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The Cost Effect
Road —

Are we there yet?

It was about this time last year, September 16" to be exact,
that we witnessed a stock market crash, fueled by subprime
loans and the credit default swaps issued to protect these
loans. This debacle quickly developed into a global crisis,
resulting in a recession, which we are continuing to suffer the
effects of today.

Although we are beginning to hear talks of “green shoots” and
the beginnings of a recovery, is there really any way to know
how long it may take and when we will get there? After much
discussion about how the economic problems affect
relocation, and how to adjust to the “new normal,” what do we
do now?

It doesn’t matter if you are a human resource professional, a
realtor, a mover, or a banker, you can do one or more of the
following three things to help your company and its employees
through the recession.

Be the number one customer service provider in your market.
Gather the necessary information needed to determine what
drives customer satisfaction. Once you have it, train every
employee and set the expectation that customer service will
be your top priority. Why allow customers or prospects to get
lost in an automated phone system? Answer the phone with a
warm and friendly voice ready to help. | can guarantee it will
make a difference to the prospective customer or the
employee on the other end of the phone. Who wants to go to

work for a company full of moody people? Companies
with exceptional customer service will attract quality
people who are bent in that direction. Companies that
provide exceptional customer service can increase their
market share even in a shrinking market; taking that share
aware from someone else. If you want some ideas, Ed
Horrell's book The Kindness Revolution is loaded with
great examples. (Horrell, 2006)

Take advantage of every revenue opportunity. In reality,
number one and number two go together. Every person in
the organization is a salesperson. Teach your people how
to recognize a selling opportunity. Most clients will give
you this information if you listen carefully. Make sure your
front line workers learn to recognize and know where and
how to communicate these opportunities. If your company
has multiple products or service offerings, your staff
should be familiar and able to discuss all of them with your
clients. Many of us get really comfortable in our area of
expertise and don't take the time to learn about other
products within our company. Learn them, be prepared to
discuss them and you’ll be prepared when the opportunity
comes.

Eliminate waste and cut costs. | know most companies are
in a downsizing and cost cutting mode right now. Make
sure all personnel are participating in this effort. Many of
the cost cutting successes in any company were the result
of ideas presented by rank and file workers. Solicit ideas
from your employees and then act.

Focus on practicing these three simple ideas within your
department, division, or company. The key is to get your
entire organization on board. Your employees will
appreciate being part of the solution. We all want to
believe we’re making a significant contribution to the
success of our company. And, who doesn’'t want to feel
appreciated. If the entire team participates, weathering
the economic storm will be more likely, and a lot more fun.

As you continue down the cost effective road, remember
what the former football coach Lou Holtz said, “Always do
the right thing, give your very best, and show people you
care.”

Works Cited Horrell, E. (2006). The Kindness Revolution: the company-
wide culture shift that inspires phenomenal customer service. New York:
AMACOM. Johnson, P. (2009, September 21). Walking Our Way Out of
Recession. Forbes , p. 17.
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July Meeting a Great Succeagate Kelly-Dilts

The focus on NTRP's July 16th meeting was to carry on our theme this year; finding the right road for cost effective
mobility solutions. From the premise of the April meeting where our corporate members shared their insight, ser-
vice provider leaders prepared attendees with insight into delivery of relocation services, cost management and
strategic plans to keep their companies on track for the future. The panelists addressed a series of prepared ques-
tions and included key points impacting their business.

Ted C. Jones of Stewart Title Company provided details of economic trends; proof that change is required. His
predictions of future tendencies caught everyone's attention. While the economy impacts each business differently,
the details of the trends were enough to make everyone save costs where-ever possible.

Dennis O'Gara of Altair shared his insight into relocation management. He sighted important components of ser-
vice delivery, costs savings, and staffing with appropriate caseloads. With homesales taking longer to completer, it
is important to be aware of these trends and the resulting service delivery. More attention than ever needs to be
paid to Marketing Assistance in an effort to effect a sale.

Anne Bartoloni of Wells Fargo Home Mortgage informed the audience of the recent mortgage lending changes dic-
tated by new legislation. The mortgage process, documentation and even communications will be modified to com-
ply with the new regulations. Those managing relocation from every aspect will be impacted. The new regulations
are challenging to some but are in reality a return to more standard underwriting practices.

Dan Robertson of North American Van Lines informed the group of the changes to household goods ship-
ments. Challenges from gas prices to tariff changes have impacted the industry. Training for drivers has become
key to the service excellence of this important part of moving.

Nesa Grider of First Preston Realty described the recent trends as positive in the Texas area. Because Texas real
estate values have been more steady, transferees leaving the area or arriving in Texas find they don't have the wild
value fluctuations to worry about.

The panelists all shared insight into the flexible and innovative service deliveries as they adapt to "the new
norm". This requires a positive service attitude, managed energy and leadership. NTRP thanks them for their in-
sight.
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Ruthie Polk — CRP, GMS, Real Estate Broker
May 22, 1948 — July 25, 2009
By Sandra Ehlert

On Saturday, July 25", 2009, it was with great sad-
ness we learned of the passing of our wonderful friend
and Past President of NTRP, Ruthie Polk. Many of
you knew Ruthie as an enthusiastic NTRP Board
member but many may not be aware she was one of
the founding members of Dallas Women in Relocation
which eventually evolved to become NTRP. Ruthie
was a tremendous leader of ExcellerateHRO and had
been a well known relocation professional locally and
nationally for many years. She was also a dedicated
golfer and member of Stonebridge Country & Golf
Club. Ruthie was diagnosed with leukemia earlier this
year. She had bravely faced many months of chemo-
therapy and bone marrow surgery, always with a smile
and positive outlook. Many of us followed her ongoing
efforts to battle this disease by checking in on her of-
ten humorous yet insightful updates on her Caring-
Bridge website. One particularly moving piece she
wrote can still be found on:
www.celebratingpittsburgh.com/ruthie.html

An emotionally moving service was held for Ruthie on
Saturday, August 8™ at the Stonebridge United Meth-
odist Church. We will always remember Ruthie for
her wonderful smile, willingness to help in any way,
great yet subtle sense of humor and especially for her
wonderful wit and creativity. In her memory, NTRP
has donated to the Living Strong (Lance Armstrong)
Foundation, CaringBridge and Worldwide ERC. We
will miss her dearly. Our hearts go out to Ruthie’s fam-
ily who have been steadfast in their devotion and love.

Al Blumenberg, VP NEI Relocation and President

of World Wide ERC Addresses NTRP
By Lynn Grimes

At the September NTRP meeting the NTRP members
were honored with an address from Al Blumenberg.
Al's comments were both insightful and amusing. He
began with a recap of information obtained from
WWERC corporate members in response to a recent
survey. It was of little surprise that the majority of re-
spondents indicated a drop in relocation activity and
anticipated further drops in the near term. Companies
also indicated by a 51% margin that they are in hiring
freezes except for the most critical employees. Of
those transferees, corporations are seeing a moderate
to major reluctance to move. Most companies respond-
ing (70%) noted changes to their policies, primarily
around marketing requirements.

Al encouraged us all to adapt to the “new normal” by
regrouping and applying skills wherever they are
needed. For instance he noted that sales people are
relearning how to sell again, people are learning from
recent experiences so that they will be smarter in the
future and in general this is a time to hone our skills, He
advised us to be flexible, to lighten up and to stay con-
nected to our colleagues and profession. Al noted that
now is a great opportunity to transform, not just to im-
prove.

Al's comments were informative and realistic while
staying positive. He was warmly received by our NTRP
members.
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Fun Photos from Many Events
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ERC Tidbits by Denise Tyler

We are looking forward to the Global Workforce Symposium October 7-9, 2009. The realities of

today's economy have led to tough decisions for companies and individuals alike. It is essential

to have the right people in the right place at the right time. Making that happen is what work-

force mobility is all about. By attending the Symposium you will gear up for what is becoming the new "normal" in
this constantly changing business environment.

As always, there will be great fundraising activities. Did you know that the Foundation has donated more than
$170,000 since its inception to help those less fortunate? This year, there will be a LIVE Auction and bidding frenzy
after the Opening Reception on Wednesday evening, October 7, from 10:00 -10:45 p.m.! Attendees will have the
opportunity to walk away with such fantastic items as signature jewelry, 100,000 American Express Points; a
Neiman Marcus Gift Certificate; a round of golf at Robert Trent Jones!; an iPod POWER PACK; a select case of
wine donated from Worldwide ERC® members' collections; and a case of private label Cabernet Sauvignon

The second event involves a little exercise! Friday morning, October 9 from 7-8 am there will be a walk to benefit
the Foundation and Lydia Home, a unique community organization that promotes family care and safety in the Chi-
cago area. .Even if you cannot attend this years' Symposium, you will be able to participate by going online at
https://www.worldwideerc.org/Foundation/Pages/ssl-Foundation-Walk-Registration-Form.aspx. And take a look at
the rising donation totals at https://www.worldwideerc.org/Events/Pages/2009-foundation-walk.aspx.

Thanks to our NTRP Sponsors
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THANK YOU to the membership for their participation in our
Outreach efforts to support Adopt A Platoon's Operation
Crayon. Thanks to the contributions we were able to ship 149
pounds (or 10 boxes) of supplies to the efforts in Iraq.

The chaplains on post already run a small program where they
go weekly to schools to give out items to local children. The
chaplain mentioned how short they are on items to bring to the
schools. They have lots of volunteers to help package items
and to go and deliver them, but until now, had nowhere near
the quantity needed.

This collection drive truly made a difference..

North Texas Relocation Professionals is a network of relocation profes-
sionals from all sectors of the relocation industry, including corporations,
moving companies, real estate and mortgage firms, relocation manage-
ment companies and other service providers in the industry. NTRP is
committed to networking, education, and support of its members. How-
ever, our happy hours, dinner meetings, breakfasts and general meet-
ings do not provide opportunities to solicit members, guests, or guest
speakers for business or appointments. NTRP adheres to a strict non-
solicitation rule that we kindly ask our members and guests to honor. If
you have questions regarding this rule or would like clarification, please
contact any of our board members for additional information.
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A forum for education designed for professionald tie mobile workforce they represent and serve.

Mark your calendars
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NTRP’s Outreach Organizations

Attitudes & Attire™ is a non-profit agency
dedicated to promoting personal growth for
women seeking self-sufficiency. Our program
provides the tools that raise self-esteem, pro-
mote ethics and build the confidence neces-
sary to succeed in the workplace.

Austin Street Centre
Provides emergency shelter and related ser-
vices to the homeless.

T $% && '(*$

+

How Did We Like It?
Evaluation results from meeting

The Survey Monkey evaluations received from our
July meeting were unanimous in their 100% satisfac-
tion with the meeting. Comments received included:

"l was very impressed with the panel and the crowd!"

"This meeting, and previous meeting, were the best
meetings ever!"

"Great job - one of the best | have been to"

"The economist was a nice twist. | enjoyed hearing
his perspective and forecast of our market"

"Usually, panel members are boring and | dread sit-
ting through them. HOWEVER, this panel exceeded
my expectations! They were all informative, energetic,
and provided useful information - thank you!"




