CEO COORDINATORS OFFICE

NE Region to
Meet in PA
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CEO ANNUAL MEETING
FEBRUARY 15-18, 2005
TAMPA, FL

The CEO Board of Directors and the CEO Annual Meeting
Committee have selected the Crowne Plaza at Sabal Point
in Tampa for the next Annual Meeting. The room rate at the
Crowne Plazais $139 Single/Double. Concierge floor, Jr.
Suites and Suites available; the Presidential Suite has two
bedrooms. Many amenities are available, among them are
free parking; free shuttle to and from the airport; free shuttle
to the nearby brand new Hard Rock Hotdl & Casino; piano bar
in lobby; heated pool; tennis courts; golf nearby; 10 minutes
from Busch Gardens; 15 minutes to any beach; high speed
internet in every room; each room has a bal cony, and much
more.

Look for much more information plus a program outline at the
beginning of August.

HIT YOUR REFRESH BUTTON
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This article was inspired by a conversation with Larry Kinder
who called and tried to help me when Outlook Express was
kicking my butt. As usual the conversation meandered and
we got to talking about sales.

Larry's business went from barely growing to dynamic when
his lovely wife Angela joined him in the business about five
years ago. Larry said, "I'd gotten to a point where | did a
guote over the phone said, take it or leave it. My wife really
listens to potential clients, jumps in a car and drives to their
office... in short, she courts lots of new business... and

has done wonders with retaining old customers, too."

Larry's story reminded me of the positive side of change,

but as Larry cheerfully admitted... finding Angela was a stroke
of amazing good luck that most people don't ever get. Larry
actually still hasn't figured out what she sees in him, but he
knows how to count his blessings!
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UPDATE ON OTHER
CEO PROJECTS
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Most of us reach a point where we desperately need to hit our
own "refresh” buttons... but unfortunately carbon based life
forms don't come equipped with refresh buttons. (OK fellas....
get your minds above the equator, please! A refresh button
has to do with the BRAIN!)

So, what are some good refresh buttons?

1) Raise Rates - even if you "thin the herd" by losing a few
customers, you and your staff will be working less AND taking
home more money. When you raise your rates most of the
increase goes straight to your bottom line. Your costs don't
necessarily go up - and your labor cost may actually go down,
especially if you lose a high activity account. We once lost a
single account that was paying us over $1200 per month and
found that we could save 55 employee hours per week. Uh,
do the math... even at minimum wage losing this account was
a break even proposition.

If you don't raise rates, you'll eventually lose employees. No
one is happy at the thought that gasoline could be $3 per
gallon by the middle of summer, think what your bargain
basement rates are costing you. By the end of summer your
average operator will need a $10 per week raise just to pay
for the same amount of gasoline she is currently using. You
could lose great operators who will take lower paying jobs that
are closer to home.

2) Go to a CEO Meeting! (How's that for sneaking in a
commercial?) No matter how brilliant you are, other voices
who have common interests are a great source of inspiration.
3) Join, and attend meetings of your local Chamber of
Commerce, Toastmasters or any other local organization that
puts you in the company of other entrepreneurs. Not only
are the other members good prospects as customers,

but being involved with other local business people can give
you a much earlier warning regarding local conditions that
could affect your business. A marathon or a festival could
affect your employees ability to get into your workplace.

4) Attend classes, seminars and webinars - and send your
key employees to them too! Nothing makes them feel like
they are part of the business more than getting a day away
from it.... That's odd, but it's true. Often they will come back
after listening to other people's horror stories with a renewed
appreciation for their current job.
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HIT YOUR REFRESH BUTTON (Continued)

5) Train and Delegate. We all get a big thrill watching a
struggling trainee suddenly start to get it and blossom into an
all-star operator. Carry that up the organization. You may be
the biggest hotshot salesman in your organization. If you are
the only "elephant hunter" - the one who closes the deals with
the big clients - then every time you take a day off you can
guarantee that no big sales are going to happen on that day.
If you have two other people that can do run-of-the-mill sales
and you train them to be elephant hunters, then your business
has THREE elephant hunters. Think that won't inspire you.

6) Take your own business's pulse - give yourself credit for
the progress you've made. You may find that your doldrums
dissipate when you look at your current situation versus the
way things were 10 years ago, 5 years ago or even six
months ago. Just today my operations manager and | were
remembering a time when we had severe problems with
absenteeism and tardiness. We still have problem employees
and just today we failed to get one to make a commitment to
change his habits. In fact he clocked out and left with no
notice, but the GOOD news is (A) there will be no
unemployment claim and (B) ten years ago MOST of our
employees were as unreliable as this one. We will replace
him with someone with excellent phone skills and great
attendance.

7) Seek serendipity. Serendipity is a totally unexpected
result that is completely unrelated to your original goal. The
3M Corporation failed miserably when trying to develop a new
super adhesive and instead got a very weak one... then
someone put it on the back of some small sheets of paper and
the "Post-it Pad" was born. Have you ever TRIED to sell your
services to a restaurant or a beauty salon? How much would
it really cost your business to try to take reservations for a four
star establishment? Instead of always beating the bushes for
the same old customers, stick yourself in front of a totally
ridiculous prospect. You won't be expecting to close the deal,
so if you DO get a sale, you'll be higher than a kite and if you
don't... it won't depress you.

8) Consider - Remember | said "Consider" upgrading
equipment or buying another small service. If you and your
business are in the doldrums, spending big bucks for new
equipment may sound stupid - but if you can see that "the
ones that got away" for the last six months to a year chose
another service because your equipment is obsolete,
then maybe it is time to bite the bullet.
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Buying out another service will always be a stressful
experience, but it does put more money in the Kitty in the long
run. If the service you buy has poor service, your new
customers have low expectations - and once they get a
sample of your service the new clients will not only stroke your
ego, they will stroke your operators' egos too!

HOW TO CALCULATE LIFETIME CUSTOMER VALUE
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What Does CBIT Do For Your Training Program
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CBIT can use several levels and methods of
reinforcement and trainee involvement.
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()

Training:

CBIT: Toteach
operation of complex
electronic answering
equipment with unique
keyboards, to correctly
answer, process cals,
take messages, handle
emergencies, paging,
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CEO BOARD INACTION

As many of you know, the CEO Board meets regularly every first
Wednesday of each month by conference call.

What many of you may not know is that the board members are
completely engaged in representing your interests with CadCom.
To that end, the president of CadCom, Mike Dutton, participatesin
the meetings for at least half an hour each month. He updates the
board on issues of concern. These discussions between Mike and
the board are frank and open and address issues appearing on the
listserv and others. At last month’s meeting, Jack Baldwin, joined
thecall. Hereiterated to us his absolute and continued commitment
to CadCom and its customers.

Under the leadership of Kay Mills and with the help of Treasurer,
Rob Bader and staff, the board has undertaken several projectsto
streamline the operations of the association. We believe that all
systems are now up and running , but would like to hear from you if
you have any particular issues you would like addressed.

Some issues under consideration are:
Future Regional meetings, how many should we have?
Site for the 2006 Annual Meeting.
Should the association review its regions?
Would the membership support a new, improved
CBIT specifically for AccuCall?
....and more.

The Historic Joseph

Ambler Inn
1005 Horsham Road - North
Wales, Pennsylvania 19454
Phone 215.362.7500 Fax
215.361.5924




