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Upcoming Events
of Interest

Dealers of Tomorrow
Workshops:

* Aug. 5-6 - Emporia, Kan.

¢ Oct. 14-15 - San Antonio, Tex.

Mark your calendar and look for
more information on these workshops
in the coming weeks.

South Western Association
PO. Box 419264

Kansas City, MO 64141-6264
Ph: 816-561-5323, 800-762-5616
Fx: 816-561-1249

WWW.Swassn.com

Is your dealership receiving e-mail
[from SouthWestern Association?

If not, send us your e-mail address.
We will forward important
Association correspondence to

your attention via e-mail. Please
register your e-mail address at:
www.swassn.com/register-email.htm

ASSOCTATION

Training that’s just as needed, just enough, just on time and

just right®

SouthWestern Association
Education Trust

SouthWestern Association has introduced a new program - The SouthWestern
Association Education Trust. This program makes it possible for dealers to train
their entire staff quickly and efficiently without ever leaving the dealership.

Nearly 100 courses are available in categories such as:

* Selling skills

* Negotiation

* Leadership

* HR Compliance
* Safety

* Operations

* Administration

* Customer Service

Programs can be used for training, coaching, refreshing learning, performance
support, promotion paths and meetings. These courses are available on your com-
puter 24 hours a day, seven days a week.

Here’s How it Works...

Members purchase a subscription to the SouthWestern Association Online
Campus. Pricing is based on the number of employees at all your locations. Then,
all your employees will have access to the campus materials. We'll issue a unique
password to each staff member.

SouthWestern Association will help you set up a curriculum for new hires or
specific positions. And, you can identify those who are motivated to excel by their
campus activity. If you identify someone youd like to develop into a manager, you
can set up a curriculum of courses for that person to help them transition into their
new role. In addition to campus access for your employees, subscribers also receive a
discount on other Association seminars such as Dealers of Tomorrow seminars and
on-site seminars that you arrange with campus faculty.

As the campus grows, industry specific courses will be developed featuring such
popular and well recognized experts as Bill Sharp, Bob Janet and others.

Proven Results
Real companies similar to yours have shown outstanding results by using online

campus technology. One company with 175 employees got these results over an 18-
month period:

* Increased sales and profits

* Reduced product returns by 10%

* Improved customer and employee satisfaction

* Reduced employee turnover by 33%

* Reduced training costs

* Compliance with state and federal law
Continued on next page



SouthWestern Education Trust
Continued from page 1
Member Price

# of Full-Time Employees Annual fee
0to9 $1,000
10 to 24 $2,000
25 to 49 $3,500
50 to 99 $7,500
100 to 199 $10,000
200 to 399 $12,500
400 & up $15,500

Special “Early-Bird” Offers

¢ Enroll between March 1 and June 30, 2008 - Receive a
25% discount prorated for the balance of 2008. Receive a
15% discount for 2009.

* Enroll between July 1 and December 31, 2008 - Receive a

15% discount for the balance of 2008 and 2009.

In addition, all trust participants receive a 10 percent

discount on other education programs, such as Dealers of
Tomorrow seminars. For more information, contact Olivia

Holcombe at SouthWestern Association - 800-762-5616,

WWW.SWAssn.com
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The FEDERATED Insurance Companies
Home Office: 121 East Park Square * Owatonna, Minnesota 55060
Phone: (507) 455-5200 - www.federatedinsurance.com

Get it measured...
Get it FIXED!

Charter Software
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We give you the means to measure your
dealership’s profits and losses, AND the
tools you need to fix your trouble spots.
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SOFTWARE INC.

True Windows-Based Business Management Software for Equipment Dealers

www.chartersoftware.com 303-932-6875
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Regulatory News

Employer-Paid PPE - Effective Now

ersonal Protective Equipment (PPE), with a few ex-

ceptions, must be provided at no cost to employees.

The rule does not require employers to provide PPE

where none has been required before. It just means
the employer must pay for PPE that is already required to be
worn.

Many OSHA standards require employers to provide their
employees with personal protective equipment (PPE). Such
equipment is necessary to protect employees from job-related
injuries, illnesses, and fatalities. OSHA standards that require
PPE generally state that the employer is to provide such PPE.
However, some of these provisions do not specify that the em-
ployer is to provide such PPE at no cost to the employee. /
this rulemaking, OSHA requires employers to pay for the PPE
provided, with a few exceptions listed below.

The final rule became effective on Feb. 13, 2008 and em-
ployers must be in full compliance with the rule by May 15,
2008.

The final rule contains a few exceptions. Employers are
NOT required to pay for:

* Regular safety-toe protective footwear (steel-toe shoes
or boots)

* Regular prescription safety eyewear

* Ordinary clothing (long sleeve shirts, long pants,
sturdy work shoes)

* Weather-related gear (rain gear, cold weather gear,
sunglasses, sunscreen)

* Dust masks/respirators used under the voluntary use
provisions

* Shoes or boots with built-in metatarsal protection that
employee requests to use instead of the employer
provided detachable metatarsal guards

* Logging boots

¢ Lineman’s boots

Employers ARE required to pay for PPE where PPE is

required to be worn (including, but not limited to):

* Hard hats

* Goggles, safety glasses, face shields (non-prescription)

* Hearing protection

* Protective gloves (from abrasions chemicals, etc)

* Respirators

* Fall protection

* Welding PPE, including masks, aprons, and gloves

* Rubber boots with steel toes

* Prescription eyewear inserts for full-face respirator

* Prescription eyewear inserts for welding and diving

helmets

* Fire fighting PPE

* Medical/laboratory PPE

* Reflective work vests
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Employee-owned
PPE

Employees may pro-
vide adequate protec-
tive equipment of their
own, but employers are
not required to reim-
burse the employee for
the equipment.

Replacement PPE
Employers are NOT required to pay for lost or intention-
ally damaged PPE. Employers DO pay for replacement PPE

when the original item wears out.

Definition of Employee

Employees include: full-time, short-term, temporary, piece
workers, seasonal workers, labor pool employees, and transient
employees. Self-employed independent contractors are not
included in this rule.

More Highlights of the Rule
* OSHA refused to exempt “high turnover” industries
* OSHA anticipates that this rule will result in more
than 21,000 fewer occupational injuries per year
* 24.9 million U.S. workers under OSHA jurisdiction
wear PPE:
11.3 million wear non-prescription safety
eyewear
9.2 million wear abrasion-resistant gloves
6.5 million wear goggles
5.8 million wear chemical-resistant gloves
5.7 million wear hard hats

OSHA said employers in nearly all industries already pay
for 96.5 percent of their workers’ PPE, with the chief excep-
tion being foot protection at 50-55 percent. Steel-toe footwear
is this final rule’s biggest exemption. Basic PPE for the hazards
at hand is all employers must pay for. All five OSHA indus-
tries — general industry, construction, shipyards, longshoring,
and marine terminals — have the same rule taking effect at
the same time. Self-employed independent contractors aren’t
covered. When a different OSHA standard specifies whether
or not the employer must pay for specific equipment, that
standard shall prevail.

Source: Regulatory Consultants, Inc. (RCI). Please contacr RCI
at 800-888-9596 if you need additional information or have
questions.



Insurance Corner

Preventing Injuries

By Mike Jenkins, Federated Insurance Co.

Have you thought of partnering with your insurance car-
rier to control workplace injuries? Insurance companies handle
thousands of injury claims every year. They can monitor
industry loss data and analyze frequency and severity of injury
types.

The benefit in working with large numbers is that the re-
sults are more reliable and can help identify specific areas that
need attention. For instance, Federated’s claims data for the
year 2006 identified the most frequent “part-of-body” injuries
and the most frequent causes as shown below.

Three most frequent “part-of-body” injuries in 2006:
* Hand and fingers - 23.4 percent
* Back - 13.9 percent
* Eyes - 8.62 percent

Three most frequent causes of injuries in 2006:
* Strains - 28.4 percent
* Slip or fall - 16.3 percent
* Cut, puncture or scrape - 16.0 percent

Federated has conducted claims studies for several years
and has developed “packaged programs,” including industry-
specific packages, to address a wide range of safety topics.
Most packages contain a video and related printed material
to help business owners or managers conduct safety meet-
ings. The packages are available to insured businesses free of
charge. Printed materials are yours to keep, but we ask that the
videos be returned within four weeks, using the pre addressed,
postage-paid mailing box provided. For a list of topics or to
order a package program, call Federated’s Safety Topics line or
order online by logging in at federatedinsurance.com. After
all, doesn’t it make sense to partner with the same people in
preventing accidents that you will work with if an accident
occurs?

Call Federated’s Safety Topics line at 1-800-838-1760 to
order Risk Management Packaged Programs.

* Data based on Federated Insurance workers compensation
claims incurred for calendar year 2006.
This article was provided courtesy of Federated Mutual Insurance
Company, your associations recommended insurer.

The Time is Now! Start 2008 off right...
Enroll in the Dealer Candidate® Course

New Class forming now...

Harrisburg, PA - March 11-12, 2008 Deale/rZIandidatem Course

Dealers are looking for ways to pass progressive operational, financial and
personnel management techniques on to their replacement, branch managers
and other key leaders. But for most dealers, there is simply not enough fime
in a day to take on such initiatives. In 2008, let JCC train them -- so you don’t

have to!

-/

The Dealer Candidate® Course is fraining for existing dealers, general managers, location managers,
prospective management and other leadership personnel in the deadlership. Students aftend 2-days, three
fimes per year for two years with the option of a third year advanced course. Homework and on-the-job

exercises are in place for measurable accountability.

Fax: 618.435.4611

Call Jerkins Creative Consulting ot 618.435.37 39 today to enrall,
LIMITED TO 30 STUDENTS PER CLASS!

o
erkins

CREATIVE CONSULTING

1002 Vale Street « Benton, IL 62812
www.jccservices.com
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Dynamometer Needed Watch for Equipment Dealer ADA

Assessment
SWA member in Missouri is in need of a used y
A-W Dynamometer in good or excellent condition that A Dealer S C ha nce to Make a
measures up to 450 hp. Difference

The SouthWestern Association is encouraging your par-

[fyou have a dynamometer you would like o sell, please ticipation in the Equipment Dealer ADA Assessment. The

contact: ) . . . . .
assessment (questionnaire) will provide valuable information
) to NAEDA about the potential effect of new Americans with
Mike Meyer Disabilities (ADA) regulati dealership and busi
Meyer Implement Co. isabilities regulations on your dealership and busi-

Bowling Green, Mo. ness.

573-324-5261

Your response to the questionnaire will be confidential and
used only in the aggregate to determine the overall effect the
new proposals have and help NAEDA counsel prepare com-
ments for consideration by the U.S. Department of Justice.

The questionnaire is long (130 questions). However, the
data we need to measure the potential costs and effects of the
new regulations requires information. Responses will be con-
fidential. Only the data will be used for analysis by association
counsel. We will not retain respondent names, e-mails or other
identifying information.

The assessment is key for SouthWestern Association and
NAEDA to prepare a proper response to these new regulations
and we hope you’ll complete the survey when it arrives in
your email. If you have any questions, please don't hesitate to
contact SouthWestern at 800-762-5616.

Save Mone*

Technician Training Program

SouthWestern Association has partnered with OSU-
Okmulgee to establish a technician training program for
equipment dealership technicians. Students enrolled in the
program are sponsored by equipment dealers in the South-
Western Association territory.

For more information on the program contact: Tag Webb,
SouthWestern Association Regional Manager - 918-232-2830;
Steve Doede, OSU-Okmulgee Dept. Chairman - 918-293-
5392 or Jeff Flora, CEO, SouthWestern Association,
800-762-5616.

4
#,

with credit card solutlon§
that reduce costs

NOVA Information Systems, the endorsed payment
processor of NAEDA, invites NAEDA-affiliated dealers to

Membership Benefits Include:

take advantage of the lowest program rates in years. Even if
you're using another payment processor, call us for a FREE
rate comparison.You have nothing to lose but higher fees.

For information, please call 800/546-1831, send your busi-
ness and contact information by e-mail to merchantinquiry@
novainfo.com or fax to 800/799-3984. Please mention source
code 82093.

@ Helping Dealers Succeed Nmﬂ-‘N' WORK
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v/ Competitive Rates

v/ NO Application Fee

v/ NO Annual Fee

v/ NO Equipment Reprogramming Fee

New Value-Added Features:
v Electronic Check Service
v Gift Card Program

The NOVA Network Offers:

v Processing of all major credit cards

v/ PC, Internet and terminal applications
v/ Online reporting

v/ 24/7 customer support



SOME SEE 33 BALES OF HAY. WE SEE A FORAGE HARVESTER,
A HAY RAKE, A TRACTOR, A BALE WAGON AND A BALER.

Mo pun intended, but finding a way 1o make inventory financing available
and attractive to farm equipment dealers has been our bailiwick for over
40 years, Today, we have inventory financing relationships with over 1,300

manufacturers, distributors, and dealers who rely on our:

* Seasoned industry professionals

# Flexible credit lines and payment rerms

* Userfriendly on-line account management and inventory reporting sysrems
* [nsurance protecrion with monthly rare adjustments

* Financing ranging from $350 thousand to over $10 million

Bottom line, if you want a lender who sces your business the same way

you do, call us toll-free. We'll help you reap the most from what you sow.

Textron Financial. Lending belp beyond expectations.

TEXTRON FINANCIAL
Agriculture Finance

Chad Edward Corsi = Vice President of Markering ® 1630 Des Peres Road, Suie 300 = St Loais, MO 63131
Office 314.957.3124 » Fax 314.957.3196 = Mobile 314.707.1653 » Websire www.rextronfinancial comfag

P L Endorsed by the SonthWestern Assockation
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Fed e I'a| Leg iS I ative U pd ate Source: North American Retail Hardware Assoc.

Bush Signs Stimulus Bill The Senate Republican Policy Committee also had ideas

Individuals will be getting tax rebates; businesses can take  for additional stimulus legislation. Suggestions include a
bigger deductions for business investment. Those are the ma-  permanent extension of 2001 and 2003 tax cuts, tax credits
jor provisions of an economic stimulus bill signed by President  for certain home buyers, longer net operating loss carryback
Bush. periods and estate tax reform.

The intention of the legislation is to give tax rebate checks
to anyone who had earned income or tax liability in 2007 plus New Law Expands FMLA Benefits
a bonus for each dependent child. Special provisions assure Bush also signed a defense authorization bill that expands
that senior citizens on Social Security and veterans who receive unpaid Family & Medical Leave Act (FMLA) leave to family
disability benefits receive rebate checks. Rebates will be phased  members of military service personnel on active duty or in
out for high income taxpayers. need of care after being wounded in combat.

The Internal Revenue Service (IRS) plans to begin issuing
the rebate checks as soon as the
current tax filing season ends, start-
ing in early May. Although the IRS
will send the checks automatically,
they will be based on tax filings for
2007. Acting IRS commissioner
Linda Stiff said that tax filers must
have a Social Security number to
receive a rebate and that individu-
als who are not normally required

—
to file a tax return must do so this
year to receive the rebate. _ ~ -
=
Businesses can take advantage = : -
of one-year tax incentives for /':_F, =

equipment bought after Dec. 31, == =

2007, and placed in service during / o
2008. The Section 179 small busi-  # ™~
ness expensing limit is increased :’f’/;, o
to $250,000 and the phase-out ”:J e /.r"" '
threshold to $800,000 for this " £,
year. Businesses can also expense | 2
50 percent of the value of new
equipment put into service this
year.

In an effort to help the housing
market, the bill temporarily raises
the limit on government sponsored
or insured loans to $729,750.

Senators are already lining up

There’s no denying that you've worked hard and sacrificed a lot for your business.

for a second — or maybe a Now it’s time to get your life back and take control so you can run your business,
third — stimulus bill. Senate major- instead of your business running you.

ity leader Harr y Reid (D-NV) Spader Business Management offers innovative solutions like Total Management 1 and 2
said Democrats would move on a workshops, 20 Groups, and consulting programs that can take your company to new

. levels of performance and improve life-work balance for you and your employees.
second bill as soon as they returned P b ' ) .

from a week-long Presidents” Day
recess. The next bill, according to
Democratic leaders, would con-
centrate on providing relief for
homeowners facing foreclosure.

Which ultimately allows you to work on your business instead of in your business.

For more information and to see what Spader can do for you, visit spader.com, or call

800.772.3377. You and your family will be glad you did.

business management

PO Box 2820 / Sioux Falls, SD 57101-2820 / spader.com / info@spader.com
800.772.3377 | 605.339.3616 / fax 605.339.4229
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Quoting Service Jobs to Customers
By John Walker, President, After Market Services Consulting Co., Inc.
Look For John Walker as a future trainer for the SouthWestern Association On-Line Campus

ver the past several years we have seen an in-
teresting trend taking place in the equipment
industry. More and more equipment dealers
of varying sizes and lines of equipment are
quoting service work versus the old form of
estimates based upon an hourly labor rate and flat rating jobs.
One of our clients is today quoting 69 percent of his service
business and is looking to top out at 85 percent. He refers to

this quoting as “Technology Based Service Pricing with Stan-
dard Rates.”

Standard-Rate Labor Pricing

We are also glad to hear that many manufacturers have
taken an interest in having their dealers’ flat-rate their service
to customers. Many have worked with their dealers to develop
standard hours for standard jobs. They have also promoted the
idea of recruiting, hiring, and retaining more qualified techni-
cians with pay-for-performance programs developed around
the technician’s overall productivity.

In the past when we mentioned “flat-rate” to dealers they
would roll their eyes and tell you that they are not in the auto
industry and that “flat-rating” is somehow manipulating the
customer’s charges. At any rate, dealers have always come up
with negative answers too numerous to count.

We have boiled down the answers and have come up with
two basic reasons equipment dealers steer clear of flat-rate
labor pricing. (We prefer to call it standard-rate labor pricing.)
One is that it is just too hard and time consuming to develop;
and, second, technicians will be measured (and paid) against
specific standards and they (technicians) may object or fear the
results.

The first point a successful dealer will
recognize is that the shop has only one
thing to sell and that is TIME! Selling time
is quite a bit different from selling a part or
a product.

A review of the equipment dealer’s Cost of Doing Busi-
ness Studies continues to show their shops are losing money.
Long ago successful dealers began to ask why, and then
began to make changes that would curtail their shop losses.
The first point a successful dealer will recognize is that the
shop has only one thing to sell and that is TIME! Selling
time is quite a bit different from selling a part or a product.

What you don’t sell today in your parts department, your
sales department can sell tomorrow in various quantities. On
the other hand, what service hours you don’t sell today cannot
be repackaged and sold tomorrow in any increased quantity.

What your dealership buys is eight hours a day of a
technician’s time. Each employed technician represents 2,080
hours per year. This figure is not affected by inflation, your la-
bor rates or the competition’s labor rates. What the dealership
markets and bills out is what is sold. If this paid out time is
not sold today, it cannot be carried over and sold the following
day. It becomes a service paid for but not billed out to recover
the cost.

Selling Time in a Dealership

Time is different from anything else that is sold within an
equipment dealership. 1) It is a highly perishable
product - time purchased today, but not sold today can-
not be sold tomorrow. 2) It varies in cost by technician, and
any hours billed over eight hours a day cost a premium. 3)
Every day your Service Manager repurchases your inven-
tory of time. 4) Eight hours a day per technician determines
your dealership’s daily inventory of time. 5) The professional
Service Manager therefore, will maximize his marketing effort
to maximize the number of hours billed versus those hours
that are purchased. 6) Hours not billed or hours that do not
produce revenue for those hours purchased do not benefit the
department or the dealership’s profitability. 7) Therefore, it is
imperative for the professional service manager to bill out to
customers and to the sales department, the maximum number
of hours purchased.

Recovery rate is the percentage of hours purchased from
technicians that your dealership is able to resell to customers
and to other departments of the dealerships. At best, a typical
equipment dealer charging an hourly labor rate can only bill
80 percent to 85 percent of his cost of labor. The remaining
15 percent to 20 percent is generally found to be vacations,
holidays, training time, sick leave, etc.

A Measure of Productivity

If, at best, an equipment dealer can achieve an 80 per-
cent to 85 percent service billing efficiency, why doesn’t the
dealer look to methods whereby he can do even better that 80
percent? Particularly given that most aren’t even achieving the
guideline of 80 percent.

“It is too difficult to establish flat rates and our industry is
totally different from the automotive industry. There are too
many variables in the work we perform, there are too many
unknowns. The manufacturer’s flat rates won't work for us
because they are a good 20 percent below what we believe they
should be.” Continued on next page
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Quoting Service Jobs to Customers
Continued from page 8

To these objections we would answer: Without some
estimate of the time that is required to perform a job how does
someone measure the productivity of the technician perform-
ing the required service? If you don’t measure the technicians,
then you will be unable to manage the technicians! Develop-
ing flat rates or time requirements for particular services per-
formed allows a manager to measure performance. If perfor-
mance is measured, then incentive and motivation programs
can be easily established.

Productivity or an individual technician’s productivity is
a comparison of the amount of time a technician takes to do
a job against the standard time (flat time) for that particular
job. It is extremely important to recognize that professional
technicians want to be measured. They want to know how
well they do against the norm and they want to be paid for
improved performance.

Improved Quotations to Customers

The establishment of flat rates also makes it far simpler for
the dealer’s Customer Service Salesperson to provide accu-
rate and timely quotations to the customer in the field. This
eliminates the need to contact or return to the dealership to
work up a written quotation, allowing the customer to contact
another supplier in the meantime. Some will argue that this
will leave the service department vulnerable to the unknowns,
such as a rusted transmission that will take an additional two
hours to break apart. These contingencies can be handled if
it is explained to the customer beforehand that they will be
contacted in advance for approval before any work is done
that will exceed the quoted repair time.

In developing flat rate pricing, customers are charged a
specific amount for a particular job, regardless of how long it
takes the service person to do that job. The service people re-
ceive their normal labor rate for the time quoted to do the job.
If the job is flat rated at four hours and the service person does
the job in two, the customer is billed for four hours and the
service person is paid for four hours. If the service person takes
five hours to do the job, the customer is billed for four hours.

If the technician performs the work in two hours and the
customer is billed for four and the technician is paid for four,
but the job requires some re-work, the customer is not billed
nor is the technician paid for the re-work. We recommend
that the technician is allowed to “bank” hours where he beat
the standard time, and when the technician exceeds the stan-
dard time the hours are deducted from the bank. This puts the
pressure upon the technician to 1) beat the standard and 2) to
make sure that the work is performed correctly.

Ed Walsh, one of the industry’s best known service con-
sultants, identified yet another reason why equipment dealers
hesitate to institute a flat rate system in their service depart-
ment. Ed calls it the fear of the unknown. Many technicians
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have a fear of the system despite the fact that none of them
have worked with the system. These technicians never having
worked with a flat rate system, can all tell you of someone who
told them the horrors of the system.

Ed states that when flat rates are used as originally intend-
ed, the average dealer will have results as follows, relative to
the compensation to the technicians:

Eighty-one percent of the shop jobs will be profitable.
Thirteen percent of the shop jobs will be at a loss.
Six percent of the shop jobs will be at break even.

These percentages should indicate to your technicians that
all service work will not be profitable and that the exceptions
should not condemn the system. Experience and hard working
technicians will beat the flat rate most of the time. Those that
cannot meet the flat rate will require further specialized train-
ing. If the system and the technicians are properly monitored,
necessary courses of action within the department can be
taken.

Experience and hard working technicians
will beat the flat rate most of the time.
Those that cannot meet the flat rate will
require further specialized training.

Change is inevitable for the successful service department
of the future. If your dealership is not ready for a flat rating
system, you might want to consider a pay plan for technicians
based upon productivity.

Under this system the technician is paid an hourly wage
based upon his actual productivity. As an example, if his start-
ing productivity is 50 percent, his hourly wage may be $15.
When he achieves 55 percent productivity, his hourly wage
increases to $16.50, at 60 percent it may go to $18.60. The
point being that the technician is receiving pay increases based
upon a measurable goa



