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® April Canada
Coaching for Results

® Troy Lovins (Performance Matters, Inc.)
Breaking Down Silos in your Organization

® Lorraine Malmborg (Dickies)
Secrets to Selling Women’s Work Wear

® Phil Osborn (Terminix)
Customer Relations

® James Tippetts (TeleNotes)
Winning the Sales and Service Battle

® Steven Kallenbach (American Dawn, Inc.)
Lifetime Value of the Customer
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Diamondbacks
vs. Phillies

ITRA
Group Tickets Available

Saturday, April 24
Game starts at 5:10 p.m.

See registration form to sign
up!

Chase Field is a short walking
distance from the Sheraton!

Coaching For Results
April Canada

Do you ever wonder why your employees don’t follow your directions? Have you
ever watched your employees in action and thought to yourself “Why in the world
would they do THAT?” Do you think they woke up that day and vowed to do
something irresponsible? Probably not. So how do you get them to do what you
want? Become a better coach! April will teach the basic behavior principles that
will net you positive results from your team. These principles are universally
applicable from field salespeople to production employees to administrative staff.
Previous attendees even reported applying the principles to their children, achieving
great results!

April has spent the past 12 years in our industry, first on the supplier side then working for a
large uniform company as a National Training Manager. Having trained over 1,000 salespeople
and managers, her specialties include basic and advanced sales skills, negotiations,
management development, coaching, training, behavioral based interviewing, time and territory
management and customer service.

Breaking Down Silos in your Organization
Troy Lovins - Performance Matters, Inc.

Silos exist in every organization but they seem especially prominent in the textile
service industry. Many departments seem to draw a line in the sand and resist
working together. These territorial turf wars challenge our leadership teams every
day. Troy will dissect the different departmental goals and explain why these
divisions typically take place between production, service and sales. He will show
you that changing the mindset of employees in an environment that has long
fostered the division of these departments is tough but possible if you have the
right tools.

With over 20 years in the textile rental services industry, Troy Lovins serves as the founder and
CEO of Performance Matters. Troy has extensive textile service management experience in
production, sales and service at the general, regional and corporate level. Most notably, Troy
spent over 10 years working for an international provider where he gained experience in
delivering growth and profit for regional customer service teams that consisted of nearly 300
routes.

Secrets to Selling Women’s Workwear
Lorraine Malmborg - Dickies

Quick stat on women workers, 2008: Women comprised 46.5 percent of the total
U.S. labor force and are projected to account for 47 percent of the labor force in
2016. WOW! Women'’s uniforms and work wear has definitely become a strong
market. While one can intuitively understand that serving this market requires
attention to styling and comfort, Lorraine will share with you the very important
factors necessary to succeed in selling women’s work wear!

Lorraine Malmborg is Account Director — National Accounts at Dickies (Williamson-Dickie Mfg.
Co.) in the greater Chicago area. As a Sales Director for women’s sportswear and work wear,
Lorraine serves as consultant and advisor to merchandising, marketing, design and sales in all
aspects of the women’s business.
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Why Come to Phoenix?

AReceive the Best Training
in the Industry

AlLearn Industry Specific
Sales & Management Skills

ARenowned Speakers Share
their Success Secrets

ASupplier Exhibition
Showcases New Products

ANetwork with your Peers

A Catch up with the Latest
Industry Trends

ATour Mission Linen

ASupport YOUR Association!

See You There!

Customer “Relations” - Route Growth is NOT a Stepchild
Phil Osborn - Terminix

“Get the route guy to sell and your problems are solved.” You’ve heard this line for
years, but if it were true, you would be retired on a sunny South Pacific Island.
Understanding the ever changing climate of your business and making proactive
business decisions based on proven results that are adapted to your niche market is
critical. Make no mistake, without a niche, without an exceptional plan, you will
continue with the same results. Do you want true growth? It starts at the top (your
customers) and continues down from there at every level of your business. We will
discuss the changes and challenges necessary to understand to make a difference
and have that true Route Growth that is required to survive.

Phil will present dozens of fresh, new and very transferable Sales and Service Skills that can be
implemented by the Textile Rental Industry, including Retention, Internal Growth and Contract
Renewals. ITRA members will receive take-home techniques and operation methods that can
immediately be used to upgrade your information base and performance levels. “This is NOT
your Grandmother's Service Seminar."

With over 20 years of management experience in the Textile Rental Industry, Phil now works with
Terminix. The operations and business model of this nationally recognized service company
closely parallels our own industry.

Front Line Intelligence — Winning the Sales and Service Battles
James Tippets - TeleNotes

How can you use the principles of military strategy to develop the tactics to capture
more business? What are the important pieces of business intelligence you need in
order to win more business and keep existing customers loyal? Who should collect
the information? Where should the information go? Who could benefit from having
it? What could you possibly do with it? In this interactive 90 minute session James
will use the principles of military strategy to clearly define your intelligence needs.
You will be given the tools to create a plan to act on that intelligence to win more
sales.

James Tippetts is the East Region Sales Manager for TeleNotes. TeleNotes designs web or mobile
device accessible Sales Productivity Systems that provide field sales reps with the tools they need
to more effectively manage their time, giving them more opportunities to meet face to face with
customers and prospects.

Lifetime Value of the Customer
Steve Kallenbach — American Dawn, Inc.

How much are your Customers really worth to you? In this session, you will transition
from thinking of your Customers’ worth as transactional (SX per week) to relational
(loyalty, trustworthiness). You will also learn the Five Keys to Success in creating and
retaining profitable, lifetime Customers.

Steve Kallenbach (known as “KBach”) has been in the uniform/image apparel and industrial
textile laundry business for over 30 years, from Route Sales/Service to Group General Manager,
from Business Owner to Regional Sales Manager. On the supply side for the past 18 years,
Kallenbach has developed and presented numerous training and marketing programs to many
companies and trade associations on a variety of subjects from Customer Service to Value-Added
Selling. Kallenbach has also consulted to rental laundries and industry manufacturers in the area
of strategic marketing. This Californian is energetic, positive, funny, enlightening and truly
industry informed!



