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President’s Cor ner

From Will M esser:

Our association must be
gaining political clout. Withthe
conclusion of our candidate
forums, someunexplainable
phenomenon occurred. Some-
body cut and pasted aletter on
NEBA's|etterhead withmy
signature (copied) and sent it to
themediaindicating that our
association had, infact, inter-
viewed and endorsed thefollow-
ing candidates. Andrew Gillum,
Dee Crumpler, Fred Varn and
Don Pumphrey. Whileitistrue
that these candidateswon our
straw poll, it hasbeen aboard
policy not to endorse candidates
inthepast. A correctioninthe
Tallahassee Democrat was
posted recently and theissue has
been dubbed an X -file, after the
popular T.V. show describing
unexplained eventsand govern-
ment conspiracies.

Asoneevent leadsto an-
other, thisissueraisesacredible
question. Why doesn’t theNorth
East BusinessAssociation
endorse candidates? The Board
of Redltors, the Police Benevo-
lent Association, Firefightersand
eventhe Sheriff cast their en-
dorsementsfor local candidates.
| believewe should do the same.
Our association board recently
discussed thisissueand has
decided to further investigate the

issue. With nearly 200 members
thiscould becomeadifficult task.
If youhaveanopinion, let us
know. We simply want to make
surethat if wecommit to such
endorsements, wedoitinaway
that most fairly representsyour
position.

Next to hurricanes, tax
increaseshit homehardest. We
seemto battleissue after issuefor
our small businessmembers. It
has cometo our attention that the
county isconsderinganew Ad
Vaorem property tax by virtue of
amunicipd servicetaxing unit
(MSTU ) for anew woman's
hedlth clinic. Therumor isthat
thiswouldincreasethe current
MSTU from.12t0.22 and was
dated asafunding sourcefor the
commissioner’sretreat. Our
boardisresearching theissueand
our initid impressionisthat the
commissonshouldfindan
aternativefunding source. We
will keep you posted.

Finally, wewould liketo
encourageeveryoneto partici-
pate by attending our luncheon.
Thereispower in numbersand
webdieve every member’svoice
canbeheard. Soif you havea
burningissue, pleasebringitto
the attention of one of your board
representatives. We appreciate
your participation and are hon-
ored to represent you. Seeyou
all a thenext luncheon!
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Building Excdllent Cusomer Relationsnips

Whether you' re selling prod-
uctsor services, gofurther thanis
legally requiredinanticipating and
responding to the problems of
your customers. How you dothis
dependsin part on the nature of
the productsor servicesyou offer.
But for starters, consider the
policy of Eddie Bauer, ahighly
successful national company that
sellsoutdoor goodsthroughits
catalog andretall outlets.

OUR GUARANTEE Every item
wesdl will giveyou complete
satisfaction or you may returnit
for afull refund.

OUR CREED Togiveyousuch
outstanding qudlity, value, service
and guarantee that we may be
worthy of your high esteem.

Over theyears, my family and
| have bought many itemsfrom
Eddie Bauer. We' ve never had to
return anything for arefund. But
just knowing that the company
standsbehindwhat it sellshas
givenusconfidencein Eddie
Bauer products. And that, of
course, isthe point: By reassuring
customersin advancethat they
control theresolution of any
problems, Eddie Bauer’sgood
customer serviceisamarketing
advantage.

Businessesthat offer services
havedifferent problemsthan
restaurantsand retail outlets. But
they still have many opportunities
to enhance customer satisfaction
and favorableword-of-mouth. On
longer-term jobs, you can set
time-performancestandardsin
advance so that both you and the

customer canjudgeif everyone's
expectationsare being met. Often
thisconsstsof littlemorethan
committing yoursdlf tomeeting
interim deadlines. For example, a
toxic materia scontractor removing
asbestosfrom heating ductsina
three-story building might agreeto
get theentirejob donein 30 days
withthefirst floor clean and ready
to reoccupy inten daysandthe
second floor in 20 days. A home
remodeling or painting company
might go farther and commit to
meticuloudy cleaning upitswork
areaeach day.

Another good approachisto
regularly ask for feedback from
customersor clients. For example, if
you run abookkeeping service, a
copy shop or ajanitorial servicethat
doesregular businesswith larger
accounts, ask your customersfrom
timetotimeif your high standards
and the customer’sneedsare being
met. | wasfavorably impressed
when thelandlord who ownsthe
buildingwheremy law firm prac-
ticesasked meto evaluatethe
interior and exterior maintenance
serviceswewerereceiving. There's
currently aglut of office spaceinmy
town. Whenmy leaseisupI'll havea
choiceaf many new buildings. ButI’ll
remember that my current landlord
seemed sincerely concerned about
keeping thisbuilding spic and span.

Here are some other examples
of servicebusinessesthat use
guaranteesasaway of buildinga
customer base:

* If you' reunhappy withyour hotel
room, Hampton Innwill refund your

money.
* If you get transferred from phone
to phonewhile seeking an answer
toaninsurancequestion, Delta
Denta Plan of Massachusettswill
send you a$50 check.
* If your mini-pizzatakesmore
than fiveminutesto be served,
PizzaHut givesyou afreeone.
* If you'renot satisfied withalawn
treatment applied by Green Valley
Lawn Care, thecompany will
reapply thetreatment at no cost or,
if you prefer, refund the cost of the
treatment.
Elementsof an Effective Cus-
tomer Satisfaction Policy
Thefollowing ideasfor devel-
oping your customer satisfaction
policy comefrom Marketing
Without Advertising, by Michadl
Phillipsand Sdlli Rasberry (Nolo):
 Customers should be encouraged
totell you about any problems.
* Customersshould know their
rightsand responsibilitiesfromthe
beginning.
* Customersshould know the
circumstancesunder whichthey are
entitled to get their money back
and how to take advantage of other
rights.
 Customers-not you- should feel
incontral. It'sfar better to provide
afull refundif thecustomer is
dissati sfied than to demand that the
customer comeup withagood
reason for therefund.
« Arefund, or any other recourse
you offer, should be prompt.

Excerpted fromthe “ Legal Guide for
Sarting and Running a Small Busi-
ness’ by Fred S. Steingold
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Caendar

NEBA meetings are held on
the second Tuesday of
each month at Lucy Ho’s
1700 Halstead Blvd.
from 1:00 p.m.- 2:00 p.m.
Cost is $9.00 per person

September 14- Mary Ann
Lindley- The Tallahassee
Democrat - Topic- the last
twenty years in Tallahassee.

October 12- Bill Law-
President of Tallahassee
Community College

November 9- Dave Hart Jr.-
Athletic Director FSU-
discussing athletic activities at
FSU.

December- Holiday Party-
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Business Tips....

Where Can | Go For Help?

TheU.S. Small Bus nessAdministration hasofficesin nearly every
major city inthe country. SBA'soperatesthetoll-free” Answer
Desk” at 1-800-8-ASK-SBA (1- 800-827-5722), to givecallers
direct referral to appropriate sources of information. Sponsored by
SBA areavariety of counselling, training andinformation services
including the Service Corpsof Retired Executives (SCORE),
BusinessInformation Centers(BICs), Small Business Devel opment
Centers (SBDCs) and Women's Business Centers (WBCs). In
addition, procurement center representatives can befound at each
major military installation. Morethan 2,700 chambersof commerce
arelocated throughout the country to provide additional assistance.

What Do | Do When I’'m Ready?

You havedoneyour homework: you have acomplete businessplan;
you know where you want to operate; you know how much cash
you will need; and you have specificinformation on employee,
vendor and market possibilities. You now may want someoneto
look over your plansobjectively. Contact the business department at
alocal collegefor another opinion. A SCORE representative at the
Small BusinessAdministration can aso review your work and help
withthefinetuning. Then, when you have madethefinal decisionto
go ahead, itistimeto call thebank and get going. Good luck!

All of SBA'sprogramsand servicesare extended to the publicona
nondiscriminatory basis.
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Lies and Misinformation

by: Peggy Munroe
NEBA Board Member

“Liesand misnformationwin
again!” That iswhat thelawyer
who hel ped write the proposed
Campaignand ElectionLaw
Amendment yelled at usaswe
left the County Commission
Chambersafter speaking against
theamendment. Actudly, | think
“liesand mignformation” |ost!

An aggressiveinformation (not
misinformation!) campaignonthe
part of NEBA was probably the
primary reason that thecommis-
sionersvoted to send the amend-
ment to committee. Itwill bean
entirely different committeethan
theonethat assembled thisvery

bad proposal. If weever seethis
amendment again, itwill beinan
entirdy different form.

Youdl gotthee-mailsandfaxes,
soyou know thegist of theamend-
ment. Our e-mallswerefactud, based
ontheonly draft avallable. Therewas
agreat ded of confusonamongthe
proponentsabout the $5.00 per
petition card requirement. What we
did not know earlier, wasthat one of
theproposdsfor payingfor campaign
financing caledfor al%surchargeon
contractsof any for-profit busnesses
doing busnesswiththecounty. They
werequite proud that thiswould not
cost thetaxpayerd (I haveabridgein
Arizonal wouldliketosdl thembut |
doubt any of themwould talk tome.)

Theproponentscontinually tried

to make corporationsand busi-
nesses|ook evil. Seemed rather
strangeto methat we are so bad
but they had no problemwith 527's
and CCE’scontributing to cam-
paigns. |dentitiesof corporations
and businessownersareamatter of
publicrecord, but thoseentitiesare
completely anonymous.

| learned first hand the power of
e-mail. Thosee-mailstook onalife
of their own, being forwarded and
re-forwarded! But it wasthe
responsefromyou, the members of
NEBA, whowroteand called your
commissioners, who hadthe
power! Thank you all. Together we
triumphed over something that
would have been devastating tothis
community.

Sraw Poll From Our

L eon County Tax Collector
Paul Blackburn- 7
DorisMaoy-5

Don Pumphrey- 30

City Commission- Seat 2
Andrew Gillum- 13
AllenTurnage- 11

D. J. Johnson- 2

L eon County
Superintendent of Schools
Bill Montford- 36
PatriciaSunday-2

July/August M eetings

L eon County Supervisor of
Elections

Raymond Malloy-3 (Withdrawn)
lon Sancho- 30

School Boar d- District 2
LorraneAllen-0

James“Art” Beveridge-0
Dee Crumpler- 27

School Board- District 4
John Gladden-7
FredVarn-19

Rosa Freeman Lovett-0
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