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Executive Committee

Dear Members,

President
Barry McGirt
American Tire Distributors

First Vice President
Rhett Marques
Goodson Tire & Auto

As we begin a new
year, I hope everyone
had a successful 2007
and has a better 2008.

Second Vice President
Steve Breland
Top Line Tires

Secretary / Treasurer
Mike Griffin
McGriff Tire

Board of Directors
Bud Adams
B & B Tire Landfill
Bob Gipson
Gipson Auto Tire, Inc.
Phyllis Owens
C.W. Owens Enterprises
Scott Roberson
Royal Tire Service
Jim Whaley
Jim Whaley’s Tires
Craig Wilks
Wilks Tire & Battery Service

Supplier Representative
Jerry Dickey
Carquest Distribution Center

TIA Representative
Jim Short
Radial Tire & Bandag

Chaplain
Dolan Davis, Jr.
Southside Davis Tire

Past Presidents’ Council
Ken Phillips
Tire Centers, LLC
Frank Harcrow
Tire Supplies of Alabama
Eddie Hardwick
Road-Mart, Inc.

Co-Executive Directors
Cheryl Lentz
Sabrina Lentz Knop

We are less than a
month away from our
March Mania Trade
Show. Frank Harcrow is working hard to make
this another success. I would like to ask that
everyone contact their Supplier/Vendors and ask
them to participate. They can get booth
information from Frank, myself, or the ATDA
office. Your support and participation are needed
to make this event a success.
Rhett Marques is doing an excellent job
planning our 2008 convention to be held at the
Holiday Inn SunSpree in Ft. Walton Beach,
Florida, June 19-21. Mark your calendars and
make plans to attend.
The deadline for Hall of Fame nominations and
2008 Scholarship applications is March 31st.
Please make sure that all who are interested are
made aware and forms are sent to the ATDA office
prior to the deadline.
This is your association, if you have any ideas
to improve or strengthen it, please notify any
officer or member of the Board of Directors.
Looking forward to seeing you at March Mania.
Sincerely,
Barry McGirt
President
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March Mania
Trade Show 2008
MARCH 8, 2008
BESSEMER CIVIC CENTER
BESSEMER, ALABAMA

One Day Only
10:00 am – 4:00 pm
** FREE ADMISSION ** DOOR PRIZES **
Products Expected to be on Display:

TIRES, WHEELS, EQUIPMENT, TOOLS,
REPAIR MATERIALS, COMPUTER SYSTEMS

Vendors:

Reserve your booth(s) now!!!
8 x 10 Booth - $300 - 1st Booth
$250 – each additional Booth
Rules and Regulations & Booth Space Application available
on-line at www.alatiredealers.com. Deadline for booth
reservations is February 15, 2008.
For More Information Contact:
FRANK HARCROW – 205-368-4130
ATDA Office – 256-616-3587
3

ADEM Scrap Tire Program Report
December 13, 2007
Alabama Scrap Tire Fund
Fee receipts FY07
$4,030,343.19
Total Fund Available
Approximately $12M
ADEM Staffing
Gavin Adams, Unit Chief
7 staff
ADEM Staff Activities
Total registrations
Receivers registered
2159
Permits
Transporters permitted 104
(down from 106 –
No financial assurance renewed)
Processors permitted 49
Inspection activity in 2007
Facility inspections
768
Complaint investigations
273
• First three Small Site Remediation projects completed. Site work has been
finished and payment made from the Scrap Tire Fund. Information on
each site is as follows:
Tires
County
Site Name
Contractor
Removed
Autauga
Etowah
Lee

•
•

•

Elizabeth White Site
Lois Wallace Site
Criswell Site

Fuller Five Enterprises
C.W. Owens Enterprises
Fuller Five Enterprises

Attalla Site Remediation
Aug. 06
Sept. 06
Oct. 06
Nov. 06
Dec. 06
Jan. 07
Feb. 07
March 07
April 07
May 07
June 07
July 07
Aug. 07
Sept. 07
Oct. 07
Nov. 07
Totals

Tonnage
2,686.31
4,058.42
3,495.49
3,221.04
2,734.57
3,223.13
1,513.71
1,270.36
1,455.23
1,241.23
1,479.85
439.30
912.86
1,214.12
1,904.35
1,867.28
28945.62

Invoice
Amount
238,410.01
360,184.78
310,224.74
285,867.74
242,693.09
286,052.79
134,341.76
112,744.45
129,151.66
110,159.16
131,336.69
38,987.88
81,016.33
107,753.15
169,011.06
165,721.10
$2,568,924.23

1500
3000
1000

Five additional Small Scrap Tire Sites from the priority listing are to be addressed in early 2008. Staff have
begun to reevaluate sites for updated information and to develop property owner access agreements and public
notices for each site.
Continued adapting Tablet PC’s for field use and increasing report generation capability. Inspection forms and
automatic generation of cover letters has been completed. Microsoft Streets and Trips 2007 will now be utilized
to provide voice navigation capabilities for field work including facility compliance evaluation inspections and
site investigations related to complaints.
Sponsored an Administrative Order training event conducted by the ADEM Office of General Counsel for Land
Division staff with all scrap tire field staff receiving training.

Scrap Tire Environmental Forms
The Alabama Tire Dealers Association is the ADEM authorized distributor of Scrap Tire Manifests.
All forms necessary to keep you in compliance with the Scrap Tire Environmental Quality
Act, effective October 1, 2004, are available on our Website: www.alatiredealers.com.

The manifests are available from the ATDA office at the following prices:
Amount

Member Price

Non-Member Price

25

$6.95

$7.95

50

$10.95

$12.95

100

$17.95

$19.95

Call 256-616-3587 to place your order!
(Shipping charges are additional.)
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Credit Card Scam Hits
McGriff Tire & Moody Tire

In the last few months there have been several dealers throughout Alabama who have
been hit by credit card fraud. Mike Griffin with McGriff Tire reported the problem to the
ATDA. The Association sent a warning, by e-mail, to its members, and Moody Tire in
Montgomery reported also having been victims of the same credit card scam.
The scammers will call, and say they need truck tires because DOT has them stopped.
They will give a credit card number and expiration date as well as the security code. When
the credit card is approved, they come and pick up the tires, sometimes in a U-Haul truck. A
few days later the dealer will find out the credit card was stolen. The best defense against
this fraud is if you get a call from someone that needs 8 or 10 tires in a hurry and is giving
credit card information over the phone, tell them they are approved, (even if the card is
denied), and have the police waiting for them when they come for the tires.
The ATDA is a network of dealers and suppliers working together for the good of our
industry. If anyone has any other thoughts or information on how to stop these people please
let us know.
Mike Griffin
mikeg@mcgriffindustries.com
(256) 590-1770
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Join Us for Our Next
Regional Scholarship
Fundraiser
Golf Tournament
Where: Limestone Springs Golf Club
When: Thursday, March 27, 2008
Time: 12:00 Noon Shotgun Start
Benefits the ATDA Scholarship Foundation
Contact Barry McGirt for more information: 800-950-3928

Managing Your Debt
Instead of It Managing You
Since the second quarter of 2005, the savings rate in the United States has continued to drop. That
means people are spending more than they earn. Many are dipping into their savings or taking on more
debt than they can manage.
Have you identified your debts in order of interest rate? Are you aware of, and avoiding, the
“minimum balance trap”? Credit cards are one of the most expensive forms of debt, and credit card
companies make their money from your interest payments. The “minimum balance due” amount is
purposely set low so it will take consumers longer to pay off the balance. Discipline yourself to pay more
than the minimum required on your credit card.
Are you using more than one credit card? Can you consolidate your debt by transferring outstanding
balances to cards with lower interest rates? Make sure to read the fine print and know how long a lower
interest rate will apply. Sometimes that lower interest rate is an “introductory” rate that only applies the
first six to twelve months you have the card. Consider canceling old cards, or take them out of your wallet
so you are not tempted to use them.
If managing your debt is a challenge, learn to
understand your cash flow. To do this, track your typical
expenses for at least a month to find out where your
money is going. Make an estimate of what you spend on
Hunter Engineering Company
gifts, vacations, or other expenses during the year to help
Kenny Smith – Regional Manager
create a record of your spending. After you create a
7069 Edgewater Drive
record of spending, compare it to your income and
Mandeville, LA 70471
determine if you have surplus dollars to pay down your
debt. If your expenses are greater than your income, you
985-789-5211
will need to find ways to cut your expenses.
Fax: 985-727-9002

Welcome New Member:

*Source: Most recent Insurance Commissioner’s Individual Disability
Tables (1985). This article provided courtesy of Federated Mutual
Insurance Company.Reprinted with permission of Federated Mutual
Insurance Company, Copyright (2007), All Rights Reserved.
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ksmithhunter@aol.com
www.hunter.com

2008 ATDA Convention
June 19-21, 2008
Holiday Inn SunSpree Resort
Ft. Walton Beach, Florida
573 Santa Rosa Blvd.
Fort Walton Beach, FL 32548

Reservations: 866-837-4193

www.hifwb.com
Deadline for Reservations: May 16, 2008

Room Rates:

Standard Bay View
Standard Beach Front
Studios
One Bedroom Suite
Penthouse

$162
$182
$199
$219
$370

Tentative Agenda:
Friday
Saturday

12:00 Noon
7:00 – 9:00
8:00 – 9:45
10:00 – 11:30
6:00 – 7:00
7:00 – 10:00

Golf Tournament
Pool-Side Party
Past President’s Breakfast
Business Meeting
Reception
Scholarship Banquet

Silent Auction Scholarship Fundraiser:
Sports memorabilia, jewelry, tire industry memorabilia,
arts/crafts, and many other items will be up for bid in the
annual ATDA Silent Auction, running throughout the
convention. Bid early and bid often to help support our
Scholarship Foundation and the many deserving students
it will award in the future.
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ATDA Scholarship Foundation
Application Deadline: March 31, 2008

Applications available on-line at: www.alatiredealers.com
This year the Alabama Tire Dealers Association will be
giving away three $2000 scholarships to deserving youths
from our membership. Scholarship applications are
available on-line at www.alatiredealers.com or by contacting
the ATDA office at 256-616-3587. All applications must
be received in the ATDA office no later than March 31,
2008. Winners will be honored at the Scholarship
Banquet at the annual convention on June 21, 2008, at the
Holiday Inn SunSpree Resort in Ft. Walton Beach,
Florida.

ATDA Hall of Fame
Nomination Deadline: March 31, 2008

Nomination Forms available on-line at: www.alatiredealers.com
Inductees
John Abernethy, Sr.
Ben David
Louie David
T.M. "Red" Fowler
Red Gaskins
Bert McGriff
Tom Smith
Ben Wilbanks
H.J. "Hank" McCafferty
Ed Westmoreland
Bill Hardwick
Harry Dack
Jim Short
Bobby Matthews
Bob Vick
John Ferguson
George Dockery, II
William (Bill) Jones
Buck Bowden
Fred Johnston
Harold Phillips

The ATDA Hall of Fame recognizes outstanding
leadership and contribution to the tire industry and the
Alabama Tire Dealers Association. Know a deserving
candidate for the ATDA Hall of Fame? Send in a
nomination form no later than March 31, 2008 to the
ATDA office for consideration. Nomination forms are
available on-line at www.alatiredealers.com or by
contacting the ATDA office at 256-616-3587.
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Top Shop Awards
Entries Being Accepted for Second Annual Tire Review Top Shop Awards
Prestigious Award Recognizes Outstanding N.A. Tire Dealer Businesses
NEWS RELEASE
Date: February 1, 2008
(AKRON, OH) Entries are now being accepted for the 2008 Tire Review Top Shop Awards presented by Ammco/Coats,
which seeks to honor the “best of the best” independent tire dealers in the U.S. and Canada.
Now in its second year, the contest is now officially open, and entries will be accepted until July 11, 2008. Entry forms
and information will be available in each issue of Tire Review magazine through July, and via Tire Review’s Web site
and Hennessy’s Web site.
“Top Shop Awards is focused on spotlighting independent tire dealers – small or large – who epitomize the attributes
and values we stress in every issue of Tire Review: exemplary customer service and retention, training and education,
merchandising and promotion, professional standards and conduct, appearance, solid business management,
community involvement, growth and achievement,” said Jim Smith editor of Tire Review.
The perfect example of those attributes came in the form of Gatto’s Tires & Auto Service, headquartered in Melbourne,
Fla., the winner of the 2007 Top Shop Awards, and the three finalists: Chapel Hill Tire Car Care Center, based in Chapel
Hill, N.C.; Community Tire and Automotive Service Specialists, located in Phoenix, Ariz.; and Redwood General Tire, an
independent tire dealer located in Redwood City, Calif.
“We are extremely excited about the 2008 Top Shop Awards and continuing as presenting sponsor,” said Kevin Keefe,
vice president of marketing for presenting sponsor Ammco/Coats. “The Top Shop Awards emphasizes several key
drivers of success for just about any business, and it’s an award we believe brings much deserved recognition to the
many successful business people in our industry.”
Dealers can nominate their own businesses, or others can nominate tire dealer businesses. The entry process is simple:
Those making the nomination need to provide basic information about the dealership being nominated and write a short
(300-word maximum) essay explaining why that dealership should be considered.
From there, all entrants will be reviewed and a group of semi-finalists selected. Those semi-finalists will be asked to
provide additional information for judging. A panel of judges, including industry professionals and a member of the Tire
Review staff, will select the four finalists and, ultimately, the 2008 Top Shop Award winner.
The awards are as outstanding as the dealers selected:
o The Grand Prize Winner will receive a Coats APX90 tire changer, $1,500 in cash, airfare and hotel for two (2
nights/3 days) to the 2008 SEMA Show, a feature story in the October issue of Tire Review, and a Top Shop
trophy to display in their dealership.
o Three Finalists will each receive a Coats 1250-3DV tire/wheel balancer (featuring on-board training), $500 in
cash, a feature story in the October issue and a specially designed finalist trophy.
About Tire Review:
Serving the tire industry for 108 years, Tire Review is North America’s most respected and largest circulation publication. It is also the
flagship magazine of Akron-based Babcox Publications LLC. Tire Review, focused on assisting independent tire dealers improve their
businesses, delivers a broad ranges of vital market intelligence to its more than 32,400 monthly readers.
For More Information: Contact – Jim Smith 330-670-1234 ext. 298

Support National Tire Safety Week
April 20-26, 2008
RMA will provide a “Be Tire Smart – Play Your Part” kit
to participating tire dealers. The FREE kit includes
brochures, a counter stand and a poster. One kit per store.
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CHAPLAIN’S CORNER
“This is the day the LORD has made, let us rejoice and be glad in it.”
Psalm 118:24 NIV
If you are like me, you often are asked this question, “Are you having a good day?” The
reality is that all days are not filled with good circumstances. Today you may be going
through any number of difficult experiences. As tire dealers dealing with employees,
customers, and other everyday challenges of our business the day can seem anything but
good. On top of dealership responsibilities, we all have personal “stuff” that is also difficult.
However, according to the verse above, regardless of what this day
holds, GOD created it. When I am asked the question, “are you
having a good day?” my response is usually “they are all good, I just do
not always recognize it”. That is not my own personal philosophy.
That is the truth of the Bible. GOD loves you. Have a great day!
Dolan Davis Jr.
Our deepest sympathies are with
205-758-6624
Jim Foust, McGriff Tire, and his
dolanjr@bellsouth.net
family in the loss of Jim’s
mother, Mary Alene Foust. She
passed away January 12, 2008.

Motor Vehicle Owner’s Right to Repair Act
ATDA members recently received “Right to Repair” action kits to
help fight for the enactment of the Motor Vehicle Owner’s Right
to Repair Act. Please use these kits to help protect the interest
of tire dealers and repair shops throughout the country.

The Issue:
Today’s modern vehicles are very complex machines. Computers and electronics control nearly every vehicle function from
safety and emissions to entertainment. Although these computers provide many benefits to motorists through improved fuel
efficiency, comfort and safety, they also provide increasing opportunities for car companies to lock out access by car owners and
the independent repair shops where they choose to obtain service for their vehicles.
The need for Right to Repair legislation has become apparent in order to protect the rights of car owners to decide where and
how they have their vehicles serviced, whether at a new car dealer or an independent service facility.
On June 13, 2007, the Motor Vehicle Owner's Right to Repair Act (HR 2694) was introduced into the 110th Congress by Rep.
Edolphus Towns (D-NY). The Right to Repair Act would require car companies to make the same service information and tools
capabilities available to independent repair shops that they provide to their franchised dealer networks. The legislation further
provides car companies with strong protections for their trade secrets unless that information is provided to the franchised new
car dealers. The bill clarifies the responsibilities of the Federal Trade Commission in enforcing the bill’s requirements.
For more information about the Right to Repair Act, visit www.RightToRepair.org.
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How to Handle the Irate Customer
By Nancy Friedman Telephone Doctor
If your job entails facing or taking calls from unhappy, irate customers, you’ve got your work cut out
for you. Employees who deal with customers are especially vulnerable to outbursts from people who are going
through an emotional, stressful time.
Handling these types of customers takes time and training, but it can be accomplished effectively. Here
are some of the Telephone Doctor’s best techniques for turning unhappy customers into satisfied customers.

Get off on the Right Foot
Realize that upset, angry customers are not unhappy with you, but with the situation. Don’t take the
hostility personally. You are merely the rod that redirects the violent lightening. You can do a great deal to
diffuse the anger before you ever pick up the phone or start the conversation with the customer. How? By
smiling first! You can really “hear” a smile over the phone and, if course, see it in person. It’s very difficult to
be rude to someone who is warm and friendly.

Anatomy of a Hostile Customer
There are four basic steps to handling an irate customer. Telephone Doctor calls them our ASAP
techniques.
A – Acknowledge the person’s feelings and apologize for the inconvenience the customer has encountered.
Make an effort to be sincere. In today’s impersonal society, it’s incredibly rare to hear the words, “I’m sorry
that happened. Let me get the ball rolling to fix it” You’ll probably spend about 80 percent of your time
massaging the caller’s feelings and 20 percent actually solving the problem.
S – Sympathize and empathize with the customer. Phrases like “I can understand why you’re upset” can help
soothe ruffled feathers. Pretend it’s you. Then get busy solving the problem.
A – Accept 100 percent responsibility. This is probably the toughest part. Chances are excellent that you had
nothing to do with the problem. However, it’s your job to take the responsibility and help initiate a solution.
P – Prepare to help. Begin by re-introducing yourself – customers don’t usually remember your name. State
that you will be able to help. Use the person’s name if possible. This helps to diffuse anger. A willing attitude
is essential, because if the customer senses insincerity or indifference, it will cause them to stay angry. It’s
exasperating to file a complaint with someone who obviously doesn’t care.

Excuses
Never make an excuse to a complaining customer. No one wants to hear “The computer is down” or
“I’m the only one here.” That is your problem, not the customer’s. When you give an excuse, the customer
automatically hears “I’m not going to help you.”
Sometimes you’re not able to solve the problem on the spot. Many times you need more information
from another department. Perhaps the situation needs to be handled by another person. Although these are
legitimate courses of action, they usually upset the customer all over again.
If you need more information, TELL them. Ask them if they’re able to hold or wait while you obtain it,
or would they prefer a call back. “Joe, I need to check with our repair department in order to answer your
question. It will take three or four minutes, are you able to hold/wait while I check?” Avoid untrue, frustrating
phrases like “Wait a second.” Nothing takes a second.
If you need to transfer a caller, let them know the name of the person they’ll be speaking with, if you
can. It’s also good to explain the reason why you’re bring in a third party. Joe, Mr. Smith in our repair
department is the real expert in resolving your type of situation. May I transfer you directly to him? (Or, are
you able to wait while I get Mr. Smith?)”
The ASAP technique works! Try it and see!
Nancy Friedman is President of Telephone Doctor, a customer service training company in St. Louis, MO. She is a featured speaker at association,
chamber and corporate meetings. © Telephone Doctor, Inc. Telephone Doctor® is a twenty-year old training company which has helped over
20,000 organizations improve the way they communicate with customers. http://www.telephonedoctor.com/
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Top Ten Customer Service Mistakes
By Nancy Friedman Telephone Doctor
Telephone Doctor usually gets asked: “What are the best customer service tips?” Recently someone asked
about the worst customer service mistakes? So, to make it even, we’ve compiled the ten worst customer
service mistakes. Take note…and don’t let these happen to you!
1. Not Being Friendly Enough
Without exception, not being friendly is the number one customer service mistake. Customers
should be treated as welcomed guests when they call or visit your company. As we’ve all
experienced, sometimes we’re treated as an annoyance or an interruption. The Telephone Doctor
motto: “Be friendly before you know who it is” is one way to eliminate this mistake.
2. Poor Eye Contact
Heads that twirl on a spindle when you’re working with a customer is a big mistake. Keep your eyes
on the customer. It’s a sure sign the person you’re talking with isn’t holding your interest when
you’re glancing all around. And they’ll notice it quickly. Obviously, Telephone Doctor understands
making good eye contact on the phone is a bit difficult, albeit impossible. Therefore, when you’re on
the phone you need to be completely focused on the call and the customer. Don’t type, unless it
pertains to the call, don’t read something else, don’t do anything but listen to the caller.
3. Talking with Co-Workers and Ignoring or Not Acknowledging the Customer
This customer service mistake unfortunately happens a lot. Seems as though it’s more important to
continue talking with a co-worker than establishing immediate rapport with the customer. Drop the
internal conversation as soon as you see the customer. Carrying on a conversation with someone in
your office while you’re talking with a customer on the phone is a real no-no!
4. Being Rude
No one thinks they’re rude; certainly not on purpose. However, the customer can perceive many
things you do as rude. And as they say, “Perception is real.”
5. Poor Product Knowledge
When working with a customer, if you’re not familiar with the products and services you offer,
you’ll be making a big mistake. Take the time to learn about your company. Know what’s going on.
If you’re temporary, or are new with the company, it’s not enough to use that as an excuse.
Customers don’t care if you’re new, working on a temporary assignment or if it’s not your
department. All they want is help and information. Ask to be trained. Ask for more information
from your company.
Telling a customer, “I’m new” or “I’m just a temp” only adds fuel to the fire. You can explain that
you will find someone to help them as you are “not familiar” with the situation. That at least shows
you’re going to help them.
6. Leaving a Customer Without Telling Them Where You’re Going and Why
It’s a very good idea to explain to your customer in person or on the phone what you’re going to be
doing for them. It helps them a lot, and gives them a lot of patience. If you need to go “in the back”
to get something it’s easy to say, “Mr. Jones, the Widget you’re looking for is in the stock room. Let
me go get it for you. I’ll be a few moments.” The same procedure should apply on the phone.
Never tell the caller, “Hold on.” Let the caller know where you are going and approximately how
long you think you’ll be. This will make working with the customer easier for both you and them.
7. Blaming Others
It’s not the person you blame that will look bad, it’s you. Don’t blame (or knock) the company, its
policy, or any member of the staff. Customers don’t want to hear about whose fault it is, they just
want the situation fixed. Take full responsibility of the situation on hand.
Top Ten (continued on page 14)
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The Sure Thing
Your Money
Ask yourself this important question: Is my most valuable asset as well protected as my other assets? Most of
us would probably agree that our ability to earn income is one of our most important assets. An income
provides us with the means to purchase basic necessities as well as the means to help fulfill our dreams and
build a foundation for future plans. As long as you have the ability to earn an income, you are able to
accumulate assets and provide for your family. But what would happen if you became disabled?

Halfway Measures
Most alternatives to replacing lost income are only halfway measures.
o Can You Rely only on Social Security?
Qualifying for Social Security benefits is very difficult because the disability must prevent you from doing
any kind of work—not just your usual job. The definition of disability for Social Security states that one
must be completely disabled with no hope of recovery for a period of at least one year, or have a disability
expected to end in death.
o Can You Rely only on Workers Compensation?
Workers compensation only covers job related sickness or injury. In addition, these benefits may be
limited.
o Can You Rely only on Your Savings?
If you saved just 5 percent of your income each year, a 6-month disability could wipe out 10 years of
savings, and when savings are gone your other assets would also begin to dwindle. Would family or
friends be willing to help you when your savings are depleted?
The sure thing is to protect your most valuable asset—your ability to earn an income for yourself, your family,
and your business. A quality individual disability income protection policy can help meet your needs today
and into the future.
*Source: Most recent Insurance Commissioner’s Individual Disability Tables (1985).
This article provided courtesy of Federated Mutual Insurance Company.
Reprinted with permission of Federated Mutual Insurance Company, Copyright (2007), All Rights Reserved.

Top Ten (continued from page 13)

8. Not Double Checking
When a customer wants something and it’s not available, it’s how you reject them that’s more important
than the fact that you are rejecting them. The process of double-checking should become habit forming.
It should be a standard operating procedure. It feels so good when you tell someone, “The last time I
checked we were out of stock, but let me DOUBLE CHECK for you to be sure.” I personally can think
of dozens of times when I asked the person to double check after they told me they were out of things,
and what do you know…someone had reordered and the person didn’t know about it. It’s a big mistake
to not double check.
9. One Word Answers
We’re taught in school that three words make a sentence. Don’t answer with one word. Even yes, no,
and OK are perceived as rude and uncaring. A Telephone Doctor reminder – use complete sentences for
your customer.
10. Head Shaking.
When a customer asks you for something, give them a verbal answer. Shaking your head up and down or
back and forth is NOT an appropriate answer. They can’t hear your head rattle.
Fixing these customer service mistakes will enhance your ability to work better with customers. Remember,
it’s the SLD’s (subtle little differences) that make the big difference. Good Luck!
Nancy Friedman is President of Telephone Doctor, a customer service training company in St. Louis, MO. She is a featured speaker at association,
chamber and corporate meetings. © Telephone Doctor, Inc. Telephone Doctor® is a twenty-year old training company which has helped over
20,000 organizations improve the way they communicate with customers. http://www.telephonedoctor.com/
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Upcoming Events Calendar
• March Mania Trade Show
− March 8, 2008, Bessemer Civic Center,
Bessemer, Alabama
The latest in tires, wheels, equipment, tools, computer systems and much
more will be on display. Admission is free. Door prizes will be given away.
Vendor contracts and booth layouts are available on the ATDA website:
www.alatiredealers.com. The deadline for registration is February 15, 2008.
For more information contact Frank Harcrow at 205-368-4130 or the ATDA
office at 256-616-3587.

• Regional Scholarship Fundraiser Golf Tournament
− March 27, 2008 – Limestone Springs Golf Club, Oneonta,
Alabama
12 PM Shotgun Start. Hole sponsorships available. Registration forms
available on the ATDA website: www.alatiredealers.com. Contact Barry
McGirt at 800-950-3928 for more information.

• National Tire Safety Week
− April 20-26, 2008 – Sponsored by the Rubber
Manufacturers Association
RMA will provide a “Be Tire Smart – Play Your Part” kit to participating
tire dealers. The FREE kit includes brochures, a counter stand and a poster.
Visit www.betiresmart.com for more details.

• Annual ATDA Convention
− June 19-21, 2008, Holiday Inn Sun Spree Resort, Ft.
Walton Beach, Florida
Mark your calendars! Come join us at the Beach for our annual meeting,
golf tournament, fellowship, and lots of great food! A complete agenda and
registration forms will be available on the website: www.alatiredealers.com.

• Regional Scholarship Fundraiser Golf Tournament
− Dothan National Golf Club, Dothan, Alabama
Date to be determined. Hole sponsorships available. Registration forms
will be available on the ATDA website at www.alatiredealers.com. Contact
Eddie Hardwick at 800-239-1267 for more information.
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Please Support Your

Supplier Members:
American Tire Distributors
Barry McGirt
800-950-3928

Craft Tire, Inc.
Mark Goodes
724-438-4527

McGriff Treading Company
Randy Drake
256-739-7080

Tire Centers, LLC
Jeff Davis
256-722-0250

AmPac Tire Distributors
John Abernethy
Richard Abernethy
205-322-4651 ext. 204

David Tire
John David
205-251-9781

Metro Recycler
Phillip Tidwell
205-841-1930

Dugco Supply, Inc.
Merlin Oleson
800-24-5605

Mighty Auto Parts
Mickey Johnson
334-677-2672

Tire Centers, LLC
Ken Phillips
Don Hunkeapillar
205-252-3150

Federated Insurance
Matthew D. Graves
404-497-8840

Minor Tire & Wheel
Roger & Deanie Minor
256-353-4957

Goodyear, Dunlop, Kelly
Tires
Mark Crigler
251-591-0585

Mohawk Rubber
Walter Parker
800-242-1446

ASA Tire Systems
Dean Rascoe
603-889-8700
Ashberry Tire Landfill
Ty Ashberry
334-493-1250
Automotive Equipment
Service
Hardy & Jane Thompson
888-664-5490
B & B Tire Landfill
Bud & Barbara Adams
205-647-6736
Bridgestone/Firestone –
North American Tire, LLC
Scott Tarver
800-681-6245
Ext. 470955#
Bridgestone/Firestone –
North American Tire, LLC
John Yordy
800-681-6245
Ext. 470387#
C.W. Owens Enterprises –
Scrap Tire Management
Wayne & Phyllis Owens
800-869-1372
CARQUEST Distribution
Center
Jerry Dickey
334-280-5843
Carroll Tire
Cecil Bowden
205-655-2182
Carroll Tire
Don Pylant
800-446-0589
Cooper Tire & Rubber Co.
Bobby Wickham
251-455-2423

Harris Tire & Rubber
Company
Mickey Taylor
334-566-2691
Harris Tire & Rubber
Company
Darryl Gentle
256-382-0797
Hesselbein Tire
Doug Robinson
800-685-6462 ext. 115
Hornsby Tire Distributors
Roger Hornsby
334-762-2333
Hunter Engineering
Kenny Smith
985-789-5211
Jones Tire
Bill Jones
334-874-2265
L.A. Equipment Service
Jack Dale
800-385-6644
Mac’s Tire Recyclers, Inc.
Kitty Black
Harry McBride
662-869-1860
McGriff Industries
Barry McGriff
Bert McGriff
256-739-0780

MTR Acquisition, Inc.
Harry Griede
615-384-8874
Myers Tire Supply
Barry Morgan
800-328-5110
Parrish Tire
Gary Waters
800-877-2431
Robison Tire
Joe Robison
800-824-3225
Robison Tire
Mike Brown
334-834-6138
S & S Tire
Jeff Hodgens
877-777- 7411
SLK Tire Designs
Sabrina Lentz Knop
Cheryl Lentz
256-566-5481
Snag Equipment Brokers, Inc.
Doug Gans
205-664-1869

Tire Centers, LLC
Jim Ridlehoover
334-262-1661
Tire Centers, LLC
Mark Shirley
205-758-8363
Tire Centers, LLC
Vincent L. Hudson
866-907-9463
Tire Supplies of Alabama
Frank Harcrow
205-368-4130
Valvoline Oil Company
Chris England
205-253-0339
Vision Wheel
Roger & Deanie Minor
256-353-4957
Westmoreland Tire
Ed Westmoreland
Steve Westmoreland
256-845-5656
Westmoreland Tire
Tom Westmoreland
256-878-5728
Wheel & Rim, Inc.
David Strickland
205-324-4404
Yokohama Tire Corp. –
Medium Truck Division
Leslie Wright, Jr.
205-338-1623

Tenneco Automotive
Ed McArthur
205-589-2781

Yokohama Tire Corp. –
Passenger & Light Truck
Division
Doug Robinson
513-218-8543

Tire Centers, LLC
Don Anderson
256-308-0360

Zurich American Insurance Co
Susanne Pattillo
800-840-8842 ext. 1616

