this affect registration costs? The registration rates will
:

be similar; however, the cost of hotel rooms will be rolled into the

registration fees and room rates will be lower as a result of the

co-location.

How will this affect APRO's relationships with other organizations
involved in the rent-to-own industl'V? Co-location of the APRO show

is not the same as a merger. APRO remains an independent trade

association working for the common benefit of all those involved in

rent-to-own. APRO will continue to work with other organizations
that are involved in rent-to-own and may pursue additional meeting
opportunities with other organizations in the coming months.

Is this a permanent arrangement? No. The APRO Board of Directors

voted for the co-location in 2009 only. Future convention years will be

addressed after assessments of the 2009 show.



APRO names first scholarship recipient

all rental dealers and ven­

dors and will be discussing
more options in the near

future. Board members say
they will continue talking
to other interested parties,
including Nationwide Mar­

keting Group, regarding

constraints for vendors
and rental dealers. This

decision should benefit the
rent-to-own industry as a

whole.
The APRO board is con­

sidering other changes to

help maintain the unity of

Penny
Wyatt is accustomed to going the extra mile.

She's a single mother raising a 14-year-old son, is a

full-time, award-winning employee at Show-Me Rent­

To-Own in Farmington, Missouri, and a full-time student
on the dean's list. Her commitment to both her career and
education has earned notice from her employer, colleagues
and customers-and now from the rent-to-own industry
she represents. Wyatt, 40, of Desloge, Missouri, is the first

recipient of an APRO Scholarship, a $2,000 award made pos­
sible through the non-profit APRO Scholarship Foundation

supported by APRO member donations.
"This is absolutely awesome," says Wyatt. "I am so ex­

cited! This is going to help me tremendously. I truly believe
it's never too late to better yourself and further your educa­
tion." Wyatt is currently enrolled at Mineral Area College in

Farmington where she is pursuing a pre-business adminis­
tration associates degree.

future shows.
"This is not a merger

of the two entities," says
APRO Executive Director

Bill Keese. "APRO will al­

ways maintain its indepen­
dent identity. It's going to

be the same APRO show you

are used to, but with more

benefits."
The combined 2009

APROjAVBjBrandsource
event is scheduled for Au­

gust 30-September 3, 2009,
at the Paris and Bally's
hotels in Las Vegas.

Wyatt takes night classes and online courses to ac­

commodate her work schedule at Show-Me Rent-To-Own,
where she is a sales assistant. It's the first step on the path
toward an MBA and possibly owning a rent-to-own store of
her own.

Under the scholarship award rules, Wyatt will receive

$1,000 up front and another $1,000 after completing one

full semester of coursework with a 3.0 grade point average
or better. She currently has a 3.9 GPA, so that shouldn't be a

problem. Her lifestyle is hectic, but it's a dynamic that suits

her personality, she says. "I was off work for three weeks
once after a surgery and it almost drove me nuts. I definite­

ly don't like to sit still."
Her manager, Vince Nelson, agrees. Last year, Nelson

presented Wyatt with Show-Me's "Sudden Impact" Award­

given to a new employee for his or her contributions to

increasing floor traffic, deliveries and overall store profit­
ability. Wyatt was the natural choice, according to Nelson.

"Where she gets her energy is beyond me," he says. "She's

always going strong, even with her night classes and online
courses. At 3 o'clock, when everyone else hits a slump, she
hits her stride. She's been a very big part of the success of
the Farmington location. She was very deserving of that
award."

Show-Me's owner Gary Romine is familiar with Wyatt's
energy and enthusiasm as well. Romine, who is a trustee on

the Mineral Area College Board and an APRO past president,
says everything about Wyatt's commitment to customer

service is evidenced in the way she answers the phone. "I

always light up when I call and she answers," says Romine.

"It's always a pleasure to hear a friendly, helpful voice on

the other end. It shows that she's very conscientious; and
if she answers the phone like that, it tells you what kind of
service you're going to get when you come into the store."

Wyatt says her work ethic stems from her youth, when
she helped her father in his electronics store. "My dad

always taught me that word-of-mouth can make or break

your business," says Wyatt. "He used to say, 'if you don't
have good customer service, you may as well not even be in
business." =Murlin Evans



Register
for APRO's
Convention
online-it's fast
and easy

It's time to register for
APRO's 2008 Convention

and Buying Show, sched­
uled for August 11-14 in St.

Louis, Missouri. The easiest

way to register is online at

APRO's Web site, www

.rtohq.org, Online registra­
tion is available 24/7. But

do so soon-the registra­
tion deadline is July 11. And

keep in mind that with the

increasing price of gasoline,
airline travel is not going to

get cheaper any time soon.

The sooner you make your
plans, the better! Here's an

online registration primer:
� Log in to APRO's

Mernberyfi-Communtttes
area of www.rtohq.org.
If you don't know your
password, contact Laurie
Hill at 800/204-2776, ext.

103, or at lhill@rtohq.org.
� On your profile page,

click on the "Register
Online" link.

� Find the event "APRO
2008 Cvtn 8- Buying Show

*ATTENDEES*" and click

"Register Online." If you
are registering more than
one person, you'll have to

register one person at a

time.
� Select your attendee

from the drop down
menu. If you do not see

the desired person's
name, you can register
a new account by
following the "click here"
link directly below the
attendee menu. The new

person will then appear
in the attendee drop­
down menu.

� Choose a registration
class. Remember, if your
company is a member of

APRO, then you are also a

member.
� Enter your hotel

confirmation number
from the Renaissance
Grand to take

advantage of significant
registration discounts.

� Choose the event(s)
for which you wish
to register. A full

registration is your best

option if you plan to

attend all seminars and
social events.

� If you want to

participate in the Joe
Eason/Tom Kitchens Golf

Tournament, be sure to

check the golf box and
fill out the additional golf
information.

� Don't forget to register
for the seminars if

you're entering a full

registration or a "limited"

registration. To avoid
conflicts on your check­
out page, pay close
attention to the seminar

times so that you
don't register for two

seminars being held at

the same time.
� Click "continue" to

approve the name and

company as it will appear
on your badge. You can

edit the information if

you have any changes.
Press "continue" again
to arrive at the check-
out page. Do you want

to register more than
one person? If so, do not

check out yet. There is a

link on the check-out page
that will allow you to

RTOCalendar
July 17-19
American Rentals 2008: The American Rental Experience,
The Seasons Lodge, Nashville, Indiana. For more information,
contact Bobbie Hodges, 812/333-7496, ext. 522, bobbiera
americanrentals.com, or visit www.amertcanrentals.com.

July 28-August 1

Las Vegas Furniture Market. For more information,
call 888/416-8600 or visit www.lasvegasmarket.com.

August 11-14
APRO's 2008 Convention and Buying Show, Renaissance

Grand 8- America's Center, St. Louis, Missouri. For more

information, contact Shelley Martinek, 800/204-2776,
ext. 109, smarttnekra.rtohq.org, or visit www.rtohq.org.

August 17-20
RentDirect Nationwide PrimeTime! Vendor Show, Mandalay
Bay Resort, Las Vegas, Nevada. For more information,
contact James MacAlpine, 336/714-8802, jamesmra
nattonwtdegroup.org, or visit www.gorentdirect.com.

August 20-24

Tupelo Summer Furniture Market. For more information,
call 662/844-1473 or visit www.tupelomarket.com.

August 21

Quality Rentals' Dan Quinn/James Webber Memorial Golf

Outing, Lacey, Washington. For more information, contact

Bryan Huff, 253/539-0516 Bryanh@quality-rentals.com,
or Angela Quinn, 253/847-3836.

August 24-28
AVB/BrandSource Convention and Buying Fair, Las Vegas,
Nevada. For more information, contact Jennifer Maloney
714/502-9620, jennifer.maloney@brandsource.com,
or visit www.brandsourceconvention.com.

September 9-10
MidWest RTO Expo, Concourse Hotel, Columbus, Ohio. For

more information, contact Mike Tissot 740/634-2666,
mttssotrg.rzo.com.

September 11

Northwest Rental Dealers Association Fall Meeting,
Holiday Inn, Spokane, Washington. For more information,
contact Joe Recla, 208/739-3410, joe@crto.net.

September 15-16
Florida Rental Dealers Association Norman "Slats" Slatton
Golf Memorial and Vendor Appreciation Dinner (15th)/ Vendor

Mingle and Annual Meeting (16th), Tampa, Florida. For more

information, contact Sharon Tomaszewski, 813/241-0607,
sharon.rentkmgtavertzon.net.

RTOHQ: The Magazine I 7



register another person totals are correct, then still need to click "Check rtohq.org or by calling
before completing the enter your credit card Out" to complete your 800/204-2776, ext. 103. If

entire process. Once you information on RTOHQ's transaction. you'd rather register the

have registered everyone secure server and click That's all there is to it! old-fashioned way, you can

that you want to attend, "Check Out." If you are And of course, when all download our Invitation to

you can continue with an APRO board member else fails, APRO Member- Attend, available online at

the check-out process. or a state president and ship Director Laurie Hill is www.rtohq.org, complete
� When you're on the check- your check-out page has always eager to help. You the forms within and fax it

out page, make sure your a zero balance, you will can reach her at lhill@ to 512/794-0097.

It's a family affair at APRO's Convention in St. Louis

All
work and no play? Ha! Not at APRO's 2008 Conven­

tion and Buying Show, August 11-14 in St. Louis, Mis­

souri. Bring the whole family to experience the Gate­

way City, where you can ride 622 feet above the Mississippi
River on the famed Gateway Arch, visit the historic Cathedral

Basilica of Saint Louis and the Missouri History Museum. Ex­

plore a city rich with history, culture and entertainment.

Plan to come in a day early and share a fun-filled day at

Six Flags St. Louis (www.sixfiags.com). featuring thrilling
roller-coasters, family attractions and a tz-acre water park,
Hurricane Harbor. Grant's Farm (www.grantsfarrn.cornj un

estate once owned by President Ulysses S. Grant, is home

to animal shows and a tram ride though an animal reserve.

Grant's Farm, which offers free admission to the public, was

listed in Parenting magazine as one of the top 10 attractions

in the U.S. Other fun activities for the whole family include

the St. Louis Zoo, St. Louis IMAX and the incredible St. Louis

Science Center.

Want to spend some time with the adults? Sitters to

the Rescue (314/863-9800) and TLC for Kids (314/725-5660)
provide child-care services and will come to your hotel, giv­
ing you some adult time. Sitters from both companies are

screened, have received CPR and first-aid training and are

insured. You will have no worries leaving your children in

their trusted care-but make arrangements for these ser­

vices prior to your trip.
With the kids in good care, head to the Anheuser-Busch

Brewery (www.budweisertours.corn), just seven minutes

from APRO's host hotel for the 2008 Convention, the Renais-

8 I RTOHQ: The Magazine

sance Grand. At the brewery, you can choose from tours of
the Budweiser Clydesdale stables, lager cellar and/or pack­
aging plants. You can also sample the beers that have made

Anheuser-Busch famous.
Other fun attractions

within minutes of the Renais­

sance Grand include Union

Station, the International

Bowling Hall of Fame, the
Cardinal Hall of Fame and
much more. Some local tour

companies will pick you up at

the Renaissance Grand. Check
with Tour St. Louis (www
.tourstlouis.net) for details.

Included in your full
APRO Convention registra­
tion is APRO's 2008 Gala

Reception at St. Louis'
famed City Museum (www.
citvrnuseurn.org). Housed in

the 600,ooo-square-foot former International Shoe Co., the

museum is an eclectic mixture of children's playground, fun­

house, surrealistic pavilion and architectural marvel made
out of unique "found" objects.
Enjoy food, dancing and fun on

this memorable evening. Be sure

to wear comfortable shoes and
clothes so you can explore the

many nooks and crannies of this

distinctive space.
In addition to the excellent

convention and buying show we

have lined up, there are plenty
of added attractions to entice you and your family to St.

Louis. For more information on St. Louis, visit www.explor­
estlouis.com. For more information on APRO's 2008 Conven­

tion and Buying Show, visit www.rtohq.org. -Lauren Crider

and Shelley Martinek



Employee Q&A:What's in store?
In each issue of RTOHQ: The Magazine, we're asking a rent-to-own employee to give us a taste of the

In-the-store, on-the-floor' expertence, Jonathan Bl'own was APRO's Rent-to-Own Employee of the Veal' in 2007.

Which is Tenting more in yOUl' store: plasma 01' LCD

HDTVs? Which of the two technologies do you prefer
and how do you think it will aU shake out?

Currently, we are renting them equally-so/So. Visu­

ally, it's hard for me to see a big difference in the

picture quality between the two; however, my
pocket can see the difference in the price! So for me,

I would prefer the LCD just for that reason alone. In

the end, I think it will shake out as all things do­
what's hot now won't be hot tomorrow and the price
will reflect that. Eventually, there will be something
to replace the LCD and plasma altogether.

What programmtng do you demo on the TVs in the

store? Is there a movie that's parttcularlv dazzling?
One that always impresses custcmers=shows off the

quality of H DTV?

We can display three different shows throughout our store

without the sounds interfering with one another. As far as

a display, we like to playa Disney movie to show the color
and picture quality-like Shrek. On some ofour larger TVs,
we like to show not only the picture quality, but also the
sound and therefore show a movie such as Jurassic Park.

How do you keep up with aU the latest technologies
in electrontcs, computers, etc.?

Our purchasing department does a great job keeping
up with all of the latest technologies and makes sure

we carry the best merchandise available.

What's the hottest item for Tent in yOUl' store this

yeal'? Has that changed over the time you've wOl'ked

in the store 01' is it pl'etty consistent?

The Nintendo Wii games started off really hot, but that
has tapered off and now the fastest moving item we are

carrying is our lawn mower. They move! But as a steady
seller, laptops are a top pick and then the TVs.

What are some items that could be added to the rent­

to-own product line that aren't yet being offered?

I think one item we could carry is a generator, espe­
cially in the rural areas. Another item we used to carry
is the sleeper sofa; I think we should rent them again.

What are the most common questions yOUl'
customers ask about the products?

They always ask about pricing and terms, of course; but
then they like to know about the manufacturer, quality

differences and availability of different
colors.

What do yOUl' customers like most

about l'ent-to-own-what features of

rent-to-own brtng them in?

The best thing they like about our business is the many
different ways they can obtain ownership. They abso­

lutely love it. The other thing is seeing me every month!
But seriously, they do like knowing that if anything
happens to their merchandise, we will work together as

a team to get it taken care of. BestWay pushes relation­

ships, not just consumer-seller relationships.

How long have you worked in rent-to-own and

how did you get star-ted in the business?

I've been with BestWay for a little over two years full
time. I was with Food Lion before this, but did work
for BestWay as a tax preparer for one season before

becoming a full-time employee.

What are yOUl' Interests and hobbies

outside of rent-to-own?

Basketball, playing video games, hanging out with
friends and being around my family are what I love to

do most.

What are yOUl' goals for the next, say, 10 yeaTs?

My goal is to be a store manager for BestWay, but I'm

shooting to accomplish this in a lot less time than
10 years! -Neil Ferguson

RTOHQ: The Magazine I 9



Exceptional service and a great line-up of products from leading manufacturers, including:
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eBuzz: RTOHQ's E-Communities
Two years ago, APRO launched E-Communities, an online forum for rental dealers and vendors to exchange
ideas and opinions about all things rent-to-own. We urge you to visit the E-Communities at www.rtohq.org;
you're bound to find some tips to help you run a better business. Here's a sampling of recent posts:

I have laptops that have come back from two

different customers and on each the customer has

created a BIOS password and now refuses to let us

know what it is. I've tried "backdoor" passwords,
but to no avail. If these were desktops, I would
remove the CMOS battery 01' reseat the jumpers
on the motherboard and be done with it, but

since the CMOS battery is welded onto the laptop
motherboard and there are no jumpers to reseat, I'm
stuck. If these BIOS passwords can't be reset, then

what should I do with the customer and what can I

do to "fix" the laptop?

REPLY 1: I checked with my brother-in-law, who is a

computer geek, and he says you [might be able to] get rid
of the BIOS password by holding down the F5 key when

booting up, which should take you to the system's BIOS
set up. From there, you'll find passwords on the right­
hand side; go in there and delete them or enter "none."
Also, I would enter your own BIOS password and maybe
that will cut down on this issue in the future.

REPLY 2: Setting up a BIOS password before the
customer rents the laptop is a great preventative step.
Usually customers have no reason to be in the BIOS.
If they need to change boot sequence, they might be

having problems and the store should know if there is
a problem. Most of the time, when you cannot obtain
the BIOS password, the laptop will need to be sent in to

the manufacturer and it might charge anywhere from

$150 to $250 to reset the passwords. Some laptops have
a reset that can be done by shorting certain circuits,
but the manufacturers are very hesitant to give out this
information.

REP LY 3: During the boot process, try each of these two

methods: first, click both right and left mouse buttons

constantly during boot-up. Second, type on the key­
board during boot-up to try to overload the keyboard
buffer. This might work.

REPLY 4: There are software packages as well as

backdoor ways to remove BIOS passwords. If the
units are Acer or Dell, contact SED International at

800/444-8962, ext. 1184, and we'll get those unwanted

passwords off.

I am seeing a direct impact-a big one-of high gas
prices with my customers. They're spending, in

some cases, $100 to $150 more a month for gas,
and it's eating up any disposable income that they
might have. Obviously, it's having an impact on my
business. Back in the day, a bad economy meant good
rent-to-own business. But with such high gas prices,
business is not good. How has this affected your
business? Has anyone figured out a way to actually
prosper through this?

REP LY 1: We are [being impacted] in several ways-the
cost of truck fuel, customers not paying, fewer people
coming to our store. We are preparing an ad campaign
that says, "Come to our location and change your pay­
ment schedule (once or twice a month instead ofweek­

ly) ... We're making better deals to save you money" etc. I

hope it works; but we do feel the same things as you.

REPLY 2: Here are a few things we are doing: One, we

believe that our clients are going to shop by phone or

online to find the best option to meet their needs. We
are focusing on our telephone salesmanship to increase
our win percentage with every contact. Along with
sales training, we are testing more often throughout
the quarter by tripling our mystery shopping. Two, we

are helping our co-workers understand that more fami­
lies need us today than last year. With higher demand
on our clients' dollar, they may be beyond their credit
limits with traditional lenders or retail transactions
and may need to protect what little credit line they
have left. They may have had a bad experience with de­
fault rates, delinquency or not understanding a compli­
cated transaction. These are sophisticated clients and
we will have but one shot at winning their hearts. We
must build value into the rent-to-own transaction every
time. Three, [we're striving to] retain our base. Every
client is important and we must do an outstanding job
of managing their accounts, taking care of their service

problems and treating them with respect. If

RTOHQ: The Magazine I 11



Louisiana Rental Dealers
Association meeting
Rent-to-own dealers and vendors
from across Louisiana met at

the Paragon Casino Resort in

Marksville for the Louisiana Rental
Dealers Association meeting,
April 22 and 23.

1. Jeffrey Everson, center, regional
representative for Senator Mary
t.andrteu (lead sponsor for S1012).

2. LRDA President Jeff White presents
APRO General Counsel Ed Winn III

with an award of recognition for his

support of the Louisiana association.

3. Attendees at the LRDA cocktail

reception.
4. Jean-Guy Poulin of Express Rental

Purchase and Rent One's Mary Craft.

New York State Rental
Dealers Association meeting
More than 50 rent-to-own dealers and

vendors convened May 15 in Verona,
New York, for the bi-annual New

York State Rental Dealers Association

meeting. Since re-organizing last

year, the association has asserted a

proactive attitude toward politics,
public image and community

involvement.

1. Rent-A-Center's Cathy Skula

and ColorTyme's Bob Bloom.

2. Neal Johnson, Katherine Glover, Cathy
Skula, Susan MacBryde and Christopher

Smith present the symbolic first dollar
to NYSRDA's Special Olympics initiative.

3. NYSRDA meeting attendees.

4. SEIjAarons' Charles Smithgall III

and Rent-A-Center's Jeremy Lafreniere.

5. NYSRDA's President Dave Edwards and

Membership Director Rick Vadnais.

Photographs by Murlin Evans

For expanded news coverage and additional

photographs of rent-to-own events, visit www.rtohq.org.
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High Touch's 2008
Users Conference

High Touch Technology Solutions
launched its biggest-ever Users

Conference May 7-9, drawing more

than 100 rent-to-own professionals
and High Touch staff to the

company's new digs-four floors
of a to-story office building in

downtown Wichita, Kansas.

1. High Touch senior management:
Dennis Fairbanks, Mark Lenz,

Matt Hampton, Dave Glover,
Kevin Colborn, Jeff Lucas, Wayne
Chambers, Wayne Huxman, John

Rogers and Terry Newlin.

2. Attendees Kate Grant,

J.D. Epley and Jim Hubbard.

3. High Touch account managers Jason
Mock, Luis Rodriquez, Donna DiTrani,

Vicki Ekeler, Land O'Donnell with

Group Sales Director John Rogers.
4. Debbie and Jim Brown.

5. Dennis Fairbanks, Rossanna

Larrick and APRO Executive

Director Bill Keese.

6. High Touch Conference Event Team:

Jeff Lucas, Tracy Lucas, Dennis

Fairbanks and Brenda Flax.

·14 I RTOHQ: The Magazine

TARA weighs in
on bedding rules

In May, the Texas Department of State

Health Services withdrew a slate of rules

proposed for used bedding dealers that
would have required rent-to-own stores

to keep extensive transaction records
for the lifespan of each mattress in stock
and produce that paperwork within a

48-hour time frame. In April, members
of the Texas Association of Rental

Agencies had met with TDSHS officials

regarding this issue.

TARA Lobbyist Brad Shields, Rent-A-Center's

Nanette Beaird and Bruce Dean, ColorTyme's
Chris Higgs and TARA President Dan

Matthews at the Texas Department of Health.

Photographs
by Murlin Evans

For expanded
news coverage
and additional

photographs
of rent-to-own

events, visit

www.rtohq.org.
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The Connectors

Over
the past few years, an army of rental dealers has converged on

Washington, D.C. They've gone to Capitol Hill-as representa­
tives of every rent-to-own dealer, employee, customer and ven­

dor-to ensure the future of an industry that offers a terminable
consumer rental agreement with an ownership option. These

men and women have gone to tell their story in their own words to members of

Congress-and they have done so at their own expense. Their request to our na­

tion's lawmakers is simple and clear: pass fair and just rent-to-own legislation.
Spearheaded by APRO, these dedicated rent-to-own professionals have

forged a powerful grassroots campaign to enlighten elected officials on the need
for industry regulation. What makes this mission unique? The notion that the
rent-to-own industry is seeking regulation at all sets us apart from practically
everyone else. That we want strong and meaningful consumer protection and, at

the same time, legislative safeguards for a growing and maturing industry dem­
onstrates the progressive nature of our industry.

Of course, we would like to highlight every rental dealer, associate and ven­

dor who has joined in this battle. Each has a story to tell about his or her moti­
vations for participating. Each has a special talent to offer. But time and space
prohibit us from sharing all the wonderful stories about the participants in this
movement. So instead, we have selected a few individuals to spotlight in this
inaugural issue of RTOHQ: The Magazine. Each has a unique background and
special talents that have prompted him or her to get involved, unselfishly and
for the greater good of rent-to-own. We have asked them to share their motiva­
tions and insights in the hope that those who have not yet joined the cause will
reconsider their inaction.

These are exciting times for APRO and the rent-to-own industry. The in­
dividuals profiled herein are but a sampling of the many strong people who use

their insights about rent-to-own and their abilities of persuasion to connect with
members of Congress. They are "The Connectors." -Bill Keese

Profiles by KRISTEN CARD
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CONGRESSMAN

THE CONNECTORS

William Lacy Clay

HR 1767's lead

sponsor is as effective

and engaged a

legtslator as the

industl"Y has ever seen.

But given his legacy
and the grassroots
way in which he's

decided to champion
a rent-to-own bill,

congressman Clay
demonstrates that

this isn't his father's

Capitol Hill.

"Through spending almost two decades
on Capitol Hill, APRO members have
built relationships with Congress," says
Richard May, APRO's public affairs direc­
tor. "They're more savvy than they used
to be." And so APRO's three Cs-Carrico,
Cleek and Cole-used their savvy to bring a

fourth C-Clay-on board.

Clay, who was first elected to Congress
in 2000 and was a co-sponsor of RTO

legislation in the previous session, feels that,
"the [rent-to-own] industry deserves to be

regulated. I'm urging my colleagues to take
a look at HR 1767 and realize that we have

bipartisan support on this measure," he

says. "We think we have improved the bill
since 2002."

"It's amazing how effective and engaged
an active sponsor can be," May says. "In

Clay's first session as our primary sponsor,
a committee chair and subcommittee chair
have had to look at this legislation; that's
the most attention paid to our bill since
it passed the House in 2002. This kind of

activity is unprecedented in rent-to-own's

legislative history." Indeed, especially when

you consider that the bill is under review
from the Financial Services Committee-a

pro-consumer committee that, in times

past, would have been very much opposed
to RTO-supported legislation. "That Clay
can maneuver through this committee is re­

markable and it speaks to his commitment
to our industry," May says. Currently, the
bill is poised to have a hearing and mark­

up-then on to the House floor for a vote.

Typically, a grade of"C" denotes the

average. But in Missouri, when it comes to

making connections, these four Cs are defi­

nitely above average. -Neil Ferguson

If
the rent-to-own dealers and vendors

profiled herein are anointed "The
Connectors," then certainly Demo­
crat Congressman William Lacy Clay
should be deemed "The Connected."

He is the lead sponsor of HR 1767, the Con­
sumer Rental Purchase Agreement Act, which is
under consideration in the House of Repre­
sentatives. Clay, who sees the bill as a way to

help consumers as well as the rent-to-own

industry, has been as effective a sponsor of
federal RTO legislation as the industry has
ever seen.

Ironic, coming from a second-gener­
ation legislator whose father was one of
rent-to-own's harshest critics. Clay's father,
Congressman Bill Clay, co-sponsored Con­

gressman Henry Gonzalez's efforts in the

early 1990S to wipe rent-to-own off the free­

enterprise map. Stranger still, Gonzalez's
son Charlie, likewise a current member of

Congress, has supported legislation favor­
able to rent-to-own in the past few years.
Ah, the times, they do change-clearly, this
isn't our fathers' Capitol Hill.

As Congress changes, so does the rent­

to-own industry. Where previous legislative
strategy suggested that lead sponsors of
RTO legislation be determined by industry
lobbyists, for the uoth House session, a dif­
ferent plan of action was adopted. Clay was

approached, and accepted the invitation, to

sponsor HR 1767 through grassroots efforts
in Missouri, where he represents the state's
rst district (the St. Louis area). Missouri
rental dealers Larry Carrico, "Tiger" John
Cleek and Dan Cole, among others, figured
that they had nothing to lose by approach­
ing Clay to be our sponsor-and it paid off

(see related story on page 24).
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THE CONNECTORS

Steve Kruse

Sometimes, simply
talking to legislators

about rent-to-own

isn't enough. Show

them the hard data,

though, that proves

rent-to-own doesn't

gouge the consumer

and you just might
convince an opponent

of our merits. It's a

simple strategy, but

an effective one-and

BestWay's Steve Kruse

has the charts to

prove it.
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of employees, the number of customers, the

income, the taxes'-these are the things they
[legislators] care about."

But Kruse confesses that just getting
an audience with a U.S. representative or

senator can be the primary test of patience.
"Many of them meet only with people from
their district, so you're stopped before you
can get started," he says. With 73 stores

across seven states, identifying exactly the

right people to send to D.C. is a challenge for

BestWay. "Contrary to popular belief, the
voice of the voter has a lot ofweight; those
are the voices lawmakers listen to. We might
pay taxes in a particular district, but we don't

necessarily vote there; however, our store

employees do. Sometimes, we need a letter
or call from one of them to open up the door.":

Once a meeting is secured and held,
Kruse says it might seem like the end, but it's

really only the beginning. "Continuous suc­

cess has lots to do with the follow-up process,"
Kruse advises. "It's easy to let it die down in­

between visits, but it's a matter of staying on

their minds, in their thoughts and looking for
.

the opportunities when they're going to listen.
And sometimes, you hit a homerun. But many
times, it's 'OK, today, I got a base hit; it might
take a month or two to round second.' One

staffer told me, 'Just because we're saying no

today doesn't mean we're enemies.' As long as

you're welcome back in the office, then you've
got to take the time and trouble to go."

Far removed for the moment from con­

gressional commotion, Kruse keeps striving
toward the next trip; every other week or so,

>

he makes calls and sends e-mails to key leg­
islative staff he's still working to win over. So

how did he develop this unwavering dedica­
tion and relentless sense of diligence, anyway?

"Thirty-three years in rent-to-own

and collecting out in the field," Kruse

laughs. "This entire business is based on

persistence." 4l.

It's
the stuff of APRO Legislative

Conference lore: compiling compara­
tive data that might prove to federal
lawmakers that rent-to-own compa­
nies aren't gouging their customers,

but instead are earning a far lower percent­
age profit than many other businesses. Only
it wasn't just a legislative legend; it was real,
and real effective. Just ask Steve Kruse.

"One of the negative claims against our

industry is how much we charge and how
much we make," Kruse says. "Well, the chart
we took to our congressmen showed that our

biggest companies make 4 percent or 5 per­
cent profit, compared with some other major
retailers netting 10,15,25 percent. Some of the
numbers were ridiculous. That hit a chord
with a lot of the legislators up in Washington."
Kruse should know, since he was the point­
person for putting all the information togeth­
er prior to an APRO Legislative Conference a

few years back. What he compiled-hard data
in printed form-was distributed to legislative
offices on Capitol Hill during the conference
and has been used ever since to make the case

for rent-to-own.

Kruse, an operations analyst with the
Southeast-based BestWay Rent to Own

(www.bestwayrto.com). has been with the

company for 18 years, and although he had

previous legislative experience, he's become
involved in the governmental side of the
rent-to-own industry again only over the

past three years. Still, it was almost imme­

diately evident how valuable Kruse's natural
tendencies toward organization and docu­
mentation would be in the uphill climb to

gain congressional support for the industry.
''I'm able to put a lot of information to­

gether in a format that makes it easy to use,"
Kruse says. "Last year, we created a single
sheet for every state that, when presented
to a legislator, declared, 'Here's the impact
our industry has in your state: the number



 



 



RSSS'

THE CONNECTORS

Ellison Crider

"We're all just people.
The congressman puts

his pants on one leg
at a time, just like I

do. So I just go into it

as, we're just talking
to OUT representattves
as equals. They're not

anything better 01"

bigger) they're just
people who happened

to get elected into

, their jobs."

While nurturing relationships with leg­
islators, Crider has also sought to expand the
rent-to-own playing field. In the past few years,
RSSS has helped bring the musical instrument

industry into the rent-to-own fold, custom­

izing that business' software needs to include
the RTO transaction. With this expansion,
Crider estimates that an additional $2 billion
has been generated within our industry. Our
musical industry colleagues have rallied to

support favorable rent-to-own legislation and
have denounced unfavorable legislation, such
as that proposed last year by New York Senator
Charles Schumer. We owe Crider a large debt
ofgratitude for being, well, instrumental in this

key relationship with the music industry.
Crider also employs a nurturing ap­

proach as the vendor representative on the
APRO Board of Directors and as vice chair
of APRO's Vendor Advisory Committee. In,";'
these positions, he's known for his knack for

listening and encouraging all sides of the
e

issue at-hand to come up with a mutually
agreeable resolution. In addition to his lead-

.

ership within the RTO community, he's also
a leader in his district's Rotary Club, having
served as its president and assistant district

governor. Crider has adopted Rotary's motto,
"Service Above Self," as his motivation in

helping to better the rent-to-own industry.
It's that dedication to service and a talent

for connecting people as individuals that,
makes Crider especially successful in his
work-both at RSSS headquarters in Corpus
Christi, Texas, and within the halls of the
u.S. Capitol in Washington, D.C. ''I'm just
one person, and one person can make a dif­
ference," Crider says. "But it's up to the whole

industry to make a concerted, concentrated
effort to get as much support as possible."

"Don't get me wrong," he adds. "There
have been a lot of vendors who have already
stepped up to the plate. But there are a lot
more who still need to do so." if

Ellison
Crider isn't just a vendor for

the rent-to-own industry. In fact, he
doesn't believe there is such a thing
as just a vendor in the industry­
especially when it comes to federal

legislative activity. "My big thing is, we're all in

this together-whether you're a dealer or a ven­

dor," Crider asserts. "I think we should not look
at [legislative involvement] as somebody else's

job, but see the importance ofgrassroots efforts.
We need everybody to be part of that effort­
and when I say everybody, I mean everybody."

Strong speech from a man known for his
understated ways. But Crider-general man­

ager of RSSS (Rental & Sales Software Systems,
www.rsss.com) and APRO's 2006 Vendor of the
Year-is quietly, yet extremely, passionate about
what role rent-to-own plays on Capitol Hill. An

industry veteran of 25 years, Crider has spent 18

years providing software specifically designed
to help RTO companies centralize all of their
data in real time and offering access to it 24/7
via a secure, state-of-the-art online network.
But for the past dozen years or so, Crider has
also spent a solid slice of time working to

secure federal legislation that would provide a

legal definition and consumer protection regu­
lation for the rent-to-own industry nationwide.

Every time legislation fitting that bill has
been proposed over the past five years, Crider
has secured the co-sponsorship of his congres­
sional representatives in Texas-an accomplish­
ment he is proud of, but typically humble about.
Crider says the secret ofhis legislative success

is no secret-simply a straightforward, egalitar­
ian approach with elected officials. "We're all

just people," Crider explains. "The congress­
man puts his pants on one leg at a time, just like
I do. So I just go into it as, we're just talking to

our representatives as equals. They're not any­
thing better or bigger; they're just people who

happened to get elected into their jobs. They
work for us, and we're just going in to talk with
them about an issue that's important to us."
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Missouri's mighty Cs

Three MissouTi

fishing enthusiasts

together helped land

a congresstonal catch

with lead sponscrshtp
fOT federal Tent-to­

own legislation.
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say that he believes the rent-to-own transac­

tion is actually necessary for his constituents.

But the fact that he's our lead sponsor today is

the culmination ofyears ofwork."
"We had the influence we needed

through our employees in his district," Car­

rico explains. "We gave him the informa­
tion he needed, and finally, we asked for his

sponsorship and he granted it."
"You earn trust over a period of years,"

Cleek says. "That's what has happened here;
and that's really what good politics are all
about."

Interestingly, Missouri's Mighty Cs

didn't originally meet among the halls of our

nation's capitol, via APRO, or even at home
in the Show-Me State, but rather in Canada
on a Speed-Queen-sponsored fishing expedi­
tion back in 1989. Carrico, Cleek and Cole­
all avid anglers-have found that the fragile
balance of persistence and patience they use

out on the water also applies nicely to grass­
roots lobbying in Washington, D.C.

"When I really, really believe in something,
I just won't give up," Cleek asserts. "When

you're doing the right thing, you don't give up."
"It's our biggest battle," Cole says. "We

must continue to thank co-sponsors, edu­
cate new congressmen or women, keep the

process going. You can't stop just because

you have a little success. You have to keep
working at it. Whether it's Congress, the
media or your neighbor, you've got to sit

down with them, explain what you do, help
them understand the real risks we're taking
and the unique services we're providing.
Then, you'll win them over."

"What APRO has achieved legislatively,
the relationships we've built, have always
come from our grassroots efforts," current

APRO president Carrico concludes. "Not big
lobbyists, not big money, but from indi­
vidual dealers' time, money, sweat and hard
work. Grassroots is our livelihood." :if

Just
call them Missouri's Mighty Cs:

Larry Carrico, president of St. Louis­

based Rent One; "Tiger" John Cleek,
president of Columbia, Missouri's
Cleek's Lease or Own; and Dan Cole,

president of National Rent To Own, also
based in St. Louis-a trio of rent-to-own

veterans who, between them, run some 85
stores in Missouri and surrounding states

and have almost a half-century of collec­
tive experience championing their industry
with APRO up on Capitol Hill.

It was this threesome that secured the
current lead u.S. House sponsorship for the
federal Consumer Rental-Purchase Agreement
Act from a quite unlikely source. Repre­
sentative William Lacy Clay (D-Missouri)
was elected to Congress in 2000, following
in the footsteps of his father, the Honor­

able Bill Clay-who served in the House

for 32 years, was a founding member of the

Congressional Black Caucus and refused to

give the rent-to-own industry the time of

day. "Bill Clay really wouldn't have anything
to do with us," Cole recalls.

"He didn't quite understand [our in­

dustry]," Carrico agrees. "He had a stereo­

type of the industry already in his mind.
We could talk to him all day long and it

wouldn't matter because he was stuck on a

negative stereotype."
But when Bill Clay retired and Lacy Clay

was elected to succeed him, a definite shift of
attitude and approach happened. "When we

first started going to see Congressman [Lacy]
Clay about eight years ago, what we found
was that Frank Davis, his chief legislative as­

sistant, had really done his homework on our

industry and on APRO," Cleek remembers.
"He really was the best-prepared congress­

man," Cole confirms. "His staffhad done its

research and knew all about us. And Clay
understood the actual customers we deal with.
He's one of the few congressmen I've heard



 



 



THE CONNECTORS

LynLeach

Leach-who's aces

with customers,

legislatoTs and horses

alike-knows how to

eorral the dispaTate of

mind into discoveTing
the value of rent­

to-own. He's got a

passion fOT persuastcn
and when it comes to

stating the benefits

of the tTansaction,
he's all about

Teinstatement.

from only four states and that was because
some folks backed out at the last minute."

Leach has also been successful in

gaining enthusiastic support for federal
rent-to-own legislation from both of the
Cornhusker State's u.S. Senators, Chuck

Hagel and Ben Nelson. "Senator Hagel votes

for what he believes in," Leach notes. "So all
we had to do was show him what we do, who
we are as dealers, who our customers are

and what our transaction really represents.
Once he saw it was a good transaction, just
needing some definition and regulation, he

signed on and has been helpful in getting us

support from both sides of the aisle.
"Senator Nelson's office initially told us

they felt that RTO wasn't a big enough issue,
that their constituents weren't concerned

enough about it," Leach continues. "So I went

home and drafted a letter of support for the
business and we offered it to every client
as they came into the stores; every day, we

faxed hundreds of signed letters to the sena­

tor's office. Finally, an aide [to Nelson] called
me and said, 'OK, enough. We're ready to

sign on as a co-sponsor.' Senator Nelson has
been a huge supporter of ours ever since."

With Leach, a longtime horse and live­
stock enthusiast, it's clear-whether he's work­

ing with legislative leaders or wrangling with

Longhorn cattle-this isn't Leach's first rodeo.

Yet, over a quarter-century later, Leach says he
hasn't lost even an ounce ofhis not-so-secret

ingredient for effectiveness-and happiness.
"Passion," he asserts. "If you go into

legislators' offices armed with the facts and

your plan is to 'wow' them with just the
facts, then I think you're going about it the

wrong way. When people can see the pas­
sion you have for your industry-in serving
both your clients and your staff-when they
can see how much you love what you're do­

ing, there's a willingness to help that goes
way beyond the facts, way past the law." .if

Lyn
Leach has "Good News," and he

wants to spread it nationwide to

potential customers, the rent-to­

own industry and federallawmak­
ers. Leach-president ofAce Rent­

To-Own, former APRO president and 2001

APRO Rental Dealer of the Year-believes
in lifetime reinstatement, a perk that his 12

Nebraska- and Iowa-based stores already
offer as part of their "Good News" program.
Essentially, lifetime reinstatement is a 100

percent guarantee that lets customers who

change their minds about a product transfer
the payments they've already made to another

product. Even if they choose to close their ac­

count, they can reactivate it later and use their

past paid rent toward paying for a new item.

"Helping consumers achieve ownership
is vital to customer satisfaction," Leach
insists. "The number-one reason people
change companies they're doing business
with is because they're walking away with

nothing to show for their money. I think
lifetime reinstatement should be included
in federal legislation because it simply de­

velops loyalty like nothing else we do."

Loyalty is something Leach knows a

little something about. A 26-year veteran

of the rent-to-own industry, Leach has been
a loyal and longtime advocate for federal

legislation to protect dealers and customers

alike. He has served as a member of APRO's
Government Relations Committee, as past
chair of the Membership Committee and as

a co-chair of APRO's Political Action Com­

mittee. He also headed up an APRO task
force to encourage greater participation in

APRO's Legislative Conference.
"I've contributed to the industry by getting

others involved," Leach says. "When I was on

the APRO board, one of my assignments was

to get people from every state to come to the
APRO Legislative Conference. We were ex­

tremely successful; we lacked representatives
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BRYCE COMPANY'S

Bryan Collins

One APRO vendor

produces a little pin
that shows big-time

solidarity among

rent-to-own advocates

when they meet with

members of Congress.

28 I RTOHQ: The Magazine

"As we were getting more into it, I

said, 'I'd like to do something for APRO

and rent-to-own; we make our living off of
this industry and I want to give something
back,'" Collins recalls. "So we decided to do
the pins for APRO."

Bryce Co. became the producer of the

legislative lapel pin that APRO members
wear to identify themselves stylishly with the

organization while they walk the halls and
visit congressional offices in the u.S. Capi­
tol and at other times, as well. These but­
tons 0' bling, distributed to participants at

APRO's annual Legislative Conference, are

a great way for rent-to-own reps to display
for congressional members and staffers the

solidarity they share. And Collins' company
not only designs the pieces especially for

APRO, but also donates an equal amount of
the would-be profits from the pins to APRO's
Political Action Committee-a noble and

generous gesture from a vendor who cares

deeply about the well-being of the industry.
"The long-term survival of the rent-to­

own industry is as important to [vendors] as

it is to dealers," Collins says. "This is how we

all make our living. So as I see it, we're all

partners, we all have a vested interest and
we all need to take care of it. I don't care if

you're a vendor or a dealer-if the industry
goes away, then it will hurt all of us. So we

need to team up and take care of each other."
Collins clearly sees the benefits of in­

volvement in APRO and its legislative efforts
as much more direct than not. "What I've
learned in this business, without a doubt, is
that ifyou put effort into the industry and

really strive to be part of the program, then
it will benefit you," Collins advises his fel­
low vendors. "You're going to make a lot of
friends, and that's really what it's all about." ¥

hen you ask Bryan
Collins how he helps
with the grassroots
legislative efforts
for the rent-to-own

industry, he's so uber-humble+he essen-

tially acts like he doesn't know what you're
talking about. "We go to the [APRO buying]
shows," Collins shrugs. "We try to support
APRO wherever we can." The truth is that,
although Collins' company's contribution to

the happenings up on Capitol Hill is physi­
cally no bigger than your thumbnail, what
his efforts as a vendor represent is huge.

Collins is president of Bryce Co.

(www.brycejewelry.com), a leader in jew­
elry programs for the rent-to-own industry.
Collins and his co-owner wife, Jennifer,
launched the Alabama-based company in

2001; today, their turnkey jewelry program
is in hundreds of RTO stores.

"What we create is a full jewelry depart­
ment within the stores," Collins explains.

"We use all 'live' jewelry-not an alloy or

sample program-because jewelry is an

impulse item. What you see is what you get,
so you've got to make sure they can get what

they see. And our whole program is about

performance; we have a performance guar­
antee that says that the stores will be rent­

ingjewelry to 10 percent of their customers

within a year or we'll buy it back. There's

really no risk for the dealer."

Collins, who has been in the jewelry
business for 25 years, worked for another

jewelry company selling to and serving the
rent-to-own industry prior to putting up his
own shingle. He's been an APRO member
for the past dozen years. With the launch
of his own business, Collins decided he
wanted to delve deeper as an APRO vendor.



 



 



THE CONNECTORS

Tom Bernau

Family ties might help
open legislative doors,

but polished, powerful
preparatfon keeps
them from closing.

honestly about what we do within their

district, who we employ, etcetera."
Bernau knows that getting a foot in

the door up on Capitol Hill doesn't neces­

sarily safeguard against getting hit in the
rear with it on your way out. Which is

why being prepared and polished-along
with straightforward and open-are part
of his presentation to federal legislators.
Oh, and having a little backup helps, too.

"I believe in homework, in being
ready, and I tried to be up-to-speed on

our legislation before going in," Bernau

says. "But one thing that was extremely
helpful was making the rounds with
[former APRO president] Lyn Leach (see
his profile on page 27). Where I'm still learn­

ing about the measure, he was there to

support me, answering many of the more

detailed questions about the legislation.
And I was able to make the local connec­

tion with almost everybody, so it was a

good combination-and the more I hang
around people like Lyn, the better-versed
I become at answering questions."

But while Bernau may still be un­

certain about some of the specifics of

legislation that would define and regulate
rent-to-own across the nation, he couldn't
be more certain about why he should be

actively working for it.

"At the federal and at the state level,
the appropriate legislative climate is criti­

cal to the success of our industry," Bernau

asserts. "We all have to be active with our

local representatives in order to make
sure we keep the legislation we have and

promote the positive changes we can. You

don't want to wake up someday to find a

law passed by your particular congress­
man that affects you in a negative way­
especially when all you had to do was pick
up the phone or take a flight to make one

visit and protect yourself." 1f

Tom
Bernau might have been a

first-timer to APRO's Legisla­
tive Conference earlier this

year, but it wasn't his first

grassroots lobbying effort on

behalf of an industry organization-it's
just that last time he was meeting with

congressional lawmakers as a banker.
In fact, ifyou swap medicine for money,

Bernau possesses a partial nursery rhyme
of professions: banker, lawyer, merchant/
chief. He grew up in a family ofbankers,
practiced real estate mergers and acquisi­
tions law and today serves as both merchant
and chief in his position as the president of
Arona Corp.-with 23 Midwestern locations,
the third-largest Aaron's Sales & Lease

Ownership franchise nationwide.
"This is very much a helping industry,

and I like that," Bernau says of his cur­

rent, now decade-long rent-to-own career.

"It seems that what we do is sometimes

very misunderstood. We hear a constant

stream of stories about people who didn't
have a bed, for example, and our industry
provides them with one of the real, true

basics of living today."
And Bernau, a third-generation Iowa

businessman, provides the rent-to-own

industry with a powerhouse of political
clout with congressional representatives
and senators who hail from America's
heartland.

"My grandfather was a successful man­

ufacturer and was involved in the theatre
business here in Iowa; my father was the
chiefbanking regulator for the state," Ber­

nau says. "So we have multi-generational
connections to Iowa and the business com­

munity. I think that's a definite advantage
when you're walking into one of our del­

egation's offices and you have something
to say about something important to you.
I think it's really helpful; then, I just talk
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Benefit Marketing Solutions

How Boomer Sooner

football helped one

rent-to-own vendor

tackle our federal

legislation initiative

and score big-time.

32 I RTOHQ: The Magazine

THE CONNECTORS

Wright and Owens not only secured
Watts' support, but the congressman agreed to

be the first Republican to lead sponsorship of
a rent-to-own bill. Confident with that success,

Owens and Wright traveled to Capitol Hill to

lobby Oklahoma's congressional delegation for
a favorable definition-and-depreciation treat­

ment as part of the Taxpayer ReliefAct of1997.

They were once again successful, perhaps due
in part to a member of the delegation being­
yep-another OU football great, Steve Largent.

But BMS managers understand that such a

soul-to-pigskin connection doesn't always exist

when it comes to gaining legislative yardage, so

they depend upon other vital resources, such
as good old-fashioned perseverance. "It is all
about relationship," BMS Executive Vice Presi­

dent of Sales & Marketing Susan Matthews

says. "In order to create that relationship, you've
got to stay with it. I may not be one of the more

outspoken participants in a large meeting, but

my determination helps make sure the deal

gets sealed-both on the job and on the Hill."
Matthews is clearly passionate about the

important role rent-to-own vendors play in

the success of the industry as a whole. "We
consider our involvement in getting this leg­
islation passed equally as important to us, as

vendors, as it is to rental dealers," Matthews

says. And she speaks from experience when
it comes to the relationship between dealers
and vendors; her husband, Dan Matthews,
is a rental dealer and president of the Texas
Association of Rental Agencies. "What's good
for this industry is also good for us."

"I think a lot ofpeople in the rent-to-own

industry don't realize how much progress has
been made by APRO membership going up to

Washington, D.C., each year," BMS Senior Vice
President and General Counsel Brad Denison

says. "This industry has achieved more than

many bigger industries. At BMS, we know that
APRO's Legislative Conference and continuing
grassroots efforts are a valuable way to support
the industry; that's why we're there." 1f

you
might not think there's much of

a connection between University
of Oklahoma football legends and
federal rent-to-own legislation.
But there really is a fairly strong

connection-and its name is Benefit Marketing
Solutions. BMS (www.benefitmarketingsolu­
tions.com), is the rent-to-own industry's leading
provider ofmembership programs-rental add­
on products that allow dealers to extend ben­
efits to customers for an additional fee. Benefits
offered might include insurance protection on

merchandise during its rental, warranty protec­
tion following its purchase or money-saving op­
portunities wherever customers might regularly
spend, from the grocery store to the doctor's
office. BMS currently serves about 65 percent of
America's rent-to-own industry, marketing its

packages through approximately 4,500 stores

nationwide, via 200 or so dealers.
Next year, BMS founders will celebrate

a 20-year partnership with rent-to-own. For

the past 15 years, the company has been
involved in legislative grassroots efforts at

the national level, advocating for the RTO in­

dustry. Here's where OU football comes into

the picture: the business, originally known as

Foresight, was co-founded by Danny Wright,
still the company's CEO, and Steve Owens,
famed OU running back and 1969 Heisman

Trophy winner. The pair worked together to

persuade Republican U.S. Representative J.C.
Watts Jr. to support the Consumer Rental-Pur­

chase Agreement Act, federal legislation to pro­
tect both the RTO industry and its customers.

Their in? Watts had been a much-celebrated

quarterback for-you guessed it-the Univer­

sity of Oklahoma.

"J.C. already knew us, trusted us and was

open to what we had to say," Wright recalls.
"It wasn't hard because we already had a

relationship with him involving a great deal
of trust and ifwhat you've got to say is a good
thing and makes sense, then it's not difficult
to get involvement."



Benefit Marketing
Solutions' Danny Wright,

Susan Matthews and
Brad Denison



 



Experience the industry's premier member
conference and vendor buying shovv for yourself.
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it's where tradition meets technology!
Our conference and vendor exhibition in Las Vegas will be the industry's

premier event. Thousands of members and vendors meet to share information,
gain inspiration, and take advantage of outstanding show specials.
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For more details, contact James MacAlpine
at 336-714-8802, or email: jamesm@nationwidegroup.org or visit our website: www.gorentdirect.com
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ut the law does not

draw a distinction
between stealing the

identity from a rich
man or from a poor
man. The Texas at­

torney general recently
filed a suit against CNG Finance Corp.
and its subsidiary, EZ Pawn, for viola­
tions of the Texas Identity Theft Enforce­
ment and Protection Act (2005), which

provides penalties of up to $50,000 per
violation. The attorney general also
cited CNG for violations of another
Texas statute concerning the business­
es' retention and disposal procedures
for customer information; it provides
a $500 penalty for each abandoned
record. The allegation in the lawsuit is

that the company failed to safeguard
the private financial information of
its customers when it threw boxes of
customer files into dumpsters behind
several stores.

One might suppose that the

pawn shop customers were credit

constrained, but that detail did not

trouble the attorney general, nor is

that distinction acknowledged in any
of the laws that the attorney general
is seeking to enforce. Nor is there any
evidence that any thieves went dump­
ster diving behind the pawn shops.
There need not be any such evidence.
No records need actually to be sto-

len and used for liability to attach
to a business that fails to destroy its

records properly. It is the mere failure
to dispose of customer records in ac­

cordance with the law that gives rise to

liability-regardless of any identities

actually been stolen.
There is an assortment of statutes

and regulations that affect how busi­
nesses must deal with the personal and
financial information that they have on

consumers. The Fair and Accurate Credit
Transactions Act (2003), or FACTA, is

the federal government's response to

the identity theft problem. FACTA is a

multi-faceted statute that amends the
Consumer Reporting Act and regulates
consumer reporting agencies-Equifax,
TransUnion and Experian-and the
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companies that do business with them.
FACTA rules provide that credit card

receipts can display no more than the
last five digits of a card number. The
statute also gives consumers enhanced

rights regarding their access to infor­
mation in their credit reports and what

they can do if they become-or fear
that they might become-victims of

identity theft.
Recent rules promulgated by the

Federal Trade Commission under
the authority of FACTA concern the

disposal of consumer information by
certain businesses. 2 The rule applies
to companies that get information di­

rectly from, or derived from, consumer

new rules from the FTC regulate how
customer files must be destroyed or

deleted.
Once again, few RTO companies

are covered by these rules because
the information they are collecting is

coming directly from consumers them­
selves and not from consumer report­
ing agencies. However, as a practical
matter, there are state statutes already
in place or pending that will cover any
businesses exempt under FACTA, such
as rent-to-own companies. The state

statutes cover private financial infor­

mation, however derived. Therefore,
rental dealers are going to have to take

steps to safeguard the information

No records need actually to be stolen and used

for liability to attach to a business that fails to

destroy its records propeTly. It is the mere failure

to dispose of customer records in accordance

with the law that gives rise to liability.

they collect on their customers or suf­
fer painful, perhaps catastrophic, con­

sequences under these state statutes;
the Texas attorney general is using
state law to go after the pawn shops.
The statutes vary from state to state,
but generally require proper destruc­
tion of consumer records and impose
notice requirements if the company
becomes aware of a breach in consum­

er information security.
So, what should rent-to-own com­

panies do?
CD Think about the information

that you are collecting from your cus­

tomers. How important is a customer's
Social Security number to the success

ofyour business? This is an important
question to answer because a Social

Security number is a keystone to

identity and, therefore, identity theft.
This number is carved out for separate
treatment in a number of state statutes.

See, for example, the Texas Business

& Commerce Code, section 501.001:

"Confidentiality of Social Security
Numbers;" or California Civil Code,
section 1789-85-89.

credit reports. Rent-to-own companies
do not generally run credit reports on

customer applicants and so the specif­
ics of the new FTC rule do not apply to

them. However, dealers who use Tele­
track or other subprime reporting ser­

vices may be covered by the rule. Chris

Kelleher, writing about FACTA for

Entrepreneur.com '

suggests that if you
are not sure whether you are covered

by the FACTA rules for safeguarding
consumer financial data, be on the safe
side and assume that you are.

FACTA rules generally require
businesses to design and implement

"reasonable" plans to safeguard con­

sumer information. The plan need not

be foolproof and companies can imple­
ment plans commensurate with the
risk. Some companies deal with more

consumer information and must have
more comprehensive plans in place.
The plans must identify "material
internal and external" risks to security
and then control for those risks. The

plan must have contingencies in place
if a breach occurs-notice to affected
consumers and the like. Relatively



There is a certain amount of
information you need from a customer

in order to be able to rent and collect

successfully. You need the customer's

name, address, telephone number and
work information. You need references
and his or her contact information.
You may not need the customer's bank
account number unless you are setting
up a direct-debit account with that
customer. Copying a driver's license
number is probably a good idea. Ifyou
have not reviewed your rental applica­
tion/order form in this century, now is

a good time to review it, line by line.
® Review your current policies

and procedures concerning customer

information. This will require more

than pulling out the manual. You will
need to talk to employees and get the
truth about what is really happening in

the storets). who has access to cus­

tomer files? When can the hard copies
of those files leave the store? who is in

charge of checking those files in and
out of the system? What are the rules
about credit/debit 'card numbers? Do

your delivery or collection colleagues
have their own notebooks with cus­

tomer information, including credit/
debit card numbers in them? You need
a frank assessment of where sensitive

customer information is located in the

company in order to begin to corral it.

@ Review any applicable state

laws concerning how you have to treat

customer information. The National
Conference of State Legislatures' Web
site is a good place to start." Then con­

tact your local chamber of commerce

and Better Business Bureau for more

information.
@ Develop and implement a

written plan to safeguard customer

information. There are currently more

than 2,000 companies offering identity
theft prevention services, document
destruction services and consulting
services, and they all have written

plans for retail companies. Any good
plan will have one person in charge of
the program, limit access to customer

information to those who need it, have

employee management and training

provisions, encourage regular audits,
demand accountability for adher-
ence to the plan all the way up to the

governing board of the company, have

sign-offs for employees to acknowledge
understanding of and commitment to

the plan, have systems for detecting
and managing breaches of customer

security, have implementation of an in­

formation security control framework
that is tested and enhanced continu­

ously and have rules for the proper
destruction of customer information.

There are useful outlines for plans
that are available online from the
Federal Trade Commission and/or the
California Office of Information Secu­

rity & Privacy Protection.'

® Review existing customer

information eligible for destruc­
tion. Shred with a cross hatch shred­

der, hammer into pieces or erase, as

appropriate.
@ Create a plan that will keep

pace with the rules in this rapidly de­

veloping area of the law.

The
federal government and

state legislatures have all

gotten very serious about the
crime of identity theft. They

are pursuing identity thieves with a

vengeance. They are also making it

possible for private citizens, together
as a class, to pursue businesses that fail
to do everything possible to safeguard
private consumer information that
falls into the wrong hands. As sure

as I am penning this article, sadly, we

will all live to read about a rent-to-own

company brought low, not because it

charged customers too much, used a

bad rental agreement or abused col­
lection practices, but because private
customer information leaked out of a

store and hundreds or thousands of
customers got together and used these
new identity theft laws to sue the com­

pany out of existence. Make sure that
lawsuit does not have your company's
name on it. 1f

Ed Winn III is APRO's general counsel. His

e-mail addressisediuinn@mwvmlaw.com.

LINKS
to more

INFORMATION
1 Current identity theft cases:

www.privacyrights.org
www.reclamere.comyheadltnesy
index.php

www.bbbonline.orgjupdatej
tssue.asp'Pideq S

2 The Federal Trade Commission's

guidelines for disposing of

customer information:

www.ftc.govjbcpjconlinejpubsj
alertsjdisposalalrt.shtm

� Entrepreneur.com's information

regarding the Fair and Accurate

Credit Transactions Act:

www.entrepreneur.comjmanagementj
legaltssuesyarttclezecve.html

4 National Conference of State

Legislatures' state-by-state security
breach notification laws:

www.ncsl.orgjprogramsjlisjcipj
privjbreachlaws.htm

5 Plans to safeguard customer

information-outlines provided by
the Federal Trade Commission and
the California Office of Information

Security & Privacy Protection:

www.ftc.govjbcpjconlinejpubj
buspubsjsafeguards.shtm
www.oispp.ca.govjconsumer_privacyj
businessjdefault.asp
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Proven Technology In Colors & Styles
Outshine your competition by renting proven
and cutting edge technologies. Offer your
customers what they want. Give them the

power of choice from choosing the style to

selecting the color of their new PC.

Private Label & Lifetime Tech Support
Your time is valuable, let CybertronPC provide
- private labeled - professional technical

support that your customers need. When you

carry CybertronPC products, both you and

your customers gain access to our FREE,
lifetime technical support.

Extensive Sales Support System
You recieve customized product brochures

and flyers, live store display, easy access to a

custom configurator and quote system, and

professional representatives to provide
assistance to you and your personnel.

APR:) Associate Member since 2008
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With Booming Computer Sales-

IT'S TIME FOR A CHANGE
By Sherry Workman

Computer
sales and profits are steadily climb­

ing. Are your rent-to-own stores positioned to

attract those computer customers? How are

your stores positioned sales-wise-do your
store personnel get any sales training on cur-

rent and upcoming products? How are your
stores positioned regarding computer
support and service-do your manufac­

turers take customer calls and have a

service program that hand les you r su p­

port needs? Do not settle for the status

ine the length and depth of their computer-buying
criteria.

CybertronPC has been in the computer manufacturing
business for more than 10 years, supplying major clients,

such as Tiger Direct and PC Malt in addition to a

nationwide customer base of resellers. Since

we first developed our rent-to-own program,
we have based our business model on the

advice of Mike Tissot, CEO of Countryside
Rentals: "Our direction to the vendors is not

to sell, but to train us how to sell." We want

quo in computer products and services or to be not only a vendor partner-we want

you risk bei ng left beh ind to be your sales partner. CybertronPC
in the future of computer sales. CYBERTRSIII is raising the bar on the services t�at

You can transform your computer I._� computer vendors should be offering,
I ianifi lv bv si I k' www.cybertronpc.comll idi h dsa es sigru cant y y simp y ta mg as we as provi mg top-note pro ucts

the time to thoroughly examine your computer- and sales support to our rent-to-own customers. We

purchasing criteria. Most rental dealers and/or their work with our customers to develop a product, service

computer buyers will say that they already know and sales support plan that best fits each company's
what their computer-buying criteria are. However, at

CybertronPC, we challenge rental dealers to re-exam-

computer sales needs for today and tomorrow. We help
you plan for your sales success.

Buying computers: One rental dealer's approach
APRO President Larry Carrico, owner of SKC Enterprises/Rent One, asked his computer buyer,
Trent Agin, to share with us that company's top-five criteria for purchasing computers:

1. On-board restore: We do not want to worry about tracking down recovery software.

2. Price: The products must be competitively priced.
3. Cutting-edge: Computer products must reflect the technology that clients are seeing and

hearing about in the media.

4. Service: We house our own repair center and must be able to repair under warranty, as well

as buy parts for out-of-warranty repairs.
5. Knowledgeable vendors: We work with vendors who can educate us on trends, supply, what

to expect going forward, as well as what is renting/selling in other markets.



ADVERTISEMENT

To this end, I have had many discussions with rental
dealers since January, collecting information about
their buying criteria. What I have found is that rental
dealers have very basic computer-buying criteria. Most

rental dealers or their purchasing agents can give you
their top-two buying criteria off the top of their head.

As expected, the top-two computer-buying criteria are

consistently product price and service/support; how­

ever, can you list five criteria that are key factors in your

computer purchasing decisions? Try it

right now. What would your five com-

CVBERTRONPC

OFFERS FREE

LIFETIME

TECHNICAL

SUPPORT

FORVOUR

CUSTOMERS

puter buying criteria be?

Include selling support
on your list of basic criteria

Why does a rent-to-own computer
buyer need more than the basic

price-and-support priorities? Because

if buying and selling computers are

only focused on these two areas,

you're not understanding where

computer sales can take your com-

pany. We shouldn't just settle for the

buying basics. Computer sales are an

ever-expanding and profitable market that will continue
to be interwoven in all aspects of your customers' lives.

Computer sales will continue to grow-but is rent­

to-own really positioned to take advantage of those

growing sales numbers? If price and support are your
only two computer-buying criteria, you have discounted
the significant "selling support" aspect that your stores

really need. It is time that dealers' buying criteria have

more depth, offer more sales support and demand that

computer vendors address RTO's unique needs.
If you have listed computer support as one of your

top buying criteria, can you describe the kind of support
you have and the kind of support you need? Computer
support covers multiple facets of computer sales-from

replacement parts and systems to hotline calls for your
customers.

If a customer calls your store with computer-related
questions:

• Do your stores have personnel capable of answering
such inquiries, or is the customer referred to some

corporate tech department off-site?
• Do you have a computer vendor with whom you feel

comfortable having your customers call for computer
support and inquiries?

• Does your computer vendor allow your customers to

call its technical support department with general
questions about computers?

• Take a moment to estimate the number of hours that

your personnel are spending on "selling" computers.
Cybertron+C offers free lifetime tech nical su pport

for your customer. CybertronPC is a U.s.-based company
with English-speaking technicians who are willing and

eager to take any and all of your customers' computer­
related phone calls, whether they are concerning hard­
ware problems or more general computer questions. We

offer our toll-free number to your customers-and we

do this at no additional charge.
Consider the number of hours your personnel could

save ifyour computer vendor handledyour customers'

computer-related phone calls.

Taking a closer look at your
current computer warranty program

What kind of warranty do you carry with the com­

puters your stores are currently selling? There
is the basic warranty-one that most of rental dealers

carry-that is handled by your vendor, who sends you
a replacement part or a replacement system once they
have received the damaged computer or component
from your store. If you stop and think about how much

inventory down-time this type of warranty incurs for

your stores, in addition to the extra headaches, it is

totally impractical and inefficient for what your stores

need to sell computers. Often this is the only warranty
the computer vendor will offer without a significant
price increase. Yes, this type of warranty works for
other Dell and/or HP customers, but for rent-to-own, it's
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Visit CybertronPC on the Web at www.cybertronpc.com.

Contact Sherry Workman for more details on CybertronPC's Rent-to-Own Channel Programl
877/737-87951 ext. 232-or call her direct line 316/440-8232.

just not sufficient. At CybertronPC} we realize that this

type of warranty won't work well} so as part of the rent­

to-own program} we offer} at no additional charge} the

Advanced RMA. With an Advanced RMA warranty} once

a technician identifies the problem via a hotline phone
call directly with your customer} CybertronPC will ship
the replacement part or system to your store for an ex­

change. We allow stores 30 days to return the damaged
component. This eliminates go percent of the down-time

that your stores have tied up in computer inventory.

What about your computer sales support?

One of most significant considerations for your buy­
ing criteria is one area that is often relegated to the

bottom of the priority list: sales support. The rent-to­

own industry needs computer vendors that are ready to

teach} inform and create a partnership in your store's

computer-sales efforts. If you ignore the value of contin­

ued sales support from your computer vendor} you do so

at a high risk of losing potential sales in the future.

At Cybertron+C, we recognize the value of sales sup­

port to our rent-to-own partners. You are the rent-to-own

sales experts; we are the computer sales experts. By
working together to sell the product} we gain a sales syn-

CybertronPC's X-Plorer Series

ergy that rental stores alone cannot reach. CybertronPC
provides a pas display for your store to showplace your
PC products. We offer products that are attractive and

appealing to your customers and provide ongoing store

or regional training sessions. To introduce your custom­

ers to new computer products} we provide a cutting-edge
product display on consignment for your stores.

We work with you to develop a sales plan that takes

your rent-to-own company into the next generation of

computer products and beyond.

CybertronPC's X-QPack 2 Series

Don't just settle when you can have the best

To sum it all up} your stores do not have to settle for

the limited products and services that were avail­

able in the past. Brand-name products have been} and

will be} part of the rent-to-own computer product line

in the future; however} RTO stores need more than just
brand names.

Envision what you will need to transform your store's

computer sales. Define your in-depth buying criteria and

then let CybertronPC build a program of products and ser­

vices that will make your stores a leader in computer sales.

Among CybertronPC's many advantages is that we

are a computer manufacturer} the 15th largest in the

nation. We are not just resellers for other computer
manufacturers-we are the manufacturer of your com­

puter product. We build your systems based on your

approved components and specifications.
Once you experience the pleasure of working directly

with a solid computer manufacturer that can and will

meet your specific rent-to-own needs} you will never go
back to the old} insufficient brand-name-only game!



APRO'S 2008 CONVENTION EDUCATION:

Your gateway to new ideas

The education

schedule at APRO's

2008 Rent-to-Own

Convention and Buving
Show in St. Louis has

been revamped to

provide an errttre day
of great ideas that

you can take back to

VOUT stores. Plus, don't

miss OUT "Info-To-Go"

sessions dur-ing the

Buving Show that will

offer tTade tips galore.
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A
PRO's 2008 Rent-to-Own Convention and Buying Show,
August 11-14 in St. Louis, is all about making connections­

connecting with fellow rental dealers and vendors, and also

connecting with better ways to do business. For this year's
big event, we've lined up a full day of educational sessions

that will keep you connected to the latest business practices, technolo­

gies and news that you can take back to your stores and put to good
use. This year's seminar schedule has been streamlined, offering a wide

variety of topics all in one "Education Day," Tuesday, August 12.

The morning will start with a return of APRO's very popular All­

Industry Roundtable, where rental dealers with companies both large
and small will gather to discuss the entire spectrum of rent-to-own

issues, including-but not limited to-community involvement, changing
perceptions of rent-to-own, employee salaries, learning from business
mistakes, new technologies, an overview of AFRO's 2008 Rent-ta-Own

Industry Statistical Survey and more. All convention attendees are urged to

participate in the roundtable, where you're bound to gather some highly
useful information to help your business. Roundtable participants will
be able to give and receive immediate insight into current issues via an

interactive keypad-response system, which will display polled results on

large screens in real time during the session.

APRO's 2008 Education Day will continue in the afternoon with

presentations from rent-to-own industry experts. This year's seminars
have been arranged by topics-"RTO Business Operations," "Growing
Your Business" and "Leadership"-so that you can follow the track that
best suits your needs.

On the two days following Education Day, we're introducing "Info­
To-Go" sessions, to be held on the exhibit hall stage during the Buying
Show. Store display ideas, furniture repair, store security and protection,
the latest furniture and electronics trends and more will be featured in

these tip-packed sessions.

Take a look at the seminar descriptions on the following pages and
start planning for your best connections to better business practices at

this year's APRO Rent-to-Own Convention and Buying Show.



 



AU education sessions will be

�eld in America's Center, which
IS located directly across the
street from APRO's host hotel,
the Renaissance Grand. The

AU-Industry Roundtable will
be held on level 1; aU seminars

will be held on level 2.

APRO's 2008 Rent-to-Own

AU-Industry Roundtable
Moderated by Tom Krapu
8:30-11:30 a.m., America's Center's
Ferrara Theater, level I

The annual rent-to-own round­
table held during the APRO Conven­

tion offers attendees an abundance of

nev: ideas to take back to

their stores. In the "all-indus­

try" format, an dealers­
whether one-store or multi-

. store operators-are

�ncourag�d to assemble for this lively
information-gathering session.

Potential roundtable discussions

include, but are not limited to:

community involvement, changing
perc�ptions of rent-to-own, employee
salanes, learning from business
mistakes, new technologies, an

overview of APRO's 2008 Rent-to-Own

Industry Statistical Survey and more.

Roundtable participants will be
able to give and receive immediate

insight into the issues under dis­
cussion via an interactive keypad­
response system that will display poll
results throughout the duration of
the session.

Roundtable moderator Tom

Krapu is a facilitator for Arbinger, a

consulting firm that specializes in

helping businesses and individuals
reach their full potential in the work­

place and in life. Krapu has facili­
tated A�RO's annual board meeting
and delivers team-building seminars

to APRO-member companies.
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RTO BUSINESS OPERATIONS:

Managing Talent:

Hiring and Keeping the Best

Jim Corter, Corter Consulting
1-2:30 p.m. and 2:45-4:15 p.m.,
Room 230

Are there effective ways to select
the right people for the job and keep
them? You bet! In this session you

will learn methods to assess

prospective employees
beyond the initial job
interview, how to determine

'";. what type of person the job
position really needs and how to give
specific and effective feedback. You'll
also d�scover the top three employer
behaviors that motivate top
performers.

Jim Corter is president of Cor-

ter Consulting, a human resource

management firm headquartered in

Jonesboro, Arkansas. Since 1995, the

company has conducted training,
surveys and behavioral profiling for
more than 70 organizations across

the country. Prior to starting the

firm, Corter served as a human
resource manager for a Fortune 500

company.

RTO BUSINESS OPERATIONS:

2008 Rent-to-Own Legal Update
Ed Winn III, APRO

4:30-6 p.m., Room 230

Rental dealers face an array of

challenges every day: competition,
human resources, inventory control

and the ever-evolving legal
environment. This session

will bring rental dealers up
to date on the latest legal
challenges faced by rental

dealers, including a review of current

state legislative initiatives, the status

of lawsuits brought by and against
rental companies and the implica­
tions of those suits for the industry
as a whole.

Winn will also address the lat-
est legal developments concerning
gas card scams, bed bugs, products
li�bility, warning labels, military
reimbursement programs, identity
theft, convenience fees, shut-off de­

vices, the tort of improvident exten­

sions of credit vis-a-vis rent-to-own

plus other issues that dealers want ;0
discuss.

Ed Winn III is a partner in the

Martinec, Winn, Vickers and McEl­

roy law firm based in Austin, Texas.

He has served as APRO's general
counsel since its formation in 1980.

RTO BUSINESS OPERATIONS:

Safety is No Accident: Ideas
You Can Use in Your Business

Ralph Hood, Speak Inc.

1-2:30 p.m., Room 231

It is generally accepted that safety
on the job is dependent on the safety
standards set by the company-but

they need to be the right
standards. At this session

you will learn how to dev�lop
good safety standards and
evaluate your current ones.

Ralph Hood's proficiency for set­

ting safety standards comes from

having spent 39 years as a pilot and
aviation writer. He has taught his

safety standards program to ISASI­

an organization comprised of airline
accident investigators-as well as

other organizations coast to coast.

RTO BUSINESS OPERATIONS:

Setting Customer Standards:

Techniques that Work!

Ralph Hood, Speak Inc.

2:45-4:15 p.m., Room 231

Customer service is the name of
the game in today's world of rising
costs and competition. Learn the two

most important concepts of cus­

tomer service and put them to work

immediately.



Seminars at a glance
Seminar breaks sponsored by RES Accessories

Complimentary continental breakfast

APRO's 2008 Rent-to-Own All-Industry Roundtable
Possible roundtable discussions include (but are not limited to): community involvement,
changing perceptions of rent-to-own, employee salaries, learning from business mistakes, new

technologies and an overview of APRO's 2008 Rent-to-Own Industry Statistical Survey.

Managing Talent: Safety is No Accident: Growing Your Communication

Hiring and Keeping Ideas You Can Use in Rent-to-Own Business Skills for Leaders,
the Best, Your Business, Dave Edwards and Brian Lawrence Helms,

Jim Corter, Ralph Hood, Brereton, SEllAaron's Trainergy
Corter Consulting Speak Inc.

Managing Talent: Setting Customer Imagineering: Leadership and

Hiring and Keeping Standards: Techniques Thinking Outside Self-Deception:
the Best, that Work!, the RTO Box, Powerful Collaborative

Jim Corter, Ralph Hood, Lawrence Helms, Teaming,
Corter Consulting Speak Inc. Trainergy Tom Krapu

2008 Rent-to-Own Where's the Money? Imagineering: Leadership and

Legal Update, Financing Tips for Thinking Outside Self-Deception:
Ed Winn III, Your Rent-to-Own the RTO Box, Powerful Collaborative

APRO Business, Lawrence Helms, Teaming,
A Bankers Panel Trainergy Tom Krapu

"Info-To-Go"sessions

Protect Your Store and Maximize Your Profits, Alan Bacon, Stealth Security Services

Furniture Repair Made Easy, Sue Harman and Doug Sabin, Guardsman
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Ralph Hood has been teaching

customer service for more than three
decades. The customer training video

he wrote and narrated for'
the world's largest aviation

association is considered a

classic. He has written about
customer service in many

business publications and is the au­

thor of the books The Truth and Other
Lies and Southern Raised in the Fifties.

RTO BUSINESS OPERATIONS:

Where's the Money?
Financing Tips for Your

Rent-to-Own Business
A Bankers Panel: Reed Allton,
David Belt and Greg Heggemeier
4:30-6 p.m., Room 231

Bankers and rental dealers
measure the success of rent-to-own

operations differently-bankers like

strong profits and healthy
balance sheets while rental
dealers like strong revenue

growth and low income taxes.

This makes it difficult for the
small dealer to strike a

balance and achieve all the

goals required. In this
session, conducted by a

group of finance experts
who've worked specifically
with the rent-to-own indus­

try, you'll learn how to

obtain financing for your
company and what informa­

tion you should have in hand before

approaching a banker. These experts
might not be able to "show you the

money," but at least they'll guide you
in how best to find the money you'll
need to grow.

Allton has been a banker for 24

years and has financed rental dealers
since 1992. He has worked for Texas

Capital Bank in Dallas, Texas, since it

was founded in 1999.

Belt has been the chief financial
officer for Whiteco Commercial Fi-
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nance since 1998. Prior to working
for Whiteco, Belt was vice president
and chief financial officer for Action

Rent-to-Own.

Heggemeier has worked in bank­

ing since 1993 and is currently a vice

president for the Milwaukee-based
Southwest Bank Commercial Group.

GROWING YOUR BUSINESS:

Growing Your RTO Business­
One Customer at a Time
Dave Edwards and
Brian Brereton, SEIjAaron's
1-2:30 p.m., Room 240

Growing your rent-to-own business

begins by hiring the right people with
the right attitude. This session will

offer a three-part plan to

enhance every rent-to-own

operation. Unrealistic

expectations and other factors
that keep rental dealers from

reaching their full potential
will be discussed. Discover

specific activities that will add
new customers and agree­
ments to your business and, as

a result, increase revenue and profit. In

short, you'll cultivate a wealth of tips to

grow the business.
Dave Edwards is president and COO

of SEllAaron's. He has more than 18

years of experience in the rent-to-own

industry and was instrumental in re­

organizing the New York State Rental
Dealers Association in 2007. Brian

Brereton is SEIIAaron's recruiter and
dean ofmanagement development.

GROWING YOUR BUSINESS:

Imagineering:
Thinking Outside the
Traditional RTO Box

Lawrence Helms, Tratner'gv
2:45-4:15 p.m. and 4:30-6 p.m.,
Room 240

Your success is not a matter of luck
or happenstance; it's predicated on

new ways of doing busi-
ness in a faltering economy.
Those who blindly rely on

yesterday's practices are

handicapping themselves
when they compete with those who
are ready, willing and able to aban­
don less-productive practices and
create new "mental boxes" appropriate
for a changing business environment.

"Imagineering"-using the imagina­
tion to climb out of old, non-produc­
tive mental boxes-combines the best
use of right-brain creativity with left­
brain practicality. In this fast-paced,
humorous presentation, Lawrence

Helms, PhD, will examine why some

cling to old, comfortable ways of do­

ing business while productivity and
sales slide. He'll address the psychol­
ogy of change and unveil the WADIT

("We've Always Done It That" way)
Principle. Helms will help uncover

the most common mental blocks that

prevent rent-to-own dealers from

exploring new business practices and
how instead you can adapt the strate­

gies that will help your business grow.
Helms is one of APRO's most

popular seminar speakers. He brings
a unique combination of academic

training and practical experience to

his presentations.

1
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LEADERSHIP:

Real Communication
Skills for Leaders
Lawrence Helms, Trainergv
1-2:30 p.m., Room 241

Communication is much more

than simply talking and listening.
Effective leaders know that the way

they communicate affects
morale and can either
motivate or demotivate

employees. They also know
that an effective communica- -,:

tion style can be the first step in

long-term staff and customer

retention.

�
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"Info-To-Go"sessions
At this year's buying show, you can stock up on inventory while also stocking up on great ideas

to take back to your stores. Don't miss the new "Info-To-Go" educational sessions that will be

presented on the new APRO exhibit hall stage in America's Center during both days of the buying
show. These sessions are included with your exhibit hall admittance.

Trends in Electronics

Toby Groves, LG Electronics
1:30-2 p.m., Wednesday, August 13

Protect Your Store and
Maximize Your Profits
Alan Bacon, Stealth Security Services

10-10:30 a.m., Thursday, August 14
This presentation will compare and contrast LCD

and plasma television technologies. It will also reveal
often-overlooked add-on sales opportuni­
ties to compliment flat-panel television
sales. Learn the latest trends affecting
display technologies, including a look at

how much thinner flat-panels will become
and what customers really want in a flat-panel
purchase or rental.

Toby Groves is the director of national retail

training for LG Electronics. He has worked in

the consumer electronics business for more than

25 years, with experience in both retail sales and

manufacturing.

Meet the victim of an in-store armed robbery and
hear his story. Alan Bacon will share tips on how you

can avoid a similar occurrence. Find out

which safety issues should be top priority,
what your store vulnerabilities are and
how to use security as a management tool
that saves you money.

Bacon is the vice president and head ofdeterrent

operations at Stealth Security Services, a leading pro­
vider of security equipment to rent-to-own businesses.
With more than 10 years in the security industry, Bacon

has amassed quite an education in criminal activity and
knows how to help rental dealers become more profit­
able while staying safe.

The Eye Test: Visual

Merchandising for Your RTO Store

Gary Jones, Ashley Furniture

3:30-4 p.m., Wednesday, August 13

Furniture Repair Made Easy
Sue Harman and Doug Sabin,
Guardsman Products
1:30-2 p.m., Thursday, August 14

Do you have 20/20 vision when it comes to

setting up your rent-to-own store so that it looks

appealing to your customers? Or do you
need glasses? Learn how the appearance
ofyour showroom affects your rental
revenue and how you can easily transform

your store into one that looks inviting
and attracts customers. With a visually appealing
store, you can increase your rental revenues without

having to increase your square footage.
With more than 12 years of experience in the

rent-to-own industry, Gary Jones is vice president of
rental at Ashley Furniture. Prior to working for Ash­

ley, he was director of merchandising for an 86-store

rent-to-own chain.

One way to ease the effects of an economic

downturn is to make your rent-to-own furniture last

longer through proper care and mainte­

nance. This session will address several
methods and products to consider-be­
fore, during and after each rental cyde­
that can extend the life of your furniture.

Sue Harman is a technical sales

representative and trainer for Guardsman
·Products. She has more than 20 years of

experience in the furniture and coat-

ings industries. Doug Sabin has been a

research-and-development chemist for Guardsman
for the past 13 years. Both Harman and Sabin have

spent the past eight years training professionals in

the process of cleaning and repairing upholstered
furniture.
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This session will explore the psy­
chology of communication, miscom­

munication, subliminal communica­

tion, confusing communication and
more. Attendees will learn how to

identify and avoid the four deadly
sins of the tongue.

Lawrence Helms is no dry, aca­

demic "talking head," but is instead
an "edu-tainer" possessing a talent for

blending humor and entertainment

with his thought-provoking message.

LEADERSHIP:

Leadership and

Self-Deception: Powedul
Collaborative Teaming
Tom Krapu
2:45-4:15 p.m. and 4:30-6 p.m.,
Room 241

Using principles outlined in the
book Leadership and Se1f-Deception, this
session will explore the power of

relationships in developing
and maintaining a highly
collaborative team. Upon
learning a powerful organi­
zational model of efficiency

that inspires good teamwork, partici­
pants will leave with some helpful
tools for developing better relation­

ships in their rent-to-own businesses.
Tom Krapu is a facilitator for

Arbinger, a consulting firm that

specializes in helping businesses and
individuals overcome the hurdles
of self-deception. He serves on the

company's "Results Coaching" team,
which helps participants reach their
full potential in the workplace and
in life. Krapu has facilitated APRO's
annual board meeting and delivers

team-building seminars to APRO­

member companies. If
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The Fabulous Fox Theatre. From the hottest tickets on Broadway to the music

legends of yesterday and today, nobody misses a chance to play at The Fox. And

it's easy to see why. Learn more at explorestlouis.com or call 800-888-FUN1.
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For any MORE history you'd have to go
back to the guy who invented beating
clothes against a rock ... and we'd still

surpass the rock in reliability!

To learn about Speed Queen's rich

100-year history, its line of commercial

quality laundry equipment for the home

and industry-leading warranties, visit

www.speedqueen.com/rentals.

Laundry - it's all we do.

For dealer inquiries, call1·S00·552·5475

Amarillo Hardware Company
806·376·4731

Appliance Assoc. of Buffalo, Inc.
716'873'4100

Blodgett Supply Company
802'864'9831

Cunningham Distributing
915·533·6993 or 505·247·8838

Doolittle Distributing
913·888·7820 or 800·829' 7820

E.A. Holsten, Inc.
804'359'3511

Hamburg Brothers
412·488·4428

Kimball Electronics, Inc.
801· 466·0569 or 303· 893 ·1423

Northern Plains Distributing
701'293'6868

O'Rourke Bros., Inc.

�6�:���:��66:�b�:���:g���:
404'346'9863'or800'282'5282
Persinger Supply Company
304·706·2223

Potter Distributing, Inc.
616' 531' 6860 or 800' 748·0568

R&B Wholesale Distributors, Inc.
510· 782 • 7200; 909' 230' 5420 or

602·272·1200

S&S Distribution, Inc.
615'848'2830

Tri-State Distributors

���:���:��gg;0�oi���l;i?g�62
Universal Supply Group, Inc.
973·427·3320

APR:) Associate Member since 2005

Powerful Customer Management Tools

illlll�� Powerful Inventory Management Tools

Powerful Employee Management Tools

On-Screen Account Management

Powerful Reporting

;:::: '� Secure, Yet Flexible

1705 E. North Street • Magnolia, AR 71753 • 800-863-7394 • WvWI.rentinfo.com

APR:) Associate Member since 1987



CUTTING-EDGE TECHNOLOGY
FROM A TRUSTED BRAND.

Dell has a huge selection of the latest computers at affordable prices.
Even our lowest-priced systems feature the latest technology, including:

Webcam and graphics options • Hi-def widescreen displays

1GB standard memory* • 8 lnspiron" laptop color options

Powerfullntel® processors • Windows Vista" software

••
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•••••

I e

••••• ••

For more information, contact our RTO manager, Linda Mosley at

Linda_mosley@dell.com
1-800-879-3355 ext 7243382

*Significant system memory may be used to support graphics,
depending on system memory size and other factors.

••••••• _"'-LLM
YOURS IS HERE

APR:) Associate Member since 2002



LCD or plasma? Let's tune in
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EDITOR'S NOTE: This "Vendor Tipsheet" column will

appear in each issue of RTOHQ: The Magazine, offering
a variety ofAPRO's vendors the opportunity to highlight
the features of their rent-to-own products. In this first

issue, we've asked O'Rourke Sales' Bill French to give us

his take on the LCD vs. plasma debate.

LCD
vs. plasma TV-which is better? This

question is asked frequently by rent-to-own

customers considering a flat-panel television

purchase or rental. The correct answer is that
there really isn't a correct answer. For a cus­

tomer to decide which is right for him or her, there are

key considerations that must be addressed:
Which one looks the best to the customer {and by

looks best, we mean both the image on screen and the

design of the frame that surrounds the screen}? What are

the light conditions of the viewing environment in which
the television will be placed? What will be

television's signals. Upon close inspection of a plasma
screen, you can see the red, green and blue pixels sur­

rounded by a black background that separates the pixels.
In LCDs, a matrix of thin film transistors supplies

voltage to liquid crystal film cells that are placed between
two sheets ofglass. When an electrical charge connects

with the liquid crystals, they open and close very precisely
to filter white light emitted by a lamp behind the screen.

LCDs block out certain colors from the spectrum ofwhite

light to produce the appropriate colors. The intensity of

light allowed to pass through the liquid crystals creates

the vibrant colors on LCD TVs.

While plasma TVs have had the edge with richer
black levels and a higher contrast ratio, the newer LCD

models are closing that gap. When comparing black lev­

els and contrast ratio, many of the tier-one LCD brands
now perform very well compared to plasmas.

A plasma display is capable ofproducing in excess

of 16 million colors. In the past, when color accuracy was

--
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the viewing angles (will your customer be

viewing the screen straight on or from the side)? will
the screen be used for computer programs-or perhaps
game systems, such as Nintendo Wii and Sony Playsta­
tion? What will your customer be watching most: movies,
sports or video games? What is the desired screen size?

Which format is more likely to exhibit screen burn-in
over time? And, of course, price is always a factor.

Both LCD and plasma are considered flat-panel
televisions, measuring approximately 4 inches in depth.
However, the technology used to deliver the image is

quite different. Plasma consists ofmany thousands of

pixels that allow electric pulses to excite xenon and neon

gases. When excited, the pixels glow, producing light.
The pixels contain red, green and blue phosphors, which

ultimately make up all of the colors in the programs dis­

played on screen. Each pixel is, basically, a tiny florescent

light bulb that receives its instructions from the plasma

compared between the two technologies, plasma was

almost always the winner. With advancements in today's
LCD technology, its color accuracy is now very similar to

plasma.
With regard to lighting conditions, generally

plasmas will provide the best picture in low to normal

light conditions. Due to their brightness and anti-glare
technology, LCDs perform better in rooms with more

lighting. And while older plasma models had a problem
with burn-in of images onto the screen over time, that
doesn't occur very much with the newer plasmas.

plasmas outperform LCDs when viewed from an

angle. However, LCD technology has again improved.
LCD limitations once dictated that the only accurate

view of the screen was from a straight-on vantage point,
but now viewing from an angle without experiencing
picture distortion is possible. Still, the advantage here

goes to plasma.



When general computer use is a consideration, LCD technology is

the better choice. However, if the customer is into video games, sports
or anything with a lot of fast motion, plasma provides better perfor­
mance. This advantage is diminishing tremendously with the onset of
LCDs' 120Hz engineering, which doubles its previous rate and allows
for much smoother motion instead of the "motion trail" that has been
inherent in older LCDs.

Pricing is a factor in 42-inch and larger screen sizes. With similar

specifications, plasma generally has a lower cost per inch than LCD

in 42-inch and larger screen sizes. plasma is not manufactured in the
smaller screen sizes.

Power consumption is substantially less for LCD than plasma.
LCD power consumption is usually about half that of a similar-sized

plasma.
Ultimately, plasma and LCD both provide a wonderful entertain­

ment experience. After carefully considering all of the variables that
affect the buying or renting decision, your customers really can't go
wrong with either technology. Within the rent-to-own business, DLP

TV technology is also a viable option. Ifyour customer is interested in

a large screen size, DLP provides terrific performance with a cost-per­
inch ofviewing area that is substantially lower than plasma or LCD.

The HDTV buzzword these days is lo8oP resolution-and it does
add quality to the viewing experience. Where customers can really
see the difference is in 50-inch and larger screen sizes. The problem
with lO8oP is that, at this time, there are no programs being broadcast
in 108oP-nothing attainable by antenna, satellite or cable. The only
way to experience true lO8oP is with an HD DVD or Blu-ray player or a

Sony Playstation 3. Fortunately, though, lO8oP is future-proof. When

broadcasters, cable companies and satellite providers start broadcast­

ing in the higher resolution, the lO8oP product that you have provided
to your customer will display the better picture.

Later this year, a new technology launches that will give us

another option to present to our customers: laser. The early reviews

are very encouraging. Laser technology is said to produce even more

vibrant colors and blacker blacks than the products we offer today.
We're definitely going to keep an eye on this! ¥

Ei11 French is vice president ofnational accountsfor O'Rourke Sales Co., where
he holds primary responsibilityfor the rent-to-own industry. He's worked in

the consumer electronics and appliance industriesfor the

past 37years and in 2007 was named AFRO's Vendor

of the Year. Texas-based O'Rourke Sales Co. has been a

national wholesale distributor ofelectronics, white goods and

high-end appliancesfor the past 40years. Contact French
at 800/800-8500 or bfrench@orourkesales.com; or visit the
Web site at www.orourkesales.com.
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Call us at

866-800-TRIB
Visit online at

www.tribe.roup.com -----

The popularity of flat panel TV's and

Dimplex Electric Fireplaces has

grown enormously over the last
five years. The full line of media
consoles allow your customers to

enjoy them both at the same time.

For your customers:

• Space-saving design
• Perfect viewing height
• The ambiance of a fire
• Year-round comfort

For your business:

• Increased Rentals!

The only reason we exist is to serve our members. We keep lookine, for

ways to do that every day. Our recent alliance with Brand Source has

opened the door to a lot o£ new options for our members: additional

brands o£ electronics and appliances, £loor plan and inventory £inancine"
and aHordable health care coverage for example. Thine,s that can help
your business e,row, and help you hane, onto your best employees.

Beine, an independent dealer is di££icul t. We can help. I :, i� I.j
SOURCE®
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An Associate Member Since 1983 APR:)



n
E

Come see us at APRO 2008 - Booth 216
SEATTLE, WA I 800.253.3011 I WWW.A-AMERICA.COM

great •

oppor rurirrv
In 1973, Fred and John Rohrbach

started the Asia-America Company,
importing ceramics from Vietnam. With
the fall of Saigon, these enterprising
brothers shifted their focus to antique
reproductions and nostalgic oak furniture
from other Asian countries. Fast forward
35 years, and A-America, Inc. is a leader
in providing high quality solid wood
furniture to millions of American homes.
Leveraging their years of increasing
familiarity with the Asian marketplace,
they were one of the first to actively
develop container direct programs to

bring furniture dealers outstanding values
in proven winner furniture designs at the
most efficient cost. Sensing major change
in the Chinese market, A-America was

one of the first to reinvest in the slowly
awakening economy in Vietnam, and was

already well positioned when furniture

manufacturing grew over 35% last year.

A-America is an established leader in
furniture industry, combining that 35 years
of intimate knowledge of Asia with an

unswerving commitment to bring you the
best value proposition in the market. Our

stylish line of solid wood furniture offers the

durability that an RTO dealer depends on,
the appealing designs that excite your
customers and the ease of quick ship
warehouse programs, economical
container direct and mixed container

programs, and a support structure with
customer service staff and on-line
information to keep you informed about

every aspect of your orders.

We'll be your partner every step of the

way to your profitability. Let us introduce
you to a fresh new opportunity. Please
contact us for details.

Chuck Gore
Larne 0 ' Toole
Dean Banks

713.202.5638
412.759.0647
206.419.2905



Who's Who in Rent-to-Own Electronics
The following l'ent-to-own electrontcs vendors are etther' APRO associate members (*), adverttsers in APRO

publications (+), APRO Buying Show exhtbttors (1\) and/ol' APRO-endol'sed member benefit program providers (-).

dPi Teleconnect * 1\ +

Contact: David Dorwart

972/277-3477
ddorwart@;dPiTeleconnect.com
www.dPiTeleconnect.com

DSI Systems Inc. * 1\

Contact: Dave Robison

515/276-9181
www.dsisystemsinc.com

EParts Barn *

Contact: Ronald Reaves

513/200-6980
info@;epartsbarn.com
www.epartsbarn.com

Florida State Games * 1\ +

Contact: Denis Rosen

954/973-9100
dentstgflcrtdastategames.net
www.floridastategames.net

ArchBrook Laguna
* 1\ +

Contact: Jay Nardone

678/255-4537
jnardonera.esend.com
www.archbrooklaguna.corn

D&H Distributing * 1\ +

Contact: John Alifano

800/340-1007
rto@dandh.com
www.dandh.com

DBL Distributing Inc. *

Contact: David B. t.orsch

480/596-8636
breusingta

dbldtstrtbuttng.corn
www.dbldtstrtbuttng.corn

RTO Pro Software

LG Electronics Corp.
* 1\ +

Contact: Don Julson
847/941-8734
don.julsorug.lge.corn
www.lge.com

LTI Lighting Inc. *

Contact: Thomas Hardenburger
626/480-0755
thardenburgerralttlarnps.com
www.ltilamps.com

Mitsubishi Digital
Electronics America * 1\

Contact: Rochelle Mingus
714/692-2370
rrntngusrarndea.corn
www.mitsubtsht-tv.com

Complete point-of-sale software for rent-to-own,
retail, cash-advance and check-cashing businesses

RTO PRO FEATURES

• Compatible with Windows 95 through Vista
• Easy to learn and easy to use

• Ideal for rent-to-own and other short-term

rentals, as well as retail sales, installment

sales and revolving-interest sales
• Great for cash-advance and

check-cashing services
• Perfect for invoicing and billing
• On-screen account management
• Built-in WYSIWYG word processing for

editing agreements, letters and other forms
• Prints rental and cash-advance loan

agreements, mailing labels, form letters,
inventory labels and price tags

• Supports receipt printers
• Barcode inventory control
• Tracks inventory, depreciation and

multiple-store transfers
• Deposit and petty-cash tracking

• Scanning interface for documents-driver's

licenses, agreements, applications, etc.
• Integrated time clock
• Integrated credit card and ACH payments
• Automated telephony collections and

promotions
• Compatible with destination-based sales tax

• Fully integrated Teletrack access

• Support for "Preferred Customer Club"
• Network and home office versions available
• Data conversion from other software

available
• Toll-free customer support
• More than 700 locations use

RTO Pro Software

$899
OR LEASE FOR JUST $75 A MONTH!

TRY OUR FREE DEMO TODAY!

------------ 800.351.6299 I WWW.RTOPRO.COM
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AFFORDABLE SOLUTIONS

Mohawk Marketing Corp.
*

Contact: Robert Genrich

757/499-8901
rgenrtchra

mohawkrnarkettng.corn
www.mohawkmarketing.com

New Age Electronics * 1\ +

Contact: Mike Bertolant

678/916-6532
rnbertolantg.newagetnc.corn
www.newageinc.com

O'Rourke Sales Co. * 1\ +

Contact: Joe O'Rourke

972/245-0006
joejr@;orourkesales.com
www.orourkesales.corn

Petra Industries *

Contact: Bill Stewart

405/216-2100;
jherzbergertg.petra.corn
www.petra.cornyrtotndex.php

RES Accessories * 1\

Contact: Michael E. Gerwe Jr.
800/444-7304, ext. 210

mgjr@;resacc.com
wwwxesacc.com

SED International * 1\ +

Contact: Jonathan Elster

770/243-1184
jelstertgsedtntl.com
www.sedonline.com

Silko Radiol
Mecca Electronics * 1\ +

Contact: Oren Gold

954/455-1195
oren@;silkoradio.com
www.stlkoradto.com

SVA Group USA Inc. *

Contact: Christopher U

714/646-7024
chrtstopher.le.sva-usa.com
www.sva-usa.com

Vance Baldwin Inc. * 1\

Contact: Scott Cameron

954/723-9191, ext. 141

scottc@;vancebaldwin.com
www.vancebaldwin.com



Don't miss it.



Amanda Geiger never saw

the drunk driver.

Friends Don't Let Friends Drive Drunk.

e
u.s. Department of Transportation

Open Your OUlll
RTO Company

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.

EQUITY INVESTMENT FUND AND
SBA LOAN ASSISTANCE

rli�'canon �r.JIII JVC Kodak LExM.\RK '0.,. Panasonic � SHARP.

....... E:W �c::3E:
E LEe T RON I C 5

DEMAND PLANNING.

SIMPLIFIED.

SINGLE-POINT
OF CONTACT

PRODUCT MIX
RECOMMENDATIONS

COLLABORATIVE
FORECASTING

CALL 866.856.71 1 7!

� IA\ ft � #"'\ I!!!'\o .. &\ A
�'a!'W�\iIJI�'V�O

DOWNLOAD OUR PRODUCT CATALOG AT

WWW.N EWAG E INC. C 0 M/CATALO G

appliances audio cable calculators camcorders digital home theater notebook notebook phones televisions
cameras systems cases

New Age Electronics is a division of SYNNEX Corporation. Copyright 2008 SYNNEX Corporation. All rights reserved. SYNNEX, the SYNNEX Logo, New Age
Electronics, the New Age Electronics Logo, and all other SYNNEX company, product and services names and slogans are trademarks or registered trademarks

of SYNNEX Corporation. SYNNEX and the SYNNEX Logo Reg. U.S. Pat. & Tm. Off. Other names and marks are the property of their respective owners.
For reseller pricing and availability call MIKE BERTOLANI AT 866-856-7117.

APR:) Associate Member since 2008



ADVERTISEMENT

incredibly fun rechargeable-battery-powered
vehicles. The Cub Cadet Lawn Tractor (for ages
3-7) and the John Deere Gator HPX (for ages
3-8) will keep their little workers busy for hours

hauling just about everything.
These 12-volt backyard vehicles
feature a Smart Pedal three­

position accelerator with IIRun,"
"Coast" and "Brake," plus a two­

speed shifter. They can drive
at 2% or 4Y2 mph on grass, dirt
or hard surfaces. There's even

reverse!
Watch your child turn the

key of the Cub Cadet and hear
the engine sounds-or press
the buttons and hear the horn

and see the blinking lights! This tractor has large
wheels, a matching trailer with opening tailgate
and an adjustable seat. The body, wiring, motors

and gearboxes are fully enclosed to protect
little hands. The parent-controlled, high­
speed lockout on both of these vehicles

prevents beginners from going too fast.
The new John Deere Gator HPX has

knobby tread tires for maximum traction
and the styling that any "worker" will

love! Watch your kids tool around the

yard as they help you with chores­
hauling everything in their huge
dumping cargo bed with a tailgate

that opens.
Chil­

dren
will be in
control of

where to go
and howto

get there

The
way kids play has changed dramatically

through the years. When we were young,
play consisted of biking, running, climbing
and exploring. We came home when the

street lights came on. Today's
outdoor play has been replaced
by indoor "virtual reality." As
a result, childhood obesity is

reaching epidemic levels. Stud­
ies show that children who play
outside are better coordinated
and less likely to suffer from

obesity and the devastating
consequences thereof, includ­

ing diabetes, high blood pres­
sure, heart disease and more.

So how do we get our chil-
dren outside for some "real" off-line bona fide
fun? Give them something to get excited about­
an all-terrain battery-powered riding vehicle!

For years, Peg-Perego has teamed up with
the best in the industry to bring families child­
sized versions of real adult vehicles: John Deere,
Cub Cadet, Polaris. All of these names are

synonymous with excellence in both the IIreal­
sized" vehicles and the "child-sized" replicas.
And having one of these vehicles-available
at many rent-to-own stores-has even

more advantages than you might
think. In addition to the thrill of
the ride, children reap many other
rewards.

Parents no longer
have to pull their child
off the couch and

away from the video

games when

they own
.

one of these

SO HOW DO WE GET OUR
CHILDREN OUTSIDE FOR SOME
"REA!:' OFF-LINE BONA FIDE
FUN? GIVE THEM SOMETHING

TO GET EXCITED ABOUT­
AN ALL-TERRAIN BATTERY­
POWERED RIDING VEHICLE!

CLUB CADET LAWN TRACTOR



ADVERTISEMENT

POLARIS RANGER RZR

radio with MP3 input or watching
the electronic LED speedometer!

Isn't it time for your chil­
dren to learn that REALITY

is much more rewarding
�.-- than virtual reality?

Send them outside
to play and explore

\ in one of these

exciting children's
vehicles from

Peg-Perego. Go
to your nearest

rent-to-own store,
ask to see their

on their Cub Cadet or john Deere Gator,
even if it's just around the yard. This

helps build confidence and hand/
eye coordination, leading to a

real sense of pride and accom­

plishment. In addition,
youngsters will have
that "feel good factor"
of emulating their

parents and just
being outside and

enjoying nature.

For the 5- to

10-year-olds who

require MORE­
more of a push to get
them off the couch
and more than a promise of an

ultimate experience-Polaris '

and Peg-Perego offer the real
deal with 24-volt Extreme Per­
formance vehicles that make

"virtual reality" look like their
little brother's game!

The new Polaris Sportsman
800 Twin or the all-new Polaris

JOHN DEERE GATOR HPX selection and pick the right one

for you! Peg-Perego's famous line
of high quality riding vehicles
are well known for their du­

rability (featuring a two-year
warranty), high performance
and realism-and they are ALL
made in the USA. Whether
it's a Cub Cadet Lawn Tractor,
john Deere Gator HPX, Polaris
800 Twin or the all-new Polaris

ISN'T IT TIME FOR YOUR
CHILDREN TO LEARN THAT REALITY

IS MUCH MORE REWARDING
THAN VIRTUAL REALITY?

Ranger RZR, your children will remember the
adventure of driving their own vehicle long after
their other toys are forgotten.

For more information on Peg-Perego prod­
ucts, call Randy Hutchison at 260/482-8191,
ext. 6469; or visit www.pegperego.com. And
don't forget to stop by our booth (116 and
118) during the APRO Convention and

Buying Show, August 11-14 in St. Louis.

Ranger RZR, with side-by-side seating, will pro­
vide your outdoor enthusiast with many awe­

some outdoor experiences: through the woods,
on the trails, up and down hills or even riding in
their own backyard. These extremely realistic
vehicles completely redefine the riding experi­
ence with speeds of 3Y2 or 7 mph with Smart
Pedal Technology-a multi-position, variable­

speed accelerator that automatically shifts gears,
reduces jerky starts and stops and increases rid­

ing time. Both the Polaris 800 Twin and
..__..=__iliiili�the Polaris Ranger RZR have rugged, .lI1IIII

shock-absorbing suspensions and

super knobby tires with Red-Line
Nitrile Traction Rings.

The thrill of driving the Ranger
RZR never stops. With bucket
seats for two, your young
adventurer and a friend will
share the fun of hauling
their stuff in the back,
playing the electronic



• Don't forget the kids

for holiday rentals!

• Our realistic riding vehicles

add excitment and fun to

your showroom!

APRO SHOW - ST. LOUIS - AUG 11-14

BOOTHS 116 & 118
For more information, contact Randy Hutchison:

Phon_e: (260) 482-8191 ext 6469

Fax: (260) 484-2940

Email: randyhutchison@perego.com
pegperego.com

• Easy to order parts from

our exceptional customer

service department

See us at the
• High retention rates

• Super easy re-rental

APR:) Associate Member since 2007
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66The Connectors" profiled
Listed below is the contact information for the APRO-member rental

dealers and vendors profiled in this issue of RTOHQ: The Magazine.

....
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Tom Bernau,
Arona corp., dba Aaron's Sales

&- Lease Ownership
Des Moines, Iowa

515.225.9029

tbernau@qwest.net
www.shopaarons.com

[PAGE 30]

Larry Carrico,
Rent One/SKC Enterprises

Mt. Vernon, Illinois
618.242.8448, ext. 201

lcarrico@shoprentone.com
www.shoprentone.com

[PAGE 24]

creleeks
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"Tiger" John Cleek,
Cleek's Lease or Own

Columbia, Missouri

573.449.1010

tigercleek@cleeks.com
[PAGE 24]

Dan Cole,
National Rent To Own

Bridgeton, Missouri
314.291.3139

dcole@nationalrto.com
www.nationalrto.com

[PAGE 24]
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Bryan collins, Bryce Co.

Cullman, Alabama
800.880.9434

bryan@brycejewelry.com
www.brycejewelry.com

[PAGE 28]

Ellison Crider, RSSS

Corpus Christi, Texas
361.993.1790

ellison@rsss.com
www.rsss.com

[PAGE 22]

Benefit
marketing solutions

Brad Denison, Susan Matthews
and Danny Wright,

Benefit Marketing Solutions

Mesquite, Texas
972.285.1355

smatthews@
benefitmarketingsolutions.com

www.benefitmarketingsolutions.com
[PAGE 32]

Steve Kruse, Bestway Rent-To-Own

Dallas, Texas
972.387.7233

skruse@bestwayrto.com
www.bestwayrto.com

[PAGE 20]

Lyn Leach, Ace Rent-To-Own

Lincoln, Nebraska
402.466.5200

lynleach@aol.com
[PAGE 26]



Summer Never Looked This Good!

Presario F761 us Notebook PC

Pavilion DV681 OUS Entertainment Notebook PC

i n v e n t



Plus que ca change, plus que c'est la meme chose

There
is a famous French saying: "the

more things change, the more they
stay the same." With this magazine
changing its name, look and editorial

direction, I went back and re-read the
first few issues ofAPRO's publication, then called
The APROach, which debuted in the early 1980s. I

reported then on some meetings between Federal
Reserve Board staffers and rental dealers in Mary­
land that erased one of the chieflegal threats to

rent-to-own for the first time. Those staffers
visited some RTO stores and concluded, prop­There are dealers who
erly, that the transactions offered were not,

champion the decision to and should not, be covered by the Truth-in­

Lending Act. New regulations enacted in 1982,
written by those staffers, clarified the differ­
ence between a credit sale and rent-to-own.

It could have gone the other way. We

could have sent the staffers to assess the rent­
end for the association-

co-locate as real progress;
others deem the decision

the beginning of the

to-own transaction in stores of dubious merit.

indeed, the industry. We could have drawn different staffers. But

It has ever been thus.
as it happened, rent-to-own got a legal boost
and soon began to explode. The industry had
been in considerable legal peril-the peril

of, all at once, being unregulated, unpopular and
misunderstood. If there had been no APRO, the
Federal Reserve Board might have thrown RTO
into the Truth-in-Lending Act and the industry
might have journeyed down a far different and far
less appealing path.

APRO came into being because a few rental
dealers took the long view-beyond that month's
cash flow-and committed themselves to creating a

real, recognized industry that was fairly regulated
and strove for acceptance in the marketplace. The
work done by those kinds of rental dealers has
been going on unabated ever since. But there have
been struggles along the way, both internal and

external, and APRO and the industry have faced
hard choices over the years. Do we agree to price
controls in some states? Do we negotiate with those
who privately have sworn to put us out ofbusiness?
Does APRO stick its nose into internecine battles
that erupt from time to time? Which lobbyists do
we hire? To whom do we give our PAC money? We

certainly have not made perfect decisions every

time, especially when viewed in hindsight. APRO is,
after all, an amalgam of individuals, each imbued
with some amount of ambition, self-interest and

hubris, all of the human vices and virtues.

But APRO is also an inclusionary group. We

want every rental dealer to belong and par­
ticipate. The buying groups that are courting
rent-to-own dealers are, by contrast, exclusion­

ary. They offer special deals available only to

their members. There is nothing altruistic about

buying groups; they exist to help their members
make more money by acquiring products more

cheaply. APRO exists to make certain that the
rent-to-own industry continues to exist.

This association adapts as best it can to the

ever-changing landscape. When possible, it gov­
erns itselfby consensus-most APRO board votes

are unanimous. In particularly sticky situations,
often the board suspends a decision until dealers
find agreement among themselves. The current

buying group "co-location" brouhaha has divided
our industry. It is going to take a while to figure
out how best to proceed. There are dealers who

champion the decision to co-locate as real prog­
ress; others deem the decision the beginning of
the end for the association-indeed, the industry.
It has ever been thus.

In the meantime, dealers who struggle to bal­
ance self-interest and industry interest, try to guide
the association in the best direction, as they see fit.
We have been blessed to have responsible, engaged,
visionary board members who take their role seri­

ously. They do not get a lot of thanks, typically, for
the work that they do.

Alas, "things," according to the French, do not

really change. Neither does human nature. Even

so, we hope that you enjoy our new magazine. We

invite you, as always, to take a turn at making your
industry as good as it can be. That is what we at

APRO have been doing every day for the past 27

years. The tasks and challenges may change; the

goal does not. ¥

Ed Winn III is APRO's general counsel and has been
involved with the association since its inception in 1980.
His e-mail addressisedwinn@mwvmlaw.com.



Contact your Rental Sales Manager for product and pricing information

Paula Allison Paul Eichberger Fax

800.782.8093 800.782.8097 866.238.6595 APR:» Associate MembeT since 1.992

Smaller kitchens hold big possibilities

We've got big plans for our starter home. Right now, we're repainting the upstairs bathroom.
And later this year, we'll redo the spare bedroom. Unfortunately, there's not much we can do

. about our smaller kitchen without major construction. But that hasn't slowed us down at all.
One smart decision - choosing a GE® 22/20 bottom-freezer refrigerator - gives us plenty of
room to grow, without wasting valuable space. Now our possibilities are endless.

ge.com

_ imagination at work



Beyond TV. LG Full, HO.

Introducing LG 1080p Full HD, the new standard in high definition television. With

crisper details, intensely vivid colors and picture clarity far beyond anything you've
seen before. So lifelike you're no longer watching TV - you're truly experiencing it.

When you want stylish designed products that have smart technology and demand

the best - look no further than LG. Life's good ... when you see things differently.

For more information please contact:

Don Julson at (847) 941 -8734

© 2008 LG Electronics U.S.A., Inc., Englewood Cliffs, NJ. All rights reserved. "LG Life's Good" is a registered trademark ofLG Corp.
All other trademarks are the property of their respective owners. Design, features and specifications subject to change without notice. Screen Images Simulated.


