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EDITORIAL

The year was 1959: A gallon of gas cost a quarter, Mattel 
introduced the Barbie Doll, the Los Angeles Dodgers won the World 
Series and L&L Office Supply, Inc., opened for business in Laurens, 
South Carolina. 

Lee Brouillette (one of the original L’s) had moved to South Carolina 
following his service in the Korean War as a Marine to be close to his 
wife-to-be, Barbara. Lee had come to know her when he was stationed 
in the area and the two settled in Spartanburg, South Carolina. 

Lee started out repairing typewriters and it seemed that pairing 
up with Larry Hatchette, the second “L,” to form L&L Office Supply 
was the way to go. From the beginning L&L sold the standard office 
supplies of the day, along with adding machines and typewriters. The 
two made a go of the business, but really could only afford to stock a 
few shelves in the Laurens retail store. 

After a few short years, Lee became sole owner of the business. 
Lee’s sons, Eddie, Joe and Steve, along with his wife Barbara, ran 
the business together in those early days. As their sons grew they 
gradually became more active in running the dealership. Today 
Steve and his brother Joe run the dealership; Eddie has retired. 

As March Madness draws to a close (Go Cavaliers!) 
dare we hope to look forward to a calm April in the 
office supplies industry? I fear not.

Sure, things are a little clearer with regard to the 
fate of the wholesale channel (although a good 
number of questions remain unanswered), but there 
are still a fair few changes and challenges ahead.

Buying group consolidation, trade show and 
meeting consolidation, dealerships merging or being 
bought up by the big boxes and, of course, the 
continued threat of Amazon.

If you are worried about competing with Amazon 
(I doubt there are too many of you out there who 
aren’t) and you weren’t at the recent NOPA Fly-In 
event in Washington D.C. then you missed an ideal 
opportunity to put pressure on the guys of Capitol 
Hill who will be making some pretty important 
decisions over the next few months and years that 
will directly affect how competitive the IDC can  
be with Amazon.

I understand that it is hard to get away from your 
dealerships and there’s precious little time to get 
everything done as it is. So, if you couldn’t make it 
have a look at our report on page 24. It highlights 
some of the core concerns at the moment about 
how Amazon is slowly tightening its grip by finding 
new ways to increase its market share.

The piece also echoes the words of Stacy Mitchell 
from the Institute for Local Self Reliance who pointed 
out how important it is to educate your local media 
and politicians on the value you and other local 
businesses in your area bring to your communities.

So, once again, if you couldn’t make it to the 
fly-in, start by driving down to your local town hall 
or Chamber of Commerce and explain why buying 
local add value to a community while Amazon will, 
more often than not, drain it away.

It’s 60 years of growth and success 
for L&L Office Supply
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Kennedy Office, Raleigh, 
North Carolina, has moved to 
a new location. The owners 
had sold the building where 
the dealership was based and 
it was necessary to find a new 
place of business. “Moving is 
hard and we realized how good 
a price we had on our lease,” 
said Charlie Kennedy, CEO.

The new location comes with a 
higher price, but the facility is an 
improvement over the previous 
space. “It is bigger and we will 
be able to stock more and be 
more efficient,” said Charlie. 

At almost 13,000 square feet, 
the space is about 70 percent 
larger than the previous location. 
Where the previous dock could 
handle three or four trucks 
at a time, the new dock can 
accommodate seven or eight. 
Trucks can also drive into the 
warehouse. “We run nine or ten 
trucks out of the facility, so it is 
much better,” added Charlie. 

Storey Kenworthy has acquired Rite Price Office Supply in Oelwein, Iowa. This makes 
the 12th Iowa location for the Des Moines-based furniture and office solutions company. 

The acquisition was made possible with the help of the dealership’s first-call 
wholesaler S.P. Richards. “We were contacted about this last fall and the deal moved 
forward,” said John Kenworthy, president. The area around Oelwein in northeast Iowa 
was only partially covered by Storey Kenworthy prior to the acquisition. “If all their 
customers come aboard we could get a boost of almost 10 percent,” said John. 

Rite Price was founded in 1979 by Richard Price and purchased by Tom and 
Jill Kleppe and Todd and JoDee Granberg in March of 1995. Rite Price serves 
customers in northeast Iowa and southwest Wisconsin. 

Storey Kenworthy has offered jobs to Rite Price employees and looks forward to 
them continuing to serve their customers as they have in the past. Former owners 
Todd Granberg and Jill Kleppe will continue to manage the Oelwein location. 

“Our ability to continue growing while the overall market for office products is 
shrinking reflects Storey Kenworthy’s ability to react quickly as the market undergoes 
rapid consolidation,” said John. “It underscores our unique ability to serve furniture 
and office products needs of companies large and small.” 

Winner’s Circle CONTINUED FROM PAGE 2

Iowa dealer Storey Kenworthy acquires 
Rite Price Office Supply

In 1982 a second location opened in Clinton, South 
Carolina, about 10 miles away. “We are a family owned and 
operated office products dealer offering a variety of unique 
services,” said Steve. “My brother runs the Clinton store and I 
maintain the Laurens location.” Both stores include business 
centers where color copy service, fax service and laminating 
service are offered. 

In addition to office supplies and office furniture, the 
dealership has expanded to sell and service a full range 
of machines, including printers, copiers, fax machines, 
laminators and shredders from leading brands such as 
Canon, Brother, Hewlett-Packard, Kyocera and Lexmark. 

Small town office supply sales enjoy some benefits that 
dealers in larger markets can only envy. “We actually have 
loyal customers who are also friends and neighbors,” 
said Steve. “Many local business people understand the 
importance of shopping local and supporting each other in 
our community.”

In the last three years, L&L has started to actively sell 
both janitorial supplies and break room products in its 
marketplace and has found that both categories have been 
enthusiastically embraced by customers. “Both categories 
have started to show strong growth,” said Steve, who 
remains optimistic about future business possibilities. 

»

North Carolina 
dealer moves, 
expands warehouse
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The changing workplace was the topic of a recent article 
in the Illinois Business Journal and it contacted Egyptian 
Workspace Partners, Belleville, Illiinois, to get input on 
office dynamics. “They just reached out to us for a piece on 
how workplaces are changing,” said Brett Baltz, director of 
business development. 

Through various projects the dealership has worked on 
recently it has developed a deep understanding of changes in 
work styles and evolving work environments. It has developed 
next-generation spaces for some of its corporate clients.

“All of these were well thought out to maximize employee 
engagement, as well as physical and emotional well-being,” 
said Brett. “Work has become a social activity. As such, we 
need to equip spaces that support a human connection and 
that spark creative ideas.” 

Business publication gives Illinois dealer high profile coverage

Guernsey, Inc., Dulles, 
Virginia, was honored 
with a family business 
award presented 
by the Washington 
Business Journal. 
David Guernsey, 
company founder, 
accepted the award 
which recognizes the 
top multi-generational, 
family owned 
businesses in the metro 
Washington, D.C. area

“This award is given 
to companies in the Greater Washington area that significantly impact 
the local community and workforce,” said David. In addition to family 
ownership the award recognizes other business attributes such as 
excellence, innovation and philanthropy.

David started the dealership as a Royal Typewriter dealership in 
1971 and quickly expanded its offerings to include copiers and word 
processors. As the company evolved, business machines were 
eliminated, the supplies offering was expanded and new categories were 
added, including janitorial and facilities, office furniture and breakroom. 
Today, the company has grown to $97 million in sales to customers 
across the Mid-Atlantic region.

After about 18 years in business David convinced his brother Doug to 
join him. The business now employs other family members, such as his 
sister, who works as an analyst and his daughter, who serves as director 
of marketing. Guernsey’s wife, niece and nephew are also involved.

Guernsey, Inc. honored with  
family business award

»

San Francisco 
dealer recognized 
for environmental 
commitment
At a special ceremony held at the 
California Academy of Sciences in March, 
AAA Business Supplies & Interiors, San 
Francisco, was honored, along with other 
Bay Area businesses, by the San Francisco 
Green Business Program for its commitment 
to making communities and the planet safer, 
cleaner and more sustainable for all.

In recognition of its continuing commitment 
to the environment, AAA received a special 
plaque from the City of San Francisco. Gail 
Munekawa, vice president of customer 
service and administration at AAA, said 
that the certification process shows that the 
business is environmentally responsible. 

“The Green Business Program wants 
businesses to use 30 percent recycled 
paper and compostable lunch wear,” said 
Gail. “Those are the types of items we can 
help businesses pick to help them become 
green certified.”

The San Francisco Green Business 
Program recognizes businesses, non-profit 
organizations and municipal offices in the 
City and County of San Francisco that meet 
high environmental standards. AAA was 
certified as green eight years ago. 

Kevin Baltz (right), director of interiors, and Brett Baltz, director of business 
development, work to transform their customers business environments. 
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GOS, Greer, South Carolina has introduced two 
beverage vans to be used by the dealership’s 
two full-time breakroom & office coffee service 
specialists. The vans will be used primarily for service 
trips, explained Taryn Langlade, GOS marketing 
manager. “The vans’ use of our signature GOS green 
for a nice pop, is meant to remind the public that we 
can take care of all of their beverage and breakroom 
needs,” added Taryn.

South Carolina dealer 
introduces beverage vans

Ronald McDonald House Charities is known across the country 
for the great work it does. Now Shad Estes, president of sales at 
Coastal Office Solutions, Victoria, Texas, has decided to support 
the annual fundraising effort of the Ronald McDonald House in 
nearby Corpus Christi. 

Shad has joined with two other local businessmen, Travis Cruger 
and Chris Knapick, to form a team for the Men Who Cook spring 
event. “It is the annual Ronald McDonald fundraiser in Corpus 
Christi,” said Shad. The popular spring event featured teams of 
three men each who prepared dishes that were served to guests at 
the event earlier this month at the local Ronald McDonald House.

Ten teams competed and guests enjoyed samples of signature 
comfort food and gourmet dishes before casting their votes for 
their favorite teams. Each team attempted to raise the most money 
for the Corpus Christi Ronald McDonald House. 

Coastal Office Solutions of  
Texas supports Ronald  
McDonald House fund raiser

Michigan dealer DBI named 
company to watch
DBI, Lansing, Michigan, has been recognized 
as one of the 2019 “Michigan 50 Companies 
to Watch,” an awards program presented by 
Michigan Celebrates Small Business. DBI is one of 
the largest independent office products dealers in 
the state and an eight year Best-in-Class Haworth 
Preferred Dealer honoree. 

 “I am very excited and proud to be recognized 
as one of the outstanding small businesses in 
Michigan,” said Steve Klaver, owner and vice 
president of DBI.  “Every DBI member feels they 
are part of something special in bringing the best 
products and services to our customers.”

Winners were selected by Michigan-based 
judges from the banking, economic development, 
entrepreneurship development and venture capital 
communities. The selected companies also go 
through a rigorous due diligence process. DBI will 
be honored at a special awards ceremony during 
the fifteenth annual Michigan Celebrates Small 
Business gala event in May.

Worksmart, Austin, Texas, has acquired West Office Supplies in San 
Angelo. Previously known as Longhorn Office Products, Worksmart 
has been working on establishing its new identity in Austin. 

Worksmart already had a sales office in San Angelo. Now with 
the acquisition, which included two salespeople and a complete 
customer list, there will be a strong effort to pursue increased 
supply sales in the region, according to Mike Winkler, owner. 

The new San Angelo business will be known as Concho Business 
Solutions/Worksmart. Mike expects it will take about a year for the 
Worksmart name to become established in San Angelo.

“We only took over the supplies business,” explained Mike. The 
company also sells Steelcase furniture but felt it could not remain 
competitive selling supplies due to the Staples-Essendant merger, 
he added. The acquisition should boost Worksmart’s volume by 
15-20 percent, Mike indicated.

Texas-Based Worksmart 
acquires West Office Supplies

»
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Members and guests of the Bryan (Ohio) Chamber of 
Commerce assembled at Current Office Solutions in Bryan 
for the chamber’s Monthly Business After Hours get-together. 
“It is a networking opportunity where member of the 
chamber come to meet and get to view the business,” said 
Tim Martin, owner.

The evening is generally a meet and greet among friends 
and business acquaintances. “We host it once a year on the 
second Thursday in March,” said Tim. Not every business 
wants to host these meetings but with about 100 business 
people attending, the event offered the dealership a great 
way to show its capabilities to local prospects.

Current Office Solutions of Ohio hosts local chamber after hours event

Employees at Eakes 
Office Solutions, Grand 
Island, Nebraska, 
competed in a 
competitive cooking 
contest and cemented 
relationships among 
employees at the same 
time. The effort was developed by the Eakes 
Engagement Team, who came up with a cook-off to build 
employee solidarity.

The idea started in 2018. “Last year was a generic soup 
cook-off,” said Kevin Fries, human resources manager. 
“This year we had a theme and it was chili.”

Employees from every department could participate and 
entrants were divided into teams with other employees from 
different departments. “The idea was to get people together 
who didn’t usually interact or didn’t interact much,” said 
Kevin. Seven teams were created with six or seven Eakes 
workers on each team.

The winning chili had a rustic, backwoods sort of theme. 
“They decorated their booth along those lines and their chili 
was more on the spicy side,” said Kevin. Employees from 
the distribution division judged the chili and after the judging 
all employees were invited to enjoy chili with their lunch. 

Nebraska dealer Eakes builds 
engagement with chili

Top management at Gorilla Stationers, Cypress, 
California, actively mentors area college students 
learning about business. “Rosemary [Czopek, owner 
of Gorilla] and I had talked about putting together an 
intern team as a means to get out there as part of the 
community,” said Myra Austin, operations manager.

An opportunity arose in late February at the nearby 
University of California/Irvine campus. The evening 
event involved other area businesses and was set up 
similar to a speed dating situation. “We did a lot of quick 
interviews,” says Mayra. “We had a full house; there were 
probably more than 50 students there.”

Most of the students had no previous work experience, 
and Mayra said it was an interesting and enjoyable 
experience speaking with them. Gorilla Stationers 
already has an intern from UC/I and is certain to do so 
again. “We see a mutual benefit,” she says. “Working with 
universities and interns is a win-win situation.”

In California, Gorilla Stationers 
meets with university students

»
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Sylvia Gobin, the pioneering matriarch 
of Gobin’s Inc died March 22 at the age 
of 86.

Gobin and her husband Edward, an 
accountant, opened the first Gobin’s 
store in Rocky Ford, Colorado in 1967. 
She ran the store and a second one 
that opened in 1969 in nearby La Junta.

Her sons joined the business and the 
company eventually grew to its seven 
current locations, including its Pueblo 
headquarters

“She was a great,” said Bob Gobin, 
Sylvia’s eldest son and president of 
the company. “In our industry back at 
that time, it was pretty unique to have a 
woman involved in business equipment 
and also some office supplies. It 
was pretty much a male-dominated 
industry. She was a good business 
person.”

Sylvia Gobin was active with the 

company until around 2001, he said. 
Edward Gobin died in 1992.

In addition to Bob, Sylvia is survived 
by her children Patricia Soden, 
Richard Gobin and Katherine Klaus. 
She was the grandparent of seven, 
the great-grandparent of 12 and the 
great-great-grandparent of one.

Sylvia always encouraged her 
children to take an active role in the 
company.

“She was very supportive,” said 
Bob. “She never was one to criticize 
anything we wanted to do, but she 
was always available to consult and 
wouldn’t hesitate to point out where the 
land mines might be.”

Sylvia Gobin was an active member 
of the Presbyterian Church, served as a 
hospice volunteer coordinator, served 
as a volunteer at the hospitals in Rocky 
Ford and La Junta and participated in 

numerous community events. She was 
a member of several bridge clubs.

Memorials may be made to the 
Berkley Hospice in Aurora, the Denver 
Hospice in Denver or a hospice of 
choice. Online condolences may be 
sent to Ford-Ustick Funeral Home at 
fordustick.com.

In Memoriam: Sylvia Gobin, co-founder Gobin’s Inc
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SECRETS of success
FM Office Products, Rochester, New York
Family-owned FM Office Express, has 
been in business for 24 years and 
has been successful in the market by 
offering a wide breadth of products 
and services for its customers, 
including office supplies, furniture 
and industrial supplies. Since its 
beginning, FM’s market coverage has 
expanded across upstate New York, 
experiencing both organic growth and 
growth through acquisition. 

The dealership has expanded with 
the addition of divisions selling office 
furniture and industrial products. “We 
became a contract furniture dealer with 
the purchase of a furniture dealership 
here in Rochester,” says Fabricio 
Morales, president and CEO. Not long 
after that FM purchased a Steelcase 
dealership in Albany, New York, and 
then last year the Steelcase dealership 
in Syracuse.

“We have a showroom and 
warehouse in Rochester and a 
contract furniture showroom as 
well,” says Morales. “So we have two 
outlets in Rochester.” There are also 
showrooms and warehouses in Albany 
and Syracuse, as well as a sales office 
in Brooklyn. 

Improving the customer experience 
is the company’s main goal, along with 
increasing the quality of its product 
offering. To that end, another division, 
also based in Rochester, employs a 
separate sales force to sell industrial 
supplies. “That side of the business 
has been growing,” says Morales. 

The success of both industrial 
product sales and furniture sales 
combined to produce positive sales 
growth last year. Interest among 
furniture and industrial supply 
customers contributed to that 
growth, and Morales is pursuing this 
opportunity in every possible way.  
“Both furniture and industrial supply 
customers have shown an interest 

in expanding the relationship and 
including office supplies with their 
orders,” he says. 

“The greatest opportunity for me is to 
have a good balance of cross selling 
across recurring customers,” he says. 
He encourages salespeople to talk 
up the availability of office products to 
industrial and furniture customers and 
supports their sales efforts in every 
way possible. More important are 
the solutions that FM Office Products 
provides. “If we find solutions for the 
customer they will more than likely 
continue to come back to us,” he adds. 

Successful sales efforts are the key 
to growth and Morales contends that 
finding and recruiting salespeople is 
one of the biggest challenges he faces. 
It’s difficult to find talented people with 
experience, he laments, and once 
someone is identified and hired, the 
next challenge is to get them properly 
trained. One of the keys to success in 
hiring salespeople, says Morales, is to 
“support happy healthy and engaged 
people,” which has set 
the stage to attract the 
next generation to the 
FM sales team. 

With the office 
products industry 
being jostled on 
every side by big box 
competitors, internet 
sellers and other 
double-barreled 
competitors, Morales 
contends that it’s 
technology that 
holds the answers 
for continued 
success in the B2B 
market. The Amazon 
effect is especially 
prevalent. 
“Technology needs 
to address the 

Key management team 
members:  Fabricio Morales, 
president and CEO; Deborah 
Morales, general manager, Office 
Products Div.; Ann Miller-Michaels, 
general manager, Contract Furniture 
Div.; Janet Bott, CFO
Products carried:  furniture, 
office supplies, industrial supplies, 
janitorial supplies, coffee services
Year founded: 1995
Annual sales:  $50+ Million
Number of employees:  110
Key business partners:  S.P. 
Richards, TriMega, Steelcase, 
Indeal, HON, Kimball International, 
National 
www.fmop.com 

changes in customer behavior,” says 
Morales. “They want something quick, 
that’s easy to purchase.” 

“We need to try and stay ahead of 
our customers’ purchasing behavior,” 
he says, while recognizing that like any 
small business, responding effectively 
to what is a rapidly changing market 
is far from easy. “We have to keep our 
eyes open for any new developments 
we can take advantage of,” he says. 

http://www.fmop.com 
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If you have news to share - email it to  
news@IDealerCentral.com

»

Office Depot and its software supplier Support.com will 
pay $35 million to settle Federal Trade Commission (FTC) 
allegations they cheated their customers into buying 
technology services.

The FTC complaint stated that the companies tricked 
customers into buying millions of dollars’ worth of 
computer repair and technical services by deceptively 
claiming their software had found malware symptoms on 
the customers’ computers.

The FTC alleged that the two companies sold the technical 
support services for nearly a decade using PC Health 
Check as a sales tool and had been aware of concerns and 
complaints about the program since at least 2012. 

The complaint suggests that rather than finding malware 
symptoms using the software, advice from sales people 
was actually based on customers’ responses to four 
questions put to them. As a result, it alleged that both 
companies violated the FTC Act’s prohibition against 
deceptive practices.

Office Depot has agreed to pay $25 million and 
Support.com $10 million, which the FTC will put towards 
refunding customers.

FTC chairman Joe Simons said: “This case should send 
a strong message to companies that they will face stiff 
consequences if they use deception to trick consumers into 
buying costly services they may not need.”

Office Depot and tech support firm agree to pay  
$35 million after allegations of deceptive practices

The U.S. International Trade Commission (ITC) investigation 
into Canon’s claims of patent infringement by Aster, Ninestar 
and Print-Rite (the respondents) took some unexpected 
twists last month.

ITC investigation into alleged Canon patent infringement 
to continue after all sides petition for review

Firstly, following a Markman ruling by Administrative 
Law Judge (ALJ) Dee Lord regarding the construction of 
some of the terms in the claim, the respondents’ Motions 
of Non-Infringement were granted and, as a result the 
investigation was brought to a close.

“As the ruling on the motions for summary determination 
of non-infringement is dispositive as to Ninestar, Aster, and 
Print-Rite, and the remaining respondents have been found 
in default, the investigation is terminated in its entirety,” 
Judge Lord concluded.

However, the case has been reopened following petitions 
from all parties for a review. The central issue at dispute 
is the way that the ALJ has interpreted three key terms in 
Canon’s original complaint—with the OEM disputing the 
judge’s reading of one of them, while the respondents are 
disputing the reading of the other two.

Toytoy at the English Wikipedia

The U.S. International 
Trade Commission

mailto:news%40IDealerCentral.com?subject=
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The Connexions powered by IS Contract organization has 
announced its second annual meeting, Entitled Chart Your 
Course 2019, the event will take place at the Sandestin 
Golf and Beach Resort in Miramar Beach, Florida, 
September 19-22.  

Chart Your Course 2019 is expected to draw attendees 
from over 60 dealer locations for some 30 manufacturer 
one-on-one meetings, educational opportunities for owners, 
sales and design, team building and networking.

“We continue to be very excited about the positive 
momentum our Connexions powered by IS Contract 
program is gaining and the opportunity to build on last 
year’s very successful meeting,” said Charles Forman, 
COO, IS Contract. “Chart Your Course 2019 will be another 
opportunity to bring together our dealer and vendor 

Connexions powered by IS 
Contract announces second 
annual meeting

Industry News CONTINUED FROM PAGE 16

partners and further build  
upon our community and 
success in 2018.”

Greg Clark, president 
of Commercial Works 
commented, “The 
opportunity to meet and make 
connections with individuals 
from across the country with 
similar goals that are willing to share best 
practices is priceless. Learning from these industry leaders 
and getting to know them all while in a beautiful beach 
setting is a worthwhile investment of time. I am looking 
forward to this great event!”

“The opportunity to spend three days with our customer 
principals individually is ideal for any manufacturer. 
Having this year’s meeting include field sales personnel 
as attendees is very exciting. This provides us with great 
opportunities to educate and interact with the folks who are 
directly responsible for product sales”, stated Kevin Glynn, 
executive vice president, Groupe Lacasse.

»

Industry veteran and City 
of Hope Hall-of-Famer 
Paul Ventimiglia has 
joined MasterVision/
BiSilque as its North 
American sales manager.

Ventimiglia joins the 
company having built 
an  impressive resume 
in the office supplies 
sector. In the course of a 

career spanning over 30 years, he has been a consistent 
champion for the independent dealer community. Most 
recently, Ventimiglia held the position of strategic account 
manager at receipt and label solutions provider Iconex. 
Prior to this he was VP of sales, commercial office products, 
at Navitor and also director of commercial sales and 
national accounts at Pentel of America.

Commenting on the appointment, BiSilque CEO Andre 
Vasconcelos said: “We are really pleased to have Paul 
join us in our U.S.-based MasterVision business. We are 
continuing to build this important business unit, and the 
addition of Paul demonstrates our commitment to the North 
American market.”

Industry vet Paul Ventimiglia 
joins MasterVision/BiSilque as 
North American Sales Mgr.

Office furniture and seating manufacturer AIS has 
expanded its presence in New York with the recent hiring 
of a new showroom manager and the promotion of two 
team members.   

Chigozie Mbamalu joins AIS as manager and designer 
for the company’s New York showroom in Manhattan. 
Mbamalu comes to AIS from Coach Macy’s Herald 
Square, where she worked as a sales hostess and as a 
senior sales and training manager. Previously, she was at 

Pallas Textiles in New York City where she 
served as the on-site librarian, selected 

and curated textiles for customers and 
helped with client showroom visits.   

In addition, Cathy Daler, who 
has been with AIS since 2008 as 
a territory manager, has been 
promoted to AIS’s senior territory 

manager for New Jersey and 
AIS’s New York City 

showroom manager 
Kait Kennedy has 
been promoted 
to New York A&D 
representative. 

AIS expands New York team 
with new showroom manager 
and two promotions 
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C-Line’s new Portable Dry 
Erase Pocket was voted 
the first place “Top Picks” 
winner by dealers at the 
Catalog Solutions’ We 
Connect school supply show. The product combines a lap pad 
and a dry erase pocket into one classroom tool.

A vinyl pocket helps protect the worksheets up to 8.5” x 11” 
and provides a reusable dry erase surface to practice exercises 
such as math problems and handwriting skills. 

The Portable Dry Erase Pocket features a write-on surface 
located above the pocket for the child’s name and an elastic 
loop to hold a dry erase marker. The cut-out at the top of the 
holder makes transport easy. The pocket is available in a solid 
primary color assortment including red, yellow, blue and green.

“We are extremely happy that the Dealer community has 
selected the Portable Dry Erase Pocket to be the winner out of 
all the Back-To-School items available to students,” commented 
Jennifer Krach, vice president of sales. “We’re pleased to be 
able to expand our current line of dry erase pockets with this 
new and exciting addition.”

C-Line takes 
Top Pick at 
We Connect!

AOPD Corporate Location
1652 E. Main Street, Suite 220
St. Charles, Illinois 60174
630.761.0600 | Fax 630.761.0691 | www.aopd.com
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800.636.0778      phoenixsafeusa.com

SAFE INTERNATIONAL, LLC

The cloud’s best friend.
Don’t believe cloud and physical storage go together?  
Well, just ask the world’s leading tech companies. Why?  
Because they’re using Phoenix products to keep their vital 
records and data safe on site. Really. They know tech isn’t 
bulletproof and supplementing their cloud storage with  
a Phoenix file or safe ensures multi-pronged protection.  
How is your customer supporting their cloud?

Keep your reputation safe. Phoenix Safe.

Atlanta-based rep group Highlands has announced 
the appointment of DeAnna Pfeifer as territory sales 
manager. She will cover the Illinois and Wisconsin 
markets. Previously, Pfeifer worked with RB 
Professional as a business development specialist 
and priority accounts manager.

“DeAnna brings valuable, high level sales 
experience in the 
business products and 
jan/san industries,” 
said Mike Douglas, 
vice president of field 
sales, Central and West 
Regions. “Her previous 
experience, along 
with a well-earned 
reputation as one of the 
top professionals in the 
marketplace makes her 
a great addition to the 
Highlands team.”

Highlands appoints new 
sales manager for Illinois 
and Wisconsin

http://www.phoenixsafeusa.com
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Did you miss out on the  
Back-To-School supply list business 

in your area? 

NOW 
 is the time to get your local 

schools signed up! 
A turnkey software program letting Dealers 

 create, build, ship and invoice  
 BTS School Supply Kits for Elementary School Students 

JKILIES@CLASSKIT.COM 
866-723-6574 

New Jersey-based technology solutions company 
Metrofuser has announced it has upgraded its TekSuite 
smartphone technical support tool.

The app was first launched in 2014 for iOS and Android. 
The new version of TekSuite, however, will not require any 
download, but will run self-contained in a web browser. 

This means it doesn’t take up any of the smartphone’s 
memory or data and removes the need to update when new 
versions are released. It can still be installed as a bookmark 
button on the home screen, however, meaning users don’t 
need to sacrifice the convenience of a native app.

TekSuite was built for professional printer service 
technicians who repair HP and Lexmark laser printers, 
offering simple, step-by-step, how-to instructions from 
industry veterans and containing valuable information for 
printer technical support.

“The switch to the web platform has enabled us to 
add more functionality and features,” said Will DeMuth, 
co-president of Metrofuser. These new features include:
• HP printer parts online catalog
• Printer service instructional videos
• PIN codes for HP LaserJet service menus
• Service management articles
• Printer text messages and solutions
• HP printer troubleshooting knowledge base

Click on the following link to begin using TekSuite.

Metrofuser takes its TekSuite 
tool to online platform

Minneapolis-based Katun Corporation has launched a new 
line of remanufactured inkjet cartridges for business printer 
applications under the banner of Katun Business Ink.

The new cartridges claim a high level of print quality and 
color reproduction and OEM-equivalent yields.

The line features more than 50 part numbers for use 
in HP and Epson applications, with additional products 
planned for rollout in upcoming months. These products 
can be ordered online via the Katun Online Catalog at 
www.katun.com/kolc, or through your Katun sales or 
customer service representative.

Meanwhile, Katun-owned brand Media Sciences 
has released a range of compatible toner cartridges 
for Samsung CLP 365/CLX 3305-series machines 
and Samsung Xpress C430 W/Xpress 480FW-series 
machines.

Katun Corp. introduces 
Katun business ink

The range includes Media Sciences compatible black, cyan, 
magenta and yellow toner cartridges (Media Sciences part 
numbers 50848, 50849, 50850, 50851) for Samsung CLP 365/
CLX 3305-series machines (OEM ref: CLT-K406, CLT-C406, 
CLT-M406 and CLT-Y406), as well as compatible color toner 
sets (Media Sciences part numbers 50844, 50845, 50846, 
50847) for Samsung Xpress C 430 and Xpress 480FW-series 
applications (OEM ref: CLT-C404, CLT-K404, CLT-M404, and 
CLT-Y404). These can be ordered on the Media Sciences 
website at www.mediasciences.com.

mailto:jkilies%40classkit.com?subject=
https://www.metrofuser.com/printer-parts-blog/3-steps-to-add-the-printer-support-tool-teksuite-to-the-home-screen-on-your-smartphone-or-tablet
http://www.katun.com/kolc
http://www.mediasciences.com
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 is the time to get your local 

schools signed up! 
A turnkey software program letting Dealers 

 create, build, ship and invoice  
 BTS School Supply Kits for Elementary School Students 

JKILIES@CLASSKIT.COM 
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zen says:

A new school of thought, 
become one with the 
writing instrument
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NOPA News

Big tech companies, most notably 
Amazon, have gained a degree of 
power in the marketplace that makes 
them a serious threat to the economy in 
general and to other businesses of all 
types and sizes. 

That was the message from research 
analyst and small business advocate 
Stacy Mitchell, leadoff speaker at 
NOPA’s 2019 Capitol Hill Fly-In in 
Washington, D.C., last month.

Mitchell, co-director of the Institute 
for Local Self-Reliance (ILSR) and 
coordinator of the Advocates for 
Independence small business coalition, 
said Amazon today operates as 
both a bully and a monopolist in the 
marketplace, using predatory pricing 
to destroy competition and creating 
aggressive private label programs to 
bend brand manufacturers to its will.

Increasingly, Mitchell charged, 
Amazon is picking winners and losers 
in the marketplace in a way that runs 
counter to the country’s existing 
anti-trust laws.

“The threat posed by Amazon today 
is not just about dominating markets,” 
Mitchell said. “It’s also about controlling 
the platforms that its competitors use.”

Amazon, Gov’t Online 
Marketplace Front and Center 
at NOPA Capitol Hill Fly-In

»

In addition to owning an estimated 
40% of the world’s cloud computing 
capabilities, Mitchell said Amazon 
is also building out its shipping and 
delivery infrastructure to rival the likes 
of Fedex and United Parcel Service 
and also aiming for a dominant position 
for its operating system in the rapidly 
emerging Internet of Things space.

Amazon has been equally aggressive 
on the government front, Mitchell noted. 
She highlighted the way Amazon 
secured a unique inside track within the 
General Services Administration (GSA) 
by hiring former GSA officials such as 
Anne Rung, previously administrator 
of the agency’s Office of Federal 
Procurement Policy and now director of 
Amazon Business’s government sector. 

In addition, she cited the current FBI 
investigation into possible criminal 
conduct in the development of a $10 
billion government contract for cloud 
services that critics charged was 
structured to deliver the entirety of the 
contract to Amazon Web Services.

“We need to see a return to strong 
anti-trust policies and enforcement to 
level the playing field relative to Amazon 
and big tech in general,” Mitchell said. 

She encouraged NOPA members 
to work with other independent 
businesses in their communities to 
educate local media and other key 
influencers and decision makers on 
value they bring to their communities 
and on the threats posed to local 
economies and local tax revenues by 
Amazon and similar global giants.

This year’s event was particularly 
well attended by furniture dealers, 
manufacturers and manufacturer 
reps anxious to hear about upcoming 
changes to GSA’s furniture program.  

Government furniture resellers were 
able to listen to and ask questions of 
Jeff Calhoun, chief of multiple award 
schedules for GSA’s furniture program.

Attendees also had the opportunity 
to speak with Jack Williams, OFDA’s 
new government furniture consultant. 
Williams, who previously managed 
the furniture division for GSA, shared 
valuable insights for companies 
interested in growing their government 
furniture sales.

The opening day of the Fly-In also 
featured presentations on several other 
key issues and trends in the government 
marketplace. They included: 

Rep. Kevin Hern (R-OK), a member of the 
House Small Business Committee (l), with 
IOPFDA chair Charlie Kennedy

ISG’s Charles Formann (r) with Sen. Mike 
Braun

Robin King of Schwegman Office Supply (r) 
with Sen. Tom Cotton (center) and Matthew 
Somer, a member of the Senator’s staff
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• GSA’s plans for consolidation of what 
are currently 24 different contracts 
under its Multiple Awards program, 
including Schedules 71 (office 
furniture) and 75 (office supplies) 
under a single schedule

• Efforts by the agency to eliminate 
duplication, redundancies and 
inefficiencies in its furniture managing 
and procurement processes

• A review of the anti-trust issues facing 
the new Congress and the arguments 
behind the FTC’s decision to approve 
the Staples-Essendant merger

• An update on GSA’s efforts to develop 
online marketplaces for federal 
government procurement under 
Section 846 of the National Defense 
Authorization Act

• A report from NOPA legislative 
counsel Paul Miller on current efforts 
to re-introduce the mandatory 
purchasing requirement for office 
furniture made under the Federal 
Prison Industries program (FPI)
Following the opening day’s 

presentations, conference action moved 
to Capitol Hill, where NOPA members 
spent a day visiting their elected House 
and Senate representatives to enlist 
their support on these and other small 
business-related issues.

“This the fourth year in a row that I 
have taken part in NOPA’s Washington 
Fly-In and this year’s was the best one 
yet,” commented Charlie Kennedy, 
CEO of Kennedy Office, Raleigh, North 
Carolina and chair of IOPFDA, NOPA’s 
parent organization.

“Our time on Capitol Hill offered an 
outstanding opportunity to educate 
elected officials on the need for a level 
playing field in the online government 
marketplace and the importance of 
securing a meaningful place in that 
space for small, independently-owned 
and operated businesses.”

For more information on NOPA’s 
government affairs agenda and 
activities, contact NOPA president Mike 
Tucker (mike@iopfda.org).

mailto:mike%40iopfda.org?subject=
mailto:info%40iopfda.org?subject=
mailto:info%40iopfda.org?subject=
http://www.nopanet.org
https://www.nopanet.org/2019dealerschoicesurvey


By Michael Chazin

How independents are finding 
innovative new ways to find and recruit 
the best new salespeople
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While technology has made many 
business tasks less onerous in the 
21st century, one task that hasn’t 
become any easier is finding and 
recruiting new employees, especially 
new salespeople. Derek Hartsfield, 
managing partner at Gazillion Office 
Products, Frisco, Texas, says he 
goes after hiring new salespeople as 
aggressively as he goes after acquiring 
new business for his dealership. 

Hartsfield pulls in leads on who to hire 
to fill sales positions from all comers. 
Referrals are always welcome or he 
might come across potential new hires 
as he goes about his daily business. 
He also uses online resources such 
as Monster, Career Builder, Indeed, 
Craig’s List and any other outlet he 
can find. “I look for people who are 
motivated, who are driven and who 
have a track record of success,” he 
says. “I throw as much against the wall 
as I can and see what sticks.”

FriendsOffice, Findlay, Ohio, relied 
primarily on ZipRecruiter for generating 
candidates up until recently, when 
LinkedIn became the preferred 
recruiting tool. “You have to pay to 
post your job on LinkedIn, but I found 
it very worthwhile; you get more quality 
candidates,” says Betsy Hughes, 
president of sales and marketing. She 

also mentions another LinkedIn service 
called Talent Solutions that helps attract 
qualified candidates. 

Hughes works with local colleges 
and universities as sources for potential 
new hires. She consults with their 
business departments, judges student 
sales contests and is in the process 
of finalizing an internship program for 
underclassmen. Always recruiting 
new talent is printed on the back of her 
business cards. “If I meet somebody 
who is pretty dynamic when I am out, 
I hand them one of my cards with the 
back side up,” she says. She also tells 
them the sort of talent she looks for.

Check email skills 
At Storey Kenworthy, Des Moines, 
Iowa, the human resources department 
does most of the early work to identify 
sales candidates. “It’s a mixture of 
HR, job boards, postings, networking 
and referrals,” says Lincoln Dix, vice 
president of sales. Potential candidates 
are then contacted via email.  

Engaging through email is intentional, 
as the candidates’ replies are checked 
for responsiveness, professionalism, 
attention to detail and written 
communication skills, explains Dix. 
Often, half of the potential candidate 
pool will be eliminated in this phase, 
saving the dealership significant time 
and energy. Any candidate who looks 
promising is scheduled for an initial 
phone screen.

The phone screen is an informal call 
to allow the candidate to find out more 
about the company and the position it’s 
looking to fill. “It’s really a conversation 
for their benefit,” says Dix. “It gives 
them the opportunity to ensure that 
this is a career path that would be a 
good fit and in line with their goals 
and capabilities.” At the same time, 
the phone conversation allows Storey 
Kenworthy to assess their preparation.  
“We assume that candidates show 
us their absolute best in the recruiting 
process. If their absolute best isn’t 
good enough, we move on,” says Dix. 

Generally, the phone screen eliminates 
a further 50 to 60 percent of the 
remaining candidate pool.

Recruiting salespeople has gone 
through a metamorphosis at A. F. 
Smith, Hamilton, Bermuda. Due to the 
relatively small local population, Ian 
Nash, vice president of technology, 
used to look to the U.S. and Canada to 
recruit sales personnel. Unfortunately, 
those hires only tended to stay in the 
job about two years before they wanted 
to return home. 

Instead, Nash now concentrates on 
the local population. “The skill set in 
terms of background may not be here 
for specialized sales in copier, print 
and solutions but if someone really 
loves sales and customer service, 
we can provide the training needed,” 
he says. While he was having his car 
serviced recently, he noticed a young 
woman at the customer service counter 
who impressed. “Someone like that I 
would have a conversation with to see 
if they had an interest in a role with my 
company,” he says. 

Nash will grant an interview to anyone 
with an interest in joining the company 
under the supposition that you never 
know who might walk through the 
door next. “You can get a clear 
understanding of how serious someone 

Lincoln Dix

Ian Nash
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is from key indicators such as their 
resume and their appearance at that 
first meeting,” he says. 

Nash prefers face-to-face meetings 
early in the process to try to better 
understand job candidates. “If 
somebody cares about the job they 
are applying for, they are going to 
care about how well put together they 
appear and how well-spoken they are,” 
he says. Any serious job candidate 
should be prepared and as the meeting 
continues, there is generally enough 
time to get past obvious questions and 
get to know the person better. 

Hartsfield has prospective sales 
hires meet with someone on his sales 
staff. As he puts it, “Pick someone who 
knows what to do.” The interviewee is 
instructed to ask whatever questions 
come to mind while the employee is 
expected to talk about what it is like to 
work for Gazillion. After the meeting 
he debriefs both. “I get good input like 
that,” he says. 

On the lookout for  
sales talent
Sales can be hard positions to fill and 
that’s why management at VIP Office 
Furniture and Supply, Hinesville, 
Georgia, is always on the lookout for 
new sales talent. “We utilize online 
job sites, social media and basic 
networking,” says Tera Anderson, IT 
and operations manager. VIP also 
works with the local army post—Fort 
Stewart—and lists openings on the 
job board there looking for spouses of 
activity-duty military personnel. “We 
start our process with a telephone 
interview to see how well they 
communicate,” she adds. 

Job descriptions are an important 
component of the hiring process at VIP. 
“When we have an opportunity we tailor 
the existing job description to better 
represent the new opportunity,” says 
Anderson. This makes sure that what’s 
expected of the candidate lines up with 
an up-to-date job description.

At Gorilla Stationers, Cypress, 

California, job descriptions are also 
taken seriously. “Roles change all the 
time so we’re very purposeful in our job 
descriptions,” says Rosemary Czopek, 
owner. She says when job descriptions 
are advertised every effort is made to 
make sure that the description listed 
actually matches what that job looks 
like. “In this industry, things change 
rapidly,” she adds. 

Any interesting job candidate is first 
given a phone interview at Gorilla. If 
the phone interview holds promise, 
an in-person interview is scheduled; 
if that meeting proves interesting the 
candidate receives some testing. “We’ll 
do either a DISC test or competency 
test to get more insight into the 
candidate,” says Czopek. Tests reveal 
personality and natural tendencies of 
the job seeker and help assure that the 
best candidate is selected. 

Gorilla has performed this additional 
testing for the past year and has found 
that it helps in hiring more quality 
people, according to Czopek. Current 
employees have been appraised 
using the same testing. “We tested our 
current staff to confirm they are in the 
right position,” she adds. 

“We use an assessment tool called 
the Predictive Index,” says Dix. “It 

really helps us get a feel for who that 
candidate is on a conscious and 
subconscious level.” To help establish 
benchmarks the test was administered 
to sales leaders at Story Kenworthy. 
“We found a lot of congruence with 
what we think we are looking for and 
what our performance demonstrated. 
So we know that the assessment tool 
has a high level of accuracy,” he adds. 

Onboarding how-to’s
Onboarding new hires can be 
especially sensitive as a dealer is 
working to present itself in the best light 
at the same time as a new hire is being 
shown the ropes. The process can be 
complex and is practically guaranteed 
to be entirely different from one dealer 
to the next. 

“We have a set onboarding 
standard for each department and 
that is customized per the position 
as every position is a bit unique,” 
says VIP’s Anderson.  First, new hires 
are familiarized with the products 
and services that VIP offers. Each 
department works from a standard set 
of documentation to make sure every 
new hire receives the same information. 

“We usually give it three to four 
weeks to get the daily routine down,” 
says Anderson. A person should be 
able to perform their job after three or 
four weeks and definitely should be 
proficient after 90 days. “We go back 
after three months and evaluate and 
address any issue,” she adds. “We 
understand that the learning process is 
ongoing all the time.”

Onboarding salespeople takes on 
a few different elements at Gazillion. 
“We’re going to teach them about the 
industry and about our company,” 
says Hartsfield. The opportunity is 
also taken to explain the culture at 
the dealership—how it differs from 
other independents and what makes it 
different from its big box competitors. 
During the onboarding period new 
sales hires will interact with virtually 
every employee and department. 

Rosemary Czopek »
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New salespeople at Gazillion will 
spend a day sitting with the person 
who answers the phone, another 
day with an employee in collections 
and continue this round robin until 
they have worked in virtually every 
department. That time includes close 
to a week riding with one of the delivery 
drivers to learn how they work and get 
exposed to various customers. “I want 
them to know what these jobs are like 
and what they will need to know to set 
up new accounts,” Hartsfield says. 

Onboarding runs on a 90-day 
schedule at Storey Kenworthy. 
“What we’re finding is the higher the 
quality of the candidate, the more 
abbreviated the onboarding schedule 
will be,” says Dix. For part of the 
onboarding process Storey Kenworthy 
has partnered with a local training 
organization to provide two days on 
the basics. Regardless of the amount 
of experience they might have all new 
sales hires are required to attend. 

Sales recruits at Storey Kenworthy 
also do some field rides. “That way 
they get to see what they will be doing 
every day,” Dix adds. Feedback is 
also obtained from the tenured rep 
who rode with the new hire to see how 
they interacted with clients and their 
new team member.  “Even though the 
candidate is hired, we’re still assessing 
their ability to perform,” Dix adds. “If 
we’ve made a bad hire, our goal is to 
fail fast and move forward quickly.”

The culture at Storey Kenworthy 
comes with its own monetary value. 
Dix says that people are paid well but 
not overpaid because the value the 
dealership brings to the relationship 
through its culture is part of the 
compensation package. “There is not a 
dealership or big box out there that can 
compete with us on culture and how 
we treat our employees,” says Dix. He 
has walked away from candidates who 
looked good on paper but didn’t share 
the same values, because hiring them 
would have introduced conflict into his 
sales organization. 

The “Ready S.E.T. Go - Sales Executive Training Program” was developed 
by FriendsOffice, Findlay, Ohio, as a recruiting tool and a guide to sales 
development. Here’s a look at some of the key messaging from the program:

Sales Executive Training and Development Program 
FriendsOffice is Ohio’s leading Independent Office Products Dealer. The 
program allows qualified individuals to work in an environment where the skills 
to build a career in B2B sales are developed over a set period of time. Think 
of it not just as a job, but also an opportunity for sales and marketing minded 
individuals to build a long lasting, successful career. 

Our Culture - The Friends Effect
FriendsOffice believes in putting the people we serve before the products we 
provide. To achieve this, we have high expectations for those with talent and 
integrity, while mutual respect and honesty are what make our company truly 
successful. 

The Program
Over the course of one year, you will actively experience the day-to-day life 
in the world of sales. You will begin to build a portfolio of business with the 
guidance of an experienced sales professional.

Financial Gain
The program features an aggressive, entry-level, base salary plus the potential 
to earn bonuses based on individual performance. Those who are financially 
motivated and driven to succeed can expect an above average income with us!

Career Path
After your Development Program is complete, you will enter into the position of 
sales executive with FriendsOffice. You will manage your own portfolio, prospect 
for new business and make commissions. 

What We Need From You
This position requires a Bachelor’s Degree in a business field such as business 
administration, marketing, sales and entrepreneurship or related fields. 
Those who are chosen for the position must possess strong written and oral 
communication skills. 

Home-grown sales training

Betsy Hughes

»
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At FriendsOffice, Hughes has 
developed a combination recruiting 
and onboarding program called 
“Ready S.E.T. Go – Sales Executive 
Training.” (See sidebar) The program 
is posted on the FriendsOffice website 
and in part functions as a recruiting tool. 
Job postings are listed on the website’s 
Careers page and on the right-hand 
side of that page is the Ready S.E.T. 
Go logo, a picture of Hughes and the 
statement that college graduates could 
start a sales career with the program. 
Hughes has also shared the program 
with the universities she regularly visits.

Technology impacts hiring
Although many aspects of the hiring 
dance have remained unchanged 
for decades, like almost everything in 
our culture, hiring has been impacted 
by technology. The most obvious 
intersection is with social media. 
“A lot of our referrals come through 
social media,” says Anderson. VIP’s 
webpage will post job openings and its 
employees, who are regularly on social 
media, help spread the word. Many 
applicants have their own social media 
pages and these are reviewed as well. 
“With the age of technology it’s natural 
to browse to see what their interests 
are, what kind of connections they have 
and do we know someone they know,” 
she adds. 

“Before we hire someone I am 
absolutely going to look at their social 
media accounts,” says Hartsfield. 
He will look at social media pages 
before an interview and search for any 
commonalities that he might discuss 
with the job applicant. Social media 
frequently can provide those sorts of 
connections. “I just want to know a little 
about the person,” he says. “Is there 
something that connects me to this 
person? Is there something we have in 
common I could talk about during the 
interview?” 

Along with the upside of social media 
usage there is also the possibility to 
learn more than you might ever want to 

know. More than one dealer reports that 
certain postings might be problematic 
and show characteristics that may not 
be welcome in a dealership. 

Before you consider dismissing a job 
applicant because of something you 
saw on her Facebook account, though, 
understand it could get you in hot 
water. In Iowa, for example, state law 
forbids this sort of activity. “We are not 
allowed to look at somebody’s social 
media page and disqualify them based 
on what we find,” explains Dix. He 
points out that laws will vary from state 
to state but at least in Iowa social media 
posts can’t legally be considered 
as part of the hiring process. This 
is especially true if anything in the 
candidate’s social media feed touches 
on any form of protected status 
criteria such as age, race, religious 
background or gender identity.  

Social media also plays an important 
role in defining a dealer’s culture. 
“We can really show who we are 
and what makes us unique,” says 
Mayra Austin, operations manager 
at Gorilla Stationers. The dealership 
is woman-owned and that in itself 
serves as a ready signpost for some 
job prospects. “Social media is a great 
platform to engage the different kind of 
company that we are and how we are 
positioning ourselves for the future,” 
says Austin. Using social media, an 
effort is made to portray the dealership 
as a fun, focused and energized 
organization.

Video interviewing is another 
technology that has been accepted 
almost across the board as standard 
in the process. Nash suggests that 
video technology brings an additional 
component to the interview, as now 
you don’t just talk with a job prospect, 
you also get to see them and gauge 
reactions. “What are their reactions? 
Are they reading off a script?” he asks. 
These are signs to watch for. 

At VIP, phone interviews are still 
the standard opening salvo in any 
hiring activity. “We have tried video 

interviewing and it has not been 
extremely successful,” says Anderson. 
“Everyone has a different comfort 
level with technology and through a 
resume you can’t always gauge how 
comfortable a person might be with 
technology,” she adds. “As a general 
rule everyone is familiar enough with 
the phone interview that we have 
forgone video.”

The big box connection
When asked about hiring big box 
salespeople to join their team, almost 
no one has a better answer than Dix at 
Storey Kenworthy. Dix came from a big 
box background himself, and has gone 
back to that source more than once 
to hire salespeople. To succeed with 
former big box employees, though, he 
says you have to manage expectations. 

Dix knows from experience that 
there is a level of entitlement big box 
salespeople can bring with them as 
a result of having worked for one of 
the mega office products resellers. 
These individuals, he stresses, have 
to be trained properly. “They may 
know products but they won’t know 
your systems and they can create 
unnecessary havoc for the rest of 
your team if they are not onboarded 

Derek Hartsfield

»
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culturally,” says Dix. 
They must come to understand the 

difference between how transactions 
were handled previously with a big 
box supplier and how the dealership 
handles these same activities. Dix 
suggests that you check in regularly 
with any big-box graduates to see what 
they might be missing and identify 
any areas that may require additional 
input. “At the end of the day you have to 
make sure they are prepared properly; 
otherwise you’re setting them, and the 
dealership, up for failure,” he adds. 

A big mistake dealers often make 
with hiring is moving too fast because 
they have an empty position that needs 
to be filled. At FriendsOffice, Hughes 
has been searching for a sales director 
for some time, but says she has yet to 
hit on the ideal individual to fill that slot. 
She will not be rushed into making a 
decision, however. Besides rushing 

into hiring, she adds that skipping 
background checks is a huge mistake. 
“We were going to hire somebody and 
did a background check where major 
issues came up,” she says. “In today’s 
world it’s important. I don’t think dealers 
do that as much as they should.”

Anderson is in full agreement. As she 
puts it, you have to be sure applicants 
can do what their resume suggests they 
can do. “You need to make sure that 
skills they have listed on their resume 
are truly skills they possess,” she says. 
She adds you need to check references 
and ascertain that applicants represent 
themselves truthfully.

Be prepared!
Gazillion’s Hartsfield offers one final 
piece of advice on hiring. As the person 
conducting the interview you too need 
to prepare in advance. “I should know 
something about this person before he 

walks in the door,” he says. “I should 
know what questions I am going to 
ask.” Hartsfield has a list of interview 
questions he has crafted and honed 
over decades that he works from to 
elicit the specific information he wants 
from applicants. 

Hartsfield also makes sure to review 
the resume and social media posts 
on an applicant before conducting an 
interview. “I need to know something 
about them because if I don’t it will 
show that I am unprepared,” he adds. 
“That just sets the wrong tone for 
everything.”

Michael Chazin is a freelance writer 
specializing in business topics, who 
has written about the office supply 
business for more than 15 years. He 
can be reached at mchazin503@
comcast.net.

Let Us Highlight Your Next Star Employee

New Twin Checker highlighters make it easy to call attention 
to important skills and experience for faster, streamlined interviews.
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Finding and retaining high-quality 
sales representatives offers one of the 
biggest challenges facing independent 
businesses today. At K.Coaching, we 
work with many companies to help them 
determine a proven path for interviewing 
and selecting the highest quality 
candidates, along with assisting in the 
assessment and interview process.

This is not an easy undertaking, 
which is why I’d like to share with you 
three simple tactics to help avoid “hire 
remorse”.

1) Get clear
Before you begin the hiring process, it 
is essential that you are very clear on 
what you actually want and need. 

What are the core competencies of a 
successful sales rep for your company? 
Examples of core competencies 
might be prospecting abilities, 
account retention skills, proficiency 
in technology, an understanding 
and focus on profitability, good 
communication skills, being a team 
player and being customer oriented. 

Make a list and define these core 
competencies, so you gain clarity on the 
type of attributes that you are looking for 
during the interview process. 

This will help alleviate what we call 
the “halo effect”. This is when someone 
is so likable that during their interview 
you are totally focused on their halo, 
rather than understanding more 
objectively if they have what it takes to 
be successful in the position. 

In addition to capturing core 
competencies, there are a number 
of other ways to get clarity on the role 
you are interviewing for. These may 
include:
• Writing the job description
• Listing key responsibilities 
• Outlining expectations for behaviors 

and results
It’s also important to capture your 

non-negotiables. Those are the areas 
you will not sacrifice, at all cost. This 
will later serve as a good reference if 
you’re having difficulty making a hiring 
decision.

2) Get to the core
After you have a clear understanding 
of what you are looking for in terms 
of the skill sets, competencies, 
responsibilities and expectations, it’s 
time to have an interview that gets to 
the core of the person. 

It’s not uncommon for people to 

conduct interviews asking standard 
interview questions, reviewing resumes 
and past positions, while spending the 
majority of the time talking about your 
own company. 

To get to the core, you must have 
interview questions that will determine 
if the candidate has the specific 
competencies that you’re looking for. 
These interview questions should be 
framed in a way that draws information 
from the candidate about their past 
behaviors and experiences. The 
answers to these questions will help you 
make accurate conclusions about their 
abilities, while keeping them engaged 
and talking.

Prior to your interviews, you should 
have a list of interview questions under 
each of your desired competencies. 
This will make your interview process 
consistent, smooth and professional 
for both you and your candidate. We 
suggest creating a scorecard and 
scoring each candidate, on a scale 
of one to five, against your list of 
competencies.

Most interview candidates are going to 
be prepared for the standard questions 
and if they have been searching for a job 
for a while, they will be quite proficient 

By Krista Moore
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at answering them. Your job is to cut 
through all of the fluff and try to meet the 
real person—then benchmark them against 
what you are looking for. 

Let me give you an example: say you 
are looking for prospecting ability as a 
core competency. In today’s competitive 
environment, all sales people need to have 
honed prospecting skills to be aggressive 
and proactive in getting new accounts and 
closing business. During the interview, you 
should ask targeted questions to better 
understand how successful they are going 
to be in this particular area. 

These questions are open-ended and 
designed to encourage your applicant 
to describe experiences and stories, so 
you can determine if their specific past 
behaviors and actions are aligned to what 
you need. For example:
• Tell me about your experience in cold 

calling on prospect accounts. 
• Tell me your greatest success story 

in bringing in a new account for your 
company. 

• Describe to me the sales process 
you use when prospecting for new 
business.  

• Tell me about a prospect that you 
didn’t win. What would you do 
different?

3) Get help
Making a hiring decision is a big 
responsibility; primarily because of 
the risks and costs associated if it 
doesn’t work out. There’s no need 
to make this decision on your own. 
There are a number of tools that can 
confirm whether you’re making the 
right decision or not.  

In addition to multiple interviewers 
and scoreboarding candidates, we 
recommend using a professional 
online assessment tool. These will 
help validate certain key behaviors 
and give you an idea of their 
compatibility to your organization, 
motivational factors, and likelihood 
of success in the position. At 

K.Coaching, we administer and support 
the DISC Assessment and make these 
easily accessible at IDGrowth.com. 

Hiring the right people is a key 
factor in the future success of your 
company. In order to find the right 
people, you need to know exactly what 
you’re looking for and be prepared to 
interview and assess according to the 
competencies that you need.  Once 
you create this winning system for 
selecting candidates, you will avoid 
“hire remorse” and be well on your way 
to finding your next superstar. 

Krista Moore is president of K.Coaching, 
Inc., founder of IDGrowth Solutions and 
creator of the IDGrowth Sales Vault, a 
learning management system utilized 
by hundreds of independent dealers to 
enhance their sales strategies, training 
and leadership development. For more 
information, visit the IDGrowth web site 
at www.idgrowth.com.

Krista Moore CONTINUED FROM PAGE 32

Get Ready to Start Your Race.....

Krista Moore
CEO, K.Coaching, Inc. 
https://racetoamazing.com

   Race to Amazing™ contains relatable stories, shared experiences, and         
  practical applications to:

     • Gain clarity on your vision, your talents, and your why

     • Create and lead a winning sales strategy

     • Build an effective sales management system

     • Create a motivating and inspiring leadership style

     • Learn a “Coach Approach” to sales leadership

Online digital program available soon! 

http://www.idgrowth.com
https://racetoamazing.com
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By Ed Katz

This is the final part of my three-part 
series about taking key business away 
from competitors in the office moves 
business. If you missed the previous 
installments, they were in the last two 
issues of INDEPENDENT DEALER. 
In this piece, I explore how to use 
the white paper that appeared in the 
March issue… 

Launch your attack by cold calling 
the largest companies in your city, 
following the script below. (To get the 
contact information, subscribe to a 
lead source like ZoomInfo (https://www.
zoominfo.com/.) Once you reach the 
contact, smile and say the following: 

1. “Hi, my name is _____________ 
and I’m with (your company 
name). Unlike our competition, 
we don’t send information out 
indiscriminately. The purpose for 
my call is to get your permission to 
send you a white paper about office 
relocation. May I please send it to 
you?” They’ll say yes, just to get off 
the phone.

2. Before you hang up, be sure to 
get the correct spelling, title and 

address of the prospect and send 
him the Five Steps to a Successful 
Commercial Relocation white paper. 

3. A week later, make a follow-up 
call and say, “Last week I sent 
you a white paper on the five 
steps to a successful commercial 
relocation.” Once they confirm 
they received it, say, “I just wanted 
to point out Step Number (one, 
two or three—whichever one 
you do).” If, for example, you use 
Comp-U-Wraps, say, “We protect 
every computer component with a 
patented computer wrap before we 
move them.” Or, if you use plastic 
crates for contents, say, “We offer 
the boxless move with our plastic 
totes.”

4. Your goal is to meet with the 
prospect so that you can pitch him 
the benefits of using your company. 

5. To get the appointment, ask, “May 
I please stop by for 15 minutes and 
demonstrate our patented computer 
wrap (or plastic totes)?” Then make 
the appointment. 

6. Before you meet with the prospect, 
prepare for the face-to-face 

meeting. Take a prop such as a 
sample of Polynite, Mat-A-Door, 
Comp-U-Wrap or a plastic crate 
with you. 

7. Rehearse your presentation before 
you go to ensure that it’s brief and 
that you’re enthusiastic. 

8. No matter how well the meeting 
goes, don’t stay longer than 
15 minutes. Better to leave the 
prospect yearning for more than for 
you to outstay your welcome. 

9. After you greet the prospect, go 
right to the chase. Don’t waste 
time talking about the weather or 
other trivia. Ask, “I’m just curious, 
how do you presently move your 
computers?” Never criticize 
his present vendor because he 
probably hired him. Stand up, 
take control, be excited and say, 
“We have a patented method 
for moving your computers that 
minimizes the risk of damage to 
your monitors, printers and CPU’s. 
Unlike our competition, we wrap 
every computer component with this 
reusable anti-static bubble wrap 
protection.” (Or, show him your »
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The Only In-depth Sales and Operations

(Marketing, Estimating, Sales, Customer Service, and Operations)

OFFICE MOVING TRAINING

INSTITUTE IN THE WORLD
Now online and affordable to everyone

WWW.OFFICEMOVES.COM

sample Mat-A-Door and tell him 
how it can repel a blunt force and 
doesn’t fill landfills like cardboard 
does when protecting elevator 
entrances and main building doors. 
Or, tell him the benefits of using your 
plastic crates.) 

10. Ten minutes into your presentation, 
hit the prospect with your close: 
“What I’d like to do is give you a 
demonstration of our service. How 
about if you let us handle your next 

small move”? (This is a no-pressure, 
innocuous way to eventually 
get all his business. There’s no 
overwhelming learning curve 
because you’re only asking for one 
small move.) The prospect will rarely 
say yes on the spot. However, he 
will think about it. 

11. Then, like clockwork, call him 
once a month, smile and say, “Are 
you ready for us to handle your 
next small job?” Eventually, your 

competitor will mess up (see Part 
One of these articles) and your 
prospect will throw you a bone by 
giving you a small job. At this time of 
reckoning, send your best crew and 
render a superb service using your 
differentiators—Comp-U-Wraps, 
Mat-A-Doors, Polynite, or plastic 
crates. Within time, you’ll become 
his primary service provider.

This really works! We took Southern 
Bell away from four other movers, 
winning more than $1 million of 
business per year using this process.

Ed Katz is the president of the 
International Office Moving Institute 
(IOMI®) based in Madison, MS. IOMI® 
provides online office moving training to 
movers and furniture dealers. He can be 
reached at edkatz@officemoves.com, 
404-358-2172. His website is www.
officemoves.com.
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YOU ARE 
INVITED TO THE 
INAUGURAL OPWIL 
BOURBON TOUR 
May 9–11, 2019 
BENEFITING CITY OF HOPE 

MINT JULEP TOURS, LOUISVILLE, KENTUCKY 

On behalf of the board of directors 
of Office Products Women in 
Leadership, I would like to invite 
you to the OPWIL Bourbon Tour, 
May 9 – 11, 2019, benefiting City of 
Hope. Come and taste the true spirit 
of Kentucky in America’s Bluegrass 
State. Our tour will let you sample 
America’s signature liquor in three 
different distilleries where bourbon
is crafted with

6:30 – 9:30 pm
Welcome & Kickoff Dinner 
Casual barbeque dinner and bourbon tasting at the home of 
Kelly & Joni Burke.
550 Primrose Way, Louisville, KY, 40206

8:30 am – 5:30 pm 
Bourbon Tour, including Buffalo Trace, Four Roses & Wild 
Turkey Distilleries
Start at Galt House Hotel, 140 N. 4th St, Louisville, KY, 40202 
Dinner on own 
7:00 pm....
Authentic Kentucky Porching! 
Enjoy an informal evening of snacks, stories and bourbon 
sipping on the porch of lifelong Kentuckians, Tricia Burke 
& George Van Arsdale.
2028 Midland Avenue, Louisville, KY, 40204

Departures 

O
 Co. 

Event Pricing – includes invitation to Welcome Dinner, 
Bourbon Tour and Kentucky Porching

• Individual - $550
• Group of 4 - $2,000
• Bourbon Tour Sponsor – $3,500--Group of 4 plus

sponsor recognition on event websites,
communications, social media & event signage,
an OPWIL Executive Membership

• To register for the OPWIL Bourbon Tour
benefiting City of Hope, contact Andy Ishii
aishii@coh.org

is crafted with pride and care. The tour will also be a great 
opportunity to network with other industry leaders and to come 
to the aid of others through our support of City of Hope.

mailto:aishii%40coh.org?subject=
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NOT A SUBSCRIBER? 
Sign Up Now

NOT AN ADVERTISER? 
Start Next Month

GOT AN ARTICLE IDEA? 
We Want To Hear About It.

Call Rowan 
703-531-8507

http://idealercentral.com
mailto:chris%40idealercentral.com?subject=
mailto:rowan%40idealercentral.com?subject=

