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 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
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PROVIDING A CLEAN RESORT 
ENVIRONMENT SHOULD BE LIKE A 

WALK IN THE PARK
The DOGIPOT® line of products combines 

unparalleled convenience and superior durability to 
help you do the job you love better and ensure the 

perfect experience whether on two legs or four.

DOGIPOT.com  800.364.7681  DOGIPARK.com
The Most Trusted & Superior Quality For Over 25 Years

 DOGIPARK DOGIFountain 
7751

ADS Consulting is the predominant vacation ownership leader 
helping companies Innovate their Sales Practices & System to 
achieve Elite Performance Results. Discover how to take your 
company to Extraordinary Results. We help companies think 
different to become more Efficient & Effective to break through 
Revenue Targets.   

TThe ONLY way to discover your potential is to constantly focus on 
never ending improvements.

Our process begins with a FREE Strategy Session to 
determine how ADS can Help Your Company Go Further.

HELPING COMPANIES

GO FURTHER.

info@ads-cs.com or (702) 919-0550

Set up your exclusive strategy session today

FOR MORE INFORMATION CONTACT:

www.adsconsultingservice.com/lets-connect

STRATEGY SESSION

FREE

APPLIANCES
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Long respected and beloved as one 
of the timeshare industry's most 
prolific visionaries and energetic 
entrepreneurs, Edwin (Ed) Hull 
McMullen, Sr. passed away peace-
fully in his Sarasota, Florida home 
at the age of 83 on April 10, after a 
brief, unexpected illness not related 
to the coronavirus. 

If there is a Timeshare Hall of 
Fame, he would surely be one of 
the first inductees. Industry icon 
and legends are inadequate words 
to describe this true Southern 
gentleman. A mentor and genuine 
friend to many of today’s timeshare 
leaders, Ed’s contributions and 
entrepreneurial spirit paved the way 
for today’s global timeshare indus-
try. He was among a handful of 
early trailblazers who courageously 
traversed virgin territory, clearing 
new pathways and leading the way 
for others to follow. Many of his ear-
ly ideas and concepts are deeply 
woven into the tapestry of today’s 
vacation ownership programs.

If you never knew Ed McMullen, it 
is important to understand that he 
is widely recognized as one of the 
timeshare industry’s most inspi-
rational leaders. Most of today’s 
timeshare professionals probably 
indirectly owe their jobs and career 
to his early accomplishments within 
their industry.

 “Timesharing was in its infancy,” 
recalled Ed for a previous article in 
Resort Trades. “We were traveling 
into unknown territory and taking 
major financial risks along the way. 
In the early days, everyone knew 
each other as we shared informa-
tion to help each developer – not 
as competitors but as colleagues.” 
Ed admitted his fellow pioneers 
were unencumbered by what they 
didn’t know. Partially because of 
that, they continued to forge ahead, 
honestly believing there was no 
reason they could not accomplish 
their goals.

 His timeshare pioneer contem-
poraries at the time were Jon and 
Christel DeHaan founders of RCI; 
Mario Rodriguez, Tom Davis and 
Craig Nash, founders of Interval 
International; Bob Burns with Vaca-
tion International and George Don-
ovan of Fairfield (later Bluegreen 
Resorts). All of them sealed their 

place in timeshare history, leav-
ing their own unique imprint on the 
industry they helped build. 

Following a career in insurance, 
banking and other industries, Ed 
and Robert (Bob) A. Miller, founded 
American Resorts in 1976, devel-
oping four timeshare resorts on 
Hilton Head Island, S.C. At the 
time, timesharing was a mere blip 
on the real estate horizon. Ed and 
Bob were intrigued by the timeshar-
ing concept and had spent a year 
researching the product. 

American Resorts then developed 
four successful resorts at Sea 
Pines, including the nationally 
awarded Monarch 
Resort, which gar-
nered attention from 
the Marriott Corpora-
tion. In 1984, Mar-
riott purchased the 
assets of American 
Resorts, bringing 
the first international 
hospitality company 
into the timeshar-
ing industry with the 
formation of Marriott 
Ownership Resorts 
(now Marriott Vaca-
tions Worldwide), 
spurring the growth 
of the entire industry. 
“Without Marriott 
having taken the 
first step into time-
sharing” said Ed’s 
former partner Bob 
Miller, “the timeshare 
industry would be 
very different today.” 
[potential pull-out 
quote]

As Executive VP, Ed 
was responsible for 
strategic planning, 
product develop-
ment, and marketing 
and sales from 1984 
to 1990, when he 
completed his con-
tract with Marriott. 

With a relentless 
drive to build some-
thing new, Ed’s 
next venture was 
launched in Novem-
ber 1991 with the 
formation of Hilton 

Grand Vacations Company, a rela-
tionship with Hilton Hotels Corpo-
ration, a joint venture between Ed 
and sons Ed, Jr. and Malcolm and 
the Mariner Group as Ed's SEC-
OND hospitality-branded timeshare 
company – was born. In 1996, 
Hilton Hotels Corp. bought out the 
partners’ interests in HGVC. By this 
time, vacation ownership was the 
rising star on the vacation horizon 
and Ed had played a significant role 
in making this happen.

During the ensuing years and oper-
ating as McMullen Development – a 
family partnership – Ed worked with 
sons Ed McMullen, Jr. and Malcolm 

McMullen in numerous industry 
projects. They included Emerald 
Grand in Destin, Florida and the 
creation of Wisdom Ventures, a 
travel club concept aimed at the 
pre-retirement demographic and 
retirement community development, 
an idea that remained Ed’s passion 
to the very end of his life.

Along his 44-year timeshare 
journey, Ed was named Timeshare 
Professional of the Year in 1984, 
served as ARDA Chairman from 
1997-1999, and was a Found-
ing Director and Vice President of 
the ARDA International Research 
Foundation. Among his numer-

FACES & PLACES

In Memory of Edwin Hull “Ed” McMullen, Sr. RRP
Timeshare Pioneer 1937-2020
By  Marge Lennon

“Without Marriott 
having taken  

the first step into  
timesharing” said  
Ed’s former partner  
Bob Miller, “the  
timeshare industry  
would be very  
different today.” 
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ous national and international 
awards is ARDA's coveted Life-
time Achievement Award, the as-
sociation’s highest recognition, 
which he was presented in 2020 
in honor of his distinguished 
career. He was also active in 
the American Hotel and Lodg-
ing Association, the Urban Land 
Institute and deeply involved 
as an Alumni Trustee at Florida 
Southern College.

With an incredible zest for life, 
genuine love of people and pas-
sion for the timeshare industry, 
people were mesmerized by his 
extraordinary energy, the twinkle 
in his eyes, infectious laugh and 
savvy business acumen. Con-
stantly working on new projects, 
he understood more than most 
that change brings opportunities 
and remained a flowing fountain 
of ideas to improve the time-
share industry. 

He could make a person feel like 
they were the most interesting 
and worthy person in the room. 
One friend shared, “Being with 
him was like waking up to a 
sunny morning, after days and 
days of rain. I truly love him and 
to this day live by his ethos.”

With Ed, humor was around 
every corner and he had a bot-
tomless treasure trove of sage 
“Edisums,” (a phrase coined by 
his good friend Simon Crawford-
Welch) for every business or 
personal situation. They includ-
ed, “Don’t worry about the mule 
going blind, just load the wag-
on.” Or, “If you’re not living on 
the edge, you’re taking up too 
much room.” He also advised 
in his own style, “If you fish 
only in a catfish pond, all you’re 
gonna catch is catfish!”  He also 
famously said, “We’re here for 
a good time, not necessarily a 
long time.” 

His contemporaries assumed 
he would outlast them all. In 
reflection of his Energizer Bunny 
lifestyle, for his 80th birthday, the 
family had t-shirts and koozies 
printed with the message 
“Pappa Bear - 18 with 62 years’ 
experience."  He leaves behind 
wife Julie Kimmel McMullen, his 
four children Ed Jr. and Malcolm 
McMullen, Melanie McMullen 
Gardner and Michelle McMullen 
Counter plus Julie’s son Scott 
Schaefer, nine grandchildren 
and two great grandchildren, 
plus other extended family 
members.

In 2018 he said, “I am extremely 
lucky to have had a career I love 
with a passionate business pur-
suit and partners and family who 
put up with me. If you truly love 
what you do, you’ll never work a 
day in your life. It helps to wake 
up each day with a purpose. 
This motivates me to continue a 
full work schedule with a mission 
and over-riding purpose with 
absolutely no plans to retire.” 
Mission accomplished, dear Ed. 

In lieu of flowers, the family is 
requesting that donations in Ed’s 
memory be directed to the Ed-
win H. McMullen, Sr. ’58 Schol-
arship Fund, Florida Southern 
College, 111 Lake Hollingsworth 
Drive, Lakeland, FL 33801.

Author’s bio. 
Marge Lennon has been writing 

about the time-
share industry 
and its people 
since 1978, 
almost as long as 
Ed McMullen has 
been involved in 

this very special industry.

McMullen Family:
I am so sorry to hear the news about your 
Dad.  Please accept my deepest condo-
lences and feelings of loss.  

When I met your father in the mid-70s, I 
much enjoyed the experience. He was full 
of life, brimming with ideas and ready to 
slay the timesharing dragon, even in the 
early stages of development. Over the 
years and through our work at ARDA, we 
served on committees, we directed the con-
versation to standards and ethics, and we 
found ways to uplift the early image of the 
industry. Your Dad always led the way.

Reflecting on these years and also the later 
years, I admired your Dad for seeking new 
ways to increase the appeal of the product. 
His place in the chronicle of timesharing as 
a pioneer par excellence is forever se-
cured. I was proud to have known your Dad 
and to have worked with him sometimes 
side by side.  This was a period in time that 
cannot be replicated. Truly unique--- just as 
unique as he was.

May your period of mourning concentrate 
on all that your Dad accomplished both 
professionally and personally.

Christel DeHaan 
Founder RCI & Christel House

An unexpected journey can lead us to a beautiful 
destination. And when the time is right to travel again, 

RCI will be here to meet your customers’ needs through a 
comprehensive portfolio of all-new travel services.

Visit RCIAffiliates.com/360 for more information.

When the time is right, 
we’ll be here.

RCI does not make any representations regarding the availability of or endorse any of the products or services 
provided by third parties. RCI and related marks are registered trademarks and/or service marks in the United States 
and internationally. All rights reserved. ©2020 RCI, LLC. All rights reserved. Printed in the U.S.A. 9998 North Michigan 

Road, Carmel, IN 46032

0433-2020
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Resort Trades is selecting 
a few vacation ownership 
companies for its series, 
BEST PLACE TO WORK. 
No charge, but space 
is extremely limited. No 
company is too large or 
small for consideration. We 
just want the BEST! Please 
hurry! Selections are being 
made NOW for 2020!

 Contact:  Sharon@TheTrades.com  
 or call (310) 923-1269

BEST
PLACE

TO
WORK

Think You’re at the 

Through rigorous advocacy
—and with your support—
we work to foster a fair and 
robust business environment.

Protect.

Your involvement in our 
community helps us create 
a culture of learning and 
promotes valued relationships
making us stronger as a whole.

Connect.

Together, we influence integrity 
and growth—driving the 
success of our industry.

Affect.

Learn more at www.arda.org/membership.

Be ARDA Proud
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Presenters for the Resort Resilience 
Town Hall included:

Lena Combs,  
CPA,CGMA, 
RRP, Part-
ner, and Tom Dur-
kee, CPA, CGMA, 
Partner, Withum  

Withum is a 
forward-thinking, 
technology-driven 
advisory and 
accounting firm, 
committed to help-
ing clients in the 
hospitality industry 
be more profit-
able, efficient and 
productive in the 
modern business 
landscape.    

Tom Lyons, President 
and CEO,  and Mela-
nie J. Gring, Chief 
Strategic Alliances 
and Brand Offi-
cer, Global Connec-
tions Inc.  

Global Connections 
Inc., based in Over-
land Park, Kansas, 
opened in 1996 as a 
travel club fulfillment 
and service provider.  
Considered a leader 

in the travel club industry, GCI offers 
the members of its Global Discovery 
Vacations club program a wide variety 
of leisure benefits and vacation options 
at more than 700 North American 
resorts.  GCI is the developer and 
owner of resorts in California, Florida, 
Tennessee and Colorado as well as 

owning and leasing numerous resort 
condominium units throughout the 
U.S., Canada, Mexico and Caribbean.

 

Ann Donahue, SVP, 
Resort Operations 
and Inventory, Rain-
tree Vacation Club 

Since 1997, Raintree 
Vacation Club, with 
a collection of 16 re-

sorts in some of the most extraordinary 
destinations, offers members a unique 
blend of club, resort, and hotel-style 
hospitality. They offer condominium-
style accommodations at select resorts 
in the United States, Mexico, and 
Canada.  

Jay Anderson, Vice 
President of Resort 
Operations, Grand 
Pacific Resorts.

Grand Pacific Re-
sorts Headquartered 

in Carlsbad, California, a coastal city 
home to several of our beach resorts, 
the Grand Pacific Resorts team creates 
experiences worth sharing for more 
than 70,000 owner families and tens of 
thousands of loyal guests each year. 
Their heartfelt service culture, paired 
with results driven financial strategies 
to increase owner, guest, and associ-
ate satisfaction, delivers exceptional 
results. Grand Pacific Resorts has 
purposefully grown a family of charm-
ing resorts through development and 
management partnerships in some of 
the most desirable locations, including 
California and Hawaii.

In response to the timeshare indus-
try’s most punishing challenge to 
date, Covid-19, Resort Trades mag-
azine and the digital Resort Trades 
Weekly hosted a forum where indus-
try members could come together 
and share ideas on moving forward. 
Held on May 21, the teleconferenced 
event, Resort Resilience Town Hall, 
sponsored by the Contact Group 
and CustomerCount, featured five 
industry leaders addressing issues 
facing resorts today, along with the 
opportunity for participants to ask 
live questions. 
“We wanted to find a way to knit 
together the resort community in 
the face of COVID-19 by providing 
a platform that allows resort profes-
sionals to share ideas for recovery,” 
says Sharon Wilson, Resort Trades’ 
publisher. “When we found out that 
David Costenbader of the Contact 
Group would make this platform 
available to us, we leapt at the op-
portunity to use their leading-edge 
technology to host our Resort Resil-
ience Town Hall. 
Speakers during the Resort Re-
silience Town Hall included Ann 
Donahue of Raintree Resorts, Jay 
Anderson of Grand Pacific Resorts, 
Tom Durkee and Lena Combs of 
Withum, and Melanie Gring of Global 
Connections. Using the Contact 
Group’s proprietary technology, the 

speakers shared slides, conducted 
participant polls and accepted live 
questions.
Here’s what they had to say.

Owner/Member Communication
Ann Donahue, senior vice president 
of resort operations and inventory 
marketing Raintree Resorts Interna-
tional LLC focused on owner/mem-
ber communications. “Even though 
our resorts are closed right now, our 
resort staff still have responsibilities 
to take care of the resorts,” she said. 
“We need our owners’ support to 
maintain the resorts until we are able 
to reopen.”
One of the first tactics used by Rain-
tree was to create a video letting 
members know just how much resort 
staff is missing their smiling faces. 
“We wanted them to know just how 
much we are all looking forward to 
welcoming them back,” she said. “Of 
course, we included scenes of the 
beach and other resort facilities be-
ing readied for their return.” 
Donahue also shared strategies for 
keeping members engaged, which 
is critical to keeping maintenance 
fee payments current and generat-
ing reservations once it is again safe 
to travel. Raintree has been asking 
owners what they need to feel safe 

again. “Effective communications is 
not one and done,” she added. “It 
will take some time to rebuild their 
confidence to return but we will find 
our way back.”

Restarting Resort Operations
For more than 30 years, the profes-
sionals at Grand Pacific Resorts 
have taken great pride in managing 
their resorts and creating memorable 
vacations for over 70,000 families 
each year. Jay Anderson, vice presi-
dent of resort operations, outlined 
several of the steps Grand Pacific 
has taken in preparation of welcom-
ing guests back, including using a 
texting platform to communicate with 
guests prior to checkin, during the 
resort stay, and as they check out. 
Grand Pacific’s housekeeping staff 
has received detailed trainings in 
new procedures that will increase 
the amount of time spent in each 
unit. For example, all dishes in every 
unit will be run through the dish-
washers on sanitizer setting. Follow-
ing a complete cleaning of the unit, 
an inspector will review the work and 
then run an electrostic sprayer over 
everything. The unit is then sealed 
until the next guests arrive. 
Grand Pacific is also using a soft-
ware program to document that all 
proper procedures are being ad-

hered to. In response to a question 
on concerns about lawsuits in the 
event a guest contracts COVID-19 
in proximity to their stay, Anderson 
stressed the importance of docu-
menting that proper procedures are 
followed in every instance. 
Staff and guests will be asked to 
follow social distance guidelines, 
and associates will be screened, 
including temperature checks, before 
beginning their shifts. Any associate 
with a temperature of 100 degrees or 
higher will be sent home.

Sales and Member Engagement
As chief strategic alliances and 
brand officer for Global Connections 
Inc., Melanie J. Gring has always 
pursued the latest advances in 
technology and services to offer to 
the company’s members, clients and 
guests. In response to COVID-19, 
Global Connections has introduced 
changes to its product (adding more 
product tiers), pricing (a wider range 
of prices for those tiers) and sales 
practices (more on this to come). 
They’re also keeping members 
engaged through email blasts, photo 
contests and other touch points. “We 
want to keep our members active 
even if they aren’t traveling right 
now,” she explained. 

RESORT RESILIENCE 

Resort Trades Sponsors Virtual Town Hall
Resort Resilience Session Focuses on  
Response to Covid-19 Pandemic
By Judy Kenninger
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As restrictions ease, Global Connections has recon-
figured sales centers for social distancing, and they 
will have more but smaller waves of tours, which Gring 
said their salespeople appreciate. “They like the more 
intimate feeling this creates.” They’re also more closely 
matching sales prospects with the salesperson on demo-
graphics, which has been well received. “Sometimes our 
older representatives don’t connect with younger pros-
pects, and the same can be true with younger represen-
tatives and older prospects,” she said. 
They’ve also been conducting upgrade sales sessions 
via webinar sales for existing members, which has been 
very successful. “Our closing rate is equal or slightly 
higher than with in-person sales, which I attribute to the 
fact that the prospects have requested the presentation 
and are in the comfort of their own homes.” The webinar 
presentations have been so successful that they will be 
introducing them for presentations to new buyers as well. 

Finance, HOAs and Government Aid
Throughout this crisis, Withum has been in constant 
contact with its clients and industry participants, relay-
ing crucial information on federal legislation designed to 
assist companies and employees. Lena Combs, CPA, 
CGMA, and Tom Durkee, CPA, CGMA, are partners in 
the firm’s Hospitality Services Practice. They updates 
participants on how programs at the Small Business Ad-
ministration are changing, if HOAs are eligible, and how 
HOAs should be preparing for the new normal. 
“These issues are morphing every day, so it’s important 
to keep up to date,” Combs said. Among the topics were 
an overview of the CARES act, the Paycheck Protection 
Plan and associated issues, along with the financial is-
sues facing resorts, HOAs and resort developers. “HOAs 
need to be considering all scenarios as they budget, 
making sure they conserve cash and maintain liquidity,” 
Combs said. “You need to have a plan if maintenance 
fee collections don’t match historic levels.” 
Combs said that while HOAs may not qualify for loans 
through the Paycheck Protection Program, they may 
qualify for loans through the Small Business Administra-
tion’s $600 Billion Main Street Lending Program, which 
provides financial backing for lenders so they can offer 
stimulus loans to small-to-medium-sized businesses 

More to Come
In response to several questions regarding how time-
share sales will look in the new normal, the Resort 
Trades and Resort Trades Weekly is planning to present 
a second Town Hall on the topic, "Vacation Ownership 
Sales in the Time of COVID-19.” “We plan to build on 
this first Virtual Town hall and find even more ways to 
bring the knowledge of industry experts directly to you 
wherever you’re working now,” Wilson said. “I welcome 
input from anyone who has suggestions about speakers 
for this topic and suggestions for other topics. Please 
email me at Sharon@TheTrades.com.” She also thanked 
the Contact Group and CustomerCount for sponsoring 
the event, as well as Georgi Bohrod Gordon and John 
Locher, who assisted with call screening. “Please join us 
again next time,” she added.

Judy Kenninger heads Kenninger Com-
munications 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@KenningerCom-
munications.com. 

Wyndham Vacation Clubs:

Rapid response key to employee and owner safety  
during unprecedented challenges
By Kevin Maciulewicz

The impact of the rapidly evolving pandemic is being felt in unprecedented ways around the world, 
across the travel industry, and in each of our lives. Our resort operations teams at the 230 resorts 
in the Wyndham Vacation Clubs portfolio were forced to act quickly and innovatively to protect our 
people, our customers, and our resorts. 

As soon as it became clear that the COVID-19 
pandemic would be a global concern, we immediately 
put social distancing protocols and additional 
cleanliness and sanitation processes in place at 
all resorts.  For our teams, we asked staff not to 
take breaks together to help avoid congregating, 
discontinued our morning group stand up meetings, 
and evolved from our team housekeeping process to 
an individual process. 

We’re always focused first on what’s best for our 
owners, members and guests, and we did our very best 
to minimize the impact of the resort closures on our 
guests as much as possible.  However, we had to close 
pools and common areas to comply with published 
health guidelines.  The good news is that guests 
appreciated that decision because they knew it was the 
right thing to do. One guest staying with us during this 
transition said to us in a note following their stay “It’s 
unfortunate that we have to leave but we look forward 
to coming back again very soon.  There’s no doubt that 
when that day comes, the Wyndham family will once 
again continue to create incredible lasting memories that 
will be forged in the heart and minds of many little ones 
and their parents.”

In mid-March, we stopped accepting new guest arrivals, 
and where possible, we set individual resort closing dates 
based on guest departure dates up to April 3. To the 
extent we could, we allowed guests to complete their stays, making it easier on guests in locations 
where travel was more difficult. Some locations were 
forced to close earlier due to local government orders.

As we closed each resort, we cleaned and did 
preventive maintenance in every room across our 
portfolio.  Prior to reopening this year, every suite will 
have a deep cleaning performed to ensure the highest 
levels of cleanliness and safety.

In preparing to close the resorts, we needed new 
standard operating procedures, which often take 
months to create.  However we only had days to get it 
done, so our teams had to work fast. We started with 
hurricane protocols, but then realized this situation was 
completely different, so we had to start from scratch.

After closing, we created skeleton crews for each site 
based on the size of each resort led by the General 
Managers, who would be able to manage both the 
closing and reopening when the time comes.  It was 
important to have leaders on site who could take 
direction and make local decisions quickly. Frequent, 
open communication to the regional leadership and 
GMs was critical in our success.

As this was happening, we were also working hard to care for the HOA assets. GMs at each site 
reviewed site level contracts to reduce or delay payments on services and products that won’t be 
needed until the resorts reopen. Due to our size, we have large national service contracts that we can 
manage from a higher level, and renegotiate those contracts while the properties are closed to ensure 
the best value for our HOAs.

As a result of our rapid response, we were able to provide millions of dollars of savings to the HOAs. 
We believe this will help the long-term financial health of many HOAs. 

These are unprecedented times for the world in general, and for hospitality companies in particular. 
While none of us are untouched by this crisis, the professionalism and compassion our employees 
showed to our owners and to each other inspire all of us to be ready to open our doors when it is safe 
again to do so. 

Kevin Maciulewicz is senior vice president, resort operations, of Wyndham Vacation Clubs.

Every suite and every common 
area at the Wyndham Vacation 
Club resorts, including the 
activity center at the Club 
Wyndham Smoky Mountains 
resort, are getting a deep clean 
before reopening.

Club Wyndham Austin resort 
shows its heart every night.
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As we return to our corporate offices,  
we have several important buckets 
of work facing us, ranging from the 
most basic tasks to pivotal decisions 
that will fundamentally impact the 
future of our businesses and public 
perception of our brand.  At the most 
basic level, we need to remember to 
turn off our “out of office” messages, 
sanitize our office furniture, and put 
on pants, but there are also some 
compelling new realities that as lead-
ers we need to contemplate.

These questions and concepts 
regarding customers and staff are 
worthy of our consideration now to 
help ensure we’re prepared for the 
changes brought about over these 
recent months:

EMPLOYEES

Our people are our most important 
asset, yet many of the expectations, 
norms, and policies we have relat-
ing to our staff are either temporarily 
altered or forever obsolete.  As lead-
ers, we must go back and re-examine 
the entirety of our physical offices, 
P&P manuals, and training programs, 
abandoning the obsolete and creating new norms 
to conform with both employee expectations and 
government policies.

• Who’s Still Here? - An interesting dynamic hap-
pened overnight, and its implications will change our 
worlds (especially for those businesses who took a 
short-term approach in March)... It’s time to take a 
careful inventory of your staff, vendors, and con-
tracts.

o You lost some of your best talent.  Sure, we all 
know a few who lost their battles with Covid, but 
quite a few really good employees were snatched 
up by other companies when you furloughed them 
and they’re probably not coming back.  Your bot-
tom 50%, however, will be waiting at the door.

o Some great businesses who may have been 
vendors of ours have closed their doors.  Hopefully 
you didn’t lose too many, but even the best of them 
may take some time to come back online, as they 
too lost good employees to one cause or another.  
Quite a few small businesses were also forced 
to innovate and change their business models to 
stay afloat, so it may take them additional time to 
migrate back to the model that best served you.

o Long-standing contracts are gone.  By your termi-
nation of those deals with best price clauses and 
historical discounts, you put your business into 

a position where you now have to renegotiate or 
entirely requote your business relationships.  Even 
if that does eventually net you better pricing, it’ll 
take time to get all those deals through the legal, 
risk, compliance, and policy hurdles.

• How Will “Social Distancing’ Impact Us? - As our 
staffs return, a lot of our office norms are suddenly 
discouraged if not legally banned for at least the next 
few years.  Corporate leaders should immediately 
consider these topics:

o Remote work policies and arrangements

o Staggered work times/shifts, especially start/end 
times

o Occupancy limits for conference rooms, break 
rooms, common areas

o Physical workspaces and proximity of work sta-
tions

o Limiting the use of “hot desking” and shared work-
spaces

o Evaluating conferences and convention atten-
dance policies

o Considering remote call centers and home-based 
staffing models

o Policies in celebrations - birthdays, work anniver-
saries, awards, etc.

• Business Travel - For most busi-
nesses, the events of the past sever-
al months have revealed the miscon-
ceptions of our prior business travel 
patterns.  Not only were we traveling 
often for meetings which could easily 
have been videoconferences, but we 
were adding significant cost, effort, 
and risk as we did so.  Increasingly, 
people in nearly every functional area 
of companies are mutually realizing 
that they can be much more produc-
tive and equally effective through a 
40-minute video conference rather 
than a 4-day business trip.  Here 
again we will have to consider our 
policies on important topics:

o Business travel protocols and 
restrictions

o Conference and convention atten-
dance policies

o Videoconferencing technologies 
and usage policies

o Technologies and tools provided in 
lieu of physical travel

o Domestic versus international call 
centers and technology teams

• Health & Wellness - We will also need to contem-
plate and possibly adapt our corporate policies and 
procedures to deal with a variety of Covid-related 
topics:

o Sick leave arrangements and durations

o Modified working arrangements for high risk 
groups

o Position on covid-positive staff (including past 
positives)

o Non-discrimination policies and training

• What did we learn? Don’t miss this opportunity to 
document lessons learned and update your busi-
ness contingency planning so you’re better prepared 
should a second spike of this (or some other major 
global catastrophe or pandemic) once again cause a 
similar disruption to our operations.  This might be a 
good time to evaluate remote access to our systems 
or even consider remote call center and cloud data 
capabilities, if we’ve not already made these moves.  
For a lot of companies, they had good plans but 
hadn’t sufficiently updated basics like employee cell 
phone lists and remote access plans to facilitate con-
tinuity of operations.  Regardless of our company or 
industry, we’ve all gained new insights now that will 
help us if something like this ever happens again.

COOL STUFF

Contemplating The New Normal
By Scott Bahr

As leaders, we must go back and re-exam-
ine the entirety of our physical offices, 

P&P manuals, and training programs, aban-
doning the obsolete and creating new norms 
to conform with both employee expectations 
and government policies.
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CUSTOMERS

Our relationships with our customers have likely 
changed as well.  Each of us needs to contemplate 
the impacts of those changes on our business 
model, our products, and our company policies to 
ensure we remain relevant going forward.

• Customers’ needs and expectations - Whether 
you operate a global chain of resorts or a single retail 
shop, the pandemic of 2020 has changed fundamen-
tal aspects of your customer’s needs and expecta-
tions:

o Cleaning and sanitizing protocols

o Reduced occupancy limits

o Social distancing

o	Staff	testing	and	health

o Cancellation policies

o Check In / Check Out procedures

o	Access	to	unit	by	housekeeping	staff	during	Owner	
/ guest stays

o Access to trip cancellation policies (type? limits?  
exclusions?)

o General travel preferences  (In the near term, va-
cations will focus on destinations within a 3-5 hour 
drive, travel parties will be smaller, durations will 
be shorter, and the experiential content of those 
trips will change.)

• Communications - Now more than ever, our cus-
tomers need clear and frequent communication from 
trusted	businesses	to	reassure	them	and	confirm	
answers to their common questions:

o Status of the resorts, including timelines and con-
tingencies

o Updated policies and procedures to protect cus-
tomers

o Where to go for additional answers

o Status of members of our teams with whom they’d 
built relationships

o Don’t forget to validate that you meet the new 
privacy laws (GDPR, CCPA, etc.)

• Contracts	-	Just	like	we	need	to	reconfirm	our	
vendor contracts, we also need to go through and 
reconfirm	every	customer	agreement	made	prior	to	
3/15/2020.  Some of those businesses no longer ex-
ist, and many more of their planned conventions and 
groups are impossibilities in the near term.  

o	Reconfirm	each	customer’s	intent,	timing,	volume,	
content

o Evaluate validity of customer intent, relative to 
public policy and local/state reopening plans and 
timelines

* Attendance volume and occupancy limits for 
planned spaces

*	 Meeting	content	(e.g.	Can	we	do	buffet	
meals?)

o Consider available options and company policies 
on cancellations/rebookings

However unfortunate this pandemic has been and 
however terrible its impacts on our respective busi-
nesses, each of us survived and we are now at a 
critical	juncture	with	significant	incentive	to	carefully	
contemplate our employee relationships and the 
ways we engage our customers.  Many of the “win-
ners” coming out of this cycle will be those who have 
taken full advantage of this pivot point to carefully re-
fine	these	important	aspects	of	their	business	model.

The author has focused on growth through innova-
tion and customer experience for more than three 

decades and across a broad range 
of industries ranging from automo-
tive to healthcare to hospitality.  
Today, as CEO of CX Artisans, he 
works with clients ranging from 
new healthcare startups to global 
blue-chip hospitality and technol-
ogy leaders, helping each develop 

and execute successful strategies for revenue and 
market share growth.

Celebrating Years20 2000-2020
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TRENDING NOW

A Conversation With Jason Gamel
By Sharon Scott Wilson 

On April 4, 2019, the 
American Resort 
Development Association 
(ARDA) announced 
officially that Jason 
Gamel was to be the 
association’s new 
president and CEO. 
Today, one year and a 
few days later, many are 
wondering what the future 
holds for the vacation 
ownership/timeshare 
resort industry.  We spoke 
to Jason at his home 
outside of Washington, 
DC, on Tuesday, April 7th.

“It was amazing to see 
that while the Federal 
government closed 
and communicating 
only using texts and 
emails, Congress was 
able to pass a $2 trillion 
stimulus package!” 
Gamel remarked. He emphasized the 
magnitude of this accomplishment in light 
of a mandatory stay in place order for 
Washington DC and the fact  that lobbyists 
and industry trade organizations were 
limited in their participate because of the 
extreme conditions.

While many of us tend to roll our eyes 
when the topic of lobbyists arises, we’re 
typically thinking of high-profile, high-
powered firms brokering honey-deals for 
fat-cat industrialists. But this is certainly 
not the case for our industry. In the 
economic and legislative scheme of 
things, vacation ownership is such a small 
niche, we tend to get wedged in between 
hospitality and real estate and – more 
often than not – completely overlooked.

That’s just not going to happen if Jason 
Gamel and his team have anything to say 
about it. They are thoroughly engaged in 
the fight on both the Federal and state 
levels. 

“On the Federal level, we’re working to 
make sure timeshare assets are taken into 
account in the next TALF transaction,” he 
says.

In late March, the Board of Governors of 
the Federal Reserve System announced 
the establishment of a second Term Asset-
Backed Securities Loan Facility (TALF), or 
TALF 2.0 as it’s being termed. The original 
TALF issued in 2009 was in response to 
the recession at that time, while 2.0 is in 
response to the COVID-19 pandemic. 
The TALF makes government financing 

available to private investors for the 
purchase of asset-backed securities.

“The first TALF focused on home 
mortgages and timeshare asset-backed 
securities were overlooked,” Jason says. 
“Prior to the influx of the pandemic, there 
were several developers in the process of 
initiating securitizations. To be included in 
the facility would be extremely important 
to the well-being of their companies, 
employees, and stakeholders. So, this 
time we’re working hard to make sure we 
have a seat at the table.”

State of the Industry

Whether they’re developers, resort staff, or 
suppliers – folks in our industry are all in a 
holding pattern right now. “We’re all trying 
to reposition ourselves at the moment,” 
says Gamel. “I’ve spoken with a number of 
ARDA members lately. Many have closed 
operations for now; some are staying open 
and handling owner arrivals. Most sales 
are shut down.”

Resort operators are torn. Gamel points 
out that, unlike hotels, many timeshare 
resorts involve owners who have a real 
estate interest. It creates a fuzzy area 
to tell the owner of real estate that they 
cannot occupy their property. The same 
might be said about whether or not a 
homeowner board can close a resort. 

“Most boards are determining to close. 
Many developers in active sales have 
made the decision for all of their 
properties. Others are staying open until 

the state mandates they 
shut down. Our advice 
to them would simply 
be to stay safe; follow 
state, local and federal 
, including the CDC, 
guidelines.”

While resort operators are 
grappling with their issues, 
vendors and suppliers 
are feeling the utmost 
pressure, too.  Resort 
Trades is in touch with 
many of our advertisers 
who are intent upon being 
proactive and supporting 
their clients through this 
difficult time. 

Jason observes that most 
companies are looking 
for ways to reposition 
themselves. “This crisis 
is changing the way we 
will do business,” he says. 

“Perhaps for many it will be an opportunity 
to come out of this as stronger and more 
viable. It’s a massive reset. It may be time 
to find a different consumer or create a 
different product. It may be that we come 
out of this as ‘our best selves’. ”

As for ARDA, the association will surely 
change as it evolves into its best self. 
“For the first time in our history we had 
to cancel the annual convention, ARDA 
World!” he remarks. “What will future 
meetings be like? Will it make sense for 
1,800 people to fly to a central location 
or will we have virtual meetings? Resort 
professionals will still be interested 
in having access to education and 
networking.”

With folks like him and so many other 
positive, creative individuals in the resort 
industry, we have expectations that 
the resort industry will reemerge like a 
phoenix! Speaking with Jason has helped 
us be confident the industry will survive 
and thrive. Like Jason says, vacation 
travel will return even sooner than 
business travel. Having a prepaid vacation 
where my family stays in a beautiful suite, 
rather than being nickeled and dimed in a 
hotel, will be one of the first luxuries I want 
when we return to normal!

Sharon Scott Wilson 
is Publisher of 
Resort Trades and 
Golf Course Trades 
magazines.  Skype: 
SharonScottWilson; 
twitter.com/
SharonINKpr; 
facebook.com/
SharonPRandWriter; 
linkedin.com/in/

sharonscottwilson. Subscribe to Resort 
Trades Weekly -- https://resorttrades.com/
resortnation.

“On the Federal level, we’re working to make sure 
timeshare assets are taken into account in the 

next TALF transaction,” he says. “…we’re working 
hard to make sure we have a seat at the table.”
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Managing Your Business  
During Times of Disruption

While we all deal with the challenges brought on by 
the COVID-19 pandemic, and the resulting travel 
restrictions and social distancing recommendations 
from governments around the globe, we must keep 
perspective.

The health and well-being of yourself, your family, 
your teams at work and their families are of utmost 
importance. We sincerely hope you are in good 
health as you read this.

Regarding your business, it is during times of 
disruption, such as this, when you may be realizing 
you were not quite as prepared as you thought. 
Taking some time in the coming weeks to discuss 
‘Scenario Planning’ and business continuity with your 
trusted advisor would be a worthwhile investment of 
time. We see three pressing areas of focus:

Business Disruption

• Look for alternate sourcing beyond your current 
vendors if they are unable to deliver goods at this 
time.

• Conserve cash, planning for varying lengths of time 
of reduced revenue flow.

• Speak with your bank about increasing lines of 
credit to use as a safety net during a time of cash-
crunch.

• Extend payment terms with vendors, only done with 
transparent discussions between both parties.

• Cut or delay non-essential expenses such as travel, 
entertainment and marketing.

• Review your insurance policies for business 
interruption coverage. Withum’s Forensics & 
Valuation Services team members understand the 
complexities associated with business interruption 

   claims and recently published this article about it if 
you are interested in reading more.

• Keep team morale up. It is during times like this 
when effective leadership is required most. Your 
teams will look to you for an optimistic, yet realistic, 
outlook. They need to feel assured that you have a 
plan which will keep them and the business healthy.

Remote Work Environments

At Withum, we’ve invested heavily over the years 
in technologies that allow our team members to 
work remotely. Jim Bourke, Withum’s Managing 
Director of Advisory Services and HLB International’s 
Global Advisory and Technology Leader, is widely 
recognized by our profession for being at the forefront 
of technology in the workplace. Jim shares about the 
applications that can help get you and your teams set 
up rather quickly:

Microsoft Office 365 subscribers have access to 
Teams. Many aren’t even aware they have this tool 
included in their software suite, which can quickly 
make your remote working situation implementable. 
Teams allows you to create channels, which organize 
conversations and collaboration around specific 
topics. Additional capabilities include video meetings, 
instant messaging-style conversations, and file 
sharing.

Stay present by leveraging videoconferencing 
applications like WebEx, Zoom or Teams to continue 
office conversations and meetings.

Our Digital Advisory team shares more about 
leveraging your Microsoft tools for the remote 
workplace in this article. The article also offers 
practical tips regarding working from home if you and 
your employees are not used to teleworking.

For questions or assistance in setting up a remote 
workplace for your company, please contact 
a member of Withum’s Digital and Technolgy 
Transformation Group.

Looking Ahead

Realistically, this pandemic and the resulting 
decline in business performance, stock markets and 
consumer confidence could lead us into a global 
recession. However, keep an optimistic, long-term 
perspective and prepare for when you can restore 
optimal operations.

In the event we do have a recession, revisit how your 
business was impacted during the last recession 
in late 2008, and plan your recovery timeline 
accordingly. If you have a newer company, all of 
the above points apply. Either way, consider future 
investments in marketing to grab market share ahead 
of your competitors.

Conclusion

At the time of this writing, news channels are 
reporting that COVID-19 spread is seemingly peaking 
in countries where it was first identified– before 
impacting the U.S. We may have a couple of months 
to go before we are through this. In the meantime, 
take the time to prepare accordingly, in case of 
prolonged impact, and observe regular health and 
safety precautions to protect your people.

For the past 45 years, Withum has been committed to 
helping our Clients, our People and our Communities 
to Be in a Position of Strength. Together, we can 
get through these challenging times. If you need 
guidance on business disruption, please reach out to 
any member of your Withum engagement team.

Reprinted with permission from March 17, 2020 
https://www.withum.com/resources/managing-your-
business-during-times-of-disruption.

THE BUSINESS ENVIRONMENT

By Bill Hagaman
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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. 

I’m gonna spend every minute I’m gonna spend every minute 
appreciating life!appreciating life!
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Send Me on Vacation’s mission is 
“To Provide a much needed vacation to under served women with 
breast cancer who need a place to rejuvenate and heal their body, 
mind and spirit.” The adverse effects of fighting cancer can leave 
women, their families and friends in shambles. We believe that 
an essential first step in surviving the effects of breast cancer is to provide survivors with a healing vacation 
to “take a break” from the fight. If interested in becoming a recipient, donor or sponsor please contact us at 
backuscathy@gmail.com www.sendmeonvacation.org

My old “normal” was very different from my new ”normal”. “Old” normal 
was that I worked 2 jobs to help support my family and put my sons 
through college, with no knowledge about the probability of getting 
breast cancer even through my maternal grandmother battled it for 
over 10 years, only to lose her battle in 1964 at age 49. My mother’s 
twin sister was also diagnosed in 1970 at age 35. Because of this I 
was diligent in getting my baseline mammogram at age 35 but no one 
is ever expecting a breast cancer diagnosis at age 45. For some rea-
son I, like many others, was completely caught off guard. For a month 
I existed in a fog until I began to fight. After 2 years of surgeries,16 rounds of chemotherapy, 
45 rounds of radiation, port removal surgery, post cancer medications and a full hysterecto-
my, I keep waiting for my old normal to come back. Every day is a battle of post-traumatic 
stress, body chemistry comfortability, inconceivable mood changes, loss of self-worth and 
big time survivors guilt. You see, I just lost my aunt, uncle and father to cancer in the last 2 
years. I’ve been have volunteering at Orlando Health UF cancer center to pay it forward. I 
serve high tea to patients doing Chemotherapy. I feel that by joining SMOV, I will be able to 
continue this therapy for cancer patients/survivors in a more meaningful way. 
I hope to eventually become an SMOV Angel. I would like to take the first step and attend 
a healing vacation to integrate myself and my spirit with your amazing out-reach mission to 
heal the heart, mind, and spirit of so many survivors like myself. 
Suzanne

Absolute World Resorts • Sunset World • Karma Group • Karissma Resorts • Royal Caribbean • Vidanta
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Better Times(haring) Coming
FINANCIAL MATTERS

By Sharon Scott Wilson, RRP

As we weather the Covid-19 
slowdown, Resort Trades 
is reaching out to industry 
veterans for insights on what 
they expect going forward.  We 
spoke recently to Harry Van 
Sciver of Whitebriar Financial 
Corporation.

Harry Van Sciver has been a 
receivables financier since 1986, 
a developer since 1995, and is 
president of Whitebriar Financial 
Corporation.

RT:  Harry you have been a 
developer, a banker, a bank 
regulator and a financier in 
this business for 30 years, and 
before that you started out 
in timeshare collections and 
servicing.  Does all that give you 
some perspective on when and 
how we might come out of this?

WFC:  This is different from 
other recessions and crashes 
we’ve seen, it’s a much steeper 
curve.  But while we're all 
suffering right now, Whitebriar 
sees reasons for optimism and 
opportunity.

We believe that drive-to 
timeshare locations, especially 
those with strong web marketing 
& reservations platforms, will 
be the first to rebound.  We are 
already seeing reservations 
pick up at regional projects with 
profitable amenities and popular 

rentals.  Based on what we 
learned during the RTC crisis 
and the 2008 Financial crisis, we 
expect that simpler and cheaper 
ownership and operating 
platforms, like right-to-use and 
trust Certificates, will prevail. 

RT:  What about the bigger 
players, the National and 
International Platforms?

WFC:  We are confident that the 
household names will be able 
to survive contractions and then 
rebound, also the two major 
Exchange companies.  But this 
slowdown will be especially 
hard on Vacation Clubs.  The 
Clubs who are nimble and 
creative enough to manage 
their Portfolios and obligors 
through the crisis will be fine.  
But maintenance fee collections, 
timeshare loan payments and 
management fee revenues will 
decline wherever the consumers 
are not getting real value.  So, 
ensuring that Vacation Club 
business models are built on 
fulfillment, not breakage, will be 
key.  As will be a laser focus on 
providing service and flexibility 
to the consumer.

RT:  What about Portfolios? 
will people keep making their 

timeshare payments?

WFC: Smart Developers 
who know how to nurse 
their customers and projects 
through the crisis should see 
only modest fall-off in financed 
Portfolio cashflow.  Keeping 
in regular contact and getting 
customers back on vacation will 
be great tools to accelerate a 
resumption of payments as the 
economy begins to rebound, 
also for salvage later on.

RT: What will be the impact on 
Industry Lenders and Equity 
Holders?

WFC: No doubt there will be 
some unwinding of highly-
leveraged positions.  But 
most of the Lenders in 
our industry have strong 
balance sheets, and teams 
of seasoned professionals 
who have seen booms and 
busts before.  The best of us 
know the timeshare business 
'from the bottom up'.  We see 
this unfortunate slowdown as 
an opportunity to strengthen 
borrower relationships, and 
where appropriate, for certain 
Borrowers to restructure and 
strengthen their management.  
Some developers will learn (or 
re-learn) not to seek excessive 
advance rates on their 
receivables.  And the financial 
markets will be reminded that, 
generally speaking, resorts 
should be expanded and 
renovated using free cashflow, 
or employing patient equity.  Not 
debt. 

 

RT:  What about Sales and 
Marketing?

WFC: Developers who are 
providing good value and flexible 
vacation and payment options 
are always the first to see their 
sales pick up.  We believe that 
this will be an organic process 
starting early in Q3.  We believe 
it will start in Reinstatements, 
then move to Referrals and into 
Reloads and Upgrades, then 
into Mini-Vacs and on-site Guest 
conversions.  We do not think  
there will be a wholesale return 

to Day Tours in some locations

RT:  What can we learn from this 
crisis, are there any positives 
among all the negatives?

WFC:  We have all been 
reminded that the customer is 
king.  And we have all been 
reminded that timesharing 
was invented to make luxury 
vacations affordable for working-
class families, and attractive 
to consumers with moderate 
income.  Lifestyles, income 
distribution and vacation habits 
will keep changing, and we 
must change with them.  We 
must ensure that the vacations, 
exchanges, and experiences 
we sell are a good value to the 
consumer, even in challenging 
economic times.  It’s all about 
fulfillment, if consumers are 
staying with us and playing with 
us – they will keep paying us.

As for positives, Whitebriar is 
hopeful that one 'silver lining' 
of this Covid-19 slowdown may 
be a failure of some "Timeshare 
Exit" scamsters.  While fewer 
timeshare owners will make their 
timeshare loan or maintenance 
fee payments during this 
temporary economic crisis, we 
believe that very few (hopefully 
none) will pay the exorbitant up-
front fees and other charges that 
the scamsters try to extract.

One more positive: We think 
there will be some unique 
collections opportunities, 
for agencies which are 
consumer-friendly, and can 
help Developers monetize their 
receivables while re-acquiring 
customers.

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

 

• 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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Environmental Stewardship  
the Capital Vacations Way

THOUGHTS FOR THE NEW NORMAL

By Zsuzsanna Noviello

I came across an article in Resort Trades 
about Environmental Stewardship several 
months ago and was happy to read how other 
timeshare resorts are making it important to 
contribute to the cause. At the time, I was very 
proud of the resort and the changes we have 
been making and were planning to make. 
Once our world returns to normal, I hope to 
implement even more of our plan. I would like 
to share with your readers how we have been 
working to save the planet in our own way.

Since 2012, I have been the General Manager 
of Atlantic Terrace in Daytona Beach Shores, 
Florida. The resort opened in 1986 and is 
proudly managed by Capital Vacations. 
The company also manages another 70 
timeshare resorts in the United States and the 
Caribbean.

Like the resorts in your article, in the past 
couple of years we too started to make 
changes to our daily operations to reduce 
paper waste, water, electricity, chemical usage 
and to encourage our guests to recycle. We 
always had recycling bins placed in our rooms 
and common areas but quickly realized that 
the education of our owners and guests is very 
important, so we actively started to advocate 
for going green. 

Emailing became our primary form of 
communication. Reservation Confirmation 
Letters and Newsletters that used to be 
mailed are now being emailed. We reduced 
our Check-In Papers to the minimum. Sales, 
Activity and Unit Inventory information that 
was previously given out to guests individually 
has been placed in all rooms as permanent 
material. This simple change has reduced our 
front office paper usage and printing by about 
30-40%. 

We reduced our complimentary daily towel 
exchange to only Mondays and Wednesdays. 
We also eliminated the complimentary mid-
week cleanings and now provide the room 
cleaning services for a $30 fee, which has 
drastically reduced our cleanings and most 
importantly, with this policy change, we are 
significantly reducing our water, gas, electricity 
and chemical usage in our resort laundry.

We have replaced in-room and common area 
lights with LED lighting. We are placing more 
and more motion sensors and solar lights 
in common areas and areas that don't need 
constant lighting. Just recently, we installed 
wall-mounted shampoo/conditioner and body 
soap dispensers in our showers to reduce 
the plastic waste from the traditional small 
amenity bottles. We did this in all of our master 
bathroom showers and are planning to do the 

same in our guest bathrooms as soon as our 
budget allows.

Educational materials were placed in all rooms 
to explain to guests all the changes that we 
have been making and asking them to make 
recycling important not only at the resort but 
also in their own homes.

To help our community, we placed a food 
donation box in our lobby where guests can 
place non-perishable items prior to their 
departure. We are also making community 
service one of our priorities for the future, and 
just recently, our staff visited our local Humane 
Society, where we helped with landscaping 
work. This experience was not only helpful for 
the organization, but it was also a wonderful 
team-building activity. We will continue to find 
volunteer opportunities to complete as a team.

We are planning to continue our journey to 
become a green resort and hopefully down 
the road install our own solar panels, which 
would be really fantastic for our property. We 
hope this narrative shares some insight into 
what Atlantic Terrace is trying to achieve in 
terms of Environmental Stewardship within the 

timeshare industry. 

Zsuzsanna Noviello 
is General Manager 
of the Atlantic Terrace 
Resort in Daytona 
Beach Shores, FL,

"Emailing became our primary form of  
communication.
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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
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5 Tips On Increasing  
Social Media Conversions

SMART MARKETING

By Michael Dehoyos

Social media marketing has become one 
of the go-to tools for businesses large and 
small to market their products and services to 
potential customers. The driving force behind 
social media marketing's popularity is two-
fold. First, the advertising options for platforms 
such as Facebook, Instagram, and Twitter are 
extremely effective. Because of the amount 
of personal information and behavioral data 
users give to these platforms it is easy for their 
algorithms to match advertisers with individuals 
who are most likely to become customers. Take 
for example a Hotel located in Los Angeles. 
Those who participate in travel groups, like 
or follow California travel pages, or watch 
associated content are the exact individuals 
that will end up seeing ads related to Los 
Angeles hotel advertisements. Secondly, social 
media platforms allow businesses to interact 
with their customers and create a sense of 
community around their brand, product, or 
service. This is one of the truly unique aspects 
of social media that other forms of marketing 
do not offer.

While it is no secret that Social Media 
Marketing can be very effective in attracting 
qualified leads; there are a couple of simple 
steps one can take in order to improve 

conversion rates. Here we will go over these 
items in brief.

Paid Ads: Having a strong social media 
presence does not always lead to new leads 
and, as most business owners will say, the 
best way to improve conversion rates is to 
increase leads. As stated in the introduction, 
paid ads allow businesses to target customers 
who are most likely to purchase one’s product 
or service. “Paid ads do not have to have the 
pitch in the advertisement, it could simply be 
a way to draw an individual to one’s website 
or social media profile,” writes Mark Hunt, a 
marketer writer at 1Day2write and Writemyx. 
For example, instead of having an ad that 
states ‘Affordable New York Hotel’ something 
more along the lines of ‘10 sights to see while 
visiting New York’ could do more to entice 
customers to click the ad.

Provide Quality Communication: Social 
Media platforms such as Facebook and 
Instagram offer a level of communication 
between business and client that traditional 
email communication does not offer. 
Customers enjoy the easy going, yet 
intimate, nature of social media chat as a 
communication channel. Being available to 

respond promptly to customer inquiries has 
shown to improve conversion rates. If this were 
not true large companies around the world 
from retailers, financial institutions, and tech 
providers have a team of customer service 
reps dedicated solely to responding to social 
media inquiries.

Create Quality Content: There is really only 
one reason why people follow accounts on 
social media, it is because they offer unique, 
quality, content. Content usually comes in 
the form of articles, blog posts, videos, or 
podcasts. Different mediums work better on 
different platforms. For example, long-form 
articles are much more likely to be effective on 
Facebook and short, multi-line, text posts are 
more effective on Twitter. 

Maintain Multiple Social Media Accounts: 
Dedicating time to just one social media 
platform is not enough. “LinkedIn is a good 
source of high quality leads that many people 
ignore. While it does not have the traffic levels 
that social media giants such as Facebook 
and Instagram do they have a concentration 
of higher quality traffic. This is especially 
important for those who are selling professional 
services,” writes Bradley Fowler, a social media 
writer at Britstudent and Nextcoursework.

Seasonally Focused Advertising Spending: 
This may not apply to all businesses, but it will 
too many. In many industries, certain times of 
the year are much busier than others. For a 
local resort or hotel it is much more effective 
to focus a large part of one’s marketing budget 
during times that are historically busier. This 
will provide higher value for one’s money and 
also result in a higher number of conversions. 
Conversion rates differ greatly across different 
markets and niches, but it can be said that 
the more one spends on marketing the higher 
the conversion rates will be. To maximize this, 
picking the best time of year is crucial.

Hotels and resorts rely heavily on seasonal 
advertising campaigns to fill their beds. It is 
important to consider that while most of one’s 
advertising budget should be focused on high 
season there are often other times of the year 
worth investing in. 

Michael Dehoyos is a content marketer and 
editor at Phd Kingdom and Academic brits. 
He has helped many companies develop 
a personalized marketing plan with an aim 
to improve brand awareness, improve their 
customer funnel, and improve conversion 
rates. Michael has also written extensively on 
several topics. His writings can be found at 
Origin Writings.

"Social Media Marketing can be very effec-
tive in attracting qualified leads; there are 

a couple of simple steps one can take in order to 
improve conversion rates.
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For a FREE no obligation evaluation, 
call (760) 519-8510. We can 
seamlessly launch our support in the 
background while your resort carries on 
the day-to-day operations. Your resort will 
be 100% fully funded - Guaranteed!

Experience the                                   Difference

Guaranteeing your HOA is 100% Fully Funded

During these times, partnering with a proven leader 
in timeshare is more important than ever. Put your 
resort on a path to enhanced Owner satisfaction and 

significantly improved financial performance! 

Sherri Weeks-Rivera
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You Can Help  
Resorts  
Survive!

Resort Trades

Suppliers & Vendors
You can help! 

1. Provide your expertise. (Send you news releas-
es, articles, or ideas for topics to our publisher 
at Sharon@TheTrades.com.)

2. Support the industry’s only surviving indepen-
dent e-News & print magazine so it can support 
you!

If you are serious about doing business in the resort 
industry, advertising in Resort Trades is a sure bet! 
Here’s why:

PRINT: Resort Trades magazine 
Mailing 6,000+ copies, including Every Resort/Every 
Month Since 1987

DIGITAL: Resort Trades Weekly – the industry’s 
ONLY weekly eNewsletter.
• 7,872 Opt-in Subscribers
• Consistent 20+% Open Rate!

Contact adrep@TheTrades.com or call Marla at (931) 
484-8819. Visit ResortTrades.com for our complete 
Media Kit.

The Resort 
Industry 
In Crisis...
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Exploria Resorts' CEP Finalist

LEADERSHIP

By Georgi Bohrod, RRP

The 4th annual  CustomerCount 
Customer Engagement Professional 
(CEP) Resort Trades Award (CEP)   
became a decision making nightmare 
for the expert panel of judges who 
reviewed the nominations for this 
coveted award. The quality of the 
nominees was exceptionally high. 
Each of the applications contained 
detailed narratives describing 
outstanding leaders who exemplify 
customer engagement within the 
timeshare resort/hospitality industry. 
Nominated candidates included 
managers, assistant managers, front 
desk staff members and customer 
service team members who are in 
daily contact with members and 
guests. Companies who participated 
ranged from resort developers in the 

U.S. and Mexico, service providers 
and management companies.

Despite that each nominee seemed 
even more deserving than the next, 
the panel settled in on a group of 
superb candidates including Veta 
Dimmick, Senior Manager, Member 
Services, Exploria Resorts. Veta 
finished in the top three.

Companies who participate in the 
award receive equal recognition 
as the nominated individuals. Their 
corporate culture centers around 
customer service and engagement. 
This is why CEP honors both the 
entity and the team members who 
thrive in an environment that puts the 
customer first.

For more than 23 years, Exploria 
Resorts has been bringing their 
guests and members affordable 
vacation experiences from the 
comfort of spacious and stylish 
home resort accommodations. The 
branded vacation ownership product, 
Club Exploria boasts nearly 85,000 
members.  

And Veta, as a consummate 
professional, leads a team of 
nearly 50 call center agents. She 
was nominated for this award long 
before we had even heard the word 
coronavirus. And she has not faltered 
in continuing to excel in her role.

Veta is a problem solver 
extraordinaire.  She has decades 
of experience in many facets of 
timeshare.  She started working 

in a telemarketing call center on 
a lark just to make a few bucks.  
She rose through the ranks to lead 
various teams in marketing. Due to 
re-structuring, she switched gears 
to work in the member services 
department and now provides 
training and answers on a daily basis. 
To monitor the guest satisfaction 
with the agents, she reviews daily 
CustomerCount® Contact Center 
surveys that provide real-time 
feedback.  When she saw a trend 
with agents receiving low scores on 
“knowledge”, she jumped into action 
and devised a plan for the front line 
supervisors to have “one-on-one” 
meetings with every agent every two 
weeks so that their phone calls could 
be reviewed.  The “knowledge” scores 
increased by 12% within two months.

'Three alarm fires' are typical for this 
nominee's day and she handles it all 
with grace. With the recent dictates 
regarding social distancing, Veta 
embraced technology to communicate 
with her team. Exploria’s flagship 
resort Summer Bay Orlando continued 
to accept members during the shut 
down and Veta’s team was hurled into 
a logistics frenzy.  Her strength and 
energy pervades all she does.  The  
call center crew followed her lead in 
calmly following procedures to deal 
with the cancellations, rescheduling 
and rebooking that exploded during 
the months of March and April.

She is a huge asset to the member 
services department because she 
understands the ultimate goal of 

every timeshare company is to sell.  
When answering a problem, she 
looks at it from every angle.  Will this 
solution get a tour?  Will the tour be 
more likely to buy?  As a tribute to 
Veta’s excellence, everyone on the 
sales team knows that this she is 
their “go-to”.  When an owner has a 
problem understanding how to make 
reservations, she listens for clues.  
Was it their home resort reservation 
rules?  Was it their exchange 
company reservation rules?  Was it 
a third-party?  By listening carefully 
to what the sales representative and 
owner tells her, she can determine 
who is best able to answer the 
concern.  The sales team has become 
so confident in her answers that they 
will bring prospective buyers to the 
member services department to meet 
the team that will provide their service.  

The CustomerCount Customer 
Engagement Professional (CEP) 
Resort Trades Award (CEP)   is 
proud to honor customer engagement 
professionals like Veta Dimmick. 
Club Exploria Members are richer 
in their timeshare involvement with 
folks like Veta making sure they have 
exceptional vacation memories no 
matter where or when they choose to 
go.

Georgi Bohrod 
is the founder of 
GBG & Associates 
a firm specializing 
in the seamless 
integration of multiple 
marketing and public 
relations toward 

the effective fulfillment of client 
business goals. The company has 
created and implemented a wealth of 
strategic marketing, advertising and 
public relations programs for hotels, 
timeshare resorts, resort developers, 
small businesses, service providers 
and travel industry corporations. 
Under Bohrod’s leadership, the 
company has won countless awards 
for collateral material design, 
interactive media design and public 
relations.

"Veta, as a 
consum-

mate professional, 
leads a team of 
nearly 50 call cen-
ter agents.

Exploria Resorts

Veta Dimmick, Senior 
Manager, Member 
Services, Exploria 
Resorts
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 CLASSIFIEDS
EMPLOYMENT 

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

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.

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.

...and bring it to Life.

Create a 

• Interior Design • Kitchen & Bath Design 
• LEED AP • Purchasing • Warehousing 

• Project Management • Installation

We bring Visions to Life through our digital  
rendering process. Hospitality Resources & Design  
is committed to providing outstanding customer 
service while delivering extraordinary design.

Contact us for a complimentary on-site  
visit and start planning your Vision today!

Call: 877-574-9060
www.hrdorlando.com

919-A Outer Road • Orlando, FL 32814

Massanutten Resort Condo

CERAMIC GLASS
COOKTOPS

THE

We have

THAT YOU NEED.

MASKS
SINGLE-USE FACE MASK
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50 masks per pack.
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DESCRIPTION & SPECS

FEATURES:
��ASTM LEVEL 1 Low Fluid Resistance
��80 mm Hg Filtration Efficiency
��BFE ≥ 95% PFE ≥ 95%
��Latex and fiberglass free
��For patients and other persons to reduce the risk of 
spread of infections particular in pandemic situations.

Contact for more 
information:

Princess Martinez
(954) 312-4425

parevalo@bocaterry.com

Item # CZS10N 50 Masks per pack�.
Minimum Order 5 packs (250 masks)

ORDER TODAY!

���� per pack$.70 /$35

Aseptic 
Manufacturing 

FDA APPROVED
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The coronavirus! We’ve all heard 
about it, and at this point you are 
probably on the receiving end of all 
the government-mandated regula-
tions: No clubs, bars, or concert 
venues open; sports events, cruises 
and airline flights cancelled; schools 
and universities closed; restaurants 
restricted to take-out only; even 
possible curfews and state lock-
downs, etc. And, that list is sure to 
grow ever larger as the COVID-19 
pandemic sweeps the country. 

Needless to say, it will hit your 
business especially hard ̶ if it hasn’t 
already! Industry experts and pro-
fessional commentators seem to be 
of one mind: The coronavirus is one 
of the most disruptive and worry-
ing phenomenon that this country, 
indeed the entire world, has had to 
deal with in a long time. The effects 
are not only going to be economi-
cally and psychologically damaging, 
but they’re going to last far longer 
than anyone one of us would like.

Your Everyday Chore Becomes 
Crucial

It should come as no surprise then, 
that the one activity you manage 
every day, will take on even more 
importance: Cleaning, and in par-
ticular, using a powerful disinfectant 
on every part of your establishment, 
from bedrooms and bathrooms to 
dining facilities, reception areas and 
even cabanas. 

However, before we get into the dos 
and don’ts of cleaning regimens, 
we have to acknowledge that the 
differing standards of cleanliness 
between resorts has a lot to do with 
the cleaning staff. The unavoidable 
fact is that they are mostly low-paid, 
unskilled employees who don’t 
have the training ̶ or the motivation ̶ 
needed to achieve high cleanliness 
standards. Add to that the high turn-
over rate among these workers and 
you can see that a lack of technique 
or inadequate cleaning protocols 
are the least of your problems.  Still, 
it is an issue you need to address, 
especially now.

Pick the Right Disinfectant

The choice of disinfectant is up to 
you, but you’d be well-advised to 
use a product that not only func-
tions as a disinfectant, but also 
as an insecticide that functions as 
a bacteriostatic ̶ that is, it inhibits 
bacterial growth. But it should also 
be able to kill fungus, viruses mold 
and mildew, as well as destroying 
pathogenic odors. Most important 
of all, perhaps, is that it dry quickly ̶ 
preferably taking no more than 15-
20 minutes, and that it be biode-
gradable and leave no residue or 
active ingredients. Finally, it should 
be EPA approved.

Cleaning the Rooms

So, as you ̶ or your staff ̶ go about 
the daily business of cleaning 
rooms, try to keep these points in 
mind:

1. Be sure to empty and spray the 
garbage bins. And always, 

      always, use gloves to remove 
and discard the contents.

2. Dust and spray all the furniture 
and picture frames.

3. Wipe all the baseboards and 
spot clean walls, if needed.

4. Sanitize the TV, the TV remote, 
and the phone. Ditto with the 
fridge, if the room has one.

5. Clean the bedroom mirror and 
windows.

6. Wash all the glasses and coffee 
cups in the room with very hot 
water and soap. 

7. Vacuum the floor (including 
under the bed), the furniture, 
the drapes (or blinds), the 
baseboards, the closets, and 
the entertainment center. Plus, 
wipe down the in-room bar with 
a sterilized wipe or cloth. 

An Everyday Chore becomes Crucial

NEED TO KNOW

by Noel McCarthy, Sterifab Staff Writer
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And Now the Bathroom!!

Moving on to the bathroom, your 
staff now has a different set of pri-
orities. They should systematically:

1. Clean the mirror and spray the 
sink, bathtub, shower and toilet 
with your cleaner of choice 

2. Use a clean, wet cloth to wipe 
the sink, bench-tops, bathtub 
and shower tiles. Your Staff 
should also check shower 
grout for mould, and remove it 
if necessary. 

3. Clean the toilet, fastidiously, 
both inside and out. Remem-
ber, any cloth used on the 
toilet must be dumped immedi-
ately

4. Wipe down the bathroom walls 
if they are soiled or in any way 
splashed.

5. Wipe the floor tiles. Do not 
use a mop ̶ it simply spreads 
bacteria around. 

A Worst-Case Scenario

Let’s face it: No one wants to be 
in one of those ‘worst-case’ situ-
ations, but when it come to the 
coronavirus, be prepared. In other 
words, never say ‘never’. 

But let’s just suppose that one of 
your guests tests positive for the 
coronavirus virus! Rule One: Do 
not panic. Rule Two: Refer to Rule 
One.

But seriously, if you are unfortu-
nate enough to have a client who 
tests positive for the coronavirus, 
there are a number of effective 
steps you can take to mitigate, or 
lessen, the impact of this unfortu-
nate diagnosis.

Staff who clean the rooms occu-
pied by infected guests must:

1. Wear Personal Protective 
Equipment (PPE). 

2. Ventilate the room by opening 
the windows. 

3. Remove the bed linen and 
towels.

4. Not leave loose items in the 
hotel corridor. 

5. Remove all disposable items 
such as sachets and toilet 
rolls. 

6. Clean the remaining items, 
such as cups, and glasses etc.

7. Pay special attention to hand 
contact surfaces, such as door 
handles, light 

switches, telephone handsets, TV 
remote control, and bedside 
tables.

8. Use lots of cleaning cloths to 
avoid re-contaminating sur-
face.

9. Put on the PPE before they 
enter the room. Afterwards all 
used PPE should be discarded 
and placed in the appropriate 
bag, along with disposable 
cloths, paper towels, etc. The 
bag must be securely tied 
before it leaves the room. 

If, on the other hand, the infected 
guest is still in residence and your 
staff need to access their room (to 
deliver a room service meal, for 
instance), then the employee who 
enters the room should, if possible, 
avoid close contact (within one 
metre) with the guest. After exiting 
the room, the staff member should 
clean their hands with soap and 
water.

Going Forward

A recent Resort Trades article, 
offered some advice which, I think, 
everyone in the industry should 
pay attention to:

“Realistically, this pandemic and 
the resulting decline in business 
performance, stock markets and 
consumer confidence could lead 
us into a global recession. 

However, keep an optimistic, 
long-term perspective and prepare 
for when you can restore optimal 
operations1.”

It’s difficult to say when, exactly, 
this pandemic will be over, but if 
we follow the rules and act respon-
sibly, we will be able to weather 
this ‘storm’.

Footnotes 
1. Managing Your Business Dur-
ing Times of Disruption, Resort 
Trades, March 2020. https://resort-
trades.com/managing-your-busi-
ness-during-times-of-disruption/

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!  
*We also offer property management services for over 30 years.

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. 
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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.

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

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.

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.

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.

 BUSINESS DIRECTOY
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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!

HOA & STAKEHOLDERS 
COMMUNICATIONS

The Contact Group
4490 Ocean View Ave, Ste A
Virginia Beach, VA 23455
Phone: (703) 725-8608
Email: dc@thecontactgroupusa.com
Website: www.thecontactgroupusa.
com
Contact: David Costenbader
Specialty: Since 2001, The Contact 
Group has provided innovative 
communication services to 
aid businesses in building real 
connections with those who matter 
most. Our unique teleconferencing 
platform allows for multiple speakers, 
moderated Q&A and polling, no 
matter geographic location. TCG 
empowers businesses, employers, 
campaigns and other organizations 
the ability to reach their audience, 
wherever they are, in ways most 
convenient to them: from their 
phone, laptop, or tablet.

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.”

“ 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

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!

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.
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LENDING INSTITUTIONS

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.

Whitebriar Financial Corporation
575 Mistic Drive PO Box 764
Marstons Mills, MA 02648
Phone: (508)428-3458  
Fax: (508)428-0607 
Email: hbvswhitebriar@gmail.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.

MANAGEMENT & OPERATIONS

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.

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.

MANAGEMENT & OPERATIONS

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.

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!

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.
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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: hbvswhitebriar@gmail.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.

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.
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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.

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 CLUBS

Custom Travel Solutions
27 S. Main St.
Travelers Rest, SC 29617
Phone: 864-610-1943
Email: info@customtravelsolutions.com
Website: www.customtravelsolutions.
com
Specialty: Our travel distribution products 
and services are delivered through 
integrated, customizable platforms 
that offer a custom branded end-user 
experience. We provide high-touch 
customer service while fully automating 
all membership management and travel 
fulfillment functionality. With Custom 
Travel Solutions, companies can easily 
offer their customers access to luxury 
travel benefits and travel savings 
otherwise prohibitive to the individual 
traveler. This creates value and brand 
loyalty that promotes engagement and 
revenue growth.

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.

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.
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http://directory.golfcoursetrades.com

Golf & Grounds Equipment

The Golf Course Trades, established 
in 1990, is a buyer's guide serving golf 
course and grounds superintendents, 
owners, and managers. Visit Golf-
CourseTrades.com for more informa-
tion and to view the latest edition of 
The Golf Course Trades magazine.

ResortTrades.com
Resort Industry  
Connection 24/7

Resort Trades Weekly eNews

Every Thursday, Resort Trades Weekly provides subscrib-
ers with topical, original content, plus curated news about 
the people, places, and events concerning all-thing-time-

share. Visit

resorttrades.com/resortnation

Looking for vendors
… who are familiar and engaged in our industry? Tired 

of needing to explain to suppliers why timeshare resorts' 
and hospitality's needs are often different? These busi-
nesses are guaranteed to be interested in you and your 

needs:

members.resorttrades.com

Original Content
For more than 30 years, the only independent print/digital 
publication dedicated to the timeshare professional has 
purchased editorial focusing specifically on the industry. 
Searchable content about issues affecting the way you 
operate, market, sell, and serve written by professionals 

familiar with our world… the world of resorts.

resorttrades.com/category/articles

Curated Content
News sourced from contributors to help keep you current 

and ahead of the curve. Visit:

resorttrades.com/category/news

Resort Industry News…High-profile Interviews…Tips & 
Hacks…Innovations

AT YOUR FINGERTIPS
EXPERIENCE RESORT TRADES THE WAY YOU 

WANT IT:
Print….Digital…eNews



The future of travel
is up to us.

ExploreGCI.com | MGring@ExploreGCI.com

Our industry is evolving, and GCIʼs revitalized
travel solutions allow your business the power 

to perform. From travel club sales distributorships
to our leisure benefits program and more,

our expertise is your success.
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