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Should you contact guests and request that 
any who have traveled to areas impacted 
by COVID-19 to postpone their visit to your 
resort? What advisors such as legal counsel 
or CPA firms should you engage at this 
time and why?  How about employee travel 
restrictions in the first place…what’s legal 
and what’s not? What are your plans to 
enable remote work capability for members of 
your back office team? How are you handling 
emergency communications should you 
discover your team and/or guests may have 
been exposed to the virus?

Hopefully, by the time you read this, the 
Coronavirus scare will be under control and 
our initial panic will have dissipated. But until 
then, resort operators are correct to take the 
situation very seriously. Typically, a manager 
will already have an existing documented 
strategy enumerating the steps to be taken in 
case of emergencies. If you haven’t done so 
already, I’m sure you’re reviewing your plan 
now to ensure that pandemics are included 
in it, along with fire, weather, earthquake, 
terrorism, and other threats. 

What is Being Done?

The law firm of BakerHostetler recently 
offered a webinar to help employers manage 
their businesses in the face of a potential 
crisis. “To assist their clients with pertain to 
legal, regulatory and general practical issues, 
law firm BakerHostetler has established a 
COVID-19 Employment Issues Taskforce,” 
we were told.

The webinar was very thorough. It was led 
by Jay Krupin, the firm’s National Labor and 
Employment practice team leader for industry 
sectors who was joined by other members of 
the BakerHostetler COVID-19 Employment 
Issues Taskforce. The hour-long session 
was packed with information as the team 
discussed guidelines issued by the EEOC 
and OSHA, as well as employee rights under 
the NLRA.

“With reported cases of COVID-19 
(Coronavirus disease - 2019) in the United 
States and the Trump administration's 
declaration that the virus is a public health 
emergency, employers need to know what 
they may, or must, lawfully do to keep their 
workforce safe while continuing operations,” 
says a Baker Hostetler spokesperson.

“Employers are asking many questions. What 
steps should I take to prevent the spread 
of the virus in our workplaces? What travel 
restriction may I impose on employees? 
Can I require employees who have traveled 
abroad to work from home? What are the 
legal or regulatory guidelines that need to 
be considered? How do I determine whether 
FMLA or other leave laws apply? What about 
OSHA requirements?” The seminar did much 
to address these questions.

Resort Trades Doing Our Part

In an effort to help address the crisis, Resort 
Trades will seek out articles pertaining to 
the resort industry on the topic. We hired 
our New York-based author and business 
writer Philip Perry to produce one of 
the first of these. Check out "Surviving 
COVID-19," which appears on page 20. Says 
Perry, “Resorts face daunting operational 
challenges when the rapid spread of 
COVID-19 causes employees to call in 
sick and customer counts to dwindle. To 
reduce workplace disruptions, managers can 
take steps to maintain virus-free business 
environments.”

In the weeks and months to come we will be 
on the lookout for informative, resort-oriented 
articles that might help managers and resort 
operators protect their team members, as 
well as their owners and guests. Be sure to 
watch ResortTrades.com for further updates 
as they become available. 

On behalf of the team at The Trades 
Publishing Company, we are praying for all of 
you and wish you well!
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You’ve got questions! We’ve got answers! 
Resort managers face a myriad of chal-
lenges – finding quality staff, keeping owners 
engaged, performing routine maintenance as 
well as renovations – but it all comes down 
to owner satisfaction. Get the details right, 
and owners will use their vacation ownership 
product, pay their mortgages and mainte-
nance fees, and recommend your resort to 
others. Here are suggestions on how to do 
just that from some of the top resort manage-
ment firms in the business. 

In this era of low unemployment, how can 
resorts hire and retain employees with a 
heart for service?

Tom Johnson, President, Getaways Resort 
Management: Low unemployment is a chal-
lenge for all companies, regardless of indus-
try. There is a temptation to hire someone, 
regardless of skill or education, just because 
they are available. However, if you are in the 
service industry, that is not enough. We have 
an additional burden of finding employees 

that also care about their customers and 
provide excellent service. There are several 
ways to accomplish this that we have found 
successful. First and foremost, salaries must 
be competitive. Second, added benefits such 
as insurance, 401K, paid vacations and sick 
time are all attractive add-ons. These are ba-
sics of hiring that every company should fol-
low to attract quality employees. But how do 
you retain someone over and above that? In 
our company, we understand that each em-
ployee is an individual, with a different work 
style and way of communicating. Each man-
ager works to develop a clear understanding 
of what each employee’s strengths are and 
work with them to develop those strengths. 
We provide opportunities for growth – allow-
ing all employees the chance to develop their 
strengths and grow into new positions within 
the organization. It’s also about fostering a 
positive work environment, sharing informa-
tion and developing a sense of community 
through employee newsletters, teambuilding 
events, recognitions and accolades. Finally, 
it’s about ensuring every employee knows, 
no matter how small their role is, they are im-
portant to the success of the resort in which 
they work. 

What are steps that resorts should take to 
ensure the best utilization of inventory?

Nigel Lobo, Chief Operating Officer, Grand 
Pacific Resort Management: The inventory at 
any resort is its life blood. There are several 
ways it can be used but the highest and best 
use is always when owners use it for their va-
cations. At Grand Pacific, our mantra is “Use 
equals Happiness,” so we really strive to get 
our owners on vacation as the first priority! 
The biggest opportunity with owners isn’t 
focusing on delinquency, but instead helping 
our owners overcome procrastination and 
make their vacations a priority. Our answer 
is to have an assertive outreach program 
reminding owners to book their vacations 
as early as possible. Then, when owners 
do visit, we make sure they have the most 
amazing experience at their resort. Inventory 
that isn’t being used for owner use is then 
opened up for rentals and exchange. This 
is Grand Pacific’s Owner First approach to 
managing inventory with the overarching goal 
of enhancing owner loyalty and satisfaction.

Grand Pacific goes all out to generate valu-
able rental revenue for the resort with the 

HOA owned and defaulted weeks. Having 
renters – who we refer to as future owners 
– visit our resorts is best way to prime the 
engine for resales. Rental revenue is used to 
fund improvements and the resort’s reserve 
fund for capital improvements. Over the 
years, we have figured out the secret sauce 
of generating outstanding rental revenue. As 
an example, Grand Pacific was able to take 
a 105-unit resort that was generating around 
$230,000 per year in rental revenue to over 
$1.3 million per year. That made a real dif-
ference in the health of the resort and also 
helped enhance the overall vacation experi-
ence for owners and guests.

Even when you have an amazing resort, life 
does happen. Owners can lose their jobs 
or they can have health problems. That’s 
why there needs to be some type of resale 
program available. Our resale programs are 
very much customized to each resort, pay-
ing close attention to the uniqueness of the 
resort as well as the resort board’s vision and 
road map for their future. It can be very low-
key or there can be an active sales line on 
site, but the end goal is always to have new 
owners excited about building lifelong vaca-
tion memories. 

MANAGEMENT BEST PRACTICES

Ask the Experts
By Judy Kenninger

“…It’s about ensuring 
every employee knows, 

no matter how small their 
role is, they are important 
to the success of the re-
sort in which they work.” 
[Tom Johnson, President, 
Getaways Resort Manage-
ment on retaining employ-
ees]

“The biggest opportunity 
with owners isn’t focus-

ing on delinquency, but 
instead helping our owners 
overcome procrastination 
and make their vacations a 
priority.” [Nigel Lobo, Chief 
Operating Officer, Grand 
Pacific Resort Management 
on utilization of inventory]
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What are the best ways to connect with 
today’s owners? Should we be using so-
cial media, emails or regular mail? 

Travis Bary, Chief Operating Officer, Capital 
Vacations: From email and social media to 
print mail and telecommunications, we con-
stantly seek out the best modes of communi-

cating directly with our owners. The platforms 
we use for each contact point are differenti-
ated based on the nature of the communica-
tion, and we work diligently to ensure the 
messaging strategy and incorporated content 
are optimized for the particular platform used.

In 2019, 52% of all website traffic originated 
from mobile devices. As a result, Capital 
Vacations has undertaken an immense web-
site redesign project that encompasses all 
of our resort websites and ensures they are 
optimized to be mobile-friendly. With access 
through their smart phones, owners can bet-
ter manage their accounts and see available 
inventory from anywhere. Prospective rent-
ers can also view inventory and book reser-
vations directly from a smartphone. We’re 
happy to report that these changes have 
resulted in incremental reservations.

Social media revolves around engage-
ment, providing opportunities for quick and 
convenient two-way conversations with the 
customer, often in real-time. To encourage 
additional positive interactions with own-
ers and guests, Capital Vacations recently 
developed a contest for our resort visitors 
to share their experiences with us on social 
media by submitting vacation photos. Social 
media communication allows us to connect 
more personally with our timeshare owners 
and distribute their vacation stories to a much 
wider audience.

Today more than ever, vacation owners use 
the Internet and other digital resources at 
staggering rates. However, there are ongoing 
opportunities for utilizing traditional mail, such 
as when communicating important informa-
tion that we want to ensure gets into the 
hands of our vacation owners.

No matter which form of communication we 
use, we understand that connecting with our 
vacation owners should be about more than 
simply relaying to them when a fee is due. 
All types of communication, whether digital, 
print, or person-to-person, should have the 
objective of keeping our owners informed, 
engaged and inspired to travel.

Judy Kenninger heads Kenninger Communi-
cations and has been covering the resort real 
estate industry for the past two decades. Let 
her know your ideas for future topics in the 
Resort Trades by emailing her at Judy@Ken-
ningerCommunications.com. 
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six per month. CDARS and ICS are registered service marks of Promontory Interfinancial Network, LLC.
Alliance Association Bank, a division of Western Alliance Bank, Member FDIC.
Western Alliance ranks top ten on Forbes’ Best Banks in America list, five years in a row, 2016-2020.

No-Fee Lockbox Services1

ConnectLiveTM Software Integrations

Full Online Banking Services

Specializing in: 

Online Homeowner Payment Portal

Lending Solutions2

Excess FDIC with CDARS® and ICS® 3

allianceassociationbank.com

Top 10 - Forbes Best Banks

“Social media communi-
cation allows us to con-

nect more personally with 
our timeshare owners and 
distribute their vacation 
stories to a much wider au-
dience.” [Travis Bary, Chief 
Operating Officer, Capital 
Vacations on communica-
tions]
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Being elected as a board member 
for a resort association board 
comes with a lot of responsibility, 
occasional complications and 
conflict, and is, in general, 
viewed as a thankless job. It is 
also an excellent way to serve 
the member-owners of a resort 
and to actively participate in the 
decision making and strategic 
planning.  The board members/
volunteers play a critical role in 
the health and sustainability of a 
resort.  But this job comes with 
many responsibilities, both to 
other board members and the 
resort owners.  The role of a board 
member is not to be taken lightly 
as these individuals must be 
engaged in and committed to the 
oversight and improvement of the 
association.

Board Responsibilities

The primary responsibilities of an 
association board are to do the following:

• Keep owners informed of matters that 
would be of concern to them

• Attend meetings and conduct association 
business

• Care for and maintain the common 
property

• Oversee the prudent use of association 
funds

• Propose and/or approve a budget

• Levy special assessments

• Formulate rules of operation for common 
areas and facilities

• Select professionals to serve the 
association

• Enforce covenants and, if necessary, 
authorize legal action

• Collaborate to accomplish the 
association’s mission and purpose

This is certainly not a comprehensive list, 
but broadly covers the regular items to be 
dealt with.

Fiduciary Duties

Within exercising these responsibilities, a 
certain set of fiduciary duties apply to board 
members that should be in the forefront of 
all decision making: the duty of care, the 
duty of loyalty, the duty of good faith, and the 
duty of obedience. 

• The duty of care is exemplified by 
proposing and making decisions that are 
in the best interests of the association 
and its owners, giving the same care and 
concern to their board responsibilities 
as any prudent and ordinary person 
would, and actively participating in board 
meetings.

• The duty of loyalty is shown by the 
board members’ mindset of putting the 
interests of the association ahead of 
their own interests. The board members’ 
decisions should be made without 
bias or preference towards their own 
agendas. 

• The duty of good faith is demonstrated 
by making decisions and acting with 
integrity, impartiality, and looking out 
for the interests of the association over 
those of others. 

• The duty of obedience is exemplified by 
ensuring that the association complies 
with laws and regulations, such as state 
statutes, governing documents and best 
practices in general. 

It is also helpful to remember, in all decisions 
and discussions inside and out of meetings, 
that a board member has the responsibility 
to protect owners confidentiality if 
information is provided in confidence to 
them regarding personal matters, regardless 
of whether they affect the association.

Onboarding New Board Members

When new board members are elected, 
the onboarding process can shape their 
experience.  Those with history and 
institutional knowledge of the association 
can provide a lot of insight– and not to 
mention, new board members can provide 
fresh ideas.  It is important to keep in mind 
that both parties can learn from each other 
and to share the information at hand.

As new members are onboarded, it 
is beneficial to have a board retreat.  
Information can be disseminated for them 
to read and study on their own, but it is 
much more effective for the board to meet 
in person to discuss the items together and 
bring the new members up to speed.  Some 
items to be discussed are:

• The responsibilities of a board member 
and the duties described above and what 
it means to be a fiduciary.

• The type of association and who owns 
what, i.e. what is the association really 
responsible for.

• A recent history of association business, 
such as budgets, financial results, 

HOAs & MANAGEMENT

By: Rebekah Albert, CPA, Manager 
 and 
 Lena Combs, CPA, CGMA, RRP, Partner 
 WithumSmith+Brown, PC

BUILDING A BOARD OF DIRECTORS:  
TIPS FOR EDUCATION AND RESPONSIBILITIES 
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collections of assessments, legal 
matters and disputes, contract 
negotiations, events, past and 
upcoming maintenance projects, 
etc.

• The governing laws of the 
association, including state 
statutes, association governing 
documents and rules and 
regulations.

In addition to providing a 
background that will let new board 
members get up to speed quickly 
and make informed decisions, 
this process will also familiarize 
new board members (and remind 
existing ones) of their larger 
responsibility.

Some states are requiring new 
board member education, but even 
in those that do not, there are 
resources for outside consultants, 
such as attorneys and accountants 
who serve the industry,  to conduct 
training.  This option may be a 
cost, but can provide invaluable 
information to all board members.

Effective Meetings

In order for a board to have 
productive and successful meetings 
where voices are heard and 

business gets done, meetings need 
to be organized and monitored 
to accomplish the tasks at hand.  
Ineffective meetings can decrease 
board member engagement and 
efficacy. Here are a few simple 
tips f conducting board business 
effectively and efficiently:

• Prepare and circulate a draft of an 
agenda approximately a month 
in advance. Invite comments 
and business matters from other 
board members. 

• Adequately notice the meeting 
so that business can be legally 
conducted.

• Send a final agenda to board 
members a week prior to the 
actual meeting with any other 
necessary documents for 
discussion, such as internal 
financial statements, reports, legal 
matters, etc.

• Give ample notice to any 
professionals that may need 
to attend the meeting, such as 
consultants, accountants, or 
attorneys to ensure all necessary 
parties to making a decision are 
present.

• Observe a strict policy of time 
limits for discussion and be sure 
to leave ample time for owners 

and other participants to ask 
questions. Adopt a parliamentary 
procedure to assist with this.

• Start and end ON TIME!

The decision to become a board 
member is not something that 
should be taken lightly, but it can 
provide a great forum for learning 
and engagement in a community.  
For those considering serving, 
some due diligence is in order to 
understand what will be expected 
and even required in service to a 
particular association.

ABOUT WITHUMSMITH+BROWN 
(WITHUM) 

Withum is a forward-thinking, 
technology-driven advisory and 
accounting firm, committed to 
helping clients in the hospitality 
industry be more profitable, efficient 
and productive in the modern 
business landscape. For further 
information about Withum, contact 
Rebekah Albert (RAlbert@withum.
com) or Lena Combs (LCombs@
Withum.com) at (407) 849-1569, or 
visit www.withum.com. 

ColleCtions Unlimited of texas
Collections Unlimited of Texas is a third party collection 
agency with the ability to service just one delinquent account 
or one thousand. We understand the vacation ownership 
industry and the impact that bad debt has on a resort. We are 
able to collect your delinquencies while maintaining and pre-
serving your relationship with your owners.

Our Services Include:

*Full Service Collection  
 Agency

*No Upfront Costs to Client

*Customized Collection  
 Strategies

*Pre-Collection Service

*Skiptracing

*Credit Reporting

*Online Services

Call or email us to learn more about our unique collection strategies 
and how we can reduce your receivables at no cost to you!

Michele Beauchamp, president, at 800-723-2331 extension 113; 
mbeauchamp@collectionsunlimitedtx.com
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AT THE SALES TABLE

HOW TO DEAL WITH SALES RELUCTANCY
By Dave Stroeve

It's been said that 
working in sales is hard, 
no matter how good 
you are or how great 
your product or service 
is. But why is it so 
difficult, exactly?

The truth is that in a 
world of information 
overload, consumer 
attention spans are 
becoming less and 
less engaged towards 
any one specific 
thing because it is a 
biological reality that 
our brains can only hold 
so much information 
before becoming 
fatigued. Whereas 
before smartphones 
became big, people had 
an average attention 
span of around 12 
seconds. That number 
has since dropped to 
about eight seconds, 
and the bombardment 
of texts, tweets, pop-
ups, posts and product 
endorsements is to 
blame. We've all been burned by bad 
experiences with scam products and slimy 
salesmen, so our reluctance to listen to any 
one particular promotion or person is at an 
all-time high.

With the advent of the Internet we are 
now more connected than ever, but this 
same seemingly limitless freedom to 
share information and ideas has made us 
all a little more cautious to take anything 
at face value. "Everyone is trying to sell 
me something; in most cases I don't 
want or need it, so I'll just automatically 
ignore every chance to pitch me to save 
time" is an attitude that many of us adopt, 
sometimes without even realizing it. 
Complicating matters further is the fact 

that it's easier than ever before to ignore 
intrusive advertising.

Commercial come on the radio? Just 
change to a different station or pay the 
premium for no ads. Too many ads on 
the Internet? Just use Adblock. Getting 
robo called? Just hang up the phone and 
block the number. In real life, unless a 
salesperson is able to capture a customer's 
attention instantly and effectively, the sale is 
lost at hello. 

So how does one overcome this wall that 
most consumers today have built? If you 
wish to make an impact in an ocean of 
endless choices and options, you'll need 
to master these three critical skills to 
effectively connect with others. The crucial 
skills every good salesman needs to adopt 
are: maintaining an attitude of gratitude, 
aiming to serve and create value instead 
of just sell, and aligning actions to words. 
Without these few vital aspects, you might 
be able to close on occasion, but a fraction 
of your possibility. 

It isn't always easy, but having an attitude 
of gratitude and remaining positive is crucial 
when attempting to attract and connect 
with potential customers. Most people 
can't help but feel better about things when 
they're in the presence of someone who 
seems happy, appropriately upbeat and 
confident, and also appears grateful and 
hungry for the opportunity to talk to the 

customer in the first 
place. But if you allow 
outside frustrations 
from life or past missed 
transactions affect your 
attitude, it will have 
the opposite effect on 
attracting and closing 
your next potential 
customer. 

You must treat every 
new interaction as a 
fresh chance to close 
the sale without letting 
whatever happened 
earlier to cloud your 
performance. You 
must learn to not take 
anything in business 
personally and roll with 
the proverbial punches 
because the longer 
you wallow in defeat, 
the more sales you 
will miss, ensuring a 
negative, repeating 
cycle. You will start to 
lose motivation if you 
overthink the end result, 
making for even more 
missed opportunities. 

It's better to learn from your previous 
attempts, adapt if necessary and press on 
with confidence and a smile. Confidence is 
your superpower, and fuels your ability to 
sell your product or service. 

The second key element is to approach 

the customer with the purpose to serve 
them and their needs instead of merely 
thinking about the sale. If you approach 
the relationship from a position to improve 
their life and genuinely focus on solving 
a problem of theirs or fulfilling their truest 
desire, you are much more likely to attract 
their attention than trying to force your 

"Before smart-
phones became 

big, people had an av-
erage attention span 
of around 12 seconds. 
That number has since 
dropped to about 
eight…

The crucial skills ev-
ery good salesman 

needs to adopt are: 
maintaining an attitude 
of gratitude, aiming to 
serve and create value 
instead of just sell, 
and aligning actions to 
words.
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product on them – although a sense of 
urgency is still important. You cannot go 
into the approach with the belief that "X is 
so great, if only the customer will give me 
the time of day and hear me out" or "I really 
need this sale, so I'm going to hit them with 
a bunch of enticing facts and figures they'd 
be crazy to refuse!". 

Always aim to help them first by being 
curious and gathering the needed info to do 
so, even if that sometimes means losing the 
sale. A customer is a lot more likely to listen 
to what you have to say if you treat them 
like a friend first. If you begin your approach 
by striving to connect on a personal level, 
their guard naturally becomes lowered. It 
shows you view them as a person and not 
just as a number in a spreadsheet. If you do 
them the courtesy of providing some helpful 
advice or a pleasing anecdote, they're 
much more willing to do you the courtesy of 
being receptive to whatever you are offering 
them.

You need to engage in caring 
communication that serves a dual purpose 
– to both relate to and learn about the 
customer. Pay attention to the micro cues 
they are giving you via body language or 
facial expressions; encourage skepticism 
and surprise them, but don't over-explain; 
respect all parties involved (NOT just the 
decision maker); and allow the customer 
to talk as much, or ideally, more than you 
do, as people always appreciate being 
given the spotlight to talk about themselves. 
They'll automatically feel more valued and 
understood if you do the listening and let 

THEM do the talking. Strive for a 2:1 ratio 
of providing information and requesting 
feedback, and remember: love your 
customer more than your product. 

The third and final essential aspect to 
engaging your customers is to ensure your 
actions align with your words. If a customer 
suspects you're lying to them or being 
otherwise unauthentic, they're not going 
to feel safe placing their trust in the rest of 
what you have to say. Today, people have 
a sensitive “fakedar” that can stop a fraud 
instantly. 

This isn’t to say that you should withhold 
using psychological principles like priming, 
anchoring, reciprocity, urgency and 
scarcity, but you must be careful not to omit 
important material information or embellish 
your claims. If you tell the customer you're 
the only option to consider and then give 
rational reasoning to justify, it won’t actually 
work because people today are aware there 
are endless choices to consider. Instead 
of focusing on the core values of the 
product or service, reframe the consumer’s 
thinking to focus on the reality that if you 

cannot help them overcome their concerns 
during your presentation, additional time 
will not bring them closer to owning the 
product. You must be willing to let the sale 
go in order to close more sales. You know 
the percentage of transactions after the 
fact pales in comparison to those in your 
presence, so always give your best in the 
presence of your customers. 

In summary, selling is simple, but not easy. 
Capturing the attention of consumers 
in a world of shrinking attention spans 
and limited free time has become more 
and more challenging. To become the 
exception, you'll need to incorporate the 
traits that show you care about the person, 
and not just your bottom line.

David Stroeve is 
the owner and CEO 
of ADS Consulting 
Services, the 
timeshare industry’s 
foremost expert 
consulting firm 
specialized in 
helping companies 
improve their 
revenue processes 
and systems. For 
more information, 
please visit www.

adsconsultingservice.com or email  
info@ads-cs.com.

You'll need to incor-
porate the traits that 

show you care about 
the person, and not just 
your bottom line.

CERAMIC GLASS
COOKTOPS
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MEADOW LAKE LEGACY RESORT  
EMBRACES THE FUTURE  

While today’s timeshare giants continue to 
break sales records, not all resorts are affiliated 
with the top 15-20 companies, many with 
recognizable hotel names. Of the nearly 1,600 
U.S. resorts, it is estimated by Richard Ragatz, 
Ph.D. of Ragatz Realty that the proportion of 
resorts not branded by these large companies 
is probably about 35-40%, due to many of them 
being older, smaller, legacy resorts like Meadow 
Lake Resort in Columbia Falls, Montana. 
Without the backing of large marketing budgets 
and national name recognition, many of 
these legacy resorts are challenged by issues 
involving resales, staffing and competition from 
short-term rental companies like Airbnb.

We asked Lance Lynch, Assistant General 
Manager of Meadow Lake Resorts, how his 
organization is taking on these projects and 
adapting to a changing travel industry. This is 
the second in a series of “State-of-the-Industry” 
articles as resorts tell us how they hope to 
overcome future challenges. 

But first, a little history. Meadow Lake 
Development Corporation was formed in 1985 
by Gilbert Lynch, Ron Holliday and Peter 
Tracy with timeshare sales starting in 1988. 
Gilbert was a silent partner, mostly providing 
financing until 2011, when he and his wife 
Joyce emerged from retirement to actively 
steer the resort. Lance Lynch is Gilbert’s 
grandson; he and wife Molly became involved 
with the property in January 2019. Lance’s 
uncle, Michael Lynch, and Aunt Jill Christopher, 
are also on the team, making it a true family 
affair. Molly had been a teacher and Lance in 

business marketing. They were attracted to the 
resort by the beauty of the surrounding area. 
Molly works in Owner Services for the 4145 
interval owners, half of whom are from Alberta, 
Canada with the balance from Montana and 
locals who enjoy day-use of resort amenities. 

Meadow Lake Resort is a year-round golf and 
ski resort 17 miles from the lifts at Whitefish 
Mountain Resort and 20 miles from the 
entrance to Glacier National Park. The property 
includes a 114-unit timeshare resort, 24-room 
hotel and a Bar & Grille. The Montana retreat 
is surrounded by an 18-hole championship 
golf course and has its own private lodges at 
Whitefish Mountain and 
on Flathead Lake, the 
largest lake west of the 
Mississippi, in the lower 
48 states. 

About resales.  

According to Molly, “In 
the past few years, 
our timeshare listings 
have far outnumbered 
interested buyers. Until 
this year, we had an 
on-site sales person, 
but closed our sales 
office due to lackluster 
results and a strategic 
decision to refocus on 
more viable channels 

of repurposing inventory. For resales, we 
partnered with a local real estate agency who 
understands our property. Gilbert and Michael 
are developing relationships with established 
vacation clubs – both ownership and member 
based – to provide their members with Montana 
experiences at competitive prices. The entire 
team is embracing rentals as a way to benefit 
owners by replenishing reserves and putting 
money in their pockets. 

 “As a legacy resort with older owners, we 
must embrace today’s realities with today’s 
technology,” adds Lance, who is focused on 
rentals like a goalie on a hockey puck. “It 
is evident that many children of our original 
buyers do not want to take on the ownership, 
which is understandable given other channels 
for them to enjoy vacations such as VRBO, 
Airbnb and online travel agencies. “Our goal,” 
adds Lance, “is to meet and serve them on 
these channels.” 

Short-term Rental Competition. 

When general manager Chris Walters came 
on board about five years ago, he brought with 
him ample experience in the hotel industry 
and a spearheaded drive to generate rentals. 
The emergence of Airbnb and other short-term 
rental companies has increased the supply of 
rental properties in the Meadow Lake market, 
but it’s also increased the Resort’s ability to use 
these channels to get its inventory in front of a 
vacation-hungry public looking for high quality, 
condo-style Montana adventure. “Rather than 
perceive vacation rentals as a threat to our 
business,” Lance intones, “our mindset is to 
learn from the best and dominate our rental 
market. Our rentals benefit owners by funding 

STATE OF THE INDUSTRY 2020

By Marge Lennon

Molly & Lance Lynch

Overview at Meadow Lake
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reserves. Many short-term rental companies 
are hungry for more rooms to rent and have 
welcomed timeshare resorts onto their 
platforms. By adopting these new platforms, we 
have expanded our marketing channels and 
distribution. 

“One downside of the increase in supply 
in our market from these short-term rental 
companies is that many of them have lower 
nightly rates for whole homes, thus competing 
directly with condo-style accommodations. To 
compete, we're focusing on our sweet spot, 
Condo space, with resort amenities that include 
professional security, indoor and outdoor pools, 
adult-use hot tubs, fitness center, mountain 
and lake lodges, a restaurant, and spa,” adds 
Lance. “If they want an entire house, we have 
three of these to rent as well. As a legacy 
resort, we have a strong timeshare base but 
cannot ignore the direction in which timeshare/
vacation rentals is clearly heading. We must 
now learn from what short-term vacation rentals 
do best and adopt the relevant tools to utilize 
for our resort.”  

Meadow Lake Resort remains an RCI affiliate 
and popular exchange destination with their 
own returning owners. They enjoy other rentals 
through Expedia, and this year they piloted 
some VRBO rentals. Their challenge, however, 
has always been generating rentals outside 
of the peak seasons, which is structural and 
common to the Flathead Valley.  

Staffing Challenges in a small town. 

Meadow Lake does not outsource any 
employees but says that their entire area has 

a difficult time staffing during the busy summer 
season. Some other area businesses have 
had success by outsourcing employees. The 
resort fluctuates between 60 and 85 employees 
during the summer season.

When reading Resort Trades articles, Lance 
says that he generally focuses on the marketing 
articles that feature promotion strategy and 
social media advice while Molly enjoys reading 
about ownership articles, resort spotlights, and 
people stories. Lance and Molly were very 
detailed in sharing their thoughts for this story 
about their resort and its future challenges.

When asked to comment on their greatest 
“success story” for 2019, Lance added, “We 
have been very intentional in producing regular 
articles that inform our owners, posting them 
on our website. This is generating genuine 
excitement about some of our planned projects 
– such as updating our governing documents – 
and we have received strong positive feedback 
about the enhanced communication. Owners 
are thrilled to know that we are thinking 
about changing things up with a document 
restructure. They love seeing that we are 
working with their futures in mind.”

Their push on marketing – especially in 
the onsite restaurant – has had a positive 
impact on revenue, with 23% growth at the 
restaurant over the past year.  They ran 
special promotions, ads, and participated in 
local community events, such as chamber 
of commerce events and fundraiser golf 
tournaments, creating online content and 
stimulating buzz both online and locally for the 
resort. 

Lance and Molly look to their future at Meadow 
Lake with tremendous optimism.  Millennials 
themselves, they understand the emerging 
generation’s strong demand for authentic travel 
experiences. They know that National Parks 
are hot, and few hotter than Glacier, the gates 
of which are a few miles down the highway. All 
the new technology makes it possible to get the 
word out. 

Shares Molly, “It is important to understand 
who you are as a resort and what you have to 
offer the world. Once you harness the things 
that make your resort special, you can let that 
drive the direction of evolution and change. 
We believe in what Meadow Lake Resort has 
to offer because between the community, the 
wild Montana environment, and the endless 
opportunities for adventure, it’s in harmony with 
our lifestyle as well as with what we know many 
travelers seek to experience. It’s easy to do the 
work for something you know and believe in.”

About the Author. Marge 
Lennon began her career 
as a timeshare publicist in 
1978 and has been writing 
about resorts and their 
people ever since. Happily, 
she has also visited scores 
of properties from Maui 
to Massachusetts during 
her front-row seat to the 
industry’s growth. She 

loves to tell other people’s stories and can be 
reached at Marge@LennonCommunications.
com

Inn at Meadow Lake
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GLOBAL CONNECTIONS, INC.  
CHECKS OFF ALL THE BOXES
By Georgi Bohrod, RRP

Global Connections, Inc. (GCI) is 
one of the most respected providers 
of travel and leisure benefits in the 
industry. Based in Overland Park, 
KS , GCI offers the members of 
its Global Discovery Vacations 
(GDV) club program a wide variety 
of leisure benefits and vacation 
options. Global Connections holds 
an exceptionally well-rounded 
vacation portfolio which includes 
thousands of resort condominiums, 
cruises and tours. Today Global 
Connections owns and operates 
Beso Del Sol (Sunset Beach, CA), 
Beso Del Sol Resort (Dunedin, 
FL), White Oak Lodge and Resort 
(Gatlinburg, TN) and Lodge By 
The Blue (Breckenridge, CO). Its 
inventory management division 
works with resorts all over the 
continental United States and 
Hawaii, as well as Canada, the 
Caribbean and Mexico. GCI boasts 
nearly 300 team members spread 
over 10 locations. 

Best Place to Work 

Human Resources Professionals 
say these qualifications are of 
utmost importance in considering 
what makes a company “The Best 
Place to Work.” Global Connections, 
Inc. checks off all the boxes.

• Communication, Recognition 
and Input

• Flexible Work Environment

• Mission, Vision and Values

• Support and Professional 
Growth

• Teamwork

• Share the Wealth

• Manager Effectiveness

• Good Corporate Citizenship

Here’s how GCI keeps its 
corporate culture strong and 
continues to remain successful 
for more than 25 years.

Communication, Recognition and 
Input

Keeping teams connected is a 
priority for GCI. They’ve built a 
close-knit community encompassing 
the home office in the center of 
the U.S., a portfolio of five owned 
and/or managed resorts, countless 
leased vacation accommodations, 
an Orlando, Florida-based sales 
office focused on member upgrades 
and referrals, a sales office on 
Long Island, NY, and property 
management divisions in Florida, 
Kansas and South Carolina. 
Recognizing the importance of 
communications in team building, 
GCI fosters a sense of community 
and family within the company. To 

encourage and improve 
employee interaction 
through shared 
information, GCI also 
maintains a company-
wide intranet. Each 
week team members 
receive an email 
update about various 
important company 
events. Links within 
the email direct them 
to the GCI intranet 
referred to as “Our 
GCI” for details which 
range from upcoming 
training classes, 
travel and health 
news or even surveys 
to help employees 
provide feedback to 
management. Special 
announcements, team 
member recognition, 

birthdays, anniversaries and a 
company chat/email portal are all 
housed on the GCI intranet.

A Flexible Work Environment

GCI offers various options to its 
team. GCI’s excellent customer 
service professionals in the 
member contact center and 
the full service travel agency 
work primarily with travel club 
members living in different time 
zones. To accommodate these 
members, employees may choose 
from a wide range of work shifts 
including evenings and weekends. 
Accounting, IT, HR and software 
engineering are assigned core 
hours, but have flexibility. The 
company pays close attention to the 
importance of work/life balance by 
adjusting schedules to meet family 
needs. The billing department also 
changed its hours to meet demands 
and now a four-day work week is 
available to some team members. 
This flexibility is a major factor in 
talent recruitment.

Mission, Vision and Values

Putting families on vacation. That’s 
GCI’s Mission. By its’ very nature, 
travel is fun and GCI never loses 
sight of that. The GCI team works 
hard, has fun and helps others in the 
community. Global supports ongoing 
philanthropic endeavors and many 
charitable organizations in the 
communities where they live and do 
business. Philanthropy is 

most definitely the core value that 
permeates the corporate culture. 

Support and Professional Growth

GCI strongly supports the 
educational and professional growth 
of team members. Within specific 
guidelines, GCI grants funds to 
qualified team members who are 
furthering their careers by attending 
schools of higher learning. 

Team members develop skills to 
assist their upward mobility within 
the company through the Global 
Training Certificate Program. 
After attending in-house and other 
approved webinars and classes, 
GCI team members are rewarded 
with a plaque commemorating their 
achievements, a special name 
plate for their desk and a gift card. 
Employees can check their progress 
on the personalized Point Tracker 
through the GCI intranet. A wide 
range of classes on various subjects 
are offered each year, ranging from 
“Financial Well-being” to “Employee 
Handbook Training.” Two of the 
most favorite courses are “Career 
Growth at Global Connections“ and 
“Essential Oils/Wellness.” 

Teamwork

A prime example of teamwork is the 
internal Committee of Awesomeness 
(COA), a group of employee 
volunteers who organize monthly 
charitable events. Over the years 
the COA has been instrumental in 
collecting thousands of dollars for 

BEST PLACE TO WORK

GCI Chiefs Super Bowl Red Friday

GCI Holiday Party  
Terra & Ashley
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local communities where various 
GCI offices and resorts are located, 
as well as the greater Kansas 
City area. Global Connections 
does not simply donate money 
but more importantly commits 
to the community through grass 
roots volunteerism promoted most 
strongly by the COA team.

Share the Wealth

At the helm of Global Connections, 
Inc. is visionary entrepreneur 
Tom Lyons. Tom’s drive and 
determination took him from a 
door-to-door salesman for what 
was then a buying service in 
1975 to President and CEO of 
Global Connections, Inc. He has 
never forgotten his roots, nor 
the importance of the valuable 
vacations GCI provides to its 
members at an affordable price. 
That philosophy pervades the 
company atmosphere with plenty 
of rewards for jobs well done. One 
favorite perk every team member 
appreciates is the chance to 
vacation in beautiful resorts via 
GCI’s extensive network.

Manager Effectiveness

Tom Lyons sets the tone of hands-
on management 
involvement. He 
walks through 
the halls every 
day to say hi and 
see how the staff 
is doing. This is 
a major part of 
the success of 
the team. Ask 
most any GCI 

employee and they’ll tell you how 
Global feels like a family. 

Further evidence of the 
effectiveness of supervisors and 
managers peaks during Employee 
Appreciation Week. The underlying 
goal of this energetic, fun-filled 
week is employee appreciation, 
retention and motivation. 
Employees are honored and 
rewarded for their efforts and 
contributions to the success of 
the company. The interactions 
with other employees, managers 
and leadership during Employee 
Appreciation Week helps them to 
get to know each other on a more 
personal level and develop stronger 
work relationships as well as 
friendships. Plus, it’s a whole lot of 
fun filled with games, pizza parties, 
managers in costumes-- culminating 
in a night out at a favorite local spot.

Good Corporate Citizenship 

Perhaps the most distinctive crown 
that GCI holds is its unwavering 
commitment to Philanthropy and 
Social Responsibility. Tom Lyons 
not only encourages community 
philanthropic projects and 
contributions, he sets an example 
for his employees. One of his 
favorite causes, and thus one of 
GCI’s major efforts, is supporting 
The Don Bosco Senior Center --the 
most comprehensive 
senior center in the 
Greater Kansas City 
area. Tom believes 
that no matter how 
busy someone 
is at work or at 
home, everyone 
can have a positive 
effect on others. An 
ongoing passion 
is a commitment 
to Guns N’ Hoses, 
a major fundraiser 
for the non-profit 
Surviving Spouse 

and Family Endowment Fund 
(S.A.F.E). which supports families of 
fallen Law Enforcement, Firefighters 
and First Responders Personnel in 
Kansas City. The list of charitable 
organizations supported by Global 
Connections is impressive. GCI 
offers financial and physical support 
through employee sponsored 
fundraisers for many organizations 
close to its employees’ hearts, such 
as Project Walk, Ronald McDonald 
House Charities, Harvesters 
Community Food Network, Toys 
for Tots, Happy Bottoms, Wayside 
Waifs, and Hope House.

In all of its charitable causes, the 
team members of GCI bring their 
full backing. The spirit of social 
responsibility does not stop at the 

corporate office---it is found in 
every sector of the organization. 
The company supports employee-
driven fundraising events at its 
satellite offices and resorts. Annual 
events include: a fundraiser with the 
SPCA to raise funds for abused and 
neglected animals, beach cleanups 
on Earth Day, military and homeless 
care packages, and a fundraiser 
to provide abused foster children a 
summer camp experience at GCI’s 
Dunedin, Florida resort. 

GCI realizes that working in the 
travel industry provides many 
opportunities to give back. 
That’s why it regularly donates 
complimentary condominium 
vacations for various local and 
national charity auctions. 

By virtue of incorporating all of 
these characteristics, Global 
Connections, Inc. is a stellar 
example of how companies who 
respect their employees and their 
communities rise to the top.

For more information, visit www.
customercount.com or call 317-816-
6000. Follow them at http://www.
customercount.com/blog/ on Twitter 
@CustomerCount or facebook.com/
CustomerCount. 

White Oak Lodge & Resort Cabin

GCI Red Nose Day
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Become an owner of a  

TIMESHARE CONDO  
on a Pinellas Beach. 

Contact Phil Henry @ (734) 377-9240 today for one of 
these great resort packages!!!  Also, if your resort would 

like to know how this works, JUST ASK PHIL!

Timeshare Resort Associations committed to this one of  
a kind opportunity, Florida State Department reviewed  
campaign, include:

• www.AllSeasonResort.net, Madeira Beach, Florida, Gulf Coast
• www.TheVoyagerBeachClub.com, Treasure Island, Florida
• www.NauticalWatchResort.com, Bellaire Beach, Florida
**We are looking to add new resorts as we speak. 

818.577.4320
info@cradesign.com 

To discuss ways we can help you 
with your design and renovation 
needs please contact CRA:

WWW.CRADESIGN.COM

Rooms, Villas & Amenity Areas

Turn-key Design and Furnishings

Power-pricing clout with suppliers

Concept Development

Value-add masterplan services

FF+E Reserve Budgeting

Excellent Brand Relationships

RENOVATE WITH CONFIDENCE

Interior Design and 
Furnishings Services

I N T E G R I T Y

AN ADHERENCE  

TO MORAL AND  

ETHICAL PRINCIPALS; 

SOUNDNESS OF MORAL 

CHARACTER; HONESTY.

CONFIDENCE

HAVING FULL TRUST, 
BELIEF IN THE POWERS, 

TRUSTWORTHINESS,  
OR RELIABILITY OF A 
PERSON OR THING  

A BELIEF IN ONESELF  
AND ONES POWERS  
OR ABILITIES, SELF  

CONFIDENCE,  
SELF RELIANCE:  
ASSURANCES

Resort Management Services
“The Resort Upgrade Company”

“Upgrading Resort Experiences”

We specialize in member upgrade  

programs designed to enhance  

member benefits while creating  

cash flow for Developers and HOA’s. 

Building memories,  
one vacation at a time!

DEVELOPERS: 855-315-3656

Trades@ResortManagementServices.com
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MEASURE. MANAGE.

CONTACT:
bobkobek@customercount.com
www.customercount.com

FIND US ON:

The Customer 
E� ort Score is 
one of the most 
important questions 
you should ask in 
your surveys.

WHY? BECAUSE IT REPRESENTS A TRANSACTIONAL 
MEASUREMENT OF CUSTOMER LOYALTY

Does your online feedback service provider ask the right questions to get 
the answers you need? Do they make it diffi  cult for you to change your 
parameters? 

If so, contact CustomerCount® and see how simple and easy it is to get the 
answers you need in order to make the appropriate decisions and changes 
that need to be made to create that customer loyalty. 

 

• Full Service Housekeeping

• Inventory Control

• Quality Assurance
 

WWW.SUNHOSPITALITY.COM | 843-979-4786

FRESH & CLEAN... EVERY TIME!

Check out www.sunhospitality.com to learn about how 
we can help your resort achieve success!

 
 

 

• Post Inspection and Re-inspection

• Laundry Processing and Management

• And much more!
 

Sun Hospitality provides turn-key Housekeeping Services
customized to fit every aspect of your needs.
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SURVIVING COVID-19 
EMPLOYERS MUST MAINTAIN HEALTHY WORKPLACES 
WHILE OPERATING WITH REDUCED STAFFS

TRENDING NOW

By Phillip M. Perry

Resorts face daunting operational 
challenges when the rapid spread 
of Covid-19 causes employees to 
call in sick and customer counts 
to dwindle. To reduce workplace 
disruptions, managers can take 
steps to maintain virus-free business 
environments.

“An employer’s general duty is to 
maintain the health and safety of 
the workplace,” says Joseph Deng, 
an employment law partner at 
Baker & McKenzie in Los Angeles 
(bakermckenzie.com). “A business 
must be free of hazards that are 
likely to cause death or serious 
physical harm. In light of the virus, 
employers should pay close attention 
to what the national, state and local 
authorities are advising.” 

At the national level, the Centers 
for Disease Control and Prevention 
(CDC) continually updates a website 
with advice about reducing the 
chances of infection. (To access the 
information go to www.cdc.gov and 
search for “Interim Guidance for 
Businesses and Employers”).

State and local authorities may also 
provide information on their own 
websites. “Advice at the local level 
is especially important,” says Deng. 
“It will be directly related to what’s 
happening with the virus in the area where a 
business is located—just as a recommended 
response to a hurricane will depend on the 
proximity of the storm to a business.” 

Much of the guidance from all levels deals with 
the proper sanitation of the work environment. 
“The most significant thing businesses 
can do is make sure employees engage in 
proper hygiene practices,” says Susan Gross 
Sholinsky, Vice Chair of the Employment, 
Labor & Workforce Management practice of 
Epstein, Becker Green in New York (ebglaw.
com). “They should keep their premises clean, 
disinfecting doorknobs, elevator buttons, 
and community equipment such as printers, 
and commonly used kitchen items such as 
refrigerator handles.”

Employers are also taking steps such as the 
following:

* Limiting travel. “Most of the companies I 
am talking to are limiting or prohibiting all 
future international travel,” says Sholinsky. 
“They are also asking employees if they have 

traveled internationally, whether for business or 
pleasure, and are requiring them to stay home 
if they have visited countries with elevated risk. 
When feasible, audio and video conferencing is 
taking the place of in-person visits.” 

* Restricting outsider visits. “Some companies 
are limiting third parties who can come into 
the offices, separate and apart from their own 
employees,” says Sholinsky. “Visiting clients 
and vendors are being asked where they have 
traveled in the last few weeks, and whether 
they are exhibiting any flu-like symptoms.”

* Coordinating with vendors. The CDC website 
suggests businesses “talk with companies that 
provide contract or temporary employees about 
the importance of sick employees staying 
home and encourage them to develop non-
punitive leave policies.”

Sick workers

Despite management’s best efforts, some 
employees may fall sick. Anyone who comes 

down with symptoms of the virus 
(fever, coughing, and shortness 
of breath) should be separated 
from the workplace and required to 
remain at home. That will protect 
their coworkers from infection, 
helping to contain the spread of the 
disease. 

Afflicted individuals should contact 
their healthcare provider, or the 
state or local health department, for 
advice on what to do next. “Infected 
individuals should not go straight to 
the doctor’s office or to the hospital 
emergency room, because they are 
not equipped for infectious disease 
control,” says Deng. “Instead, they 
should call ahead to determine 
whether symptoms are consistent 
with a Covid-19 infection. If they 
are, the individuals will be directed 
to the appropriate testing facility.”

Employees with the relevant 
symptoms should stay away from 
the workplace even if they have 
not been definitely diagnosed with 
the coronavirus. “Traditionally 
in our country’s culture people 
come to work sick,” says Brian 
Baker, Vice President of Hagerty 
Consulting, an emergency 
management consulting firm based 
in Evanston, IL (hagertyconsulting.
com). “But the novel coronavirus 

is extremely contagious, and we do not have 
the diagnostics to tell us who has the virus and 
who doesn’t.”

A business may need to change its traditional 
sick leave policies in light of the coronavirus. 
“Sometimes a liberal sick leave policy is tough 
for employers,” says Baker. “But it is much 
better to lose a portion of your workforce than 
to lose all of them.” 

The employer must decide whether to pay 
people who are out sick. While no national law 
requires they do so, some states and cities 
have passed legislation touching on the matter.  
Jurisdictions with some type of sick leave laws 
include California, Washington, Michigan, 
Vermont, San Francisco and New York City.

Even companies which are located outside 
of such protected areas should consider 
reimbursements for quarantine time. 
“Employers should avoid being penny wise 
and pound foolish,” says Deng. “They should 
establish non-punitive leave policies, and 
that includes loosening requirements that 
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employees provide doctors’ notes to prove 
sickness. Bear in mind that local health 
workers will likely be overwhelmed with live 
cases and may not be able to provide such 
notes.”

Sick leave reimbursement decisions may be 
based on the circumstances surrounding the 
event. “In some cases, an individual who is out 
sick for an extended period of time because 
of Covid-19 may be entitled to short term 
disability,” says Sholinsky. “An employee who 
was infected while on business travel to an 
affected country may be eligible for workers 
compensation.”

Some states have paid family leave laws that 
mandate partial pay for employees who are out 
of work because they are caring for sick family 
members, says Sholinsky. “Some states’ and 
cities’ sick time laws provide for paid sick time 
when an individual’s workplace—or a child’s 
school or day care center—is shut down due to 
a declared public health emergency.” 

On occasion it is not the employee who 
becomes sick, but a child, parent, or a loved 
one. Or a child must stay home because of the 
closing of a school or day care center. Or an 
employee may express fear about using public 
transportation to commute to work. In all such 
cases employers must decide whether to grant 
paid sick leave. 

Protect customers

Employees are not the only people subject 
to health risks from workplace infection. 
Businesses need to also protect anyone who 
comes into contact with staff members.

“To the extent the business is a place of 
public accommodation, employers need to 
be mindful of the risks to customers, vendors 
and other visitors,” says Sholinsky. “If asked 
what the company is doing to protect against 
the spread of the virus, an employer can 
inform individuals that the premises are being 
cleaned and maintained consistent with CDC 
recommendations.”

Strictly from a public relations perspective, 
employers may wish to advise customers if 
a staff member has been diagnosed with the 
disease. “Customers will likely not take kindly 
to finding out they were at a business where an 
employee had been impacted and they were 
never informed,” says Deng. At the same time, 
employers should be mindful of not identifying 
which employee was affected. “You need to 
maintain the delicate balance between getting 
the information out in a manner that will protect 
everyone, while also complying with privacy 
laws about disclosing medical information.”

Indeed, concerns of employee privacy should 
be paramount for any business dealing with the 
coronavirus outbreak. “Generally speaking, if 
you are asking questions about an employee’s 
life outside of the workplace there should be a 
legitimate, business-related reason for doing 
so,” says Sholinsky. “You need to balance the 
important information needed about someone’s 
health in light of Covid-19 concerns against 
the individual’s right to privacy regarding their 
personal medical situation.” 

There is only a limited number of health-
related questions employers are permitted to 
ask employees, says Sholinsky. “If someone 
was quarantined after traveling to a country 
with elevated risk, for example, and shortly 
after returning to the office they are out sick, it 
would be appropriate to ask whether they are 
experiencing flu-like symptoms, and if they are 
whether they have visited a doctor or been 
tested for Covid-19.”

Once obtained, personal medical information 
should be kept safe from dissemination. 
“If you are requiring employees to make 
declarations about their travels or their health 
conditions, you need to be careful about how 
the information is collected and disclosed,” 
says Deng. “Handle the information with 
respect to Covid-19 in the way you would 
handle any other personal information.” That 
means restricting information to those with a 
need to know. “If you send someone home with 
symptoms, the only people who should know 
about it are those individuals who have come 
into direct contact with the person.”

All actions must conform to state and city 
employee privacy laws, which vary widely. 
Some Federal laws may also apply. “Bear in 
mind that under the Americans with Disabilities 
Act (ADA), employers are generally not 
allowed to make disability related inquiries 
about preexisting health conditions or other 
private medical information,” says Deng. The 
law also prohibits giving a medical exam. “It’s 
allowable to ask employees if they have a 
cough or fever, or shortness of breath. But you 
may have issues under the ADA, or under state 
laws, if you take their temperature or do any 
other screening that might be construed as a 
medical exam.”

One exception to this rule, says Deng, is if 
there is a "direct threat" to the workplace, such 
as development of a pandemic in your area. 
“You are allowed to make medical inquiries 
and ask about disability related matters if there 
is no other way to get information that will 
protect the workforce. Assessment as to what 
constitutes a direct threat should be based on 
objective factors. Be informed about what CDC 
guidelines and what local and state authorities 
tell you. That will inform your duty and level of 
care with respect to workforce.”

Avoid discrimination

In carrying out the policies and procedures 
described in this article, businesses must 
avoid any actions that are discriminatory, 
consciously or otherwise. “Although it is okay 
to ask employees if they have traveled recently 
to high risk locations, and to tell them to self-
quarantine for a two-week period, you have 
to apply the policy without reference to race, 
ethnicity or national origin,” says Deng.

The need to avoid discrimination speaks to a 
practical issue: The novel coronavirus causing 
Covid-19 can strike any individual regardless 
of background. “Just because people are of a 
certain race or national origin does not mean 
they have a higher chance of infection with the 
virus,” says Sholinsky. “Companies should be 
careful not make such assumptions.”

Plan for Disruption

Every business needs a 
road map for surviving 
with slimmer staffs when 
employees stay home because 
of the coronavirus. “The most 
important thing is to have a 
plan and communicate it to 
employees and customers,” 
says Brian Baker, Vice President 
of Hagerty Consulting, an 
emergency management 
consulting firm based in 
Evanston, IL (hagertyconsulting.
com). “The plan should answer 
two questions: What functions 
does the organization need to 
perform to stay in business? 
And how can those essential 
functions continue, given a 
possible uptick in employee 
absenteeism and a decrease in 
the customer base?”

Employers may consider these 
steps:

* Allow teleworking for those 
employees able to perform their 
duties from home.

* Establish flexible work hours 
for employees who must stay at 
home at certain times to care for 
family members.

* Share best practices with 
other businesses in the region 
and with the local chamber of 
commerce.

Additional ideas are available in 
the document “Interim Guidance 
for Businesses and Employers” 
located at www.cdc.gov.

No plan will work if it remains 
unheeded. “We recommend that 
employers clearly communicate 
their rules and policies 
regarding the coronavirus,” 
says Susan Gross Sholinsky, 
Vice Chair of the Employment, 
Labor & Workforce Management 
practice of Epstein, Becker 
Green in New York (ebglaw.
com). “Companies with intranet 
sites should link them to all 
virus-related communications 
and tell employees to check the 
site frequently for updates and 
guidance.”
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www.hardingcompanies.comrodharding@hardingcompanies.com(407)494-9307

Liquidation – Our dedicated 
expert staff will find the most 
efficient & profitable way to 
conduct your liquidation.

Warehousing – It is all about 
accountability & control. We will 
warehouse all of your FF&E as  
well as your OS&E.

Installation  – Focusing on 
ensuring the right product is 
installed at the right location 
at the right time in the right 
condition with the proper 
documentation is our promise.

Other Services  –  Can provide 
the following services but not 
limited to: 
•	Bathroom Accessories 
installation 

•	Interior Sign installation 
•	Freight Management 
•	Real time on line inventory 
reporting 

•	Logistics project management 
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To learn, at no cost, how Meridian can work for you, please contact:
Greg Sheperd, president, at 866.294.7120, extension 6705; GSheperd@merid.com

Zaida Smith, vice president, international sales, at 866.294.7120, extension 6747;
ZSmith@merid.com

Meridian is a veteran of the vacation
ownership industry. We understand the
impact of bad debt, as well as the
importance of keeping your owners’
accounts current, and preserving their
confidence in the purchase decision.

Meridian Financial Services is a sophisticated
third-party collection agency able to service whole and partial portfolios. 

Services include:

• Full-Service Collection   
Agency for Domestic and 
International Clients

• No-Cost-to-Client
Recovery Program

• Customized Industry
Collection Strategies

• Credit Reporting
• Skiptracing
• Online Services
• Credit & Collection

Consulting
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CUSTOMERCOUNT® CUSTOMER ENGAGEMENT  
PROFESSIONAL RESORT TRADES AWARD 
…AND THE AWARD GOES TO…  
WILLIAM MITCHELL,  
GM OF ATRIUM RESORT BY VSA RESORTS!
By Sharon Scott Wilson, RRP

At a VSA Resorts 
meeting recently, 
William Mitchell, GM 
of Atrium Resort (a 
VSA Resort), got an 
unexpected surprise. 
He found out he was 
the winner of the 
CustomerCount® 
Customer 
Engagement 
Professional Resort 
Trades Award for 
2019! 

President and CFO 
of VSA Resorts Lori 
Overholt later said, 
"I don’t know anyone 
who doesn’t like Bill 
Mitchell.  We greatly 
appreciate his hard 
work and success 
and I couldn’t be 
happier for such a 
wonderful human 
being to get this 
award."

President of 
CustomerCount®, 
Robert “Bob” 
Kobek, RRP, along with the participation of 
Resort Trades magazine, introduced the first 
CustomerCount® Customer Engagement 
Professional Resort Trades Award program 
into the resort industry in 2016. “The coveted 
award recognizes outstanding leaders who 
exemplify customer engagement within the 
timeshare resort/hospitality industry,” wrote 
Kobek in a letter addressed to Mitchell.

“We were so pleased to partner with 
CustomerCount®  on this unique award.  
Resort Trades is committed to providing 
resort operators and managers with 
information and data they can use to work 
smarter. We are honored to be part of 

recognizing those individuals who do this and 
who are ‘getting it right’ by engaging with their 
customers. Congratulations to everyone who 
participated and especially to our winners,” 
said Tim Wilson, CEO and Founder of Resort 
Trades.

“Nominated candidates included managers, 
assistant managers, front desk folks and 
customer service team members who are 
in daily contact with members and guests,” 
Kobek’s letter continues. “Companies who 
participated, range from resort developers 
in the U.S. and Mexico. Your nomination 
was submitted to us by Michele Colson and 
accepted by our independent judges who 
made the final selections. You and your 
company, VSA Resorts, are among the elite, 
past winners.”

Colson is Sr. Vice President of Associations, 
VSA Resorts. According to the winning 
narrative, “[Mitchell’s] congenial nature and 
‘Hospitality First’ philosophy has set the 
standard for all of our resort team members, 
not just the resort operations team. The 
nominee joined our resort family in 2008 

and has enjoyed 
serving as the 
General Manager 
at each of our 
resort properties. 
He is currently 
responsible for a 
90-unit timeshare 
resort with annual 
revenue budgeted 
at $2.3 million and 
he has managed 
up to 38 team 
members.”

“His constant 
attention to 
maximizing 
the timeshare 
members’ annual 
investments are 
reflective in his 
ability to exceed 
the Association's 
profit goals by 
$250,000 or 20.36 
percent year-
to-date. He was 
directly responsible 
for one of our 
resorts earning the 
first ever number 
one ranking out 

of 120 resorts and hotels on TripAdvisor® 
for our local market for 25 consecutive 
weeks. This nominee’s constant diligence 
to excellence contributed to the resort being 
awarded the RCI Silver Crown distinction for 
the third consecutive year. This individual 
conducts monthly ‘one-on-one’ meetings with 
each and every employee to monitor their 
goals and personal development progress, 
as well as get feedback on challenges, 
successes and owner and guest contributions 
to their customer service experiences. He 
recognizes each employee based on their 
preference of recognition and appropriately 
rewards them during the most visible 
opportunities.”

Recognition was also accorded to the 
Exploria Resorts Senior Manager/Member 
Services Veta Dimmick.  According to her 
nomination, “Veta is known for her ability to 
find solutions and put out fires. So respected 
is she that sales people often introduce her 
and her team to prospective buyers so that 
they understand  that they will be in good 

LEADERSHIP

Resort Trades is commit-
ted to providing resort 

operators and managers with 
information and data they 
can use to work smarter.”

(L.-R) Michele Colson, William Mitchell, Mark Richards, and Lori Overholt pose with 
trophies accorded to Mitchell as the CustomerCount Customer Engagement Professional 
Resort Trades award winner and to VSA Resorts.
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hands once they are members.”

The Exploria Resorts brand prides itself on 
its devotion to members and “represents 
a growing portfolio of hotels and resorts 
where guests may explore the many benefits 
of vacation ownership through rental and 
promotional marketing packages providing 
access to discover the endless opportunities 
that 85,000+ owners enjoy worldwide.”

Another top contender -- Director of Front 
Office Operations of MarBrisa Carlsbad, 
a Grand Pacific Resort, Kendal Dean – 
was nominated for the award prior to her 
promotion from having served as assistant 
director of guest services. “Having worked 
in every resort operations customer-facing 
department at Grand Pacific, she gained 
valuable insights into the guest experience 
which she puts to use every day,” says her 
nominating team at Grand Pacific Resorts 
(GPR). 

GPR is well known for its ‘guest experience’ 
corporate culture. “Associates embrace 
each day with a purpose of enriching lives 
by creating experiences worth sharing. It’s 
their mission and something they think about 
every day in their interactions with guests 
and with each other,” says a team member. 
“The award winning company has resorts in 
California and Hawaii. Its leadership promotes 
training and professional development and 
Kendal represents their core values.”

The Customer Engagement Professional 
nomination process includes completing 
an online nomination survey to measure 
the nominee’s qualifications and attributes. 
The submission process is powered by 
CustomerCount’s software system which 
measures and reports customer feedback 
through branded, customized online surveys. 
Along with specific quantitative data,   
narrative descriptions with anecdotes and 
stories to support the nomination are also 
taken into equal consideration. 

Bob Kobek said, “We congratulate these 
professionals and the companies they 
represent.  The choice was a difficult one 

as there were so many highly qualified and 
talented nominees. A big note of thanks is 
due to the volunteers charged with the task 
of blind judging and for selecting a winner 
from a highly qualified field of entrants. The 
judges for the 2019 program were: Scott 
Bahr, Principal, B Strategy; Howard Bendell, 
RRP, Principal, Bendell Resort Consulting; 
Ed McMullen Sr., RRP, Senior Partner, 
McMullen Development; Angela Ward, 
Corporate General Counsel, Mastercorp; and 
Darla Zanini, RRP, DSZ, Inc. (formerly EVP, 
ARDA).”

The resort companies of each recipient are 
also deserving of recognition for providing 
their teams with an empowering and 
stimulating work environment. Kobek’s letter 
to Bill Mitchell applies to all three of the 
winners and to their companies as he speaks 
of their exemplary management skills and 
approachable style which set the standard for 
the entire company to emulate. 

“I’m humbled and grateful, and really 
appreciate what we accomplished. This is an 
awesome honor for our VSA family, and well 
deserved!  Thank you for the opportunity…..
All the way with VSA!  Thank you to our 
wonderful executive team!" said Mitchell.

Sharon Scott Wilson, RRP, 
is Publisher of Resort Trades 
and Golf Course Trades 
magazines.  

Timeshare * Direct Sales * Property Management * Travel 
Merchant Processing

What if your processor decided to get out of the travel space 
today?   Are you ready?

Protect your income stream -
Don’t change processors simply add a new account today.

 
   

Visa - MC - Amex - Do you have Redundancy in Place?

         Lower processing cost GUARANTEED

Top industry banks will bid for your business

https://merchantservicesmadeeasy.com

What Jake the towel 
boy is good at :

- The “personal touch”
- Other things... probably

What Towel 
Tracker is 
good at :
- Costs less than Jake
- Gives out towels 24/7
- Never calls in sick
- Loved by all generations

616.325.2060  |  sales@toweltracker.com
www.toweltracker.com

President of Customer-
Count®, Robert “Bob” 

Kobek, RRP, along with 
the participation of Resort 
Trades magazine, introduced 
the first “CEP Award” pro-
gram into the resort industry 
in 2016.

President and CFO of 
VSA Resorts Lori Over-

holt later said, "I don’t know 
anyone who doesn’t like Bill 
Mitchell.”



Supplier Profile: Club Car’s Custom Solutions Department

Fast Track Fleet Efficiency with Customized Vehicles
Forward-thinking resort managers 
are energizing their utility fleets 
with customized and task-specific 
vehicles that streamline workflow, 
boost productivity, and drive 
savings. 

Others, however, still waste 
time and money jerry-rigging 
standard utility vehicles for 
specific applications, or they use 
cumbersome trucks and vans. 

Here is the problem with those 
approaches. DIY customization 
reduces efficiency, limits your 
options, and can increase risks. It 
may even void a vehicle’s warranty. 

Trucks and vans, on the other 
hand, are expensive to purchase, 
operate and insure. They cannot 
access narrow areas and waste 
gas idling. 

Customized utility vehicles are the 
answer. They speed room service, 
streamline housekeeping, serve as 
satellite bars at beaches and pools, 
and transform tough jobs into 
simple tasks. 

Reap the Benefits of 
Customization

Professionally customized vehicles: 

• Speed a single application such 
as refuse removal, ambulance 
service, laundry, bell service, 
banqueting, and more. 

• Boost versatility. Keep your 
crews moving seamlessly 
from task to task with vehicles 
configured to multitask. 

• Carry more passengers. Multi-
passenger vehicles rapidly 
increase savings. 

• Reduce your overall fleet size.

• Reduce loading time, drive time, 
theft, and damage. 

Partner with Pros

There is more to customization 
than meets the eye. It requires 
detailed planning, methodical 
testing and review, and preemptive 
problem-solving.

We work closely with the client 
to gain a firm understanding 
of their exact needs, operating 
environment and any safety, 
regulatory, or environmental issues 
that impact the job. We select the 
best platform, powertrain, and 
accessory package. Then we 
carefully plan the configuration 
for maximum efficiency and 
productivity.  Pictures of prior jobs 
are provided as inspiration and 
confirmation for the custom work. 

We test each accessory and 
component individually, then test 
its effect on the vehicle as a whole. 

For example, 
adding a high 
sided bed box 
will obscure 
the rear view 
without the 
addition of 
side mirrors 
or a back-
up camera. 
Carrying liquids 
can impact the 
stability of the 
vehicle unless 
the containers 
are carefully 

selected and positioned. 
Adding battery-operated 
components may drain 
the battery without 
addressing this situation.

As a result of this 
process, our custom cars 
solve problems, reduce 
risks, power productivity, 
and deliver dynamic 
stability. 

Unmatched 
Expertise 

As one of the oldest 
and most active custom solutions 
departments in the industry, we 
bring decades of expertise to every 
job we undertake. We engineer 
options you may have never even 
dreamed of.

Working from Club Car’s 
manufacturing facility in Augusta, 
Ga., we can add a single task-
speeding accessory, create multi-
tasking vehicles that move from 
job to job, or build one-of-a-kind 
vehicles for specific tasks. We 
back our customized vehicles with 
the same warranty of any other 
Club Car vehicle in that class.

Get your fleet on the right path 
with Club Car’s Custom Solutions 
Department. To learn more, call 
1-800-258-2227 (CLUBCAR) or 
visit www.clubcar.com/dealer.
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“The Kohala Beverage Cart 
Club Car built for our 

property lets us serve draft 
beer and cocktails at the pool 
and beach. The vehicle is so 
popular that it paid for itself 
in four months,” says Simon 
Amos, manager of Hilton 
Waikoloa Village Resort in 
Hawaii. 

The Industry’s Only  
Fit-to-Task Vehicles

Club Car’s Showcase and Fit-to-
Task Series offers vehicles pre-
customized for specific applications. 
This speeds the ordering and 
delivery process, yet it allows you 
to further customize the vehicles 
for your unique needs. The series 
includes vehicles for:

• Food service 
• Room service 
• Food and bar service at beach 

and pool areas
• Housekeeping
• Bell service
• Laundry 
• Refuse removal 
• Security 
• Grounds 
• ADA-approved transport 
• Facilities engineering 
• Ambulances service
• Scissor lifts 

Mobilizing Food and Bar Service 
Want to boost guests’ satisfaction and capture food and beverage revenue at your pool, beach 

or other location? We have the solution, whether you need a full bar car, buffet on wheels, 
mobile wine bar, draft beer car, or other options.

Room Service Car

Housekeeping Car

Photo credit Hilton Waikoloa Village
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Join the leader in hospitality management where teams of 
enthusiastic associates are creating experiences worth sharing 
every day! What does your work life paradise look like? From the 
picturesque coastline of the Golden State to the sun-drenched 
beaches of Kauai, we want you to be part of our team!

Benefits with Grand Pacific Resorts Include:
• Leadership Development Programs
• Tuition Reimbursement
• Vacation Perks
• BE EPIC Culture

JOIN OUR TEAM
Visit Careers.GrandPacificResorts.com
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PREPARE YOUR OPERATION  
FOR THE NEXT DISASTER 

NEED TO KNOW

By Des Armstrong

There are many 
things businesses 
can do to prepare 
for the impact of 
the natural hazards 
they face; including 
floods, hurricanes, 
tornadoes, and 
earthquakes. 
Developing 
an emergency 
preparedness plan 
is one of the most 
important strategic 
decisions you will 
make as a property 
manager.

To minimize the 
impact of an event 
on your resort, you 
should establish 
and regularly test 
a comprehensive 
disaster 
preparedness plan. 
Here are some 
basic tips to help 
you get started 
regardless of your 
type of business or 
where it is located.

Questions to Ask About Your Business 
Operations

1. How vulnerable would your resort be if 
a disaster or other emergency were to 
occur?

2. Do you have a plan to protect 
your employees, guests, and your 
business?

3. Have you provided emergency 
preparedness training to employees?

4. Should you meet with your insurance 
advisor to help you with emergency 
and disaster preparation?

Create a Plan

The most effective way to start the 
process is to follow these steps.

1. Identify your risks by considering the 
likelihood of specific disasters then 
prioritize. 

2. Develop a plan based on the most 
likely risks. 

3. Determine what supplies you may 
need based on each prioritized risk. 
Flashlights, blankets and first aid 
supplies are common for almost any 
emergency or disaster.

4. Train employees and inform guests.  
It is critical to hold annual employee 
preparedness training. It might 
also be important to develop guest 
information and distribute as needed. 
This may include messaging through 
social media posts, emails, or press 
releases.   

5. Consider the importance of developing 
key relationships with vendors as well 
as other businesses in your area.  

Get Your Resort Prepared

• Review your insurance policy with 
your broker to make sure you 
understand the nature of your 
coverage, the deductibles, and the 
limits of your insurance.

• Create evacuation and shelter safety 
procedures.

• Create backup copies of critical data 
and programs.

• Train your employees annually in 
emergency preparedness.

• Protect vital business records.  Keep 
your most important documents in a 
safe that has been tested and listed 
by UL (Underwriters Laboratories) as 
being resistant to fire, heat, burglary 
tools, and torches.

• Create an emergency contact list.

• Learn what kind of emergencies might 
affect your business.

• Set a plan in place for communicating 
with guests for evacuation.

• Decide ahead of time what you can do 
if a resort building becomes unsafe or 
unusable.
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AMENITIES

Essential Amenities
Phone 1: 800-541-6775
Email:  
diana.johnson@essentialamenities.com
Website:  
www.essentialamenities.com
Contact: Ms. Diana Johnson
Specialty: Essential Amenities, Inc. 
is a well established guest amenity 
company providing high quality 
guest room toiletry products and 
accessories to boutique hotels, bed & 
breakfast inns, and resort properties. 
We offer a wide range of exclusively 
licensed collections that include 
Hermes from France, Exotic Coral, 
Poggesi, Ecru New York, Little Green, 
Dickens & Hawthorne Cucumber & 
Acai, Joseph Abboud, Whytemor & 
Keach, and Lanvin Orange Ambre. All 
of our products are in stock and ship 
within 24 hours.

APPLIANCES

Kenyon International, Inc
P.O. Box 925, Clinton, CT 06413
Phone 1: (860)664-4906  FAX: 
(860)664-4907
Email: sowens@cookwithkenyon.com
Website: www.cookwithkenyon.com
Specialty: Kenyon International, Inc. 
is the world’s leading manufacturer 
of specialty cooking appliances for 
residential and recreational use. 
Kenyon’s compact and sustainable 
ceramic cooktops, in traditional knob 
and Lite-Touch™ control models, in 
one or two burners, are available 
in your choice of 120, 208, or 240 
Volts. Kenyon’s All Seasons™ Electric 
Grills are flameless, smokeless and 
safe for cooking indoors or out. 
All products designed and built in 
Clinton, CT and backed by a 3-year 
warranty. BIM objects available. Visit 
us at www.CookWithKenyon.com.

ARTICLES, BLOGS, WRITING

THE TRADES INK Content Marketing 
P.O. Box 261, Crossville, TN 38557
Phone: 310-923-1269
Email: Sharon@TheTrades.com
Website: www.TheTrades.com
Contact: Sharon Scott Wilson, RRP
Specialty: Print and online marketing 
content, including blog and social 
media posts, feature articles, news 
releases, and advertorial. Full service 
marketing packages available 
including assistance with strategy 
and planning, writing and design, 
media contact, and ad creation and 
placement. 

BUSINESS INTELLIGENCE

Count©

by

Customer

c

CustomerCount
3925 River Crossing Parkway, Ste 60
Indianapolis, IN USA
Ph: 317-816-6000 FAX: 317-816-6006
Email:  
bobkobek@customercount.com
Website: www.customercount.com
Specialty: CustomerCount℠ is a 
flexible online customer feedback 
solution providing intuitive real 
time reporting, fast turnaround 
on updates, detailed and dynamic 
data gathering with comprehensive 
reporting for process improvement 
and customer loyalty to improve your 
bottom line.  It is the only feedback 
system designed specifically for the 
timeshare industry and is capable of 
segmenting satisfaction report data 
for any and all prospect, owner and 
guest touch points

CERTIFICATE FULFILLMENT

LogiCall Marketing
4411 S 40th St, Ste D-10
Phoenix, AZ 85040 USA
Phone: 602-483-5555 xt. 101
Email: tpranger@logicall.net
Contact: Thomas Pranger
Specialty: Day Drives and Mini-Vacs 
for Timeshare and Vacation Clubs. 
Direct Mail, Internet Marketing and 
Inbound Telemarketing With our 
multi-faceted campaigns, it’s never 
been easier to generate prospective 
buyers. With 40 years of industry 
knowledge, we know how to keep 
our clients ahead of the competition. 
Call today to discuss which marketing 
platform is best suited to achieve 
your goals and learn why we are the 
future of tour generation.

COLLECTION SERVICES

Aspen National Collections
PO Box 10689, Brooksville, FL 34603
Phone: 800-981-9420
Fax: 352-754-4538
Email: info@aspennational.com
Website:  
http://aspennational.com/collections/
Specialty: For more than 20 years, 
we have specialized in consumer 
debt collections for companies 
involved in timeshare or vacation 
ownership resorts. Our well-trained 
professionals will respectfully remind 
your owners/members of the value 
of their vacation purchase. We 
depend solely on the successful 
recovery of delinquent debt and 
will customize a program to fit 
your resort’s needs. For more 
information, contact Buzz Waloch at 
760-840-9678, buzz@aspennational.
com or David Combs at (970) 242-
2345; dcombs@aspennational.com.

COLLECTION SERVICES

Blackwell Recovery
4150 N. Drinkwater Blvd., Suite 200
Scottsdale, AZ 85251
Ph: 480-214-2995  Fax: 480-951-8879
Email: KDerry@blackwellrecovery.com
Website: www.BlackwellRecovery.
com
Contact: Kyle Derry
Specialty: Better debt recovery. 
You owe it to yourself. There’s no 
reason for your portfolio to suffer 
financial headaches from non-
performing obligations. Through 
propriety software, a consumer-
focused approach and innovative 
tactics, our customized solutions for 
recovering debt will minimize your 
delinquent accounts and maximize 
your portfolio’s performance. And 
in a tightly regulated industry, a 
debt recovery partner that puts 
compliance at the forefront is 
mandatory. Give us a call – we’re 
ready to pay you back.

Collections Unlimited of Texas, Inc
2000 S Dairy Ashford Road,  
Suite 680
Houston, TX 77077
Ph: (800) 723-2331  
Fax: (281) 588-1028
Email: contactus@
collectionsunlimitedtx.com
Website:  
www.collectionsunlimitedtx.com
Specialty: Collections Unlimited of 
Texas is your third party collection 
agency. We understand the bottom 
line- bad debt directly affects your 
ability to provide the best service for 
your customers and that’s where 
we can help. With our dedicated 
timeshare collectors and staff, we 
offer you unparalleled collection 
services. From pre collection notices 
at no charge to a full array of 
collection services, we are your 
agency. Everything from skip tracing 
to credit reporting, online payment 
service to credit and collection 
counseling we make it happen.

“ For many years, my clients 
have advertised in the Resort 
Trades with tremendous 

success. The publications are widely 
read and widely respected within the 
timeshare industry. The Resort Trades 
has also been of great assistance to 
my clients by helping print our press 
releases and photographs. They are an 
integral part of any public relations and 
advertising plan I suggest to clients.”
Marge Lennon  
President Lennon Communications Group 

COLLECTION SERVICES

Meridian Financial Services Inc.
1636 Hendersonville Rd Ste 135
Asheville, NC 28803 USA
Phone 1: (866)294-7120 ext. 6705
FAX: (828)575-9570
Email: gsheperd@merid.com
Website: www.merid.com
Contact: Gregory Sheperd
Specialty: Meridian Financial Services, 
Inc. is a sophisticated third-party collec-
tion agency able to provide service to 
whole and partial portfolios.  Meridian 
understands the impact of bad debt, 
as well as the importance of keeping 
your owners’ accounts current, and 
preserving their confidence in the 
purchase decision.  Services include 
third-party collections for domestic and 
international clients, no-cost-to-client 
recovery program, customized industry 
collection strategies, credit reporting, 
skip tracing, online services, and credit 
and collection consulting

COMPUTERS AND SOFTWARE

RNS Timeshare Management Software
410 43rd St W
Bradenton, FL 34209
Phone 1: (941)746-7228 x107
FAX: (941)748-1860
Email: boba@rental-network.com
Website:  
www.TimeshareManagementSoftware.
com
Contact: Bob Ackerman
Specialty: Designed for legacy fixed 
and floating time resorts, our software 
solution streamlines the reservation 
and accounting functions for TS 
resorts.  Plus our responsive On-Line 
Booking module allows you to show 
the weeks available to rent (owner or 
association weeks) on your web site 
for booking by the traveler. Includes 
A/R module to invoice and collect 
owner fees. One simple package to 
automate your existing TS resort

CONSULTING

TrackResults Software
5442 South 900 East Suite 203
Salt Lake City, UT 84107 USA
Phone 1: 888-819-4807
Email: sales@trackresults.net
Website: www.trackresults.net
Contact: Ryan Williams
Specialty: TrackResults tracks and 
reports sales and marketing activity for 
people with no time to waste. Used in 
over 100 travel club and 50 timeshare 
sales centers because it is easy to 
use, fool-proof, and intuitive. Plus, it 
includes both custom dashboard and 
blazing fast analytical reporting to 
uncover the gaps and inefficiencies 
that slow you down. 
•  Real-time digital tour manifesting
•  Web-based. No installation, 
equipment or IT department required.
•  Data level security to protect your 
business

 BUSINESS DIRECTOY
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CONTENT MARKETING

THE TRADES INK Content Marketing 
P.O. Box 261, Crossville, TN 38557
Phone: 310-923-1269
Email: Sharon@TheTrades.com
Website: www.TheTrades.com
Contact: Sharon Scott Wilson, RRP
Specialty: Print and online marketing 
content, including blog and social 
media posts, feature articles, news 
releases, and advertorial. Full service 
marketing packages available 
including assistance with strategy 
and planning, writing and design, 
media contact, and ad creation and 
placement.

CREDIT CARD  
MERCHANT SERVICES

Merchant Services Made Easy
Phone: (888) 999-6461
Email:  
Liza@MerchantServicesMadeEasy.com
Website:  
www.merchantservicesmadeeasy.com
Contact: Liza Taylor
Specialty: VISA * MASTER CARD * 
AMERICAN EXPRESS
We are Proud to represent numerous 
Top Finance Institutions which Bid 
for your business. Direct Sales, 
Travel, and Timeshare have always 
been categorized in a high risk 
arena; however, Merchant Services 
Made Easy are proven experts in 
postitioning your company in the 
best light for the lowest rates and 
most liberal underwriting.  It is not 
necessary to change your current 
accounts. At no cost,  enhance your 
business by establishing new accounts 
which insures no interruption of cash 
flows ever. Please contact Liza@
MerchantServicesMadeEasy.com at 
1-888-999-6461 or visit  
www.merchantservicesmadeeasy.com

DIRECT MAIL AND MARKETING

LogiCall Marketing
4411 S 40th St, Ste D-10
Phoenix, AZ 85040 USA
Phone 1: 602-483-5555 xt. 101
Email: tpranger@logicall.net
Website: www.logicall.net
Specialty: Day Drives and Mini-Vacs 
for Timeshare and Vacation Clubs. 
Direct Mail, Internet Marketing and 
Inbound Telemarketing 
With our multi-faceted campaigns, 
it’s never been easier to generate 
prospective buyers. With 40 years of 
industry knowledge, we know how 
to keep our clients ahead of the 
competition. Call today to discuss 
which marketing platform is best 
suited to achieve your goals and 
learn why we are the future of tour 
generation.

EXCHANGE COMPANIES

RCI
9998 N. Michigan Road
Carmel, IN 46032
Phone: 702-869-9924
Email: RCI.Affiliates@rci.com
Website: www.rciaffiliates.com/
Contact: Bob McGrath
Specialty: RCI is the worldwide leader 
in vacation exchange. Today through 
the RCI Weeks® and RCI Points® 
program, RCI offers its 3.8 million 
members access to more than 4,300 
affiliated resorts in approximately 
110 countries. RCI’s portfolio 
of brands also includes Alliance 
Reservations Network, a private-label 
travel booking engine technology 
company, Love Home Swap, one of 
the world’s largest home exchange 
programs, DAE, a direct-to-member 
exchange company, and @Work 
International, a leading provider of 
property management systems.

FACILITY MANAGEMENT

Royal Basket Trucks
201 Badger Pkwy
Darien, WI 53114
Phone: 262-882-1227
Fax: 262-882-3389
Email: clapidakis@royal-basket.com
Website: http://www.royal-basket.
com
Contact: Cindy Lapidakis
Specialty: Royal Basket Trucks 
offers a full line of carts designed 
for use in the Hospitality Resort 
environments. Solutions meeting 
the needs in Pools, Spas, Laundry, 
Housekeeping, Shipping/Receiving, 
Waste and Recycling. All products 
are made to order allowing the 
customer to put the right cart for the 
job in your environment. Branding, 
labeling, modifications and custom 
functionality is all possible when 
you work with Royal Basket Trucks. 
Manufacturing carts and containers 
since 1982 in Darien, Wisconsin.

“ For important 
news, insights 
and opinions on 

the vacation ownership 
industry, I read Resort 
Trades Magazine.

Gregory Crist 
CEO, National Timeshare Owners 

FINANCIAL SERVICES

Alliance Association Bank
717 Old Trolley Rd, Ste 6
Summerville, SC 29485
Phone: (888)734-4567
Email:  
Sdyer@allianceassociationbank.com
Website:  
www.allianceassociationbank.com
Contact: Stacy Dyer
Specialty: Alliance Association Bank 
is designed to provide a dynamic 
portfolio of financial services specific 
to the Timeshare HOA industry. 
Our products provide a blueprint to 
accelerate efficiency, reduce costs 
and increase revenue. AAB’s desire 
is to be your business partner by 
continuously offering the innovative 
solutions necessitated by the Timeshare 
HOA industry. To learn more about 
AAB’s services, please visit www.
allianceassociationbank.com or call 
Stacy Dyer at 843-637-7181.

WithumSmith+Brown, PC
1417 E Concord St, 
Orlando, FL  32803 
Ph: (407)849-1569 Fax: (407)849-1119
Email: lcombs@withum.com    
Website: www.withum.com
Contact: Lena Combs
Specialty: Withum is a forward-
thinking, technology-driven advisory 
and accounting firm, committed 
to helping clients in the hospitality 
industry be more profitable, efficient 
and productive. With office locations 
in major cities across the country, and 
as an independent member of HLB, 
the global advisory and accounting 
network, Withum serves businesses and 
individuals on a local-to-global scale. 
Our professionals provide the expert 
advice and innovative solutions you 
need to Be in a Position of StrengthSM. 
Get to know us at www.withum.com.

FLOOR SAFETY PRODUCTS

Musson Rubber
PO Box 7038, 
Akron, OH 44306 USA
Phone: (800)321-2381  
FAX: (330)773-3254
Email: rsegers@mussonrubber.com
Website: www.mussonrubber.com
Contact: Bob Segers
Specialty: Musson is a manufacturer 
and distributor of rubber, vinyl and 
aluminum stair treads, nosings, 
entrance matting, carpet walk off 
mats, custom logo mats, weight room 
matting, anti-fatigue matting and 
a variety of other specialty flooring 
products for a variety of applications 
throughout commercial facilities. If 
you have a flooring need, we have a 
solution!

HOUSEKEEPING SERVICES

Sun Hospitality Resort Services
4724 Hwy. 17 Bypass South
Myrtle Beach, SC 29588 USA
Phone: (843)979-4786   
FAX: (843)979-4789
Email: dfries@sunhospitality.com
Website: www.sunhospitality.com
Contact: David Fries
Specialty: We are a turn-key 
housekeeping provider for the 
timeshare industry with over 40 years 
of combined hospitality operations 
and resort services experience. Sun 
delivers unparalleled accountability 
with tailor-made services to meet 
your unique operational needs. 
Sun maintains high standards for 
quality through our fully trained 
staff. From our Inspectors to our 
Regional Directors, our supervisors 
are accredited with Sun Certified 
Inspector (SCI) designation.“Fresh 
and Clean...Every time.”

INSURANCE

Leavitt Recreation & Hospitality Ins
942 14th St., Sturgis, SD 57785
Phone: (800)525-2060 
Email:  info-lrhi@leavitt.com
Website: www.lrhinsurance.com
Contact: Chris Hipple
Specialty: Specialty: For over 40 
years, Leavitt Recreation & Hospitality 
Insurance has been the premier 
independent agent for Resorts, RV 
Parks, and various other recreation 
& hospitality oriented businesses 
across the U.S.  Insuring over 3,500 
locations, LRHI offers Liability, 
Property, Crime, Commercial Auto, 
Employment Practices Liability, and 
Work Comp Coverage through 
several preferred carriers, some of 
which are exclusive to Leavitt Rec.  
Centrally located in the heart of 
America, our home office is based in 
Sturgis, SD; however, Leavitt Rec.'s 
employees are stationed around the 
country and have years of experience 
working in the territories they serve.  
Call today to receive your FREE NO 
OBLIGATION QUOTE!

“ I definitely look 
at every page of 
Resort Trades each 

month to see what is 
happening in the industry. 
I find it very informative 
and know that others on 
my team are reading it, 
too.”

Jon Fredricks, CEO Welk Resorts LLC
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LANDSCAPE AMENITIES

The Brookfield, Co.
4033 Burning Bush Rd, Ringold, GA 
30736
Ph: (706)375-8530  FAX: (706)375-8531
Email: hgjones@nexband.com
Website: www.thebrookfieldco.com
Contact: Hilda Jones
Specialty: The Brookfield Co. designs and 
manufactures fine concrete landscape 
furnishings. Offering 70+ styles/sizes of 
planters plus fountains, benches, finials 
and stepping stones, this company 
provides the best in customer service. 
All products are hand cast and finished 
in fiber-reinforced, weather durable 
concrete. Many beautiful finishes are 
offered. Custom work is available.  
Still run by the two founders and 
designers, the 30 yr. old Brookfield Co. 
sells direct to landscape professionals, 
developers and retailers. Site delivery 
nationwide. All products ship from 
Ringgold, GA

LEAD GENERATION

LogiCall Marketing
4411 S 40th St, Ste D-10
Phoenix, AZ 85040 USA
Phone: 602-483-5555 xt. 101
Email: tpranger@logicall.net
Website: www.logicall.net
Specialty: Day Drives and Mini-Vacs for 
Timeshare and Vacation Clubs. Direct 
Mail, Internet Marketing and Inbound 
Telemarketing 
With our multi-faceted campaigns, 
it’s never been easier to generate 
prospective buyers. With 40 years of 
industry knowledge, we know how 
to keep our clients ahead of the 
competition. Call today to discuss which 
marketing platform is best suited to 
achieve your goals and learn why we are 
the future of tour generation.

LEGACY TIMESHARE SOLUTIONS

Legacy Solutions International
286 Aurielle Dr Ste 1
Colchester, VT 05446
Phone: (802)862-0637
Email:  
ron@legacysolutionsinternational.com
Website:  
www.legacysolutionsinternational.com
Contact: LEGACY SOLUTIONS 
INTERNATIONAL, LLC, founded by Ron 
Roberts, a 40-year timeshare industry 
veteran, delivers custom solutions that 
generate revenues for resort HOA’s and 
managers facing threatening “legacy” 
issues.  Most programs are ZERO out 
of pocket cost!  Bring a smile back to 
your bottom line with effective and 
proven strategies for maintenance fee 
delinquencies, asset recapture, standing 
inventory sales, points programs, 
webinars, property management, legal & 
trust services, and even energy efficiency 
rebates!  Contact: 802-862-0637  Ron@
legacysolutionsinternational.com.

LENDING INSTITUTIONS

Colebrook Financial Company, LLC
100 Riverview Center Ste 203
Middletown, CT 06457 USA
Ph: (860)344-9396   
FAX: (860)344-9638
Email:  
bryczek@colebrookfinancial.com
Website:  
www.colebrookfinancial.com
Contact: Bill Ryczek
Specialty: Colebrook Financial 
Company, focusing on timeshare 
lending, provides hypothecation and 
other financing products for small 
and mid-sized developers and can 
offer loans in amounts ranging from 
$100,000 to $30 million or more. 
We have an innovative approach 
to financing with rapid turnaround, 
personal service and no committees. 
You’ll always talk to a principal: Bill 
Ryczek, Jim Bishop, Fred Dauch, Mark 
Raunikar and Tom Petrisko, each 
of whom has extensive timeshare 
lending experience

Pacific Western Bank 
5404 Wisconsin Avenue, 2nd Floor
Chevy Chase, MD 20815 USA
Ph 301-841-2717  Ph: 800-699-7085
Email:  jgalle@pacwest.com 
Website: www.pacwest.com
Contact: Jeff Galle
Specialty: Pacific Western Bank 
is a commercial bank with over 
$26 billion in assets. Our National 
Lending Group provides asset-based, 
equipment, real estate and security 
cash flow loans to established 
middle-market businesses. With a 
resort portfolio of more than $1 
billion, we are a leading lender in the 
resort industry. We provide $5-$30 
million inventory loan and $10-60 
million hypothecation loan. Find an 
opportunity, not just a bank.

Wellington Financial
1706 Emmet St N Ste 2
Charlottesville, VA 22901 USA
Phone 1: 434-295-2033 ext. 117
Email:  
sbrydge@wellington-financial.com
Website:  
www.wellington-financial.com
Specialty: Wellington Financial 
has financed the timeshare 
industry without interruption since 
1981. Specializing in receivables 
hypothecation, inventory and 
development loans of $10,000,000 
and up, we’ve funded over $5 
Billion with our group of lenders. 
Focused solely on lending to resort 
developers, we are the exclusive 
Resort Finance correspondent for 
Liberty Bank. With over 35 years of 
expertise in the vacation ownership 
industry, we lend to credit-worthy 
borrowers at attractive banks rates.

LENDING INSTITUTIONS

Whitebriar Financial Corporation
575 Mistic Drive PO Box 764
Marstons Mills, MA 02648
Phone: (508)428-3458   
Fax: (508)428-0607 
Email: hvswhitebriar@aol.com 
Website: www.whitebriar.com
Contact: Harry Van Sciver
Specialty: Receivables Financing.  We 
can Lend or Purchase, including: Low 
FICO, No FICO and Credit Rejects.  
Fast Fundings of up to $5 million.  
Non-Recourse Financing available, 
with no Holdbacks.   We also Finance 
Inventory and HOA’s, and assist in 
Workouts.  Resort Equity and Bridge 
Financing available.

MANAGEMENT & OPERATIONS

Capital Vacations
P.O. Box 2489,  
Myrtle Beach, SC 29578
Phone 1: (843) 213-2383
FAX: (843)238-5001 
Email: hello@capitalvacations.com
Website: www.CapitalVacations.com 
Contact: Bill Young 
Specialty: Capital Vacations is a 
vacation ownership and hospitality 
organization which provides quality, 
customized management services 
for the timeshare industry. Capital 
Vacations is composed of three proven 
management organizations (SPM 
Resorts, Defender Resorts and Capital 
Resorts Group). Combined they have 
more than 70 years of experience 
managing resorts and offering services 
from human resources, accounting, 
operations, marketing and sales.

Getaways Resort Management
PO Box 231586
Las Vegas, NV 89105 USA
Phone 1: (844) 438-2997
Email:  
tjohnson@getawaysresorts.com
Website: www.GetAwaysresorts.com
Contact: Thomas A. Johnson
Specialty: When you need winning 
strategies, not just promises from 
your resort management company, 
put GetAways more than 25 years 
of resort management experience 
to work for your resort. With close 
to 50,000 owners/members under 
management in four countries, 
GetAways has a proven reputation for 
providing Game Winning Solutions.

RESORTRESORT

MANAGEMENT & OPERATIONS

Grand Pacific Resort Management
5900 Pasteur Ct Ste 200
Carlsbad, CA 92008 USA
Ph: 760-827-4181  FAX: 760-431-4580
Email: success@gpresorts.com
Website: www.gprmgt.com
Contact: Nigel Lobo
Specialty: For decades, we’ve created 
experiences worth sharing—from the 
moment you start dreaming of your 
vacation to long after you return home. 
We tailor our services to preserve the 
distinctive experience offered by your 
resort, delivering exceptional results 
based on our longevity and your vision. 
Our collaboration, consistency, and 
hands-on approach ensure your success. 
Owners vacation with us because 
they appreciate our service culture. 
Associations stay with us because of the 
financial strength we build.

Liberté Resort Management Group
118 107th Ave, Treasure Island, FL 33706
Ph 1: 800-542-3648  Ph 2: 727-360-2006
Email: liberteceo@tampabay.rr.com
Website:  
www.libertemanagement.com
Motto: “From NEW to LEGACY Resort 
Management”
Specialty: Dennis DiTinno, a 38 year 
Resort and Timeshare Management 
Professional. Speaker and author to the 
Timeshare resort industry, ARDA, TBMA, 
FTOG, NTOA, FVRMA, Condo Alliance. 
Consulting, Mentoring and designing 
Timeshare Community Managers and 
Boards to over 34 Resorts since 2000 
using Hands on management techniques, 
marketing, re-sales, rentals and much 
more.      
Concerned for the future and Legacy 
status of your resort? Contact us today 
at CEO@LiberteManagement.com for an 
open and direct discussion on your resort.

Resort Management Group
475 Broad Creek Rd
New Bern, NC 28560
Phone: 252-638-8011
Email: sarah@ncrmg.com
Website: www.ncrmg.com
Contact: Aaron Maune
SPECIALTY:
With over 100 years of combined 
management, compliance, human 
resource, accounting, sales, activities, and 
maintenance experience, RMG provides 
the ultimate peace of mind when it 
comes to making sure your property 
is the perfect resort destination. Board 
members and developers can trust that 
RMG always has their best interests in 
mind. If you would like to experience the 
professional management that Resort 
Management Group provides, give us a 
call to discuss your association’s needs.
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MANAGEMENT & OPERATIONS

Vacation Resorts International
25510 Commercentre Drive, #100
Lake Forest, CA 92630 USA
Phone 1: (863)287-2501
Email: jan.samson@vriresorts.com
Website: www.vriresorts.com
Contact: Jan Samson
Specialty: Vacation Resorts 
International (VRI) is a full-service 
timeshare management company 
providing 35 years of innovation, 
success, best practices, and solutions 
to over 140 resorts throughout the 
United States. We have the resources 
and solutions to generate income 
for your resort through rentals, 
resales, and collections. We invite 
you to discuss your needs with us 
today! Please contact Jan Samson 
at 863.287.2501 or jan.samson@
vriresorts.com.

OUTDOOR AMENITIES

Kay Park Recreation Corp.
Janesville, IA 50647 | USA
Phone: 800-553-2476   
FAX: 319-987-2900
Email: marilee@kaypark.co=m
Website: www.kaypark.com
Contact: Marilee Gray
Specialty: Manufacturing “America’s 
Finest” park equipment to make 
people-places people-friendly, since 
1954!  Product line includes a large 
variety of outdoor tables, benches, 
grills, bleachers, litter receptacles, 
drinking fountains, planters, pedal 
boats, and more!

OUTDOOR FITNESS EQUIPMENT

Norwell Outdoor Fitness by Sterling 
West
917 W 7th St.,  
Gothenburg, NE 69138
Ph: 308-537-3470   
Fax: 308-537-4382
Contact: Loren Block
Email: sales@sterlingwest.net
Website:  
www.norwelloutdoorfitness.com
Specialty: Sterling West is a 
Nebraska-based firm that helps 
resorts, HOA’s, luxury apartments, 
parks departments, and architects 
across North America design 
and installs their outdoor fitness 
equipment projects. Norwell Outdoor 
Fitness is a Danish manufacturer of 
outdoor fitness equipment. Norwell 
combines Danish minimalist design 
form and full functionality in its 
premium fitness products. Norwell’s 
exceptional quality stainless-steel 
construction is highly adapted to suit 
our discerning clients. Find out more 
at www.sterlingwest.net or www.
norwelloutdoorfitness.com

PEST CONTROL/DISINFECTANT

SteriFab
PO Box 41, 
Yonkers, NY 10710 
Phone: (800)359-4913  
Fax: (914)664-9383 
Email: Sterifab@sterifab.com  
Website: www.sterifab.com
Contact: Mark House
Specialty: Approaching its 50th year 
on the market. STERIFAB continues 
to set new standards as it continues 
to be the only EPA registered product 
that both disinfects and kills bed 
bugs and other insects. This ready 
to use product is available in all 50 
States and is ready to use.  Available 
in pints, gallons and 5- gallon 
containers.  STERIFAB.COM 1-800-
359-4913

PET SANITATION

DOGIPOT
2100 Principal Row, Suite 405
Orlando, FL 32837 USA
Phone 1: 800-364-7681
Website: www.dogipot.com
Contact: David Canning
Specialty: DOGIPOT® has numerous 
product designs made from various 
materials to help fit all of the possible 
needs of our customers in helping 
solve their dog pollution issues. We 
have the most aesthetically pleasing, 
commercially durable products on 
the market that are very economical. 
No one can match our experience, 
customer service, selection of 
products or reputation in the 
market. DOGIPOT® products offer 
dependability that saves you money!

POOL & WATER FEATURES 
EQUIP. & MAINT

Hammerhead Patented Performance
1250 Wallace Dr STE D, 
Delray Beach, FL 33444
Phone: (561)451-1112  
Fax: (561)362-5865
Email: info@hammerheadvac.com 
Website: www.hammerheadvac.com
Contact: Customer Service
Specialty: For 20 years, Hammer-
Head has led the way in low-cost, 
safe, easy-to-use manual pool 
vacuum systems. Our portable, 
rechargeable, battery powered 
vacuums are designed for speed and 
simplicity. Remove debris without 
using the filtration system and cut 
your pool vacuum time in half, 
without shutting down the pool. 
Hammer-Head cleaning units are 
made in America and are the #1 
choice of military, cruise line, resort, 
fitness club, and city managers from 
Key West to Okinawa.

POOL & WATER FEATURES 
EQUIP. & MAINT

LaMotte Company
802 Washington Ave, 
Chestertown, MD 21620
Phone: (800)344-3100 
Fax: (410)778-6394
Email: rdemoss@lamotte.com  
Website: www.lamotte.com/pool
Contact: Rich DeMoss
Specialty: The Mobile WaterLink® 
SpinTouch™ lab is designed to be 
used onsite. The precise photometer 
can measure 10 different tests in just 
60 seconds to obtain perfect water 
chemistry. All the tests results can be 
viewed on the touchscreen or can be 
transferred into our DataMate water 
analysis program. Achieve precision 
without time consuming test and 
clean-up procedures. Visit www.
waterlinkspintouch.com for more 
information.

PUBLIC RELATIONS

GBG & Associates
500 West Harbor Drive #822
San Diego, CA 92101 USA
Phone 1: 619-255-1661
Email: georgi@gbgandassociates.com
Website: www.gbgandassociates.
com
Contact: Georgi Bohrod
Specialty: Public Relations: Positioning 
Strategy, Placement and Reputation 
Management  
Let GBG create a positive platform 
for new business development and 
increase awareness. We provide 
resources and spearhead tailor-
made B2B or B2C strategic plans 
incorporating both paid and earned 
media, as well as social media 
campaigns and marketing collateral 
materials. We manage many moving 
parts for an effective, comprehensive 
communications and reputation 
management program. Three 
decades of vacation industry success.

RECEIVABLE FINANCING

Whitebriar Financial Corporation
575 Mistic Drive PO Box 764
Marstons Mills, MA 02648
Phone: (508)428-3458  Fax: 
(508)428-0607 
Email: hvswhitebriar@aol.com 
Website: www.whitebriar.com
Contact: Harry Van Sciver
Specialty: Receivables Financing.  We 
can Lend or Purchase, including: Low 
FICO, No FICO and Credit Rejects.  
Fast Fundings of up to $5 million.  
Non-Recourse Financing available, 
with no Holdbacks.   We also Finance 
Inventory and HOA’s, and assist in 
Workouts.  Resort Equity and Bridge 
Financing available.

RECREATIONAL GAMES

The Chess House
PO Box 705
Lynden, WA 98264
Phone: (360)354-6815
Fax: (360)354-6765
Email: raphael@chesshouse.com
Website: www.chesshouse.com
Contact: Raphael Neff
Specialty: Unplug the gadgets and 
refresh with a great game for sheer 
fun. Improve IQ, focus, and face 
to face time with your loved ones. 
Chess House has helped countless 
parks and resorts obtain a low cost, 
high visibility Giant Outdoor Chess 
that’s easy to maintain and fun for 
everyone from toddlers to veterans.

 REFURBISHMENT & DESIGN

Hospitality Resources & Design, Inc.
919 Outer Road Suite A, 
Orlando, FL  32814 
Ph: 407-855-0350  Fax: 407-855-0352 
Email: rich@hrdorlando.com  
Website: www.hrdorlando.com
Contact: Rich Budnik
Specialty: Hospitality Resources & 
Design is a licensed interior design 
firm.  Services include interior design, 
LEED AP, kitchen & bath, purchasing, 
project management and installation.  
We strive to create long-term 
partnerships with clients by listening 
to and understanding their unique 
goals.  The team uses their expertise 
to provide clients with innovative 
design while completing projects on 
time and in budget.  Regardless of 
scope or location, we are happy to 
travel to you to begin a successful 
collaboration.

RENOVATION

CRA
11500 W Olympic Blvd, Ste 610
Los Angeles, CA 90064
Phone: (818)577-4320
Email: info@cradesign.com
Website: www.cradesign.com
Contact: Michael Lindenlaub
Specialty: Renovation, interior 
design, and furnishing services. 
With 25-years in the hospitality and 
vacation ownership world, CRA has 
the project experience, the team and 
the pricing clout to complete your 
improvement projects. Designers 
for major brands and innovators 
of marquee new-build projects 
nationwide, together with your ideas, 
we can create the perfect vacation 
environment! From collaborative 
ideation and thoughtful pre-planning 
to interior design and installation, 
CRA can guide you through a 
seamless process – start to finish.



34 | The Resort Professionals’ monthly News Journal since 1987  

RENTALS AND RESALE

SellMyTimeshareNow, LLC
8545 Commodity Circle, 
Orlando, FL 32819
Phone: 877-815-4227
Email: info@sellmytimesharenow.com   
Website:  
www.sellmytimesharenow.com
Specialty: SellMyTimeshareNow.
com is the largest and most active 
online timeshare resale marketplace 
worldwide. We provide a proven 
advertising and marketing platform 
to timeshare owners, while offering 
the largest selection of resales and 
rentals to buyers and travelers. With 
over 5.5 million visits to our family 
of websites and more than $254 
million in purchase and rental offers 
delivered to advertisers annually, 
we have been serving the needs of 
owners and non-owners alike since 
2003.

Timeshares Only LLC
4700 Millenia Blvd. Ste. 250 
Orlando FL 32839
Phone 800-610-2734  
Fax: 407-477-7988
Email:  
Ryan.Pittman@timesharesonly.com
Website: www.timesharesonly.com 
Contact: Ryan Pittman
Specialty: Timeshares Only is a 
cooperative advertising company 
that has served the timeshare 
resale market for over 25 years. We 
connect timeshare buyers, sellers, 
and renters on our online resale 
platform. Timeshares Only also 
enhances the timeshare product 
value by providing owners with 
maintenance fee relief, numerous 
monetization options, and exclusive 
access to the largest selection of 
travel benefits at remarkable prices. 
It’s a whole new timeshare resale 
experience.

Vacation Management Services
3200 Ironbound Rd, 
Williamsburg, VA 23188
Phone 1: (855) 201-8991
Email: 
info@vacationmanagementservices.
com
Website: 
www.VacationManagementServices.
com
Specialty: Vacation Management 
Services offers free management 
services for timeshare point owners. 
Looking for a free, reliable closing 
tool? Or to preserve confidence in 
an owner’s purchase decision? Our 
program ensures point owners have 
a reputable resource for generating 
revenue to help cover maintenance 
fees. Relieve your potential buyers 
of the worry of paying for unused 
vacation time. Our program promises 
to make their ownership experience 
great, allowing enjoyment of their 
investment on their own terms.

 RESALES

Bay Tree Solutions
400 Northridge Rd., Ste. 540
Atlanta, GA 30350
Phone: 800-647-4130 
Email: DMilbrath@BayTreeSolutions.
com 
Website: www.BayTreeSolutions.com
Contact: Doug Milbrath
Specialty: Bay Tree Solutions is an 
advertising and marketing company 
that specializes in assisting owners to 
resell their vacation ownership interests 
at a fair price. By avoiding desperate 
sellers and distressed properties and 
by using our consultative method, 
for eleven years we have repeatedly 
guided clients who sell for prices 30-to-
50 percent higher than our closest 
competitors. Bay Tree provides resort 
operators, as well as servicing and 
collection agencies, with a trusted ally

SALES AND MARKETING

ADS Consulting
8612 Titleist Cr
Las Vegas, NV 89117
Phone: 702-919-0550
Email: dstroeve@ads-cs.com
Website: www.adsconsultingservice.
com
Contact: David Stroeve
Specialty: ADS Consulting is the 
predominant vacation ownership sales 
and leadership development firm. 
We specialize in 3 primary specialties. 
We increase sales PRODUCTIVITY by 
delivering the number #1 two-day 
seminar workshops. We enhance 
leadership PERFORMANCE and 
effectiveness by elevating their 
wisdom, expertise, and motivation. 
Lastly, we increase bottom-line PROFITS 
by providing the most comprehensive 
revenue and profit report by delivering 
our D5 Analysis. We are experts at 
helping companies improve their sales 
and marketing systems and processes. 
We are the right solution.

Resort Management Services
10745 Myers Way S
Seattle, WA  98168 
Phone: (888)577-9962   
Fax: (206)439-1049
Email: doug@
resortmanagementservices.net
Website: www.
resortmanagementservices.com
Contact: Douglas Murray
Specialty: Resort Management Services 
provides resort developers and HOAs 
with customized sales programs that 
generate revenue and enhance benefits 
for current owners, We reinvigorate 
membership usage and specializes in 
meeting with owners and members in 
their communities. Targeting users and 
non-users, RMS develops innovative 
new benefits tailored to improve 
specific member needs.

SHADE PRODUCTS

FiberBuilt Umbrellas & Cushions
PO BOX 9060
Fort Lauderdale, FL  33310 
Phone: (866)667-8668 
Fax: (954)484-4654
Email: jordan@fiberbuiltumbrellas.com    
Website: www.fiberbuiltumbrellas.com
Contact: Jordan Beckner
Specialty: FiberBuilt is the leading 
manufacturer of contract grade 
fiberglass ribbed umbrellas for the 
hospitality industry.  Our innovative 
rib construction ensures strength, 
resilience and durability across our 
full line of shade products.  Our wide 
selection of custom cushions and 
pillows make a fashion statement at 
competitive prices.  Every pool area, 
outdoor lounge and al fresco dining 
space is enhanced and made more 
comfortable with FiberBuilt’s umbrellas 
and cushions which complement your 
design aesthetic and fit your budget.

SOFTWARE

ResortCleaning.com
P.O. Box 1155
Orange Beach, AL 36561
Phone:  205-399-6498
Email: danny@resortcleaning.com
Website: www.resortcleaning.com
Contact: Danny Bradford
SPECIALTY:
ResortCleaning is a technology 
platform for resort operations, 
providing custom integrations with 
resort PMS systems. We offer a full-
suite of operational management tools 
to help you drive your housekeeping 
operation including online scheduling, 
payroll tracking, invoicing, mobile 
applications, custom inspection 
checklists, productivity management, 
inventory control and housekeeper 
grading just to name a few features.

TECHNOLOGY

iTicket Solutions
294 Treemonte Dr. 
Orange City, FL 32763
Phone: 407.347.4310
Contact: Bryan Griffin
Email:  
bryan.griffin@iticketsolutions.com
Website: www.iticketsolutions.com
Specialty: Designed for today’s 
timeshare resorts, our software 
solution streamlines the entire 
gifting process from the OPC to the 
gift room. Encompassing multiple 
applications, iTicket offers today’s 
timeshare a better way to manage 
their gift program. Today’s market 
requires more than simple preprinted 
vouchers and hard inventory, provide 
your guests with direct to turnstile 
tickets and on-demand vouchers. 
Since 1992 we have set the industry 
standard for timeshare resorts across 
the globe for gift management.

TECHNOLOGY

SPI Software
444 Brickell Avenue, #760;  
Miami FL 33131
Phone: (305)858-9505   
Fax: (305)858-2882
Email: info@spiinc.com
Website: www.spiinc.com
Contact: Alex Gata
Specialty: SPI is the preferred 
software for selling and managing 
timeshare properties, vacation 
ownership clubs and resorts. SPI’s 
Orange timeshare software is a 
comprehensive suite of services 
that includes sales and marketing, 
property management, billing 
maintenance and more.  SPI is a 
global company with our software 
installed on five continents providing 
a breakthrough product based on 
over 30 years of industry experience.  
This includes an advanced user 
interface, all major integrations and 
cloud-based extendible applications.

TELEMARKETING

LogiCall Marketing
4411 S 40th St, Ste D-10, 
Phoenix, AZ 85040 USA
Phone 1: 602-483-5555 xt. 101
Email: tpranger@logicall.net
Website: www.logicall.net
Specialty: Day Drives and Mini-Vacs 
for Timeshare and Vacation Clubs. 
Direct Mail, Internet Marketing and 
Inbound Telemarketing 
With our multi-faceted campaigns, 
it’s never been easier to generate 
prospective buyers. With 40 years of 
industry knowledge, we know how 
to keep our clients ahead of the 
competition. Call today to discuss 
which marketing platform is best 
suited to achieve your goals and 
learn why we are the future of tour 
generation.

TOUR GENERATION

LogiCall Marketing
4411 S 40th St, Ste D-10
Phoenix, AZ 85040 USA
Phone: 602-483-5555 xt. 101
Email: tpranger@logicall.net
Website: www.logicall.net
Specialty: Day Drives and Mini-Vacs 
for Timeshare and Vacation Clubs. 
Direct Mail, Internet Marketing and 
Inbound Telemarketing 
With our multi-faceted campaigns, 
it’s never been easier to generate 
prospective buyers. With 40 years of 
industry knowledge, we know how 
to keep our clients ahead of the 
competition. Call today to discuss 
which marketing platform is best 
suited to achieve your goals and 
learn why we are the future of tour 
generation.
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TRADE ASSOCIATIONS

C.A.R.E. Cooperative Association of 
Resort Exchangers 
P.O. Box 2803, 
Harrisonburg, VA 22801
Phone: 800-636-5646 (U.S. & 
Canada)  
540-828-4280 (Outside U.S. & 
Canada)
FAX: 703-814-8527
Email: info@care-online.org
Website: www.care-online.org
Contact: Linda Mayhugh, President
Specialty: Established in 1985, 
C.A.R.E. is one of the industry’s 
leading associations in ethical 
standards and value propositions.  
Its internationally diverse member 
base includes Resort Developers, 
Management and Exchange 
Companies, HOA’s, Travel Clubs 
and Wholesalers as well as industry 
suppliers bringing value-added 
revenue enhancement opportunities.  
Members that possess or seek 
rentable inventory for fulfillment set 
the foundation of C.A.R.E. with a 
multitude of scenarios for securing 
client vacations, increased inventory 
utilization and heightened yield 
management.

TRANSPORTATION VEHICLES

Club Car Custom Solutions 
Department 
4125 Washington Rd. Evans, GA. 
30809
Phone: 800-258-2227
Website: www.clubcar.com
Contact: Your Local Club Car Dealer
Specialty: Solve Resort Challenges 
with Made-to-Order Vehicles.  
Customized vehicles are configured 
to tackle many resort applications.  
Club Car’s Custom Solutions 
Department designs one-of-a-kind 
cars that streamline specific tasks.  
Choose function specific vehicles.  
Speed single applications: refuse 
removal, bell service, room service 
and more.  Configured to multi-task, 
transport multiple passengers, reduce 
fleet size and replace full-size trucks.  
Identical warranty as other vehicles in 
their class.  Contact your local Club 
Car Dealer or visit www.clubcar.com/
dealer.

“ For many years, my clients 
have advertised in the Resort 
Trades with tremendous 

success. The publications are widely 
read and widely respected within the 
timeshare industry. The Resort Trades 
has also been of great assistance to 
my clients by helping print our press 
releases and photographs. They are an 
integral part of any public relations and 
advertising plan I suggest to clients.”
Marge Lennon  
President Lennon Communications Group 

TRAVEL CLUB

Global Connections, Inc.
5360 College Blvd, Suite 200
Overland Park, KS  66211
Phone 1: 913-498-0960
Email: mgring@gcitravel.net
Website: http://www.exploregci.com
Specialty: Global Connections, Inc. 
(GCI) - A highly respected resort 
developer and leader in the travel 
club and vacation industry, offering 
travel club fulfillment and servicing, 
travel search engine development, 
component-based products, private 
labeled leisure benefits, exit and 
affinity programs, premium incentives, 
resort condominium and cruise 
fulfillment, wholesale and exchange 
opportunities. GCI is the owner and 
developer of resorts in California, 
Colorado, Florida and Tennessee and 
further owns and leases multiple resort 
condominiums throughout the U.S., 
Canada, Mexico and the Caribbean.

TRAVEL INCENTIVES

Executive Tour and Travel Services, Inc.
301 Indigo Drive
Daytona Beach, FL 32114 USA
Phone 1: 866-224-9650
Email: Frank@ettsi.com
Website: www.ETTSI.com
Contact: Frank Bertalli
Specialty: ETTSI Incentive Premiums 
helps meet your goals with Industry 
leading incentive programs in travel 
and merchandise certificates. ETTSI 
specializes in offering sales premiums 
in support of Timeshare and Travel 
Club presentations. Receiving the 
greatest value; your customers will be 
serviced with utmost attention. You 
are buying direct from the fulfillment 
company. ETTSI listens, understands 
the needs of their clients, excel at 
converting that knowledge strategically 
and tactically designed sales incentive 
solutions that work!
Distributor Inquiries Welcome

True Incentive
2455 East Sunrise Blvd.  Suite 200
Fort Lauderdale, FL 33304
Ph: (800)684-9419 Fax: (954)707-5155
Email: cgring@true-incentive.com
Website: www.true-incentive.com
Contact: Clayton Gring
Specialty: True Incentive, known for 
its incentive product innovation and 
quality service, offers a dynamic online 
catalog of its products such as land 
vacations, airfare and cruises designed 
to impact a company’s marketing 
and sales objectives.  True Incentive 
has recently expanded its services to 
stimulate consumer motivation with: 
TruePerk, TrueAir and TrueLead. For 
more information www.true-incentive.
com or salesinfo@true-incentive.com

 

 CLASSIFIEDS
EMPLOYMENT 

Apollo Adventures Hiring
Phone: 702-379-3410
Apollo Adventures, the fastest-
growing travel company in 
America is seeking road teams 
and inhouse sales representatives 
to accelerate its growth. Highest 
commissions in the industry, 
including a per diem allowance. 
Contact Dave Hager at dmhager44@
aol.com or call 702-379-3410.

INSIDE SALES AND MARKETING 
PROFESSIONAL
mktg@vacationwhitemountains.com
Unique opportunity to run your own 
program answering directly to the 
company president.
We have a state registered, 
inventory backed, Points Club with 
a special value proposition offered 
exclusively to our owners and RCI 
guests. Over 300 check-ins per week.
You must have;
- 3 years RCI Points sales experience
- New sales document execution 
skills
- Professional business habits
This is an exciting opportunity to 
secure your future in the evolving 
Vacation Ownership industry. 
Excellent income potential with a 

30+ year company. Must be willing 
to relocate to beautiful, laid back 
New England.
Housing assistance available.
Send resume to: mktg@
vacationwhitemountains.com

OTHER

Executive Quest, Inc.
Executive Quest
Keep up with what is happening 
in the Industry by subscribing to 
the monthly newsletter written by 
Keith Trowbridge and published by 
Executive Quest, Inc. Go to www.
execq.com and click Subscribe on 
our Home Page.

TradesWEB Business DirectoryTradesWEB Business Directory
ATTN: VENDORS/SUPPLIERS TO  ATTN: VENDORS/SUPPLIERS TO  

RESORT COMPANIES:RESORT COMPANIES:

Buy Your Company The Best, Buy Your Company The Best, 
Most Affordable Visibility, Most Affordable Visibility, 

Available Today!Available Today!

Unlimited capacity for your  Unlimited capacity for your  
In-Depth Product and Services In-Depth Product and Services 

Description.Description.

Contact adrep@thetrades.com, 931-484-8819 TODAY! Contact adrep@thetrades.com, 931-484-8819 TODAY! 

http://members.resorttrades.comhttp://members.resorttrades.com
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AWARD WINNING HOSPITALITY DESIGN

(407) 730-9996
Licensed Interior Design Firm 
941 Lake Baldwin Ln. Ste. 3201 
Orlando, FL 32814 
www.SenaHospitalityDesign.com

APPLIANCES

COFFEE MAKER (PARTS MISSING?)Cuisinart, Brew Central, stainless steel

1
  1  ea

Inspection

ZERO OUT QUANTITIES FIND
PROPERTY- 3BD-3BA Std - Unit #Inspected 03/15/2019 10:46am 401

TOASTER - 4 SLICECuisinart, black chrome

1
0  ea

Toggle Done

AUDIO VISUAL

TV REMOTE
For EV 4210

4
  4  ea

BATHROOM MAIN
VANITY MIRRORJerdon

1
  1  ea

resortcleaning.com | (205) 399-6498

Operational Solution for Resorts

Custom
Development

Inventory
Control

Hands-On
Support

Mobile
App

Online
Scheduling

Team
Management

Daily
Monitoring

Payroll
Function

Robust
Reporting

Whitebriar has money when you need it: Receivables financing, Bridge 
loans, and Equity. Whitebriar fixes what’s broke: Collections and Servicing, 
Workouts, CRO, and Resort consulting. We are quick and confidential. Call 
Harry Van Sciver at 508-428-3458, or visit us on the web at whitebriar.com

When You Require 
Serious Change

WHITEBRIAR 
FINANCIAL 
CORPORATION

Established in 1995



 Winners Circle Resort | Solana Beach, California

Contact 
863.287.2501 
Jan.Samson@VRIresorts.com

Delivering results since 1981
Jan Samson, Sr. VP Corporate &

Business Development

Find more information  about our services by  visiting: www.VRIresorts.com

Perfecting the  
Art of Hospitality

L. Manley, Board Treasurer

An invaluable resource for many years now, VRI helps us navigate the many 
complicated nuances of managing a resort. As a result of VRI’s financial guidance and 

advice, we were recently able to complete over $6 million in renovations with 
spectacular results and no special assessments.

Call us today and take advantage of our expertise! 
Resort Management   ♦   Financial Services   ♦   Rentals   ♦  Reservation Services   ♦   Risk Management   ♦   And Much More

REALIZE  YOUR  POTENTIAL



Secure your valued member relationships with 
Global's industry leading programs and benefits.

LEISURE BENEFITS 
SHORT-TERM MEMBERSHIPS 

MEMBER FULFILLMENT & SERVICING 
PROVEN EXIT PROGRAM

Contact Melanie Gring at mgring@exploregci.com | (561) 212-5359 | ExploreGCI.com
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